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Product overview

Marketing organizations looking to make a significant impact on the customer experience and to
drive an effective return on marketing investment are turning to a Next-Best-Action approach to
marketing. The Pega approach to marketing uses decision management and analytics to
determine the right action for every customer and provides customers with the right message, at
the right time, in the right channel.

Built for marketers responsible for managing inbound and outbound customer communications
and experiences, the solution delivers on this vision through a unique combination of real-time
inbound and outbound marketing, campaign management, and marketing operations
capabilities that leverage predictive and adaptive analytics, real-time decisioning, and business
process management. Pega’s marketing solution dynamically manages multi-channel
conversations through the entire customer lifecycle, from offer design to offer fulfillment.

Measurable business benefits
Creating relevant experiences for every customer
Turn every interaction into a guided, relevant conversation by executing the Next Best Action at

the moment of truth. This solution continuously learns and adapts to every customer in real
time, across all channels, including social media and mobile.

Giving marketers more control

Design, change, measure, and control multi-channel customer strategies with a single
marketing application and portal that does not require IT involvement. Pega is the only solution
to support marketing operations with a robust business process management platform that
seamlessly connects sales with the customer fulfillment processes.

Optimizing customer lifetime value

Maximize revenue with proactive cross-sell, up-sell, and retention opportunities for customers,
and coordinate the experience across inbound and outbound channels. The solution provides
the optimum balance between various customer needs and the specific needs of the business.

Marketing use case examples

The table below presents an example list of common use cases; each represents a scenario in
which a customer may utilize Pega Marketing to achieve a business objective:

Use case Description

Retention Pega Marketing provides the agent with the tools to ensure that they understand the
value of the customer and the best options to retain customers who are looking to
churn.

Cross-Sell/Upsell Next Best Offer prioritized ranking is supported by all the necessary arguments and
collateral to convert the opportunity.
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Use case

Description

Negotiation-Based Selling

This engagement type takes a more consultative approach to selling by putting the
customer in charge of the conversation while ensuring that the negotiation stays within
the budgets calculated for this customer.

Product/Service Usage Stimulation

Communicating to customers proactively to entice or stimulate product or service
usage. Calculating the right incentive for each customer will ensure a higher conversion
rate.

Renewal Reminders/Retention

Targeting customers who are approaching key product events to ensure they remain
loyal customers.

Newsletter, Article, Content

Driving traffic to landing pages or microsites to capture customer details and fuel lead

Marketing capture and conversion processes.

Significant Event/Anniversary Daily Campaigns which seek out customers with important anniversary dates with
Communication specific, personalized messages, e.g. Birthday Campaign.

Acquisition Either direct to customers or via prospect lists to drive growth of the customer base.
On-Boarding Initial communications focusing on things like Welcome packs, Sign-up for Auto-Pay,

Payment reminders, and product and service awareness.

Product/Service Promotion

Product and service promotions to generate awareness or education to support or
coincide with product launches.

Retargeting

Targeting customers who partially engaged on with appropriate messaging to reinforce
the features and benefits.

Viral Marketing

Capturing customer details and other related data items then using these to trigger
other marketing messages in order to create the potential for very high visibility and
visibility of the company messages.

Incentive-Driven, Game-Oriented

Using what we know to tailor individual communications for each customer to ensure

Marketing they are relevant, timely, and appropriate.
Seasonal Marketing Keeping organizations in the mind of the customer at relevant times of the year.
Bundling By packaging up multiple offers within a parent offer, bundling enables organizations to

communicate a tailored package of offers to each customer.

Location-based marketing

Target customers based on their location using Geofence functionality.

Event initiated/Trigger marketing

Respond to real-time marketing opportunities by pushing relevant offers to customers.

High-level capabilities

Next-Best-Action marketing

Customer-centric approach to marketing that combines traditional business rules with predictive
and adaptive analytics to provide real-time and batch marketing offers and treatments to drive
customer lifetime value. Includes the capabilities to allow marketers to create a cross-channel
engagement strategy that continuously look at customer history and many different
customizable attributes to determine the top offer, best time, specific treatment, and best
channel to interact with customers and prospects.

Next-Best-Action Advisor

An agent-assisted channel application that provides a best practice implementation of Next-
Best-Action for use by call center agents, retail users and brokers. Includes Ul panels and
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decision logic for offer presentment, bundle negotiation, what-if analysis, needs assessment and
house-holding. Advisor provides flexible deployment options, allowing it to be deployed within
Pega Customer Service and Sales Automation, as a standalone application or embedded within
a third party desktop.

Retail Advisor

Retail Advisor extends the power and capabilities of Next-Best-Action for Sales, Servicing, and
Marketing for retail employees and self-service kiosks. Customers can look on with employees
to configure personalized product bundles at their convenience on a tablet device.

Shared marketing components

Pega Marketing includes a core set of Pega-provided marketing capabilities leveraged by every
module of the solution that allows marketers to design, execute, deliver, and adapt to marketing
strategies. Pega’s shared components include a consolidated marketer’s portal that has
customizable dashboards, Offer and Campaign design, treatment design, channel configuration,
constraints optimization, and response management.

Analytics-based campaigns

Analytics-based campaigns capabilities include intelligent segmentation that leverages
predictive analytics and easy to use visual segments to pick the right variables and profiles and
dynamically change them over time based on customer behavior.

Marketing operations

Pega Marketing operations capabilities include dynamic case management that can orchestrate
multiple processes, systems, and people. This allows marketing to adapt to complex business
needs. The Marketing Operations module includes checklists for marketers to monitor and
control work, as well as a number of approval templates that can be quickly leveraged in the
marketing organization to support financial business objectives.
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High-level functionality

Pega Marketing portal

The Pega Marketing portal is specially built for the marketing user and provides the user with
quick and convenient access to a wide variety of resources. This portal incorporates a role-
based information layout where Analyst, Manager, and Administrator users see appropriate
menu items.

PEga | MARKETING [2] Reports  [3Z] Configuration Seth Robinson

Search Q Home
ﬁ Home
Dashbeard u
1l campaigns @
"E—[ Content >
AR Audiences Create a new campaign Define your audience Monitor a campalgn
Communicate with customers across multiple Classify and target your customers with the best Visualize how offers are performing and run
channels or use Next-Best-Action to ensure the offer based on their profile using both visual and simulations to determine how they may perform
right message at the right time. non-visual segmentation. using Visual Business Director.
My Work S
D Description Category Due~ Urgency= Owner T
£ P-2015 Pending Wrapup Snappy Snap 10 Seth Robinson
= i P18e3 Pending Wrapup Feature Education Campaign 10 Seth Robinson
£ P-1864 Pending Wrapup Card Usage Campaign 001 10 Seth Robinson
Customer journey

A customer journey represents the phases or stages a customer goes through before converting
or accepting a specific outcome. For example, a New Credit Card journey attracts customers to
sign up for a credit card. A journey is made up of many individual messages and
communications such as email, SMS, or paid ads that occur over time.

Customer journey allows users to visualize how customers progress through the journey and
determine the most successful messages and channels. This helps identify where resources
should be best deployed.
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Customer Journey:New Home Mortgage

New Home Mortgage
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Overview Explore Animate
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Mortgage bundles
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Marketing dashboard

The Dashboard allows marketers to view and report on metrics that are important to their
efforts, and track the performance of their marketing initiatives.

Issue / Group
Sales / Mortgage

Deactivate H Actions ®

Maximum journey length
60 day(s)

Journey rank
1

Timeframe: Current Quarter Last Quarter This Year

CONSIDERATION

Review fees

©
©

=\
-

Compare products

COMMITMENT

Application Closing

©
©

©

The Dashboard framework consists of 20 Pega-provided executive level widgets pertaining to
Awareness, Acquisition, Engagement, and Business KPIs. These widgets show current and
trending results for the corresponding metric. The Dashboard allows the marketer to establish
and track goals, and provides customizable insight and recommended actions for each KPI.

Marketers can customize the widgets displayed in the Dashboard and configure the goals for
each widget. The marketer can also apply different filters to further refine the displayed metric

data.
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Multi-channel campaigns

Multi-Channel Campaigns (commonly referred to as Campaigns) enable marketers to use the
power of intelligent segmentation and analytics to deliver the right offering to the right customer
at the right time. Campaigns progress through various stages, such as design, approval, and
running. Marketers can specify details, financial information, and goals for their Campaigns.
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Create a campaign BN =N -
=
Campaign details
Mame s AT Graug
Select || omlect il
GOALS
Business chjective Outhound Conversion Rate 0%
SUMMARY
Issue / group No Issue /' Mo group
Fanning start date 91215
Campaign 1y - Flanning end date WS 5
Launch date SME2N S
Carmps EN WTLage End date
More detsils s
Pricrity
Imemediate "
- - MARKETING STRATEGY
Planning start date Planring end date RS R
Niod congfigured
1205 B w1sems =}
Launch data End date
91662015 =] = ALMEMCE
Targes audicnos type Ko comnfirured
= Customer Prospect
EMGAGEMENT
Financials Campaign schedule Mot enabled

At the Campaign level, the marketer can review performance over time,

below:

Campaign overview

05/25/15 - today

O Impressions O Click-throughs

as seen in the image

O Conversion

400K

300K

200K

0%
22 23 4 25 26 27
UN
Key metrics
Performance over time
Campaign 24923« § 6.86% 5.02% 416K
IMPRESSIONS CLICK-THROUGHS CONVERSION OFFER INITIATED
and Offer
Ievel m etri cs Offer rankings Impressions Click-throughs Conversion Initiated
Cashback 10% 89.01K 2.38% 1.68% 154K
Cashback 15% 68.35K 1.53% 1.06% 112K
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Outbound campaigns

For advanced marketing initiatives, Multi-Channel Campaigns allow the use of adaptive and
predictive analytics with business rules to optimize across multiple offers, resulting in the
selection of the best offer for each individual customer. However, marketers often need a
simpler mechanism to promote a single offering and monitor its performance. The Outbound
Campaign construct provides just this functionality using a visual card paradigm that highlights
all aspects of the initiative on a single canvas. This allows marketers to focus on key aspects,
such as the audience, the offer, and the flow.

MewTablets Drat MewTablets ==

Treatmenis

Next-Best-Action Designer

NBA Designer provides a single location for Marketers to define and manage their organizations
Next-Best-Action framework. This starts with first defining the business issues and groups they
want to focus on which becomes the NBA hierarchy. With a hierarchy in place, Marketers are
free to configure the actions, eligibilities and offers from the Top-down, Bottom-up or Middle-out.
The configured NBA framework can be associated to real-time containers to service inbound
channels as well as scheduled for specific outbound interactions.
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Pega' MARKETING |§| Reports Configuration @ Help

() Designer
{ar Home
Hierarchy & Definitions Edited about a minute ago by Seth R Edit
Dashboard
() Next-Best-Action Monitor S
o Next-Best-Action v L L
%] Sales
= 9.12% #10,230
Designer CONVERSION RATE PAID MEDIA SPEND
£ Banking
Supporting Decisions
< Credit Card Next-Best-Action
Campaigns
Fo‘ 5] Action
— Rewards
|=] Content > “ Present Sales Offer / PresentSalesOffer
Travel Select offers from
Intelligence > Sales, Banking
Platinum
Ol iences Relevant when
Retention, Proactive .NBARelevance < 25 AND
] Retention Sales, Loans .NBARelevance > 55
< CreditLine > Present Retention Offer / PresentRetentionOffer

Menu No comments

Strategy builder

Strategy Builder brings an Express like capability to creating and managing decision strategies.
Strategy Builder provides a growing list of business objective templates, such as Priority rank
offers by segmentation or analytics, Calculate customer lifetime value, Offer Prioritization and
Product Bundling. After selecting an objective, users are presented with a set of questions that
capture their specific requirements and are used to generate a best practice decision strategy.

Create a marketing strategy m ®

Strategy name
Next Best Credit Card Offer NextBestCreditCardOffer /'
Description

Next Best Credit Card Offer

Marketing strategy
What are you trying to achieve?
UUU Objective {5} Configure

Priority ranked offers

Issue / Group
Which business issue would you like to address?

Business issue

Sales T

Groups
Bundles

CreditCards
Handsets

Mobilelnternet

Segments

Segments provide the capability to identify a specific group of customers that match some
criteria and to use this group as the audience in Campaign execution. Segments can also be
used within the marketing strategy to decide what offers are made to which customers based on
the segments they are in.
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Historically, the assembly of criteria to describe a segment has been an area in which the
marketer had to rely on intuition, prior complex analysis, or guess work. Pega Marketing solves
this through the use of intelligent segmentation. The solution can leverage the power of decision
management (in the area of segment criteria) through the use of statistical analysis to discover
predictors within the customer data that contribute positively towards a targeted outcome (like
the purchase of a product). The solution also uses sampling strategies to optimize the
processing involved in discovering these predictors.

Control groups

In an experiment, a Control Group is a group, separated from the rest of the experiment, which
is isolated from the variable being tested. In marketing, Control Groups can be used to assess
the performance of marketing initiatives.

Pega Marketing provides support for defining and populating Control Groups. In addition, the
Strategy rule also provides support for assessing whether a customer is in a Control Group.
This allows the user to treat Control Group members differently. For example, Control Groups
members might not receive a particular Offer.

Strategies

A marketing Strategy enables the user to match the Offers that are available for a Campaign to
the customers in the target population.

Pega offers a rich visual capability to design sophisticated decisioning strategies to drive
intelligent decisions, alerts, recommendations, and next best actions. This allows the business
to ‘mind map’ their customer interaction strategies in this higher level ‘strategy sketch pad’.
Strategies ensure that each customer is targeted with the Offer that is most suitable for them.

The Strategy rule enables the user to apply various business goals and prioritization criteria to
make this determination. An example of a hierarchy of strategies is shown below.

Approved?

-Best Product to Sell NSk Aeien

»( ouout

Best Loan to Sell
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Contact policies

Contact Policies provide a mechanism for controlling and restricting how many times a customer
is contacted in accordance with corporate and/or regulatory guidelines. A single policy can
contain the contact limits for multiple channels of communication. Each contact limit is
applicable over a specified time period (e.g. weekly, yearly, etc.). Furthermore, the contact
policy, as a whole, can be disabled, enabled only for a specified date range, or always enabled.

Volume constraints

Volume Constraints allow marketers to maximize the return on their Campaigns—in terms of
response or profit—under specific offer or channel constraints. Pega Marketing provides
constraint optimization which can be used when there is a finite amount of offers available or a
capacity limit to be managed for a given channel. The following two constraint types are
supported:

Offer constraints

Offer constraints allow the user to specify the maximum and/or minimum volume for a particular
Offer. This is useful in situations where there is only a limited quantity available for a particular
product.

Channel constraints

Channel constraints allow the user to specify a maximum and/or minimum value for a particular

delivery channel (e.g. Email, SMS, etc.). This is useful in situations where there are limitations
on the delivery mechanism, such as SMS or email server throughput.
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Ganeral Advanced History

About this Volume Constraint

Describe now this Volume Constraint should be applied
How should the limits set by this constraint be reset?

® Manage each constraint individually below

~ Reset all constraints at once

Describe which Offers to Constrain
Limit the number of customers that can receive a specific offer.

ENABLED? OFFER RESET INTERVAL MINIMUM VOLUME MAXIMUMVOLUME  REMAINING

¥ IPhone Daily [=]|1 100 10

[+]

Describe which Channels to Constrain

Limit the number of customers that can be contacted via specific outbound channels.

ENABLED? CHANMEL RESET INTERVAL MINIMUM VOLUME MAXIMUM VOLUME  REMAINING
CallCenterE Manually E 1,000 5,000 Unlimited m ]
L]

An Offer is the marketing manifestation of a decisioning proposition. The proposition holds
various details about a particular offering, such as Start Date, End Date, and Expected
Revenue. In addition to the proposition data, the Offer rule enables the marketing user to
visually specify the sequence of communications (i.e. the Offer flow) for a particular proposition.
The Offer flow enables marketers to communicate their multi-stage offerings across multiple
channels using configurable shapes, such as Email, Wait, and Hand Off.

These capabilities allow a business user to fully define propositions using multi-channel
communication strategies, visual treatments, and the business logic to determine when and how
to present to a customer. This will greatly reduce the time it takes to get new offers to market in
any channel, including inbound or real-time channels. The Offer flow editor provides the user
with an intuitive drag-and-drop mechanism for designing their offerings.
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Diagram Details Checklists ~ Test Offer History

’MW [+ R ‘-- KEBE W nﬁ .g e % Overlay None «

ﬂ Communicate Acknowledge
Start - B Offer —Response Received Accepted? Yes—p Accept ———————Continue
» End
No Respons

Treatments

A treatment is the definition of the content that is delivered to a customer as part of an Offer
over a specific communication channel. The system provides support for four kinds of
treatments — Email, Passbook, Section, and SMS. An example of an email treatment is shown

below.
[F— ——
| 1l 7 (@ = | Troy, hi, just checkingin - Unicode (UTF-8) = oy =
Message 73
A~ -~ ~< > ECOD)‘ z J—
G x _& = | =) ] & [) Find text -'\ \“}
Junk Delete Reply Reply Forward Instant Addto Move Copy Flag Watch Prévigus  MNext
x all *  message  calendar to to & Encoding
Delete Respond Adions MNavigate
Troy, hi, just checking in
NBAM at U+ Bank (outbound@pegats.com) Add contact 12/2/2014 7:10 AM

T'o: tmurphy@pegats.com;

U+ Bank

Thank you forchoosing U+Bank

Making buying simple
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Templates

A marketing Template is the definition of the content that should be written to an external source
as part of making an Offer. The system provides support for writing to both a file and a database
table. Any outbound shape in the Offer flow can be configured to write to a File Template and/or
a Database Template.

Header
Type Content
| File Name v WehinarList (D)

(+)

| Include Column Heading Names in Qutput?

Fields
Name * Tvpe Content Format
1 Customer Name Data Field ~ .Customer..p}rFuIIName‘(4__-1\ n/a v
2  Address Data Field ~ .Customer.p}rHomeAddr‘ (4__-1\ n/a v
3 | Event “ Text ¥ “ Spring Webinar ‘El n/a T
+
Footer
Tvpe Content

| Record Count v This Value is Computed at Finalization O]

)]

Microsites

A Microsite is a collection of one or more pages which can function as a standalone entity.
Microsites can be standalone or can be embedded into existing websites. They can be used for
various marketing purposes, such as product announcements and lead generation.

Geofences

A Geofence is a virtual boundary around a particular location. Marketing users can define
Geofences in the system and then use them to trigger Events. For example, a customer
entering (or nearing) a store could trigger the Geofence for that store. This could in turn trigger
an Event whereby the customer is presented with an appropriate Offer. Users can also
reference Geofences in strategies and can harness this to determine the most relevant Offer for
a particular customer.
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Geofence Details Map

Address
A hearty Sactenoet

N
1"?‘
Coordinates F __-/

Latitude 40.034805

Longitude -73.337361

Radius

Real-time events

Events provide a mechanism for responding to real-time marketing opportunities. An Event is,
essentially, an entry-point into the marketing application which can be initiated by internal or
external systems. Events can be mapped to Multi-Channel Campaigns and can trigger their
execution.

Real-time containers

Real-time containers provide a way for marketers to manage content that appears in other non-
agent assisted real-time channels, such as web and mobile. As an example, a marketer may
define a Container to represent a region of a web page. They can then associate the Container
with a Campaign. When the Container is loaded, the associated Campaign is executed and the
Container gets populated.

Pega Marketing provides a set of APls, which can be invoked from real-time channels, to
facilitate the population of a Container and to capture customer responses.
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Configure Real-Time Web Containers
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Programs Associated with this Container

Mg [FOETAITE AP 35500 el A0 this Container. ATSOCLI0R programs 10 this Continer thyough the Frogram's Run Opeions

In marketing terms, a prospect is a potential customer, which the marketing user wants to
target. Pega Marketing provides support for importing Prospect Lists, creating Prospect
Segments, and targeting prospects via Campaigns.

PEEa" MARKETING ¢ Live Ul E] Reports

Configuration R UPlusBank Marketing Administrator ®

Prospect Lists

MNew
List Name= List Tag
high CLV customers hci
Loyal visitors %
recent visitors rv2

Seed lists

(o ) I ©

Row Count Work status Actions

1,498 « Resolved-Completed Actions
1,498 « Resolved-Completed Actions

3« Resolved-Completed Actions

A seed list is a collection of artificial entities (also called “seeds”) that can be used to test,
monitor, and validate various aspects of the processing infrastructure. For example, such a list
can be used to test the timeliness and reliability of processes being handled by a third party.
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Each seed represents a make-believe customer and all applicable customer attributes can be
specified for a seed. Multiple lists, each containing their own seed data, can be created and
managed within the marketing application.

Data management

Marketers can view and manage customer and related data through Data Management landing
pages. The landing pages allow marketers to import new or updated customer information. The
Data Management landing pages also support custom views of your data.

Checklists

A Checklist represents a set of actionable steps which must be performed to accomplish a goal.
Each actionable step is represented by a Checklist Task. A Checklist can be associated with
either an Offer or a Campaign.

Pega’ MARKETING E| Reports Configuration R Marketing Analyst ®
1.HolidayCampaignTasks (¢-236) @ew &Y oo | oveocons v NG
Checklist Details @Help “DHistory
Description Follow [ Tags
All Offer, Creative, and Segment Tasks p Start Checklist
Associated with ssue Start Date
Sales 10/2/2015
Pega pulse
owner Group Due Date -
Marketing Analyst Promotions 10/17/2015 3
Percent Complete Message File Link
50%
. o’ Public [ share |
Task and Description Owner  Start Date Due Date % Complete Actions
@ KickOffMig Show: All Pasts -
/ / % Actions
1 hour kickoff Manager 10/2/2015 10/2/2015 100% ctions w
There are no posts
@ CreativeTeam_FirstDraft
; / 9% Actions
First Draft of Creative Assets Due user 107572015 107612015 50% cons =
@ CreativeAssetsReview Attachments ()]
Manager 10/6/2015 10/7/2015 0% Actions «

Customer profile

Customer Profile is a way of describing a customer categorically so that they can be grouped for
marketing purposes. This includes a set of characteristics that identifies the customer and their
value to the organization. This profile also includes a quick glance of the interaction between the
customer and the organization.
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Revision management

Revision Management is a Pega Platform feature that enables business users (such as
marketers) to take ownership of parts of the enterprise application. Marketers can make
controlled changes in the business sandbox and test these in production within the boundaries
defined by IT.

Identity matching

Identity matching is a feature that allows a Pega Marketing application to identify individuals
across their addressable devices. This feature also enables a seamless transition between an
anonymous individual and a recognized customer.

When an individual is anonymous (e.g. not logged in), relevant information is captured during
their various interactions with the application. This information can then be utilized to determine
the Next-Best-Action for this individual. When the individual authenticates themselves as a
customer, their anonymous interaction data is merged with their previous interaction history.
This allows the marketing application to maintain a complete view of the customer journey.
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Next-Best-Action Advisor

Built for marketers responsible for managing inbound customer communications and
experiences, the Next-Best-Action Advisor (Advisor) solution provides features to rapidly create
and configure intelligent customer interactions that drive sales, reduce customer attrition, and
maximize the customer experience in inbound channels such as Call Centers and Web. By
continuously assessing everything known about and said by the customer, Advisor allows
marketers to create intelligent, optimal, and personalized offers for customers, balancing
customer needs against internal objectives, such as customer spend and customer risk.

. Ms. Conner @

Sara R Connor Lifetime value Platinum Churn risk Low @ -
Callback #: 617-374-9637 7 Influence High Interaction goal Build Value 00:35 / 05:00
t t ?
@ @ Add Task 5} Would you be interested in learning more about our Platinum Plus Travel Card promotion ?
f=) Present Sales Offer (5-2814) ﬁ
®  wrapUp
_ Platinum Plus Travel Card 20 pts)

RELEVANCE g 75%
Platinum Plus Travel Card, 0% interest for 18 months when you transfer

See relevance details
Why is this relevant 7
Get 5% Cash Back Now
Who is eligible 7
Customer with High credit score

Benefits
Earn 5% cash back from U+Bank on up to $1,500 in combined purchases from July 1 - September 30, 2016
Pricing

0% interest for 18 months when you transfer other card balances.
Next best action

[?]  Dispute Transaction

E3eE

[2]  Continue: Dispute A Charge
Account Overview

fg“‘[““_” Plus Travel Card ( 75% Account # Available balance Payment date Min. payment
20pts )
1234500078963456 $5,226.32 Dec6, 2016 $95.00
Classic Credit Card (20 pts) 70%
Account type Status Last payment amount Available balance

Cash Rewards (20 pts) 65% Credit Card Active $110.00 $5,226.32

Advisor combines sophisticated adaptive analytics and real-time decisioning in a solution that
guides service representatives and customers through individual offer management strategies.
Advisor supports cross-sell/up sell, retention, education, risk, and many other areas across
marketing and service. Advisor includes pre-built components and best practice offer
presentation templates for use in contact centers.

Advisor may be deployed within Pega’s unified service desktop or easily integrated into a third-
party solution, so that you can:

= Drive ROI by dynamically bundling propositions to determine value-sensitive financial
objectives, and optimizing time spent on calls and money spent on incentives.

= Increase satisfaction by easing agent workloads and delivering critical information that
meets customer needs, captures customer reactions, and immediately reflects this in offers.

= Empower the business by enabling managers to track everything in real-time and adjust
thresholds on incentives, and by reducing time-to-market with configurable Ul panels and
decision strategies.
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Retail Advisor

Retail Advisor is a unified CRM tablet application that provides Sales, Service, and Marketing
capabilities to employees in retail locations. Specifically designed for use on a tablet device,
Retail Advisor frees employees from desktop terminals, allowing them to focus on delivering a
personalized experience. From greeting customers and answering their immediate questions on
their account, checking store inventory, and promotions to configuring a personalized bundle
based on their individual needs, Retail Advisor is there to keep your customers coming back.

IN QUEUE

Estimated wait time: 0 mins

Sara Connor
E New Device

Queue Accounts

©

New Customer

POPULAR DEVICES
i L,
g l g W
A .
s %
iPhone 65 iPhone 6 iPhone 6S Plus iPhone SE Galaxy Note 7 Moto Z Droid Moto Z Force Droid  Galaxy 57 edge
g left in store In Stock In Stock Qut of Stock In Stock 4 left in store In Stock In Stock
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Processes and reports

Next-Best-Action Advisor use cases

Use case

Description

Capturing a Customer’s Intent

Identifying the reason or context for a conversation with a customer is important for
making the best possible decision. For example, a customer may have a high
propensity for a cross-sell but because they are calling about a service issue you want
to defer this conversation. Next-Best-Action Advisor (NBAA) presents a list of potential
reasons a customer could be contacting which are used as inputs into the real-time
NBA decision.

Identifying the Next Best Action For
a Customer

Determine and present the single best action an organization can take for a specific
customer at the moment of interaction. This includes arbitrating across multiple
business issues such as Retention, Servicing, Sales and Education.

Assessing the Next Best Offer
(NBO) for a Customer

A part of the overall Next-Best-Action, Next-Best-Offer (NBO) determines and
represents the best sales related offer for a customer. This ranked offer decision is
based on known customer demographics, customer value, customer intent, history,
behavioral information, and predicted propensity towards an offer.

Bundled Offers for a Household or
Business

Recommend the best offer or bundle of offers for each individual within a household or
business or for the business as a whole. Users are able to switch between the
household members or business accounts to configure individual bundles.

Create a Personalized, Guided
Customer Interaction Script

NBAA presents interaction scripts that guide an agent through a dialog with the
customer, ensuring that the conversation is initiated in a consistent and personalized
manner.

Present Intelligent and Relevant
Offers

Businesses can group and present offers to customers or agents in ways that simplify
viewing enabling them to interactively select and compare the choices to negotiate a
personalized deal.

Needs Assessment

NBAA presents a set of questions that capture additional information that is used to
further refine the offer and bundle recommendations.

Investment Budget

In the Retention context, NBAA calculates the level of churn risk, the customer value
and the amount of money to invest in saving a particular customer. This budget amount
is calculated in real-time for each customer.
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Pega Marketing interaction types

Interaction type

Description

Create a Campaign

Pega Marketing supports multi-channel, multi-wave, and simple direct Campaigns.
Marketers can specify goals, financials, and budget for their Campaigns.

Perform Distribution Testing

Pega Marketing allows Campaigns to be run in test mode, thereby enabling the
marketing department to validate the right offers are being made to the right customers.

Perform Seed List Testing Pega Marketing allows Campaigns to be run against a set of artificial entities (also
called “seeds”) in order to validate the end-to-end behavior of the Campaign.
Submit for Approval Pega Marketing’s Operations module allows Campaigns to go through an approval

process prior to being submitted for execution. This enables marketing organizations to
adhere to best practices around approvals.

Manage Campaign Life Cycle

Pega Marketing allows the marketer to perform relevant actions (such as edit, suspend,
and resume) on the Campaign during the course of its life cycle.

Create Checklists

Pega Marketing’s Operations module provides the ability to create checklists which can
be associated with a Campaign or an offer. Each checklist contains tasks which
describe the actions that need to take place in order to consider the work on this asset
to be complete.

Import Prospect Lists

Pega Marketing allows marketers to import prospect spreadsheets into the system and
utilize the imported lists to target prospects.

Set up Seed Lists

Pega Marketing enables creation of lists containing examples of customer data.
Marketers can use these lists to validate the behaviour of their Campaigns and offers
prior to making these assets live.

Review System Health

Pega Marketing provides a centralized utility that performs a self-diagnosis of the
marketing application and provides system administrators with links to areas that need
attention.

Configure Channels

Pega Marketing provides robust support for a variety of communication channels,
including Email, SMS, Passbook, and Push Notifications.

Pega Marketing reporting functionality

Report

Description

Interaction History

Provides reports and charts detailing the accept rate, the volume by channel, the
volume by proposition, and recent Interactions.

Adaptive Models

The models overview displays a visualization of all adaptive models from the system. It
allows the comparison of models in terms of success rate and performance. The
predictor overview visualizes predictor performance and allows analysis of predictor
use across models within Adaptive Decision Manager (ADM).

Visual Business Director

Provides access to VBD data sources, KPIs, and views.

Marketing Profile

Enables marketers to probe the customer base and view how Decisioning sees the
customer: the profile displays their demographics, their segment membership, their key
measurement points (such as life time value, churn risk, and credit risk), and their
recent interactions.

Marketing Calendar

Presents a bird’s eye view on the current set of marketing activities by status and by
time (day; week; month).
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Report

Description

Report Browser

Facilitates the management of reports in the system. Examples include reports
pertaining to Interaction History, adaptive model performance, Checklist summary,
Campaign summary, promoter survey, and un-subscriptions.
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Data and logic model

Pega Marketing provides common data objects to manage customer data. The following matrix

provides the key objects used in the Pega Marketing application:

Data object

Description

Customer Representation of the customer entity. A custom customer class may be used instead
of the Pega Marketing provided customer class. The custom customer class can be
specified via the Application Settings landing page.

Prospect Representation of a potential customer. A custom prospect class may be used instead

of the Pega Marketing provided prospect class.

Extended customer and prospect class structure

Strategies MyCo-Data-
Segments Customer-
Prospect
New Properties: abc, xyz... P‘é‘tt\e‘rn Stvatepis
Mvco-Data- Segments
Directed CTJstomer
New Properties: efg, hij...
PegaMKT-

PegaMKT-* = framework classes
Myco-* = Customer customisations

Prospect class should be able to share
—  Strategies fromits base customerclass
—  Properties fromits base ( and our customer class ) m
—  Properties fromourProspect base class.
Prospect class can not share

Data-Prospect s

~ Directed
7 BMEd

Properties: ListName, Tag L

PegaMKT-Data-
Customer

Properties: EmailAddress, pyMobilePhone...

—  Segments from its base customerclass
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Next-Best-Action Advisor blueprint and strategy model
The following diagram illustrates the primary assets provided by the Next-Best-Action Advisor

blueprint:
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Roles, portals, and dashboards

Pega Marketing roles

Pega Marketing supports roles needed for corporate and field marketing operations. These
roles include Analyst, Manager, Administrator, Field Marketer, and Field Marketing Manager.

This matrix describes each of the roles provided with Pega Marketing, their default portal, and
key dashboard capabilities:

Role Description Default portal

Analyst Marketing analysts create and manage marketing artifacts. They Pega Marketing
also configure, run, and monitor Campaigns.

Manager Marketing managers manage teams of analysts. They can also Case Manager
review and approve Campaigns.

Administrator Marketing administrators have access to system configuration Designer Studio

features.

Field Marketer

Field marketers create Campaigns using Campaign Templates.
They identify contacts to target with each Campaign and can
monitor the success of their Campaigns.

Field Marketing

Field Marketing Field Marketing managers can review and approve Field Field Marketing
Manager Campaigns. They also monitor the success of all Field Marketing
Campaigns as a whole.
NBAA Developer NBAA developer can implement and extend the Advisor desktop Designer Studio
application to meet specific customer requirements. They can also
integrate the Advisor panels into the customer service desktop.
NBAA Agent NBAA agent is typically a customer service, sales or retention NBAA
agent that interacts with customers over all assisted channels.
NBAA Application NBAA Application Managers can configure and manage the Designer studio

Manager

application from a business perspective. This includes defining the
customer Intents and categories, and actions available for agents.
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Pega Marketing portal

The Pega Marketing portal is specially built for the marketing user and provides the user with
quick and convenient access to a wide variety of resources. This portal incorporates a role-
based information layout where analyst, manager, and administrator users see appropriate
menu items.

Péga’| MARKETING E\ Reports @ Configuration ‘_:‘:'\l Seth Robinson

Search o Home

ﬂ Home

Dashboard u

1l campaigns @

HE— Content >

28 Audiences Create a new campaign Define your audience Monitor a campaign
Communicate with customers across multiple Classify and target your customers with the best Visualize how offers are performing and run
channels or use Next-Best-Action to ensure the offer based on their profile using both visual and simulations to determine how they may perform

right message at the right time. non-visual segmentation. using Visual Business Director.

My Work S
D Description Category Due= Urgeney— owner T
i p2015 Pending Wrapup Snappy Snap 10 Seth Robinson
= B p1863 Pending Wrapup Feature Education Campaign 10 Seth Robinson
£ P-1864 Pending Wrapup Card Usage Campaign 001 10 Seth Robinson

Field Marketing portal

The Field Marketing portal is the default portal for both field marketers and field marketing
managers. It provides the user with resources to create, monitor, and manage their Campaigns.

Pega® 7 Fieldark
P Campaign Dashboard [ Fiees Campain [l Reveur |

Wiy WorkLin
My Cabed Y CAMPAIG N
¥ Show Eranived-Compleied
SECENT HAME ¥ OSTATLS ¥ STARTDWTE ¥ ORICTMES w
314 Sarvemear Phones 2314 Fall Tahlers Arnbed Complensd 19 1 4K A
3344 Summar Fhorss Aranied Completad AT L33 PR
2314 Spring Phonas Rrmoves-Completed 1/AI004 1208 P
2014 Fall Tabkes
L a Faniding-Detals AN/2014 145 P
3014 Szring Fhone
mard LATEST CAMPRG N ENGAGEWENT FOR LAST 3 CAMPAKING
23814 Fall Tablstn Delow are Hhe s=gagment resubis for yaur las 3 campaigne which include
i%d Fall Tabletn it Summer Phonea | Hild Spring Phone
HRESULTS FRRATS

FOLLOW NG

20 & S

- 100 217

01.00% T A B4.79%

o1 184

68.00% 48.85%

68 106
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NBAA portal

The NBAA portal is the default portal for NBAA agents. It enables the user to assist customers
with their service requests and create personalized offer bundles to satisfy overall business
objectives.

L BE0a-118
Acme r"l[_}lfJIr'_Z'iUI' Customer journay Stage  Last Seon Data channal Action Action Statws full History
s S 8 Restair 1172402014 CallCanter ON-62 Accepted
TR = Suggested Offer )
fetime Value G50 Make Offer In Progress
Account Standing  Gead @ G T At Corpiration . Wi hine soimne graat offers in stone Nr ye ! Wi you lise 1o hear alim e
Chum Risk High & OTHER OFFERS FOR ACME CORPORATION [ =]
: i
USAGE TRENDS iPhone 55 w5 il 1Phone 55 (nfol 00w ol
f . Wiew Detalls ok
Ee AT T e i i bl for data - 5 ' iPhone 55 16GE

rre downleading

._'b:: ST i Samsung Galaxy 54 (Infa) can 4
v3 500 £ 1000 wsed the most samsung Galary 54
| S —————— -
ADDITIONAL INFORMATION FackBerryTarch  (Infa) 658 g
Address address11, town 11, BEMEFITS

caunty1 F e unl ¥ anvensznt and

Zip Code AB1 4FG purchases from Tunes
SO

Which means ne m

Erma ACMECarpMacme, com
Gender

Date OF Garth 301470 sr suppart is excellent - wa'll help you evary step of the way - from getting started to sha

and tips an our Web Forum
noica Date PRICING

£262 on a £25 manthly plan.

noice
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Marketing dashboard

The Marketing Dashboard provides marketers with a customizable set of widgets. These
widgets display the application's performance across various marketing metrics. Marketers can
customize the widgets displayed in the Dashboard and configure the goals for each widget.
Once configured, the Dashboard enables marketers to quickly assess how their business is
doing. The marketer can also apply different filters to further refine the displayed metric data.

AWARENESS
Net Promoter Score Trend L]
II O O BENCHMARK
200 4 25.00
O 2%
s o ©
o]
200
Q4 Q1 Qz Q3 Q4
2014 2005
ACQUISITION
Owned Media Spend =
$
.00
GOAL §
spending remains unchanged from last quarter, and is ABOVE GOAL
S
o a3
ENGAGEMENT
Web Engagement L]
Conversions across campaigns are ABOVE GOAL
Impressions.
200.00K
Click through rate

72.00%

Conversion rate
53.00%

Social Sentiment L]

9627%

Social Sentiment remains unchanged from last quarter, and is ABOVE GOAL

@ 96.97% @1.01% @2.02%
Owned Media Spend by Channel =
2 GOAL §
400
200 _ | |
° Q4 Q1 Qz Q3 Q4
2014 2015
Email thWeb Ml s

Email Engagement =

Conversions across campaigns are ABOVE GOAL

Impressions
178.00K

Click through rate:
— ek

Conversion rate
28.00%

Social Sentiment Trend =
9 .97%
GOAL %
145 42097
ns o o 1% o3 °
o
Q4 Q1 Qz Q3 Q4
2018 w15
Owned Media Spend Trend [
GOAL 5
s
5265 $260 270 3255 -
Qs ) QL Q2 Q2 Qs
2014 2015
Microsite Total Visitors L
/I 5 O GOAL
e 425.00K
12,5 o o ©
1°2
0
Q4 Q1 Q2 Q3 Q4
2014 2015
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Campaign monitoring

The Campaigns landing page lists the Multi-Channel Campaign and Outbound Campaigns
system. Marketers can use this landing page to find and open existing Campaigns, create a new
campaigns, and review high-level Campaign details.

The marketer can drill into each of the campaigns and review their specific performance. The
image below illustrates the key metrics (impressions, conversions, click-through rate) over time,
at the campaign level and per offer contribution.

Campaign overview

05/25/15 - today O Impressions O Click-throughs

Key metrics
Performance over time

Campaign 24923 W 6.86%

and Offer

|eV8| m etrl Cs Offer rankings Impressions Click-throughs Conversion Initiated

Cashback 10% 89.01K 2.38% 1.68% 154K

Cashback 15% 68.35K 1.53% 1.06% 112K
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These KPIs and trends area all help to drive awareness and reporting on how effective the
marketing activity has been, this all starts when the marketers specify the individual campaigns,
their goals and budgets.

New: Marketing Campaign

Goal performance

Conversion rate Click rate
15% 25%
Audience

CardSleepers

Card Sleepers

215.0K

Segment Criteria

CustomerType  Sleeper

Refreshed 17 days ago |}

Edited 4 days ago
0 Sub-segments.
3 Campaigns

Impression rate

55%

Manage goals

Offer

¥ CashBack10

Cash back 10

-
= Eam30%.. s

Manage goals

Conversion rate

Click rate

Impression rate ¥ >= EI%

‘4 1CASH BACK:

LasHISKTOSIT 1 efore or Equal to 65 Days Key Code
Availabilty & Last Updated
(@ Delete Aiways 1 hour ago
Treatments e
[ Cashbacks () Delete Select Issue #
Group
© Delete Select Group &
Tags
Tags cannot be added until the Campaign is created.
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