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The Heart of the Matter
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Pace of change

Human adaptability

Technology

Astro Teller, Captain of Moonshots (CEO), Alphabet X
cited in Thank You for Being Late by Thomas Friedman



Declared illegal?
The main reasons given are that the vehicle is motorized but has no steering
wheel and no place to sit. Therefore, the vehicle does not fall in any category
allowed.







Pace of change

Human adaptability

Technology

Astro Teller, Captain of Moonshots (CEO), Alphabet X
cited in Thank You for Being Late by Thomas Friedman



Three well-intentioned mistakes

1

Channels,
Nnot

2

IENS
not outcomes




Gaps we face in our own companies
Alignment gaps

Business

Technology

L*& PEGA



Customer expectations

All of those self-imposed gaps ultimately
create the biggest gap of all

S PEGA



A positive experience

Are we as great as we really think?

54%
[ )

Customers 89%

Business
Leaders

L& PEGA



Poor customer service

What can this gap cost you?

75% @

Customers

35%
o

Business
Leaders

L& PEGA



A Digital Hero

» Technology,
innovation, and
analytics

e Organizational
alignment

 Agile approach to
collaboration
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Empathy



’
= Empathy
- ‘for Your

( Customers




Identifying friction points:

Category Identifiers

“Why does this take so long?”

“Why don’t you already know who | am?”
“Why do | have to repeat myself?”

“Why is the answer different each time?”
“Where do | even stand in the process?”
“Why can’t | do this myself?”

“Why did | even have to ask?”



e
3 out of 5 humans
think that Al can't behave morally

'i“ﬁ'w 2 out of 3 believe that companies have an obligation to
do what's morally right beyond what's legally required




1 out of 4 humans
think Al will take over the world




T
1 out of 3 humans

would like to have a machine
say it loves them










Empathy for
Employees




Identifying friction points:

Category ldentifiers

“Why do | need to log into all these systems manually, just to get going?”

“Why do | have to deal with so many screens and applications?”

“Why do | need to use pen & paper to help me move info across systems?”
“Why do | have to ask the same question they've already answered elsewhere?”
“Why do | need to pass this customer from person to person?”

“Why couldn’t they find this information on our website?”

“Why do | have to spend so much time wrapping up each interaction?”



Employees switch apps 1,100 times a day.

SOURCE: Demystifying the desktop, Pega, September 2018




Future-proof your business |
...one journey at time P

» Customer satisfaction increased by 300%
* 10% increase in cardmember spend

o 4X lower member attrition
» Service costs decreased / service margins expanded







Future-proof your business
...one journey at time

OHOUR APP

\

s g
Y., ="

e |Improved work efficiency from 40 days to 4 hours
NIy : yfrom 0 doy

» Increased development productivity up to 90%
Reduced time-to-market from years to hours

PEGA c I s c o » Reduced system set-up time from months to hours




Future-proof technology

Datamodel ~ Workflow ~ Views  Settings

e Business and IT collaborate in a

single model-driven environment

e Proven to deliver 12X faster than
traditional coding

e Automatically generates
documentation

O N

SOFTWARE THAT CLOUD
WRITES YOUR CHOICE
SOFTWARE"




DIGITAL
PROCESS
AUTOMATION

Pega Infinity™



DIGITAL
PROCESS
AUTOMATION

Pega Infinity™



Pega Infinity™

Pega Marketing™

Pega Customer
Service™

Pega Sales
Automation™

Pega Customer
Decision Hub™

DIGITAL
PROCESS

AUTOMATION

Pega Robotic
Automation™

Pega Platform™

+ (Case Management
* No-code App Dev
+ Mobile

Q

REALTIME,
OMNI-CHANNEL
Al

END-TO-END
ROBOTIC
AUTOMATION

» D <
» D <
JOURNEY- SITUATIONAL

CENTRIC RAPID LAYER CAKE®
DELIVERY

SOFTWARE THAT
WRITES YOUR
SOFTWARE®

CLOuUD
CHOICE™

Microjourney Architecture™
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Every day, Pega powers...

MILLIONS
of automated processes

BILLIONS
of customer interactions

TRILLIONS
of dollars of business

If you've driven a car, used your
credit card, called a company for
service, opened an account,
applied for a loan, accepted an
offer, flown on an airplane, paid a
bill, submitted a claim, or
countless other things you do in
your day...

...you've interacted with Pega.

2
' PayPal Safelite,

AutoGlass

Q\Q ING 4 E

@ Sprint

| DAK
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Heath Flam



An employee experience B
A struggling system |

.



