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Agile customer service in 
unprecedented times



1 (877) XXX-XXXXX
1 (877) XXX-XXXXX



YOUR
TEAM



You need to continue to pivot and 
adapt – quickly.

You don’t have the resources (or time) to 
waste on another patch-work approach. 
You need something that’s not a throw 
away.

Put in place a future-proof strategy now.



Even before all of this…

of customers 
thought service 
took too long 
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You’re being asked to do it all.
You’re not alone.
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DEMONSTRATE 
EMPATHY

Your customers want to be taken 
care of. No drama - just 

resolutions. Provide proactive, 
frictionless experiences across 

any channel. 

SUPPORT 
AGENTS

Your agents are the backbone to 
success. Keep your team 

connected, effective, and
productive wherever they are.

PROTECT 
REVENUE

Deliver amazing service while 
you protect revenue by 
addressing churn risk and 

making compelling offers for 
retention and renewals.

REDUCE 
COSTS 

Manage costs by reducing handle 
times, driving contacts to the 

most cost-efficient channel, and 
proactively and preemptively 

avoiding service calls.



1. Demonstrate empathy 
for your customers 

Customer value The experience

“Your company makes it 
easy for me to get help.”

Available on any channel, 
offering 24/7 support via 
automated contextual 
engagement and human 
assistance

“Your company shows 
that you value my time.”

Reduce wait times enabled by 
automated solutions like Pega 
Email BotTM and intelligent 
chatbots linked to case 
management and 
microjourneys

“Your company knows 
me and shows me that 
you care.”

Proactive service solutions and 
custom-tailored offers available 
across touchpoints, based on 
your entire relationship with 
your customers



2. Support your service employees

Empower with guided interactions
Task suggestions, dialog recommendations, contextual 
knowledge, and manager-directed coaching 

Drive collaboration
Engage with managers and colleagues through Pulse, push 
messages, and Communities

Monitor and improve productivity
Leverage workforce intelligence analytics and reporting to 
identify and action productivity improvement opportunities



3. Drive down the cost 
to serve
• Triage volume while transitioning to 

lower-cost channels
– Extend to digital messaging channels to 

support concurrent interactions
– Pega Email Bot™ and contextual self-service

• Shrink contact duration 
– Case management and microjourneys
– Robotic process automation (RPA)

• Reduce agent interactions
– Intelligent virtual assistants and chatbots 
– Proactive and pre-emptive engagement



4. Protect revenue with empathetic decisions
Centralized with Pega Customer Service rules engine and Pega Customer Decision Hub

Identify payment risks
(If relevant to individual via rules engine)

Right-size retention offers
(Power Retention Negotiator’s LTV-driven offers)

Introduce value-added solutions
(Upsell/cross-sell, if offer is relevant and suitable)



Actioning your service transformation strategy

TRIAGE 
VOLUME

• Extend to digital messaging 

• Email bot 

• Chatbots & IVA’s

• Contextual self-service 

First 1-45 days

IMPROVE 
SERVICE 
LEVELS

• Improve collaboration 

• Guided interactions 

• Case management

BOOST 
PRODUCTIVITY • Workforce Intelligence

• RPA 

• Extend microjourneys

Days 45-90 Days 90+

• Proactive and 
Preemptive)

CONTAIN 
BEFORE THE 
CALL

OPTIMIZE 
CUSTOMER 
VALUE

• Rules engine fixing 
revenue breakage

• Next Best Action for 
retention

NOTE: All time frames are examples only.

Respond to immediate needs while transforming your service strategy for the future



Pega is with you.
And we’re here to help.

www.pega.com/service




