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Pega Demo: Engage, Automate & Build
- Without Limits
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CUSTOMER
ENGAGEMENT

DIGITAL PROCESS
AUTOMATION

Pega Infinity”



'Y )
[ ]

ts

ithout limi

e
-a s -
s -
2
- 1
B \
* y
|
-
»




MARKETING
SELF-OPTIMIZING CAMPAIGNS

PEGA Marketing

+  1:1 Engagement Campaign XU | stop || Adions | ®
0O
e. Engagement criteria Outcome optimization R Timeframe * Al insights
“  Audience: 100.0 offers: 3 Response rate = 3 days ’ 19 response rate 7 10* it
o
© Self-optimizing campaign Overview By offers
=i
Response rate
6/30/2018 - 7/30/2018

5

30%

° Overall performance

1} Response rate 19%

20% s Lift 10%
8 Response rates

A Refinance 3.5 [—] 21% 12% lift
10% W N —O\O Cash Back 5 —— 25%  16%lift
' Airline Miles Card IR 17% 8% lift

| Control Group = 9%

Wave 1 Wave 2 Wave 3 Wave 4 Wave 5 Wave 6 Wave 7 Wave 8 Wave 9 Wave 10

O self-optimized response rate O Control group response rate Audience size (volume)



CUSTOMER SERVICE
AlI-AUGMENTED AGENT

CONTACT INFORMATION CUSTOMER SUMMARY Live chat with Mildred

Callback: (617)374-9637 & Open cases: 31
2:25pm

I Here's a guide on Determining Your
| today, Ms. Gray? Income Source.

94% confidence - suggested

Got it. My primary income source is my
house cleaning business.

TYPE BALANCE PAYMEN
Credit card $5,245.00 $75.C 5 2:26pm

Great, thank you. I'll go ahead and
finish up your application.

> Recent interactions 96% confidence - automated

Dispute charge $-3424 # Suggested replies 89% confidence 7 LJ

March 1, 2018 - 45m ago < Are you interested in our credit protection plan?

Update profile S-4777

PENDING
T March 1,2018 - 7hr ago

[ RESOLVED ) - Claim status S-9345
RESOLVED
February 28, 2018 - 2d ago

./ Statements



INTELLIGENCE
NEXT BEST MOMENT™

PEGA Sales Automation

Customer Movie Actionsv O

Marion Sutton Top predictions of future events for Marion Sutton

0- 15 days 15 - 30 days 30 - 90 days 90 - 365 days

60.1 % Mortgage B 14% 3 30% @ 15%

Likelihood that Marion Sutton will call in 15-30 days to
take out a mortgage.

Home insurance B 16 % £3 39%

Timeline of past events Travel insurance 8 21% 3 13%

2018 Propensity Past events B 00% likelihood

03 June 2018

Cash withdrawa

2017
Likelihood over time of Marion Sutton taking out a mortgage through a call center

01
26 May 2018

01 Visited home insurance page

2014 25 May 2018 60.1 %

Visited mortgage calculator 8 6 x 3 0/0

‘117T\/Iay 2018 ) Overall likelihood .
Visted self-service 0.4%

2 May 2018
Vistec{ mortgage page 15 - 30 days 30 - 90 days 90 - 365 days

30 April 2018
\/icited calf-con




INTELLIGENCE
T-SWITCH™

p_L 3 PREDICTION STUDIO v Application: Customer Engagement Center ® © 2 qn DEV
+ > Predictions Actions Vv
g
Predictions
(\O Transparency thresholds
Sales : Service : Retention : Acquisition : Support :
9 5 - Transparent 5 - Transparent 5 - Transparent 5 - Transparent 5 - Transparent
ting [ ]
3 1 1 3 % 4 1
1 - Opaque [J 1-Opaque 1 - Opaque 1 - Opaque ) 1-Opaque

Predict Attrition 5 3 '] Predict Upsell Probability to Click i 8 ’I 5 Predict Churn 68 07
. w o within 90 days .

1ance (AUC) er ce (AUQ) Performance (AUC) Performance

n | Compliant Adaptive | Compliant R ) Compliant on | Compliant

View model > View model > View model b View model
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AUTOMATE
EMAIL BOT

+ New

PEGA Customer Service

(ATl i Ms. Wheeler X

- Kelly Wheeler CONTACT INFORMATION CUSTOMER SUMMARY
Email kelly.wheeler@example.com Opencases 0

# Hide analysis

@ . Positive Category: Auto quote

Insurance quote bill of sale attached

Wheeler, Kelly (kelly.wheeler@example.com) to: upluscares@example.com
June 02, 2018 03:19PM

| need to add a vehicle to my policyas of FLFIPIEEN can you send over a quote? | purchased a used
See attached BOS and below for more details on this change.

2014 ronda ivic RBHGBHATXVIN10S [T o6 o)

Also, can you give me an update on when my policy renews? I'm interested in perhaps changing my coverage.

| really appreciate how responsive you have been in all this!

Attachments

Motor_Vehicle_Bill_of_Sale.docx
Open

RELATIONSHIP

Churn risk Low

Analysis

Entities
10 entites

Customer
Kelly Wheeler

Attachment: Motor_Vehicle_Bill_of Sale.docx

Sentiment Category

Neutral (0.13)  Action > Proof of Insurance
Entities

#Model= fails

#Mileage=

#Date=
#AccountNumber=
#Year=

#Make=
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ot OSDESIGN *

Return an item
Q Elvis Suit
Colour: White

Elvis Wig

Colour:; Black

27

Andi Mutlow

(0118)939-8569 ‘ | OIS o

VERIFIED CUSTOMER
Elvis Sunglasses | can help you with that,

Decline 1 pa
K2 ) &0

Elvis Sideburns
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™ IMAGINE

ALL YOUR CUSTOMERS
ENGAGING WITH YOU IN PEACE °



AUTOMATE
WORKFORCE INTELLIGENCE

PEGA Workforce Intelligence & October 10 - October 16
) Production score +4.8
Customer Operat|ons 3rd out of 6 departments 1
Proauctoniours .o s e s sp v anse 140h 5m
. Expected production hours _____________.____._.__._. 300h Om
Insights
3 The most commonly used workflow for the last week in the Banker Insight Transaction opportunity has Production trend
““% 5 transitions across 3 apps and 5 screens
\ ime spent in non-work activities has dropped three percentage points to or Customer Operations :
‘Q’T' penti k activities has dropped three p ge poi 11% for C Op i 19.0
We've noticed a high number of cut/copy/paste events between Excel and Customer Service in the last week. L
This may be an automation or integration opportunity to improve efficiency.
6.0
Showing 3 of 7 insights. See all insights
4.0
. 20
How is time spent? oll
B Production Other Work  [l| Non-work [l Idle | Unknown 0 10/10 10/12 10714 10716
80.0
Where is time spent? All Categories ¥
60.0
Rank Application Hours
40.0
1. ® Banking 80h 4m
20.0
2. Financial Services 80h Om




AUTOMATE
TASK BOT

PEGA Robot Manager

%’ Customer Service

Assignment types

Address Change
Queue: 18/50 | Completed today: 246

Update Profile
Queue: 52/50 | Completed today: 302

Statement Inquiry
Queue: 34/50 | Completed today: 0

Robots (134)
Robot Current activity
7| IQ CS-01 Working...
-9
7 CS-02 Working...
=@ Needs attention
7 IQ Cs-03 Working...
-
‘ g CS-04 Waiting for work
-9
A@ CS-06 Shutting down...

Tue
01/01

Wed
01/02

S e

Completed

50

50

34

50

Success rate

98%

96%

70%

969%

Th Fr Sat Sun Mon
01/03 01/04 01/05 01/06 01/07
Insights
Assignment queues Tell me more

Address change was over capacity 30% of the time
Update profile was over capacity 30% of the time

Statement Inquiry was over capacity 30% of the time

Robots Tell me more
2 robots stopped one or more times

3 robots failed too many assignments



AUTOMATE
DATA BOT

APP STUDIO Application: Vegas Vines Preview

Data & integration

N2 A . . . : . D
>'Z SIMULATED INCOMPLETE A= Do E=¥ Zipcodes @ Accounts FYY Providers @ Order (legacy) View integration landscape .
2N d
- : (2] o 3] o (1) (2] (2]
8 data types
S Data type Data views Referenced by Systems of record
Customer Customer Details Gold Customers New accounts  +3 more Open Account Order Return Refund +10 more 3 . :
Zipcodes Accounts
I
Order Order details ~ Orders Order Return Lost Shipment i @ :

Order (legacy)

Product grofuct ety Order Return Lost Shipment ~ Order +2 more :
Shipment Shipment details ~ Shipments Order Return Lost Shipment :
Address Order (legacy)
i SAP
Supplier Supplier details ~ Suppliers Contract Product Broviders
: SAPg
Contract Contract details ~ Contracts Supplier suppliers

Payment AP draals Order Return Order Shipment  +1 more



AUTOMATE
CHATBOT

Chathot support X

Is this a personal, or business

Personal loan

What is the purpose of the

loan?

loan? E.g. "Mortgage”.

>

Type a message here







APP STUDIO A Application: Vegas Vines . Preview | ] DEV

Overview Actions

Channels interfaces

Case types View all (12) Application layers

Order Return

Initiate Return Process Fulfill

Lost Shipment

Identify Resolve
‘ Vegas Vines

01.01.01

Refund
’ Pega Customer Service

Create Review Approve Refund

’ Pega RULES

Predictions View all (23)

85 79 73 o

Predict Attrition Predict Upsell Probability to Click

Regression | Compliant e mplia

Customer
Supplier

Address
. Pega
ontract :
e Customer Service
[SAPD ES
(2] (1]

" Accounts
2]

Product

Providers Payment

Invoice

Shipment




n
APP STUDIO v Application
Overview

Channels interfaces View all (5)

CSR Web

Admin, CSR, Manager

Case types

Initiate Return

Identify

Vegas Vines 5 Preview

@ CS Tracking Requests inbox
Manager Manager, CSR

Application layers

Process Fulfill

Resolve

Create Review Approve Refund

Predictions View all (23)

85 79 73 wo

Predict Attrition Predict Upsell Probability to Click
Regr np Regre:

Regressio Compliant

Providers Payment

sion | Compliant

n | Compliant

Supplier

Pega
Customer Service

e
3]

Contract

Invoice

Customer

Address

Product

Shipment

DEV

Actions

FAQ bot

CSR, User

Vegas Vines
01.01.01

Pega Customer Service

Pega RULES

2]

Zipcodes

“o

Accounts

@

Order {legacy)
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APP STUDIO Application: Vegas Vines Preview DEV

Overview Actions

Channels interfaces View all (5)

] Mar ce

CSR Web Sl CS Tracking Requests inbox ° FAQ bot

Case types View all (12) Application layers
Order Return

Initiate Return Process Fulfill

Lost Shipment
Identify Resolve

‘ Vegas Vines

01.01.01
Refund

7 > 3 ‘ Pega Customer Service
Create Review Approve Refund -

‘ Pega RULES

Predictions

85

Customer
Supplier
Address

Pega
Customer Service

re

Contract

Payment

Product

Invoice

Shipment




APP STUDIO

Overv

Channels interfaces View all (5)
CSR Web
Admin, CSR, Manager

Case types Viewall (12)
Order Return

Initiate Return

Lost Shipment

Identify

CS Tracking

Manager

Process

Requests inbox
Manager, CSR

Application layers

Fulfill

Resolve

Refund

Create

Predictions View all (23)

85 wo

Predict Attrition

Regression | Compliant

Approve

79 wo

Predict Upsell

Regression | Compliant

73 (AUC)

Probability to Click

Regression | Compliant

Pega
Customer Service

Ly

FAQ bot
CSR, User

Vegas Vines
01.01.01

’ Pega Customer Service
|

’ Pega RULES




APP STUDIO / Applicatic Vegas Vines v Preview DEV

Overview Actions

Channels interfaces View all (5)

CSR Web CS Tracking Requests inbox FAQ bot
Admin, CSR, Manager Manager Manager, CSR CSR, User

i @ From layer: Pega Customer Service (08.01.01)

Case types Viewall (12) Application layers

Order Return

Initiate Return Process Fulfill

Lost Shipment

Identify Resolve

’ Vegas Vines
01.01.01

Refund

Refund 7 @

Create Review Approve

Predictions View all (23)

85 o 79 e 73 wo

Predict Attrition Predict Upsell Probability to Click

Regression | Compliant Regression | Compliant Regression | Compliant

Customer Hle

Supplier Zipcodes

Address
Pega
Contract Customer Service @

. ©
Accounts
2]

Product

Invoice
{o)
0

Shipment

Providers Payment

Order {legacy)
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