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Pega Community Forum | Verisure at a glance

• Protecting families and small business owners 

against Burglaries and other home risks

• 4.5 M subscribers

• 1 new customer every 10 working seconds

• Operating in 17 countries in Europe & Latin 

America

• Best-in-class customer satisfaction → our 

customers stay with us >15 years
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WHY 
DECISIONING?

Loyal and happy customer base

Rapidly growing business

New Products & Services

Proven concept
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WHY PEGA?
Flexible & Business centred

Experience

Scalable & Multi-market

Easy to Implement



Pega Community Forum | Our Journey

2019

Introduced 
‘Project Max’

Built mini-NBA

2020

Launched 
Pega

H2 2022

H1 2021

Retention

Email 
campaigns

Launched 
Pega

Technicians

H2 2021

H1 2022

Upselling

Multi-market 
platform

Engagement

Hired team

Launched Pega

Outbound 
campaigns



Pega Community Forum | Time to market 

Preparation

Build

Pilot

Full launch

3 months 9 weeks 1 month



Pega Community Forum | The results

OUR RESULTS

X6 increase in upselling

+9% point improvement in retention 

34% service adoption

+16% technician upsell



Pega Community Forum | Convincing results in spain
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Touching less customers than before in 

Upselling, because we are able to choose 

them better and we are suiting the 

propositions to the customers
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Pega provides a customized product 

selection which increases agent´s 

confidence which in turn increases the 

offering ratio and the acceptance ratio 

generating a virtuous circle
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The improved quality of leads (due to 

personalization) increases the conversion 

rate and therefore contributes to improve 

the end-to-end conversion ratio

MAX – NBA transition

1. E2E = % offering x % acceptance x (1-% leads) x % convertion, % of leads not shown in the slide as not impacted by PEGA

For presentation only 



Pega Community Forum | New multi market approach

Services: Usage

Sales: Upsell

Services: Loyalty

Sales: Leads

Services: Product 
Support



Pega Community Forum | New way of working internally with NBA

NBA 

Platform 

(Channels)

Market 1

Market 2

Market 3

Market 4

etc

Market 5

Complex/ Risky 

change requests

Approvals and 

Guidance

Cost & Timing 

estimates

Backlog of prioritised 

user stories into Jira

Performance BAU Business 

evolutions

Complex 

Projects

Business 

Project 

Evolutions

Business 

Operations 

Centre Group 

Marketing

NBA Centre 

of 

excellence 

(IT South)

NBA Steerco

(Marketing & 

IT)

IT BAU Evolutions

Project Evolutions
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What have we learned?

Keep it simple and prove the concept 
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What have we learned?

Hearts and minds

Preparation, preparation, preparation

Education, education, education

Done is better than perfect



14

More Treatments

More Countries 

More channels

More learning

WHATS NEXT?



Thank youQUESTIONS?


