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The race
toward Al adoption

GROWING 2-6X FASTER



https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/rewired-and-running-ahead-digital-and-ai-leaders-are-leaving-the-rest-behind

With Al
anyone can build

anything in days.

By 2030, CIOs expect that 0% of IT work will be done by
humans without Al, 75% will be done by humans
augmented with Al, and 25% will be done by Al alone.l
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Your business,

will be run end-to-
- end by AI Agents.

Autonomous Al Agents could automate
~57% of US work hours today.2



https://www.gartner.com/en/newsroom/press-releases/2025-11-10-gartner-survey-finds-artificial-intelligence-will-touch-all-information-technology-work-by-2030
https://www.gartner.com/en/newsroom/press-releases/2025-11-10-gartner-survey-finds-artificial-intelligence-will-touch-all-information-technology-work-by-2030

Business agility <&
Security, performance, compliance a
Business & IT collaboration s>

Legacy complexity /m

With Al
anyone can build

anything in days.

By 2030, CIOs expect that 0% of IT work will be done by
humans without Al, 75% will be done by humans
augmented with Al, and 25% will be done by Al alone.l
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Consistency & standards

o= Regulations & compliance

will be

Simplification & orchestration

$ Costs & efficiency

Your business,

run end-to-

“end by AI Agents.

Autonomous Al Agents could automate

~57% of US work hours today.2
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Pega orchestrates mission-critical work - predictably

The application platform enterprises rely on to reimagine legacy + run decisions & processes at scale

Our clients use Pega to better engage, serve, and operate for their customers:

Personalization Service & Sales Operations
Scale decisioning Improve efficiency + Shrink cycle time without
leaders can stand behind experience reliably losing control
= t
10x CONVERSION 30%+ NPS GAINS FROM 1 DAY to <3 SECS

L& PEGA

Legacy

Modernize fast on a
governed foundation

O

vodafone

GO-LIVE in 40 HOURS



Figure 1: Magic Quadrant for Business Orchestration and Automation Technologies
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L& PEGA

Center-out® is the application architecture for the Al world

Automate & optimize

Any experience
Engage anywhere:

meet agents & users

where they are . .
Consistency Virtualize

across channels the data model

\’
MCP + *
Dx APITII WORKFLOW AUTOMATION **
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Live Data
Agents”

Situational
Layer Cake™

Connect
to anything
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Access & store
data anywhere

Large language
models

Knowledge &
documents

Cloud services &
databases

Pega Cloud™
Managed storage

Legacy systems &
databases



BUILD AND RUN YOUR BUSINESS WITH

Al YOU CAN TRUST
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REIMAGINE

BUILD

RUN

Think bigger about what's
possible with agents that
redesign your business.

Build enterprise-grade apps at
the speed of Al - instantly —
ready for mission-critical scale.

Orchestrate real outcomes
across your business with K=
predictable Al agents.
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Pega Platform™
Autonomous
Enterprise

Architecture

Move fast,
Break Nothing.

New offer just
foryou...

Orchestration

., Reimagine

Pega Blueprint™

Trust

Pega .
. as a Service Security
Any Al

>

Pega Predictable AI™ | Agentic Process Fabric™ | Case management

Service

Your replacement
phone is on it’s way.

Consistency

Run

Monitoring
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Agility
Compliance Performance
Any Data
9%
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Automate

Governance

Build

Pega Infinity™

Best practice

24x7

Cloud choice

p— c




Pega Platform™
Autonomous
Enterprise

Architecture

Move fast,
Break Nothing.

Reimagine

Pega Blueprint™

Trust

Pega .
. as a Service Security
Any Al

>

]

*

Compliance
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Build

—
Pega Infinity™
Agility Best practice
Performance Monitoring 24x7
Any Data Cloud choice
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Reimagine ——

Pega Blueprint™

From idea to
reimagined app

Accelerate discovery, design, and
development — bringing business and IT in
one workspace with Al agents to do the
heavy lifting.

New Blueprint Al Assistant:

* Analyzes legacy systems & manual processes
» Researches industry best practices

» Auto-generates optimized application

* Accelerates requirements gathering

* Previews omnichannel UX

e Accelerates time-to-live

3
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4. AlAssistant

Pega Sites

< Dashboard

RETAIL BANKING + B

Retail Loan Origination

Let's define your workflows using Pega Case Types. ®

Al Assistant

B

Ask me about your Workflows...

Your message

& e

@ @ .. ".:’ Hello Matt
Pega # Blueprint™

o——Oe—O0—06—0

Application Workflows Workflow Data & Personas Summary
Context Details Integrations

4 Add a Case Type

CASE TYPE
Unsecured Retail Loan Application

Retail Loan application process, from submission, approval, and disbursement, ensuring efficient communication with applicants. This case type
represents the process of credit application and approving, unsecured consumer credit products like personal loans, retail credit cards, personal line of
credit and consumer durable loans.

CASE TYPE
Secured Retail Loan Application

This case type defines a secured Retail Loan application process, from submission, approval, and disbursement, ensuring efficient communication with
applicants. This case type represents the process of handling and approving a secured retail lending products like vehicle loans.

# Generate More

QQ Preview my app

Selfe SiClose m




Reimagine your business with Pega Blueprint®

PegaBlueprint
Al Agents

4

Design-time Al
reasoning
applies best

practices from:

Partner Best Practices | Pega, partners, .
the client, and » Documents stored securely & privately

Client Best Practices the internet « Enterprise-grade privacy & compliance
» Your data is never used to train models

Pega Best Practices
Your data stays yours
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Reimagine —

Pega Blueprint™

Reimagine Customer
Engagement

Design smarter engagement strategies with Al
— before you build a thing.

» Add your inputs: business objectives, marketing
briefs, and brand guidelines

* GenAl analyses your context and builds an action
and experience library

» Simulate next best actions and visualise customer
journeys

* Define your data model and calculate your ROI
 Select your initial use case and channel to get started

* Import your design directly into Customer Decision
Hub

3

CDHBP-37003

Improve customer retention

Industry

Products and Services

Outcomes

Banking /

Personal Banking, Loans,
Investment Services

V4

Grow, Nurture, Retain /&

What channels will you be communicating on?

Agent Assisted

) Call Center
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Pega Infinity™

Al speed meets
enterprise platform.

A powerful, open Al assistant at the heart of a
new Al-first studio to accelerate go-live,
continuous development, and testing,
maintenance, and more.

New Blueprint Al Assistant:

»  Work together with Al to build applications

* Instantly understand apps, components, and issues
* Auto-generate & run comprehensive test suites

* Plug into their enterprise agents & IDEs for test
generation & comprehensive planning

3

Infinity Studio
Powered by Blueprint Al

A& INFINITYSTUDIO  TravelNow  Configure LaunchPortal  Create

+ Al Assistant /
Recents Home

= TravelNow

CasaTypes o pecsiet this; Upciwis yoor Application Context Workflows Data & Integrations Personas Development Overview

Case Types Manage (2)

Expense Reimbursement
Personas
This case covers the entire lifecycle of expense reimbursement for work travel, including submitting receipts, approval workflow, and reimbursement payment to
employees.

=
e m “ m Pro(!ss"'g m

App

Travel Request

Records . . . ; s
This case manages the end-to-end pro of booking work travel for employees, from flight and accommodation selection to confirmation and ticket issuance,

ensuring a smooth travel planning exp nce.

Favz‘r}nes Seokrave m

Switch Al Provider
GitHub Copilot bixbs_pega
( i Reconnect
D¢
@ OpenAl
hatGPT and

% Anthropic
: 1§ and AUdE

# Pega Infinity Al Assistant

Agile Workbench Current work Scenario testing

Tracer Clipboard




Build

o000 0O ¢« Chat Cowork  Code
Pega Infinity™ P
: ‘Hs i + New session Document Pega application overview [ Preview
T
Q_ Ssearch e
» currencies and languages are JSON maps (not arrays), so the primary entry is extracted as flat
® Scheduled scalars ( PrimaryCurrencyName , PrimaryLanguageName , etc.)
« APIreturns aroot-level JSON array — the response DT navigates into index 1 (Pega is 1-based)
£ Customize « On-demand trigger — a button on the Travel Request form loads D_CountryDetails parameterized
° ] by the destination field
B u 1 e l l l e r rl S e ; | S AR = « No auth needed — restcountries.com is public
Today What I'll need from you
o Document Pega application overview « What field on Travel Request holds the destination country? (e.g., DestinationCity from Itinerary,
or a separate country field?) If no country field exists yet, I'll create one.
° Yesterday
Document Pega application overview Create a separate country field

Analyze Pega application structure and...

Connect your enterprise AI Coding agents Create ChangeRequest for countries integration
to your Pega applications to unleash end- S
to-end agentic development. T

Open Al architecture lets developers: RvTon 4r0labs e Ohanganeguent

Agent Create ChangeRequest for untries integration

+ Understand & document applications RS G

» Easily extend & integrate with Pega charneling
applications

* Automate test generation

]Rep\y. I

* Make changes across multiple codebases in + < Autoacceptedis Sonnet46 @
One g o gff!lf?‘st»rfn?\emwwaww v | [Projects/pega-infinity-authoring-demo )

+ ® @ & © % VYurh »~%  PegaInfinity MCP Toolkit



Demonstration:
Design-time Al




@ = @Hello Rob

Pega Sites

Pega + Blueprint™

< Dashboard

0

Data &
Integrations

©

Personas

164

Features

1

Application
Context

12

Workflows

©

Workflow
Details

RETAIL 1896553

Complaint Management V1

BANKING + BP

/F Edit Case Type

{3} Settings

Define workflow details for: © Complaint Lifecycle v

Al Assistant X Case Lifecycle Case Data Model Business Rules Reports

Ask me about your Workflows...

or get started with a suggestion

A single workflow that captures, triages, investigates, and resolves all complaints. It streamlines the registration, assessment, investigation, and closure of each case, ensuring full

transparency, compliance, and customer satisfaction.

drimary Stages
Primary Stages

i Capture Complaint

Collect Complaint
Details

Extract and map

! details

N - |
H;B
8

Review Complaint
Intake

Route Complaint

-+

i Auto Acknowledgement

() Acknowledgement
= Email

i Annroual reiactinn

Evaluation & Triage

i Case Assessment

s Risk Category

PA Risk and Fraud
detection

H i 8 Map risk details

-+ Add Step

<+ Add Step

i Complaint Triage

E B Initial Evaluation

-+ Add Step

g% Preview my app

Investigation

¥ Complaint Research

Recommend best
resolution path

Select right path

Investigation
agent

Draft Resolution
Plan

i Complaint review

Investigation
officer review

Map agent
response

Resolution
Await Customer
Decision

Customer Accepts
Offer?

Approve closure
communication

Summary PDF

Send Resolution
Offer to Customer

Update Case
Status

Draft closure
communication

-+- Add Step

Save & Close Next
- .




AGENTIC ENTERPRISE APP DEVELOPMENT

Open Al Architecture

www.pega.com/blueprint Infinity Studio™ Enterprise Agents, CLI, & IDE’s

e » Blueprint

Anti-Maney Laundering (AML) Compliance -
Golf Tee Time Reservations
o

Blueprint Al Engine W > Infinity Agentic Development Tookit (MCP/A2A) <= > Enterprise Al Coding Agents

B @ G O *

Industry best practice repository MCP skills Plan, build, extend, test with any Al

Al Chaice ¥ & & 0O



Service Automate

Your replacement
phone is on it’s way.

Orchestration Consistency Governance

Run

Pega Predictable AI™ | Agentic Process Fabric™ | Case management

Pega Platform™
Autonomous
Enterprise

Architecture

Move fast,
Break Nothing.
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Unlocking Al at scale

calls for more than just

building agents

Enterprises are complex. Just like a new employee - Al
needs structure, data, rules, policies, guidance, and
auditing in order to get work done effectively.




How can I effectively deploy

Al into my operation?

Orchestrating fast, repeatable outcomes .
across people, Al, and systems.

How can I build AI Agents I
~ can trust?

Ill'll“l!llll'lllﬂl!lm
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ENTERPRISE OPERATIONS ARE COMPLEX

HOW CAN YOU MAKE SURE WORK GETS DONE RIGHT AND
AGENTS HAVE THE CONTEXT THEY NEED WHEN THEY NEED IT?
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MCP
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Web & mobile Contact Center Chat Voice Back-office Collaboration

Evaluation & Triage Investigation
& Structured flow

Resolution
Dynamic, Al-guided flow

Structured flow

Structured flow
Risk category

Recommend best resol ution

AR

Risk +fraud analysis

Draft dosure communication @

Review + approve

Notify stakeholders

Reset password case
Structured flow

| B

Notify customer
Capture complaint

3

Engage investigation agent @

Notify customer

Structured flow

Structured flow

Map agent outcomes

Predictable agent
orchestration

B SEN -

Capture customer feedback

'S
*

Officer review + override

Deliver outcomes seamlessly across Al, People, Systems

Structured flow

Arbitrator review

Intelligent case management v/ staws
Agent harness

U
E Customer details 2 History E@

Documents @ Data
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MCP Web & mobile Contact Center Chat

+ Dynamic, Al-guided flow

Intake

B structured flow

Capture complaint {6’

Analyze text + documents ’Q

Send acknowl edgement

| B

_—
5 Structured flow

Orchestrate across
structured + dynamic work

Autonomy plus structure across Pega + 3 Party agents

'S
*

. U
Intelligent case management v Status B8  customer details
Agent harness

Voice

Investigation

Structured flow

Recommend best re sol ution
Notify stakeholders
Reset password case

Engage investigation agent

Structured flow

Map agent outcomes

Officer review + override

Structured flow

Arbitrator review

2 History

ol

Back-office

P

B SEN -

E@ Documents

W H5 5

Collaboration

Resolution

Structured flow

Draft dosure communication @

Review + approve
Notify customer

Notify customer

Structured flow

Capture customer feedback

@ o



MCP Web & mobile

Intake

Structured flow

Capture complaint {6\)

Analyze text + documents ’Q

Send acknowl edgement

Leverage when to

)

Contact Center

' Dynamic, Al-guided flow

use the right agents

Intelligent Orchestration

Intelligent case management v/ staws

Agent harness

U
E Customer details

Voice

Investigation

Structured flow

Recommend best resol ution
Notify stakeholders
Reset password case

Engage investigation agent

Structured flow

Map agent outcomes

Officer review + override

Structured flow

Arbitrator review

2 History

.~ W ok

Back-office Collaboration

Resolution

Structured flow
Draft dosure communication @
Review + approve
Notify customer
Notify customer

Structured flow

Capture customer feedback

B SEN -

Documents @ Data
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MCP Web & mobile Contact Center Chat Voice Back-office Collaboration

Intake Evaluation & Triage Investigation Resolution

Structured flow Dynamic, Al-guided flow

Structured flow Structured flow
O (
E Capture complaint . ’ Risk category W Recommend best re sol ution "

Notify stakeholders

Review + approve

ﬂ Send acknowl edgeme nt

Reset password case

Structured flow

0 ATH
E Initial Evaluations

Notify customer

HPEE

Notify customer

Structured flow

‘ Map agent outcomes

Structured flow

Capture customer feedback

Power Al Agents with 360-
degree context

Structured flow
Right data at the right time

# Officer review + override
:

Arbitrator review

Intelligent case management v
Agent harness

U r
Status E Customer details Z History "p

Documents




. . . Here’ mm fnewr rch
A Review customer information efgrs ao-:uto re?l?év?l R:s ot:\s:ie\?vizh
due in 8 hours y . P

+ your findings.

Have Al engage people in any
channel Only when needed. _ Review + approve

Keep work on track

SLA tracking & escalation

Agentic Assignments

Initial Evaluations

m.
)

Assignment Priority

Proactively engage the right [&, o o
teams at the right time

Align your workforce

Complete the most important

work, first
Get Next Work




Intake Evaluation & Triage Investigation Resolution

Structured flow Dynamic, Al-guided flow Structured flow Structured flow

O (
E Capture complaint Y ‘ ‘

Risk category

Recommend best resol ution f% + Draft dosure communication @

* Analyze text + documents fQ

D

w Send acknowl edgement Reset password case

Structured flow

Risk +fraud analysis O Notify stakeholders

Engage investigation agent @
O y ’
E Initial Evaluations 3

Structured flow

. Map agent outcomes

Seale procegses acros: Sy e Change howwor gt done
regions & business lines

Structured flow

Enterprise Scale Architecture

Arbitrator review

. U
Intelllgent case management V Status E Customer details Z History F]‘@ Documents @ Data
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MCP Web & mobile Contact Center Chat Voice Back-office Collaboration

e
Intake Evaluation & Triage Investigation

Structured flow Dynamic, Al-guided flow

Capture complaint ! v) ‘
.

Analyze text + documents

Risk category

Risk +fraud analysis

Send acknowl edgement

Structured flow

m Initial Evaluations

Consistency across
channels

Center-out Agent Architecture

Intelligent case management

v

Status

AT

E Customer details

Resolution

Structured flow

Structured flow

Recommend best re sol ution

P

Draft dosure communication

Notify stakeholders
Review + approve
Reset password case
Notify customer

Engage investigation agent @

Notify customer

SEN -

Structured flow Structured flow

Capture customer feedback
Map agent outcomes

Officer review + override

Structured flow

Arbitrator review

2 History E‘@

Documents

@l Data




Investigation Evaluation & Triage Investigation Resolution

Unlock visibility across your
Opel"atiOn Manage operations at scale

Reporting & Auditing

End-to-end traceability
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MCP Web & mobile Contact Center Chat Voice Back-office Collaboration
Intake Evaluation & Triage Investigation Resolution
Structured flow Dynamic, Al-guided flow Structured flow Structured flow

Recommend best resol ution "

Draft dosure communication

0 ﬁ‘
E Capture complaint LJ ’ - Risk category
~-

.
“_+' Analyze text + documents ‘Q @ Risk +fraud analysis

- Send acknowl edgement

Notify stakeholders
Review + approve

Reset password case

Engage investigation agent @

Notify customer
Structured flow

3 | B

Notify customer
Initial Evaluations

m.
%

Structured flow Structured flow

Capture customer feedback

B SEN -

Map agent outcomes

Officer review + override

]
*

End-to-end outcomes you
can rely on.

Speed. Efficiency. Compliance.

Structured flow

a Arbitrator review

. U
Intelhgent case management V SETH E Customer details 2 History E@ Documents @ Data

Agent harness

.



Demonstration:
Run-time Al







Orchestrate mission critical work predictably

Invoke processes from agents and agents from processes

Application control
agent leverages
Semantic Al to find the
right workflow, agents,
knowledge

,QO Collect information
z Agentstep

MCP / A2A

\

Orchestrate any agent

LA A S A A 200



Orchestrate mission critical work predictably

Invoke processes from agents and agents from processes

Fabric control Fabric

registry
agent leverages 7 : . .
Semantic Al to find the = Agentic Process Fabric weaves

together workflows, knowledge, and
knowledge data across Pega apps

right workflow, agents,

Pega Conversational Agent

Any Agent
MCP / A2A

S g A\ g 00

QO Collect information
Agentstep

MCP / A2A

1
1
1
1
1
1

v

Orchestrate any agent

LA A S A A 200



Call To Action

Step inside the future of transformation and give our latest tech a spin.

Visit the Innovation Hub!
Get hands-on with Blueprint and Pega Infinity Studio

Break-out sessions worth attending
Mon 8t @ 1:15PM: Turning Legacy into Lightspeed: Daimler Trucks's 14-week transformation with Pega
Monday 8th 2:15PM: Lloyd's Banking Group: Al-Powered Commercial Banking Transformation with Pega

Build a Blueprint!

o370
._ﬁ'

i3 L

LA
O, 't'.tﬁﬁ

Pega Blueprint Customer
Engagement
Blueprint
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