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Pega 101: Overview of Pega’s
Vision and Technology
Jennifer Gill, Senior Director,
Product Marketing
Jeff Nicholson, Global Head of CRM
Matt Nolan, Director, Product Marketing
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What are the business problems Pega solves?
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Delivering 1:1 customer engagement 
powered by real-time, omni-channel AI

Making customer and employee-
facing processes more efficient 
through end-to-end automation & 
robotics

…and very often can do both
For example, in the context of 

Customer Service…when customer 
interactions involve processing 

work to resolve a request.

Pega drives better business outcomes by…

Making Decisions

Getting work done



CUSTOMER
ENGAGEMENT

DIGITAL
PROCESS

AUTOMATION

REALTIME, 
OMNI-CHANNEL 

AI

END-TO-END 
AUTOMATION & 

ROBOTICS

JOURNEY-
CENTRIC RAPID 

DELIVERY

SITUATIONAL
LAYER CAKE

SOFTWARE THAT
WRITES YOUR
SOFTWARE™

CLOUD 
CHOICE

PEGA DX ARCHITECTURE™

Pega Robotic 
Automation™

Pega Platform™

• Case Management
• No-code App Dev
• Mobile

Pega Marketing™

Pega Customer 
Service™

Pega Sales 
Automation™

Pega Customer 
Decision Hub™
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Industry-leading technology

Pega Infinity™

Revolutionary software that unifies Customer Engagement and Digital Process Automation

Start fast and scale Future proof your investment
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How Pega Is Reinventing
The World of CRM
Jeff Nicholson, Global Head of CRM







ACTION
SYSTEMS OF 

INFORMATION INSIGHT THAT 
FINDS YOU

SYSTEM OF 
INSIGHT

A Better Way to Engage Customers
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1:1 Customer Engagement
Matt Nolan
Director, Product Marketing



Traditional Customer Engagement
Product-Pushing With Segments And Campaigns

analyze segment design target

repeat monitor executereport



The Average
Campaign Generates

<1% Response Rates

12Source: Digital Marketing Association (2018)



Offers
Product

A
Product

B
Product

C
Product

D

Bob

Jennifer

Mary

Angus

Emily

Product-First

Actions
Sell Serve Retain Mitgate

Bob

Jennifer

Mary

Angus

Emily

Customer-First



PREDICT
Your customer’s 

needs & preferences

DELIVER
During their

moments of need

ARBITRATE
Between all the 

potential options

PERSONALIZE
Content to the 

customer & moment



Customer Decision Hub
The Single Decision Authority

Next-Best-
Actions
(100 ms)

Data About 
Customer

Information Insight Action

What’s In Their
Profile?

What Data Has
Streamed In?

What Is Their 
Propensity?

How Much Is
That Worth?

How Have They 
Behaved?

What Strategy 
Do We Use?What Action

Do We Take?

Which Channel
Do We Use?

What Is 
Their Context?



What fits 
their context?

No-Action
(otherwise)

Sales Offers
(if profitable sale likely)

Nurture Streams
(if engagement low & sale unlikely)

Retention Offers
(if churn likely & CLV high)

Service Tasks
(if service issue)

Contextual Decisions
With Next Best Action Strategies



Next Best Action Decisions (P*V*L)

Potential Actions for Angus P
Propensity

V
Value

L
Lever

Action ($)

Offer: Fixed Rate Mortgage Loan 63% $894 0% $473.82

Offer: 5% Cash Back Card 81% $507 +10% $574.22

Offer: Adjustable Rate Mortgage Loan 23% $409 -10% $84.66

Service: Update Email 86% $32 0% $27.52

Service: Travel Notification 26% $85 0% $22.10

Retention: Rewards Alert 31% $1499 +20% $557.63

Retention: Waive Annual Fee 1 Year 49% $185 +20% $108.78

Collections: 3-Days Overdue 7% $126 0% $8.82

Next-Best-Action
What Is It Worth?

Will They Accept?

Real-World Adjustment



Banking Cards Lending InvestingU+ Banking

30-Year Fixed
Mortgage

Apply Now See Details

Online Wallet
Earn $200

Get Started

Get Pre-Approved

Accept Offer

Refer A Friend

Design Your Card

www.uplusbanking.com

Login

5% Cash Back
On All Purchases

Pre-Qualify



Banking Cards Lending InvestingU+ Banking

5-Year Adjustable
Mortgage

Compare Rates

Accept Offer

Go Paperless

Customize Card

Online Wallet 

Refer A Friend

www.uplusbanking.com

Logout

30-Year Fixed
Mortgage Loan

Get Approved

See All

Your Offers
Personalized



UPlus Banking
Travel Tips – Don’t Forget to Authorize
There’s nothing worse than getting to your vacation 
destination, and having your card get declined.

UPlus Communications
Design Your Personalized iPhone X
If you want it done right, sometimes you have to do it 
yourself. Now at upluscomms.com, you can design your 
own new iPhone X – the way YOU want it.

SABR Newsletter
Lifetime Achievement Award
Matt, we’re happy to inform you that you’ve been 
nominated for the Lifetime Achievement award, by your 
peers at the Society for American Baseball Research.

Words With Friends
People Almost As Smart As You
We know, you’ve dominated every game you’ve played for 
the last 5 years. You’re 245-0 against ranked opponents. 
But we’ve found your next challenger, and this time….

StubHub
Boston Celtics Tickets, In Your Section
We know that you only love the BEST seats in the Garden, 
so when we find them, we send them to you first. As a VIP, 
you can watch tonight’s game against the Lakers in style…

Pega Offers
Unified Marketing, Sales, and Service
Never heard of Pega? Well, you have now. Pega offers the 
world’s only real-time interaction management platform 
that was built from the ground-up to support CRM

Just Now

2 Hours Ago

2 Hours Ago

Today

Today

Yesterday

There’s nothing worse than 
getting to your vacation 
destination, and having your card 
get declined.

Here are three tips to ensure you 
stay safe and secure while 
traveling outside the US.

See Travel Tips

What To 
Consider

Authorize Card

Traveling
Internationally?



Pega® Customer Service for Financial Services

Home

Last Interaction: 3 Days Ago
Context: Service
Case Status: Open (+)

Contact Information

Callback: 555-341-1209
Phone: 555-341-1209
Email: angus@acdc.com
Address: 486 Glasgow Ave
New York, New York 13440

Customer Summary

Customer ID: CM98172121
Customer Since: 2009
Total Cases: 12
Total Accounts: 8
Market Segment: High Net Worth

Relationship

Lifetime Value: 78
Engagement Level: 43
Business Risk Level: 67
Service Likelihood: 41%
In-Market Likelihood: 6%

Transfer

Add Task

Wrap Up

1:32:05

Next Best Actions

Make Card Retention Offer (86%)

Suggest Troubleshooter (46%)

Recommend App (42%)

Recent Interactions

Call-Center Agent - Inbound
June 3rd (3 Days Ago) N1432923892

Corporate Website  - Inbound
June 3rd (3 Days Ago) N1432923892

Call-Center Agent - Inbound
May 29th (6 Days Ago) N1419084342

Call-Center Agent - Inbound
February 23rd (4 Months Ago) N1368365923

Email Notification - Outbound
February 23rd (4 Months Ago) N1368365923

Available Tasks

View History

T B R F G

T B R F G

T B R F G

T B R F G

T B R F G

Angus Young

Last Interaction: 3 Days Ago
Context: Service
Case Status: Open (+)

Contact Information

Callback: 555-341-1209
Phone: 555-341-1209
Email: angus@acdc.com
Address: 486 Glasgow Ave
New York, New York 13440

Customer Summary

Customer ID: CM98172121
Customer Since: 2009
Total Cases: 12
Total Accounts: 8
Market Segment: High Net Worth

Relationship

Lifetime Value: 78
Engagement Level: 43
Business Risk Level: 67
Service Likelihood: 41%
In-Market Likelihood: 6%

Angus Young

I’m sorry to hear about that, Mr Young. But I should be able to help!

mailto:angus.young@acdc.com
mailto:angus.young@acdc.com


Personalize
Your U+Banking Card

Personalize

Later

Never!

mastercardANGUS YOUNG
6534 8792 0991 1321

Mortgage Rates

U+ Bank Mortgages | Lock
In Your Rates Now

www.uplusbanking.comAd

Get Pre-Approved Today. Don’t Lose 
the Bidding War.

Limited Time Cash Bonus
Home Equity Credit Line

What’s On Your Mind?

What’s On Your Mind?

U+ U+ Banking
Just Now

Get pre-approved. Don’t lose a moment.

30-Year Fixed
Mortgage Loan

●●●

1.7K 248 Comments  547 Shares

News Quiz: Test Your
Knowledge of this Week’s
Headlines
Did you stay up to date this 
week?

AY



Forrester RTIM Wave
Pega Leads in Real-Time

“Pegasystems continues to be a dominant player – offering 
a robust solution for enterprises looking to implement 
cross-functional RTIM. References unanimously cited Pega 
as a differentiator for their respective businesses.”

Real-Time Interaction Management (RTIM) 
Wave Report, Forrester Research

Today's empowered customers demand consistent and  
relevant experiences – requiring a sophisticated 
decision engine to integrate data, analytics, content, and 
channels. It must provide capabilities for:

• Customer Recognition
• Contextual Understanding
• Decision Arbitration
• Offer Orchestration
• Measurement & Optimization
• Integration

https://www.pega.com/forrester-rtim-2019


Where To Go Next
For 1-1 Customer Engagement

Breakout Session
• The 36 Sexiest Uses Cases for

Pega AI & Decisioning
Tuesday 1:30pm, Ballroom 370

Tech Pavilion
• Digital Personalization
• Agent Intelligence
• Always-On Outbound
• Paid Media
• Real Time Data Streams
• Data Science
• 1-1 Operations
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Proactive Digital
Customer Service
Jeff Nicholson
Global Head of CRM



A Digital Transformation of Customer Service Strategy

Call 
Center ?

Anticipate needs and 
events before they 

become service events

Preemptive
Service

Trigger

App, SMS, Email, T2V

Contain 
and deflect

IVR

Assisted

Self-serve

Offline

Email 

Web, Mobile, Virt. Asst.
Phone

Improve efficacy of 
live interaction

Reduce volume 
& duration of calls

Empower 
customers

Handle calls 
most 
effectively

Accelerate 
resolution

Responsive
Service

Chat, FB Messenger, Twitter, SMS, Video

Reduce propensity 
to call

Detect service needs 
as they happen 

and engage 

Proactive
Service

Trigger

App, SMS, Email, T2V

Moment 
of Need



Pega Knowledge Management
Centralized 
content curation 
and communities
• Knowledge help sites 

with articles, 
troubleshooting 
videos, and page links 

• Community portals to 
foster customer-
curated content

• Reporting dashboard 
and moderation 
functionality to help 
monitor performance 
and brand voice

• Ratings & feedback 
built-in

27

Forrester CRM Suites Executive Briefing 



Pega Self-Service Advisor
Increase self-service 
engagement with 
contextual guidance 

• Brings contextual self-
service directly to 
customers, wherever 
they are on your web site

• Access knowledge, chat, 
and even recommended 
actions

• Traverse channels 
seamlessly with ability to 
escalate to live chat or 
phone agent

• No code setup for web 
and mobile with ability
to customize from style 
wizards 

28
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Pega Chat
Engage in live chat 
with guided 
intelligence right 
from the agent 
desktop
• Supervisor monitoring 

empower managers to 
help guide agents and 
expedite learning

• Real-time sentiment 
detection enables CSRs 
to detect potential issues 
as they arise

• OOTB dynamic phrases 
make it easier for agents 
to respond to questions 
in a uniform manner

29
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Pega Chat with AI-Augmented Agent™

Improve agent 
productivity and 
accelerate 
responses with AI 
self-learning
• AI instantly suggests 

personalized 
responses, knowledge 
articles, useful links 

• Agents are still in 
control (may accept, 
modify or decline)

• Learns and models 
from how your best 
agents engage to 
continuously train the 
AI engine

30



Pega Co-Browse
Real-time co-
browsing gets 
customers and 
agents on the same 
page – finally.
• Accelerates resolution and 

eliminates frustration 
during online + agent 
sessions

• Works with both web and 
mobile browsing

• Co-browse recording for 
compliance and training

• Supervisor monitoring for 
live screen share sessions

• Data masking ensures 
sensitive customer data  
are redacted

• No downloads, 
installations, or third party 
plug-ins needed

31
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Best-practice service processes, right out-of-the-box

32

• Add New Organization 

• Address Change 

• Close Account Co-
Browsing Session 

• Complaint or Compliment 

• Dispute Transaction 
General Service Request 

• Modify Account Links 

• Modify Organization Links 

• New Contact

• Open New Account 

• Quality Review

• Modify Contact Links  

• Lost or Stolen Card 

• Statement Copy 
Suggested Item Review 

• Suggested Offers 

• Update Contact Profile 

• Update Organization 
Details 

• Update Organization 
Address Details 

• Update Organization 
Communication Details

• Schedule Activity‡ 

• Send Correspondence 
Schedule Appointment‡ 

• Create Lead‡ 

• Create Opportunity‡ 

• Offer Negotiator** 

• Sales Negotiator** 

32



Enhance Existing System    
(Add Robotics &AI)

Enhance or replace your existing investment? 

33

The choice is yours - Pega makes it easy to enhance or replace existing systems

End-to-end 
robotic automation

Real time 
omni-channel AI

OR

Replace Existing System 
(Replace Agent Desktop)



Gartner Analysis: Critical 
Capabilities for CRM 
Customer Engagement

34

Sophisticated environment? 
Pega is the right choice.

“Pegasystems stands out in supporting B2C 
enterprise deployments with complex use 
cases.“

“It has the best ability to build, maintain 
and change the complex use cases of any 
CRM vendor. “

“The product offers a great balance of 
agent process support, a full range of 
digital engagement channels and a 
fundamental decision hub to deliver 
intelligent functions. “

Critical Capabilities for the CRM Customer Engagement 
Center, Gartner, Inc. Published 7 November 2018
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“The banks with the best customer service retain customers 
and retain revenue.”

- Greg Toyn
HSBC Global Programme Director

HSBC uses Pega Customer Service to receive all customer 
requests coming in via a variety of channels, and instantly 
directs the request to the appropriate party so the inquiry 
can be responded to quickly and accurately. 

• 70% cost savings over 2 years
• 25% reduction in unresolved payment cases
• 12% average faster case resolution
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Where To Go Next
For Customer Service

Tuesday
BT—Botman vs. Super Agents
Rm 357

Troubleshooters Guide to the Service 
Galaxy
Rm 316

Fast Track your CCPA Compliance
Rm 359

Accelerate the DX Journey with Design 
Thinking 
Rm 361
Unipol—Innovative Omnichannel Gift Card
Rm 355

3:30

2:30

1:30

11:45
Monday

Achieving Digital Service 
Transformation
Rm 319
Scotiabank—Modernizing Global Tech
Rm 316

BCBS NC—Diving value through BOTS
Rm 361

Cisco—Customer Engagement to Digital 
Delivery
Rm 370

1:30

3:30

2:30
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Digital Process Automation
Jennifer Gill
Senior Director, Product Marketing



RPA alone doesn’t scale 
Digital Process Automation required for transformational impact 

Complexity

Vo
lu

m
e

RPA

DPA, 
inclusive of 

RPA



Outcomes

Organize Processes to Enable Clear Communication

1. Pre-qualification 2. Processing 3. Underwriting 4.  Closing and Funding 5. Post-Close

Intake borrower 
information

Credit check & score

Generate eligible loan 
amount and pricing

Product selection & rate 
lock

Intake & verify 
documentation

Order & record settlement 
services

Generate loan package

Analyze credit & settlement 
information 

Review for compliance and 
fraud

Assign Conditions

Decision

Review loan package

Confirmation of conditions

Send to settlement agent

Generate closing package

Execute closing and 
disburse funds

Send signed doc package to 
borrower

Initiate loan servicing

Schedule Follow-up 
Consultation

39



SITUATIONAL
LAYER CAKE®

40

Expand journeys across business dimensions
Account Opening | Onboarding



Software that writes your software®

• Business and IT 
collaborate in a single 
environment

• Proven to deliver 12X 
faster than code

• Self-tuning software 
with automatic 
documentation

Future-proof technology

Cloud Choice
Guaranteed flexibility

41



Order Management: Streamline 
customer engagement

“We managed to reduce cost by a factor of 
four… and eliminated 93% of touches.” 

Gilles Leyrat, SVP of Customer and 
Partner Services, Cisco

• Reduced 93% of touches

• Reduced costs by a factor of 4

• Eliminated 2 million hours of customer 
wait time

42



The ONLY unified architecture for digital transformation

Customer 
Engagement

End-to-End Work 
Management 

Real-Time 
Decisions & AI

Digital Process 
Automation

Gartner

“The highest reference customer rating for customer usability.
The best ability to build, maintain, and change complex cases.

The Pega Platform™ offers one of the most comprehensive sets of features in the market.”

As of July 2017

43

As of February 2019



A proven path to get you to value fast

Start fast with 
Quick Wins

Get immediate value with 
our CRM apps and 

Robotic Automation

<90 days

$

120 days

Connect 
across silos
Eliminate gaps in 

your business and 
automate end-to-

end

9 months

Omni-channel 
with ease

Expand to mobile, 
mashup into the web, 

even add a chatbot

1 year

Scale across 
organizations

Leverage our 
patented 

architecture to reuse 
and specialize

Beyond

Transform 
experiences
Manage the full 

customer journey 
across channels 
and functions

• Rapid Delivery
delivers rapid ROI.

• 40,000+ certified 
professionals 
globally.

• Agile tools and 
DevOps baked in.

• Global ecosystem of 
technology and 
delivery partners.



Where To Go Next
For Digital Process Automation

Breakout Session
• Customer Case Study: Sun Life Financial: ROI and 

change management within the digital process 
automation journey
Monday, 11:45 AM  Premier Ballroom 315

• Customer Case Study: Optus - Increasing Customer 
Satisfaction while Reducing Cost to Serve with Digital 
Case Management                                                   
Tuesday, 3:30 PM – 4:15 PM Premier Ballroom 317

Tech Pavilion
• Digital Process Automation

• Digital Process Automation for Life Sciences
• Low-code Factory for the Enterprise

• Data and Integrations





• Support 4,500 dealer with 45,000 
employees

• 3.5 million cars sold

• 10 million vehicles serviced 

“Pega is helping us decision over a million 
times an hour – and we only expect that
to grow.”

Digital Prescriptive 
Maintenance: Achieve new 
levels of customer engagement

47

Dave Mingle,               
General Motors

PegaWorld Keynote 
2017
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