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The Heart of the Matter
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Pace of change

Human adaptability

Technology

Astro Teller, Captain of Moonshots (CEO), Alphabet X
cited in Thank You for Being Late by Thomas Friedman
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Gaps we face in our own companies
Alignment gaps

Business

Technology

L*& PEGA



Gaps we face in our own companies
Tech & Organisational gaps

Technology

Organisational

L*& PEGA



All of those self-imposed gaps ultimately create
the biggest gap of all

S PEGA



A Digital Hero

e Technology, innovation,
and analytics

e Organisational
alignment

* Agile approach to
collaboration
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Design your microjourneys with stages and steps
Account Opening | Loan Origination

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

Borrower info Documentation Analysis Review loan package Doc package
Credit check & score Settlement services Compliance review Confirmation Loan servicing
Level and pricing Loan package Conditions Closing package Follow-up
Product selection Decision Settlement agent
Rate lock Closing






Empathy

* Customers - Employees - Developers






UComm

What can we help you
with?

Search

Billing and Internet
payments and phone

Walkthroughs

® Getting started

@® Run troubleshooting

Powered by PEGA

UComm

Check if the device is
properly plugged in

Powered by PEGA
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FACEBOOK

TWITTER

FACEBOOK
MESSENGER

TWITTER DM

APPLE
BUSINESS
CHAT

@ GOOGLE RCS

© swms

5 WEB CHAT

MOBILE CHAT

bl AL

Great, your appoinment is all
set for 12/18/17 at 2:00 PM
with your financial advisor.

Would you like me to send you
a text reminder before your
appointment?

Ok, I'll send you a text reminder
the day before your
appointment.

Thanks for choosing U+. We
look forward to meeting with

@ you.

©

—~







e
3 out of 5 humans
think that Al can’'t behave morally

e O O
lnlw 2 out of 3 believe that companies have an obligation to
do what's morally right beyond what's legally required




1 out of 4 humans
think Al will take over the world




would like to have a machine
say It loves them






PEGA Marketing

Next-Best-Action Designer

e Taxonomy

Define business structure
o~ and customer states

Business structure

All groups
Collections

= Pre-Collection
= Post-Collection

Payment Plans

CreditRisk

Proactive

Reactive
Service

: Account

Customer

Engagement policy

Define engagement criteria
for each group of actions

Upsell / CreditCards

Engagement policy

) Eligibility @
Action v
and

Action not declined\

or

Product N

) Relevancy (5)

/] Suitability (?)

e Constraints

Set constraints, contact
policy limits, and controls

Edited 18 days

is V active
in last v 30 days
is not 4 currently owned

O Arbitration

Define Al behaviors
and controls

ago by Chetan Buddi Analyst

Select values

Select values

Select values

° Channels

Enable channels and
define triggers

€D (o) o)

Add engagement policy (advanced)

Group ORs v



Contextual decisions

Collections strategy

(if in arrears)

Service strategy

(if service issue)

their situation? | (if churn likely & CLV high)

Which strategy fits Retention strategy J

Sales strategy
(if profitable sale likely)

No-action strategy J

(otherwise)
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W'/ =7, Nike Joyride Flyknit W

Product delivery

Q

IN TRANSIT - ON SCHEDULE

From Distribution warehouse 345
Shipped 9/12/2019 7:36 PM
ETA 9/12/2019 9:41 PM

Gate assigned 8

Details

Pulse 2.

Delivery Info

Product details

Shipment details

To do

e Post On-time arrival estimate

Assign re-dsitribution trucks
Due in 12 minutes

ﬂ Send product marketing assets
5 Due in 6 days

Nike Joyride Flyknit CC3 OBJ
Shoe

The Nike Joyride Flyknit OBJ pays homage to the superstar's beginnings, inscribing
“Baton Rouge - Louisiana”"—his hometown—on a translucent upper strap, along
with a clear message: “Best After 05/19/14"—the date he signed his first NFL
contract. Since going pro, OBJ's worked hard to show the world his game-changing
best. Inside the Joyride's sole, thousands of tiny beads shape to your foot with each
step, working hard so you can perform at your best too. With Joyride's beads
propelling you forward, you won't look back—that is, until a career full of
statement-making moments calls for commemoration.

Product info

# Prediction

76% On time

5% down from last hour

Followers

Denise Walters
Product director

Robert Stanton
Distrubution manager

Frederica Biagini
Marketing director

@ Files & documents

Districution doc
Word .doc file | 36k

Product Spec Sheet
PDF file | 280k

Website
nike.com/jordansxxxiv |

View all 6

->




Employees switch apps 1,100 times a day.

SOURCE: Demystifying the desktop, Pega, September 2018




PEGA Customer Service  + New

NG — Ms. Wheeler X

L) Kelly Wheeler CONTACT INFORMATION CUSTOMER SUMMARY RELATIONSHIP
[ owner Email kelly.wheeler@example.com Opencases O Churn risk Low
Positive * Category: Auto quote # Hideanalysis — Analysis
. Entities
Insurance quote bill of sale attached 10 entites
Wheeler, Kelly (kelly.wheeler@example.com) to: upluscares@example.com e e
' June 02,2018 03:19PM Kelly Wheeler

) . Attachment: Motor_Vehicle_Bill_of Sale.docx
| need to add a vehicle to my policy IEREas of RIFLHEIEES can you send over a quote? | purchased a used [EY
Sentiment Category

See attached BOS and below for more details on this change. Neutral (0.13)  Action > Proof of Insurance

Entities

V|N e THGBH41JXMN109 MileageEl¥4:Y) #Model= FaTe

#Mileage= J{vLy)
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! #Date= RLREIL

#AccountNumber= RIELEL
Attachments

#Year= Ayl
Motor_Vehicle_Bill_of Sale.docx -
Open AN THGBH41)XMN109

#Make= m
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Low Code App Development

Pl
e Business and IT collaborate in a " E—
single model-driven environment

Case life cycle

® Proven to deliver 12X faster than i eyt

EM ake Borrawer Info... E1|m nd verify doc. E'\A\y’ztmd nd s Ewnmml n package 1. Send signed doc pac...
o .
t ra d Itl O n a I CO d I n g . 2. Credit check and score E 2. Order & record settle. E 2. Assign conditions m 2. Confirmatien of con... n 2. Initiated loan servicing

. 3. Generate eligible loa... 3. Generate loan packa... . 3. Decision 3. Generate closing pac... 3. Schedule fallow-up c...

E 4. Product selection an... 1~ STEP STEP 4, Send to settlement a... STEP

* Automatically generates B e
documentation

ALTERNATE STAGE

A
SOFTWARE THAT CLOUD

WRITES YOUR CHOICE
SOFTWARE"




Low code Mobile App Authoring Experience

A% APPSTUDIO

* Configure the look and feel at runtime
directly with mobile form factor preview

* Responsive templates for mobile and
tablet

Man, things escalated quickly :)

* Mobile specific templates for swipe
actions, pull to refresh and more right out
of the box

$46,715.39

* Intelligent controls for mobile presentation
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APP STUDIO

Case type: Prior Authorization Request

Data model Workflow Views

Case life cycle

Authorization intake
1. Authorization intake
2. Isreopen case?

3. Create authorization ...

Process

Application : Care management

Settings

DEYE

i2. Auto authorization

Authorization decision proce...

N

1. Check duplicates

. Check eligibility

. Health services

. Drug review decision
. Specialty care

. Admission

Back to preview

Integration

::3. Clinical review

Clinical review utilization

El
2
]
El
El
El
[
El
E

. Patient Safety

. Review authorization
. If Pharma Auth

. Get FDA Drug Info

. Review Indications

. Review Contraindicat...
. State Guidelines

. Requires MD review?
. Request additional in...

10. Docs received?

Development

Actions Vv Save and run Save

Medical Director Review

. Get Authorization Skill
. Review Authorization
. Decision

. Reassign to Nurse

. IsProviderReached

. Route to MD review

. Reschedule details

Create admission case

n 1. Check open admissio...
2. Create open admissi...

3. Update admission ca...

4, Add admission case t...

Finalize authorization

n 1. Is Reopen?
n 2. Isan X12 file?

3. Compare auth data

4. Notifications




Pega Enterprise Low-Code Factory

Providing the tools, training, and guidelines for anyone to quickly develop enterprise apps

Employees gain the freedom
and confidence to build the .
App Factory has landed Want to build your own app?

a p p S th ey n eed to S u Cceed © Browse our collection of useful apps here at Pega. With AppFactory, 3 -

anyone can build low-code apps to share with their co-workers

Learn more £ ! . Help? Check out space-appfactory

IT has the control to ensure

every app is created within
e - : B
organisational guardrails—

App Factory Training Request Resource scheduler Inventory Manager Event pla %
p Chat with
whether it's one or 1,000. () J
@ @

Benefits manager Travel Request Tuition Communication Charitable
reimbursement center

Organisations can now e S m—
operationalise and scale low- O (Tor e
code development company-
wide.

Approve travel request
CCT-2913 from Travel Request Due in 2 days

Learn more on the Pega Community
https://community.pega.com/low-code-factory



https://community.pega.com/low-code-factory

Future-proof your business
...one journey at time
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DIGITAL
PROCESS
AUTOMATION

Pega Infinity™



DIGITAL
PROCESS
AUTOMATION

Pega Infinity™



Pega Infinity™

Pega Marketing™

Pega Customer
Service™

Pega Sales
Automation™

Pega Customer
Decision Hub™

DIGITAL
PROCESS

AUTOMATION

Pega Robotic
Automation™

Pega Platform™

» (Case Management
* No-code App Dev
* Mobile

Q

REALTIME,
OMNI-CHANNEL
Al

END-TO-END
ROBOTIC
AUTOMATION

» D <
» D <
JOURNEY- SITUATIONAL

CENTRIC RAPID LAYER CAKE®
DELIVERY

SOFTWARE THAT
WRITES YOUR
SOFTWARE®

CLOuUD
CHOICE™

Microjourney Architecture™



The ONLY unified architecture for Digital Transformation
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COMPLETENESS OF VISION ~ ——> As of April 2018 © Gartner, Inc

CUSTOMER
ENGAGEMENT

FORRESTER

Challengers  Contenders  Performers

Strong
Performers Leaders

FORRESTER

Leaders

Strong Stroy
" current
offering
Pitney Bo
i8m( - )
{ @ Aspian
TIBCO Software (- ),y ™0 . JOmgle ™y | w0 0 SR | °
Bizagl J Adobe - ) o
o Orace @
. DST Systoms ( « ) (+)
offering Nintex © Infor e
AuraPartal [ ®
AgilePoint ®  Newger®
Red Hat @
+ Certona °
Bp.mq‘x Kofax @ AXON @ Softw
() Emarsys ®
bpricniine
Bonitas @n fva
° [ ]
NTT Data
=
Market presence 3
- Weal o}
current 2
Weak | WL offering > ° Whitestein @
S| mesoriwa
z
Weak Strategy » Strong Weaker strategy » Stronger strategy <

COMPLETENESS OF VISION [ As of December 2018 © Gartner, Inc

As of July 2017

DIGITAL PROCESS
AUTOMATION

As of February 2019

REAL-TIME
DECISIONS & Al

END-TO-END WORK
MANAGEMENT

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

The highest overall product satisfaction ratings.”
Gartner



Xerox @,

Allianz @) @

&)

€ macquarie

m vodafone
S
B p-|->
alvad =W Melbourne VIcTORA
CISCO. B Water
&) ocBC Bank
v/
British Gas

') NOVARTIS

Justice
sgnlA ‘ and Regulation VAS B
u Government
one step ahead
- k ®

= CItl bnz

—
GE Healthcare energygl.gogﬁ

Commonwealth Bank

/

\".

HSBC X»

Every day, Pega powers...

MILLIONS
of automated processes

BILLIONS
of customer interactions

TRILLIONS
of dollars of business

If you've driven a car, used your
credit card, called a company for
service, opened an account, applied
for a loan, accepted an offer, flown
on an airplane, paid a bill, submitted
a claim, or countless other things
you do in your day...

...you've interacted with Pega.

P PayPal
orange

delstra

Australian Government

NG

1
4 Rabobank
o Sprint

Wi Festpac
[ ]
oo foxtel LINK
@“ﬁm‘ - -_L.. -
% Southwests

E Bank

tyco
N\ Srancere &
(# Prudential é’cf %

SUNCORP

@ TOYOTA



Every day, Pega powers...

Australian Government

macquarie elstra
¢ MILLIONS (
of automated processes
% nab P 4 Rabobank
PUBLIC > BILLIONS
=W Melbourne i PT of customer interactions
I Water VOURNE
& ocsc Bank TRILLIONS Wifestpac o
. [ ]
of dollars of business .E. foxtel LINK

g smohRIA :ﬁsdtilgzgu\cﬂon
If you've driven a car, used your
credit card, called a company for
bnz service, opened an account, applied
for a loan, accepted an offer, flown
enargysafe on an airplane, paid a bill, submitted Standard
VICTORIA a claim, or countless other things Chartered &

CommonwealthBak < » you do in your day...

TAI ...you've interacted with Pega. #® Prudential
\V/, @TOYOTA  SUNCORP
- a g | F|NANC|AL SERVICES

HSBC X»






