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Challengers Contenders Performers Leaders
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PEGA Customer Service - New

NGO — Ms. Wheeler X

L) Kelly Wheeler CONTACT INFORMATION CUSTOMER SUMMARY RELATIONSHIP
[ ownER ] Email kelly.wheeler@example.com Opencases 0 Churn risk Low
@ . Positive * Category: Auto quote # Hide analysis  Analysis
. Entities
Insurance quote bill of sale attached e
Wheeler, Kelly (kelly.wheeler@example.com) to: upluscares@example.com CEEET
June 02, 2018 03:19PM Kelly Wheeler

Attachment: Motor_Vehicle_Bill_of Sale.docx

I need to add a vehicle to my policyflEik{Bas of JUILPIFIEER can you send over a quote? | purchased a used

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

2014 Honda| Civic \YINES 1HGBHA1)XMN109 JYIEE:-H 56,287 vl cor

#Mileage= [a7A:y)
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= QO TFIgE

#AccountNumber= JIERES
Attachments

#Year= Lok Pil
Motor_Vehicle_Bill_of Sale.docx -
Open EAINE THGBH41)XMN109

LVEISS Honda |
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Next Best Action

PEGA Marketing

+  Next-Best-Action Designer

O
e Taxonomy

Define your Next-Best-Action
® business structures

Business structure

Retention
Q
== Savings

o
A

= Home Loans

g

m
i

= (Cards

Service

m
i

= Onboarding

m
i

= Compliance

Alerts
Loyalty

== Savings

= (Cards

e Constraints

Set outbound channel limits and
suppression policies

Sales / Cards
Engagement policy

3 cligibility @

Income | is greaterthan v | 50000

and v

Arrears_Prop v | islessthan

or v

Churn_Score | isless than

I Applicability @

B suitability @

Engagement policy

Capture business rules which define
when actions are appropriate

Arbitration

Prioritize actions based on customer
relevance & business priority

° Channels

Activate the channels and triggers
that invoke Next-Best-Action

DemoBank-Artifacts: 01-01-01 Edited less than a minute ago by wilson.ta E ( Cancel ) (AEtiOﬂS e )

Select values

v 8 Select values

o[ 700 Select values

Group ANDs '




Next Best Action

PEGA Marketing

+  Next-Best-Action Designer o X

0
e Taxonomy e Constraints o Engagement policy Arbitration ° Channels

o

) Define your Next-Best-Action Set outbound channel limits and Capture business rules which define Prioritize actions based on customer Activate the channels and triggers
business structures suppression policies when actions are appropriate relevance & business priority that invoke Next-Best-Action

-
Business structure Sale )
5
Retention
Q
== Savings
&
== Home Loans
&2

= (ards

Service

== Onboarding

= Compliance L -

- --ape
== Alerts " -\:- - - -

Loyalty

== Savings

= (ards




Next Best Action

PEGA Marketing

+  Next-Best-Action Designer
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e Taxonomy
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® business structures

Business structure

Retention
Q
== Savings
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= Home Loans

g

m
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= (Cards

Service

m
i

= Onboarding

m
i

= Compliance

Alerts
Loyalty

== Savings

= (Cards

e Constraints

Set outbound channel limits and
suppression policies

Sales / Cards
Engagement policy

3 cligibility @

Income | is greaterthan v | 50000

and v

Arrears_Prop v | islessthan

or v

Churn_Score | isless than

I Applicability @

B suitability @

Engagement policy

Capture business rules which define
when actions are appropriate

Arbitration

Prioritize actions based on customer
relevance & business priority

° Channels

Activate the channels and triggers
that invoke Next-Best-Action

DemoBank-Artifacts: 01-01-01 Edited less than a minute ago by wilson.ta E ( Cancel ) (AEtiOﬂS e )

Select values

v 8 Select values

o[ 700 Select values

Group ANDs '




S PEGA

U' Ban k CHECKING & SAVINGS  CREDIT CARDS

Frequent Flyer Credit Card 2% Cash Back on Capes Great Mortgage Rates for
Smallville Homes

Always flying without a plane? Earn some miles for Fighting the same bad guy over and over? Don't always Circle of superhero friends growing? Time to upgrade
when you feel like watching a movie while getting there. wear the same cape. your SuperPad!

Learn more Learn more Learn more



CHECKING & SAVINGS

CREDIT CARDS LOANS

I | . 1 |
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Corral High Interest Rates 2% Cash Back on Cuff Bracelets Great Mortgage Rates for
Carry another lasso in your pocket.

Amazonian Homes
Too many bracelets? No such thing!
Learn more

Why not get an investment property in paradise?
Learn more

Learn more
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Employees switch apps

G , Source: Demystifying the desktop, Pega, September 2018



+
+

Robotics Process Data Integration Logic Al People

APP STUDIO

Job Applicant

Data model Workflow Views Settings

Life cycle Optional actions

Case life cycle

Personal Information Phone Screens

o

Manager Interviews Internal Approval Approve Offer Start Onboarding Case

1. New Candidate H 1. Phone Screens H 1. Create Interview Cases n 1. Approve Candidate a 1. Approve Offer 1. Send Email

. 2. Personal Information “#31 2. Next Best Actions 2. Wait for Interviews 2. Applicant File Search 2. Send via DocuSign 2. Create Case
. 3. Professional History + STEP n 3. Proceed? ﬂ 3. Robot Background C... CONFIGURE PROCESS + STEP
A E 4, Duplicate Search Cas... CONFIGURE PROCESS . 4, Determine Comp
-+ STEP

CONFIGURE PROCESS

Approval Rejection + ALTERNATE STAGE

+ PROCESS
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: ; e =l Planning Board
- ,

‘?\ Sarah Peterson

1. New Candidat E 1, Phone

. Personality Tests

Development

JA 0101013 JA 0101013
Accounts

Poga
Customer Service
Accournunter  tame

Current activity

Working...
Guardrasts Test coverage

86 . | Working...




Development

JA 010101 3

~ App Studio with Case Designer .

QA

JA 0101013
Accounts

Accountnumber  Name

Test coverage

Planning Board

Sarah Peterson

Current activity

Work
Working...

Working...

Working...

Customer Service

P




* App Studio with Case Designer, - e

Accounts

Acceu Customer Service

e

e 350 3 o Current activity

SuperBot-01

Working
Guardraits Yest coversge Working...

Working...

Working...




(=] planning Board

- App Studio with Case Designer, ~ [ T

Depldyme'ht. 'I\/Ian‘age'r |

' i Quality. 'Dalsh,bo'ar.d



~ App Studio with Case Designer, -

Deployment Manager + = [EEE.

 QualityDashboard® ~ *RobotManager



~ App Studio with Case Designer,

Deployment Manager - =[S ~+ Integration Designer

~ QualityDashboard®  *RobotManager



Deployment Manager + [l

 QualityDashboard®  “RobotManager



 AppStudiowith CaseDesigner. ~,Mobilty

Deployment Manager» , * Integration Designer
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11:45

Naren Gangavarapu {(j‘é)_; mgng;pg,&
: . : NSW .
Director Digital and Information, N2W | Environment

NSW Dept. of Planning, Industry and
Environment

12:45
Matthew Malady
Head of Data and Decision Science, /

Retail Products & Wealth, CBA CommonwealthBank
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Pega Infinity”

Your platform for transformation and CRM

REALTIME, END-TO-END JOURNEY-CENTRIC SITUATIONAL SOFTWARE THAT CLOUD CHOICE
OMNI-CHANNEL AI  AUTOMATION & ROBOTICS RAPID DELIVERY LAYER CAKE WRITES YOUR SOFTWARE
Industry-leading technology Start fast and scale Future-proof investment

MICROJOURNEY ARCHITECTURE™
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