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How close are we to the 
Autonomous Enterprise?
And how do we get there 



ECONOMIC
Customers struggling 
to keep up with 
inflation

GEOPOLITICAL
Regulatory and revenue 
stream uncertainty 

SUPPLY CHAINS
Supply chain reliability 
and cost pressures

BUSINESS MODEL
New market entrants, 
disruptive business models

ENVIRONMENTAL, 
SOCIAL & GOVERNANCE
Stakeholder expectations and 
the rise of ESG

EMPLOYMENT
Competitive labor 
market, distributed 
workforce

Global, regional, and 
industry market 

pressures
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Global, regional, and 
industry market 

pressures

Complex forces are driving disruption
making things harder than ever for 
your customers and your business 



Leaders are 
already 

transforming

Hyper-personalized 
engagement

Seamless as-a-Service 
experiences

Intense focus on 
efficiency and margins

Agile 
everywhere
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There is no finish line. 

You can't stop the rate of change.

You can only 
build for it.
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Pega builds agility into your organization so you can 

work smarter, unify experiences, and adapt instantly

Our low-code platform for AI-powered decisioning and workflow automation lets you:

86% faster 
payment dispute 
resolution

2X productivity 
of 400K field staff 
with zero downtime

3-minute reduction 
in average handle time 
across 10K agents and 
100 service processes​

£100M profit 
increase in a single 
market from 3x higher 
offer acceptance

Resolve 
Exceptions

Streamline 
Operations

Automate
Customer 

Service

Personalize
Engagement

Accelerate 
Acquisition

& Onboarding

From days​ to hours
reduction in time to 
onboard new ​vendors​



The Autonomous Enterprise
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P R E R E Q U I S I T I E S  F O R  A U T O N O M O U S  O P T I M I Z A T I O N

+

Desired future-state

Always-on optimizations 
drive workflow and 
decisions while aligning to 
business goals and 
constraints, with human 
approval process.

Self-optimizing

Road to Autonomy

M A N A G E DU N M A N A G E D

Efficient

Discrete tasks and 
work are done by 
systems, integration, 
and robots.

Manual, but…

Work is tracked 
against a standard 
and connected to the 
larger digital lifecycle.

Manual

Work is performed by 
humans with little to no 
visibility, consistency, and 
no single source of truth.

Self-learning

Market focus today

Governed AI provided 
guidance to automated 
processes, users, and 
customers

Distributed Cloud

Low-code Innovation 
Factory and Process 
Fabric to build and 
run at scale

Center-out Business 
Architecture 

Centralized definition, 
execution monitoring, 
and control

Layer Cake 

Low-code structure that 
captures and organizes 
the information needed 
to run your app

AI-powered decisioning 
and workflow 
automation

Bring together intelligence 
and automation to drive 
optimal experiences

Potential Business Value
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Make every agent your best agent 

Pega is always listening, recommending, guiding, and automating
every step of the service journey
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Pega Infinity ‘23



The right architecture for the Autonomous Enterprise
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Situational Layer Cake™ Center-out business architecture 



Autonomous Enterprise Pilot for users
Assign an appraiser to assess the damage 
listed on this claim and summarize their 
report back.

AutoPilot with Pega GenAI

• <build> Responds with. “Happy to help. I’ll track progress here: AutoPilot-24589. <show ad-hoc case type with two three stages with steps: 

• Assign appraiser – Select appraiser, Confirm availability

• Assess damage – Schedule visit, perform assessment, write report

• Summarize report – Generate summary

• <Thinks>  “Appraiser notified. I sent the attached email to the customer to schedule the visit. Will update you when visit has been scheduled.”

<Case shows progression though the stages>

Dennis Slide





Autonomous Enterprise Pilot for developers
Integrate my claims process with a public 
service to get weather information for the 
date of the reported incident

AutoPilot with Pega GenAI

• <build> Responds with. “Sure. I’ve found the following REST service available for free use from National Weather service. 
https://www.weather.gov/documentation/services-web-api Shall I integrate it for you?”

• User responds yes.

• “Excellent, I’ve created a new Data Page that contains that information, mapped the Incident Date from the claim into the request, and will store the weather 
information as a part of the Claim case.”

Dennis Slide

https://www.weather.gov/documentation/services-web-api


Autonomous Enterprise Pilot for business
Optimize my claims process to minimize 
processing time while maintaining NPS

AutoPilot with Pega GenAI

• <build> Responds with “I will use process mining data and historical claim information to suggest ongoing optimizations.”

• <thinks> “24% of claims miss their SLA for completion. I suggested adding a Process AI case prediction that automatically escalates claims with a greater 90% 
chance of missing their SLAs. Should I do that?”

• User responds Yes.

• <thinks> “I’ve made that change in development and assigned a task to your lead architect to review and promote in the next release.”

• <thinks> ”Process mining has identified 500+ incidents of rework when incorrect location data is collected for the incident. I’ve assigned a task to your system 
architect to look at the Incident details step to improve data collection.”

Dennis Slide



Experience the power of Pega GenAI
Create a workflow, and the associated personas, channels, and data models in seconds
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