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How has Al
changed your world?

Have your core Customer Service
KPIs changed?



Customer Service... reimagined?

Architecting for automation, Al orchestration, and contact center efficiency

77%

Self-Service
Resolution

3 min 50%

AHT Faster CSR
Reduction Training

... while improving NPS 10+ points
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Pega Customer Service

a (re)introduction




The complete customer
service solution

Best in breed case management & workflow
automation

Unified CSR desktop for all channels

Web & mobile self service

Digital messaging & live chat

Real-time Voice Al & Messaging Al

Automated interaction summarization & wrap-up
Auto-discovered & assigned follow-up tasks
Al-guided interactions & coaching

Adaptive next-best-actions

Self-service Agents for Voice, Messaging, and Email
Pre-built CTI Integrations

Real-time co-browse

Knowledge management & Knowledge Buddy
Robotic process automation (RPA)

And more...

wwearn Customer Service

Parker

Chat with U+Bank

jested actions o

Cases

Accounts

Utilities

1 (@) it M. Pk, tharks o contacing U Bank.How canthelp youtoday?

Last interaction summa

.
W G [ B wapw | a/30/26

£ Knowledge

Search  Knowledge Buddy

) customer inquiry o

attachments o




Service operations are complex

How do you unify service end to end & deploy Al where it matters?

“This is taking too long..." “Our systems are clunky”

“| have to create
workarounds”

“I don't know what's happening “

“Why do | have to repeat myself?”

“Everything takes so long!"

When service is fragmented, no Al can fix it
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MCP. Web & mobile Contact Center Cha

Voice Back-office Collaboration

*
* Orchestrate service work from end-to-end

Deliver outcomes seamlessly across Al, People, Systems

Intake Review Process Resolve

Structured flow Dynamic, Al-guid ed flow Structured flow

ﬁ Notify stakeholders "
Structured flow

fefe-

Pull customer history

Dynamic, Akguided flow
. 3
E‘: Review rese arch find ings 23
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“‘+" Update policy?

1 II

Decide next steps ‘,+ Update documentation?

Intelligent case management

Q E

Agent harness
U
B Y =
. Status Customer details History Documents Data
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ABILITY TO EXECUTE

Business Orchestration and
Automation Tech (Gartner)

@ Pegasystems
BN @ -
e @ @ SenviceNow
70 @ Microsoft
SSACBluePrismi@  Salesforce @
Automation Anywhere @ @ Camunda
Boom @ @ Workato
ousystems g Mendx @
Nintex @
Bizagi @
Hyland @
hazal Flowable @
[ veones

COMPLETENESS OF VISION — As of September 2025 © Gartner, Inc

“Key innovations include
Predictable Al Agents for
automation and Agentic Process
Fabric for unified orchestration’

L& pEGA

Digital Process Automation
(Forrester)

Strong

Contenders Performers

Leaders

ith
ng

Flowable O

QOHyland

OpPipefy

Strength of strategy

“Pega best suits enterprises with
sophisticated transformation
goals, particularly if they want to focus
on customer-facing Al agents.’

gth
ing

Task-Centric Automation
(Forrester)

Strong

Contenders Performers

Leaders

Newgen
Hyland
NintexOQ

Tungsten Automation O

(E O
EdgeVerve

Strength of strategy

“Pega excels in providing
a top-tier design environment,
agentic automation, agentic
orchestration, and governance’
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Customer Service Solutions, Q1 2026

Customer feedback” O O .wOv.“
Strong = oy

Contenders Performers Leaders

Strength

offering Freshworks

C? Creatio

SAP
O Intercom O

O Zoho

O HubSpot

—
Strength of strategy

Pegasystems offers all the
building blocks for

Its superior case management orchestrates
workflows across channels and across the enterprise.

Real-time Al coaching, knowledge, and next best
actions adapt dynamically

2026 Forrester Wave™ Customer Service Solutions



A recent history of Al
new since PegaWorld 2025




$40 billion+ in enterprise Al spend! and
56% of CEOs say they've gotten nothing back?
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F
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https://mlq.ai/media/quarterly_decks/v0.1_State_of_AI_in_Business_2025_Report.pdf
https://www.pwc.com/gx/en/news-room/press-releases/2026/pwc-2026-global-ceo-survey.html

The market is realizing
Al needs structure.

Gartner Expects Most Enterprises to Abandon Assistive Al for
Outcome-Focused Workflow by 2028

Over 40% of agentic Al projects will be canceled by the end of 2027,
due to escalating costs, unclear business value or inadequate risk controls, according to Gartner, Inc.



The market is realizing Al needs structure.

The rise of harnesses The embrace of determinism
Al native vendors are building state management systems The largest application providers have introduced new scripting
to control & guide how agents run. languages to keep agent behavior in check.
ANTHROP\C Research  Economic Futures  Commitments ~  Learn ~  News

Engineering at Anthropic

[
. }K. Effective harnesses for long-running
agents Introducing Hybrid
ﬁ/(/ 2 ——

* ety sty

Published Nov 26, 2025 Agents still face challenges working across many context windows. We looked to
human engineers for inspiration in creating a more effective harness for long-
running agents.

.........




The market is realizing Al needs structure.

Deterministic

logic Reporting Auditing

Consideration Process Status Prioritization

Pure Agentic I | I I I | |

Systems , , , , , , ‘
Catchingup Catching up Catching up Catching up Catching up Catching up Catching up

Orchestrati
engines

At the end of the day, everyone else is rebuilding orchestration.



A roadmap to Value

Where to get started?
Al for everyone!
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Redesign Customer Service for the Agentic Al Era

Reimagine your
service workflows

Design & modernize
service journeys, launching
in days - not months

Automate with Al
you can trust

Deploy Al within your
workflows, driving
efficiency and automation

Chas with Lisgank

Deliver on the self-
service promise

Workflow powered Al Agents
resolve complex issues
confidently and reliably

Empower teams for
complex work

Provide CSRs real-time Al
guidance, context, and action
while automating routine work



Reimagine your service workflows...

S

Design & modernize service journeys, launching in days - not months . ==~ =
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Al Leaders aren’t bolting on, they’re reimagining
mission-critical processes for the Al era

Per McKinsey, 50%+ of Al high performers are using Al to
transform their businesses, redesign workflows, and build new applications.

, o

RELIABILITY AT SPEED PREDICTABILITY EVERYWHERE EFFICIENCY AT SCALE


https://www.mckinsey.com/capabilities/quantumblack/our-insights/the-state-of-ai

PEGAInfinity"

®©|

Pega Blueprint ™

BLUEPRINT AIMCP

e 8
Reimagine service vecs + Blueprint-
sET AN SANKING - Bo-6dse: ° . .
Retail Loan Origination ol LG

As orchestrated
end-to-end journeys ) |

Modernize service for the agentic era

+ Build on best practices for your industry

+ Instantly transform customer service journeys

* Fully transparent to business & IT

—




PEGAInfinity"
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lab-17203-ap-south-1.interal. pegalabs.iofprweb/ap

UdAKUBHIKVIUBASCPWFCHAWgTISTANDARD

INFINITY STUDIO

TravelNow  Configure  LaunchPortal ~ Create

L

=+ AlAssistant g & e
Home

TravelNow (] © © L 0

2 Mode! selection changed to o st this, update you Application Context Workflows Data & Integrations. Personas Development Overview
'v oaa Case Types Manage (2)

2 Expense Reimbursement

° ()
=
O 1 1 This case covers the entire lifecycle of expense reimbursement for work travel, including submitting receipts, approval workflow, and reimbursement payment to
roauctiv i
=0

Build with the speed of Al

Infinity Studio *

Travel Request

This case manages the end-to-end process of booking work travel for employees, from flight and accommodation selection to confirmation and ticket issuance,
ensuring a smooth travel planning experience.

Infinity Al assistant uses best-in-

market models for 10x productivity _

Streamline SDLC from idea to delivery

Build new workflows & applications
with the power Blueprint Al

Maintains enterprise security
and business certainty

PEGA

Agile Workbench Current work Scenario testing i\ Issues Tracer Clipboard L Live Ul Live Data Accessibility Performance
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( Enter a search Q
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p © 1 = @ Average focus time help me with the Saturday evening shift?
o
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PEGAInfinity"
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Deployment Intelligence M DEpLOVMENT MaNAGER

secu wation for instructions.

Application Pipelines

Faster & smarter

path to production :

Built-in deployment governance

AMT_67_Dec_2024

Auto-generate pipelines from Blueprint

ApplicationTestA

Agentic DevOps Assistant .
Al dr

sqwsqws

n risk assessment

Intelligent failure diagnostics

BA-Beispiel Release

Cloud native Ul tests

Project:

n

U Pause

Start new deployment

Start new deploy

Define a keystore to secure configuration data that is considered secret. Navigate to Settings and Keystore to upload a keystore. See

Favorites n 125 pipeline(s) found

Development Quality Assurance

L] ®
Generate artifact

Development
Development

Entwicklung Qualitatssicherung

Validiere Entwicklun...

Production

Production

Deployment Intelligence

() Deployment health: Needs attention
Pipeling AM

equiring re

24 has 3 active issue

Key insights

Pasl cCritical

Security scan detected 2 vulnerabilities
L ty CVES f ct

Warning

Test coverage below threshold

DORA metrics (last 30 days)

Duploymant freg Lead time
4.2 . 21
MTTR Change fail
45 - 8.3

Deployment evidence

Stage  Task Status Alinsight
Dev Build (€] Optimal
Dev Scan ® sues found

QA Test

Time zone: America/New_York 1_9 @




Automate with Al you can trust

Deploy Al within your workflows, driving efficiency and automation

L2 PEGA



PEGAInfinity:

(o)
Agent Steps DN [ D I

: Collect initial H - Research H i Triage case : B Initiate action H Implement
data multiple sources plan solution
A I I l e i Categorize 3
uto a t taS S i B Verify contact H . Analyze case H : 8 requgest type * Coordinate : i Create audit
information history resources

. Assign to H " . " i Close the case
8 Consult subject 3 8 appropriate.team i [ Monitor task 3 B
matter expert progress

Step

Record request
details

Step

you thought only =
humans could do. ==

Agent*

Case summary

Leverage purposeful Al within a ‘f?;’““““?agec‘ s
. ummarize Case"+.Case
directed workflow, for example:

Output message *

- Generate a summary ata CaseSummary
transition point

Audit note

Verify customer documents (o
confirm eligibility

Dynamically determine best course
of action to achieve target SLA



PEGAInfinity:

. : Pega #
Agentic Assignments Blueprint™

° Agentic Al Processing - {

4. Al Assistant

Keep your work
moving, always o @ g

1:59PM @) > Emailsentto N

M @ Waiting for Matt's 1

Reduce manual follow-ups with
proactive Al to human engagement

« Al agents can proactively reach out
and gather required information

« Auto-validate responses and advance
the work forward immediately

+ Full visibility and audit trail of every
automated interaction build confidence

Message  Help Q Tel 3 o Copilot ~

Additional Information Needed - Site Acquisition SA-2349

e Blue

HiMatt!

Please provide the following information for your Site Acquisition (SA-2349) assignment. You may reply
directly to this email with the requested details.

site Name - Human-readable name of the candidate network site for acquisition
Survey Date - Date on which the site survey was completed

Locatlon Address - Full physical address of the proposed site, including street, city, state, and postal
code

Once these details have been received, we can proceed with the assignment.

sincerely,
Network Deployment Assistant

Desktop
EMPLOYEE

Mobile
EMPLOYEE

Salesforce
Extender
EMPLOYEE

Contact Center

Web Self Service

CUSTOMER

Conversational
Self-Service
CUSTOMER

API
SYSTEM




PEGAInfinity:

Document Agent

Drive Documents
to Action

Automate document processing directly
within your workflows

+ Instantly analyze documents to extract
and validate critical information

Confidence scoring drives straight-
through processing

Empower teams with conversational
insight directly within their workflow

Urgency Phone number

Pe Smith Rogers  Priority
ggy g

C-2593 10

v/ Create

Review Al suggested: Submit Documents

Assigned to Peggy Rogers * In US-12345 » Urgency 65

First name *

| Rachel ]

Clear suggested
Last name *

| Davis ]

Clear suggested

Address

I123 North Main Street Apt. 1 Quincy, MA 02169-1234 ‘
@ Review: Clear suggested

Date of birth *

| 01/12/1989 l

Clear suggested

Cancel

+1(888) 734-2669

Address
1 Rogers St. Cambridge, MA

Account
1AS-D109304

Proof of identity o +
n DriverLic-20251203.jpg <«
MASSACHUSETTS "““’E"'%';.'EE"SE

£ = o FoR F& 0 e

o e\ 1D
L gener0n (7599988801
5 08/16/2026 PVTZITIEY

|

> | pavis.

B * 'RACHEL o)
3 123 NORTH MAIN STREET

@ APTL

] QUINCY, MA 02169-1234 4

5 '

57

&

weexF sowor 504 P

DD 011212014 Rev 02222018

01/12/89

r 3
Save for later | m
L )
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Al Changes the
Interface

- With Orchestration,

~ OAF gets work done

((('3

i

HiHH
I
i
T
i
i i
)




Two Ways to Deliver Self Service Agents
(powered by Pega workflow)

ooy @ O O
“' 900

PEGA
AGENTS

Pega owns the journey Pega executes the work behind
end to end your existing agent
 Replace legacy chatbots and IVRs « Complement 3 party agents
- Integrate with existing telephony » Move from conversation to execution

+ Deploy agents for voice, chat, and email + Retain existing investments



PEGA CUSTOMER SERVICE

Transform email
automation with
Agentic Al

Next-Generation Email Interactions

« Contextual, personalized, automated
email Agents execute complex work

+ Enhance efficiency with Al-powered
classification and auto form filling

+ Always supports human-in-the-loop
collaboration as necessary

- Handles complex scenarios with
multiple questions and long threads

sason

SlAdesdine  —
Contactname  Emily Foster
Contact role Primay
Account PlatinumPlus card - 0007
Credit it $20,00000
Current balance  $5.208.76
Intial channel  Inbound Email
Interaction 10 50
Created
Updated
Case details
Accounts

Requested credit mit  $40,000.00

Pre-spproved credit  $25,000.00
enit

Approved credit it $40,000,00
Interaction id 50005

Resolved by

Pega Al Agent

Ufetiene value Platioum
Churn risk o

Verification status. Verified

Customer tenure 29 years 10 months.
Call back 17614357698
Primary language Englsh

B} Gather Customer
Information

B Vverify Customer
Identity

B check Pre-Approval
Status
m

@

Update Credit Limit

o

Inform New Credit
Limit

@

Generate Regulatory
Reports

Credit Assessment

@ Retrieve Credit Score

O]

Analyze Payment
History

Y evaluate income

Stability

@ checkecoa

Q

O )

Compliance

Send Confirmation
Notice

Store Documents

Schedule Follow-Up

P renuarneven

Automated Approval

B3 compare Request to B3 Assign Analyst Review

Approval
B Aoproverreject
B Meet Approval Request
Criteria?

£ Notify Customer
@ Approve Credit
Increase

‘Subject: Re: ExtMag: Quick credit check

Hello Emey
We've receved your request and have started processing your credt limit
increase

1 you reed to follow up o contact us about this request, please refer 1o
the case 1D below

9 Case ID: 45074
Feel free 10 reply to this email f you have any additional questions —we're
happy to help.

Best rogards,
Uphus Customer Support

° Emily Foster -

‘Subject: Re: ExtMsg: Quick credit check

Can | request a $40,000 kmit instead? F've attached the documents
You mentioned in your original email to support the review.

Let me know i you need anything else from me.

Thanks,
Emiy




Empower teams for comple

Provide CSRs real-time Al guidance, context, and action whi 3

L2 PEGA



Create expert service teams

Optimize performance with real-time Al

Scale expertise

P}Qﬁq I Direct employees with Al-powered coaching
based on your specific best practices & policies.

Save time by automating manual work, auto-

aa Focus on work that matters
I completing tasks, and drafting messages.

. Gain instant knowledge
Connects employees with instant answers from
LT the collective knowledge of your enterprise.

Gain insight fast with cohesive summaries and
reports that inform high-impact action.

@: I Make data work for you




PEGA CUSTOMER SERVICE

ﬁzsem offer

°
Voice Al &
4 Transportation for appointments Other suggestions
M g g Al

Us+Sneakers fitness program

Free health and fitness program designed
for adults 65+
More

U+Health ean help get members to their doctor visits and to the pharmacy. Its easy and
free to plan and get a ride. - T

Offer ffiment -

Why this is relevant

Al | |Ste ns to eve ry Cal | or Ch at to Mermbers may face transportation ssues mesting their medical needs. oo et 0 e
drive automation, insight, action

X

@

> Pricing

« Automate post-call summaries,

d|5pos|t|on5, and ]CO”OV\/—Up tagks Accept Not interested Maybe later Not presented

“I can get a ride to the Cancel |
appointment, but I'm

+ Real-time script adherence for gongtoneedarideto | pum 7
consistent, auditable experiences get home

‘ HMO Medicaid Family - Sep 29, 2024 - Sep 29, 2025 - Active ~

i

Category Referral required

- Automate data and form fill to Medcal  No
Plan type Additional coverage Primary insurer
No Yes

reduce errors and accelerate work Medicar Acvantage

Fitness reimbursement submitted
No

Claims & Costshares  Appeals

- Deliver true next best actions
(via Pega Customer Decision Hub) Soaerle

NEW
<> Transportation for appointments

Claims 5 results

D i Servicedate :  Service provider Charged !  Membercost !  Amountpaid I  Status

* Auto-suggest relevant answers
with context-driven Knowledge Agents

L& PEGA



PEGA CUSTOMER SERVICE

H#  UBank Customer Service

+ a
2 Emily Foster BN « () Lovs capture your request for changing your credit limit. Utilities
Customer
0

Cases Y P wrap Last interaction summary

Uifetime value Interaction goal

Platinum Retain 518/26

Manage cradit ine Channel
Interaction reason
Capture credit limit request §
32005 . PENDIG-WTAKE i 5 Valng hov orodl card a0

oo} 10 8 human agent for

Primary language  En M 2
| ~ 1@ information 1

Lastinteraction  Inbx
Totsldeposits  $1 = Allthe dislogs should be adhered to before submission

(™)
Knowledge Buddy e
= : —

Minimum possible fimit
| $720876 L) Knowledge

Requested crodit fimit * Suggested 1 Search

Intelligent knowledge, automatically ==
delivered in real-time ; :

€9 customerinquiry o

« Provides trusted answers grounded in
your enterprise knowledge

S This offer is subject to our terms,
conditions and spplicable laws.

+ Unlock existing knowledge and : Knowledge
documents via intelligent ingestion

Suggested acions Suggested 1 Search Knowledge Buddy

+ Available with full context within anmy

workflow, application, agent, channel & Guestions detected

- Enterprise-grade governance, security,
and control with full auditability What are the requirements to get a credit limit

incrroaacn?
INcreaser

« Continuously improve with a built-in
feedback loop and Al-powered authoring

L& PEGA




PEGA CUSTOMER SERVICE

Organization

Perf_Test PW_User_01

Perf_Test PW_User_03

Accelerate CSR s

Perf_Test PW_User_04

onboarding

Akhila Donthineni

About this interaction

. ) ) Peddi Y Summary Feedback
Red.uce time to competency with “live — brofessionalism Seor
Al-simulated customer training I Conversation saT score

| aaseya Priyanka BO Interaction Effort Score

+ Quickly onramp new CSRs by practicing
on realistic Al customers in any channel

w W o O

¢ Arch Arun B02a 2a Resolution Prediction Score

=
[=]

Wl Metlife Pushpa M 1 Detection of CSR Profanity

P Priyanka User3 Agent Sentiment Score

- Build specific scenarios and customer
profiles, ensuring relevant learning : Agentic 1a

Customer Sentiment Score

OECESEONORONC)

~ @

Professionalism Coaching
Continue to enhance engagement by

- Deliver real-time coaChing & feedback to proactively addressing any potential
identify skill gaps and improve performance complaints during the conversation.

=

- Improve service quality and consistency
with highly trained service representatives

L& PEGA




What's Next?

- Visit the innovation hub!
(it's still open)

- Understand your CS processes
(and improve them)

- Focus on outcomes first
(and leverage Al & other tools to that purpose)

- Keep Pega current
(to easily access all this innovation)

=
% a




Questions
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