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How has AI 
changed your world?

Have your core Customer Service 
KPIs changed?



Customer Service… reimagined?

Architecting for automation, AI orchestration, and contact center efficiency
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3 min 50%77%
Self-Service 
Resolution

AHT 
Reduction

Faster CSR 
Training

… while improving NPS 10+ points



Pega Customer Service
a (re)introduction 
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• Best in breed case management & workflow 

automation

• Unified CSR desktop for all channels

• Web & mobile self service 

• Digital messaging & live chat

• Real-time Voice AI & Messaging AI

• Automated interaction summarization & wrap-up

• Auto-discovered & assigned follow-up tasks

• AI-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…

The complete customer 
service solution



Service operations are complex
How do you unify service end to end & deploy AI where it matters?

“This is taking too long…” 

“I don’t know what's happening “

“Why do I have to repeat myself?”

When service is fragmented, no AI can fix it 

“Our systems are clunky”

“I have to create 
workarounds”

“Everything takes so long!“
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Orchestrate service work from end-to-end
Deliver outcomes seamlessly across AI, People, Systems

Review Process ResolveIntake

St ruct ured  flow

C olle ct  d et ails

Dynamic, AI-guid ed  flow

St ruct ured  flow

St ruct ured  flow St ruct ured  flow

Ana ly ze  d ocum ent s

Inv estiga te

Resea rch po licie s

Review rese arch  find ings

Decide  ne xt  ste ps

Generat e d ocum ent

Review & a pp rov e

Pull custo mer  hist ory

N otify  int ernal t eam

N otify  sta keholde rs

Dynamic, AI-guid ed  flow

Up dat e policy?

Up dat e documenta tion?

Document wrap-up not es

N otify  cust ome r

M CP Web & mob ile Ch at Voice Back-off ice Co llaborationCo ntac t Cen ter

Status Customer details History Documents Data

Intelligent case management 
Agent harness
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Business Orchestration and

Automation Tech (Gartner)

Digital Process Automation

(Forrester)

Task-Centric Automation

(Forrester)

“Key innovations include 
Predictable AI Agents for 

automation and Agentic Process 
Fabric for unified orchestration”

“Pega best suits enterprises with 
sophisticated transformation 

goals, particularly if they want to focus 
on customer-facing AI agents.”

“Pega excels in providing 
a top-tier design environment, 

agentic automation, agentic 
orchestration, and governance”



Customer Service Solutions, Q1 2026

2026 Forrester Wave  Customer Service Solutions

Pegasystems offers all the 
building blocks for 

autonomous service. 

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

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



A recent history of AI
new since PegaWorld 2025

12



$40 billion+ in enterprise AI spend1 and 
56% of CEOs say they’ve gotten nothing back2

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
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The market is realizing 
AI needs structure.
Gartner Expects Most Enterprises to Abandon Assistive AI for 

Outcome-Focused Workflow by 2028

Over 40% of agentic AI 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 rise of harnesses The embrace of determinism
AI native vendors are building state management systems 

to control & guide how agents run.
The largest application providers have introduced new scripting 

languages to keep agent behavior in check.

The market is realizing AI needs structure.



The market is realizing AI needs structure.

Consideration Process Status Prioritization SLA
Deterministic 

logic
Reporting Auditing

Pure Agentic 
Systems

Catching up Catching up Catching up Catching up Catching up Catching up Catching up

Orchestration 
engines 

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



A roadmap to Value
Where to get started? 
AI for everyone!
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Reimagine your 
service workflows

Automate with AI 
you can trust

Deliver on the self-
service promise

Empower teams for 
complex work

Design & modernize 
service journeys, launching

in days - not months

Deploy AI within your 
workflows, driving

efficiency and automation

Workflow powered AI Agents 
resolve complex issues 
confidently and reliably

Provide CSRs real-time AI
guidance, context, and action 

while automating routine work 

Review ProcessIntake

Redesign Customer Service for the Agentic AI Era
With Pega Customer Service



Reimagine your service workflows… fast
Design & modernize service journeys, launching in days - not months



AI Leaders aren’t bolting on, they’re reimagining 
mission-critical processes for the AI era

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

RELIABILITY AT SPEED PREDICTABILITY EVERYWHERE EFFICIENCY AT SCALE

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


Reimagine service  

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

Design with any AI

BLUEPRINT AI MCP

Pega Blueprint  
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EXTERNAL FACING SLIDE

10x developer 
productivity
Build with the speed of AI 

• Infinity AI assistant uses best-in-
market models for 10x productivity

• Streamline SDLC from idea to delivery 

• Build new workflows & applications 
with the power Blueprint AI

• Maintains enterprise security 
and business certainty

Infinity Studio  

PEGA INFINITY 26 PLATFORM
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EXTERNAL FACING SLIDE

Faster & smarter 
path to production
Built-in deployment governance 

• Auto-generate pipelines from Blueprint

• Agentic DevOps Assistant

• AI driven risk assessment 

• Intelligent failure diagnostics 

• Cloud native UI tests

Deployment Intelligence

PEGA INFINITY 26 PLATFORM



Automate with AI you can trust
Deploy AI within your workflows, driving efficiency and automation
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EXTERNAL FACING SLIDE

PEGA INFINITY 26 PLATFORM

Automate tasks 
you thought only 
humans could do.
Leverage purposeful AI within a 
directed workflow, for example:

• Generate a summary at a 
transition point 

• Verify customer documents to 
confirm eligibility

• Dynamically determine best course 
of action to achieve target SLA

Agent Steps
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EXTERNAL FACING SLIDE

Keep your work 
moving, always
Reduce manual follow-ups with 
proactive AI to human engagement

• AI 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

Agentic Assignments
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EXTERNAL FACING SLIDE

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

Document Agent



Deliver on the self-service promise
Workflow powered AI Agents resolve complex issues confidently and reliably



With Orchestration, 
AI gets work done

AI Changes the 
Interface 



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

PEGA 
AGENTS 

3RD PARTY 
AGENTS

Pega owns the journey 
end to end 

• Replace legacy chatbots and IVRs
• Integrate with existing telephony
• Deploy agents for voice, chat, and email

Pega executes the work behind 
your existing agent

• Complement 3rd party agents
• Move from conversation to execution 
• Retain existing investments



Transform email 
automation with 
Agentic AI 
Next-Generation Email Interactions

• Contextual, personalized, automated 
email Agents execute complex work 

• Enhance efficiency with AI-powered 
classification and auto form filling

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

• Handles complex scenarios with 
multiple questions and long threads

PEGA CUSTOMER SERVICE



Empower teams for complex work
Provide CSRs real-time AI guidance, context, and action while automating routine work 



Create expert service teams    
Optimize performance with real-time AI

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

Scale expertise
Direct employees with AI-powered coaching 
based on your specific best practices & policies.

Make data work for you
Gain insight fast with cohesive summaries and 
reports that inform high-impact action.

Focus on work that matters 
Save time by automating manual work, auto-
completing tasks, and drafting messages.
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Voice AI & 
Messaging AI  

AI listens to every call or chat to 
drive automation, insight, action

• Automate post-call summaries, 
dispositions, and follow-up tasks

• Real-time script adherence for 
consistent, auditable experiences

• Automate data and form fill to 
reduce errors and accelerate work

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

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

PEGA CUSTOMER SERVICE
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Knowledge Buddy

Intelligent knowledge, automatically 
delivered in real-time

• Provides trusted answers grounded in 
your enterprise knowledge

• Unlock existing knowledge and 
documents via intelligent ingestion 

• Available with full context within any 
workflow, application, agent, channel

• Enterprise-grade governance, security, 
and control with full auditability

• Continuously improve with a built-in 
feedback loop and AI-powered authoring

PEGA CUSTOMER SERVICE
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Accelerate CSR 
onboarding

Reduce time to competency with “live” 
AI-simulated customer training

• Quickly onramp new CSRs by practicing 
on realistic AI customers in any channel

• Build specific scenarios and customer 
profiles, ensuring relevant learning

• Deliver real-time coaching & feedback to 
identify skill gaps and improve performance

• Improve service quality and consistency 
with highly trained service representatives

PEGA CUSTOMER SERVICE
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What’s Next?

• Visit the innovation hub! 
(it’s still open)

• Understand your CS processes 
(and improve them)

• Focus on outcomes first 
(and leverage AI & other tools to that purpose) 

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



Questions
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