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Same Instructions

Different outcomes.

Creative Humans
Variability= a feature

Deployed AI Agents
Variability= a liability



The Enterprise Reality



What does an AI Agent actually do?

AI agent that reasons unpredictably is not an agent you can deploy.

TRADITIONAL AUTOMATION

Follows rules.
No judgement.

    
Predictable. Brittle

GENERATIVE AI / CHATBOT

Generates language.
Doesn’t’ act.

Flexible. Passive.

AI AGENT

Perceives. Reasons. 
Acts.

Flexible. Unpredictable.



You don't have to choose between
intelligence and trust.

Predictable AI
Not less AI. Governed AI.



This is what you will see today

Pega Predictable AI Agents are governed by design.

Pega works with the agents and tools you already have.

Pega uses AI precisely, generative where it creates value, 
predictable where it counts.



Three Pillars of Predictable AI

PREDICTABLE OUTCOMES PREDICTABLE AUDIT PREDICTABLE COST

Governance baked in,
not bolted on. 

Every decision logged. "Why 
did this happen?" — always 

has an answer. 

No token usage surprises.
Pay for the work that

gets done.
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Reimagine
Pega Blueprint

Build
Pega Infinity

Run
Pega Predictable AI  | Agentic Process Fabric  | Case management

Orchestration Consistency Governance

Trust Agility Best practice

New offer 
just for you...

1

Engage Service Automate
Yo ur  r eplacemen t 
ph on e is  on  it’s  w ay.

Track ord er

Security Compliance Performance Monitoring 24x7
Pega 
as a Service

Any AI Any Data Cloud choice

Pega Platform

Autonomous 
Enterprise
Architecture

Move fast, 
Break Nothing.





The World
A large convention venue. A single cell tower. A sudden spike.

MGM GRAND. 7PM YESTERDAY

7,000+
Thousands of attendees landed on a tower built
for a fraction of that load.

SUBSCRIBER LOAD ON NV-LAS-07

~800 Normal daily baseline

+6,200
Attendees roamed onto this tower
since yesterday The Trigger

Anomaly Detected 
NV-LAS-07 – density spike, MGM Grand



The Old Way
Before U+ Telecom moved to Pega — every minute leaks SLA

SLA TIME REMAINING

GONE

1 +0 min

Alert lands…

An email arrives 
somewhere. No owner.

2 +15 min

Ticket queued

Joins a queue.
Waits for a human.

3 +2 hrs

Meeting called

Someone schedules a 
sync. More waiting.

4 SLA breach

Tech assigned

By the time hands touch 
it…

By the time a technician was assigned — SLA already gone.
Four handoffs. No owner. The contract was lost before anyone knew the network had broken.



The New Way

EVENT SOURCE

NOC Monitoring Platform
e.g. Nokia NetAct
214+ signals / 90s → Pega case

NOKIA PEGA APP

Network Remediation App
Governance spine · SLA rules
Audit trail · approval gate

ORCHESTRATION LAYER

Agentic Process Fabric
Routes, governs & coordinates all agents end-to-end

SAP
Parts & Depot Agent
e.g. SAP EWM · stock, depot, distance

MCP

SM
Field Force Agent
e.g. ServiceMax · crew dispatch + ETA

A2A

TW Customer Comms Agent
e.g. Twilio · notify with confirmed ETA

A2A

RED
ROCK

Tower Pulse MCP
e.g. RedRock · users connected to tower

MCP

AZ Predictive Maintenance Agent
e.g. Azure ML · risk score + next window

A2A

I nstructi on:
Collect addit ional  documentat ion for val idation f rom the patient & provider

After U+ Telecom moved to Pega, all applications & agents connected to the fabric



It all starts with a 
signal…



ORCHESTRATION LAYER

Agentic Process Fabric

NoC Monitoring App

7000+
Users

Fabric  Control 
Agent

Send 
signal

Intelligent Registry

Registered Applications

PEGA APP

Billing Management App
Manage subscription and billing for customers

I nstructi on:
Collect addit ional  documentat ion for 
val idation f rom the patient 
& provi der

Customer Comms Agent
e.g. Twilio · notify with confirmed ETA

RED
ROCK SM

Create ‘Fault Incident’

Dispute 
Resolution

Semantic Search

Fault Inciden t

PEGA APP

Network Remediation App
Network detection and remediation app

Fault 
Incident

Anomaly Detected
NV-LAS-07  – Densit y spike, MGM Grand

NOKIA

TW



Agentic Process Fabric creates a ‘Fault Incident’ case
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Orchestrate work across people, systems, and agents from start to end.



Start with smart detection and impact analysis
Powered by Pega’s predictable AI, agents detect, decide, and act with transparency and control



1. Smart detection and Impact Analysis
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Powered by Pega’s predictable AI, agents detect, decide, and act with transparency and control



1. Smart detection and Impact Analysis
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Powered by Pega’s predictable AI, agents detect, decide, and act with transparency and control



Identify root cause and recommended repair option
AI analyses history and patterns and provide recommendations



Identify root cause and recommended repair option
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AI analyses history and patterns and provide recommendations





Build an optimal repair plan
Define repair plan, check resources, and proactively gather missing inputs to prevent delays



Build an optimal repair plan
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Define repair plan, check resources, and proactively gather missing inputs to prevent delays





Coordinate prompt execution
Dispatch field teams, track progress and ensure timely and accurate resolution



4. Coordinated Field Execution
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Field teams are dispatched and progress is tracked continuously to ensure timely and accurate issue resolution.



4. Coordinated Field Execution
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Field teams are dispatched and progress is tracked continuously to ensure timely and accurate issue resolution.



Solve case and close
Validate resolution, handle customer impact and compensation, and close the case with full traceability



5. Service Restoration and Incident Closure
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System validates resolution, handles customer impact and compensation, and closes the case with full traceability.



5. Service Restoration and Incident Closure
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System validates resolution, handles customer impact and compensation, and closes the case with full traceability.



THROUGH THIS DEMO, YOU'VE SEEN

One predictable outcome.

01Event-driven 
orchestration
Agentic Process Fabric automatically 
identifies the right workflow.

02Policy enforced at 
runtime
Agents follow defined policy. 

03Multi-agent 
coordination
Agents orchestrated in a
predictable way.

04Human in the loop

Precisely when it counted, and 
through preferred channel.

05Full audit trail

Every step is traceable and auditable 
from the start.

06Client Experience 
delivered, proactively
Goodwill credit. Zero complaints. 

Every one of these was by design. 



How long does it take 
to build this?

The case structure, the agents, the workflows –
generated in a Blueprint session.

Governance wired in by default – not bolted on 
after the fact.

Developers work in natural language – 
extending Pega via the MCP Toolkit.



Add demo video about 

building the agents with Blueprint and Infinity Studio



Every enterprise AI story that ends in chaos has the 
same missing ingredient.

No workflow. No policy. No case. No governance.

Predictable AI
The bridge between AI capability and 
enterprise confidence.



The Pega Way

Pega Predictable AITM Agents are governed by design.

Pega works with the agents and tools you already have.

Pega uses AI precisely, generative where it creates value, 
predictable where it counts.



P E G A W O R L D . C O M


	Slide 1
	Slide 2
	Slide 3
	Slide 4: Same Instructions
	Slide 5: The Enterprise Reality
	Slide 6: What does an AI Agent actually do? 
	Slide 7: You don't have to choose between intelligence and trust.
	Slide 8: This is what you will see today
	Slide 9: Three Pillars of Predictable AI
	Slide 10
	Slide 11
	Slide 12: The World
	Slide 13
	Slide 14: The New Way
	Slide 15
	Slide 16
	Slide 17: Agentic Process Fabric creates a ‘Fault Incident’ case
	Slide 18: Start with smart detection and impact analysis
	Slide 19: 1. Smart detection and Impact Analysis
	Slide 20: 1. Smart detection and Impact Analysis
	Slide 21: Identify root cause and recommended repair option
	Slide 22: Identify root cause and recommended repair option
	Slide 23
	Slide 24: Build an optimal repair plan
	Slide 25: Build an optimal repair plan
	Slide 26
	Slide 27: Coordinate prompt execution
	Slide 28: 4. Coordinated Field Execution
	Slide 29: 4. Coordinated Field Execution
	Slide 30: Solve case and close
	Slide 31: 5. Service Restoration and Incident Closure
	Slide 32: 5. Service Restoration and Incident Closure
	Slide 33
	Slide 34
	Slide 35
	Slide 36: Every enterprise AI story that ends in chaos has the same missing ingredient.
	Slide 37: The Pega Way
	Slide 38

