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Senior Tech Lead
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Introduction Himanshu
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Solution Architect
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GenAI Initiatives within Rabobank
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Knowledge Assistant Summarization Generation



How It All Started
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4000+ analysts Work Instructions
& Policies

Chatbot Knowledge Buddy 14th of May



Two Tracks
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Knowledge Buddy Chatbot



A/B Testing
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Highlights and Successes
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Valued feedback by 
analysts

Traction from Business
Strong fundament to
 develop further on

Enabling GenAI expertise 
and craftmanship



Why Knowledge Assistant?
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Architecture Overview
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Modular Design principle – AI Assistant
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Build Once and Reuse Unified User Experience Easy Governance



Data Ingestion
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Pre-processing in Pega 
Application Vector store

Pega Knowledge Buddy Application

Processing of 
articles 
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Scheduling Data Ingestion

15

Ingestion CasesArticle Listing Case (Scheduling)



Configuring Knowledge Buddy Rule
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Quality Assurance
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Analysts Sample testing Automated testing



Automated Testing Framework
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Dashboards
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Time using Knowledge Buddy

How to Measure Success?
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Pyze

Time spent in Delphi

Time spent in Delphi

No Knowledge Assistant With Knowledge Assistant

Time Spent Time spent

Time saved

T-2 months T+1 months T+2Go-liveT-1 months

Nexthink Nexthink
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1. Analyst starts a new investigation

2. Generate automated answers

3. Summarize previous cases for the
customer

Summarization Using Gen AI Coach
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GenAI:

Compare the incoming alert with the
historical transactions, relation and other
data to identify fraudulent transactions and
provide a trust score. For eg – Transaction 
done from a different device id or a 
different country code etc.

Agentic AI:

Automatically orchestrate follow up actions:

• Trigger full scope investigation cases.

• Automated Alert case closure.

• Assign a case to an expert analyst for
validation.

Exploring Agentic AI (1) 
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Agentic AI in Pega 25.1:

Automatically create 
client profile of 
Organisations by using 
public sources

Exploring Agentic AI (2) 



Key Takeaways

Fail Fast, Learn Faster Hackathons

Driving innovation from concept to implementation
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Key Takeaways

• Transparency builds trust

• Involvement creates ownership

• Knowledge clarifies misconceptions

• Phased rollout smooths adaptation

User adoption is the key!
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Thank you for your attention
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