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Bank Transforms from 
Legacy to Future-proof on 
Pega Cloud



From legacy to process orchestration
ANZ’s journey to cloud and modernisation

Andrew Calyvopoulos



Agenda

01 Legacy to modernisation

02 Value of SaaS offering

03 Leveraging the latest features
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Our purpose is to 
shape a world 

where people and 
communities thrive. 

We bring our 
purpose to life 

through our strategy 
– to improve the 

financial wellbeing 
and sustainability of 

our customers. 



Who we are 

197
years in operation

29
markets

8.5m
retail and business 

customers

40k+ 
employees

Top 4
bank in Australia
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Our goals for cloud migration

‣ Reduce cost hardware, software and support 

‣ Reduce number of integrations 

‣ Decommission unneeded legacy applications 

‣ Adopt and implement best practices consistently 

‣ Utilize latest tools and technology

‣ Reduce effort of maintaining applications

‣ Reduce time spent on upgrades and patches 

‣ Shift focus to transformational activities 

‣ Reduce development and testing 

‣ Increase quality of projects and initiatives 

‣ Reduce effort spend fixing bugs 

‣ Reduce time to market for initiatives 



Current state vs target state 

HLP
Home Loan Pricing

CSW
Commerc ia l Serv ic ing 

Workflow

CERS
Customer Enquiry 
Resolution Sy stem

PW
Lending Product Workflow 

(SBOS)

APEA
Pega Smart APEA

PEGA
6.1.3

FSIF
Financ ial Service I ndustry Framework

PEGA
7.1.7

(Venus)

GLOS
Global  Lending Orig ination 

Sys tem

CLM
Customer Lifecycle Manager

PEGA 7.2.2
(Pluto)

PEGA
7.4.0

(Mercury)

PEGA
7.3.0

(Mars)

SI
Smart I nves tigate

SD
Smart Disputes  7.2.2

PRS
Pay ment Resolution 

Sys tem

DMP
Disputes  Management 

Platform

PEGA 
7.2.0

(Neptune)

PEGA 
7.4.0

(Jupiter)

APEA 
Onboarding

BOE
Bas ket Orchestration  

Engine

(Energy)

PEGA 
7.3.0

(Miranda)

RLM
Reta il  Lending Manager 

FSIF

ASW2
ANZ Standard Workflow 2

FSIF
CPM

Customer Process Manager

CS
Customer Service

PEGA
8.2.1
(Ganymede)

DCS
Digi tal  Custom er 

Serv ic ing

CFMS
Complaints  Management

PEGA
8.6.1

(Centr al Instance)

POaaS
Proc ess  Orc hestration as  a Service

CERS
Customer Enquir y Resolution 

Sys tem

PEGA
8.6.1

(FATCA Instance)

CTT-Pega

FATCA

AOI
Account Opening 
Intermediaries

HOJ
Home Owners Journey

PRICING 

UNSECURED 

HOM E LENDING  

BUSINESS LENDING

STANDARD WO RKF LOW -

ASW

COM MERCIAL 

SERVICING 

PAYMENT INVEST IGAT IONS
SMART 

DISPUT ES

FAT CA 

CLM



Challenges along the way 

Data 

migration 

Integration 

and security  

Regulatory 

oversight

Business 

change 
management 



Value of moving to cloud 

‣ 14% reduction in Total Cost of Operation (TCO)

‣ Simplified infrastructure and enhanced security

‣ Upgrades done in weeks not months improving 
business agility and customer experience

‣ Ability to restore services quickly and maintain 
high availability

‣ Archiving of data improves system performance



960 Pega Cloud Managed Services performed in the last 12 months

‣ 114 Client Advisories 

‣ 90 Cloud Assistance Requests 

‣ 480 Cloud changes (mostly medium and high 

complexity)

‣ 275 cloud maintenance tasks (mostly medium to 

high complexity)

‣ 3 database upgrades with ANZ effort only BVT

‣ 2 version upgrades 

‣ Lower downtime

‣ Archive and storage of old data



Using Blueprint on Pega 24.2

Example: ASW3 – Scam Assist



Integrate to 

capture 

request.

Enrich and 

contextualize using 

data, docs & 

process info

Execute 

actions to 

downstream 

systems

Post data and 

updates to 

systems of 

record

Agents take 

action to 

execute tasks

Send 

customer 

comms and 

updates

Present to 

user for 

judgmental 

decisions

Process Orchestration Strategy 
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