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The Future of Banking P
in an Agentic World

Steve Morgan - Global Banking Industry Lead, Pega
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From Models and Matte Effects...

e
%y a Image credits: |LM website, Light & Magic Disney



To Full digital sequences.... And then StageCraft
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Our path to an Agentic World?

Manual and heavily people Some automation and Al How to perfect the balance
managed of technology and personal?
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Video credit: inVideo, Steve Morgan inputs
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What could it mean for your bank

if every one of your workflows were agentic?

Your operations & customer service Your workflows Your workforce
Conversation-ready, Orchestrate structured Armed with always-on
instantly and agent-driven work Al assistance
Increase self-service and automation Agent validation and actioning of Lending Automated preparation of research,
completion for fee/payment or KYC docs, improving data quality and target persona insights, opportunity
enquiries, complaints, loan payment process performance reviews or coaching for client advice

changes



- Design Agents

- Pega Blueprint
or o

- Conversation Agents

Pega AgentX

Instruction:
Callectad dtional dow mentation for
validation from the patien t& povider

a; 7; n;
il Ol DR
E -
+ Agentgenerated workflow i .
| S
. :_.' / .
. Governed, ad-hoc ¢
Automation Agents

Dynamic Al Workflows

Enterprise Ready Agents

Predictable Al

Review Process Resolve
g __ _§
El—— +
~ I p
b

# Pega AlAgent

@ Planning ; Reasoning# Execution

Autonomous'

Automation Agents

Pega Agent Builder

Knowledge Agents

Pega Knowledge Bu'ddy
-

Coaching Agen'ts'

Pega Coach
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Maximising Al and Agentic Al impact in Banking: Lending

Revenue Protection & Growth:

Real time in-the-moment relevant sales
offering; Progression ‘nudges’ and digital
firstin advance refinancing

Customer @

Decision Hub Al -
SLA consistency & Reduce Revenue Leakage

Time to Yes/No/More info; Predictable
approval/decline completion rates; Adherence to risk
appetite; Data input Quality

Digital first, Self-service, Advice:

App & Web first; GenAl coach and self-
service automation tools to assist customer
and staff; Pre-delinquency monitoring

Agentic Al orchestrates and completes tasks for
risk assessment, valuation and data quality.
Increase automation levels and reduce manual
assessment effort

‘O Pega f
@ Agentic Al

Agentic Al to increase automation
levels for digital document fulfilment,
pre-drawdown checks. Monitor,
resolve or escalate pre-delinquency
issues.

L& PEGA
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Agentic Lending Origination and Servicing

Reduced risk exposure and improved scalability in loan processing

Improved Loan processing

ﬁ Automated application processinm
d

applying GenAl for reviews an
documentation

® Automatically applying bank
credit policies to improve
automated and manual credit
assessment. Fully governed
through workflow driven agents

® Improving manual credit
\ reviews with a GenAl coach J

* Automated document creation
and issuing through agents

® Conversational Agents
documenting and automating
loan servicing requests e.g.
change of payment terms

S PEGA

Select the Case Type to define the workflow details: O Home Loan Application v

Case Lifecycle  Case Data Model

Easily add GenAl,

Agent or Automation

Z Edit Case Type

This case type represents the process of origination. reviewing and approving home loan applications. It includes verifying applicant information, assessing property

value, conducting title searches. and determining loan terms and conditions. The workflow ensures efficient communication with applicants and streamlines the...

: Mortgage Applicatio... :

Show more.

Primary Stages

Capture Borrower's ...

B Collect Applicant
Information

B Existing Customer?

B Existing pre-

qualification?

5\’23 Select product &
purpose

@ Check Initial

Eligibility Criteria

In-principal

Approval or Reject

[ Notify Customer on

"~ Outcome of Pre-
Qualification
Checks

B Collect Applicant
Information

Collect Income
Details

Collect Expenses &
Dependents

B Collect Other
Assets

B Upload Documents

B validate Applicant
Information

[ Orchestrate
Consent

EE:S Check Income

# EditL

Validate Applicant Information
Stage: Mortgage Application Submission -
Step type: Collect information

Type * Name *

Generative Al Validate Applicant Information

Notes

Use Pega GenAl Coach to review applicant information and make recommendations or
trigger manual assessment

m Cancel

Rplcadiiocnmenis i:,;} Auto Verify Income  §

8 Collect Property

Auto Veri
Details fy

Expenses

+ Add Step {g Auto Verify Assets

1



Maximising Al and Agentic Al impact in Banking: Servicing

Marketing Ma‘::can:n t Card Services Loan & Credit Services Invsvs::::t =

Nuture and Protect:

Real time in-the-moment relevant nuture
options; Situation relevant notifications
(e.g. storm relief, economic support)

Customer @
Dedsion Hub Al

Digital first, Self-service to in person help, advice and complaint resolution:
App & Web first; GenAl coach and self-service automation tools to assist customer and
staff; Lost/Stolen card; Disputes; Troubleshooting failed transactions; Fee or payment
enquiries

Agentic Al to increase automation levels for digital document fulfilment,
account changes, updates to personal details, requests for account or

< Pk * transaction information. Monitor, resolve or escalate complaints / issues.

@ Agentic Al

L& PEGA



Agentic Customer Service Customer nteracton

Resolving more complex queries digital first or alongside a human agent @  comersationaiAgen

I have lost my credit card and need to
place a block on it and get a
replacement card please? o

12:14 PM

Interaction history
Improved Customer Service

I'm sorry to hear that, Steve. Can you
please provide the last four digits of
your lost card and the type of card

& Accountin o (credit, debit, or prepaid)?

/' More advanced natural Ianguagﬁ Pega GenAl # Workfiow
conversations using GenAl Blueprint™

® Analyses historic resolution
options and bank policies to
identify resolutions steps to

2 Steve Lifetime value Interaction goal  Verification status Customer tenure 12:14 PM

E Desktop Customer | Platinum Nurture Verified 10 years 2 months
EMPLOYEE .
Yes Credit card and 9004 o
Interaction Timeline

recommend to agent (Pega GenAl . 12:15 PM
\ Coach) or customer El T e May 11, 2025
12:14PM ) ~ Initiated process for Card Inquiry Thank you. Can you please confirm
* Automatically triggers actions Inquiry Reason  loststalen your last name and any additional

details regarding your inquiry?

Salesforce
n Extender
EMPLOYEE

0 Contact Center
CSR

12:15PM o ~ Collected Customer Data

Card Type Credit 12:15 PM
Card Number (Last 4 Digits) 9004

1216 PM ) v Collected Customer Data Morgan and need the card issued

from self-service or human agent
e.g. for replacement card

® Generates easy to understand
summary of customer case for
activity record / wrap up

quickly as | am travelling to Asiain 2

Last Name Morgan
Inquiry Details Need the card issued quickly as | am travelling to Asia in 2 days time days time

Web Self Service
CUSTOMER

Type a message...

* Reduces resolution times
through automated processing
and intelligent guidance

Conversational
Self-Service

CUSTOMER

A\

S PEGA
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Agentic Customer Service

Achieving higher rates of automation and STP in servicing

Improved Customer Service

® More advanced natural language
conversations using GenAl

® Analyses historic resolution
options and bank policies to
identify resolutions steps to
recommend to agent (Pega GenAl
Coach) or customer

¢ Automatically triggers actions
from self-service or human agent
e.g. for replacement card

® Generates easy to understand
summary of customer case for
activity record / wrap up

* Reduces resolution times
through automated processing
and intelligent guidance

L& PEGA

2 Steve Lifetime value Interaction goal Verification status Customer tenure Call back
10 years 2 months +1761 4357698

Customer Platinum Nurture Verified

Interaction Timeline
May 11, 2025
12:14 PM o ~ Initiated process for Card Inquiry
Inquiry Reason lost/stolen
12:15PM ° ~ Collected Customer Data
Card Type Credit
Card Number (Last 4 Digits) 9004
12:16 PM o ~ Collected Customer Data

Last Name Mergan

Inquiry Details Need the card issued quickly as | am travelling to Asia in 2 days time

Governed workflow

triggering agent
Primary \
English

# Agent generated workflow

Agent
automatically
blocks card

Agent automatically
issues replacement

14



Agentic Commercial Relationship Management

Meeting preparation, Assisted advice, automated Deal management

Sales Buddy

Ask Sales Buddy  History

Agentic Relationship

‘ Browse through sample questions

Management

Ask a question

Can you describe the best negotiation tactics for Pega Customer Service - Enterprise

¢ Automated preparation of Cains
research, target persona insights

® Opportunity reviews applying best
practices ©

When negotiating for Pega Customer Service - Enterprise Edition, it is essential
to focus on the unique value and it i that
Pega offers. Here are some effective negotiation tactics:

® Improving manual credit reviews gt B
and industry research with a GenAl s Con ks o et ottt e it ening o

replace their existing systems entirely. This approach reduces the
coac h perceived risk and cost assaciated with a complete system overhaul.
i D haw Pega Customer
Service can augment existing desktop and digital self-service:
i This flexibility i to keep their current systems of

[ ] 2 .
Autom ated d oc u ment crea tlo n record while leveraging Pega's advanced features.
and i ssu ing th ro ugh a gents Address Immediate Needs: Counter any claims that clients need

immediate fixes and cannot afford the time and money to replace existing
systems by explaining how Pega's solutions can provide quick wins and
immediate value through incremental improvements.

¢ Automated decisioning on r e o

highlight how ther clients have benefited from Pegas solutions. This can

Cha nges t o cred it or Ca Sh build trust and provide concrete examples of the value Pega can deliver.
H Cx itive Dif i Position Pega as the best
management facilities S S e o e B Fep e

demonstrating why Pega’s solutions are superior. This includes
showcasing Pega's predictive analytics, Al, and machine leaming
ilities that enh: iice effi y and 0

References
« _Client-First Competitive Differentiation: Customer Service(?

S PEGA

Sales research,

Opportunity advice

Uneomina:
Opportunity review coach

Can you perform a hygiene check? ivery proposal.

Are there any potential risks or challenges?

Can you provide a detailed MEDDPICC analysis and review? 1121 1€am for Pega's capabilities showcase.

onboarding and servicing improvements.

# AskOpportunity |

# Opportunity review coach -

+ Opportunity review coach

MEDDPICC Analysis and Review
Overall Score: Needs Significant Improvement

Section 1: Metrics
Score: Needs Significant Improvement

° Key M2s) are not clearly There is a lack of quantified business value
© Recommended Actions:

1. for sevicing

2. Document ROI including total f hip and costs.

Section 2: Economic Buyer
Score: Needs Improvement

N Th ic buyer (Sid Kaw) is identified, but there is no confirmed engagement or post noted
o Recommended Actions:
1. Schedul with Sid K: priorities and gain insights nto cf king.
) Jationship vith th g
Section 3: Decision Criteria
Score: Needs Improvement
o Assessment: Key decision factors are not Th inty regarding d

o Recommended Actions:
1. Document the key factors for evaluating Pega's solutions, focusing on anboarding and growth divers.

2. Engage with decision-makers to understand their evaluation criteria and sentiment.

client decisions.
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Commercial Payment Exceptions & Investigations

Explain Swift messages and recommend actions

Review inbound message
Due in 6 days from now Pega GenAl summa ry

Ori inal SWlft Raaadydetermine next action
Improved Customer 5
A message en Al Input
Experience Eres =
O Michelle Adams Summary of Swift message
) G enerates ea sy to u nderstand O . ) ~~ Sept19,2023 15:38:17 MT199  RECEIVED The message sender is notifying that the counterparty bank has received debit authority
. michelleadams@globaloil.com from their customer, and are now asking us to debit their account with us and refund our
summary of Swift messa ges to (1:F01 CRDDBK33XXX0000000000) customer
. . (2:1199UPLSUS330XXXU3003) (3:
more easily determine request e (1210495785-677D-4216-93D5-46ABEAQCT TEF)X4: =
:20:PEG-230124-000004
P I h. ° I ° Review inbound mess :79:FURTHER TO OUR PREVIOUS
Ana yses istoric resolution Due in 6 days from now REGARDING YOUR PAYMENT TRN Determine next action
H H : - LON11082BB-00001 F/O HORIZON OIL. WE HAVE Review the Swift message and determine the next action to take on this investigation.
Review message and deter 14 B
patterns to Identlfy potenti al P RECEIVED DEBIT AUTHORITY
i Wit Mazbl TO RETURN PAYMENT. PLEASE DEBIT OUR ACCOUNT
issues before they escalate and i Al Suggestion
recommend actions ~ sept19,2023 1531 IN REVERSAL TO THE DEBTOR QUOTING OUR REF Financial Adjustment
(1:FO1CRODBK3X0 CRDBNK1809-001.
. . [2:1199UPLSUST30X REGARDS, CREDIT BANK Next action *
{1210435785-6770~
* Reduces resolution times orscawriion | Financial Adjustment v
through automated processing T | N
. . . RECEIVED DEFCH Sept 18, 2023 11:31:16 MT199  RECEIVED Steps the system will take
TO RETURN PAYME?
an d I nte ” Ige nt gu Ida nce WITH YOU « Automatically complete a 'return to sender’ financial adjustment’
REVERSAL TO THI it i i
s + Update the inquirer about the investigation
REGARDS, CREDIT B } Sept 18, 2023 10:02:39 MT192  SENT
4

~

Sept 18, 2023 11:3

Pega Process Al

Submit

> Septit. oz 100 ( Cancel recommended next step

¥
— r
(Csave ) m S Tools

S PEGA




Fuel Al with

Trusted workflows.
Pega AgentXAPI
Orchestrate the
right agent at the
| Orchestration - Governance - Auditability ri ght tim e.
o o + N s
@ * =l
# o
Turn any
workflow into
agent fuel,

instantly.




Where will your Agentic Journey focus?

ame

0101

Image credit : Rise of Al In Banking, WBA
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