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From Models and Matte Effects…
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To Full digital sequences…. And then StageCraft
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Manual and heavily people 
managed

Our path to an Agentic World?

Some automation and AI How to perfect the balance 
of technology and personal?

Image credits: ILM website, Light & Magic Disney
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What if you could combine the

power of agents

with the

predictability of workflows?



What could it mean for your bank
if every one of your workflows were agentic?

Your operations & customer service

Conversation-ready, 
instantly

Increase self-service and automation 
completion for fee/payment 

enquiries, complaints, loan payment 
changes

Your workflows

Orchestrate structured
and agent-driven work

Agent validation and actioning of Lending 
or KYC docs, improving data quality and 

process performance

Your workforce

Armed with always-on 
AI assistance 

Automated preparation of research, 
target persona insights, opportunity 
reviews or coaching for client advice



Enterprise Ready Agents

Predictable AI

Validate documentation

Collect information

Conversation Agents
Pega AgentX

Design Agents
Pega Blueprint

This appl icat ion 
needs t o st reamli ne our end-t o-end 
lending process f rom 
appl icat ion t hrough verif icat ion t hrough 

t o funds disbursement .

Autonomous 
Automation Agents

Pega Agent Builder

Pega AI Agent

 Planning  Reasoning  Execution

Knowledge Agents
Pega Knowledge Buddy

Review Process ResolveIntake

Manage exception

Coaching Agents
Pega Coach

Governed, ad-hoc
Automation Agents
Dynamic AI Workflows

Agent generated workflow

Instruction:

Collect ad dit ion al do cu ment ation  fo r 
valid atio n from th e p atien t & p ro vider

Review ProcessIntake
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Maximising AI and Agentic AI impact in Banking: Lending

Revenue Protection & Growth : 
Real time in-the-moment relevant sales 
offering; Progression ‘nudges’ and digital 
first in advance refinancing

Marketing Exploration ServicingPreparation Advisory & Decision Fulfilment

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; GenAI coach and self-
service automation tools to assist customer 
and staff; Pre-delinquency monitoring

Customer 
Decision Hub AI

Pega
Agentic AI

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

Agentic AI to increase automation 
levels for digital document fulfilment, 
pre-drawdown checks. Monitor, 
resolve or escalate pre-delinquency 
issues. 
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Agentic Lending Origination and Servicing

Reduced risk exposure and improved scalability in loan processing

Improved Loan processing

• Automated application processing 
applying GenAI for reviews and 
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 GenAI coach 

• Automated document creation 
and issuing through agents

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

Easily add GenAI, 
Agent or Automation



12

Maximising AI and Agentic AI impact in Banking: Servicing

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

Marketing
Account 

Management
Transaction 

Services
Card Services

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

Customer 
Decision Hub AI

Pega
Agentic AI

Agentic AI to increase automation levels for digital document fulfilment, 
account changes, updates to personal details, requests for account or 
transaction information. Monitor, resolve or escalate complaints / issues. 

Loan & Credit Services
Investment & 

Wealth
Complaints
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Agentic Customer Service

Resolving more complex queries digital first or alongside a human agent

Customer interaction

Improved Customer Service

• More advanced natural language 
conversations using GenAI

• Analyses historic resolution 
options and bank policies to 
identify resolutions steps to 
recommend to agent (Pega GenAI 
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

Interaction history
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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 GenAI

• Analyses historic resolution 
options and bank policies to 
identify resolutions steps to 
recommend to agent (Pega GenAI 
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

Agent 
automatically 
blocks card

Agent automatically 
issues replacement

Agent generated workflow

Review ProcessI ntake

Governed workflow 
triggering agent
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Agentic Commercial Relationship Management

Meeting preparation, Assisted advice, automated Deal management

Agentic Relationship 
Management

• Automated preparation of 
research, target persona insights 

• Opportunity reviews applying best 
practices

• Improving manual credit reviews 
and industry research with a GenAI 
coach 

• Automated document creation 
and issuing through agents

• Automated decisioning on 
changes to credit or cash 
management facilities

Sales research, 
Opportunity advice
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Commercial Payment Exceptions & Investigations

Explain Swift messages and recommend actions

Original Swift 
message

Pega GenAI summary

Pega Process AI 
recommended next step

Improved Customer 
Experience 

• Generates easy to understand 
summary of Swift messages to 
more easily determine request

• Analyses historic resolution 
patterns to identify potential 
issues before they escalate and 
recommend actions

• Reduces resolution times 
through automated processing 
and intelligent guidance



Fuel AI with
Trusted workflows.

Pega AgentX API

Review Process ResolveIntake

Validate documentation

Collect information
AgentX 

API
AgentX 
Connect

Turn any 
workflow into 

agent fuel, 
instantly.

Orchestrate the 
right agent at the 

right time.Orchestration  •  Governance  •  Auditability
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Where will your Agentic Journey focus?

Image credit : Rise of AI In Banking, WBA
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