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Gartner predicts that by 2026

Al will cut labor costs by $80
billion*

% of work

Automation
& Self-Service

2015 2020 2025 2030 2035




A paradigm shift to service work

# of employees
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KNOWLEDGE & PROCESS

GENERALISTS

SPECIALISTS

Humans manage the A.l powered automation
work assisted by SENIOR SPECIALISTS Mmanages the WOI"k,
automation Front office supervised by humans

Back office
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How do you make this
transformation a



Our vision
the Autonomous Enterprise

where Al agents design, automate, and optimize
decisions and workflows...

Organized around the work

Architected for reliability, governance
and continuous improvement

Built on best practices to break free from
legacy and be future-ready




The proven path to service autonomy

AUTONOMOUS

Work is optimized
inrealtime

\"a4

OPTIMIZED

Decisions are guided
EE) and enhanced by Al
G

UIDED
Discrete tasks are
@ done by the system
ENHANCED

Work is structured, tracked

@ and prioritized

MANUAL

Work is unmanaged
with few controls



Agentic Al will accelerate
your path to the Autonomous Enterprise
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What is your Customer Service
transformation goal?

Human Agent Reduction

« Reduce human agent-assisted interactions by 80%
 Achieve a customer-to-agent ratio of 50,000: 1

 Transition 95% of all tier 1 and tier 2 support queries
to self-service or automated channels.

Customer Effort Reduction
 Reduce resolution time to under 1 minute for 95% of
cases

« Drive “no login, no wait” experiences for 90% of
interactions

Self-Service Adoption

« Ensure 98% of customer queries are resolved via
self-service portals, chatbots, or IVR.

Omnichannel Integration & Experience

« 100% of customer service interactions are tracked
and analyzed in real-time

Agentic/Al-Driven Support

« Agentic Al to fully handle at least 90% of all incoming
contact

» Resolve 70% of issues before customers reach out.

Workforce Transformation

» Upskill 100% of remaining human agents

* Reduce agent attrition by 70% through role
transformation




ENHANCED

@ OPTIMIZED / AUTONOMOUS

Foundation Building

Process Documentation & Standardization AHT reduction

Workflow Structuring @ Reduce cost per contact

Knowledge Base Development

Journey visibility & straight

Connection of critical functions through processing time

O O O O




Foundation Building
\

Autonomous Self Service Contact Center Back office

Enterprise

Get more work done ;ﬁnl Tradlt.lorfally, we've been using Salesforce as our case platform, but we [ound that .
that didn't give us the end-to-end process consistency that we were looking for, so this

is part of the change.”

‘ 'I"'Il' 25% increase in
CISCO productivity Steve Power

Senior Director, Digitalization, Cisco
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ENHANCED ~.__ @ : OPTIMIZED / AUTONOMOUS

Guided Intelligence

. N . Call deflection
Intelligent routing implementation

Advanced chatbot implementation Reduction in repeat contact

Guided CSR interfaces
CSAT/NPS improvements

o O O O

Enhancement of omnichannel capabilities

‘z-
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Autonomous
Enterprise

Improve effectiveness @

Elevance 50% decreasein
Health training time

Guided Intelligence

A

Self Service Contact Center Back office

"What you're looking for [as a member] is somebody to be there in that journey
when you need them most. And that’s what Pega is doing with us.”

Jenn Wade
VP Commercial Experience, Elevance Health




UComms Customer Service

Sara Connor
Customer

Lifetime value
Platinum
Customer status
Customer tenure
Active accounts
Account
Account type
Account status
Call back

Last interaction

Accounts

Recent activity

Recent offers

Email conversations
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Interaction goal

Retain

Verified

5 years 5 months

2

Ultimate triple play - 0008
Consumer

Active

+1 541754 3010

Inbound Call - May 05, 2025

Suggested actions @ ~

[ All »

Q)

@_] Thank you for calling U Plus Comms. This is Jason, how can | help you today?

Cases

Accounts

Service account

‘ Ultimate triple play - 0008 (Primary)

Current bill amount due

Past due amount

Payment status

$45.00 $45.00 Payment due
Bill due date Days left in billing cycle Auto payment
Jun 20, 2025 14 Yes
Last payment amount Last payment date Mode of bill
$45.00 Jun 2, 2025 E-Bill
Billing address Email Account type
9525 Manchester Rd, St. Louis, MO 63119, saraconnor48@outlook.com Consumer
USA
Mobile Internet TV  Billing %
Lines 2 results "
Line : Owner Device i Talkused (mins) : Textused : Dataused(GB) : Plan i Cha
+1 541754 3010 Sara iPhone 8 98 237 15 Family Share 150 GB
+1 541721231 Kate iPhone 8 46 263 10.4 Family Share 150 GB
< »
Devices 2 resulte & e
Name : Associated line : Remaining balance : Charge/mo Device tenure i Insuranceplan : IMEI
iPhone 8 +1 541754 3010 $0.00 $29.99 3 years 2 months NA 522189801965070
iPhone 8 +1541721231 $0.00 $33.33 3 years 2 months NA 117366207358331
< »
Add-ons 1result s
Name : Description : Charge/mo :

International Roaming

Stay connected while traveling abroad with roaming services.

$10.00

Wrap up <+ Add case

Utilities 4

Last interaction summary

5/5/25
Channel Inbound Call 1-171877

Interaction reason General inquiry

* Customer requested to upgrade their TV plan.

* The agent confirmed that the payment method for
autopay and bill period will remain the same.

e The customer was happy with the offer and the
agent submitted the request for change in plan
and sent the customer a confirmation email.

Knowledge

Search Knowledge Buddy
Enter a search Q
Category Sort by
L Clear
Filter by cate... v Most recent v ‘

Why does my phone show Emergency Only and
Unregistered SIM?

If your Straight Talk phone shows "Emergency Only" or
"Unregistered SIM" messages, it may be because your
phone has not yet been activated. However, this...

4

Communications « April 9, 2024

Uplus Comms Mobile Device Trade-In Program

FAQs

The Uplus Comms Mobile Device Trade-In Program
allows customers to exchange their eligible devices for
account credit or discounts on new devices. This FAQ...
Communications = September 17, 2024
Troubleshooting Guide: Frequent disconnects On
Orbic 5G Router

Troubleshooting Steps for frequent disconnects On
Orbic 5G Home Router@€

Communications = September 17, 2024

a’ Customer inquiry © +
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ENHANCED e

Digital containment

Case resolution time

Reduction in headcount

OPTIMIZED /
B m = o= e =Y > i

AUTONOMOUS

Optimization Phase

O Deployment of decision support systems
O Automated case resolution for routine issues
O Integration of Agentic Al capabilities

(O Development of continuous learning systems



Optimization phase
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Autonomous Self Service Contact Center Back office
Enterprise

“Pega Customer Service captures and tracks everything that happened during that
interaction. Representatives no longer have to spend their time typing up the lengthy
notes after each call. Now they can spend time on serving our customers”

Afl Contained 80%
/ ac of highest Shelia Anderson
volume SVB Chief Information Officer, Aflac

inquiries

Increase digital containment
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ENHANCED

Increase in selling
opportunities

Contact reduction

CX optimization

\

O O O O

Advanced Automation

Autonomous decision-making for defined scenarios
Real-time optimization capabilities
Human-Al collaboration frameworks

Advanced analytics for continuous improvement



Advanced Automation

A
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Autonomous Self Service Contact Center Back office
Enterprise

A

Generate sales opportunities am) “We're all about digital first. Pega is all about digital first... This is our platform to be
able to simplify the whole servicing of a customer world.”

@ 30% increase in Terry McCaul
cross sell/upsell Operations Manager, Virgin Media Ireland

$®




Customer Service
Simulator Experience

agR
T —

Experience firsthand how Pega Customer
Service & Al can improve CS operations

5
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Engage in hands-on practice as a Voice or Chat Agent’
Receive real-time feedback and performance scores

Available now in the Innovation Hub

‘z-
23"



x 71 PegaWorlo

JUNE 1-3, 2025 | LAS VEGAS *




	Slide 1: The Future of Customer Service 2030
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7: The proven path to service autonomy
	Slide 8: Agentic AI will accelerate your path to the Autonomous Enterprise  
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21

