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Ongoing TCO Poor CX
Disjointed Experiences

Hi Mr Conlin, how can | help you today?

| am moving house, can you update my account? °

| am sorry, can you rephrase that?
| want to change my address, can you help? e

Would you like to me create a service request?
NO IDEA, can | just speak to someone, I'm confused °

Sure but we're now closed, please call tomorrow
on 0800 111555
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Speech Recognition

Machines now more accurate than humans

2010 2013 2016 2017 2020 2023 2025



https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://www.microsoft.com/en-us/research/wp-content/uploads/2016/02/ICASSP-2013-OverviewMSRDeepLearning.pdf
https://arxiv.org/pdf/1301.3605
https://benchmarks.ai/switchboard
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www.microsoft.com/en-us/research/blog/microsoft-researchers-achieve-new-conversational-speech-recognition-milestone/
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://www-i6.informatik.rwth-aachen.de/publications/download/1130/ZhouWeiMichelWilfriedIrieKazukiKitzaMarkusSchl%FCterRalfNeyHermann--TheRWTHASRsystemforTED-LIUMrelease2ImprovingHybridHMMwithSpecAugment--2020.pdf
https://arxiv.org/pdf/2403.01255
https://dl.acm.org/doi/10.1145/3606019

Conversational self-service can take
weeks or months to create and maintain...

What gets in the way?

Collect and curate data

Every new
language @ @
Train and test language models

- Every new
@ workflow What won't work?

Design and iterate conversational S
dialogues Traditional

automation
with NLP

Build hard-coded automations




“Agentic Al can autonomously initiate, plan, and
execute actions in dynamic environments, often with
minimal or no human intervention”

Primary Function
Goal-oriented action & decision-making

A new way

Autonomy
High - Operates with minimal human oversig

Learning i\
Reinforced Learning - Improves through experience



https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://hbr.org/2024/12/what-is-agentic-ai-and-how-will-it-change-work
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/
https://www.forbes.com/sites/dianehamilton/2025/05/05/agentic-ai-at-work-what-it-means-why-it-matters-and-who-should-worry/

H1-£14'8 Conversational
NG EL B Agents
LR A8 with Agentic Al

@ Months now weeks

Weeks now days

Sl N allgf-HeVEIgeleEle® Understand without training

Bl NI aNENEIGCIRESE Maintains memory and context

EIe ISR & (e -Rulnal=l Manages multi-step tasks & decisions
NEEIMIVERWETI SR TR @telell[® Proactive: initiates helpful actions

AUILHeEN:le Rel@ gl oli=le® Goal-oriented and adaptive
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power of
conversational agents e

:;;1 with the
v a4 predictability of workflows?

Workflow is the FUEL that powers the
conversational agents
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Access and
store data
anywhere

Knowledge and
documents

Large
language
models

Cloud services and
databases

Legacy systems
and databases

Pega Cloud™
Managed storage
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Find and execute the
right workflow(s)

Connect customers to
the knowledge they
need, instantly

Data sources
Decisioning APIs

%



Turn any workflow into

agent fuel, immediately

Collect Accident Details ~  Validate Documentation
Request Additional Info

"f Orchestrate the
- (28 - right agent at the
right time.

%



Turn any workflow into
agent fuel, immediately
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f;; Q PEGA Platform  Solutions  Customers Learn Services & Partners Events  About O\ Try Pega
o
My Blueprint Dashboard reate a Blueprint
Your Blueprints © E Pega's Autonomous Vision = Filters = =
PASSENGER TRANSPORTATION * BP-274214 Owner  +++

Vegas Car Rental

Core Business Processes 1. Vehicle Reservation and Rental Process - Customer Registration and Authentication o New customer registration with identity verification o Existing customer
authentication and profile retrieval o Customer loyalty program integration (similar to Hertz Gold Plus Rewards) » Vehicle Search and Reservation o Location-based vehicle availability

search o Date and time selection for pickup and return o Vehicle category filtering (cars, SUVs, luxury vehicles, vans, EVs) o Special requests handling (child seats, GPS, additional drivers...
Show more.

HOSPITALITY AND TRAVEL » BP-266704 Owner  «+

Customer Service

The Customer Service application for Hospitality and Travel will serve as a comprehensive platform for managing guest inquiries, reservations, special requests, and issue resolution
across multiple service touchpoints. This application will enable travel and hospitality providers to deliver personalized, responsive service throughout the entire customer journey. The
workflow should incorporate a seamless end-to-end guest experience management system, from initial booking inquiries through post-stay follow-up. Case types should include...
Show more.

HOSPITALITY AND TRAVEL * BP-266697 Owner  ee¢

Customer Service

The Customer Service application for Hospitality and Travel will serve as a comprehensive platform for managing guest inquiries, reservations, special requests, and issue resolution
across multiple service touchpoints. This application will enable travel and hospitality providers to deliver personalized, responsive service throughout the entire customer journey. The
workflow should incorporate a seamless end-to-end guest experience management system, from initial booking inquiries through post-stay follow-up. Case types should include...
Show more.

RETAIL » BP-209221 owner  «+
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Ambition = Reality

Agentic
Al

Time to Value



Pega Agentic Al
Experience for yourself

- Engage with our Experts

« Build and Talk to an Agentic Workflow

« Available now in the Innovation Hub
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