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Speeding up: How Deutsche
Telekom utilizes blueprint and
reference case management to
accelerate time to market
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Implementing
processes at the
speed of light
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Our keyfacts Deutsche

' 199,652
2 5 . 4 mn . employees worldwide*
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Figures based on annual report 2023.
* Reporting date December 31, 2023
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B The mission: retire the legacy platform
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¥ WHATEVER IT TAKES
ONE MISSION ONE GOAL

=and transform 800 legacy processes

(
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Mission goals :

Transfer of >800 HR processes

Fixed retirement deadline in 2025

Ongoing legal challenges that MUST be
incorporated in processes on short

f@ An efficiency target of 35%

@ While realizing 8.4 out of 10 points in
Z, customer satisfaction
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How to create the fastest flywheel between
business and IT?

Business challenge IT challenge
Stable requirements needed
Huge time to market pressure
Scaling development
Expectations always exceeding

4 budget

* Design optimal process
Huge list of legacy requirements
Scattered process responsibilities
* First time Pega Contact
Excellent business experts
Limited digitalization ; {0
experience A& = ey
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We defined three ways of developing in PEGA

Conventional DEGA Reference

Agile Case

Blueprint

Development Model




Bad news: There are no shortcuts in setting up your
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Respecting Pega’s philopsophy andthe system
mechanics enables delivery at speed

Build a component

Educate & Understand based fundament

Start Easy& Level Up Industrialize
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Y Common Mistakes:
Treat Pega as just another tool 2 Pega comes with philosophy, that needs to be understand and respected
Try to build everything upfront before the uses cases are implemented - functions remain theoretical and will never fit process needs
Start with the most complex process - Time-to-market will fail expectations, reusables will be tough, mistakes will be made
Lack a roadmap on how to stack reusables and processes = Facts & Figures should define business value, impact and dev complexity

Explore every process as if it would be the first 2 Figure out core functions and patterns, develop a delivery model that is built to scale




Pega Blueprint Benefits: Getan idea of a process

Creates understanding
where there was none

before
"Pega Blueprint is like a smart
translation tool that understands
inputs from people with different
backgrounds who couldn't
understand each other before."




Pega Blueprint Benefits: Speed up' .evlaboration

Facilitates the capture of

requirements
“Pega Blueprint offers the ability
to have more than one click
dummy at an early stage, which
improves understanding and
reduces the time spent on
explanations and discussions."




Pega Blueprint Benefits: Speed up‘ élaboration
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Breaks down complex
processes into Micro-

Journeys
"Pega Blueprint slices processes
into Micro-Journeys, allowing
teams to manage smaller case
types with the benefit of faster
delivery and reusability."




Introduction to the reference case model
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Introduction to the reference case model
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Are you familiar with this situation?

What are you
able to offer?

Thoughts...

= | need to have my process with all
features | currently have...

= There are this and this special situation
which should not be forgotten...

= | need to have full control about my
process...

= | need to address the issue what the old
system was not able to do....

= | expect to talk with an expert who
knows my business...

What are
your
requirements

?

Thoughts...

| want to understand the business value
of the process and what this process is
about...

Let’s think about the happy path first and
skip discussions about the unusual
situations....

Let’s think the process newly and see
what can be made better...

| would expect that they made herself
familiar with the new system upfront....
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Industrialization approach of process implementation

Reference Case Model

Patterns & Guidelines

Let's look to
our RCM
offers!

What are you
able to offer?

Documentation Videos Examples O
o
s
.
4
Toolboxes Checklists Helpers )
£ 1
[ Technical implementation tools ] é
S 5 53 3 3 3 3 3 3 3
Svguvugegwgeugwgugegwgo
= = = = = = S = = =

Function
Function
Function
Function
Function
Function
Function
Function
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Standardized delivery chain

saw this
feature?

toourRCM
offers!

What are
you able to

as well... already.

Let’s look Did you Maybe this :n’;r:m;e; Let's look
can be used b el and define all
P the missing

details.

C

Elaboration

Self-Preparation Let
e — all
Let’s do the w

implementation
quickly...

Let's get the
approval to go into
implementation!

defined!

‘s check if
thingsare
orking as

Implementation

Features |
Deadlines |

17



Reference
Case
Model

Exploration 2 Elaboration 3 Implementation

* Preanalysis of processes and * Define the process flow and module e Translate the requirements and add all
collection of all necessary usages. needed configurations into the system
information. * Collect all process related data fields * Define the case specific data model

* Validation of requirements and which are captured, modified or incl. translations
definition of efficiency displayed during the process flow. * Build the Ul-Screens
measurements * Build the mock-ups for the Ul-Screens

incl. all labels and translations

y y
Process Flow Process Integration User - Implementation

" @ Chart ) . Definition ) stories A Configuration data / screens )

Documentatlonj Video tutor|a15/ . How to guides / gg Checklists / .Support team }




Exploration & Elaboration

ared based
on the

| pre
Let's look and

Process flow + Ul Integration US
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process. : o- details.

Reference Case Model

Toolboxes Checklists Helpers
Reference Case Model
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Process Design Board / Design Authority

Let's check if quality is
according to our
patterns and guidelines
and follows our

standardization
approaches

Let’s get the
approval to go
into
implementation!

Process flow + Ul Integration US

T s oo o s v i @ o ¥ e | Coute

e Start Childcase: 100025 _Subauftrag Priifung
familienbezogene_Leistungen - 100282 _Initiate return

Reference Case Model

Patterns & Guidelines
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Implementation / Delivery

Process flow + Ul Integration US

Data model + Functions

Reference Case Model

[ Technical implementation tools ]

:::::
T 8 | 8 '8 B B 8 8|8 |8

Function
Function
unction
i
Function

Base settings Configuration Data Model Ul-Screens
(Case Type, BROM Class, (Process flow, (Data model , mappings) (Circumstances, Sections,
Skills) Communication, Validations)
Documents)

n

Let's do the
implementatio
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User acceptance / Go-Live

Let’s check if
all things are

working as
defined!

Process flow + Ul

i

Supported s

ROM irtaml Randing

creton stge

Cremion e

rocasaing sisge

Regior Procemding Siage

Data model + Functions

T HRCULES miller B

Module Legal Agreement  (HRDE-B05226)
Melina Miller 42390129

This module is used ta force the custamer to agree ta a couple of regulations before
she/he can proceed

Welcome to the “Legal Agreement Module"

ent to a coupl

This module can be used to farce the customer to give his/her agr
al regulations or on legal requi
ng the agresment o
d

(B | acoept and agree to the legal requiren

Customes Role & Affected Person  Customerinformation  Cases & inte
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Personas with an active part in the process
: s mit eine aktven ole im prosese

[— Relevant | Requestor  Aflected Person Description of Personas

[r—

P

CSRT——

orsesgems

Change History Template

[ ootavean L procestiarrc ] Doctwarx ) emanoix ) Docvspconty [T - ¢ —

Frau Contact Employment information
Melina Miller o +49 30 58965214 Employments 1 Actwe 0 nactiv
€ MELINAMUELLER@pogadevloiskon G o
Knowledge base 2P X

Process Helper Article

Testartikel fiir Prozesshilfe

My Orders

ReferenceCaseExample
Module Legal Agreement

Hello Karsten Froeschke,

in order to proceed your t we need some information from you.

Welcome to the "Legal Agreement Module"

Tris module can be used to force the customer o give is/her e of rules which are based
ither on nternal regulations or on egal requirements before h/she can proceed. Without giving the
agreement by tcking the checkbox at the bottom, the customer s ot able to proceed

Confirmation

8 1 accept and agree to the legal requirements

BaK m

HR customer service

Information regarding your request

Dear Melina Miiller,

your order has been received and is processed under order number HRDE-805226.

You can track the current processing status here: View order status

Kind regards,
HR team at Deutsche Telekom Services Europe

Legal information for employees: http:/wwiw.telekom.
Legal information for civil servants: http://www.

© Deutsche Talskom Servic

Chat
YAM

Contact form

22




A template based approach makes life easy for

busmess and business architects
;o't‘g \ & B\

AP / “FEATURER

= 1. (SE= CHECKLIST =
i FEATURE Mg Y\ || 7] /] Features —
= | oeoncl (INBS (4l of [7] Deadlines | ile)
e - | f‘f" Y d Deadlines 70
2 & 3% - [ & Bedget | (3 A
’”i’/ = l—i* ~ M Budget :
‘ I 7 ] veam~
M M Team Updats
= ]| ] Team uprres
- i ] [7] Team upprTes
B/ o ’3
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Reference
Case
Model

Reference Case Model — Impressions

I rocess fI OW T HRCULES milar My Orders
E FrauMuller  x e —
=
E 3 Frau Contact Employment information Cases
i) Melina Miiller Phons +49 30 58965214 Employments 1 Actve () Inactive Opencases 56
T
E BE 1 Email MELINA MUELLER@pegadevitslekon  Civi Ssvamt Mo s 12/00/2024 ReferenceCaseExample
gé s - e - i _ Module Legal Agreement
@ Knowledge base AP X
Module Logal Agreement  (HRDE-B05226)
Melina Miller 42350129 = Process Helper Article Preview  Attach Hello Karsten Froeschke,
]
oE " " . in order to proceed your request we need some information from you.
st Testartikel fiir Prozesshilfe
5 This madule is used ta force the customer ta agree ta a couple of regulations before:
£ ¢ -
=k P ! Eaibsoas pcaad ck lber die Regelungen
58 1 — Dabei ist unter dem Begriff Welcome to the "Legal Agreement Module"
o |22 = . . Beamten der Diensther
o BEL s D e U gelungen zur Eiterzait fir Beamtinnen und
1 |2 r chen denen der Arbeitnehmerinnen und This module can be used to force the customer to give his/her agreement 1o a couple of rules which are based
¥ This module oan be used to force the customer to give his/her agreement to a couple of Arbeftnehmes e can be use 9 /her agreement to a coup es a
rules which are based either on internal regulations or an legal requirements before : either on internal regulations of on legal requirements before he/she can proceed. Without giving the
he/she can progeed. Without giving the agreement by ticking the checkbox at the battom, i agreement by ticking the checkbox at the bottom, the customer is not able to proceed.
Creation Stage the customer is not able to proceed.
Anspruch auf Elternzeit haben Eltern: Confirmation
3 R (B | acoeptand agree to the legal requirements + die in einem Beschaftigungsverhalinis stehen. 8 ! accept and agree to the legal requirements
o « mit dem Kind in einem Haushalt leben und
&
| & eonatmesroosc i betreuen und erziehen
4 |5 1 Back Submit
E - e Customes Role & Affectsd Person  Customerinformstion  Cases & Interactions Mit Zustimmung des sorgeberechtigten Elternteils ist auflerdem
= fr— lternzeit maglich fur ein Kind des Ehegatten oder der Ehegattin,
des eingetragenen Lebenspartners oder der eingetragenen
. 7 27 Lebenspartnerin
p- . v
co
Processing Stage -
2
7
g -
? HR customer service
ﬂ Information regarding your request
3
&
L]
gﬂ persanas mit ainer sktiven Aol
e 8w e e ater i elter e i "
& R e e e e Dear Melina Miiller,
your order has been received and is processed under order number HRDE-805226.
% You can track the current processing status here: View order status
Personas Relevant | Requestor AHected Person Description of Personas g
Em &
— Kind regards,
nfl  cmpoyeeotoag st /233 . . HR team at Deutsche Telekom Services Europe
o
] e ot 0186 i ps1/200 25 760
- S ——— EE Legal information for employees: http://www.telekom.com/pflichtangaben-dtse
ol o poopie with pemtion anciomares] B . Legal information for civil servants: http:/www.telekom.com/pflichtangaben
onll  sppicancs
g exfl oo persons suesive o1 OT G © Deutsche Telekom Services Europe SE
’ or Extemal Company Chat
: . YAM
" | DTS2 Agemts. L] Kl x
J Contact form
mero
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There is always a catch: Pega Blueprint & Reference Case Model
might bore out developers — so utilize them on innovation topics

’ LAREY
COWK
Ank

<Angaben Uber Einfligen | Kopf- und FuRzeile definieren> vertraulich, intern, offen | Autor*in | Thema der Prasentation | Datum



The magical triangle of cost,
time & quality applies here as well

4 I
Pega Blueprint:
Fast, easy to use, cheap, but
limited to the core features

- y

Classical agile development:
Not cheap, scalable, but of
high integration and
automation

\ j

Quality
Important:
(T Teference case model: Vgt s v st dmipmar
Cheap and fast, but limited evaluation is based on available
efficiency drivers, integration and features by end of 2024
automation

ryin h f h worl 27



There are clear use cases for-each
development approach

Is the process high volume and/or high impact?

Yes No

Can patterns, functions&
Integrations be reused?

Conventional/agile development

. Classmal requwement engineering

* User story documentation
* Development
* Integration & automation

* Testing Reference Case Model Pega Blueprint
* Initial draft by Pega Blueprint
* Requirement gathering based on template
e Pattern / module based implementation
* Limited available features

No

Focus on citizen development
* Stand alone application
* Leverage Pega Blueprint to the
largest extend possible

28



Take-Aways

e There is no fast track
Speeding up and industrializing your Pega Delivery requires a robust fundament and modular approach — that is
ideally incrementally build

* There is no one size fits all
One of the key assessment of your project / process must be a) where and by which delivery model do | want to build
itand b) how much am | willed to spend?

* Discipline and governance are key successfactors
Clarity in requirements combined with an approach of checks & balances allows sustainable development

* Lessis more
If you want to become really fast, it currently means skipping some scope, integrations and automations

* Focus on innovation
Industrializing processes with Pega Blueprint and Reference case model has the risk to bore out developers. Make
sure to balance industrializing with exploring and developing innovations to get the most out of the project

e Speeding up
the process transfer time from an average of 7 month to less than one month

29



Questions
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