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The current state of employee experience

* Transformation of the front-office

° to
offload repetitive tasks

* Need for &

* Higher customer expectations

* Pressure to do more with less

25
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Global employee
engagement decline in 2024

This marked only the second decline in engagement in the
past 12 years — a worrying sign for organizations already
struggling with productivity.

GALLUP



Outdated processes waste time
and hinder essential work

Create bottlenecks, lack of
visibility & disconnection

WORKPLACE DISTRACTIONS

Interferes with focus, disrupt
concentration, and reduce morale

1
Te

INADEQUATE TRAINING

Supply chain reliability and cost
pressures

LACK OF RESOURCES

Outdated technology & systems create
productivity challenges

WORK OVERLOAD

Resulting in burnout, costly errors
& workforce attrition



The power of

Marginal Gains
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Redesigned the bike seats
Alcohol on the tires
Heated shorts

Massage gels

Pillow & mattress

Truck interior

The Power of Tiny Gains

1% better every day [(] = 3718
1% worse every day (0499 T 0.03

Improvement
or Decline




What if you could make every employee your best
employee?

Always Know The Next Best Immediately Understand The Context of a
Step to Take i Workflow

Make Every Customer Interaction = 3 Instantly Unlock Answers Trapped Within
Meaningful | ‘ = Webpages and PDFs
=

Quickly Adapt to Product, Regulatory, and

Market Changes Anticipate Customer Needs

25



Artificial Intelligence:

The Great Equalizer



Early adopters are
learning fast

4%

Improvement in call resolution for
novice and low-skilled workers;
14% improvement for all agents

- National Bureau of Economic Research

L2 PEGA

New &

Low Skill
workers

Tenured &
High Skill
workers




But, Al alone isn’t enough.

Combine the creative power of Al with the predictability of workflows

Al You Can
Trust

12



Top 5 ways
To infuse Al into your business



Make every employee your best employee

Customers Marketers Operations Developers

% 14



Unlock employee potential with Pega Coach Agent

Scale enterprise expertise
and insights

Identify and eliminate blockers
and blind spots

Safely and securely deliver
personalized knowledge

25

L3 APP STUDIO ~  Application : End-to-end Claims Operations Preview ® ¢ 0O :: & £ : DEVELOPMENT

@ G Case Type: Claims Appeal

Overview Workflow Data Model ux Settings

o) I -

Full Page View  Other Views

D

Preview as
Case Types S

Constellation ~ -+ Add

Work Status

. Lorem Ipsum . — == « Summary

Data

Feb 3, 2021,

10:27 AM
]

Channels

8

Explore Data

&

Library

&

Users

o

Settings

~+ Add

Utilities

DP

Case ID

& @

Provider NPI Number

o

Amount Billed Currency

&

Amount Paid Currency

o

Covered Amount Currency

Details
Pulse

History

Attachments
Followers

Related cases
Stakeholders

Tags
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Empower every CSR to excel in every interaction

Thank you for your help. Have a great day!
Assistance score: 10 = auje ”
Professionalism score: 10 SI mu Iate Ilve CUStO mer

Efficiency score: 10

Customer satisfaction score: 10 i n t e ra Ct io n S

Strengths:

- CSR adhered to the customer&#39;s conditions
not to mention any addresses until asked

- CSR professionally asked for the new address

Reduce onboarding time

Add scenarios X

Simulation Scenario *

Ask the customer service representative to update the address on your account, check 'fy 1 H
the balance of your credit card statement, and finally inquire about any product offers ! I d e n t I c oa Ch I ng o p po rtu n It I es
rd

entitled to you.

CSR could
confirmed
and asked
customer
effort to
satisfied

02:48:17 PM




Customer Service
Simulator Experience

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

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‘,




Unleash productivity with Pega Automation Agents

Arm employees with
automated, Al-powered

assistance
across every workflow & task

Get more done faster
by streamlining communications

Make communications smarter

with full context & on-brand messaging

3y

18



Make meeting preparation seamless

PEGA sales Automation

& Conversation on Surveillance
Cameras and Options
App-16009

Tailor conversations with contextual e 202400

Jan 19, 2024, 9:30 AM
I k' Q Location m
t a I ng p O I n t s RESOLVED-SCHEDULED

Pulse

Unlock critical insights

Save time and reduce manual
research

Accounts

25

(Q A

Prepare for meetil dence timeline

Attendees

Accepted RSVP Accepted RSVP Declined RSVP

Action items

Review Michael Scott's LinkedIn profile to familiarize yourself as they're a new meeting attendee you haven't
e interacted with before
Task

@ Send email to Abel with comparative analysis of competitor products and pricing

Email

To prepare for the upcoming meeting, it is recommended that you review the Seetec Competitor Battle Card
Task

Consider inviting Jeff Green to the meeting as they have a stronger relationship with Sara than yo
Task

Talking points and insights

Introduce the team to Michael s th their first meeting with
ntiment has been tr g r since the prev ting due to pricing concerns

ek for llar earnir

Forecast category

Commit

19



Go from idea to app in a flash with
Pega Blueprint™

Welcome to

PEGA

Accelerate app design

e of Application do you want to build?

Automate tedious work

Bridge the business/IT gap

2y e



Ready to Transform Your Workforce? Start Here

'
By, Week 1-2 Week 2-6 Week 6-9 Week 9-15
Discover Automate Empower Guide
Leverage Pega Blueprint to map Automate manual processes like Infuse automation agents for Roll out GenAl Coach for
the journey & identify pain points document analysis complex decision support consistent best practices

3 21



Key takeaways The Power of Tiny Gains

1% better every day [0/ e 3118

e Employee experience (EX) is 19 worse every day 099’ = 0I03
undergoing a massive
transformation - pressure to do
more with less

Improvement
or Decline

® The time to start innovating is
NOW

1

e Al Innovation needs predictability
and control

e Marginal gains = Maximum
success

— Focus on one process/workflow
first

25
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