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The current state of employee experience 

• Transformation of the front-office 

• More AI and Automation to 
offload repetitive tasks

• Need for new skills & high 
emotional intelligence

• Higher customer expectations 

• Pressure to do more with less 
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Global employee 
engagement decline in 2024

21% This marked only the second decline in engagement in the 
past 12 years — a worrying sign for organizations already 
struggling with productivity.
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ORGANIZATIONAL SILOS
Create bottlenecks, lack of 
visibility & disconnection 

WORKPLACE DISTRACTIONS
Interferes with focus, disrupt 
concentration, and reduce morale

INADEQUATE TRAINING 
Supply chain reliability and cost 
pressures

WORK OVERLOAD 
Resulting in burnout, costly errors 
& workforce attrition 

LACK OF RESOURCES
Outdated technology & systems create 
productivity challenges 

INEFFICIENT PROCESSES
Outdated processes waste time 
and hinder essential work



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 
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What if you could make every employee your best 
employee?

Quickly Adapt to Product, Regulatory, and 
Market Changes 

Always Know The Next Best
Step to Take

Make Every Customer Interaction 
Meaningful

Immediately Understand The Context of a 
Workflow

Instantly Unlock Answers Trapped Within 
Webpages and PDFs

Anticipate Customer Needs 
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Artificial Intelligence: 

The Great Equalizer



Early adopters are 
learning fast

34% 14%

Research for 5,179 customer support agents Generative AI at Work, Erik Brynjolfsson, Danielle Li, and 
Lindsey R. Raymond, NATIONAL BUREAU OF ECONOMIC RESEARCH 1050 Massachusetts Avenue 
Cambridge, MA 02138 April 2023, revised November 2023

Improvement in call resolution for 

novice and low-skilled workers; 

14% improvement for all agents

- National Bureau of Economic Research

34% New & 
Low Skill 
workers

Tenured & 
High Skill 

workers



AI You Can
Trust 
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But, AI alone isn’t enough. 
Combine the creative power of AI with the predictability of workflows 

Review Process ResolveIntake

Val id ate do cumentation

Col le ct in formati on
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Top 5 ways   

To infuse AI into your business
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Customers Service Sellers Marketers Operations Developers

Make every employee your best employee
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Unlock employee potential with Pega Coach Agent

Scale enterprise expertise
and insights
with customized coaches

Identify and eliminate blockers 

and blind spots
with targeted insights and recommendation

Safely and securely deliver 
personalized knowledge
with role-specific controls
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Empower every CSR to excel in every interaction 

Simulate “live” customer 
interactions
in a risk-free environment 

Reduce onboarding time
With multiple training scenarios 

Identify coaching opportunities
With real-time feedback and suggestions 
for improvement 



Customer Service 
Simulator Experience

• Experience firsthand how Pega Customer 
Service & AI 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 
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Unleash productivity with Pega Automation Agents
 

Arm employees with 
automated, AI-powered 
assistance 
across every workflow & task 

Get more done faster
by streamlining communications

Make communications smarter

with full context & on-brand messaging
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Make meeting preparation seamless 

Tailor conversations with contextual 
talking points 
Based on individual sentiment and relationship 
insights

Unlock critical insights 
With on-demand briefings 

Save time and reduce manual 
research
With correspondence timelines of previous 

meetings and emails
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Go from idea to app in a flash with
Pega Blueprint  

Accelerate app design  
By reducing the manual effort and time spent 
on design and documentation

Automate tedious work 
By automating repetitive and complex 
configuration tasks

Bridge the business/IT gap 
By translating business intent into clear, 
actionable application models
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Ready to Transform Your Workforce? Start Here

Discover Automate Empower Guide 
Leverage Pega Blueprint to map 

the journey & identify pain points 
Automate manual processes like 

document analysis
Infuse automation agents for 

complex decision support
•Roll out GenAI Coach for 
consistent best practices

Week 1-2 Week 2-6 Week 6-9 Week 9-15 
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Key takeaways 

• Employee experience (EX) is 
undergoing a massive 
transformation – pressure to do 
more with less 

• The time to start innovating is 
NOW

• AI Innovation needs predictability 
and control 

• Marginal gains = Maximum 
Success 

– Focus on one process/workflow 
first



P E G AW O R L D . C O M
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