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Customer Decision Hub

The CDH brain and what goes into a decision

Request for
next-best-

actions

Next-best-
actions
(100 ms)

How have they behaved?
What's in their profile?
What data has streamed in?

What Is Their Context?

—

What is their propensity?

How much is that worth?



Customer Decision Hub

The Al brain and what goes into a decision

Request for

NBA(s)

Next-best-
actions
(100 ms)

Customer action library

Engagement policies

Constraints

Arbitration

The next best action(s)

The right message, paired with the right treatment,
delivered at the best time, in the preferred channel

E o> [ B

Web In-person Chat Mobile Email




Business operations

1:1 customer engagement




Making The Adoption Of CDH Easier

CDH best practices based on direct client engagement and collaboration

Pega Clients

Parthers




1:1 Business Operations

How business ideas are managed to production

s

Stakeholder Teams




Business Operations Process

A high level view of business as usual with CDH

() > Capture idea Plan changes Build & test changes
BUJ;'::SS <--------- Review & optimize Validate & deploy release

1:1 Ops manager

o

Scenario planner

Impact analyzer

Performance tracker

<

Value finder

£2R

Customer profile viewer

NBA designer

¢

Audience simulation

Prediction studio




Business Operations Process

A medium level view of business as usual with CDH

() < Capture Idea Plan changes Build & test changes

1
Business g Review & optimize
User

S Validate & deploy release

Capture the initial request Refine the request Rank & allocate the request Configure the change Validate the change Assign change to release

_________________ <+—

stage Report & analyse Deploy Complete | Simulate |

Description Identify opportunities Review Al performance Review KPI performance Push release to production Approve entire release



The scenario

A real-world use case to be explored




Introducing The Scenario

* This is a retail bank already live with Customer Decision Hub
* We have 2 product owners with requests this week:

+ Jack owns the credit card business

+ Diane owns mortgages and home loan products

* Jack has a new service offering and needs to launch various new
comms in multiple channels

* Diane has a new mortgage calculator she wants to promote.
She also is going to have an emergency request for a one-off

outbound message




Business Operations Process

Capturing the idea

— > .
O Capture idea
Business

Capture
user
L 1 Learn about world traveler visa card
Acquisition -
Credlt ca rdS 2 Balance transfer for world traveler visa card
3 30 days 5% cashback
Grow -
credit cards 4

2x points using apple pay for 30 days

Ll BestPractice standard release

@ post -

‘ .

Be the first to post!

| New operations change request

Sroup s Fields

ensity



Business Operations Process
Refining the idea

CEEETTTTE—
W "
Business Refine

user
Refine the request

OpsCR-14. v
2x points using Apple Pay for 30
lays

Idea Deploy

Define action details

Due 1 day from now

row - . .
G _O 4 2x points using apple pay for 30 days e — Detin engagemens oty
credit cards ; e

Create new action
Customer

Credit cards

Engagement policy ‘
« Standard card eligibility rules

» Has world traveler visa card
+ Has not accepted offer before

» Does not have low credit score

Channel treatments
» Web D ‘

« Email
Business value: $500

Details

pulse

Description

Change request detalls
Created on May 15, 2023 at 02:55:31 PM

Businessuser



Business Operations Process

Planning the changes

Business
user

Rank & allocate the request

Ll Change requests
Q

)| Change requests by anyone Al stages
+

+ Density Compl : Refresh

© Change request Relesse ype Type Cresteaty = TP = s
OpsCR-12 Mortgage lever for 10 days BestPractice standard rel, Other BusinessUser 17/05/2023 IN QUEVE
opcr ¢ espracrce sancra el Cretenewscion usnessuser 171572023 maveue
opscrs esracice standar . Cromenewacion  usnessiser 1752023 vt
OpsCR-10 i & BestPractice standard rel... Create new action BusinessUser 17/05/2023 IN QUEUE

Opscri14 or 30 BestPractice standard rel... Create new action BusinessUser  17/05/2023 N queve

Opscr8 e card BestPractice standard rel... Create new action BusinessUser  17/05/2023 N queve
Opscr-6 BestPractice standard rel... Create new action 1710512023 N queve
OpscR9 BestPractice standard rel... Create new action 1710512023 IN Queve

PSCR-4. BestPractice standard rel, Create new action BusinessUser  17/05/2023 IN Queve

o0 NIk oy oy N —




Business Operations Process

Building the changes

0 TR

Business
user

Prepare valigation Run validation

[ Create action (OpscA)
Configure engagement palicy
a Try updated mortgage calculator
for refinancing
+ Acton context ®  Intended recipient @
L

Eligibility

red mortgage calculator f
al refinancing Inherited from Mor

“Things to consider when refinancing
™ your mortgage

Completion date

Mortgages
TeamLead 32 minutes ago

NBASpecialist4 minutes ago

Applicability

Inherited from Mortzages
Avallabily

Group applicabilty has not b
Atributes
Journey

Engagement poiicy

Channels

Suitability ©

Contact policy ®

Inherited from viortzo

Customer Eligble contact and copy to primary contact ~

Group eligibiliy has not been defined.

ity has not been defines

Add criteria

n defined.

Group ANDS

Accounts instances

[Aecounts conation

At least 1 mortgage account
Set conditions Group ANDs

Account ype Mortgage

Plan changes

Configure the change

PEGA  Customer Decision Hub Search

+

Next-Best-Action Designer

Customer relevance Business priority

00 x

Propensity Context weighting. Businessvalue

> © Propensity

Ensure only relevant me communicated to customers and determine the source for propensies.

> © Context weighting
Upweight actions based on reak-ime contex

Business value ©
Extend the way business value is calculated through the CalculateBusinessValue extension point.

Business levers
Upweight actions based on the business structure, and toggle alindividual action levers ONIOFF.

* Business structure weighting ©)
Upweight all actions n a particulr issue and group.

Issue/ Group Weighting

Acquire / Mortgages

Grow/ Mortgages

+ Add business structure

Build & test changes

Q 2 il @ BestPractice DEvELOPMENT

Final priority

Explore arbitation results

0thresholds defined @

10 contexts defined @

2levers defined

2issues and 1 group have welghting




Business Operations Process
Testing the changes

— >

Business
user

Create action (OpsCA)
Learn about World Traveller Visa
Card

New

Learn about World Traveler Visa
cord
Learn about World Traveler Visa
Cord

mpletion date 17 May 202

Business issue uire

Group Crediccards

Created TeamLead 10 minutes ago

Updated NBASpecilst less than a minute ago

Avalabiity
serrbur
Journey
Engagement policy

Channels

© ronvatdaion

Configure engagement policy

This step ont
arbitration.

= personaname

CClnbound.
‘omer persony

Inbound prospect
Back )

Action context

Customer

Engagement policy

Capture idea

Prepare validation Runvalidation

- configurations such as Contact Policy and Customer ourneys can

>

Completed

Persona context = Acributes = pesiredoutcome= AUl

Persons Customert Notrecetve

Not recelved

Inbound Prospe
Persona_Cust

% Receive Received

Plan changes

tested only during

2012 processed

PEGA  Customer Decision Hub
Customer Profile Viewer

Customer D
~ || cusrioos

Emailaddress
Sunny.Gleason@example.com

Sunny Gleason
cusTioos

Overview ~_ Nextbestactions  ehavioraldata  Decision history

Make Next-Best Acton decisions forthe customer n the specied channel, The re

Direction+ Channel+ Reaktime container «

Inbound | wen ~  NextestAction

(® showall decison results  Show only decison resuls that wil be dellvered

Allresults  Toptreatments

> Capture response

Group.

Credicards CongratsOnvourh
Credicards Icom
Credicards

Credicards

Mortgages

Mortgages TalkToAnAd

Mortgages FirstMortgageFHA
Mortgages FirstMortgag
Credicards

Autoloans AutoNewdgMonths

Build & test changes

Validate the change

Ufetime value
oo
%00

Interaction history.

are determined by engagement polic

Page placements (i priorty orden) ()

WelcometoyournewWorldTravele

BalancetransferforworldTraveller.

Tryupgatedmortgagecalculatorfor,

TalKToAnAdvisor Web_1

FirsthlortgageFHA Web_1
Firsthortgage Web.1

NewsasicCreditCardVisa NewBasicCreditCardVisaWeb

AutoNendgMonths Web_ 1

Channel

Search B fo o

Medum

aints and propensity.

Priority

087

080

BestPractice standard release

creditrisk
[X Y]
High

 Export complet
Results

| rurcneo
=

report




Business Operations Process
Completing the changes

Build & test changes

Business Com plete

user

Assign change to release

peca opscra ~ % oeoioy opscrt7
a Try updatad morigage calculeto Update lever for mortgages
r refinancing
a Q Vo i Complete this change request
Due 3 days rom now
L

Due’s days from now.
Review the artifacts generated for this change request. few the s of created or updated artifacts. I correct, lick approve to complete this change request. You may also reject this change requ
Cllck on submit to move ths change request t the nex stage. Resurn to buld will oute this work back t the Build stage. s R
PENDINGTESTING Group .

Requestiype  Other Group 5 Feles 3 Densty
Createnewacton
. . Completon date 17 May 202
o Things to consder wnen rfiancing Artifact type. status Build subcase it ke . . .
en efancing = ﬂ Busiessissie  ~ Arttac ype status Compleced by § Buildsubcase
. ean Crestedsy

Business Arbitration Updated successfully NaADesigner opsur3

opst
opst

opsca2

CW corvpievon sote 17may 2023 Proposiion fiter -
Businessissue  Nurture Acion TeamLead 8 minutes ag0
Group Mortgages Proposition filter

Updated NBASpecialst 3 minutes ago
Created BusinessUser 18 hours 3go Accounts conditon vihen rule

Return to build

e

Details

Detalls

Details
Description
/A 10% lever to acguire and grow mortgages for next two weeks.

Afacts Description Change request detalls

May 17, 2023 2t 06:45:31

endent changes Change request detalls
Createdon  May 15,2023 at02:46:00 PM

by Teamiead

Updatedon  May17,20
Businessuser

May 16,2023 at 09:31:37 AM
system

Action to create

Things to conside

Avallability

state Inactive

Start da May 17,2023 at 12:00 AM

end date -

priority




Business Operations Process

One time communications

Build & test changes

Business
user

Compliance
Mandatory

Send a required or compliance message related
to a product, service, or recent action a customer
may have taken. Examples are notices about
privacy or changes to terms and conditions.

OUTBOUND

Re-engagement
Promotional

Re-engage customers who have expressed
erest. Examples are a shopping cart
abandonment or an indication of interest.

OUTBOUND INBOUND

Announcement
One-time

Send a message to a specific group of customers
on an alternate schedule. Examples are the
dlosing of a retail location or message from the
CEO.

OUTBOUND

Emergency request to send an email out today to all customers with a particular mortgage product!

Lifecycle event
Transactional

Engage with customers around lifecycle events to
build trust and brand loyalty. Examples are
happy birthday or a product anniversary.

OUTBOUND

Retention

Promotional
Engage with customers to ensure they remain
loyal, to prevent them from leaving, or win them
back Examples are a one-time credit of $50 or a
di

ount on your existing services.

OUTBOUND  INBOUND

Emergency
One-time
Send a message to a specific group of customers

on an alternate schedule. Examples are a service
outage or other disruption of service.

OUTBOUND

Create custom Action

Limited-time offer
Promotional
Promote an offer for a brief period of time,

Examples are seasonal or end-of-quarter
promotions.

OUTBOUND  INBOUND

Sales
Promotional
Promote a new or upgraded product or service.

Examples are marketing or promotional offers
for a new credit card or phone upgrade.

OUTBOUND  INBOUND

Define audience
Due in 2 days * Urgency 45

Attributes Target audience Treatments

o

Who would you like to communicate to?

© Select an existing audience Build a new audience Request an audience to be built

Audience *

WT Card Customers
Criteria

Customer Email contains “@uplusbank.com”

and Customer Accounts type in "WTCC"

Audience count: 250 of 10,000,000 <> P

C Get current audience count

] Refresh audience when the action is sent

for later

Delivery




Business Operations Process

Simulating the release

Bu;;r:ress - 1_ Review & optimize Validate & deploy release <

Review entire release

PEGA  Customer Decision Hub. Search a i ® Bestpractice standard release  GRVEOWENT (N PEGA Customer Decision Hub. Search a © i @ BestPractice standard release  GeviomWENT (N

-Action Designer Scenario Planner

; B " en ™ Allissues / All groups.

Projected value capture &) il Projected responses (next run/presenation) (2

Business structure X | e . oo | ;
S .." : 74,65K M£56.72K

~ Allactions roices @ @ B

3 gty ©

I Applicability ¢

Nogroup ciera defined

B suitability

D
Mortgages

Cantact policy @
~ Norre CEiL > CP-REFATD:Track Rejcts for the acion over th past 7 days

> CP-ACPT-ATD: Track Accepts for the action over the past7 days




Business Operations Process

Completing the release

O

> Capture idea Plan changes Build & test changes
Business @---———-i—

iSine Review & optimize Validate & deploy release

Approve entire release

lall Change requests.
Ethical Bias Policy a S
Biasfields  Bias threshold " . uestsbyanyone v Alstages v
«
Bias threshold
=
Define the bias thresholds for each business issue. '
il y Complete:
When an ethical bias check is done in Simulation Testing, a full report with all statistics will be provided for all actions. You will receive a warning for all actions that exceed the threshold th E
distribution is measured by comparing the people receiving an action relative to the people not receiving an action. - p— p— o ety ¢ SR
Bestpractce sandardrel..  Depoy  Other Teamiesd 17052023 oxrLomENT ReAoY
Deploy  create new action ssuse ormLomENTReADY
Sestpractice standard el,.  Deploy  Create new acton s oErLoWMENTReADY
Cross Sell BestPractice standard rel. Create new action BusinessUser DEPLOYMENT READY
createnew acton ser 1752073 orrLomENTReADY
Createnew acton 17052023 oesLomENTReAoY
Gender BestPractice standard rel. e Create new action DEPLOYMENT READY
0.8 - 1.25 Rate ratio Gender BestPractice standard rel Create new action Z DEPLOYMENT READY
Show a warning if the detected shift exceeds the following threshold:
e 1 Rate ratio (No shift)
0.2 Gini
0.9 -1.11 Rate ratio
.8 -1.25 Rate ratio
0.66- 1.5 Rate ratio A

®
0.5- 2 Rate ratio

No detection T




Business Operations Process

Deploying the release

— D Capture idea Plan changes Build & test changes

Business @---———-i—

iSine Review & optimize Validate & deploy release

Push release to production

Customer Decision Hub. Search BestPractice standard release ~ BEVELOMENY ™ | DEPLOYMENTMANAGER  Account PEGAv  Project DMCDH v

< Business change piplin; Standard Business Ppeline c s &

Revision: Update business rule changes (%.3) &5

Overview  Audie Development Staging Business Operations Production

#15. s 5

Change requests within this revision 21 Feb 2023 08:53:19 21 Feb 2023 08:53:19 21 Feb 2023 08:53:19

Name Objectve Updated status Acsioned 0
5} Learn about World Traveler Visa ard New Acion . ]
51 30 days Spct cashiback New Acion
51 Welcome toyour new World Traveler visa Card New Acion
£5) 2 points using Apple Pay for 30 days Deployment history @)
£5) Try updated mortgage caculatorfor new mortgage New Acion

Completed @

3 Balance transfer for World Traveller Visa Card New Acion

2 Try updated mortgage calculator for refinancing

Complered @

£5) Updatelever for mortgages Defaut Objecive  Completed ot ebruary
production

Vew

) update NBA test s Default Objective 4 Withdrawn

53 savings with your World Travaler Visa Card New Acion 1o  Completea Completed @ - -
Producton
ew Report
Segmentation rules

Completed @ #12

Name Updated Updated by Status. A Test RevisionManager 10 Februan
; Production
Norules included n this & Agile Workbench| View Report

e ul



Business Operations Process
Reviewing the KPIs

Build & test changes

:
1
1
Bu;;:(ress PR H Validate & deploy release

PEGA Customer Decision Hub Search . ® o PEGA. Customer Decilon Hub Search @ P W © s o @
Impact Analyzer

+ Action Performance

End date T s 0
Last 150 day

Overal health

Allissues Next-Best Action lft: 225% .
v shape, butaverall hesichcould be improved
’ P
10.5% [
ou
Acive

How is Next-Best-Action performing against arbitrating by propensity-only

l B N | u i ;
‘ | e y = O o—0—0——0—0
i ““ili e

Daily change % change
(clicks / accepts) (clicks / accepts)

Daily change % change
(impressions)  (impressions)

Sends  Impressions Clicks / Accepts Click / Accept rate

90

664,110 20639
634471 9680 e hurting your act

625,857 0




Business Operations Process
Reviewing the Al

— > . .
= Capture idea Plan changes Build & test changes
Business @---———- i._

Report & analyse

Review Al performance

PEGA Customer Decision Hub

Impact Analyzer Models overview  Pre

Hpw is adaptive model propensity performing
against a random propensity?

Allissues

Captured reporting data 14 days ago

© HIGH CONFIDENCE

Your adaptive models are performing
VALUELIFT  ENGAGEMENT LIFT as expected.

See other Impact Analyzer tests for
77% 150%

insight and guidance on how you might
+/-12% 4% improve engagement and value
capture.

Filter
Select & | Select ¥

Luctz g Go to Predic dio

~ View less

Weekly value and engagement lifts (week starting)

LN —




Business Operations Process
|dentifying opportunities

— D Capture idea Plan changes Build & test changes

Business --———- Review & optimize Validate & deploy release

user

Discover

Identify opportunities

Value Finder
plotPredictorImportance(adm_datamart, limit = 20) + theme_bw()

R ara Predictor Performance
by ConfigurationName
OmniAdaptiveModel

Customer engagement Customer categ
the current cu

1H Email Out

utbound.

PredictorCategory

B3 Param
BEH
B3 customer

| 1487 customers
Only irrelevant actio

PredictorName

504 customers (5.0%)
Only irrelevant act
1H.SMS. Outbound Chumed.p

) tomer MiltaryService

y Irelevant actions 468 customers (47
’ aft

abilty
1H.Email Outbound. d prLastOutcomeTime,
relevant action cus
IH utbound. Chumed p utcomeTime.Day

after applcabily v
80

Performance




Business Operations Process
A high level view of Business As Usual with CDH

() > Capture idea Plan changes Build & test changes
Bu;;:fss <--------- Review & optimize Validate & deploy release

NBA designer 1:1 Ops manager

@ @

Audience simulation Scenario planner

Prediction studio Impact analyzer

u/l]\u;li] WII|I||| IIII 1 =

Performance tracker

<

Value finder

£2R

Customer profile viewer




w/
CHASE

+300% 50B

Offer conversion rate Decisions per year

Rabobank
35-1 400%
Return on investment Web click-through

= PNC b

#1 98%

Customer experience Faster time-to-market

PegaWorldiNspire

WELLS
FARGO

+10X

Customer engagement

.. \
TURKIYE $BANKASI

960K

Monthly offer accepts

Swedbank @

+200%

Positive CX per year

+600%

Response rate

CIBC
=

+300%

Sales opportunities

& scotiabank

8 week

First deployment

Q<

HSBC

+265%

Revenue per contact

& Santander

46M

Decisions per month

+20%

Market share



Questions?

PegaWorldiNspire
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