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Smarter Engagement at Scale

UNIQA's Al-powered Omni-channel Strategy



Speakers Q. UNIQA

How UNIQA aligned Business and IT to transform sales with Pega

Claudia Thewanger Dan Crasnic
Head of Sales Technology Pega CoE Technical Lead
UNIQA Insurance Group UNIQA Insurance Group
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Agenda Q. UNIQA

Insurance is a promise. Technology is how we keep it

UNIQA at a glance

Our journey with Pega

CDH magic
Q&A
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UNIQA

An Austrian Company
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Austria gave the world its greatest composer
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UNIQA at a Glance

Key figures

= € 8354,7M Written Premiums

X 4
[N

€ € 51 6,4M Earnings Before Tax (EBT)
@ 14 Countries
2> 18M customers ( 3,7M in Austria)

[ 21 000 Employees and Exclusive Sales Partners
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L UNIQA

Our Journey with Pega

How a platform decision in 2018 became an enterprise engagement
backbone by 2026.

te




Unified architecture across Sales, Service 8 CDH

Consistent dev practices & reusable components
Cloud-ready with enterprise-grade scalability
Reduced maintenance & operational complexity

CONSOLIDATE STANDARDIZE ACCELERATE .‘

ONE DECISION

UNIQA - PegaWorld 2026
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Platform decision

Sales - Service - CDH

B * New Applications (cumulative)

2018

Platform decision
Sales - Service - CDH



PEGA JOURNEY
2018 - 2026 - From Platform Decision to Al at Scale
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2018 2019
Platform decision % Life Insurance

Sales - Service - CDH Tariff Calculator

B * New Applications (cumulative)

2019

% Life Insurance
Tariff Calculator




PEGA JOURNEY
2018 - 2026 - From Platform Decision to Al at Scale

L 2 3 41
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2018 2019 2020

Platform decision % Life Insurance UCP program start
Sales - Service - CDH Tariff Calculator Customer Platform

B * New Applications (cumulative)

2020

UCP program start
Customer Platform
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2018 2019 2020 2021
Platform decision % Life Insurance UCP program start * U.CRM EVT
Sales - Service - CDH Tariff Calculator Customer Platform 360° - myUNIQA+

Omnichannel

@ * New Applications (cumulative) ~ Development Tea

2021

* U.CRM EVT
360° - myUNIQA+
Omnichannel
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2018 2019 2020 2021
Platform decision % Life Insurance UCP program start “ U.CRM EVT * PEGA Knowledge
Sales - Service - CDH Tariff Calculator Customer Platform 360° - myUNIQA+  U.CRM MVT
Omnichannel Community (50)

@ * New Applications (cumulative) Development Teams (cumulativ

2022

* PEGA Knowledge
* U.CRM MVT
Community (50)
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2018 2019 2020 2021 2022
Platform decision % Life Insurance UCP program start “ U.CRM EVT * PEGA Knowledge
Sales - Service - CDH Tariff Calculator Customer Platform 360° - myUNIQA+  U.CRM MVT
Omnichannel Community (50)

B * New Applications (cumulative) Development Teams (cumulative)

2023

* Tariff Calc P&C
* Tariff Accident
* Inkasso
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2018 2019 2020 2021 2022 2023
Platform decision * Life Insurance UCP program start % U.CRM EVT * PEGA Knowledge % Tariff Calc P&C
Sales - Service - CDH Tariff Calculator Customer Platform 360° - myUNIQA+ “ U.CRM MVT % Tariff Accident

Omnichannel Community (50) * Inkasso

B * New Applications (cumulative) Development Teams (cumulative)

2024

* CDH with Al

% Claims Navigator
* Auto&Frei - Service
* Rendement
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2018 2019 2020 2021 2022 2023

Platform decision % Life Insurance UCP program start % U.CRM EVT * PEGA Knowledge ¥ Tariff Calc P&C
Sales - Service - CDH Tariff Calculator Customer Platform 360° - myUNIQA+ * U.CRM MVT  Tariff Accident * Clai
Omnichannel Community (50) * Inkasso )

......

@ * New Applications (cumulative) Development Teams (cumulative)

2025 * Optimisation based on exte

* LV Tariff integrated » % Dec: Red

Optimisation wave
eKD & lead prep
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2018 2019 2020 2021 2022
Platform decision % Life Insurance UCP program start  U.CRM EVT * PEGA Knowledge Y Tariff Calc P&C
Sales - Service - CDH Tariff Calculator Customer Platform 360° - myUNIQA+ * U.CRM MVT  Tariff Accident
Omnichannel Community (50) * Inkasso
@ * New Applications (cumulative) Development Teams (cumulative)

2026 -« % May: Migration to Cloud

« % Sep: Al activated at scale in CDH
% Cloud Migration S e o
A Alat ol * Sep: Actions rollout -

Actions - eKD - Leads




Strategic cooperation

Accenture, our main integration partner

Q. UNIQA

>
accenture
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From campaigns to conversations

Static campaigns — context-aware interactions that
learn and become more relevant with every touchpoint

60+ Next Best Actions live

Higher conversion potential, better service timing,
and more coordinated customer treatment — today

NBA
First step

Next Best Actions Omnichannel Intelligence

Personalized Engagement

"Positioning UNIQA to deliver increasingly personalized and relevant engagement"

UNIQA - PegaWorld 2026



i

Cassandra customization

Default config didn't meet throughput / latency needs
— significant tuning required for production scale

Integration timing
Connecting CDH while CRM + channels were being refactored
— moving targets across dependent systems

UNIQA - PegaWorld 2026




bzef Neumeyer 19043034 [T

+43 664 8232573

Nachname

Neumeyer Ing. Msc 22.08.1990

Hau 9 3 Hauptben
Untere Danaustralie 21 Mannlich Forszarbeiter/in
1020 Wien

Gsterreich

& ungeprifc

bersicht Detalls  Verrsge Schaden &leistungen Dokumente  Kundenkontaktpunkte —Compliance  Beziehungen  Beratungen

Abdeckungsgrad 28% Beratung & Verkauf, m Aufgaben (1)

Mobilitat 0

. 09.04.26 00:00
-
Beratung vom 10.03.2026 14:53
Waohnen / Freizeit Wohnen/Freizeit
Antrsge 1) Angebors 3)

Rechisschutz 0

Unfall
Beratung vom 10.03.2026 15:05
Mobilitaz, Unfall

Leben Antrage (2) Angsbots (1)

Gesundheit

Sonstige Beratung vom 02.12.2025 1439

Antrage [0) Angebar (0)

myUNIQA plus Services Beziehungen

mMUNIQA (A Asresskiammer

Elekrronisches Postach
Adressklammer kann nicht gebildet werden

Kein Interesse an myUNIQA plus Marketingeinwiligung
S, Private Beziehungen
Eisine st
Weitere (1)

Newslerter

Unwetenwarnung

Schaderinformationen f: Geschiftsbeziehungen
FeR MET HAS
Weicere (1)

Bitte registrieren Sie den Kunden fiir weitere Vorteile.

UNIQA_Pega World 2026




[Next Best Actions filr Maurice GGrosch 2558340

Top 3 Next Best Actions

TestAction2

NBA for with the business value of 10 (June). Di-geringe
VS, LR, Kosten-geringe VS, DirektLeistung, Knochenbruch

Empfohlene Aktion

Weitere Next Best Actions

myUNIQA plus Bonus

Maurice GGrosch hat einen myUNIQA plus Bonus in

Hahe von 16.57 EUR. der als PramienGutschein Stationaer, Ambulant.
verwendet werden kann.

Empfohlene Aktion Empfohlene Aktion

Up-selling KV stationarer Tarif

Im Bereich Gesundheit besteht folgende Licke:

Aufrecht prolongierte Vertrage mit Up-selling !

Cross-Selling

Cross-Selling

Cross-selling

Up-selling

Kundendaten

> Abgelehnte Next Best Actions

Unfall

Rechtsschutz

Haushalt/Eigenheim

Leben

Kund:in ohne
Telefonnummer

Im Bereich Unfall ist ein Vertrag aufrecht prolongiert und es besteht
folgende Liicke: Di-geringe VS, LR, Kosten-geringe VS, DirektLeistung.
Knochenbruch

Es besteht keine Kfz-Versicherung,

Es besteht keine Rechtsschutz-Versicherung.

Es besteht keine Haushalt/Eigenheim-Versicherung.

Im Bereich Leben besteht folgende Liicke: Biometrie, Rente, Pflege,
Sonstiges.

Fur Maurice GGrosch haben wir keine Telefonnummer im System
gespeichert.

Vertrage

Beratung starten

Beratung starten

Beratung starten

Vertrige

Kund:in kentaktieren

UNIQA_Pega World 2026




Power users

38.8%

Used NBA >10 times within 10 months

78.6%

Used NBA at least once since roll-out
EVT sales agents with active portfolio
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ADOPTION
Reach & Frequency

6.5%

Used NBA >50 times within 10 months
Power users

38.8%

Used NBA >10 times within 10 months

78.6%

Used NBA at least once since roll-out
EVT sales agents with active portfolio




ADOPTION
Reach & Frequency

6.5%

Used NBA >50 times within 10 months
Power users

38.8%

Used NBA >10 times within 10 months

78.6%

Used NBA at least once since roll-out
EVT sales agents with active portfolio

g ]

Cross-selling

3

60 different NBAs across 6 categories




Invest in internal capability early
COE + Pega Academy reduced external dependency

Architecture discipline at scale
Reusable patterns & framework layers across domains

UNIQA - PegaWorld 2026



PEGA APPLICATION LAYER CAKE

Sales J { MVT [ <
CRM Option
CRMFW Elig FW SHUK | AGPW ~~------------=-
NBA Responses
UNIQA Org Layer ULP Base
Pega SAI Pega CSI

Pega Foundation for Insurance

PEGA INFINITY PLATFORM

UNIQA - PegaWorld 2026



CDH architecture

PEGA CDH target architecture design

. yr | ] ) . .
- - ‘gfkq l - ,‘.‘ - . PosigreSQL subnet .
: lasti h PEGA . . .
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: hazelcast . : — :
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. PVs for Pega DEVE environment . : - . Servers .
. compnents . . : . .
- N . Cassandra subnet .
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. compnents Men-Prod environment . - - # Cassandra .
- Application Gateway . - . . :
. o ) Azure ireveal N . Terraform State file subnet .
. Worker node subnet . Mo . : — .
. . . . . — .
- - - A - . Storage Account .
. witual Machine  Virtual Machine  Wirlual Machine  Virual Machine  Virtual Machine . N ExpressRoute Circuits . . Private Endpoint B
. . Private Endpoint subnet
Azure Openshift . .
® ¢ . < > .
. Private Endpoint .
v . Key Vaults .
o’ :
o’ —
. : —
Users N o
. Fi
Azure Devops Poliey Azure Entra D Azure Defender . P B E el
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IT PERSPECTIVE
» Performance needs continuous focus

> Invest in enablement early

» Scale through architecture discipline

> Stay fast — avoid over-customization

CAPABILITY DISCIPLINE SCALABILITY

PLATFORM MATURITY

‘ PegaWorld

UNIQA - PegaWorld 2026



L UNIQA

Thank you!

Q&A time
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