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Embedding Al within your entire organization

Pega weaves Al across all offerings

Industry solutions

Business solutions
1:1 Customer Engagement
Why Al? Empathic

engagement optimizing
experience and value

Cross-offering technology e
platform Al capabilities Decisioning

PegaWorldiNspire

Intelligent Automation

Why AlI? Don't just automate
work, optimize business and
customer outcomes with
augmented process
intelligence.

Predictive Event
analytics processing

Customer Service

Why AI? Make customer
service more proactive by
anticipating customer
needs and service outcomes

Voice &

Busines rules Speech-to-text




Continuous improvement
The three phases

Automate Analyze

‘ Optimize '
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Continuous improvement
Powered by Pega

Pega App Studio

Rapid, Center-out™ configuration of
process automation applications.

Low-code workflow
Digital experiences
Chat & email bots
RPA

Automate Analyze

Optimize

PegaWorldiNspire

Process & Task Mining

Real-time, Al-driven process
discovery and analysis.

Task mining

Process optimization
Process analysis
Process monitoring

Pega Process Al

Always on, real-time self-optimizing
workflows and decisions

Predictive learning

Decision Management
Natural Language Processing
Event stream triage
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Automating insurance processing

PEGA Insurance Application
New New: Insurance App

Dashboard . .
~ Personal details of claimant

My Work Customer ID * Cc-1001

Claim type * Autoclaim v

Pulse
TPAID UHID123456

SR Policy number * | P-223344

BeiET S Sum insured $5,000.00

Name * John Paul
My Teams
’ Phone number * 9900999000

Reports Address * 979 Rockville St. Indiana, PA 15701
Tags

Following ~ Claim history
Number of past 4
claims

No-claim bonus 9

~ Details of vehicle insured

Registration ADMX-123
number *

Chassis number * | SA111523663855666N
Recents

Engine number* = EN0005553361225
Insurance App

1112231 Vehicle model * Honda CR-V

Insurance App .
Pr Cancel ) L ) Submit
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Automating insurance processing

Pl APP STUDIO ~  Application: Insurance Application Preview ®@ 0O % & DEVELOPMENT
@ ¢ Case typeiinsurance App Save

Overview Workflow Data model Views

) Case life cycle
Case types e

Claim Information Claims Processing Claims Disbursement

E Collect claim information n Risk evaluation E Claims disbursement
Channels

Low risk claim
=3

Users High risk claim
{@} FIGURE P

Settings

Personas & Channels

+ PE

Data & Interfaces

+ DA +

Claims Rejected + A

Claims Rejected

PegaWorldiNspire



|dentifying the bottlenecks

A& pEGA

Bl m B L = v

L~ Metrics
Average Duration

3¢ Traces (100.00%)

& Activities (100.00%)

« Transitions (100.00%)

% Cases

Total: 37.56%
Relative: 100.00%

Q Zoom

PegaWorldiNspire

Events: 39.51%

Filter on Case Interval
Cases: 37.56%  Between 2022-03-05 and 2022-03-31

Filter on Traces (cases)
Intake - Review — Investigate — Adjustm...

®

BPMN

# Home

EDT

P.TREE Fast Metrics

Cases

246k  207.8k

Top Traces

Sort: |¥ Descending

INT = REV > INV > ADJ = APP —= PRO — APP

INT > REV > INV —> ADJ > APP_ | 5.50k

INT - REV — Mi - REV — INV .| 5.48k

» Replay

of Control Panel

B 202203.05- 20220331
merval

Avg. Duration

17d17hs

Total Duration

1194y287d

Y Filter v

136k

Selected 0 traces of 3

& Hi, Jason Henline

+




Drill in to understand the impact

A2 PEGA # Home <2 ContolPanel & Hi, Jason Henline
AL Wi B O & v Events: 30.51%  Filter on Case Interval (cases) Fﬁrun‘llunf(uu:ﬂ . - eor B 20220305 022033 v
Cases: 37.56%  Between 2022-03-05 and 2022-03-31 Intake - Review — Investigate — Adjustm... L —

v PERFORMANCE Slow Transitions

o Slow Transitions

= Reworks

. on from Review to Investigate a

@ Summary

 CONFORMANCE Affected C Average Case Duration

© Model Violations 17d17hs ki

4, Undesired Activities 1

€ Summary 8d20hs

4d10 Ga to transition

~ SIMULATION el
A 124 s ’

. Whatif 24.6k / 24.6k 0s0ms Affected Non-affected

REERCHLHEINE) 100% of total cases Avg. duration: affected cases vs. non-affected cases % Dism
«Ib Side-by-side Comparison
w SOCIAL

Activities ans from Investigate to Adjustmen
~ ADVANCED
@ Root Cause
e 1 Approval to Processing affe
& Transitions

w PROCESS

N Adjustment 10 Approval 0 138y315d

l&a  Overview

from Processing to Approve
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Creating a prediction

Pl PREDICTION STUDIO ~ Application: Insurance Application

# < Prediction: Claim Success

Predictions

Settings

mmit DateTime
eD
erator Name

(0  Native S annel

) Back to Pega App Studio

PegaWorldiNspire

ve DateTime

Select data

Prediction configuration

Select predictors

— e @

Which fields should be used as predictor?

T Field type

Text

Date Time
Date Time
Text

T

Date Time

Predictor type

W

earch

4

@ %

DEVELOPMENT

Actions ~




Adding a prediction to a case

/% APPSTUDIO ~  Application: Insurance Application

@ ¢ Case typeiinsurance App

b crall 7 7 Predictions

B t s Prediction Objective
Channels
< Insurance App

Claim Su

{@} S i -:. e ‘l’,r‘
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lo O % €

Data object

DEVELOPMENT

Save




Using Al to self-optimize a decision

Pl APP STUDIO ~  Application: Insurance Application Preview ®@ 0O % & DEVELOPMENT
@ ¢ Case type: Insurance App Save
Overview Workflow Data model Views

) Case life cycle
Case types e

en
stom condition

Claim Information
X

E Collect claim information
Channels

Group ANDs

Low risk cli

2
A oA ClaimedAmount ~ than or equal to v
=g High risk cl
and v
{é‘)} obability hd r than or e
Settings

Personas & Channels

+ PE

Data & Interfaces

+ DA +

Claims Rejected + A

Claims Rejected

E Claims rejected

TEP
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|dentifying the improvement

A2 PEGA # Home ©f ControlPanel & Hi Jason Henline
E W B L & v Events: 59.15%  Fiiter on Case Interval (cases) Filter on Traces (cases) o & i3] 2022-04-02- 20220502 "
Cases: 61.31%  Between 2022-04-02 and 2022-05-02 Intake — Review — lnvestigare — Adjustm._. L —

BPMN P TREE (2]

ion Total D

14d4hs  1563y130d

g

Y Filter ~

16.7k

» Replay
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Continuous improvement
Powered by Pega

Pega App Studio

Rapid, Center-out™ configuration of
process automation applications.

Low-code workflow

Digital experiences

Chat & email bots
RPA Automate Analyze

Optimize

PegaWorldiNspire



Continuous improvement

Powered by Pega

Pega App Studio

Rapid, Center-out™ configuration of
process automation applications.

Low-code workflow
Digital experiences
Chat & email bots
RPA

PegaWorldiNspire

Automate Analyze

Optimize

Process & Task
Mining

Real-time, Al-driven process
discovery and analysis.

SR NC
\jﬁ' Tk
Task mining
Process optimization

Process analysis
Process monitoring




Continuous improvement
Powered by Pega

Process & Task
Pega App Studio Mining

Rapid, Center-out™ configuration of Real-time, Al-driven process

process automation applications. discovery and analysis. @[}@

Low-code workflow

igital ] Task mining
Digita experiences Process optimization
Chat & email bots Process analysis
RPA Automate Analyze Y

Process monitoring

Optimize

Pega Process Al nge

1010100

Always on, real-time self-optimizing

workflows and decisions D)
Predictive learning

Decision Management

Natural Language Processing

Event stream triage

PegaWorldiNspire



Want to learn more?

Check out

Intelligent Automation iNnovation Hub

Visit

https://www.pega.com/technology/process-ai

PegaWorldiNspire
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