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What about an g
Autonomous (

Enterprise? *
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The autonomous enterprise is a
self-driving business that has applied
artificial intelligence, automation and
workflow to the problems of

operations and Mmanagement

Chris MacFarland, Forbes 2020 . l' .
1
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Al

Artificial
Intelligence
Actionable
Intelligence
Augmented
Intelligence

Accepted
Intelligence
Always On
Intelligence
Autonomous
Intelligence




Al = Accepted Intelligence

Transparent
explainable to a
human audience

Unbiased

) Empathetic
fair and balanced ) )
for all groups act in the best interest of
the other

Accountable

traceable across training,
config, & deployment




Al = Autonomous Intelligence

Goals

Destination

Speed, safety, entertainment

Balances and tradeoffs Outcomes
{ Travel times and delays
@ + L Accidents and incidents

l Intermediate progress

Constraints

Rules of the road

Speed limits, traffic, convention

Policies and strategies




Al = Autonomous Intelligence

Plan
Generate
Predict

Decide Act

Memorize
Learn




Al = Autonomous Intelligence

2. -4

Deliver hyper-personalized experiences at scale
throughout the customer lifecycle - from engagement to service through operations

driven by Al, automation, & continuous optimization



The Autonomous Enterprise drives top level strategic goals

Hyper-personalized Intense focus on efficiency
engagement and margins

3 Increase productivity &
P ' “. . keep headcount static
\ . {@
" \ * “&

Maximize value & engage with empathy

95% of marketing, data & analytics
leaders say delivering relevant, real-time
customer engagement is a priority?

93% of customer service leaders say
fewer contact agents needed is an
- important goal in the next 3-5 years?

Seamless as-a-Service Agile everywhere

experiences

Innovate to deliver on top level
strategic goals

82% of Fortune 500 CEOs feel their
organization is effective at strategic
planning. And only 14% indicated to be
effective at implementing that strategy3

Accelerate service & eliminate friction

45% of business leaders feel that their
organizational dynamics have made their
day-to-day job more complicated*

[1] Pega Future of Engagement research 2022
[2] Pega Future of Service research 2022

[3] Forbes Magazine

[4] Pega Complexity research 2022



Becoming an Autonomous Car

MANUAL LEVEL 1
No Al/ Driver
automation assistance

The vehicle can

assist the driver

with speed / lane
position.

Occasional
self-driving

The vehicle can take
control of vehicle's
speed and lane
position in limited
settings

Limited
self-driving

The vehicle is in full
control in some
situations, informs
when to take control

Full self-driving
under certain
conditions

The vehicle is in full
control for the entire
trip in some
conditions

Full Self-driving




Becoming an Autonomous Enterprise

Which of the following describes where your organization currently is in the process of becoming
an autonomous enterprise?

Total 13% 21% 40% 25% 1% 1%

Enterprise ) 19% 1% 0%
ekl 12% 20% 0% 1%
Low Directional Simple Intelligent Don't Kno
Phase Autonomy Assistance Automation Automation FLll Aoy Not Sur

*Pega Research Study



Becoming an Autonomous Enterprise

Delivering superior experience and outcomes across engagement, service and operations

* Intelligent

Al is helping provide
guidance to humans
and automations.

- ™ Automated
) i Work is done by
= ‘ Managed systems, integrations,
i and robots.
. Manual, but there
K i
: nman d | isa standard,
: U anase i tracked, digital
i Manual & no visibility. No i lifecycle.
consistency, and no source :
of truth.

[»™ Autonomous

Self-optimizing Al &
automation are driving
workflows and decisions.







Becoming an Autonomous Enterprise

Delivering superior experience and outcomes across engagement, service and operations

Drive
real- time,
Persona

Customer
inter.
actions,

Autonomous engagement

Drive more personalized, relevant engagement with

at scale Al-powered decisioning that is:
Transparent, gives insight and audit into why it
made the decision it did

« Governed, combines seamlessly with business
rules and people

«  Trustworthy, monitored for responsibility
and effectiveness

Anticipate

Autonomous service

intelligently engage and seamlessly automate every
customer journey, transform your business one
customer journey type at a time - without
disrupting your existing systems

+  Assisted Service

+  Self-Service

*  Proactive Service

Align, automate, and optimize
your work across processes.

R

Autonomous operations

Drive automations which earn the best course
of action at every decision point across your
back-office - guiding employees and driving
work to done

* Align your workforce

*  Automate your back-office

«  Continuously optimize processes



Delivering superior experience and outcomes across engagement, service and operations

Savings Accounts Personal Loans

Autonomous engagement
Pega Customer Decision Hub

GenAl, Next Best Action, Value

Finder, Simulation, Customer
journey, GenAl

Autonomous service
Pega Customer Service

GenAl, Agent assistance, Self-service,
Automation, Voice Al, & Messaging Al

Autonomous operations
Pega Platform

GenAl, Workflow automation, RP
Process Al, Process mining

(
<

‘2/




Autonomous Engagement

Drive real-time personalized interactions

¢ C-Level * CLV-Optimized
» Trade-Offs » Portfolio KPI
« Value-Driven ¢ Auto-Experiment

« Compliance * Responsible Al
« Governance ¢ Risk Mitigation

Inte"'gent & « Relevance  Value
5 i « Empathy « Centralization
self Learn!ng « Decisioning ¢ Simulation
Al accelerates learning and « Arbitration « Adaptive

adaptation, increasing the o Feimr e « Transparenc
efficacy of automated initiatives ; %

* Rules * Journeys

« Scoring « Triggers

» Segments « Analytics

» Targeting « Campaign Mngt
« Suppression ¢ Test & Control

Level of Autonomy

Business Value




Autonomous Engagement

@ Gather and interpret relevant
customer and context data

® Recommend top n eligible NBAs,
ranked by P*V*L

© Capture feedback on click/response/conversion,
Update self learning models



Steer and optimize the impact of Next-Best-Action

PEGA Customer Decision Hub Search Q It @ cDHsample [Deveiomment (CA

Impact Analyzer

How is Next-Best-Action performing against a random action G ; How is Next-Best-Action performing against arbitrating by propensity-only

Well done. Next Best Action is delivering value lift and engagement lft
VALUE (within defined tolerance).

26%

[ crve]

Your levers are hurting your actions. Restrictive engagement policies are hurting your actions.

Recents

Your adaptive models are performing as expected.

e other Impact Analyzer te
improve engagement and




|dentify underserved customer segments to increase relevance, engagement and value

PEGA Customer Decision Hub Search Q it

Value Finder A ERIINTN

simulation Issue/Group  Under-served threshold

ValueFindeCustomerDB (5-1) or Createnew —— 99.4% propensity
&

e
shboard Completed (Run on 4/2/21 2:59 PM by CDH Sample Admin) Processed: 100,000

ario Planner

Value Finder Customer engagement (Z
. 100000 customers
Journey Visualizer

Next-Best-Action

Customers not passing the engagement policies and therefore not receiving any actions.
Supporting Decisions

UNDERSERVED = 46387
Content ) Customers receiving irrelevant actions only, as defined by the under-served threshold.

| weuseve JRUEEH
Intelligence
Customers receiving at least one relevant action.

Simulation Testing
Audiences

Data Recommendations
Identified recommendations to improve your customer engagement.

Population Recommendation Engagement

T
Recents Seeall s

57,608 "
Create more relevant actions or treatments UNDERSERVED Actions &treatments

19,234
Loosen suitability criteria for relevant groups and actions | winour actions | Suitability

1
Web_Click_Through_Rate gl Loosen applicability criteria for relevant groups and actions | wirhour actions | Applicability

Adapive Model

Data Flow Work item Shift to more empathetic arbitration settings

DF-Test4

Arbitration

“Train WhatCanlAfford Loosen eligibility criteria for relevant groups and actions Eligibility
Data Foy




|dentify problem areas and suggest better treatments for specific actions and audiences

PEGA Automated Enterprise

Pega’s Al has generated new suggestions to improve your messaging! Last run today at 12:10PM

Outcome or journey * Line of business * Actions * Customer type * Focus are

All Credit Card All Tech-savvy millennial Underserved populations

New insights  Accepted insights

~ n Create treatments for Gold Credit Card Action = TECH-SAVVY MILENNIALS ~ LOW PERFORMANCE
Pin
Pega Al has identified that tech-savvy millennials have a low response rate for this Action. We have

generated some treatments that will appeal to this customer type and increase acquisition. Remind me later|

Selecting “Progress to plan stage” will initiate the process to update this Action, where you can review, Dismiss

accept, reject, edit, or reconfigure the recommended content.
Recommended content configuration

Channels Email, SMS, Web

Principal @ Cialdini's principle of Authority, Cialdini's principle of
Tone @ Informal

Variants 2

Create treatments for Travel Credit Card Action  TECH-SAVVY MILENNIAL: BELOW AVERAGE PERFORMANCE (' # Progress to plan sta; )

Create treatments for Platinum Credit Card Action MIDDLE-AGED HEAD OF HOUSEHOLD  LOW RELEVANCE + Progress to plan stage

ns exist for your Mortgage > Acquisition journey stage plan sta

Need more Sales / Mortgage Actions MIDDLE-AGED HEAD OF HOUSEHOLD ~ LOW PERFORMANCE # Progress to plan sta;




Autonomous Service

Anticipate what customers need, before they need it

Responsive

. I [ Service | | Empowers | Reduce call
Service | | [ customers | volume & duration
I | I

WEB SELF-SERVICE

IPreemptive Proactive
| Service

IVR & CALL DEFLECTION

(1) Moment CALL CENTER
of need

MESSAGING
Optimize
efficiency

| Anticipate needs and Sense needs I I I
| events before they as they happen | 1 1

become service events  and engage Streamline Accelerate

processing resolution



Autonomous Service: Events

Detect issues from event streams and provide predictive, preemptive and proactive service

L2 PEGA

r

Customer

Update profile and
engage customer

\_ J
Account event handler D é Account event strategy D Field Service
Engage (field)
service
L J) L y L employees
é Network event handler h é Network event strategy h Network
Alert network
\, ) \, Y
4
Product
Alert product
managers
\, J




Detect issues from event streams and provide predictive, preemptive and proactive service

@ Review Maintenance Agreement

Maintenance Schedule

Group 5 Fields D > Refresh

Service Type Service Mileage Last Service Mileage H Status

Oil Change Complete
Brake Service Complete
Wheel Alignment Complete
Tire Replacement Complete
Transmission Service Complete
Fuel System Service Complete
Air Conditioning Service Complete
Oil Change Incomplete
Brake Service Incomplete

Wheel Alignment Incomplete

( Send Telemet

Recommended Services

Group Fields Den

Service i Reason i Service Description i PartsCost : t:::r i Labor : Total Cost

Brake service Detected hard braking events,...  Change brake pads, brake rotors, and brake... $600.00 $300.00 180 $900.00
Tire replacement Tire pressure low for 3 events Replace 6 tires $3,000.00 $450.00 540 $3,450.00

( Cancel )

L2 PEGA




Detect intent, automatically resolve or route first time right

rithews

GOVERNMENTIT SECURITY FINANCEIT TELCO BENCHMARKAWARDS i 3 N SUBSCRIBE Q

NAB sets software bots loose on its
email avalanche

Automatically extracting action items ~''@''@YSIHISHE gty

in 70 percent of cases.

of th
NABR scales up next ) 1 ents that units
best conversation to
3500 bankers

NAB pushes fast
of its new CRN Pega IVA o pull the 1ite f emails and ther

the righ hin the bank

L2 PEGA




Autonomous Service: Intelligent domain specific Q&A

Intelligent Q&A on Pega Documentation (closed domain Q&A showcase)

' S* & PEGA

Self-study Buddy

Don't hesitate to ask any questions about Pega Infinity™ v8.8 software suite.
The low-code platform for Al-powered decisioning and workflow automation.

¢Como puedo usar un modelo predictivo de AWS en Pega?

Para usar un modelo predictivo de AWS en Pega, primero debes crear un modelo en
AWS y luego conectarlo a Pega. Para hacer esto, sigue los siguientes pasos:

1. Crea un modelo de aprendizaje automatico en AWS.

2. En Dev Studio, crea un perfil de autenticacion para conectarte a tu instancia de
servicio en la nube de AWS.

3. En Prediction Studio, define tu servicio de aprendizaje automatico.

4. En Prediction Studio, haz clic en **Nueva** > **Modelo predictivo**

5. En el cuadro de didlogo Nuevo modelo predictivo, ingresa un nombre para tu




Autonomous Operations: Process Al

Optimize efficiency and effectiveness with self-optimizing decisions in workflow processes

Forbes

Life Inside The Self-Optimizing Al
Automated Company




Autonomous Operations: The Automation Sandwich

BUSINESS RULES Automated approval £

Business rule
driven
automation

Mindless approval

Difficult decisions

Mindless reject

BUSINESS RULES Automated reject

Automation Sandwich credits: Anthony Leonardi



Autonomous Operations: The Automation Sandwich

BUSINESS RULES Automated approval &
ADAPTIVE Al

Al learns

from human Mindless approval

decisions

Difficult decisions

Mindless reject

ADAPTIVE Al

BUSINESS RULES Automated reject




Autonomous Operations: The Automation Sandwich

61

BUSINESS RULES Automated approval

H umans ADAPTIVE Al
can focus
on difficult
decisions

Difficult decisions

ADAPTIVE Al

BUSINESS RULES Automated reject



Autonomous Operations: The Automation Sandwich

61

BUSINESS RULES Automated approval

Difficult ADAPTIVE Al

decisions

made easier

with Al Difficult decisions
insight made easier

ADAPTIVE Al

Automated reject

BUSINESS RULES




Optimize efficiency and effectiveness by infusing decisions in workflow and applications

* General process decisions
- Event stream processing
— Case and problem classification
— Forecast complexity & SLA
— Intelligent routing
— Decide on investigation
— Proactive escalation
— Predict durations & slippage
— Prioritization & get next work
— Next best step/resolution

— Predict likely outcome & other
events

* Use case specific decisions
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Pega Al Powers the Autonomous Enterprise

Plan
Generate
Predict

Decide Act

Memorize
Learn



SPEECH TO TEXT

TEXT ANALYTICS

PREDICTIVE ANALYTICS

EVENT STREAMS

PROCESS MINING

SENSE

| s | T
| | | e |
) | IR
| mawrzny | | e
| e |

o

Unlock the value of
your data

Tap into streaming info and
identify issues before they
escalate with with capabilities like
event monitoring, process mining,
speech-to-text, and natural
language processing

BUSINESS RULES

ADAPTIVE & ONLINE
LEARNING

DECISIONING

DECIDE

Drive outcomes
in real time

Evaluate data and actions, predict

outcomes, and make decisions in real

time using decision strategies,
machine learning, and
adaptive analytics.

SOFTWARE ROBOTICS

OUTCOME MEASUREMENT
& CONTROL

CASE MANAGEMENT

BUSINESS PROCESS
MANAGEMENT

Turbocharge how work
gets done

Turn intelligence into action to
work more effectively and deliver
better customer experiences with
self-learning workflows and
intelligent automation




Events: 100%
il
E] W = Q * v Cases: 100%

& Metrics

Count

3 Traces (1.22%)

< Activities (92.86%)

¢ Transitions (30.88%)

% Cases

Total: 81.54%
Relative: 81.54%

310

Filter on Case Interval (cases)
Between 2018-03-31 and 2018-04-29

Assigned (26.4k)

8 208039
nterval @

BPMN Fast Metrics

20.3k 162k 10hs33m
Top Traces

+ OTW =+ IP - SUC

» Replay Selected 0 traces of 903

2018-04-29
s -

24y188d

Y Filter ~

112k




Real-time dat... Filter Window Warnings Warnings Che...

Filter 1 Window 1 PreWarnings Prewarnings ...




CONTACT INFORMATION CUSTOMER SUMMARY RELATIONSHIP s s

Email kelly.wheeler@example.com Open cases 0 Churn risk Low

Insurance quote bill of sale attached

Wheeler, Kelly (kelly.wheeler@example.com) to: upluscz

June 9PM

I need to add a vehicle to my policy [lEREAas of [AIETIE] can you send over a quote? | purchased a used [T
See attached BOS and below for more details on this change.

2014 Honda  Civic RYINE": ) U9 BVIIIERS 56,287

Also, can you give me an update on when my policy renews? I'm interested in perhaps changing my coverage.

| really appreciate how responsive you have been in all this!

Attachments

m Motor_Vehicle_Bill_of_Sale.docx
Open




Decisions make Al real

What to inspect?

Who or what to approve?

Who to route to?

What is a good intervention?

What to ignore?

What's the problem?

What service to offer?

What is biased?

What or when to escalate?

What is suspect?

What is non compliant?

What is at risk?

What to prioritise?

What to investigate?

How to resolve?

Who is at risk?

What to promise?

Who is eligible?

D

DECIDE

§




D

DECIDE

Collect Claims Details i Claims Processing i Claims Disbursement -+ STAGE

CollectClaimInfo ClaimsProcessing ClaimsDisbursement

E CollectClaiminfo De HE N

Configure condition
-+ STEP Low Risk Claim

Set conditions (7)

High Risk Claim

PrObabIllty of Probability is less than or equal to v

+/- outcomes? and =¥

ClaimedAmount ~ is less than or equaltov 500
Personas & Channels

-+ PERSONA -+ PERSONA

Data & Interfaces

+ DATA + DATA

Claims Rejected + ALTERNATE STAGE

ClaimsRejected

Intent, i
2 . . - Best step / Likely
cogg:_i);lty Route? Investigate? Escalate? Slip? Prioritize? guidance? Outcome?




Next-Best-Ac D E CI D E

Define your Next-Best-Action Set outbound channel limits and Capture business rules which define Prioritize actions based on customer
business structures and customer suppression policies when actions are appropriate
states

Activate the channels and triggers
relevance & business priority that invoke Next-Best-Action

Arbitration

Customer relevance Business priority

X X

Propensity weighting Action value

<* Propensity (

Apply propensity calculated for every treatment (Recommended)

Context weighting @

Keys Value Issue / Group

CurrentPage account.html Acquisition / Credit cards

5] Action value @
Apply value for every action.

Business levers @

4[o Action weighting

Engagement ‘
Policy

NBA Taxonomy Constraints Arbitration Channels




Adaptive models predict outcome success,
Decision Strategies combine models and rules to power decisions

Models  Predictors self-learning models predict outcome success

Filter

Direction | Inbound

g Strategies encode priorities,,
rules & policies

L @ Enrich NBA
o IS
Property

Eligibilty fiter PO et contert
' ! ‘ = [
Fiter Oata mport

Q Import History
Iteracton [
History

D

DECIDE




Adapth

Completed

Adaptive modet

Completed

efault_in
Adaptive model

Completed

1272321 10.

1222421 7:36 AM

1222121 7:36 AM

Adaptive model

Completed

Adaptive model

Completed

Adaptive

Completed

12122121 736 AW

enter Accep

Adaptive modet

Compieted

\daptive model

‘ompleted

\daptive model

‘ompleted

L

12/22/21 736 AV

Actions New

Adaptive model

12722121 736 AM

etaul_Outbaund,
Adaptive model

12722121 7:36 At Completed

StepSof 6

Precuctive model

12/22/21 736 AM 0 buld 12722721 644 AV

DECIDE




Al-generated workflow
Template to kickstart
development

Loan Application

Primary Stages
Stage Name

~ Submission
tage Name
Submission
Gather all necessary documents
Fill out the application form
Submit the application

~ Verification

Verify the submitted documents

Check for accuracy of the application form
Confirm the eligibility criteria

& Approval
Funding

+ Add item

Cancel




Pega Al Powers the Autonomous Enterprise

Plan
Generate
Predict

Decide Act

Memorize
Learn



Become an 0
Autonomous Enterprise!

Tomorrow 2pm: Mapping the Al Landscape on GenAl *

PegaWorldiNspire




\

PEGA
PegaWorldiNspire

Pl



