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Customer service has never been more demanding

Sustained Higher ;
contact customer Disconnected
volumes expectations Channels

Constrained The Great
agent Resignation

availability
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Pega automates service
wherever it takes place for
amazing customer
experiences

PegaWorldiNspire



Workflow
automation
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Al-powered
decisioning

Powerful
low-code platform



Intelligently engage and seamlessly automate
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A co-pilot for every agent, in every conversation

Accelerate resolutions and simplify service for everyone
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Pega customer service key capabilities
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“The highest reference customer scores for
modeling and predicting customer behavior.”

“The best ability of any CRM vendor evaluated to
build, maintain and change complex use cases.”

Gartner
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Customer Engagement Center

FORRESTER

Digital process automation

Contenders

FORRESTER

Conversational app development
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First {pTech
ederal credit unior

85%

Reduction in
employee
licensing cost

60% reduction in open
and in-flight cases

40%
Reduction in AHT

100% improvement in
data accuracy of back-
office forms

Domestic wire transfer
process reduced from
105 to 5 steps
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(VIVAT)

92%

Reduction
in applications

12% increase in
customer satisfaction
scores

Migrated 3 CRM
systems to Pega in 9
months

80% reduction in AHT

38% improvement in
Straight-Through-
Processing

56%
Reduction
in AHT

Intelligent routing
across 400 offices

93% reduction in
inefficiencies across
cases

25% increase in
worker productivity

80% reduction in
case costs

80%

containment
of highest
volume inquiries

Launched web chat
program in 2 weeks

Automatically
resolved 30% of
incoming emails

Revolutionized claims
processes with
autonomous IVA

Accelerated email
response time with
Al-generated
suggestions
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79

clicks
eliminated

30 second reduction
in AHT

Internal costs
dropped nearly 100%
per move request

<6 months to
implementation

Lower costs and
faster time to
resolution

100

second drop
in AHT

11-point increase in
NPS score

<90 days for initial
delivery

50% decrease in
training time

10,000 users
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