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We all know The secret is that

Change is hard Delivery matters

The key to successful transformations

Right answer
(solution)

60-80%

...of transformation programs fail Right delivery
to deliver on expected results, no (outcomes, technology, capabilities)
matter whom you ask

o Source: Bain, BCG, McKinsey and Co, PWC
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A view from MIT's CISR research of 1000+ organizations

=
Choose Your Pathway to Future Ready @msn
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Choose a Pathway

Where are you today?
What is your digital disruption threat level?

1. Follow Pathway 1 if your Customer
Experience is ok and threat is not high.

. Can’t wait to improve your Customer
Experience or facing the threat of new

TRADIT competitors? Follow Pathway 2.

Operational Efficiency . Can’t wait to improve customer
experience but a few initiatives will make

r a big difference (e.g., a great app)? Start
' , with those and then focus on operations
and repeat in small steps on Pathway 3.

18% ZGA! . High threat and can’t see a way to change

the organization fast enough? Follow
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Secrets of success

The 4 "Must Dos” for a successful transformation with Pega Customer Service

1.Customer First
2. Focus on Business Outcomes via strong Business/IT collaboration
3.Focus on Reuse

4.Governance

D B

Unified Al & Transformation
Automation without Disruption

Customer Journey
at the Center
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Customer first - business outcome focused

Al and decisioning, process automation and case management.
E[ Focus on your outcomes and business logic.

@ Homegrown
Legacy

DBs/Apps :
i "

31 party
Systems

E

Rogue low-code
apps & RPA

Microsoft
Dynamics

Al & DECISIONING

DDD LIVE DATA €360

WORKFLOW AUTOMATION

& LAYER CAKE™ * . -
] g
- o
Customer First Pega Customer Service at the Core Real Outcomes .
////éustomers get serviced across all Providing exceptional experiences via Transformation without Disruption
e your digital channels with DXAPI workflow automation and Al Decisioning
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Enterprise Process Visibility
with Process Fabric

Distributed Applications
Running in Local Geographies

. =

Connected to Local &
Enterprise Data

Common Rules
and Processes 6 gm@
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Proactive. Transparent. Lean.

Executive
Quarterly review with executive
sponsor(s) and program managers

Executive Governance Overview

Monthly alignment across
programs and stakeholders

Project
Biweekly collaboration across teams
to sync on status and priorities

Team
Daily meeting to measure progress,
address blockers, and mitigate risks
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Begin your Pega transformation journey today ...

Read up more about MIT CISR's research

See Pega Customer Service in Action on Pega.com:
— Aflac - Creating the “Workforce of the Future”
— Great American - Making Annuities Simpler

Additional sessions at PegaWorld iNspire 2022:
— Booking.com’s Keynote on customer service transformation with Pega
— First Tech Federal Credit Union on their success with Pega

If you're interested in learning more, contact your Pega Sales team or reach out to
Michelle or Rahul at:

- Michelle: Michelle.Lagna@pega.com
— Rahul: Rahul.Ashok@pega.com

PegaWorldiNspire


tps://pega.com/mit-cisr
https://www.pega.com/insights/resources/aflac-creating-workforce-future
https://www.pega.com/insights/resources/great-american-makes-annuities-simple-pega-customer-service
mailto:Michelle.Lagna@pega.com
mailto:Rahul.Ashok@pega.com
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