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Matt Nolan
Pegasystems

• Head of Marketing
Pega Decision Sciences Division

• MarTech, Adtech, Decision Management

• Former analyst & Data Scientist

• Former General Manager of Blackbaud 
National Data Corporations

• Financial Services, Communications, 
Retail Markets

@NolanMatthew

https://www.linkedin.com/in/nolanmatthew

https://twitter.com/NolanMatthew
https://www.linkedin.com/in/nolanmatthew


Product Marketing Manager
Pega Decision Sciences Division

• 1:1 Customer Engagement

• Former Research Analyst & Marketing 
Consultant, Aerospace Sales

• Marketing Investment Strategies, Channel Mix, 
Resource Allocation & Go-to-Market Execution

• Insurance, Healthcare, Manufacturing, 
Hospitality

@aleclair_PEGA

https://www.linkedin.com/in/andrew-leclair

Andrew LeClair
Pegasystems
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https://twitter.com/aleclair_PEGA
https://www.linkedin.com/in/andrew-leclair/


Product Marketing Specialist,
Sales Automation

• Customer Engagement, Partner Relationship 
Management (PRM), B2B & B2B2C Technologies

• Formerly Product Marketing at TechTarget

• MBA, Clark University 

• Anti-Defamation League Associate Board

@Reb_IMiller

Rebecca Miller
Pegasystems
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https://www.linkedin.com/in/rebecca-miller-
15134172/

https://twitter.com/Reb_IMiller
https://www.linkedin.com/in/rebecca-miller-15134172/


The Vision For 1:1 Customer Engagement

BusinessCustomer

DMP

Consistent

Contextual

Timely

Relevant Sales

Service

Retention

Risk



Customer Decision Hub™
The Single Decision Authority

Next-Best-
Actions
(100 ms)

Data About 
Customer

Information Insight Action

What’s In Their
Profile?

What Data Has
Streamed In?

What Is Their 
Propensity?

How Much Is
That Worth?

How Have They 
Behaved?

What Are They
Eligible For?What Strategy

Do We Use?

Which Action
Do We Use?

What Is 
Their Context?



Which strategy fits 
their situation?

No-Action
(otherwise)

Sales
(if profitable sale likely)

Nurture
(if engagement low)

Retention
(if churn likely & CLV high)

Service
(if service issue exists)

Contextual Decisions
For Each Customer



Next Best Action Decisions (P*V*L)

Potential Actions for Angus P
Propensity

V
Value

L
Lever

Action ($)

Offer: Fixed Rate Mortgage Loan 63% $894 0% $473.82

Offer: 5% Cash Back Card 81% $507 +10% $574.22

Offer: Adjustable Rate Mortgage Loan 23% $409 -10% $84.66

Service: Update Email 86% $32 0% $27.52

Service: Travel Notification 26% $85 0% $22.10

Retention: Travel Bundle 31% $1499 +20% $557.63

Retention: Waive Annual Fee 1 Year 49% $185 +20% $108.78

Nurture: New Mobile App 7% $126 0% $8.82

Next-Best-Action
What Is It Worth?

Will They Accept?

Real-World Adjustment



High-Value Interactions
Across the Customer Lifecycle

Profit ($)

Time (Months)

$0

Revenue

Revenue Lift

Cost

Cost Relief

Nurture
Triggered Reminders

Stimulate Engagement & 
Product Utilization, 

Increase NPS

Manage Risk
Propensity-Driven 

Messaging Decreases
Collections Costs, 

Write-Offs

Service
Pre-Emptive Nudges 

Help Customers Avoid 
Major Issues, Decreases 

Service Costs

Service
Relevant Content 

Increases Self-Service 
Adoption, Decreases

Service Costs

CLV
Impact

Grow
Propensity-Driven 

Triggers Increase Relevance, 
Cross-Sell Conversion & 

Share of Wallet
Grow

Personalized Bundles 
Expand Revenue, 

Mitigate
Revenue Erosion

Retain
Real-Time 

Recommendations Save 
Customers with 
Fewer Incentives

Retain
Pro-Active Offers 

Lock-In At-Risk Customers, 
Before Issues Escalate, 
and Customer Leaves

Acquire
Personalized Bundling

Increases 1st Transaction
Revenue & Margin

Acquire
Lookalike Modeling 

Increases Conversion, 
Decreases Acquisition Costs
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Customer 
Decision Hub 

Marketing

Sales

Service

Today’s Conversation
How do we bring everything together into
one connected experience?

• Paid Platforms

• Digital Channels

• Outbound Marketing

• Sales Desktops

• Contact Centers

• Retail Locations

• Machines & Devices



How can AI help us 
early in our customer 

relationships?
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Source: Luma (2018)

68% Digital Ad Spend
Google & Facebook



The Critical Shift in Paid

Traditional

Manually Segment & Pull

Data Management Platform (DMP)

3rd Party Data & Cookies

Days To Onboard

Disconnected Experience

1

2

3

4

5

Next Best Action

AI-Generated Audiences

Direct Integration (S2S)

1st Party Data & PII

Minutes To Onboard

Connected to EVERYTHING

1

2

3

4

5



+
Add to Story Malcolm Young Brian Johnson Phil Rudd

U+ U+ Bank
Sponsored

Zero Foreign Transaction Fees plus 50,000 Bonus 
Uplus Rewards Points. 

Uplus Bank
Travel Rewards

●●●

1.7K 248 Comments  547 Shares

Best travel credit card

AY

U+ Bank Credit Cards | 
Compare Travel Rewards

www.uplusbank.comAd

Travel Rewards Card
50,000 Bonus Uplus Rewards
Apply From Your Phone

Zero Foreign Transaction Fees. 
50,000 Bonus Uplus Rewards 
Points. Use points for flights, 
hotels, car rentals & more! No 
Booking Restrictions. No Blackout 
Dates. 0% APR until 2020

Personalize
Your U+Bank Card

Personalize

Later

Never!

mastercardANGUS YOUNG
6534 8792 0991 1321

News Quiz: Test Your
Knowledge of this Week’s
Headlines
Did you stay up to date this 
week?



How do we use AI 
to connect our 

digital channels?
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of Customers
Wont (re)purchase 
unless experience 

is personalized

16
Source: Episerver (2017)

98%



The Critical Shift in Web

Traditional

Static Experiences

Segment-Driven

Rules & Collaborative Filtering

Tag Management

Cookie-Based Re-Targeting

Next Best Action

1:1 Actions & Treatments

Adaptive Machine Learning

Real-Time Decisions (<100 ms)

Streaming Big Data

Integrated Strategies

1

2

3

4

5

1

2

3

4

5
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U+

Uplus Bank Corporation [US] | www.uplusbank.com

UBank

Peggy S. Tems

1234 5678 9012 3456

+

U+ Bank

Credit Card, Banking

UBank

Peggy S. Tems

1234 5678 9012 3456

+UBank

Peggy S. Tems

1234 5678 9012 3456

+

Find the right credit card

Learn more

Checking Savings Credit Cards Home Loan Auto Loan Invest

Welcome
Username

Password

Remember me

Forgot username/password?
Not enrolled? Sign up now.

Sign in

Choose what works for you

Auto
Get your 

estimated rate

Home
The right mortgage for 

the right home

Savings
Take the 1st step 

towards your goals
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U+

Uplus Bank Corporation [US] | www.uplusbank.com

U+ Bank

Credit Card, Banking

Lock in your rate 
with a 30-Year 

Fixed Rate Loan

Checking Savings Credit Cards Home Loan Auto Loan Invest

Mortgage Calculator
Find out how much 

you can afford

Preferred Rewards
Check our your 

personalized offers

Planning to Flip?
Our HELCO options 
have no annual fees

Accept Offer

Go Paperless

Customize Card

Online Wallet 

Refer A FriendPrequalify in minutes

What can we help with?



How do you use AI 
to drive the 

seller experience?
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Of Reps Suffer From
Information Overload

21
Source: CSO Insights

90%
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Traditional SFA has been about 
what sellers put into the system

Not what sellers got out of it



Critical Selling Blind Spots

Traditional Blind Spots

Digital Engagement

Lead Quality

Quota Attainment

Likelihood to Close

Timing & Tactics

AI Sales Insights

Next Best Actions and Offers

Lead Scoring

FutureCast

Opportunity Insights 

Guided Selling 

1

2

3

4

5

1

2

3

4

5
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TMason
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68
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Bringing to Life on Mobile 

29

Opportunity Insights Next Best Actions 
and Offers 

Lead Scoring Sales FutureCast



How do we use AI 
to power the 

service experience?

30



Of Service Interactions
Will Be AI-Powered

By 2020

31
Source: Gartner (2018)

85%



The Critical Shift in Service

Traditional Service

Digital Chaos 

Wait Until Call

Selling Is Painful

Scripted Interactions

One Size Fits All

AI-Powered Engagement

Self-Service Empowered

Pro-Actively Retain

AI-Triggered Cross Sell

Contextual Recommendations

Empathetic Service

1

2

3

4

5

1

2

3

4

5
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How does AI trigger 
outbound channels?
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The Average Campaign
Response Rate

38
Source: CSO Insights

<1%



The Critical Shift in Outbound

Traditional

Batch Campaigns & Segments

Offers & Product Pushing

A/B Testing

6-12 Weeks

1% Response

Always-On

AI-Triggered 1:1 Engagement

Service, Retention, Nurture

Integrated Machine Learning

< 24 Hours

6X Response Rates

1

2

3

4

5

1

2

3

4

5



UPlus Banking
Security Alert
Angus, did you spend $985.67 at Uplus Cupcakes? If not, 
we’re here to help. We’ve got you covered with Uplus 
Liability Protection.

UPlus Communications
Design Your Personalized iPhone X
If you want it done right, sometimes you have to do it 
yourself. Now at upluscomms.com, you can design your 
own new iPhone X – the way YOU want it.

SABR Newsletter
Lifetime Achievement Award
Angus, we’re happy to inform you that you’ve been 
nominated for the Lifetime Achievement award, by your 
peers at the Society for American Baseball Research.

Words With Friends
People Almost As Smart As You
We know, you’ve dominated every game you’ve played for 
the last 5 years. You’re 245-0 against ranked opponents. 
But we’ve found your next challenger, and this time….

StubHub
Boston Celtics Tickets, In Your Section
We know that you only love the BEST seats in the Garden, 
so when we find them, we send them to you first. As a VIP, 
you can watch tonight’s game against the Lakers in style…

Pega Offers
Unified Marketing, Sales, and Service
Never heard of Pega? Well, you have now. Pega offers the 
world’s only real-time interaction management platform 
that was built from the ground-up to support CRM

Just Now

2 Hours Ago

2 Hours Ago

Today

Today

Yesterday

Tips to Protect
Your Information

Stay Safe
Out There

Dispute Charge Now

Wasn’t 
you?

Angus, 
We're letting you know that we've 
detected some unusual activity on 
your UPlus Bank credit card. For 
your security, please verify the 
following:

• Approved transaction at 
UPlus Cupcakes for $985.67 
on 05/30/19



UPlus Banking
Travel Tips for You
Angus, before you hit the road, check out these helpful 
travel tips – just for you!

UPlus Communications
Design Your Personalized iPhone X
If you want it done right, sometimes you have to do it 
yourself. Now at upluscomms.com, you can design your 
own new iPhone X – the way YOU want it.

SABR Newsletter
Lifetime Achievement Award
Angus, we’re happy to inform you that you’ve been 
nominated for the Lifetime Achievement award, by your 
peers at the Society for American Baseball Research.

Words With Friends
People Almost As Smart As You
We know, you’ve dominated every game you’ve played for 
the last 5 years. You’re 245-0 against ranked opponents. 
But we’ve found your next challenger, and this time….

StubHub
Boston Celtics Tickets, In Your Section
We know that you only love the BEST seats in the Garden, 
so when we find them, we send them to you first. As a VIP, 
you can watch tonight’s game against the Lakers in style…

Pega Offers
Unified Marketing, Sales, and Service
Never heard of Pega? Well, you have now. Pega offers the 
world’s only real-time interaction management platform 
that was built from the ground-up to support CRM

Just Now

2 Hours Ago

2 Hours Ago

Today

Today

Yesterday

There’s nothing worse than 
getting to your vacation 
destination, and having your card 
get declined.

Here are three tips to ensure you 
stay safe and secure while 
traveling outside the US.

See Travel Tips

What To 
Consider

Authorize Card

Traveling
Internationally?



Let’s Count The Use-Cases…

Lead 
Scoring & 
Routing

Next Best 
Sales Action

Win / Stage 
Probability

Quota
Attainment
Projection

Service
Likelihood

Pre-Emptive
Service

Customer
Self-Service

Intelligent 
Routing

Contextual
Triggers

Multi-Touch
Streams

Benefits
Notification

Rewards
In Reach

Churn 
Scoring

Retention
Offers

Discount 
Budgeting

Journey
Visualzation

Geo-
Fencing

Next Best 
Offers

Next-Best
Treatments

Next Best 
Add-On

In-Market
Modeling

LTV
Projection

Personalizd
Bundles

Bundle 
Negotiation

Risk
Scoring

Strategy
Simulation

Offer
Suppress

Debt 
Collection

Direct
Platform

Integration

Next Best 
Action

Audiences

Lookalike 
Modeling

Automated
Updates

Acquire Convert Nurture RetainService Cross-Sell Upsell Mitigate

Interaction
History

Adaptive
Learning

Event 
Processing

Decision
Arbitration

Analyze

Customer 
Decision Hub 



1:1 Customer Engagement

• Web Personalization

• Agent Intelligence

• Always-On Outbound

• Paid Media

• Real Time Data Streams

• Data Science

• 1-1 Operations

Customer Service
• Next Best Action

• In The Chat 

• Agent Desktop

• Real-time AI

• Dynamic Case Management

• Robotic Desktop Automation

• Pega Call

Sales Automation
• Opportunity Insights

• Leading scoring

• Guided Selling

• Next Best Action and Offers

• Intelligent Virtual Assistant 
for Email

• Sales Chatbot

• Partner Relationship 
Management

In the Tech Pavilion
See a Demonstration

43



Sell smarter and create 
dynamic sales processes. 

Or get a free 30-day trial

44

https://www1.pega.com/sales-automation-trial
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