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2. Adapting in real time
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The five critical
components of CX

1. Elegant and painless interactions
Adapting in real time

Customers feel understood

0 BN

Relevant information is easy to find
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The five critical
components of CX

1. Elegant and painless interactions
Adapting in real time
Customers feel understood

Relevant information is easy to find

ST I RS

Consistent and connected
CX - across channels
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8,000

Disconnected Brains



$150M/year

(for every 10 million customers)






Modern engagement stacks

Integration challenges, missing a real-time brain

Campaign
management

e

Lead \ Content

management = management

~,

—— S

Paid Third-party
advertising warehouse data
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In Summary...

Great Channel Solutions
“Real-Time"” in Batches, Takes Hours
Segments Drive Personalization
Disconnected Inbound & Outbound
Hundreds of Data Integrations
Customer Gets Lost in Shuffle



Stack powered by Pega

One brain, CX adapts in real time

Campaign
management

+
> g
y

|

Pega Customer Lead Content
Decision Hub management management

Next best
action decisions
(<150 ms)

Paid Data Third-party
advertising warehouse data
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UPlus Bank Corporation [US] | www.uplusbank.com

Checking Savings  Creditcards Homeloan Auto loan Invest

How can we help today?
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() UPlus Bank Corporation [US] | www.uplusbank.com

L Bank

Checking

Disaster Alert:
Hurricane James

Mobile service
When our contact center call

volume is high, you can chat with
an agent in the mobile app.

Savings

Credit cards Home loan

The health and safety of our
customers and their families is
of the utmost importance. Have
you been impacted by the
recent events in Jackson

County?

Check available resources

How can we help today?

Self-service 24/7

Our online self-service portal
will recommend custom content
based on your needs.

Self-serve

Safety tips
Learn how to weather the storm

financially, and get back on your
feet as quickly as possible.

Auto loan

Invest

Welcome Amanda @
Start a chat
Request an extension
Find an ATM
Find a branch

Download UPlus app

Cardless ATM

Use your phone to withdraw cash
from ATMs when you don't have

your debit card on hand.

Learn more




U Bank Checking  Savings  Credit Cards Homeloan Autoloan  Invest

Walcome Amanda @

Disaster Alert:
Hurricane James

Mobile Service
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U Bank
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How Can We Help Today?

safety Tips

UPlus Bank

DisorRaiet Hurriane James

T nesin ara sty o umers an ner
et e g

Words With Friends
Peopie Amost s Smar A You

Pega Offers
Unfed ke, Sles,and Serice
o i




UPlus Bank
P e . UPlus Bank

Help When It's
Needed Most

U Bank vese S T o i e
weicome Amanda @

Disaster Aler ofteut e Fove D
Hurricane James g ; Fidan AT

UPlus Partners e G
With The American = 2

Red Cross

Find Resources

How Can We Help Today?

safety Tips
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U Bank

Disaster Aler
Hurricane James

How Can We Help Today?

safety Tips
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UPlus Bank
DisssorRoliet Horricane ames
Tranaan

and sty o o cusomers as e
i o s ot e

UPlus Communications

Words With Friends

People Amost s Smar.

. UPlus Bank

UPlus Partners
With The American
Red Cross

Help When It's
Needed Most

AgentPortal LX)
8 Home

Contact Information
Amanda Young )

Customer Summary.

sarase

WapUp




UPlus Bank

. UPlus Bank

Help When It's
Needed Most

AgentPortal LX)
8 Home

ContactInformation Customer Summary Relationship
Amanda Young |~ . _—

U Bank rds Homeloan Autoloan Invest

AT 9 Words With Friends

. n Extensi
Hurricane James = resiteens o e
= inda Branch

bHub oo

UPlus Partners

e i d B Transfer 13205
How Can We Help Today? With The American Rl
Red Cross o
i WrapUp

Next Best Actions

T
p—
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UPlus Bank

ettt @ UPlusBank

Help When It's
Needed Most

° AgentPortal LX)

8 Home

Contact Information Customer summary Relationship
Amanda Young -

U Bank CrecitCards Homeloan Autoloan  Invest.

Welcome Amanda
o Words With Friends

People Amost s Smart s You si

Disaster Aler ; =
Hurricane James = resiteens o Fidan AT

s

Finda bHub o

UPlus Partners

How Can We Help Today? With The American .
Red Cross o

Next Best Actions

T
p—

facebook

@he New ork Times

U+ Bank

Uplus:Bank
Travel Réwards
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U Bank eloan Autoloan invest

safety of our

&

l@ Disaster Aler e g

i Hurricane James ens
=

How Can We Help Today?

safety Tips

P eggy
Virtual Assstant

Amanda?

My new card hasn't arrived yet, but
for delivery

yesterday.

1 apologize for the nience. It
should arrive t acking
number is: 0056935

Thank you! PS ]

PegaWorldiNspire

Walcome Amanda @

Requestan Extension
Findan ATM
Find o Sranch
Download UPls App

My Top Actions
s where youl

Need
Shelter?
Search he
Ted cross

Cash Now?

Find the esre
e AT

UPlus Bank

Disster Rt Hurricane Jame=

Tre esin 3 st f o customrs ans
i o s e

SABR Newslottor

e vy gy s

StubHub

Pega Offers
dtarotn <

B vrruseank

. UPlus Bank

Help When It's
Needed Most

UPlus Partners
With The American
Red Cross

Find Resources

@he New ork Times

U+ Bank

News Quiz: Test Your
Knowledge of this
Headlin

Did

AgentPortal LX)
8 Home

Contact Information Customer summary Relationship
Amanda Young )

Avalable Tasks

Tranter razes
sdarac

wapup

Next Best Actions

ke Gard RetentonOfe (66%)
FRES—

Recommend App (129

AL IMAGES

Act Now

wuplusbank

cure your d rate. Simple
ayment options. No Fees. No

impact to your credit score. Choose
the option that works bast for you

Uplus:Bank
Travel Réwards



Via real-time, empathetic, next best actions

<

/ CommonwealthBank

achmea [©

Sprint

&

NatWest
6X +12 NPS 85% 50% 90% 29%
response over nearest NBA agent Net Promoter Propensity-to-call Discount
increase competitor save rate Score lift reduction reduction
Omnichannel Next best Real-time Proactive Inbound retention Inbound retention
personalization conversations omnichannel retention and cross-sell and cross-sell
20% increase Same-day 11 integrated 90-day go-live 40% reduction In 11% reduction in
balance retention hardship launch channels call center customer churn customer churn

35% fewer
impressions

250 models
one week

27% Increase In
digital cross-sell

15% reduction
in churn

5% increase In
Net Promoter
Score

55% increase In
service revenue

10-1 return on
investment

PegaWorldiNspire

300% increase
in conversion

41% web-to-CC
conversion

8x increase In
upgrades

62% increase In
cross-sell

$330M
incremental
revenue/year



Want more?

Download Pega’s Global Customer
Experience Study to understand the

four “false narratives” that are stopping The fOu r fa |Se

your organization from achieving CX .
excellence - and how to overcome them: narratives

* CX needs an executive sponsor of customer experience
* Technology alone won't save your CX

* More channels does not equal more
customer centricity

* Innovative CX requires innovative
analytics

https://www.pega.com/organizations-are-falling-behind-cx
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