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AI will drive profound advantage.
Where will GenAI add the most value?



Left-brain AI Right-brain AI

LOGICAL Creative



Do More
Make every employee your 

best employee

Envision More
Design your future

business flows in minutes

Build More
Reduce development 

effort drastically

How will you put limitless creativity to work?
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Scaling knowledge, 
expertise & productivity 

is no easy task. 

…What if every employee 
could be your best employee?



Early adopters are 
learning fast

34% 14%

Research for 5,179 customer support agents Generative AI at Work, Erik Brynjolfsson, Danielle Li, and 
Lindsey R. Raymond, NATIONAL BUREAU OF ECONOMIC RESEARCH 1050 Massachusetts Avenue 
Cambridge, MA 02138 April 2023, revised November 2023

Improvement in call resolution for 

novice and low-skilled workers; 

14% improvement for all agents

- National Bureau of Economic Research

34% New & 
Low Skill 
workers

Tenured & 
High Skill 

workers



Drive consistency, efficiency and empower your employees  

Immediately understand  the 
context of a case

Quickly adapt to product, 
regulatory and market changes 

Instantly unlock answers trapped 
within webpages and PDFs

Always know the next best step 
to take

Easily handle the volume & 
variety of inbound requests

Get it right first time 



“What policies & 
procedures do I 
need to follow?”View summary

“How should I 
process this 

assignment?”View answer

with Pega GenAITM

“What are the details of the 

regulations that apply to this 

region?”

Generated with GenAI

Dear Ms. Rowan,

Thank you for your inquiry regarding the tree removal process in Clackamas 
County. You have the following options:

1. Obtain an emergency tree removal permit if you can demonstrate a danger to 
you or your property.

2. For trees smaller than 8 inches in diameter, use an expedited Type 1 
applications.

3. For larger trees a Type II application is necessary. This includes a

See Clackamas_Country_Tree_Removal.pdf for additional information.

Scales expertise by directing employees 
with AI-powered guidance based on 
your specific best practices & policies. 

Connects employees with instant 
answers from disparate data sources via 
an easy-to-use conversation interface.

Turns GenAI-powered conversational 
prompts into reports that tell a cohesive 
story and inform high-impact action.

Enhances employee productivity by 
automating manual work like composing 
emails and chat

Pega GenAI CoachTM Pega GenAI Knowledge BuddyTM Pega GenAI AnalyzeTM Pega GenAI AutomateTM

Make every employee your best employee

Scale 
expertise

Gain instant 
knowledge

Make data 
work for you

Focus on what 
matters

Ask your workflows Ask your documents Chat with your data Automate tedious tasks



Configure Pega GenAITM Coach for any Case Type with specific instructions and data sources

11

Pega GenAI Coach for any Case Type

Sales Coach

Coach Sales executives on managing opportunities

Case Summary Coach 

Guide employees to complete work



Pega GenAI CoachTM
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Pega GenAI Knowledge Buddy use case

Empower Customers
With concise, contextual answers across channels

Guide service agents
With instant AI-powered answers

Increase back-office productivity
With quick-to-find knowledge and guidance



Pega GenAI Knowledge Buddy



Extend Pega GenAI Knowledge Buddy  across interactions

16Footer or citation

AUTOMATE ANSWERS ACROSS VOICE AI & MESSAGING AI

• Detect questions - Utilize GenAI to 
detect questions across Voice & 
Messaging conversations

• Eliminate question prompting –
Reduce manual typing and data 
prompting with contextual answers in 
real-time 

• Auto generate answers from 
Knowledge Buddy to customers over any 
channel 



Built for the Pega Ecosystem

Seamless integration with your Pega investments

Delivers Answers & Drives Action

Bridge from Q&A to launching actions to get work done

Built for the Enterprise

Create fit-for-purpose buddies across the enterprise

Total Visibility and Governance

Ensuring full traceability and audit trail 

The Benefits with Pega Knowledge Buddy
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Explore Data with GenAI

Pega GenAI Analyse - Anyone to become a brilliant analyst

Get actionable insights fast 
and promote self-service

• Explore data using 
natural language 

• Leverage AI 
suggestions as 
starting points

• Improve your time 
to value
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GenAI
Automate

Compose emails & 
messages tailored to 
the customer

Generated with GenAI

Draft an email to this 
customer detailing a 
home insurance quote.



GenAI
Automate

Suggest a chat reply 
based on the context 
messages tailored to 
the customer

Suggest a chat reply 
to the customer 
around a teen 
checking account
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Design your future
business flows in minutes

Do More
Make every employee your 

best employee

Envision MoreBuild More

How will you put limitless creativity to work?

Reduce development 
effort drastically



…what if you could double 
developer productivity?

Demand for developer 
skills is higher than 
ever… and growing.

U.S Bureau of Labor Statistics. 



Accelerate workflow development with Pega GenAI AutopilotTM

Turn ideas into enterprise-grade low-code apps

Test & deploy
Use Autopilot for: 
• Automated test scenario creation and 

execution.
• Documenting application functionality.
• Automating deployment to production 

through CI/CD pipelines

Continuous Learning
• Instantly access technical guidance for 

building in Pega.
• Obtain specific insights into your app 

architecture instantly.

How do I build a Chat Bot?
Here are the steps you’ll need to follow: design the 
conversation flow, train the chatbot, and integrate with 
channels.

Start

Build & change
• Let Autopilot handle the heavy lifting - from 

developing new apps to enhancing existing 
ones.

• Automate capability additions and 
adaptations

Create Process Resolve

Go

Test

Can you build an authorization exceptions 
process using this process document as a 
basis?  

Leverage assets in my enterprise reuse 
library where possible!

All set! Check out your new workflow

I was able to reuse the Customer module 
from your reuse library.

Thank you!

Enable developers to get up-to-speed quickly and build & 
change enterprise workflows in seconds, just by asking.

ROADMAP



Pega GenAI AutopilotTM



Pega GenAI CDH Assistant

Population Targeting & 
Validation
• Facilitate rapid testing of engagement policy 

logic.
• Automatically generates sample personas 

for various populations 

Suggested Recommendations
• Recommends suggestions to enhance the 

Next-Best-Action library
• Analyzes underserved customers and 

identifies actions needing more treatment 
variation.

• Automatically generated improvement 
suggestions help optimize engagement 
strategies.

Treatment Creation Assistant
• Improve treatments by offering text and 

image suggestions 
• Apply Cialdini's persuasion principles to 

adjust the tone
• Generate variations to tailor the content to 

different customer preferences
Thank you!
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Reduce development 
effort drastically

Do More
Make every employee your 

best employee

Envision MoreBuild More

How will you put limitless creativity to work?

Design your future
business flows in minutes



…what if you could re-imagine your 
core business processes in minutes… 
and deploy in less than 90 days?

Business 
transformation takes 
years… and a lot of 
meetings.

Project Management Institute



of failed projects are due to a 

lack of alignment between 

business and objectives

- Project Management Institute

44%



Envision how AI and automation 
can transform your workflows

Blueprint it.

https://www.pega.com/blueprint




Reduce development 
effort drastically

Do More
Make every employee your 

best employee

Envision MoreBuild More

How will you put limitless creativity to work?

Design your future
business flows in minutes



C O A C H

B U D D Y

A N A L Y S E

A U T O M A T E

B L U E P R I N T

A S S I S T A N T
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