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Even before today’s challenges...

of customers thought of customers didn't of customers walked
service took too long want to repeat away due to a
themselves poor experience

PegaWorldiNsplrezozo The Good, The Bad, The Ugly, Pegasystems 2019



Identifying service friction points

Business

“Why do | have to deal with so

"Why does this take so long?”
many screens and applications?”

"Why don’t you know who I am?”

“Why do I need to pass this
"Why do | have to repeat myself?” customer from person to person?”
“Where do | even stand in the “Why do | need to log into all these
process?”’ systems manually, just to start
my day?”
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Pega Customer Service

Unified agent desktop
Digital messaging
CTI Integration
Self-service portals
Case management
Real-time co-browse
Knowledge management & communities
Guided interactions & coaching
Troubleshooter
Robotic process automation (RPA)
Live data/data virtualization
+# Al augmented agent
# Al next best action*
:‘: Al Intelligent Virtual Assistant (IVA)*
# Al email bot*

PegaWorldiNSplrezozo *Requires additional license.

CUSTOMER SUMMARY

$5,226.32 Nov 28,2017

Gartner

10 consecutive years as a leader
for CRM Customer Engagement
Center MQ




Tap into Pega’s case management superpowers

X Agent desktop @

Web self-service Chat/IVA/Email bots

H

Mobile app IVR

By completely separating your case logic and validation from your Ul,
you can now access the microjourney on all channels.
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Enhance or replace your existing investment?

The choice is yours - Pega makes it easy to enhance or replace existing systems

Replace existing system
(Add automation & Al) (Replace agent desktop)
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A proven track record of real service outcomes

Pega Customer Service™

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
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VIVNT
92%

reduction in
applications

12% increase in
customer
satisfaction scores

Migrated three
CRM systems to
Pega in nine
months

80% reduction
in AHT

38% improvement
in straight-
through-
processing

increase in
customer
satisfaction

4x lower card
member attrition

Decrease in
expense and
service margins

10% increase
in card
member spend

Lower customer
handling time

GREATAMERICAN,
INSURANCE GROUP

50%

time reduction
for address
changes

15 systems down
to one

Withdrawal
process reduced
from days to
seven minutes

Live in 14 weeks

Serving 500,000
policy holders with
unified CSR
desktop

( Telstra

33%

improvement
in NPS

20% increase
in FCR

90-day successful
implementation

$10 million
annual savings

30% decrease
in customer
complaints

{\17?' KAISER
S ,,é PERMANENTE

90%

first call
resolution rate

#1 for healthcare
customer service

$100 million
savings over 10
years

20% improvement
in call
handling time

Improved
handoff efficiency
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Deliver the ultimate
service experience
with Pega

Start your free trial
pega.com/products/try-now


https://www1.pega.com/products/try-now

PEGA



