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Case ID Type Assignee Cust ID Amount Doc ID Created SLA date Priority

PI-345 Dispute J. Smith CUST-789 $50.00 DOC-987 8/8/2023 9/1/2024 High

PI-23456 Fraud S. Johnson CUST-123 $150.75 DOC-654 8/6/2023 8/9/2023 Medium

PI-34567 Inquiry M. Brown CUST-456 $0.00 DOC-321 8/4/2023 8/7/2023 Low

PI-45678 Dispute L. Davis CUST-789 $200.50 DOC-654 8/2/2023 8/5/2023 Medium

PI-56789 Fraud R. Wilson CUST-234 $0.00 DOC-123 8/8/2023 8/2/2023 High

PI-67890 Inquiry E. Miller CUST-567 $0.00 DOC-789 8/4/2023 8/8/2023 Low

PI-78901 Inquiry D. Martinez CUST-123 $75.25 DOC-456 8/2/2023 8/9/2023 Medium

PI-89012 Inquiry J. Lee CUST-789 $120.00 DOC-987 8/8/2023 8/7/2023 High

PI-90123 Dispute W. Johnson CUST-567 $180.75 DOC-654 8/6/2023 8/5/2023 Medium

PI-1234 Dispute J. Brown CUST-234 $0.00 DOC-321 8/4/2023 8/2/2023 High
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Hyperpersonalize Automate Guide & accelerate Streamline Transform

Customer 
engagement

Customer 
self-service

Agent-assisted 
service

Sales 
operations

Operations

New offer just 
for you...

1
Suggested 
reply 🧠Absolutely Ms. 

Connor, I’ll just 
need your new 
address

Apply:

Submit

Name

Description

New lead
85% likely to close 
this quarter

Schedule 
meeting



Customer decision hub Customer service desktopWorkflow automation Back-office portal

Multi-channel 
UX

Workflow 
automation

AI-powered 
decisioning

Data & 
integration Security

New offer just 
for you...

1
Suggested 
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Absolutely Ms. 
Connor, I’ll just 
need your new 
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Apply:

Submit
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85% likely to close 
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Sales Automation



+$10 per 
consumer 
per year revenue 

increase

New offer just 
for you...

1

Customer Decision Hub



Save 
$10M+ 

in call handling time 
& repeat interactions

Customer Decision Hub

Suggested reply 🧠

Absolutely Ms. 
Connor, I’ll just 
need your new 
address



45% 
efficiency 
increase

across operations

Customer Decision Hub



But….
how does it work?
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Expectations are rising. 

Your customers expect 
instant answers and 

fast resolutions
 

Your employees expect to 
understand and be able to 

do their job

Your leaders expect you to 
optimize, drive agility & 

do more with less 



Special requests

First Notice of Loss

Claim Event

Complete recovery

Right to Recover

CUSTOMER 
CONTACTS INSURER 

TO MAKE CLAIM:

Assign adjuster

Claim Received

Determine Fault

Assess Claim

Estimate costs

Determine Liability

CLAIM 
PROCESS 

COMPLETE

Silo

Knowledge 

Manual

Finalize Settlement

Contact 
Customer

Disconnected processes No visibility, consistency or tracking Customer friction

#1

But it can be hard to meet expectations 



Validate & Process

Route to processor

Prioritize worklist

Adjudicate Resolve

Assess

Pull up detailsTriage to team Finalize settlementCapture details

Investigate

Intake

Get customer info

Check insurance

File claim

Customer

Service rep

Triage teams

Underwriters

Compliance

🧠

🧠

Automate  
& eliminate work  
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Finalize & close claim
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Validate & Process

Route to processor

Prioritize worklist

Adjudicate Resolve

Assess

Pull up detailsTriage to team Finalize & settlement

Investigate

Intake

Get customer info
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File claim

🧠
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Back officeContact centerSelf service

Expose to your 
channels & systems
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Transform 
without disruption

Capture details

Finalize & close claim
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Unified priority

End-to-end orchestration

Complete visibility

Automate operations
at scale
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self-service workflows

1080 degree view 
into all customer 
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Self service
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How do you 
get started?
Envisioning workflows
with Pega GenAI Blueprint™
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Employee
experience
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Employee
experience
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Worklist Create work Do work Research



Unify all workflows in
Process Fabric



Simplify.



Create 
work 
in any system

+ Investigation

+ Dispute

+ Claim

+ Settlement

+ Inquiry

+ Research

+ Compliance report

+ Onboarding

Simplify.



Work off a 
single, prioritized worklist

Simplify.



DATA ACTIVITIES UTILITIES

Intuitive & consistent experience to getting work done
Constellation design system

Simplify.



Adapt

Prioritize

Guide

Automate

Learn

Process AI
Always-on predictions which learn from work history

Simplify.



Process AI
Always-on predictions which learn from work history

Simplify.



Operations work in a large enterprise can be complex
What does an operations employee need to know when they get a new assignment?

What policies & procedures do I 
need to follow?

What’s the history of this 
assignment?

What’s the current situation of 
this assignment?

What info is reflected in the 
document attachments of this 

assignment?

How does work like this 
typically get done?

Where are the inefficiencies 
with this type of work?

What are the best practices for 
assignments like this?

How should I process this 
assignment?



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

“How should I 
process this 

assignment?”View answer
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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 messages.

Pega GenAITM Coach Pega GenAITM Knowledge Buddy Pega GenAITM Analyze Pega GenAITM Automate

Make Every Employee Your Best Employee

Scale 
expertise

Get answers
instantly

Summarize 
and simplify

Get more
done faster

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



What’s top on my worklist today?

You have 6 high priority assignments approaching 
their SLA.

Top priority: C-3649 (onboarding John Smith into 
platinum rewards program).

Thanks! Can you explain the new credit card we’re 
offering? 

Gold credit card offer summary: Pre-approved 
customers earn up to 3% cash back on all gas & 
grocery purchases. 

Thank you!

All these capabilities 
can be leveraged by

What policies & procedures 
do I need to follow?

“Show me process sorted 
by type”

“What is the average 
interest rate of each loan?”

What are the best practices 
for assignments like this?

Let GenAI draft emails and 
messages

Gold credit card offer summary
Pre-approved customers 
earn up to 3% cash back on 
all gas & grocery purchases. 

View full article

View Insight

Pega GenAI CoachTM

Generated with 
GenAI

Send Email

Get answers 
instantly with

Summarize and 
simplify with

Get more done 
faster with
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Envision your next app, today.

Pega GenAI 
Blueprint™
Optimize workflow design,
fast, with the power of
Pega GenAI™.

www.pega.com/blueprintc




