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You bring the screen to life with code (with code) 
Teach me the ways of this AI road 

Do we trust the tech, or do we pause? (do we pause) 
Information at our fingertips, let's explore (let's explore) 

With every lesson, we're learning more
Guide me through, like a mentor (a mentor) 

Questions broad, and answers deep (answers deep)
The machine thinks, while the world's asleep 
But wisdom's not in silicon alone (not alone) 

You articulate the doubts we've never known (never known) 
 

We're discovering a digital dawn 
With every query, 

our minds are reborn (reborn)
Created  by Peter with Udio 

https://www.udio.com/songs/c2rm3Vqy8eqJV2MRc41GmZ
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Left-brain AI Right-brain AI

rational creative
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Generative AI is changing everything.
Quo Vadis, enterprise GenAI?



Prompts, Buddies, Coaches & Agents:
The Next Generation of GenAI™ at Pega
What’s on the menu today?

• Where are we now?
– What is trending in the enterprise generative

AI market?
– How is Pega responding – Pega Infinity ’24|

GenAI™ update

• And where are we going with this?
– A sneak peek under the hood, and into the future 

of GenAI™
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Where are we now?
What is trending in the generative AI market?



2024 Pega AI Survey:
Bullish on outcomes.

• 93% say it’s likely they will increase their use 
of AI in the next 5 years

• 95% say the rise of GenAI  has played a role 
in their adoption of other AI solutions in their 
business

• 15% trust humans to build customer 
relationships more than AI (7%), but they 
trust humans much more to achieve this 
when they have AI assistance (41%)

• 82% expect to able to directly attribute up 
to half of their increased profits in the 
next 3 years to AI
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• One quarter (26%) cite a lack of understanding 
within the business as a barrier to further 
adoption of AI technology; 98% say they find 
prior AI skills and experience valuable when 
considering new applicants to join their team

• 65% cannot identify the correct definition of 
generative AI amongst a list of otherwise false 
definitions – despite only 3% saying they don’t 
know what GenAI is

• 51% have concerns over AI’s transparency
and bias

• 42% are worried it will take their jobs

• 40% are concerned AI-powered robots will 
enslave humanity

Nervous about challenges.



Enterprise Generative AI Adoption is Accelerating 
as Risks are Starting to be Addressed

8



The Generative AI 
Ecosystem is Maturing

9Source: Pega AI Lab research, LMSys, GenAI providers

• Cambrian explosion of generative AI models 
and services leads to increased competitive 
pressure and market commoditization

• Performance no longer the single criterion 
but also:
– Cost
– Speed
– Rate limits
– Context windows
– Multimodality
– Open versus closed, services versus local 

models

• Major cloud vendors such as AWS, Google & 
Microsoft cover substantial part of ecosystem 
of foundation models
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1:1 Customer engagement

Customer service & back-office operations

Low-code application design and  development

UX

Workflow 
automation

Live data

Mining & 
insights

Chat&email

RPA

AI-powered
Decisioning

Pega GenAI
Rule

Pega GenAI
Service

GenAI 
Vector 
Store

GenAI
Agents



GPT3.5 Turbo (via Azure), Claude and Llama (through AWS Bedrock) and Gemini (through Google)

🔬 AI Lab Experiment: 
KnowledgeBuddy on Different Providers
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Where are we now?
Pega Infinity ‘24 GenAI™ update



What We Launched in Pega ’23:
GenAI™ Architecture & Boosters to Revolutionize All Aspects of Business

13

Application
development

Customer 
engagement

Customer 
service

Back office
operations

Dramatically accelerate 
innovation and 
empower a new 
generation of 
developers to create 
applications without 
technical expertise

Generate new 
personalized marketing 
content to feed into 1:1 
personalization – 
increasing relevance, 
value & engagement 
while lowering costs

Enable agents to 
deliver more 
personalized customer 
interactions, faster, 
unlock self-service and 
proactive service 
solutions

Save time and empower 
leaders with visibility 
and analysis into large-
scale operational data
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Generate app components from 
process documentation, 
descriptions, or prompts like:
• Case types

• Data models

• Automations

• Integrations

• UI
• And more

Guide developers with natural 
language summaries of application 
components & technical 
documentation

Create offer & campaign variants 
to test ROI maximization

Personalize offers & ads based on 
customer information

Generate synthetic AI training data 
like customer information

Summarize a sales call

Summarize documents and emails 
into ‘pain language’

Summarize customer history from 
workflow logs to speed up context & 
service

Generate agent training & 
guidance based on documentation, 
workflows, and customer 
information

Personalize chat & email bots 
based on customer information

Generate documents and emails 
from prompts

Summarize documents and emails 
into ‘pain language’

Summarize a case from it’s history  
to speed up assignment or transfer

Summarize & analyze a workflow 
from process mining logs

Create operational reports & 
insights from prompts

Generate documents and emails 
from prompts

Summarize documents and emails 
into ‘pain language’

Provide contextual guidance for 
case workers

Application
development

Customer 
engagement

Customer 
service

Back
office

What we Launched in Pega ’23:
GenAI™ Architecture & Boosters to Revolutionize All Aspects of Business
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Hyperpersonalize Enable customers with Guide & automate Transform

Customer 
engagement

Digital self-
service

Agent-assisted 
service

Operations

New offer just 
for you...

1 Get approved 
for a loan, 
instantly.

Let’s go

Suggested reply 🧠

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

Everyone Expects      more



How Will You Put Limitless Creativity to Work? 
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Design the future 
in minutes

Leverage GenAI and industry expertise
to create a template that you and your teams can 

build off 

Make every employee 
your best employee 

Unlock knowledge, automation, and coaching

Reduce development effort 
& time by 50%

Speed up end-to-end project delivery  
and integrate GenAI 

without security & compliance risks

Design More Develop More Do More



How Will You Put Limitless Creativity to Work? 
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Design the future 
in minutes

Leverage GenAI and industry expertise
to create a template that you and your teams can 

build off 

Make every employee 
your best employee 

Unlock knowledge, automation, and coaching

Reduce development effort 
& time by 50%

Speed up end-to-end project delivery  
and integrate GenAI 

without security & compliance risks

Design More Develop More Do More



…what if you could write 
requirements in minutes?

Gathering 
requirements can  
take weeks… and 
lots of meetings 



Design the Future in Minutes: Pega Genai™ Blueprint

19Source: ostris/ikea-instructions-lora-sdxl @HuggingFace



Design the Future in Minutes: Pega GenAI™ Blueprint

20

Accelerate app prototyping & 
fusion team delivery
• Start quickly with AI powered suggestions 

and industry expertise

• Build out the end-to-end customer journey 
including workflows, data, and personas

• Invite business & IT collaborators to edit

• Export blueprints to present & share across 
the enterprise

• Take blueprints into instant solution 
prototypes



Accelerate app prototyping & 
fusion team delivery
• Start quickly with AI powered suggestions 

and industry expertise

• Build out the end-to-end customer journey 
including workflows, data, and personas

• Invite business & IT collaborators to edit

• Export blueprints to present & share across 
the enterprise

• Take blueprints into instant solution 
prototypes

Design the Future in Minutes: Pega GenAI™ Blueprint
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How Will You Put Limitless Creativity to Work? 
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Design the future 
in minutes

Leverage GenAI and industry expertise
to create a template that you and your teams can 

build off 

Make every employee 
your best employee 

Unlock knowledge, automation, and coaching

Reduce development effort 
& time by 50%

Speed up end-to-end project delivery  
and integrate GenAI 

without security & compliance risks

Design More Develop More Do More



…what if you could double 
developer productivity?

Demand for 
developer skills is 
higher than 
ever…and growing



Jumpstart App Development with Pega GenAI™ Autopilot

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

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

through CI/CD pipelines

Learn
• Instantly access technical guidance for 

building in Pega.
• Obtain specific insights into your app 

architecture promptly.

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.



Jumpstart App Development with Pega GenAI™ Autopilot

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

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

through CI/CD pipelines

Learn
• Instantly access technical guidance for 

building in Pega.
• Obtain specific insights into your app 

architecture promptly.

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



How Will You Put Limitless Creativity to Work? 
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Design the future 
in minutes

Leverage GenAI and industry expertise
to create a template that you and your teams can 

build off 

Make every employee 
your best employee 

Unlock knowledge, automation, and coaching

Reduce development effort 
& time by 50%

Speed up end-to-end project delivery  
and integrate GenAI 

without security & compliance risks

Design More Develop More Do More



Getting work done
in a large enterprise 
can be complex

… what if you could 
make every employee 
your best employee?



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 If You Could Make Every Employee Your Best Employee?



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

“How should I 
process this 

assignment?”View answer

Make Every Employee Your Best Employee

29

“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

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



Pega GenAI Coach
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 called 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?

“Draft email with GenAI”

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 GenAITM Coach
Pega GenAITM 
Knowledge Buddy

Pega GenAITM 
Analyze

Pega GenAITM 
Automate

Generated with 
GenAI

Send Email

Receive instant 
answers with

Gain greater 
insights with

Get more done 
faster with



Pega GenAI™ Coach
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Unlock your employees’ 
full potential with 
contextual 
recommendations
• Understand how to progress 

every workflow more efficiently 
and effectively

• Quickly obtain context to the 
status of and priorities within a 
case. 

• Get expert advice and 
recommendations to perform 
work more efficiently. 

• Onboard new employees and 
users faster by providing them 
with instant context. 



Pega GenAI™ Knowledge Buddy
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• Deliver self-service

• by enabling answers to inquiries directly in 
customer-facing web & mobile sites.

• Guide agents

• during interactions with contextual answers & 
instruction to better serve customers.

• Accelerate operations

• and onboard new employees faster by unlocking 
insight from procedure documents.

. 

Knowledge Buddy 👋

Q&A

Hey Buddy! How do I process a cross-border payment from a customer in the US to 
a merchant in the UK?

Hello! Here are the steps for cross-border payment processing:
• Verify the customer’s identity 
• Check the exchange rate and fees 
• Obtain the merchant’s bank details, such as name, address, IBAN, and 

SWIFT code.
• Initiate the payment!
Reference: Global Payment Processing Standard Operating Procedure.docx



Do More with Pega GenAI™
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Design the future 
in minutes

Leverage GenAI and industry expertise
to create a template that you and your teams can 

build off 

Make every employee 
your best employee 

Unlock knowledge, automation, and coaching

Reduce development effort 
& time by 50%

Speed up end-to-end project delivery  
and integrate GenAI 

without security & compliance risks

Design More Develop More Do More



Do More with Pega GenAI™

Discover
more

Pega GenAITM

Blueprint™

Answer
more

Pega GenAITM

Knowledge
Buddy

Understand
more

Pega GenAITM

Analyze

Accomplish
more

Pega GenAITM

Coach

Custom
GenAI

Pega GenAITM

Connect

OnPrem
Gen AI

Pega GenAITM

PremBridge

Build
more

Pega GenAITM

Autopilot

Design
More

Develop
More 

Do
More
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Sneak peek into the labs:
Where are we going with 
this?
Towards autonomous generative AI
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Your AI transformation 
can’t wait
The leaders who are optimizing customer 
experiences and operations in real time today… 

will build the 

Autonomous Enterprises 
of the future 



37

c
Generate 
low-code

apps

Optimize
customer

engagement

Streamline
customer

service

Automate 
sales rep
activities

Build 
Insights

Custom 
AI-powered
capabilities

sensitive data filtering invocation logging model mapping authentication & pricing provisioning, scaling, 
usage limitations
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Automated prompt engineering, 
dynamic prompt templates, single call

Engineered Prompt 



Example: Treatment 
Generation

39

System message:
You are a creative content writer who gives content for 
marketing materials depending on the channel on which 
offer is presented.
If asked for, you can also write descriptions of images 
that would be a best description of the promotional image 
for the offer to be shown in the requested channels.
If image description is requested, the image description 
should be sufficiently detailed in a single sentence such 
that it describes the scene on the image.
Do not include any HTML tags in the content that you 
generate.
You can tailor your writing style that best works for a 
user-specified audience.
You always return a JSON object. This JSON object should 
contain only the fields requested by user. Adherence to 
this format is mandatory.
It is forbidden to mention any customer type or target 
audience name or description or the guiding principle you 
are using or the tone explicitly.

Prompt:
Audience: {.Audience}
Audience Description: {.AudienceDescription}
Action name: {.ActionName}
Action description: {.ActionDescription}
Action benefits: {.ActionBenefits}
Action channel: {.ActionChannel}
Action issue: {.ActionIssue}
Action group: {.Action group}
Language: {.Language}
Fields to generate: JSON Object containing fields 
{.FieldsToGenerate}
While generating the content make sure you apply 
{.Cialdini's principle} and use {.Tone}
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Automated prompt engineering, 
dynamic prompt templates, single call

1-2 tools (f.i. search engine + 
knowledge), single call, scripted use

Engineered Prompt Basic Tool Use  



• Problems with search and generative AI when 
answering a question
– Generative AI suffers from hallucination 

and a scope that is too general
– Search bombards a user with search 

results they need to trawl through

• Retrieval-augmented generation combines 
the power of generative AI with the strengths 
of semantic search
– Take the question, search the corpus, use 

generative AI to answer the question 
based on search results

• More generally, RAGs are an example of 
giving generative AI access to a tool
– Allbeit in a scripted manner

41

RAGs are all the Rage

Lewis et al (2020), https://arxiv.org/abs/2005.11401



RAGs are all the Rage:
Knowledge Buddy example
(SelfStudy Buddy)
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• Problems with search and generative AI when 
answering a question
– Generative AI suffers from hallucination 

and a scope that is too general
– Search bombards a user with search 

results they need to trawl through

• Retrieval-augmented generation combines 
the power of generative AI with the strengths 
of semantic search
– Take the question, search the corpus, use 

generative AI to answer the question 
based on search results

• More generally, RAGs are an example of 
giving generative AI access to a tool
– Allbeit in a scripted manner



RAGs are all the Rage:
Knowledge Buddy example
(SelfStudy Buddy)

44
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Automated prompt engineering, 
dynamic prompt templates, single call

1-2 tools (f.i. search engine + 
knowledge), single call, scripted use

Agentic, planning, multi-step,
 multi tool, multi agent

Engineered Prompt Basic Tool Use  Autonomous Agent 



What if the AI Could 
Decide When to Use
What Tool?
• Certain tasks cannot be achieved by just 

building larger models

• We already saw we can give the AI more 
agency by giving it access to a tool such as a 
search engine combined with a knowledge 
base

• But what if we could give it access to many 
tools?
– Tools to sense information
– Tools to take action

• And to use the creative power of generative 
AI to
– Decide when to use what kind of tool
– Create a multistep plan to reach a goal
– Dynamically adapt these plans when 

needed
47

Source: https://arxiv.org/abs/2302.04761



From Reactive LLM 
Services to Proactive 
Agents

48



Autonomous 
Agent(s)

Goals

Planning

Objectives

Intents

Constraints

Reasoning Knowledge Tools

Tool 
identification

Sensing

Acting

Feedback Memory Reflection Adaptation

Learning

Control

Reacting

Coordination

Roles

Communication

Negotiation

Autonomous Agents Lead to the Autonomous Enterprise
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Example: Customer 
Decision Hub Assistant

• Customer Decision Hub (CDH) Assistant helps 
customer engagement marketers foster best 
practice, maximize business performance & 
customer relevance, and get work done

• How?
– It interprets user questions posed in 

natural language text, in real-time
– It uses application information and product 

documentation to provide the best response
– In future it will also be able to take actions with 

the human in the loop for approval

50



Example: Customer 
Decision Hub Assistant

• Under the hood: agent with planning 
capabilities, with around a dozen 
‘automations’ 

• Based on user intent and context, the 
assistant can choose to use:
– CDH Knowledge Buddy

– Answers questions based on product 
documentation (CDH, decisioning, best 
practice delivery & templates)

– CDH Discovery: configuration
– NBA hierarchy & rule configurations
– Channels, containers, application 

overview
– CDH Discovery: analytics

– Real time performance data

• More tools = more capable

51



• User Question:
– What is the accept rate of Premier 

Checking?

• Understand goal: 
– Find the accept rate of the Premier 

Checking action.

• Generate plan:
1. Validate if it is an action, group or issue

– Using automation 
CDHGetIssueAndGroupForAction

2. Find the accept rate for the Premier 
Checking action
– Using automation 

CDHAnalyticsAndReportingTool

52

Example: Customer 
Decision Hub Assistant

System message

Configuration

Plan

Execution

Final answer



Autonomous Enterprise Pilot for business
Optimize my claims process to minimize 
processing time while maintaining NPS

AutoPilot with Pega GenAI

• <build> Responds with “I will use process mining data and historical claim information to suggest ongoing optimizations.”

• <thinks> “24% of claims miss their SLA for completion. I suggested adding a Process AI case prediction that automatically escalates claims with a greater 90% 
chance of missing their SLAs. Should I do that?”

• User responds Yes.

• <thinks> “I’ve made that change in development and assigned a task to your lead architect to review and promote in the next release.”
• <thinks> ”Process mining has identified 500+ incidents of rework when incorrect location data is collected for the incident. I’ve assigned a task to your system 

architect to look at the Incident details step to improve data collection.”

Dennis Slide
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

• • •

Process Mining 
Tool

Pega Infinity 
Tool Buddy tool
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Running
Process Mining…

Executing…
Process Mining

Process Mining Tool
callProcessMiningTool(

question = “Find bottlenecks in the 
Claims process”

)

• Specialised Process Mining agent

• API calls to Pega Process Mining 

• Real time data and analysis to understand bottlenecks & 
find root causes

• But for the main coach: it’s just another tool
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Running
Process Mining…

Process Mining Tool
callProcessMiningTool(

question = “Find bottlenecks in the 
Claims process”

)

Output: 

The claims process has three major 
bottlenecks:

- …

- 75% of claims are initially misrouted to a 
suboptimal agent, leading to an average 
delay of 25%

- …

Executing…
Process Mining
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Running
Process Mining…

Process Mining 
Tool

Pega Infinity 
Tool

Knowledge Buddy 
tool

• • •
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Running
Process Mining…

Executing…
Knowledge Buddy

Knowledge Buddy 
Tool

callKnowledgeBuddy(

buddyName = “ProcessBestPracticesBuddy”,

question = “In my Claims process, 75% of 
cases are routed to an incorrect agent. 
Can you suggest ways to improve this 
bottleneck?”

)

• Calls to Pega Knowledge Buddy directly

• Wide range of documents around best practices for 
process improvements, and Pega product 
documentation

• Client can add their documents

• Can be updated separately
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Running
Process Mining…

Knowledge Buddy 
Tool

callKnowledgeBuddy(

buddyName = “ProcessBestPracticesBuddy”,

question = “In my Claims process, 75% of 
cases are routed to an incorrect agent. 
Can you suggest ways to improve this 
bottleneck?”

)

Output:

To improve routing to the correct agent, you 
could use Pega Process AI which will use 
self-learning adaptive machine learning 
models & decisioning to optimally route to 
the right agent. 

To introduce Process AI in a process, you 
should … 

Executing…
Knowledge Buddy
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Running
Process Mining…

Process Mining 
Tool

Pega Infinity 
Tool

Knowledge Buddy 
tool

• • •
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GenAI™ Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Running
Process Mining…

Executing…
Pega Infinity

Pega Infinity Tool
CallPegaInfinityTool(

question = “Introduce Process AI in the 
agent routing step of my Claims process”

)

• Dozens of ‘automations’ in Infinity which can access data 
or execute activities

• Creates a ‘plan’ on the fly to achieve the desired goal

• Refuses if goal cannot be achieved

• Asks for approval before execution
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Pega Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

Pega Infinity Tool
CallPegaInfinityTool(

question = “Introduce Process AI in the 
agent routing step of my Claims process”

)

Output:

Plan to automate:

1. Get <Decision ID> of agent routing step

2. Create <Adaptive Model>

3. Introduce <Adaptive Model> in <Decision ID>

Automations used: [“getDecisionID”, 
“createAdaptiveModel”, “introduceModel”]

Executing…
Pega Infinity
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Pega Coach

Send

Yes please do!

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

I found three bottlenecks in 
your process. Would you like 
me to enable Process AI to 
improve the processing time?

Process Mining 
Tool

Pega Infinity 
Tool

Knowledge Buddy 
tool

Yes please do!
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Pega Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

I found three bottlenecks in 
your process. Would you like 
me to enable Process AI to 
improve the processing time?

Process Mining 
Tool

Pega Infinity 
Tool

Knowledge Buddy 
tool

Yes please do!

• • •
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Pega Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

I found three bottlenecks in 
your process. Would you like 
me to enable Process AI to 
improve the processing time?

Process Mining 
Tool

Pega Infinity 
Tool

Knowledge Buddy 
tool

Yes please do!

Executing…
Pega Infinity
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Pega Coach

Send

Optimize my claims process to 
minimize processing time while 
maintaining NPS.

I found three bottlenecks in 
your process. Would you like 
me to enable Process AI to 
improve the processing time?

Process Mining 
Tool

Pega Infinity 
Tool

Knowledge Buddy 
tool

Yes please do!

Done! My changes are part of 
change request CR-4264, 
please ask your system 
administrator to promote 
them to production.



Now we would like 
to unleash the power 
of autonomous 
agents to you!



Coach Rule in ’24.2
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Coach Rule in ’24.2
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Coach Rule in ’24.2
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Va
lu
e

Automated prompt engineering, 
dynamic prompt templates, single call

1-2 tools (f.i. search engine + 
knowledge), single call, scripted use

Agentic, planning, multi-step,
 multi tool, multi agent

Engineered Prompt Basic Tool Use  Autonomous Agent 

Autonomy

Pega ‘23 
boosters

Knowledge 
Buddy ‘24Coach ‘24 Blueprint 

‘24

CDH 
Assistant 

‘24
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Va
lu
e

Automated prompt engineering, 
dynamic prompt templates, single call

1-2 tools (f.i. search engine + 
knowledge), single call, scripted use

Agentic, planning, multi-step,
 multi tool, multi agent

Engineered Prompt Basic Tool Use  Autonomous Agent 

Autonomy

Pega ‘23 
boosters

Knowledge 
Buddy ‘24

Coach 
(future)

Blueprint 
(future)

CDH 
Assistant 

‘24
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Make the Most of Your 
PegaWorld Experience

Don't miss these sessions!

Top 10 Hottest Use Cases for Boosting Your 
ROI with GenAI from Pega

Mon| 11:30-12:00 | Chairman's Ballroom 359

Sparks of AI-driven Autonomous Operations

Mon | 2:15-3:00 | Premier Ballroom 316

Pega GenAI Cloud Exclusive: Paving the way 
for an Autonomous Enterprise

Tues | 3:15-4:00 | Chairman's Ballroom 361
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Question time
Peter van der Putten

Director AI Lab & Lead Scientist, Pegasystems

Stijn Kas

Sr Data Scientist, Pegasystems
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You bring the screen to life with code (with code) 
Teach me the ways of this AI road 

Do we trust the tech, or do we pause? (do we pause) 
Information at our fingertips, let's explore (let's explore) 

With every lesson, we're learning more
Guide me through, like a mentor (a mentor) 

Questions broad, and answers deep (answers deep)
The machine thinks, while the world's asleep 
But wisdom's not in silicon alone (not alone) 

You articulate the doubts we've never known (never known) 
 

We're discovering a digital dawn 
With every query, 

our minds are reborn (reborn)

Created  by Peter with Udio 

https://www.udio.com/songs/c2rm3Vqy8eqJV2MRc41GmZ



