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Unleash your Automation
with AWS and Pega
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Agenda
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The Power of Pega and AWS

AWS and Generative AI

Use Cases

What’s Next
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AWS – Pega 
Partnership Overview
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Pega and AWS bring the most 
impactful business applications 
to life in the cloud. 
Together, we deliver the low-code platform delivering AI powered customer 
engagement and workflow automation across our client’s cloud transformation 
journey.  Pega Cloud is delivered aaS, powered by AWS, and available through 
the AWS Marketplace.  
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Tri-Party Solution Offerings
Accenture: PPO for Insurance Industry
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Solution being developed based on data gathered 
from Cognizant customers in FSI

Financial Industry with Cognizant
Use case: Pega migration / Pega Platform & 
Amazon Connect as a joint solution offering 

End2End Customer Services – with Capgemini

TechM: AftEAZE – Auto & Manufacturing 
Industry
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Generative AI
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Building with generative AI on AWS
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Pega /AWS - Gen AI Use Cases
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A day in the life of…
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Susan is driving back home after a long day at the 
office…
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Embedded IoT devices 
in the car communicate 

with
AWS services

A signal is sent to 
AWS IoT Core in 

AWS Cloud

AWS IoT is connected to 
the Insurer
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Pega’s decisioning engine kicks in!
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Seamless transfer to Agent,  dispatches roadside assistance, claim process starts

Unified Agent
Desktop

Are you ok?

YES!

Do you want to
create a claim?

YES!
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Let’s get Susan home!
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Susan’s pictures and drivers license go through Intelligent Document Processing to support the claim, Gen AI 
personalizes for a positive customer experience

Send 3 pictures of your 
car and driving license

OK!

Claim created!

Gen AI summarizes 
interaction and notes
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Intelligent Document 
Processing (IDP)
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AWS+ Pega enable a 
fully automated IDP 

workflow, no ML 
experience required

Benefits: Intelligent Document Processing (IDP)

Go beyond OCR with 
accurate, versatile 

information extraction

Serve end 
customers faster

Analyze documents and send 
key insights to downstream 
systems and workflows 

Reduce the total cost of document processing
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Intelligent Document Processing pipeline

Documents

Categorized 
Documents

Convert 
Image to 

Text  

Data capture

S3 Bucket Amazon 
Comprehend
Classification

Amazon 
Comprehend 

& Medical

Amazon 
Textract

Post processing 
completeness 

check, rule based 
validation & 

review

Model tuned 
using labeled 
data provided 
by customer

Amazon 
Textract

Human in 
the loop

Route based on 
business rules / 

type of info 
needed

Queries
Forms
Tables

IDs
Expenses

Find insights in unstructured text
Identify Person, Places, and 

business specific terms
Identify PII & redaction

Route High 
confidence 
predictions Downstream 

Business 
Processes

Route Low 
confidence 

predictions standard 
process

classification Verification & 
Human Review

Get key insights with 
Extraction & Enrich

UI, Business Rules, and Process pipeline orchestration on Pega

Ingestion
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Customer Service
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Unified Agent 
Desktop

Customer Service in a Box: Pega + Amazon Connect

Multi-Channel Support

comprehensive platform that enables organizations to provide personalized, efficient, and effective customer service across multiple 
channels.

Intelligent Routing

Personalized customer service

Real time analytics

Call Wrap-up

Proactive service, self service

Real time suggestions based on 
intent (next best action)

Real time metrics through one 
desktop

Agent productivity Delightful interaction Operational efficiency

17



Chat

IVR

Voice

Email

Amazon Connect

Amazon Lex

AWS Lambda

AWS Cloud

Workflow automation and 
Data Integration

AI Powered Customer 
Service

Digital Self Service

Next Best Action Advisor

Knowledge Management

Unified Agent Desktop

Channels Contact Center

Customer

Customer Service in a box with Pega and AWS 
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Predictive 
maintenance
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Pega + AWS IoT

Intelligent Automation with 
Pega Warranty

Digital aftermarket services

Financial impact and customer 
experience 

Automatic maintenance case 
creation

Pega Warranty, Customer Service, and Field 
Service support Digital Aftermarket 
Services, while AWS IoT provides the 
foundation of data services, control and 
connectivity services, and device software.

Diagnose events before they happen Dynamic Case Management

Predictive Maintenance
Core challenges of triggering and orchestrating aftermarket services such as
warranty, maintenance, or parts return are addressed through pragmatic, end-to-end intelligent automation
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AWS CloudIndustrial 
Environment

AWS IoT Greengrass

Device gateway

Ingestion

Monitron Sensor

AWS IoT Core

Processing

Industrial Data lake

Prediction Action

Amazon Lookout 
for Equipment

Amazon Monitron

Next Best Action
(Prevention or Repair)

Field Service

Aftermarket Service and 
Claims

Intelligent Automation 
and Data Integration

Case Management

Predictive Maintenance Solution with Pega and AWS
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Amazon Bedrock Key Benefits

22
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Generative AI applications with Pega and Amazon Bedrock

Amazon Bedrock

1P and 3P 
Foundational Models

• Configure Amazon Bedrock 
credentials

• Fine tune Foundational 
Models

• Human-in-the-loop

• Prompt Engineering

Privately customize FMs with 
your organization’s data

Private Serverless API 
endpoint for Inference 

Amazon Sagemaker 
Experiments for testing 
different models

Checks and Balances (Responsible AI)
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What’s next
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Building / deploying your own model vs 
AI solutions comparison

SageMaker or Your 
Own ML Model

Prepare, build, train, and 
deploy high-quality 

machine learning models

AI you can customize
Comprehend Custom Classifier/

Custom Entity Recognition

Pretrained AI services
Textract, Comprehend, 

and Comprehend Medical

ML development experience Required Not required Not required

Data preparation
Data collection, prep, transformation

Required Limited effort required Not required

Model selection and training
Select and appropriate algorithm to train a model

Required Not required Not required

Model tuning Required Limited effort required Not required

Model deployment, monitoring, and 
maintenance

Required Not required Not required

Easy to use API for real-time 
and batch inferences

Must be implemented Ready to use after limited 
training data provided

Ready to use
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Resources
AWS / Pega Partnership  Blog Posts

• Reinventing Your Customers’ Business with Generative 
AI on AWS

• Build an end-to-end intelligent document processing 
solution using AWS

AWS Generative AI Announcement

Contacts
Romil Khansaheb | GTM Leader | AWS | rkkhansa@amazon.com
Daya Thakur | Solutions Architect Lead | AWS | daythaku@amazon.com
Dan Bell | Director, Global Partner Management | Pega | dan.bell@pega.com

 

 

PegaWorld: Virtusa booth for a Pega/AWS/Virtusa IDP Solution Demo!

PegaWorld: Accenture booth to learn more about PPO for Insurance

https://www.pega.com/partners-spotlight-aws
https://aws.amazon.com/blogs/apn/reinventing-your-customers-business-with-generative-ai-on-aws/
https://aws.amazon.com/blogs/apn/reinventing-your-customers-business-with-generative-ai-on-aws/
https://aws.amazon.com/blogs/machine-learning/building-an-end-to-end-intelligent-document-processing-solution-using-aws/
https://aws.amazon.com/blogs/machine-learning/announcing-new-tools-for-building-with-generative-ai-on-aws/
mailto:rkkhansa@amazon.com
mailto:daythaku@amazon.com
mailto:dan.bell@pega.com
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Thank you!


