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The Rise of Autonomous

Driving Warehouses & factories Surgery
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The Rise of Autonomous

Driving Warehouses Customer service?
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Vision for Customer Service
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Imagine if...

ali- You could truly understand your customers
Able to predict & act on unique needs

@ Every agent was your best agent
Co-pilot guides and automates any manual work

v'§ Customers did the previously impossible
Effortlessly completing what could only be done in your contact center

AAM Silos didn't exist
Autonomous enterprise seamlessly connected by intelligent automation

Imagine if... you didn't need to forklift your existing systems
Pursue this vision incrementally... accelerating time to value

PegaWorldiNspire



Intelligently guide and seamlessly automate every customer journey

Assist and Augment Service & Operations

MANUAL

Basic Guided Partial P self ! Fully autonomous

No A". automation : processing i automation : Optimizing service

automation : - - _ :
: Simple : Dynamic workflow i Partially automate : Adaptive models :
D ! repetitive tasks i guidance through § many customer ifully automate many:
{ limited channels i journeysthrough £ customer journeys i
: : mostchannels i

: : O

A ; u10“
Automate Service-& Operations A
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The Pega Difference... And Why It Matters
Heritage & DNA

Workflow Al-Powered
Automation Decisioning
Low-code
Platform

N/

-
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Digital Process Automation

Strong
Challengers Contenders Performers

(- Pegasystems:
1BM— -
(F—Appian
Howgen sotare

OpeniText (- o}
Kofax [+ + Bizagi

Micmwﬂ-‘

ServiceNow( - )
) Hyland
AgilePoint )

Axon Ivy « (Nintex
Bonitasoft -

Forrester Wave™ Q4 2021

Core CRM Solutions

Strong
Challengers Contenders Performers Leaders

- Pegasystems
Somato el ) hcrosoft
Loracle

-)SAP.
- )Zoho

) SugarCRM
Zendesk (-

() HubSpot

Forrester Wave™ Q3 2022

Real-time Interaction Mgmt

strong
Challengers  Contenders. Performers

Thunderhead -

Precisely.
- Salesforce

) Qualtrics

) Microsoft

Forrester Wave™ Q2 2022

“Pegasystems’ vision is one of an “aUtONOMoUs” CRM where automation offioads repetitive work,
and Al assists users, increasing their efficiency, and the delivered customer experience.”

PegaWorldiNspire

LD 190 5
IFORRESTEI

Forrester Wave™: Core CRM Solutions, Q3 2022
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Intelligently Guide
And Seamlessly Automate
Fvery Customer Service Journey

Al co-pilot Al pilot
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Intelligently Guide and Seamlessly Automate
Every Customer Service Journey

5 @ 2

Web Chatbot Email Phone

self-service

> Proactive Service >> Self-Service >> Assisted Service
—
2 % )

Proactive Mobile Chat & IVR
notification app messaging
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Challenge: More Journeys End In The Contact Center
Than either companies or their customers prefer

Guide agents to get work done... faster

Understand intent, automate manual work, recommend next best action

ols

Proactive . . .
S >> Self-Service > Assisted Service

Make every agent Scale across
your best agent silos

% il
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Automate work out of the contact center

Through any web or mobile portal... or conversational Channel

00|ss

/ | \ Proactive Assisted Servi
\ Service ssisted Service

Complete Pause & resume
experience ...time / channel / user

Vg N>
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Prevent & contain inbound service inquiries

Through the channel of choice

©0olsss
Proactive Self-Servi . . z
Service eir-s>ervice > Assisted Service >
Anticipate ~ Right-channel
and prevent ongoing engagement
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Why You Care
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Agent Customer
Productivity Experience

Customer Cost
Lifetime Value to Serve
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With Your Customer Journeys... of Course

6
a @ Yo @
Web Chatbot Email Phone
self-service

> Proactive Service >> Self-Service >> Assisted Service
—
2 % )

Proactive Mobile Chat & IVR
notification app Messaging

NN E
=3 3 )
olo|w
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Multiple Maturity Paths

Based on your current state and priorities

Inject more automation and more intelligence
into any customer journey touch point

Workflow automation underpins them all!

=
i~
—
D)
1+
qV)
=

Proactive Digital Digital Assisted
Service Self-Service Assisted Service Service -
Al-powered decisioning
Workflow automation
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Multiple Maturity Paths

Based on your current state and priorities

Prevent or contain in  Automate more work Engage agents within  Guide & automate

preferred channels better touchless CX digital journeys agent work
> y -
= » Preemptive engagement e Intelligent straight through e Hand-off to bot ‘ Predd\ctwebcustomer insights
D) (predictive) Processing (to engage customer) and rEgst actions Next?
+ Y it il el e e i
E engagement TTTTTTTIT T T TS o (understand & automate)

_____ gagement ~ - Virtual . (seamless continuity)
« Virtual agen
e Ri i ~ « Case workflow automation
Right channeling (chatbot, IVR bot, email bot) WebChat & messaging

(notification driven)
« Embedded workflow (asynchronous) « RPA task automation

* ethonind nedficatiom, Alitomate more Work Efgage agents Within —~—"Guide & automate

(BHeshased) hannels” © AQfKnowledgesearch  « Colrowse, | nays  * Tickettrackipg
Proactive Digital Digital Assisted
Service Self-Service Assisted Service Service

Al-powered decisioning
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Multiple Maturity Paths

Workflow automation underpins them all

Prevent or contain in  Automate more work Engage agents within  Guide & automate

preferred channels better touchless CX digital journeys agent work
= y -
o= » Preemptive engagement e Intelligent straight through e Hand-off to bot ¢ Preddwct\vebcustomer insights
2 prediciig Processing ocngegeastomen) O L Newt____
© * ProactivEgses » Personalized engagement, Zapsealate to agent » ConvelgliiEnal Al
> engagement 4 (seamless continuity) (understand & automate)
"""""""""" « Virtual agent 2 e . ”
* Right channeling (chatbot, IVR bot, email bot) :  Case workflow automation
(notification driven) * WebChat & messaging
« Embedded workflow (asynchronous) « RPA task automation

» Outbound notification
(rules based) » FAQ & Knowledge search « Co-browse « Ticket tracking

Proactive Digital Digital Assisted
Service Self-Service Assisted Service Service

Al-powered decisioning

Workflow automation

24



Client Success Pega Cloud Academy and
and Innovation and Support Community

Intelligent Automation | | 1:1 Customer
Engagement

Innovation Hub
ko putsenation sstes Automation Customer Service

Healthcare
Hub Networking Lounge
User Experience
Insurance
Robotic Automation
| | Government
Aland the Communications
Autonomous Enterprise
Hub Nexus: Financial Services
See what's new at Pega
Sponsor Booths Sponsor Booths




Climbing the Assisted Service Maturity Curve

Guide & automate

agent work

b Predicti {1 insight
et » Predictive customer insights
5 Demo and next best actions
4_J .
Q) _ e Conversational Al
> (understand & automate)

- » Case workflow automation

 RPA task automation
Prevent or contain in  Automate more work Engage agents within
preferred channels better touchless CX digital journeys

Proactive Digital Digital Assisted
Service Self-Service Assisted Service Service

Al-powered decisioning
Workflow automation

« Ticket tracking
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Voice Al Demo Overview
Ms. Beth Miller calls U Plus Health

ccccccccccccccc e [ BD a @@= @loee®
oo N

* Guide agent & automate manual work
— Confirm authorization request
— Offer transportation
— Find new provider
— Check remaining deductible

* Streamline wrap-up

— Visual timeline indexed to transcript
— Transcript annotated with actions

PegaWorldiNspire


https://pegasystems.sharepoint.com/:f:/s/SP-CustomerService/EojTwRFuASpOvQFY_bUgA3EBojjMHbOt_SYYpbthTx99GA?e=cGRzC4

PEGA Customer Service -+ New

CONTACT INFORMATION MEDICARE MEMBER SUMMARY RELATIONSHIP
Callback (508) 555-1212 Gender Female Self service Yes
Email BethAMiller62@pegatsdemo.com Age 65 Member since 07/11/2014

Dynamic scripting
Auto form fill

Search providers (5-15025)

Provider type Name Specialty*

Transcript

I Practitioner Internal Medicine-Cardiovascular Disease

Plan name Distance (Miles) City, State or zip* Call transcript

U+Health Senior Care HMO Plan D Select an option.. 01970

Network Accepting new patients: ¥

Select an Option Yes Finalize the interaction e a new cardiologist so let yeah let me help you find a provider

multiple
activities

Reason for interaction

Authorization inquiry Related to prior inquiry 2
Jjust need a couple more es of information can y

you would like to travel and are you looking for
Contact verified orkwork doctor

Performed Authorization inquiry service process sure I'd really like to travel no more than 20 miles from my home and I'm looking for
. o o somebody in network to help keep costs down
Wrap-up visual timeline + Networktype: in-Network
Performed Transportation for appointments service proces| (SEREilulzed k
Find provider

Al suggested ‘

Performed Find provider service process # 1

|
knowledge articles © 0 20 mies o your nome ere thats great and that s for

cardiovascul rrect

) O o somnemorcyousas

Finding providers Suggest aCtIOnS, Offers, viewed "Finding providers”

Reviewed the details of In-network Member Deductible: Tot
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* Elevance Health’s Journey with Pega
— The heartbeat of Solution Central
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Geeta Wilson

CTO Whole Health, Advocacy
and Provider Platforms

A
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Member engagement and associate
experience cannot be decoupled

Elevance Health has been on a journey to empower members in their whole
health, while improving operational efficiencies and enhance member

satisfaction

Our industry is dealing with significant workforce challenges:
* The dearth of associates skilled for the new demands of business
* High turnover rates and the associated costs of recruitment and training

Simultaneously, understanding members remains a challenge:

* Healthcare Members in the United States aren't loyal customers

* Customers expect engagement to be convenient, personalized, and
responsive to their needs

Customers have become increasingly interested in how companies engage
with employees and tend to prioritize doing business with those that value

their employees, treat them fairly, and prioritize their well-being

Our Service technology platform strategy needs to focus internally on
reducing complexity for our associates as much as it is focused externally on
engaging with our members

Net Promoter Score (NPS) impact for companies in the

top vs. bottom quartile on employee complexity
Source: MIT Center of Information System Research: "BUILDING BUSINESS VALUE WITH

increase in customer satisfaction for each one-star
improvement in Glassdoor employee rating (including
for Healthcare)

Source: Glassdoor Economic Research, "The Link Between Glassdoor Reviews and Customer
Satisfaction", Published Aug 7 2019

Increase in bottom line profits for companies in the top
guartile of employee experience

Source: HBR Research, "How Employee Experience Impacts Your Bottom Line”’

Published Aug Mar 22 2022



Elevance Health & Pega Journey - Looking Back
The Heartbeat of Solution Central

Member experience
Our passion

Key Capabilities

— Guide & automate

Our Pega journey

— How we evolved

— Unify systems
— Collapse silos

— Solution footprint
- Headroom to grow

PegaWorldiNspire
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Elevance Health & Pega Journey - Looking Forward
More automation & intelligence

- Voice Activated Workflow

Improve Improve Reduce
Member Experience Associate Experience Operational Cost

- Improve resolution time - Reduce level of effort - Faster training & ramp-up
- More personalized experience - Empower to better serve - Reduce AHT
- Improve accuracy & compliance - Focus on human connection - Improve tenure
* Approach
Evaluation Pilot Expansion
Approval Production

PegaWorldiNspire
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* Delivering on the Future Today
— Where do you start?
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— Agent Experience
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— The heartbeat of Solution Central
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12:45 - 1:30

* Bupa is Transforming Healthcare as We
Know It

2:00-2:45

Verizon & Cognizant: Transforming

Customer Experience through Al and
Automation

US Department of Veterans Affairs -

Taking a Journey-first Approach to Financial
Management

6:15-7:00

+ Panel - Product Vision & Hot Seat for
Customer Service, Sales Automation,
Customer Engagement, and Robotics

PegaWorldiNspire

Innovation Hub

Client Success Pega Cloud
and Innovation and Support

Intelligent Automation

Workflow Automation

Hub Networking Lounge
User Experience

Robotic Automation

Al and the
Autonomous Enterprise

-~ N

Hub Nexus:
See what’s new at Pega

Sponsor Booths

Academy and
Community

1:1 Customer
Engagement

Customer Service and
Sales Automation

Healthcare

Insurance

Government

Communications

Financial Services

Sponsor Booths
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