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oNboaRdiNg
• Minimize implementation time

• Automate processes

• Manage compliance

• Provide omni-channel service 

introduction

It’s 2016 and success for global organizations today is more  
than exceptional employees – it’s exceptional application and 
systems – especially as companies face more challenging, 
complex processes. 

To be successful, these applications and systems  need to work 
together seamlessly to automate and accelerate  sales efforts 
and ensure compliance with global and local regulations. 

That’s where Pega Sales and Onboarding comes in – putting you 
in total control of the customer experience from end to end. 

SalES FoRcE auTomaTioN
• Improve revenue with guided selling

• Streamline the sales process for reps

• Improve reporting and insights around 
  client engagement

• Enable sales team collaboration 

intrOductiOn
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intrOductiOn

With real-time analytics, intelligent 
sales stage guidance, and process 
automation, Pega Sales Automation 
lets organizations anticipate customer 
needs, route work to the right people 
and systems, and manage and execute 
sales processes that drive results. 

Pega also enables companies to 
deliver exceptional client onboarding 
experiences – after the sale is made.  
With its pre-built, easily configured 
components, Pega streamlines 
account enrollment and product 
setup time, provides fully integrated 
KYC requirements, and gives 

business users the power to make 
modifications without coding.
  
combined, Pega’s Sales and 
onboarding applications accelerate 
the implementation of automated 
sales and operations efforts across 
products, geographies,  
and channels. 

With Pega, you can handle complex 
go-to-market processes and deliver 
a seamless customer experience – 
making your sales and onboarding 
processes a competitive differentiator.  

addiTioNal  
FEaTuRES
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cOmmunicatiOnS

With the evolution of traditional 
telecom to digital services, 
communications companies are 
facing increased complexity in their 
sales and order processes due to 
service-specific systems, lack of 
visibility, and inability to adapt to 
changing business demands. The 
results are slow proposal cycle times, 
inaccurate quotes, and poor customer 
experiences.

Pega cPQ for communications 
makes it simple to configure, price, 
and quote digital proposals for the 
opportunity to order process by 

supporting multi-site subscription 
services, enabling omni-channel 
experiences, and defining offers in 
integrated product catalogs. 

Designed to improve quote quality, 
enable solution creativity, and 
improve sales team productivity 
Pega CPQ for Communications easily 
integrates into your IT ecosystem 
to enable organizations gain 
greater visibility into “must-win” 
deals, provide superior customer 
experiences, and accelerate time  
to market. 

communications
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cOmmunicatiOnS

 The business issue   
Telecom Italia wanted to improve its marketing 
flexibility, business agility, and provide a 
superior customer experience for its enterprise 
customers, by developing a unified view of 
customer information across its four traditionally 
independent lines of business. 

The Solution
Pega developed a wrap and renew solution of 
Telecom Italia’s BPM and Integrated Desktop 
systems – creating one unified system for the 
B2B market segment, a centralized catalog, and a 
contract system providing command and control 
of all activities. 

The Results

• Increased revenue with timely contract 
  lifecycle management

• Improved relationships and increased 
  customer satisfaction

• Dynamic platform development based on 
  changing needs

• Empowered business staff in 
  technology management  

caSE STudy – TuRNiNg big buSiNESS iNTo big buSiNESS
How Telecom Italia is Redefining the Customer Experience   

CASE STUDY
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HealtHcare

Choosing health insurance has 
become harder. Changing rules, 
new marketplaces, and tighter sales 
periods strain what are already high-
stakes decisions. New sales models 
call for tailored sales navigation, 
streamlined processing and rapid 
market response that traditional sales 
tools do not deliver.

Pega Sales automation for 
Healthcare brings efficiency, agility, 
convenience, and performance 
to health insurance sales, so 
organizations can slash sales cycles, 
boost win rates, and build market 

share, and take control of constantly 
changing regulatory, competitive and 
consumer demands. 

With more individuals shopping in 
online marketplaces, on various 
devices, and with retail-like 
expectations. Pega makes it easy to 
update sales processes, business 
rules and even user-experiences 
across sales devices, channels and 
markets – helping users navigate 
complexity and feel good about their 
purchasing experiences. 

HEAlTHCARE
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HealtHcare

caSE STudy
How Fallon Reshaped Customer Interactions Through Sales Transformation 

The business issue   
Fallon Community Health Plan wanted to 
expand and strengthen its essential health 
plan capabilities based on new market drivers:  
national and state healthcare reform, need for 
member level quoting, and the ability to quote 
and generate proposals across multiple plans. 

The Solution
Pega deployed a single sales automation engine 
across all product lines and created an integrated 
sales portal to address the current and future 
needs of the industry – re-engineering and 
automating sales processes and consolidating 
lead management and sales quoting processes.

The Results
• Reduced time to quote from 20 to 5 minutes

• Automated over 100 business rules

• Created framework for future projects

• Delivered integrated platform in less  
  than 5 months 

CASE STUDY

 “The scope of the Affordable Care Act is so immense that the 
glitches which have arisen so far are not a surprise. Fallon 
Community Health Plan’s approach, embracing Pega’s 
technology to use the changes as an opportunity to help 
improve their business operations, has been brilliant.”

 - Susan Taylor, VP and Business Line Leader
Healthcare for Pegasystems
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inSurance 

Every day, insurance carriers fend 
off competition from price-driven, 
direct channels.  They’re being forced 
to reinvent the captive distribution 
model – demonstrating the value 
that tied agents and representatives 
add to the sales process, while still 
meeting revenue growth targets. 

Designed for the needs of captive 
channels, Pega distribution 
management for insurance, 
enables carriers to accelerate captive 
channel production and ensure 
agents can sustain and grow a 

profitable book of business – so  
every agent can execute like a  
top performer. 

Agents use analytics to personalize 
each interaction and dynamically 
match offerings to each customer’s 
unique needs, and seamless 
back-office integration fulfills 
sales activities in real time. Pega’s 
intelligent sales platform helps 
carriers accelerate sales production 
and maximize book of business 
potential for the long term. 

InSURAnCE
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inSurance 

caSE STudy
AIG Japan: Revolutionizing the Way Insurance is Sold 

The business issue   
AIG Japan wanted to transform the way it 
provides value and service by developing a state-
of-the-art sales platform to intelligently guide its 
salesforce to optimize responses and proactively 
anticipate customer needs.

The Solution
To execute AIG Japan’s vision, Pega created an 
intuitive, state-of-the-art portal for sales and 
service – featuring Pega’s Next Best Action and 
onmi-channel management – so AIG can provide 
contextual responses, branding, and nurturing 
across all customer channels. 

The Results
• Deployed intelligent sales platform to more 
  than 135,000 agents

• Reduced training costs

• Increased upsell and cross sell activities

• Provided an omni-channel sales approach 

CASE STUDY

 “It prompts that next best action. It gives someone, as a 
manager, an opportunity to sit down and speak with a 
specific agent on an opportunity that may be right there 
in front of them.”

– Larik Hall, Chief Distribution Officer, AIG Japan 
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Financial ServiceS

Historically, financial institutions 
have faced extensive onboarding 
challenges – fragmented manual 
processes, ever-changing regulations, 
and lack of global management 
and oversight.  This has led to long 
onboarding times, complex due 
diligence rule management, and  
high operational costs – slowing  
time to revenue and creating 
dissatisfied customers. 

Pega simplifies complex onboarding 
and due diligence processes. 
With the only globally scalable, fully 
unified solution available for client 

lifecycle management, Pega enables 
organizations to cut through the 
complexity, accelerate time to revenue, 
and rapidly respond to change and 
ensure compliance.

Using Pega’s pre-built, best practice 
processes, organizations can 
transform client onboarding by 
streamlining and automating end-to-
end processes from sales handoff to 
fulfillment, providing omni-channel 
customer experiences across any 
channel or device, and developing 
specialized dynamic rules to meet 

regulatory requirements.

FInAnCIAl  
SERvICES
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Financial ServiceS

caSE STudy
OCBC Sets new Standard for Customer Accounts  

The business issue
OCBC recognized that the 150 tasks required to 
create a new account were not contributing to a 
positive first customer interaction. With its focus  
on building and strengthening customer 
relationships, the bank wanted to enhance the 
account opening experience. 

The Solution
Pega’s solution automated the 150 account opening 
tasks, creating a seamless onboarding experience.  
Now, OCBC staff and customers can sit together, 
share one screen, and enjoy more personal 
interaction as an account is opened. 

The Results
• 40% higher customer satisfaction scores 
  than competitors

• Significant increases in net promoter score

• Number of products sold during account 
   opening increased by more than 10%

• Activation of add-on features increased  
  as much as 50% 

CASE STUDY

"In the past, the computer sat between the clients and the 
advisor. (With PEGA) we sit alongside, sharing the entire 
screen together."

– Dennis Tan, Head of Branch & Premier Banking
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