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Executive	Summary	

Enterprises across industries are under pressure to deliver seamless customer experiences, 
streamline operations, reduce cost, and accelerate digital transformation. Traditional automation 
frameworks—RPA-only or workflow-only systems—no longer meet the scale, intelligence, and 
adaptability demanded by modern organizations. 

Pega’s Next-Generation Automation platform represents a unified approach to digital 
transformation. By combining AI decisioning, intelligent workflow orchestration, case 
management, low-code development, robotic automation, and end-to-end process intelligence, 
Pega enables true hyperautomation across the enterprise. 

This whitepaper presents a strategic blueprint for adopting Next-Gen Automation with Pega, 
focusing on architecture, orchestration, AI integration, governance, operating models, and 
transformation roadmaps. It is designed for CIOs, CTOs, COOs, automation leaders, and 
enterprise architects driving modernization initiatives. 

With Pega as the automation backbone, organizations benefit from: 

• Unified process and decision automation
• Reduced operational cost by 25–60%
• End-to-end visibility and performance insight
• Dynamic, AI-driven decisioning
• Rapid development with enterprise-grade low-code
• Scalable governance and compliance
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1.	The	Automation	Imperative	in	Modern	Enterprises	

1.1 Business Challenges Driving Automation 
Organizations face increasing pressure to: 

• Accelerate time-to-market 
• Reduce customer service friction 
• Improve compliance and auditability 
• Eliminate manual processes and bottlenecks 
• Enable real-time decision automation 
• Scale innovation without increasing operational cost 

Traditional point solutions—RPA-only or BPM-only—create technology silos and fragmented 
automation. 

Pega’s unified platform addresses these constraints. 

 

1.2 Limitations of Traditional Automation Tools 
 

Limitation Impact 
Siloed RPA bots Hard to scale, brittle, high maintenance 
Workflow tools without decisioning Cannot handle dynamic, real-time scenarios 
Manual exception handling Increased errors and operational bottlenecks 
Lack of process visibility Ineffective optimization 
No unified governance Compliance risk 

Modern enterprises require intelligent end-to-end automation, not isolated scripts or 
workflows. 

 

1.3 Pega as a Next-Gen Automation Platform 
Pega delivers a single unified architecture combining: 

• BPM + Case Management 
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• AI/ML Decisioning 
• Robotic Automation (RPA + RDA) 
• Process Mining & Process Intelligence 
• Low-Code Application Development 
• Real-Time Customer Decision Hub 
• Automated Orchestration Across Channels 

The result is a true enterprise hyperautomation framework. 

 

2.	What	Defines	Next-Gen	Automation	with	Pega	

Pega’s architecture enables organizations to automate everything — from simple tasks to 
complex, multi-system business journeys. 

 

2.1 Core Attributes of Pega’s Hyperautomation Framework 

1. AI-Driven Decisioning (Pega Decision Hub) 

Real-time recommendations and next-best-action powered by adaptive analytics. 

Applications: 

• Fraud detection 
• Risk scoring 
• Customer retention 
• Dynamic fulfillment routing 

 

2. End-to-End Case Management 

Cases unify all data, processes, and decisions into a single workflow. 

Capabilities: 

• Multi-level cases & subcases 
• SLA-driven routing 
• Exception handling 
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• Dynamic workflow adaptation 

 

3. Intelligent Automation with RPA + Workflow 

Pega integrates: 

• Workflow automation 
• Robotic Desktop Automation (RDA) 
• Robotic Process Automation (RPA) 
• API integrations 

This ensures automation handles structured + unstructured + human-in-the-loop scenarios. 

 

4. Low-Code Application Development 

Pega’s App Studio enables: 

• Drag-and-drop UI design 
• Data modeling 
• Process configuration 
• Rules-driven orchestration 

Low-code accelerates delivery while maintaining enterprise governance. 

 

5. Process Mining & Continuous Optimization 

Using Pega Process Mining + Process AI: 

• Discover bottlenecks 
• Measure process performance 
• Identify automation opportunities 
• Apply interventions automatically 

 

2.2 Pega vs Traditional Automation Platforms 
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Capability Traditional RPA Pega Next-Gen Automation 

Scalability Limited Enterprise scale 
Decisioning None AI/ML native 
Orchestration Rule-based Adaptive & contextual 
Application development None Full low-code platform 
Compliance Manual Built-in governance 
End-to-end journey automation No Yes 

 

3.	Pega	Automation	Architecture	Blueprint	

The Pega automation architecture spans six core layers, enabling modular, scalable, intelligent 
automation. 

 

3.1 Layer 1 — Experience & Interaction Layer 
Channels: 

• Web 
• Mobile 
• Contact center 
• Chatbots 
• Email 
• Claims portals 
• Field service applications 

Pega provides omni-channel UI without code duplication. 

 

3.2 Layer 2 — Case Management & Workflow Layer 
The heart of Pega automation. 

Capabilities: 
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• Dynamic case processing 
• Parallel and sequential stages 
• SLA management 
• Business rules orchestration 
• Exception handling 

 

3.3 Layer 3 — Decisioning & AI Layer 
Pega Decision Hub provides: 

• Real-time AI 
• Next-best-action 
• Fraud and risk analytics 
• Predictive modeling 

AI continuously learns and improves. 

 

3.4 Layer 4 — Integration & Data Layer 
Pega integrates with: 

• REST/JSON APIs 
• SOAP services 
• Kafka queues 
• Databases 
• Legacy systems 
• Core banking platforms 
• ERP, CRM, and EHR systems 

Pega’s integration rules provide reusable connectors. 

 

3.5 Layer 5 — Robotics & Automation Layer 
Includes: 

• Pega RPA (backend automation) 
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• Pega RDA (desktop automation) 
• Attended/Unattended bots 
• Bot Manager for orchestration 

 

3.6 Layer 6 — Cloud, Security & DevOps Layer 
Supports: 

• Pega Cloud 
• AWS, Azure, GCP 
• Automated deployments 
• Zero-downtime upgrades 
• DevOps pipelines (CI/CD) 
• Multi-level role-based access control 

 

4.	Pega	Automation	Use	Cases	Across	Industries	

4.1 Banking & Financial Services 
• Loan origination automation 
• Dispute & chargeback process automation 
• Fraud investigation workflows 
• Real-time credit decisioning 
• KYC/AML automation 
• Customer onboarding 

 

4.2 Healthcare & Life Sciences 
• Claims adjudication 
• Prior authorization 
• Care management workflows 
• Utilization management 
• Provider credentialing 
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4.3 Insurance 
• Claims FNOL intake 
• Underwriting automation 
• Policy servicing 
• Subrogation workflows 

 

4.4 Manufacturing & Supply Chain 
• Order management 
• Field service automation 
• Warranty handling 

 

5.	Pega	Transformation	Roadmap	

A structured roadmap ensures successful enterprise adoption. 

 

Phase 1: Discovery & Process Intelligence 
• Process mining 
• Journey mapping 
• Automation opportunity assessment 
• ROI analysis 

 

Phase 2: Foundation and Architecture Setup 
• Pega platform deployment 
• Data models & case types 
• Integration catalog creation 
• DevOps & governance setup 

 

ARDOR IT
 S

OLUTIO
NS —

 P
ROPRIE

TARY



 

       

 

Phase 3: Build, Deploy & Scale Automation 
• Iterative development in sprints 
• RPA + workflow + AI orchestration 
• Hyperautomation journeys 
• Testing & controlled rollout 

 

Phase 4: Enterprise Scale & Continuous Optimization 
• COE establishment 
• KPI dashboards 
• Process AI monitoring 
• Automation pipeline expansion 

 

6.	Case	Study	—	Pega-Powered	Hyperautomation	

Client 
A global insurer with manual claims processing and high operational cost. 

Challenges 
• Claims processing delays 
• High error rates 
• No unified process flow 
• Siloed systems 

 

Solution by Ardor IT Solutions 
• Implemented Pega Case Management 
• Integrated Pega RPA for data extraction 
• Enabled AI-driven routing for claims 
• Deployed dashboards for operational analytics 
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Outcomes 
KPI Before After Improvement 

Claims Cycle Time 12 days 3 days 75% faster 
Manual Effort High -60% Increased automation 
Accuracy 85% 98% Reduced errors 
Cost-to-Serve High -40% Operational savings 

 

7.	Operating	Model	for	Pega	Hyperautomation	

7.1 Automation Center of Excellence (CoE) 

• Governance 
• Pipeline management 
• Standards & templates 
• Architecture oversight 

7.2 Citizen Development Enablement 

• Guardrails 
• Low-code training 
• Governance for business-built apps 

7.3 DevOps & Release Management 

• Automated deployments 
• Versioning 
• Impact analysis 

 

8.	Why	Ardor	IT	Solutions	

Our Strengths 

• Deep Pega delivery expertise 
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• Financial services and healthcare domain knowledge 
• Proven automation frameworks 
• Cloud-native Pega architecture skills 
• AI & data integration capabilities 

Value We Deliver 

• Faster time-to-value 
• Reduced operational cost 
• Scalable automation pipeline 
• Business-outcomes-driven transformation 

 

9.	Conclusion	

Next-Gen Automation with Pega enables enterprises to transform complex operations, enhance 
decision-making, and deliver exceptional customer experiences. By combining workflow 
automation, case management, AI decisioning, robotics, and low-code development into a 
unified platform, Pega empowers organizations to scale automation intelligently and sustainably. 

Ardor IT Solutions brings proven strategy, technology expertise, and implementation 
accelerators to help enterprises unlock the full value of Pega and drive measurable business 
outcomes. 
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