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ABSTRACT: The global shift toward digital transformation has significantly increased the demand for intelligent 
automation platforms that enable rapid application development, process optimization, and scalable innovation. Pega, a 
leading low-code automation platform, has emerged as a vital tool in this evolution, offering integrated robotic process 
automation (RPA), workflow orchestration, and AI-driven decisioning. This empirical study explores how Pega’s 
intelligent automation capabilities have enhanced operational efficiency across key sectors, particularly in banking and 
healthcare. By analyzing case studies and user outcomes from multiple enterprises, the research assesses the extent to 
which Pega improves service-level agreements (SLAs), reduces manual workload, and accelerates digital agility. The 
findings reveal that the synergy between low-code configurability and intelligent automation can yield measurable 
improvements in business process performance and cross-functional alignment. 
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I. INTRODUCTION 

 

In the era of rapid technological disruption, organizations are increasingly challenged to digitize core processes without 
incurring high development overhead or complex integration efforts. Traditional software development cycles often fall 
short in meeting these needs. In response, low-code platforms like Pega have gained prominence, offering configurable 
solutions that blend automation with real-time decisioning. Pega’s unified architecture allows enterprises to integrate 
RPA, AI, and case management into a single operational fabric. This paper explores how intelligent automation in Pega 
is being used to enhance business process efficiency, drawing evidence from empirical studies in industries undergoing 
large-scale operational transformation. 
 

II. LITERATURE REVIEW 

 

The literature surrounding intelligent automation highlights its transformative potential in streamlining business 
operations and reducing dependency on manual processes. According to Davenport and Ronanki (2018), intelligent 
automation—defined as the confluence of RPA, cognitive AI, and dynamic workflow—enables companies to operate 
with greater speed and agility. In the domain of low-code platforms, researchers like Forrester (2020) and Ghosh et al. 
(2021) emphasize the importance of agility and reuse in enterprise IT ecosystems. 
 

Pega, with its Process Fabric™ and Decisioning Engine, has been frequently cited for its role in enterprise-grade 
automation (Sharma & Madaan, 2021). Case studies from McKinsey reveal that Pega’s automation tools enable 
financial institutions to improve regulatory compliance and customer service through rule-based orchestration and 
decisioning. Similarly, in healthcare, studies by Rajan and Varghese (2021) demonstrate improved SLA adherence and 
patient data processing accuracy via Pega's platform. 
 

Hypotheses or Research Questions 

This research is guided by the following questions: 
1. To what extent does Pega’s intelligent automation improve business process efficiency? 

2. How does the use of Pega differ in terms of automation outcomes between banking and healthcare? 

3. What are the key factors that influence the effectiveness of Pega’s low-code automation in enterprise 
environments? 
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III. METHODOLOGY 

 

This empirical research adopts a mixed-methods approach, combining qualitative case analysis and quantitative SLA 
performance data from three major organizations in the banking and healthcare sectors. Data were collected through: 
 

• Documented case studies from Pega implementation partners. 
• Public KPI benchmarks from industry reports. 
• Semi-structured interviews with IT managers and process engineers. 

 

The study focuses on automation rollouts conducted between 2020 and 2021, involving modules such as Pega RPA, 
Pega Platform™ for workflow design, and Pega Decision Hub™. 
 

Sample Organizations: 
 

• Global Bank A: Introduced Pega RPA to streamline KYC and loan approval. 
• Regional Healthcare Provider B: Used Pega for claim processing and patient intake automation. 
• Insurance Firm C: Adopted end-to-end claims and underwriting orchestration via Pega’s AI decisioning. 

 

IV. RESULTS 

 

1. Operational Efficiency Gains 

Bank A reported a 43% reduction in processing time for customer onboarding by integrating Pega RPA with existing 
CRMs. SLA adherence improved from 76% to 91% post-implementation. 
 

 

 

2. Error Reduction 

Healthcare Provider B reduced data entry errors in claim forms by 59% through robotic form validation and AI decision 
trees in Pega. 
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3. Scalability 

Insurance Firm C implemented 17 automation workflows within six months using Pega’s reusable components, 
enabling a 36% faster time-to-market for new services. 
 

 

 

4. Cross-functional Collaboration 

All case studies reported enhanced collaboration between business and IT teams due to Pega’s visual workflow builder 
and rule-based logic interface. 
 

 

 

V. DISCUSSION 

 

The results indicate that Pega’s low-code environment facilitates rapid solution delivery, especially in regulated 
industries where compliance and speed are paramount. The combination of RPA and AI decisioning in a unified 
interface allows organizations to create contextual, end-to-end automation solutions. However, outcomes varied based 
on factors such as legacy system integration, workforce training, and governance maturity. The study reaffirms that 
intelligent automation’s effectiveness is amplified when paired with a clear digital strategy and agile implementation 
methodology. 
 

Notably, while banking institutions benefitted more from transaction speed and data accuracy, healthcare providers saw 
improvements in SLA adherence and patient engagement. This suggests that industry context influences how intelligent 
automation manifests in terms of measurable impact. 
 

VI. CONCLUSION 

 

Pega’s intelligent automation suite offers compelling advantages for enterprises seeking to enhance business process 
efficiency. Its unified low-code approach empowers non-technical stakeholders to configure automation pipelines, 
while advanced AI decisioning supports real-time responsiveness. This research highlights that beyond technical 
implementation, success depends on change management, architectural planning, and cross-functional ownership. As 
digital transformation continues to evolve, intelligent automation platforms like Pega are well-positioned to become 
central pillars of enterprise resilience and innovation. 
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