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Challenge 

Across industries, organizations 
are feeling pressure to 
modernize their storefronts, 
branches, and showrooms – 
and to provide customers with 
a relaxed, low-pressure, and 
highly personalized experience. 
That mix of components is very 
difficult to master, and many 
organizations struggle to deliver 
on the promise.

A great experience requires 
a new approach – integrating 
data-driven next-best-actions 
and the speed to keep pace with 
changing context – all delivered 
simply and seamlessly, in a way 
that shows customers: “We know 
you, and understand your needs.”

Solution
With Pega Retail Advisor, you 
can create rich and rewarding 
experiences that help retain 
great customers, while at the 
same time maximizing sales 
from yourretail locations.

Pega Retail Advisor is purpose-
fit for the retail environment. 
It enables your employees to 
sit shoulder-to-shoulder with 
both customers and prospects – 
using a mobile device to review 
their accounts, personalize 
offers or bundles, reserve 
inventory, or take service actions 
– utilizing your existing customer 
strategies and leveraging the full 
suite of Pega next-best- action 
capabilities.

Pega Retail Advisor 
Next-best-action recommendations for perfectly personalized experiences.

A Pega Marketing Datasheet

A capability of the Pega Marketing™ application, Pega Retail Advisor empowers a one-to-one 

experience that brings sales, service, and marketing to life in a retail setting. From the minute 

a customer walks into the store, you can begin streamlining their experience – scheduling a 

conversation with an advisor, verifying their identity, or letting them browse and reserve inventory – 

all from the employee’s mobile device.

As the customer and employee sit down together, they can access the account, identify their reason 

for visiting, and review past purchases, then receive recommendations matching the perfect product 

or service for that individual’s needs.

Pega Retail Advisor analyzes each individual’s profile across channels – past phone calls, product 

purchases, browsing history, service conversations, and marketing touches – to create personalized 

next-best-action recommendations. Those recommendations determine the optimal “right now” 

offer for the customer or prospect in real time, while they wait.

Even if a customer has never purchased or interacted with you before, you can still build a 

personalized experience by walking through a series of questions that automatically generate 

product, service, or bundle recommendations that match their needs.

With Pega Retail Advisor, you can:

• Leverage all of your strategies, data, and analytics within the retail environment – making your 

agents and sellers more productive, keeping them focused on customers, and requiring less 

up- front training.

• Provide a quick, low-pressure experience personalized around the individual, regardless of 

whether he or she is a customer or prospect.

• Increase sales conversion by recommending relevant products, services, and offers that 

constantly adapt and evolve throughout the experience, as your employees interact with  

the customer.

• Improve retention and customer churn rates by understanding the customer’s context and 

potential value, and using those to shift the experience; you can integrate retention plans and 

service tasks directly into your recommendations, exactly when they’re needed.
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Pega Retail Advisor

Key capabilities
• Unified marketing, sales, and service 

Your team will gain access to a single, highly intuitive interface 

that consolidates all of your systems, data, and analytics, 

allowing employees to spend more time building relationships 

with customers and less time worrying about processes.

• Cross-channel insight  
Teams can leverage all of the available customer intelligence 

and insight in real time, including predictive scores that show 

which products or services an individual is most likely to 

consume and what they’re most likely to do next.

• Next-best-action analytics  
Both your paid and owned channels will constantly recalculate 

the next-best-action for each unique customer and situation, 

always balancing the needs of the individual with the needs of 

the business.

• Real-time monitoring and control  
Monitor performance in real time as customer conversations 

happen, enabling you to quickly adapt and make adjustments 

without having to rely on IT.

Business benefits
• Resource efficiency  

Instead of spending time switching between systems and 

screens, your employees will use a single intuitive interface 

that guides their interactions, identifies opportunities, and 

improves performance

• Improved customer retention 

When you implement our next-best-action analytics, 

your agents will be driven towards the most effective and 

appropriate action, every time – and become much more 

effective at nurturing key customer relationships.

• Incremental sales revenue 

By leveraging predictive analytics built right into the software, 

your employees will identify opportunities, then increase 

revenue by converting a customer with the most  

compelling offer.

• Immediate return on investment 

By increasing efficiency, retaining more customers, and 

upgrading customers to higher purchase levels, Pega Retail 

Advisor will produce substantial ROI to validate  

your investment.

Pega Retail Advisor gives employees everything they need to optimize the experience, from data-driven 
recommendations to offers and bundles to service actions designed to delight customers.
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