
Pega Customer Service FoundaƟon 
Course DescripƟon: 
The Pega Customer Service FoundaƟon course provides an in-depth understanding of Pega's capabiliƟes 
for opƟmizing customer service interacƟons. ParƟcipants will explore key features such as self-service 
interacƟons, AI-driven automaƟon, insights for monitoring customer interacƟons, and knowledge 
management. The course covers hands-on exercises for conducƟng interacƟons, leveraging Pega GenAI 
Blueprint, and managing knowledge arƟcles to enhance customer experience. 

Audience Profile: 
This course is designed for customer service representaƟves, business analysts, system architects, and 
anyone involved in customer service operaƟons using Pega. It is ideal for professionals looking to 
improve efficiency and enhance customer experiences through Pega's intelligent automaƟon and AI-
driven capabiliƟes. 

Prerequisite: 
Basic understanding of customer service operaƟons and familiarity with CRM plaƞorms is recommended 
but not required. 

Course ObjecƟves: 
By the end of this course, parƟcipants will be able to: 

 Describe typical customer service and self-service interacƟons in Pega. 

 Conduct customer interacƟons efficiently using Pega tools. 

 UƟlize Pega GenAI Blueprint to streamline applicaƟon development. 

 Create and manage insights for beƩer contact center monitoring. 

 Leverage Pega Knowledge to support customer service operaƟons. 
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