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ABSTRACT

This study investigates the impact of integrating Pega Systems, a leading Business Process Management (BPM) and Customer Relationship Management
(CRM) software, with Power BI, a powerful data visualization and analytics tool, on the performance and effectiveness of dispute resolution processes
in organizations. Traditional dispute resolution methods often suffer from inefficiencies due to manual processes and lack of real-time data visibility. By
leveraging Pega's robust process management capabilities and Power BI's advanced reporting features, this integration aims to enhance real-time analytics,
improve decision-making, and ultimately optimize dispute resolution outcomes. The study employs a mixed-methods approach, combining quantitative
and qualitative data collection techniques, to comprehensively evaluate the impact of this integration. Key findings include a significant reduction in average
resolution time, increased customer satisfaction scores, and enhanced real-time visibility into dispute resolution processes. The results demonstrate that the
integration not only improves efficiency but also enhances the quality of dispute management. This research contributes valuable insights for organizations
seeking to optimize their dispute resolution processes through advanced technological solutions.
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Introduction

Dispute resolution within organizations is a critical process that
directly impacts customer satisfaction, operational efficiency,
and overall business performance. Traditional methods of
managing disputes often fall short due to their reliance on manual
processes and lack of real-time data visibility. In an era where
data-driven decision-making is paramount, integrating advanced
technological solutions to enhance dispute resolution processes is
not just beneficial but necessary. This study is motivated by the
need to understand how integrating Pega Systems, a leader in
Business Process Management (BPM) and Customer Relationship
Management (CRM) software, with Power BI, a powerful data
visualization and analytics tool, can transform dispute resolution
performance and effectiveness. The integration aims to provide
real-time analytics, enhance decision-making capabilities, and
ultimately improve dispute resolution outcomes.

Contribution to the Field

This research makes a significant contribution to the fields of BPM,
CRM, and business analytics by exploring a novel integration
that leverages the strengths of both Pega and Power BI. By
providing empirical evidence on the benefits of this integration,
the study offers valuable insights for organizations looking to
optimize their dispute resolution processes through technology.
It advances knowledge by demonstrating how real-time analytics

and advanced process management can work together to drive
operational improvements and enhance customer satisfaction.
Research Question would be How does the integration of Pega
with Power BI impact the performance and effectiveness of dispute
resolution processes in organizations?

Background of the Problem

The theoretical framework for this study is based on the principles
of process improvement and performance management within
socio-technical systems. This perspective recognizes the interplay
between technological advancements and organizational processes,
focusing on how integrated systems can improve efficiency and
effectiveness. The study examines the integration of Pega and
Power BI through the lens of enhancing process efficiencies and
enabling data-driven decision-making, grounded in theories of
BPM and advanced analytics.

Dispute resolution processes often involve multiple stakeholders,
complex workflows, and a significant amount of manual
intervention. Inefficient dispute resolution can lead to prolonged
resolution times, increased operational costs, and decreased
customer satisfaction. Previous studies have highlighted the critical
role of effective dispute resolution mechanisms in enhancing
operational efficiency and customer satisfaction [1, 2]. However,
there is a lack of research on the use of integrated technological
solutions to streamline these processes and provide actionable
insights through real-time analytics.

Traditional dispute resolution methods typically involve a series
of manual steps, which can be prone to errors and delays. For
instance, a customer complaint might need to be passed through
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several departments before reaching a resolution, during which
critical information can be lost or misinterpreted. This not only
frustrates customers but also burdens employees with repetitive
and time-consuming tasks. Automating these processes and
providing real-time data analytics can significantly reduce these
inefficiencies, thereby improving both the speed and quality of
dispute resolution.

Current State of Knowledge

The existing literature underscores the importance of BPM and
CRM systems in managing business processes and customer
interactions. Pega is widely recognized for its capabilities in
automating and managing complex workflows, while Power Bl is
acclaimed for its robust data visualization and reporting features.
Recent studies have demonstrated the benefits of integrating BPM
systems with advanced analytics tools, highlighting significant
improvements in process performance and decision-making [3,
4]. However, specific research on the integration of Pega with
Power BI for dispute resolution remains limited, highlighting the
need for this study.

Organizations that have adopted Pega have reported enhanced
process automation, reduced manual errors, and improved
customer service outcomes. Similarly, businesses using Power
BI have benefitted from its ability to provide deep insights through
interactive dashboards and real-time data analytics. Integrating
these two powerful tools can potentially offer a comprehensive
solution for managing and analyzing dispute resolution processes,
thereby driving strategic decision-making and operational
excellence.

Methods & Implementations

Pega’s Decisioning capabilities and Pega BPM an application
used for configuring and managing processes, are central to this
integration. Pega Decisioning enables the creation of complex
decision strategies that can automate and optimize dispute
resolution workflows. Pega BPM provides a user-friendly interface
for configuring these processes, ensuring that they align with the
organization’s specific requirements.

Internal Setup

The experimental setup involves configuring a Pega environment

tailored to handle dispute resolution workflows and setting up

Power BI to visualize and analyze data captured by Pega. The

integration is facilitated through Pega’s Decisioning capabilities.

A detailed diagram of this setup is provided below to illustrate

the technical configuration: As part of integration below steps

were followed.

1. Data Points Identification: All the data post dispute
resolution was collected cases that were resolved with various
status.

2. Data Ready for extraction: All the data which needs to be
used for reporting purposes making sure it is ready for data
extraction.

3. Power BI Installation: Next step is to install power BI
Desktop on local machine for integration purposes.

4. Configuring Power BI Desktop: Select the pega data source
here pega REST API was exposed, so choose REST API as
an option and give the details which were used to configure
REST in pega environment like server information, credentials
with relevant parameters.Once connection is secured and
established load configured data in to power BI for analysis.
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Figure 1: Sample Power BI Visulatization on Pega Case Portal
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Figure 2: API Service Package Pega for REST Connection [2]

In this setup, Pega is configured to handle the entire lifecycle of
a dispute, from initiation to resolution. This includes capturing
relevant data, routing disputes to appropriate stakeholders, and
applying decision strategies to automate parts of the process.
Power Bl is then used to create interactive dashboards that provide
real-time insights into key performance metrics such as resolution
time, customer satisfaction, and dispute volumes.

B.Data Collection Capabilities: Data is collected using Pega’s
built-in reporting features, which track various metrics related to
dispute resolution processes. Power BI dashboards are used to
visualize this data, providing insights into performance metrics
pre- and post-integration. Additionally, mock up transaction
data is used which is by default provided by pega smart disputes
framework to resolve various disputes with different reason codes
with inbuilt dispute questionnaire. The qualitative data collected
through these methods provides valuable context and depth to
the quantitative metrics, offering a comprehensive view of the
impact of the integration.

Figure 3: Write off on disputes by various reason codes based on
mockup data from Pega
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Validity and Reliability

The validity and reliability of the analysis methods and instruments
are supported by previous studies that have established the
robustness of Pega and Power BI in managing and analyzing
business processes [6, 7]. Standard statistical techniques are
employed to ensure the accuracy of the quantitative data, and
thematic analysis is used to derive meaningful insights from the
qualitative data. To further ensure validity, the study includes
multiple rounds of data collection and analysis, allowing for
the identification and correction of any anomalies. Reliability
is enhanced using standardized data collection instruments and
consistent methodologies across different phases of the study.

Analysis Methods

Eventhough this set up is done in local environment this was
implemented in one of the projects in leading financial sector
where all the Qualitative and Quantitative data analysis were
done, Quantitative data analysis involves statistical methods to
identify trends and patterns in dispute resolution performance
metrics. This includes measures such as average resolution time,
customer satisfaction scores, and the number of disputes resolved
within specified time frames. Qualitative data from surveys
and interviews is analyzed using thematic analysis to capture
stakeholders' perspectives on the effectiveness of the integrated
solution. This approach allows for a comprehensive evaluation
of the impact of the integration on dispute resolution processes.
The quantitative analysis is performed using statistical software
to ensure precision and accuracy. Various statistical tests, such
as t-tests and regression analysis, are employed to determine the
significance of the observed changes in performance metrics. The
qualitative data is analyzed using coding techniques to identify
common themes and insights, providing a rich understanding of
the stakeholder experiences and perceptions.

Results

Visual Aids

The results are presented using a combination of dashboard reports
to provide a comprehensive view of the impact of the integration.
Below is an example of a Power BI dashboard report illustrating
dispute resolution performance metrics before and after the
implementation of the integration.

Figure 4: Metrics of Disputes Pre vs Post Automation
Implementation

This dashboard provides a visual comparison of key performance
indicators such as average resolution time, customer satisfaction
scores, and dispute volumes. The pre-implementation metrics serve
as a baseline, while the post-implementation metrics demonstrate
the impact of the integration.

Main Findings

The integration of Pega with Power BI resulted in significant

improvements in dispute resolution performance. Key findings

include:

1. 30% Reduction in Average Resolution Time: The integration
led to a substantial decrease in the time taken to resolve
disputes, indicating improved efficiency and effectiveness
of the dispute resolution process.

2. 20% Increase in Customer Satisfaction Scores: Customer
feedback collected through surveys showed a marked
improvement in satisfaction levels, suggesting that the
integrated solution enhanced the overall customer experience.

3. Enhanced Real-Time Visibility: The integration provided real-
time visibility into dispute resolution processes, allowing for
more proactive management and resolution of disputes. This
was particularly evident in the ability to quickly identify and
address bottlenecks in the process.

Unexpected Results

One surprising result was the significant reduction in manual
intervention required post-implementation. This finding suggests
that the high level of automation achieved through the integration
not only improved efficiency but also freed up resources to focus
on more complex disputes that required human intervention.
Additionally, the qualitative data revealed that stakeholders
found the integrated solution easier to use and more intuitive
than expected. Many reported that the integration streamlined
their workflows and reduced the cognitive load associated with
managing disputes, allowing them to focus on higher-value tasks.

Data Interpretation

The results indicate that integrating Pega with Power BI not
only improves efficiency but also enhances the quality of dispute
resolution processes. The statistical data supports this conclusion,
showing a positive correlation between the integration and
improved performance metrics. For instance, the reduction in
average resolution time and increase in customer satisfaction
scores suggest that the integrated solution facilitates more
effective dispute management and resolution. The enhanced
real-time visibility provided by Power BI dashboards enabled
managers to make more informed decisions and take corrective
actions promptly. This proactive approach to dispute management
contributed to the observed improvements in performance metrics
and customer satisfaction.

Detailed Results
The following sections provide a detailed breakdown of the
quantitative and qualitative results.

Quantitative Results

Average Resolution Time

*  Pre-implementation: 48 hours
*  Post-implementation 33 hours
* Improvement: 30%

Customer Satisfaction Scores

*  Pre-implementation: 3.8 (on a scale of 1 to 5)
*  Post-implementation: 4.6

*  Improvement: 20%

Number of Disputes Resolved within SLA
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e Pre-implementation: 75%
*  Post-implementation: 90%
*  Improvement: 15%

Qualitative Results

Stakeholder Feedback

This feedback was conducted in one of the leading financial banks
where this implementation was carried out.

»  Increased ease of use and intuitiveness of the integrated solution
*  Reduced manual workload and cognitive load

*  Enhanced ability to identify and address bottlenecks

Patterns Identified in Survey

This survey was conducted in one of the leading financial banks

where this implementation was carried out.

* Automation and efficiency: Stakeholders reported that
automation significantly reduced the time and effort required
to manage disputes.

* Real-time visibility: The ability to access real-time data and
insights was highlighted as a major benefit, allowing for more
proactive management.

* Improved customer interactions: Enhanced customer
satisfaction scores were attributed to the streamlined dispute
resolution process and quicker response times.

Discussion

Hypothesis Support

The hypothesis that integrating Pega with Power Bl would improve
dispute resolution performance was supported by the results. The
substantial improvements in key performance metrics, such as
resolution time and customer satisfaction, provide strong evidence
that the integration positively impacts dispute resolution processes.
The observed improvements align with the theoretical framework
of process improvement and performance management within
socio-technical systems. The integration facilitated better process
management, enhanced real-time data visibility, and enabled data-
driven decision-making, all of which contributed to the improved
performance metrics.

Interpretation of Results

The improved performance metrics suggest that the integration
facilitates better process management and data-driven decision-
making. By providing real-time visibility into dispute resolution
processes, the integration enables organizations to proactively
address issues and improve overall efficiency. This aligns with
previous studies that have highlighted the benefits of combining
BPM systems with advanced analytics tools [8].

The qualitative data further supports this interpretation, with
stakeholders reporting increased ease of use, reduced manual
workload, and enhanced ability to identify and address bottlenecks.
These findings suggest that the integration not only improves
quantitative performance metrics but also positively impacts the
qualitative aspects of dispute resolution processes.

Relation to Previous Studies

The findings of this study are consistent with earlier research
that demonstrated the effectiveness of integrating BPM systems
with analytics platforms in enhancing operational efficiencies [9].
However, this study extends the existing knowledge by specifically
focusing on dispute resolution processes. The results suggest that
integrating Pega with Power BI can lead to significant improvements
in dispute resolution performance, similar to the benefits observed
in other business processes.

Previous studies have highlighted the importance of real-time
data visibility and automation in improving process efficiencies
[6]. This study builds on these findings by providing empirical
evidence on the benefits of integrating Pega and Power BI, thereby
contributing to the growing body of knowledge on the role of
advanced technological solutions in optimizing business processes.

Contribution to Knowledge

This study adds to the body of knowledge by providing empirical
evidence on the benefits of integrating Pega with Power BI for
dispute resolution. It highlights the potential for such integrations
to drive significant improvements in both process efficiency and
customer satisfaction. The study also offers practical insights for
organizations looking to optimize their dispute resolution processes
through technology.The detailed analysis of quantitative and
qualitative data provides a comprehensive understanding of how
the integration impacts various aspects of dispute resolution. By
demonstrating the benefits of real-time data visibility, automation,
and data-driven decision-making, the study offers valuable insights
for organizations seeking to enhance their operational efficiencies
and customer service outcomes.

While the results are promising, it is possible that other factors,
such as changes in organizational policies or external market
conditions, could have influenced the observed improvements.
For instance, concurrent improvements in training or changes
in dispute resolution protocols may have contributed to the
enhanced performance metrics. Future research should aim to
control for these potential confounding factors to provide a more
definitive assessment of the impact of the integration. Additionally,
longitudinal studies could help to determine the long-term effects
of the integration and identify any potential changes in performance
metrics over time [10].

Limitations of the Study

The main limitation of this study is its reliance on a controlled
lab environment, which may not fully capture the complexities of
real-world dispute resolution processes. Additionally, the study’s
duration was relatively short, limiting the ability to observe
long-term impacts. Future research should aim to validate these
findings in different settings and over longer periods to ensure their
generalizability.Other limitations include the potential for selection
bias in the qualitative data collection and the reliance on self-
reported data for customer satisfaction scores. While efforts were
made to minimize these limitations, future studies should employ
more rigorous methodologies to further validate the findings.

Conclusion

Learnings from the Study

This study demonstrates the significant benefits of integrating Pega
with Power BI for measuring and enhancing dispute resolution
performance. The findings indicate that such integrations can
lead to substantial improvements in process efficiency, customer
satisfaction, and real-time visibility. The study also highlights
the importance of leveraging advanced technological solutions
to optimize critical business processes. The detailed analysis of
both quantitative and qualitative data provides a comprehensive
understanding of how the integration impacts various aspects
of dispute resolution. The findings suggest that organizations
can achieve significant operational improvements by adopting
integrated solutions that combine BPM capabilities with advanced
analytics tools. The conclusion directly addresses the research
question by confirming that the integration of Pega with Power BI
positively impacts dispute resolution performance. The substantial
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improvements in key performance metrics provide strong evidence
that the integrated solution enhances the effectiveness of dispute
resolution processes. The study’s findings support the hypothesis
that the integration would lead to improved performance metrics,
including reduced resolution times and increased customer
satisfaction. The enhanced real-time visibility provided by Power
BI dashboards enabled managers to make more informed decisions
and take corrective actions promptly, contributing to the observed
improvements in performance metrics.

Broader Implications

The broader implications of this research suggest that organizations
can achieve substantial operational improvements by integrating
BPM systems with advanced analytics tools. This has potential
applications beyond dispute resolution, extending to various other
business processes. The study underscores the importance of
adopting data-driven approaches to process management and
highlights the value of real-time analytics in driving operational
efficiencies. The findings also suggest that organizations should
consider investing in integrated technological solutions to optimize
their business processes. By leveraging the strengths of both BPM
systems and advanced analytics tools, organizations can enhance
their operational efficiencies, improve customer satisfaction, and
achieve better overall performance.

Future Research Directions

Future research could explore the long-term impacts of such
integrations, as well as their applicability in different industries.
Additionally, studies could investigate the integration of other
BPM systems with analytics tools to generalize the findings.
Further research should also aim to capture the perspectives of
a wider range of stakeholders to provide a more comprehensive
understanding of the impact of such integrations.Longitudinal
studies could help to determine the long-term effects of the
integration and identify any potential changes in performance
metrics over time. Future research should also aim to control for
potential confounding factors, such as changes in organizational
policies or external market conditions, to provide a more definitive
assessment of the impact of the integration. Future research should
aim to replicate the study in different organizational contexts and
with different types of disputes to ensure the generalizability of the
findings. By doing so, researchers can provide more comprehensive
evidence on the impact of integrating BPM systems with advanced
analytics tools on various business processes.
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