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Salesforce Agentforce: The Autonomous Al
Agent Platform for Digital Labor

Historical Context and Evolution

Salesforce Agentforce emerged from Salesforce's recent Al innovations and rebranding of earlier
“copilot” tools. In 2023, Salesforce introduced Einstein GPT and Einstein Copilot as generative Al
assistants across the platform. By Dreamforce 2023, the vision shifted toward fully autonomous agents —
leading to Einstein Copilot being renamed Agentforce and the Copilot Builder becoming Agent
Builder(Source: salesforceben.com). Unlike the initial copilot (which primarily assisted humans via chat

prompts), Agentforce was built with a new, more powerful architecture capable of independent, multi-
step task execution (Source: mre-consulting.com). Salesforce announced Agentforce's general
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availability in October 2024 as “a new layer on the Salesforce Platform” for building Al-driven agents,
marking a leap beyond traditional chatbots and simple assistants (Source: salesforce.com). By late 2024,

Agentforce 2.0 was introduced with expanded capabilities (pre-built skills, Slack deployment, and
advanced reasoning), reflecting rapid evolution in response to customer demand (Source:

salesforce.com)(Source: salesforce.com). In short, Agentforce is the product of Salesforce's Al journey —
transforming early Al helpers into a ” digital labor platform” for autonomous agents in the enterprise

(Source: salesforce.com).

Purpose and Overview of Agentforce

Salesforce Agentforce is an Al agent platform designed to augment workforces with autonomous,
intelligent agents. Its core purpose is to supply “digital labor” — Al-driven virtual agents that can handle
tasks, make decisions, and take actions across business functions without constant human oversight
(Source: salesforce.com). Agentforce goes far beyond a FAQ bot or guided chat; it leverages advanced Al

(including large language models) to understand context, reason through complex requests, and execute
multi-step workflows end-to-end. For example, an Agentforce agent could resolve a customer service
case, qualify a sales lead, or even optimize a marketing campaign by itself (Source: salesforce.com).

These agents operate 24/7 and can be triggered not only by chat queries, but also by events like data
changes, business rules, or API calls from other systems (Source: salesforce.com). In essence,

Agentforce provides "autonomous, proactive applications” that you configure to perform specialized
jobs for employees or customers (Source: salesforce.com).

Every Agentforce agent is grounded in Salesforce’s trusted data and ecosystem. It can be infused with
business knowledge (e.g. CRM records, knowledge base articles, past interactions) so that its
responses and actions are contextually accurate and aligned with company policies (Source:
trailhead.salesforce.com)(Source: trailhead.salesforce.com). Unlike rigid traditional bots, Agentforce

agents use generative Al to converse naturally in multiple languages, adapt to user input, and even
handle unexpected questions by keeping track of the full conversation context (Source:
trailhead.salesforce.com). They are also "always-on"” across channels 24/7, meaning customers or

employees can interact with them via web, mobile, portals, or messaging at any time and get immediate
assistance (Source: trailhead.salesforce.com). When a task falls outside the Al's scope, Agentforce can

seamlessly escalate to a human, handing off the full interaction history so the human agent has complete
context (Source: salesforce.com). Overall, the platform’s goal is to enhance productivity and customer

experience by handling high-volume, routine, or complex tasks autonomously — effectively acting as
digital team members that work alongside human staff (Source: salesforce.com)(Source:

salesforce.com).
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Architecture and Core Components of the Agentforce Platform

Agentforce is built natively into the Salesforce Platform (part of the Einstein 1 Platform), which means it

inherently integrates with Salesforce data, metadata, security, and automation tools (Source:
salesforce.com). At a high level, Agentforce’s architecture includes several key components and services:

e Agent Builder and Skills Library: The Agentforce platform provides a low-code configuration
environment called Agent Builder for creating and managing agents. This was formerly “Copilot
Builder,” now enhanced for Agentforce (Source: salesforceben.com). Admins and developers can use

natural language prompts and point-and-click tools to define an agent's behavior (Source:
salesforce.com). Through Agent Builder's wizard, you specify the agent’s “job to be done” by

defining topics (the tasks or processes it can handle), writing instructions or prompt templates for
each topic, and assembling a library of actions (reusable automations or API calls) that the agent can
execute (Source: salesforce.com). Each agent is configured with five key attributes: its Role

(purpose and topics), the Data it can access, the Actions it can take, the Guardrails (policies or
limits on its behavior), and the Channel in which it operates (Source: mre-consulting.com). This

flexible model allows building agents for any role or industry — organizations can use pre-built agent
templates (Salesforce provides out-of-the-box agents for common sales and service roles) or create
new ones from scratch for specialized use cases (Source: salesforce.com)(Source: salesforce.com).

Agentforce also introduced AgentExchange, a marketplace for ready-to-use agent actions and
templates, to further accelerate deployment (Source: salesforce.com)(Source: salesforce.com).

o Data Cloud and Knowledge Integration: Agentforce is powered by Salesforce Data Cloud (the
customer data platform) to ensure agents have comprehensive, up-to-date knowledge at their
fingertips. Data Cloud connects and harmonizes enterprise data (CRM records, knowledge articles,
case histories, even unstructured data like emails or PDFs) into a unified profile (Source:
salesforce.com). Using retrieval augmented generation (RAG), Agentforce can pull in relevant

information from data sources in real time to ground its answers in facts (Source: salesforce.com).

For instance, if a frustrated customer contacts an Agentforce bot, the system can retrieve context
from that customer’s recent emails, support tickets, and purchase history to inform a precise,
personalized response (Source: salesforce.com). Data Cloud’s hybrid search can even identify the

best knowledge base article or past case solution to answer a query (Source: salesforce.com). This

deep data integration ensures Agentforce's outputs are contextually aware and trustworthy, as the
Al's generative responses must be backed by the company’s actual data and knowledge (preventing
“hallucinations” or irrelevant answers). Users can also securely extend the knowledge sources by
uploading documents or connecting external databases via Data Cloud, all governed by Salesforce's
security protocols (Source: salesforce.com).
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o Atlas Al Reasoning Engine: At the heart of Agentforce is the Atlas Reasoning Engine, described as
the "brain” of the platform (Source: salesforce.com). Developed by Salesforce Al Research, Atlas is a

proprietary Al system that orchestrates the agent’s decision-making and action planning. Unlike a
basic chatbot that responds to one query at a time, Atlas enables the agent to “think” through

multi-step problems and take initiative(Source: salesforce.com). It works by breaking down a
user's request or an event trigger into an actionable plan: first analyzing and clarifying the input, then
retrieving relevant data, then formulating a step-by-step plan to achieve the goal (Source:
salesforce.com). The plan is iteratively refined for accuracy and groundedness before execution

(Source: salesforce.com). This human-like reasoning loop (Salesforce calls it the “React Loop")

allows Agentforce to handle complex workflows autonomously, rather than relying on explicit scripts
for every scenario (Source: mre-consulting.com). Notably, internal research found the Atlas-powered

Agentforce delivered results twice as relevant and 33% more accurate than other Al agent
solutions during pilot tests (Source: salesforce.com). By enabling agents that “act, not just assist,”

the Atlas engine is what differentiates Agentforce from earlier generative Al assistants or basic RPA
bots (Source: salesforce.com).

¢ Einstein Trust Layer and Al Governance: Given the criticality of trusted Al outputs, Agentforce
benefits from Salesforce’s built-in Einstein Trust Layer for security, privacy, and ethical guardrails
(Source: salesforce.com). Every Al interaction is routed through this layer, which enforces measures
like zero data retention (no sensitive customer data is stored in LLM providers), toxicity filters, and

secure data retrieval so that agents only see data they're permitted to access (Source:
salesforce.com). The Trust Layer also performs dynamic grounding, meaning the Al's responses are

dynamically constrained to the retrieved trusted data, improving accuracy (Source: salesforce.com).
For compliance and oversight, Agentforce provides an Al Audit Trail that logs agent decisions and

actions (Source: salesforce.com). Admins can review what an agent did, why it did it, and what data

it used - critical for regulated industries and debugging the Al's behavior (Source: salesforce.com).

Salesforce has also published responsible Al principles and “trust patterns” (design guidelines) to
reduce risks like hallucination. For example, Agentforce uses topic classification to detect if a
question falls outside approved topics, offers opt-out mechanisms for users, and is designed with
clear escalation points to humans (Source: salesforce.com). These governance features ensure that

autonomous agents remain safe, controllable, and aligned with business policies.

¢ Native Integration with Salesforce Ecosystem: One of Agentforce's biggest advantages is that it is
embedded in the Salesforce Customer 360 platform, allowing it to seamlessly interact with other
Salesforce products and processes (Source: salesforce.com). Agentforce can natively invoke

Salesforce Flows and Apex code - in fact, any existing automation a customer has built can become
an "action” that an agent can execute (Source: salesforce.com)(Source: salesforce.com). For

example, an agent could escalate a case'’s priority by calling a Flow, create a Field Service work order,
or update an opportunity record as part of its plan (Source: salesforce.com). Agents also use
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Salesforce’s security model and metadata, so they respect role-based data visibility and pick up
business logic already configured in the CRM (Source: salesforce.com)(Source: salesforce.com).

Additionally, Agentforce integrates out-of-the-box with Slack, Experience Cloud sites, and external
systems via MuleSoft. Slack integration enables “employee-facing” agents that workers can interact
with in chat - for instance, an employee could ask a Slack bot (powered by Agentforce) to summarize
a dashboard or draft a client email, and the agent can take action right from Slack (Source:
salesforce.com). MuleSoft allows Agentforce to connect to third-party apps and data through APls,

extending its reach beyond Salesforce data into legacy systems or databases (Source:
salesforce.com). And with Experience Cloud (customer portals) and digital engagement channels,

Agentforce agents can be deployed on websites, mobile apps, or messaging apps to engage
customers on those front ends (Source: trailhead.salesforce.com). This tight integration across

Salesforce and beyond means Agentforce can orchestrate end-to-end workflows that span multiple
systems — something standalone chatbot platforms would require significant custom integration to
achieve (Source: sia-partners.com)(Source: sia-partners.com).

e Testing and Monitoring Tools: Managing Al agents requires continuous testing and tuning.
Salesforce provides an Agentforce Testing Center to help teams validate agent behavior in a
scalable way. Instead of manually conversing with a bot over and over, Testing Center can generate
hundreds of synthetic test conversations and run them in parallel (Source: salesforce.com). This

allows you to see how an agent responds to various phrasings or edge cases, and ensure it's
choosing the correct topics and actions. Using these results, admins can iteratively refine the agent's
instructions or training data, saving immense time in the QA process (Source: salesforce.com).

Testing Center can also evaluate the agent’s guardrails at scale — checking if any responses deviate
from the facts or if any unsafe content slips through (Source: salesforce.com). In production,

Agentforce's built-in dashboards and the audit logs help monitor performance (e.g. deflection rates,
resolution times, user satisfaction signals) so you can continually improve the agent. Finally,
Salesforce has fostered an *“Agentblazer” community (in analogy to Trailblazers) where
professionals can share best practices, learn from experts, and collaborate on Al agent solutions
(Source: salesforce.com). Through community resources and Salesforce Professional Services,

customers can get guidance on designing effective agents and governing them responsibly at scale
(Source: salesforce.com)(Source: salesforce.com).

Key Features and Capabilities

Agentforce introduces a rich set of features that distinguish it from traditional support bots or basic Al
assistants. Some of its notable capabilities include:
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e Autonomous, Multi-Step Task Handling: Agentforce agents don’t just answer questions — they
take actions. They use the Atlas reasoning engine to break down complex requests into a sequence
of steps and execute them without hand-holding (Source: salesforce.com). This enables use cases

like resolving a support case end-to-end (gathering info, troubleshooting, updating records) or
completing a sales process (engaging a lead, scheduling a meeting, logging the interaction) with
minimal or no human intervention (Source: salesforce.com). The agents operate under defined

business rules and can initiate processes based on events, not solely when asked a question
(Source: salesforce.com).

¢ Conversational Intelligence with Generative Al: Agentforce uses generative Al (LLMs) to conduct
natural, human-like conversations. The agents understand context and intent far beyond simple
keyword matching. They remember the entire dialogue, handle follow-up questions, and can clarify
ambiguous queries by asking relevant questions (Source: trailhead.salesforce.com)(Source:

trailhead.salesforce.com). Responses are formulated in a conversational tone aligned with the

brand’'s voice, thanks to prompt instructions and grounding in the company's content (Source:

trailhead.salesforce.com)(Source: trailhead.salesforce.com). This yields a more fluid and satisfying
interaction than the rigid, scripted dialogs of legacy chatbots. Crucially, every answer is grounded in
trusted data - e.g. pulled from a knowledge article or CRM record — so the bot provides accurate,
context-specific  information  rather than generic or invented replies (Source:
trailhead.salesforce.com).

e Omnichannel 24/7 Support: Agentforce agents can engage users across multiple channels and at
all hours. They are designed to work in self-service portals, public websites, mobile apps, SMS,
messaging apps, and chat interfaces in addition to Slack or the Salesforce Ul (Source:
trailhead.salesforce.com)(Source: salesforce.com). This means a customer could get help from an

Agentforce virtual agent on a company's support site or WhatsApp chat at 3 AM, and an employee
could similarly query an internal agent via Slack. The agents work round the clock 24/7, providing
instant responses and handling issues even when human staff are offline (Source:
trailhead.salesforce.com). This capability greatly increases service availability and responsiveness,

helping businesses meet customer needs "anytime, anywhere"” without 1:1 scaling of support staff.

e Seamless Human Handoff and Collaboration: While autonomous, Agentforce is designed to
complement human agents, not replace them outright. For customer-facing scenarios, if an Al agent
reaches a point where it cannot complete a task or detects sentiment that indicates the user is
frustrated, it will handoff to a live agent gracefully (Source: trailhead.salesforce.com). The transition

is seamless — the full conversation and context is transferred into the Salesforce Service Console or
appropriate interface so the human agent sees what was done and discussed (Source:

salesforce.com). This avoids customers repeating themselves and allows the human to pick up right
where needed. Agentforce can also brief the human agent (e.g. providing a summary of the issue and
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recommended next steps) to accelerate resolution (Source: trailhead.salesforce.com). For employee-

facing use cases, Agentforce facilitates collaboration by working side-by-side with users. For
example, a sales rep can consult a Sales Coach agent for deal advice or do a role-play, or a support
agent can have a Service Planner agent draft a case resolution or knowledge article for them

(Source: trailhead.salesforce.com)(Source: trailhead.salesforce.com). Through Slack integration,
employees can even “chat” with an Al coworker to get certain tasks done. This tight human-Al
teaming, with clear handoff points and shared context, improves trust in the Al and ensures that
complex or sensitive matters still get a human touch when necessary (Source: salesforce.com)

(Source: salesforce.com).

e Pre-Built Agents and Quick Deployment: To help companies get started, Salesforce provides out-

of-the-box agent templates and pre-built skills for common scenarios (Source: salesforce.com).
The first generally available agent was the Service Agent for customer support, which comes with a
set of pre-built topics and actions (like order status inquiries, troubleshooting steps, knowledge
lookups, etc.) (Source: salesforce.com). This means a business can deploy a customer service

chatbot that handles many routine cases in minutes, then later customize or extend it. Similarly,
Salesforce has unveiled pre-built Sales agents such as an SDR (Sales Development Rep) Agent
that engages inbound leads (answering product questions, handling objections, booking meetings)
and a Sales Coach Agent that helps train salespeople with personalized role-play scenarios (Source:
salesforceben.com)(Source: salesforceben.com). These ready agents encapsulate Salesforce best

practices for those roles. Companies can use them as-is or tailor them with industry-specific content
(for example, a retail version of Service Agent with order management topics, or a banking version
with credit card dispute topics) (Source: salesforce.com). Because Agentforce is built into the

platform, it also “deploys quickly” with low effort — no need to integrate external Al tools or
manually train NLP models from scratch (Source: trailhead.salesforce.com). Admins leverage familiar

Salesforce tools (Flow, Apex, etc.) and the intuitive Agent Builder to configure agents rapidly using
clicks or basic prompts. This dramatically lowers the barrier to entry for implementing advanced Al
automation.

¢ Integration with Workflows and Legacy Systems: A standout feature of Agentforce is its ability to
drive actions in enterprise systems. The agents can call upon any Salesforce automation (Flows,
Quick Actions, Apex code) or even trigger MuleSoft integrations to external systems (Source:
salesforce.com). For example, an Agentforce bot handling an e-commerce issue could automatically

create a return order in an ERP system via MuleSoft, or an insurance agent could fetch policy details
from a legacy database. This is enabled by treating these automations as “Skills" or actions in the
agent's library. Salesforce reports that customers have billions of such flows and automations already
built in their orgs, which Agentforce can immediately leverage in its reasoning process (Source:
salesforce.com). By contrast, many competitor platforms would require custom development to

connect Al agents to each backend system. The native integration accelerates time-to-value and
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allows Agentforce to orchestrate end-to-end processes, not just chat. It essentially turns Al
recommendations into real outcomes (e.g. an agent not only suggests scheduling an
appointment, it actually books it in the calendar via Field Service, or it not only answers a billing
question but also applies a credit in the billing system as per policy).

o Trust, Security and Control: Given the enterprise focus, Agentforce includes strong trust and
control features. All Al interactions occur under the governance of the Einstein Trust Layer, which
filters out sensitive data and ensures compliance with security/privacy requirements (Source:
salesforce.com). Agentforce administrators have fine-grained control over what an agent is allowed

to do or not do (via the guardrails settings). For instance, you can set a guardrail that a service agent
is not allowed to issue refunds above $100 or cannot delete records, etc., ensuring the Al stays
within approved limits. The system also provides transparency — the audit trail and monitoring tools
let you review agent decisions and outputs, which is crucial for trust and regulatory audits (Source:
salesforce.com)(Source: salesforce.com). Salesforce has also built in features to minimize Al errors,

like hallucination reduction techniques and requirement that every generative answer cite its data
source (internally). In regulated industries, if a fully autonomous agent is not desirable for certain
interactions, companies can choose to keep a human-in-the-loop for approval steps or use Einstein

Bots (legacy deterministic bots) for those specific flows (Source: trailhead.salesforce.com). In
fact, Salesforce notes that while Agentforce is more advanced, legacy Einstein Bots might still be
preferred when a highly scripted, explainable dialog is needed for compliance (Source:
trailhead.salesforce.com). Overall, Agentforce's design balances Al autonomy with enterprise-

grade oversight, so professionals can confidently deploy Al agents without compromising on
security or quality.

e Developer and Admin Productivity Tools: Agentforce provides features to make life easier for
Salesforce teams managing these agents. The Prompt Builder (part of Agent Builder) gives admins
a guided way to craft effective prompts and instructions for the Al, without needing deep Al expertise
(Source: trailhead.salesforce.com). It even offers Al assistance to suggest prompt improvements. For
pro-code developers, Salesforce has CLI and API support, so agents can be defined and tested via

code or integrated into DevOps pipelines (Source: salesforce.com). The Testing Center (mentioned

above) uses Al to automatically generate test cases, which is a novel approach to QA for non-
deterministic Al systems (Source: salesforce.com). Additionally, Salesforce introduced Agentforce
Foundations (a free add-on for certain editions) to let customers try the technology with up to 1,000

free agent conversations (Source: salesforce.com). This lowers the risk and cost of experimentation.

And for community learning, the Agentblazer Community on Trailhead provides training modules
and a forum to exchange solutions (Source: salesforce.com). All these tools are aimed at enabling
Salesforce admins and consultants — not just Al PhDs — to build and maintain Agentforce solutions

with confidence and agility.
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Integration with Service Cloud, Experience Cloud, and Field
Service

A key strength of Agentforce is its tight integration with Salesforce's customer service, experience, and
field service products, which allows organizations to deliver smarter support across all touchpoints:

¢ Service Cloud (Customer Service): Agentforce is deeply embedded in Service Cloud to enhance
customer support operations. The Agentforce Service Agent acts as a next-generation virtual
service rep, handling customer inquiries through chat, messaging, or phone IVR deflection. It can
automatically resolve a wide range of cases by conversing with customers and taking actions in the
CRM. For example, it might authenticate a customer, pull up their order details, process a return or
troubleshoot an issue — all via chat — before a human ever gets involved (Source: salesforce.com)

(Source: salesforce.com). Because it's grounded in the Service Cloud data (cases, Knowledge

articles, etc.), it delivers accurate answers and can log every interaction as a Case record or feed
into case logs (Source: trailhead.salesforce.com)(Source: trailhead.salesforce.com). When an issue

needs human attention, Agentforce seamlessly creates or updates the Case and performs a warm
handoff to a live agent in the Service Console, including the full context and conversation

transcript for continuity (Source: salesforce.com). This integration means support agents spend less
time on repetitive Tier-1 questions and more on complex issues — the Al takes care of FAQs, basic
troubleshooting, password resets, order statuses, and similar tasks that would otherwise flood the
service team (Source: frailhead.salesforce.com). Companies can deploy Agentforce on their

Experience Cloud self-service portals, so customers see an Al chat assistant that is available 24/7
on the help site or mobile app (Source: trailhead.salesforce.com). It's also integrated with

Salesforce’s messaging channels (live chat, SMS, WhatsApp via Digital Engagement), effectively
acting as an Al-powered chat agent on those channels. By leveraging Service Cloud’s omni-channel
routing, businesses ensure that if the Al can’'t solve it, the conversation is routed to the right team
with no loss of information. The result is faster resolution and higher case deflection — early users
report that Agentforce can deflect a substantial portion of routine inquiries, allowing human
agents to focus on high-value customer interactions (Source: salesforce.com)(Source:
salesforce.com). Additionally, Agentforce includes an internal role called Service Planner (or service

copilot) that assists human agents. This agent can auto-summarize cases, suggest next-best actions
to service reps, and even draft responses or knowledge articles for agent approval (Source:

trailhead.salesforce.com). By integrating into the Service Cloud console, it can observe the context
of an ongoing case and provide real-time recommendations to the support agent (like a co-pilot
guiding the human) (Source: trailhead.salesforce.com). In summary, Agentforce supercharges

Service Cloud by automating customer self-service on the front end and aiding support agents
on the back end, all within the familiar Salesforce service ecosystem.
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e Experience Cloud (Customer Portals & Communities): Experience Cloud provides the digital
channels where customers or partners interact with a company (e.g. help center sites, account
portals, community forums). Agentforce extends Salesforce's Al reach directly into these channels.
Businesses can embed an Agentforce chat or avatar into their Experience Cloud pages to offer
conversational self-service. For instance, a telecom company might have a support community
where an Agentforce agent is available to answer billing questions or tutorial inquiries from
customers. Unlike a basic chatbot limited to a script, the Agentforce agent in a portal can handle
free-form questions (“Why did my bill increase this month?”) by looking up the customer’s billing
history and usage, then give a personalized answer or even proactively offer to schedule a payment
plan (Source: salesforce.com)(Source: salesforce.com). Since the agent is connected to the CRM, it

knows who the logged-in customer is and can retrieve their data securely, something third-party
bots would struggle with. Agentforce can also deflect cases in communities by providing relevant
knowledge articles or troubleshooting steps, reducing the need for customers to create new support
tickets. On customer forums, an Agentforce agent could even assist by suggesting accepted
solutions if it recognizes a known issue being discussed. Furthermore, because Experience Cloud
supports custom web components, developers can place the Agentforce interface into any web
property, ensuring consistent support across the company's digital presence. The net effect is a
smarter self-service experience — customers get immediate answers or service transactions done
through the portal itself, increasing satisfaction and usage of digital channels. One early example is in
higher education: a university is using an Agentforce recruitment agent on its website to engage
prospective students visiting the admissions page, answering questions about programs and guiding
them through application steps in a conversational way (Source: salesforce.com)(Source:

salesforce.com). This kind of personalized help, available on-demand on the site, dramatically

improves user engagement compared to static FAQs or forms.

e Field Service: Salesforce Field Service (now part of the broader Service Cloud suite) manages
mobile workforce and on-site appointments. Agentforce can integrate with Field Service to automate
and optimize field service workflows. For example, when a support case involves a physical issue
(like a broken appliance or network outage), an Agentforce agent could automatically create a Field
Service work order or schedule an appointment for a technician — without a human dispatcher
needing to intervene (Source: salesforce.com). In a demonstration, Salesforce showed that after a

customer’s call or chat about an equipment problem, a team of Al agents was able to troubleshoot
and then book hundreds of field service appointments for inspections before the support reps even
had to start their day (Source: salesforce.com). This highlights how Agentforce can watch for triggers

(e.g. loT sensor alerts or multiple incoming complaints about an issue) and proactively initiate field
service actions. In industries like manufacturing or utilities, an Agentforce proactive maintenance
agent can monitor device data via loT integrations (using MuleSoft or Salesforce loT) and detect
anomalies in equipment performance (Source: salesforce.com). If it predicts a machine is likely to
fail, it can automatically alert the customer and schedule a technician visit through Field Service, all
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while providing a summary to the human team about the issue and history (Source: salesforce.com).
Field technicians then arrive informed, and the downtime is minimized thanks to the Al's quick action.

Agentforce can also assist field technicians indirectly — for instance, a technician in the field could
query a mobile Al agent (through a phone or tablet app) for help, like asking for a procedure or
schematic, and the agent could pull up the relevant knowledge or even walk them through a
diagnostic flow. This kind of integration between Agentforce and Field Service helps organizations
resolve issues faster and more proactively. It reduces the manual scheduling effort and ensures
customers are taken care of promptly. Salesforce customers in sectors such as home services and
manufacturing are exploring these scenarios to augment their field teams. As an example, a
manufacturing company’s Agentforce maintenance agent might identify a part failure trend in loT
data, automatically open cases and schedule service visits for affected clients, and draft detailed
case notes for technicians — all done autonomously, at scale (Source: salesforce.com). By the time a

human field service coordinator looks, the routine work is already done. This synergy underscores
how Agentforce's reach extends beyond just call centers, into the realm of physical service delivery.

Use Cases Across Industries

Because Agentforce is a platform, it can be tailored to virtually any industry or domain. Salesforce and its
partners have highlighted numerous use cases demonstrating how autonomous agents can drive value in
different sectors. Here are some examples of Agentforce in action across industries:

¢ Telecommunications (Communications): Telco companies deal with high volumes of billing
inquiries, plan changes, and support issues. An Agentforce Billing Resolution Agent can handle
common billing questions and disputes much faster than a call center alone. For example, if a
customer asks about an unexpected charge, the agent can analyze the billing history, compare it to
the plan and usage, and determine if it's an error (Source: salesforce.com). It could then

automatically apply a credit or adjust the plan based on predefined business rules, presenting the
resolution to the customer within the same interaction (Source: salesforce.com)(Source:

salesforce.com). This reduces wait times and boosts first-contact resolution. Such an agent can also
upsell or educate customers on optimizing their plans, acting as a 24/7 account advisor. By
automating routine billing support, telecom providers free their human reps to handle more complex
tech support or retention calls, improving overall productivity and customer satisfaction.

¢ Financial Services (Banking & Insurance): Banks and insurance firms are leveraging Agentforce to
improve service and efficiency in processes that are often data-heavy and procedural. In banking,
for instance, an Agentforce agent can assist with transaction dispute resolution. If a customer
suspects a fraudulent charge, the agent can autonomously retrieve recent transactions, engage the
customer in identifying the suspicious ones, then kick off the dispute workflow — notifying the
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merchant, crediting the customer’s account provisionally, and creating a case for compliance review
(Source: salesforce.com). All of this can happen in minutes via chat or voice, as opposed to days of

back-and-forth traditionally. Meanwhile, in insurance, an Agentforce Policy Management Agent
might handle policy inquiries, quotes, and renewals. It could analyze a customer’s current coverage
and claims history to suggest better coverage options or flag retention risks (e.g., the customer
might leave for a competitor at renewal) (Source: salesforce.com). The agent can proactively reach

out with a personalized plan adjustment or discount to improve retention, doing the legwork of data
analysis that brokers typically spend hours on (Source: salesforce.com). Additionally, insurers are

looking at using Al agents to automate claims processing for simple cases — the agent can collect
claim details from a customer via conversation, pull up the policy, run fraud checks, and even
approve straightforward claims within set limits, drastically cutting cycle time. Both banking and
insurance benefit from Agentforce’s strict grounding in data and compliance rules (via the Trust
Layer), since the agents must follow regulations (like ensuring disclosures are given, or not providing
financial advice beyond allowed scope), making them reliable for these sensitive industries.

¢ Retail and E-Commerce: Retailers are adopting Agentforce to enhance the shopping experience
and streamline service. A great example is the Personal Shopper Agent - essentially a digital
concierge for online customers (Source: salesforce.com). This Al agent can help website visitors find
products through natural language conversation (“I need a gift for a 5-year-old boy under $50"),

leveraging the retailer's product catalog and the customer’s browsing behavior (Source:
salesforce.com). It can make personalized recommendations, check inventory, apply promotions, and

even place items into the customer's cart for instant checkout (Source: salesforce.com). All the

while, it chats in a friendly, brand-consistent tone, much like an in-store sales associate would. For
post-purchase support, retailers use Agentforce to handle order tracking (“Where is my package?”),
returns initiation, and product Q&A without requiring live agents. Luxury retailer Saks, for instance,
introduced Agentforce to automate routine tasks like order status checks and returns, which
streamlined their service process and let human associates focus on high-touch, personalized

customer interactions(Source: salesforce.com). In grocery or convenience retail, an Al agent might
help manage delivery reschedules or answer questions about product availability. The retail use
cases show how Agentforce can drive both top-line growth (through personalized upselling and
improved shopping journeys) and bottom-line savings (through automated support).
Importantly, the Al can handle surges in activity (like holiday shopping season) without needing
seasonal staff ramp-ups, providing scalability for the business.

e Manufacturing & Automotive: Manufacturers are tapping Agentforce to monitor operations and
engage customers or partners proactively. A Proactive Maintenance Agent can watch data from
connected machines or vehicles and detect anomalies indicating potential failures (Source:
salesforce.com). For example, an industrial equipment manufacturer might have loT sensors on their

machines at client sites. The Agentforce agent analyzes this streaming data, and if it sees a metric
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outside normal range (say, motor temperature spiking), it will automatically alert the customer and
initiate a service workflow (Source: salesforce.com). It could generate a case, schedule a field

technician visit, and even send the customer a message: "Your machine X may require maintenance;
I've arranged a service appointment for tomorrow.” This prevents downtime and shows proactive
customer care. In automotive, a similar agent could reach out to car owners when a recall is
announced or when the vehicle's telematics suggest it's time for service. On the factory floor,
Agentforce can assist internal teams too — a production supervisor could ask an Al assistant for a
quick summary of last week's production output or to reorder supplies when inventory is low, and the
agent interfaces with back-end systems to execute it. These manufacturing scenarios highlight
Agentforce's ability to handle real-time data and event-driven tasks, improving operational
efficiency and customer loyalty by catching issues early.

e Healthcare and Life Sciences: In healthcare, where timely, personalized communication is critical,
Agentforce offers new possibilities for patient and provider support. A Patient Services Agent can
help patients with scheduling, benefits, and basic medical inquiries in a secure manner (Source:
salesforce.com). For example, a patient could chat with an agent to find an in-network physician that

meets their needs and book an appointment, with the agent pulling provider availability from the
system and considering the patient's insurance coverage and history (Source: salesforce.com). The

agent could also answer FAQs about insurance benefits (“Does my plan cover physio therapy?") by
referencing policy documents. For healthcare providers, an Al agent could assist with administrative
tasks like prior authorizations or providing patients with pre-op instructions, reducing the burden on
office staff. In the life sciences/pharmaceutical sector, a Medical Sales Agent could help sales reps
and doctors by providing on-demand information about drug studies, inventory levels, or ordering

processes (Source: salesforce.com). Salesforce gave an example of a medical device company agent

that not only manages inventory reorders with hospitals but also curates promotional content
based on a doctor's specialty, effectively acting as an intelligent sales assistant (Source:

salesforce.com). Given the strict privacy requirements in healthcare, these Agentforce deployments
rely heavily on the Trust Layer to ensure compliance with HIPAA and similar regulations — for
instance, ensuring patient data used by the Al is properly consented and not exposed to
unauthorized users. Early adopters in health and life sciences see potential in these agents to
improve patient engagement, reduce admin workload, and speed up access to information, all
of which ultimately can lead to better care outcomes.

¢ Education and Public Sector: Even universities and government agencies are exploring Agentforce.
In higher education, schools like Unity Environmental University are piloting an Autonomous
Recruitment Agent on their website to guide prospective students (Source: salesforce.com).

Instead of static forms, a student can converse with the agent to find programs, learn about financial
aid, and get personalized help with their application 24/7. This ensures no inquiry goes unanswered,
even at midnight, and can increase enrollment by engaging students in a more conversational way.
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Nonprofit organizations and government services are also target use cases via the new Salesforce
“"Agents for Impact” initiative, which helps nonprofits implement Agentforce to scale their outreach
and services (Source: salesforce.com). For example, a state DMV could use an agent on its site to

answer citizens' questions about license renewal or vehicle registration — the DMV Help Agent

concept — reducing call center volume and wait times (Source: salesforce.com). Because Agentforce
can handle multiple languages and complex policy questions (grounded in the agency's knowledge
base), it can serve a diverse population efficiently. These public-facing agents can also route users
to the right forms or even assist in filling them out, improving digital self-service adoption for
government. The common theme is that across industries — from communications, finance,
retail, manufacturing, healthcare, to education and public sector — Agentforce provides a
flexible framework to deploy Al agents that address the specific pain points of each domain, be
it automating common customer requests, personalizing sales/service, or monitoring data to trigger
actions. Salesforce has demonstrated dozens of such industry-specific scenarios, underlining
Agentforce's versatility as a horizontal platform that can be vertically customized(Source:

salesforce.com)(Source: salesforce.com).

Implementation Guidance and Best Practices

For Salesforce professionals planning to implement Agentforce, there are several best practices to ensure

a successful rollout of autonomous agents:

o Start with Clear Use Cases and “Agent” Definition: Begin by identifying high-impact, well-
bounded use cases for your first agent. Clearly define the agent’s Role and scope — what job will it
perform, and what outcomes should it achieve? Salesforce recommends configuring the five key
attributes for each agent upfront: Role (the tasks/topics it will handle), Data (what databases or
knowledge it can draw from), Actions (which flows/APIs it is authorized to execute), Guardrails
(what it should not do or say, escalation rules), and Channel (where it will interact with users)
(Source: mre-consulting.com)(Source: sia-partners.com). For example, you might create a “Order

Support Agent” whose role is to handle order status inquiries and returns, with read-access to orders
DB, actions to create return orders, guardrail not to issue refunds above a threshold, operating on
web chat. Being concrete and explicit at design time helps avoid scope creep and unexpected
behaviors.

e Leverage Pre-Built Components and Low-Code Tools: Agentforce comes with many out-of-the-
box assets — use them to jump-start your project. If a pre-built agent template exists for your domain
(such as the Service Agent or SDR Agent), deploy it in a sandbox to understand its structure and
prebuilt topics/actions(Source: salesforce.com). You can then customize the topics or extend it

rather than starting from a blank slate. Utilize the Agent Builder’s low-code interface to configure
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your agent's topics and prompts. The Prompt Builder and templates can help craft effective
instructions for the Al, so take advantage of these guided tools (Source: trailhead.salesforce.com).

Many early adopters found they could get a prototype agent running within days by re-using existing
Salesforce workflows and simply wrapping them with Al instructions (Source: salesforce.com). As

one Salesforce architect put it, “Agentforce isn’t just another Al platform that requires months of
customization... we saw how it enabled us to launch powerful generative Al experiences in days — no
Al engineers needed”(Source: salesforce.com). Aim for a minimum viable agent first — one or two

key topics automated end-to-end - then iterate.

e Ensure Data Quality and Knowledge Readiness: Since Agentforce’s intelligence is only as good as
the data and knowledge it can access, prepare your data sources. Consolidate and clean up the
knowledge base articles, FAQ answers, product info, or case solutions that the agent will rely on. If
data is spread across systems, integrate it via Data Cloud or MuleSoft so the agent has a unified view
(Source: sia-partners.com). Pay special attention to data accuracy and recency — an Al agent might
confidently give answers, but if the underlying data is wrong or outdated, it will erode trust quickly
(Source: sia-partners.com). During setup, use RAG to upload any key documents the agent should

reference (policy docs, manuals, etc.), and mark the trusted data sources. It's wise to start with a
narrower set of high-quality knowledge and expand over time, rather than dumping an entire
cluttered repository to the Al. Implement a process for regular knowledge updates so the agent stays
current (for example, if a new product is launched or policies change, update the relevant content
promptly).

e Define Guardrails and Escalation Paths: Autonomy is powerful, but you must configure limits.
Clearly set what the agent is not allowed to do. This can include both conversational guardrails (for
instance, “"do not answer medical questions beyond these topics” or "if user is angry or requests a
supervisor, escalate immediately”) and action guardrails (e.g. “don’t perform transactions over
$1000" or “never delete records”) (Source: sia-partners.com)(Source: sia-partners.com). Use
Salesforce’s trust settings to enforce some of these (like role-based data access to prevent an agent
from seeing sensitive fields). Plan the handoff criteria: determine the conditions under which the
agent should stop and involve a human. This might be based on sentiment (negative customer
sentiment triggers escalation), confidence (low Al confidence in answer triggers a deferral), or
specific triggers (legal or sensitive requests are offloaded). Then design the integration so that when
those conditions met, a case or chat transfer happens with context to a human agent. Testing these
handoff flows is crucial to avoid dead-ends. By setting firm guardrails, you also avoid the Al
wandering off-script or acting outside its authority, which is important for both compliance and user
trust.

¢ Rigorous Testing with Realistic Scenarios: Because Al agents don't follow a strict script, test them
with a wide variety of scenarios. Take advantage of the Agentforce Testing Center to simulate

conversations at scale (Source: salesforce.com). Generate test cases that cover both happy paths
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and edge cases: different phrasing of questions, malformed inputs, multiple questions in one, etc.
The Testing Center can produce synthetic variations and run them quickly to see how the agent
responds (Source: salesforce.com). Analyze those results — if the agent picks the wrong action or

gives an off-base answer, refine the instructions or provide additional training examples for that
topic. Also test the fallback and escalation: intentionally ask things outside the agent’s scope to
ensure it properly says “I'll connect you to a human” or similar, rather than attempting a misleading
answer. During pilot deployments, use sandboxes or controlled environments (like an internal user
group or a subset of customers) to gather feedback. Monitor transcripts to catch any inappropriate
or incorrect outputs early. Given that Al behavior can be non-deterministic, adopt a mindset of
continuous testing and improvement; each iteration will make the agent more robust. Salesforce's
approach is to treat these agents as “non-deterministic systems” that require ongoing evaluation,
so establish a testing regimen accordingly (Source: salesforce.com).

e Monitor, Measure, and Tune Continuously: Once your Agentforce agent is live, set up metrics and
monitoring to gauge its performance. Key performance indicators (KPIs) might include: conversation
containment rate (what percent of sessions the agent resolves without human help), average handle
time for those it does handle vs. humans, customer satisfaction (CSAT or NPS) ratings for Al
interactions, deflection rate (reduced volume to human agents), and any error rates (like mistaken
actions taken). Leverage the Audit Trail and conversation logs to perform regular reviews of agent
decisions (Source: salesforce.com). This is especially important initially — you might do daily or

weekly transcript reviews to catch problematic trends. Look for patterns where the agent fails or
confuses users, and adjust the content or training for those. Use the built-in metrics dashboard (if
provided by Salesforce) or build custom reports by tagging Al-generated case records, to quantify
time and cost savings. Also, pay attention to user feedback: many organizations prompt users after
an Al chat with "Was this helpful?” surveys. These can highlight issues to fix or opportunities where
the agent could be expanded to do more. Fine-tuning is part of the lifecycle — update the agent’s
knowledge with new FAQs, add new skills as new automation becomes available, and refine prompts
to improve tone or clarity. Salesforce's own research team and customers will continue to deliver
"trust patterns” and best practices; keep abreast of those and apply relevant updates to ensure your
agent remains effective and responsible over time (Source: salesforce.com).

¢ Train and Involve Your Human Team: Change management is vital. Educate your service agents or
sales reps about how Agentforce will work alongside them. Reassure them that the goal is to offload
rote work and augment their productivity, not to eliminate their jobs — the messaging from leadership
should emphasize the "digital coworker” aspect. Provide training on the new processes: e.g. how to
interpret an Al-generated case summary, how to oversee Al-driven transactions, and how to handle
escalations coming from the Al. Some organizations designate an "Al officer” or a product owner for
Agentforce who continuously oversees its function and liaises between business teams and the
technical team configuring the agent. Encourage your staff to give feedback on the Al's performance;
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front-line agents might notice if the Al is giving a certain wrong answer frequently. This feedback
loop helps you improve the system and also gives employees a sense of ownership in the Al
adoption. Additionally, update your knowledge base and workflows in tandem with the Al - since
the Al uses these as sources, keeping them up-to-date is now even more important. Finally,
incorporate the Al agent into your business processes formally (e.g. update your support SOPs to
note that the virtual agent handles Tier-1 queries, etc.). When humans and Al are working together
with well-defined roles and communication, you'll maximize the benefits of Agentforce.

e Mind Compliance, Ethics, and Customer Consent: When deploying Al agents, especially
customer-facing, ensure you comply with relevant regulations and ethical standards. For instance, in
some jurisdictions or industries, you may need to disclose that the user is interacting with an Al
(not a human). Salesforce allows you to configure the agent's greeting or persona, so be transparent
if required (e.g. “Hi, I'm an Al assistant."). Leverage the Einstein Trust Layer settings to mask or
exclude any personal data that shouldn't be used by the Al (Source: salesforce.com) — for example,

don't feed in credit card numbers or health information unless it's compliant with your data policies.
Use the Audit Trail for documenting decisions in case of audits (Source: salesforce.com). If in a

highly regulated field, engage your compliance officers early to review the agent's design and
outputs. Salesforce has built tools to assist with responsible Al use, but it's still on the implementing
company to ensure proper oversight and adherence to laws (like GDPR, HIPAA, etc.). Set up an
escalation to a human for any situation that might have legal or ethical implications (for example, if an
Al agent in finance is asked for investment advice beyond its scope, it should hand off). By
proactively addressing these considerations, you can deploy Agentforce in a way that enhances
customer trust and meets your organization’s governance standards.

¢ Engage Salesforce and the Community: Don't go it alone — take advantage of Salesforce's
ecosystem for Agentforce. Salesforce offers Professional Services and Accelerators (like the
Agents for Impact program for nonprofits) that can provide expert guidance or even pre-built
blueprints for certain use cases (Source: salesforce.com)(Source: salesforce.com). If your project is

complex (spanning multiple systems or requiring advanced customization), partnering with
experienced Salesforce consulting partners could accelerate your implementation. Many partners
have already built industry-specific agent templates or have experience from early customer
projects. Additionally, tap into the Agentblazer community on Trailhead and community forums
(Source: salesforce.com). There you can learn practical tips, such as how others fine-tune prompt

instructions or measure ROI. Salesforce’'s documentation and Trailhead modules (for example, Quick
Start: Build a Service Agent with Agentforce(Source: trailhead.salesforce.com)) are great resources

to get your team up to speed on the mechanics. The community can also keep you informed of the
latest features — Agentforce is evolving quickly (e.g., new skills library, new connectors, etc.), so
staying connected ensures you don’t miss enhancements that could benefit your deployment. By
leveraging these knowledge sources and support channels, you can implement Agentforce following
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proven practices and avoid common pitfalls (like those who didn't set clear prompts or allowed
ambiguous instructions, which early testers found can confuse the Al (Source: easychair.org)

(Source: easychair.org)).

ROl and Business Outcomes

Companies implementing Salesforce Agentforce are aiming for significant returns on investment through
cost reduction, efficiency gains, and improved customer experience. Early indicators and expert analyses
suggest that when executed well, Agentforce can indeed deliver strong business outcomes:

¢ Increased Efficiency and Capacity: The most immediate ROI driver is labor efficiency. By offloading
high-volume, time-consuming tasks to Al agents, organizations can handle more work without
proportional headcount increases - creating a “limitless workforce” effect (Source:

salesforce.com). For example, OpenTable reported that automating routine tasks like reservation
changes and loyalty point redemptions with Agentforce saved substantial time for their support team.
Even saving 2 minutes on a 10-minute customer call (a 20% reduction) allows human reps to
invest those minutes in strengthening customer relationships or tackling other queries (Source:
salesforce.com). When scaled to millions of interactions, these small time savings translate to huge

productivity boosts. Similarly, BACA Systems saw employees saving multiple hours per week
thanks to an internal Agentforce agent handling repetitive duties, which freed the staff to focus on
more complex work (Source: salesforce.com). Many companies face the constraint of limited staff
versus ever-growing workload — Agentforce effectively adds Al manpower to the team, operating

24/7 at a relatively low incremental cost (Salesforce pricing was cited around $2 per resolved
conversation) (Source: salesforce.com). This means companies can absorb growth (more customers,

more cases) or undertake new initiatives without linear hiring, dramatically improving operational
scalability.

e Cost Reduction and Case Deflection: By resolving issues autonomously, Al agents can lower
support costs. Every customer inquiry deflected from a call center (where a human might spend
several minutes) to an Al that handles it in seconds is a cost avoided. Agentforce’s ability to handle a
wide range of Tier-1 service questions and even some complex tasks can lead to significant
reductions in support workload - Salesforce has suggested that well-configured agents might
autonomously resolve a large fraction of incoming queries (some early pilots of other platforms claim
40%+ of tickets auto-resolved) without human involvement. This directly translates to cost savings
in customer service. Additionally, the consistency and accuracy of Al responses can reduce costly
errors or rework. An analyst from Valoir noted that Agentforce “enables organizations to transition
from incremental gains to exponential ROI” by automating customer interactions at scale, improving
outcomes while reducing costs(Source: salesforce.com). In sales, an SDR Agent can qualify leads
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that would otherwise occupy expensive sales reps' time, effectively lowering customer acquisition
cost. And in IT or HR internal support, Al agents deflect routine helpdesk queries, potentially saving
thousands of dollars in internal support costs annually. While hard numbers will vary, the overall
expectation is that Agentforce can handle tasks for a fraction of the cost of a human, yielding a
strong ROI once deployed broadly.

e Revenue and Conversion Uplift: Beyond cost savings, Agentforce can drive top-line improvements.
By providing faster response times and personalized service, companies can increase customer
satisfaction and loyalty, which correlates to higher retention and repeat business. In sales and
marketing contexts, Al agents engaging leads instantly (say, responding to a website inquiry at
midnight) can capture opportunities that might otherwise be lost waiting for a human follow-up. A
well-trained sales agent might boost conversion rates by nurturing leads more persistently and with
tailored information. Also, Agentforce’s ability to upsell and cross-sell in the flow of service (e.g., the
personal shopper agent recommending additional products, or a telecom agent suggesting a better
plan) can directly increase average order value or customer lifetime value. These revenue gains,
while softer to measure initially, could be quite impactful. As an example, retailers see the Al
concierge as a way to reduce cart abandonment and increase e-commerce sales through improved
guidance. Moreover, by handling more inquiries in parallel, Agentforce ensures no sales leads are left
waiting — every customer gets timely attention, which can lead to capturing more business.
Salesforce’s CEO Marc Benioff has positioned Agentforce as a driver of “unprecedented growth and
profitability”, indicating the company expects clients to achieve not just efficiency but also growth
outcomes from widespread Al agent adoption (Source: salesforce.com).

e Improved Customer Experience (CX) and Satisfaction: Business outcomes aren’t just about
dollars saved or earned — customer experience metrics are a key part of ROl as well. Agentforce's
impact on CX is evidenced by faster response times, 24/7 availability, and consistency of service.
Customers appreciate immediate answers and resolutions; thus Agentforce can raise CSAT scores
and Net Promoter Scores by meeting customers’ needs more promptly. The Al can also handle
surges (e.g., during a product launch or outage) without customers experiencing long wait times,
protecting the brand'’s reputation. Furthermore, because Agentforce agents are grounded in data and
can personalize interactions, customers feel better understood. As one research analyst observed,
“Autonomous agents powered by Agentforce are delivering fast, accurate, and personalized support
around the clock,” which leads to higher customer satisfaction and loyalty(Source:
salesforce.com). This improved experience translates to business outcomes like reduced churn

(happy customers stay longer) and positive word-of-mouth. For internal use cases, improving
employee experience (through quicker IT help or a helpful sales coaching agent) can boost employee
productivity and morale — indirectly benefiting the business via a more enabled workforce. In sum,
Agentforce helps companies achieve a more scalable yet high-quality customer (and employee)
experience, which is increasingly a competitive differentiator.
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e Faster Innovation and Time-to-Value: Another outcome to consider is agility. Traditional
automation or bot projects could take many months to develop; by contrast, several companies have
noted how quickly they got value from Agentforce. Because it builds on existing Salesforce
infrastructure and uses low-code tools, projects that might have required a team of Al specialists and
lengthy development can be done by admins in weeks. For instance, Adecco's digital officer
highlighted that by harnessing Data Cloud and Agentforce, they are “unlocking the full power of our
data to accelerate decision-making” and reimagining service delivery (Source: salesforce.com). This

suggests a faster time-to-value on analytics and Al projects. Also, Agentforce’s flexible library of
skills means once the platform is in place, adding a new capability (say a new topic or a new
department’s agent) is relatively quick, which fosters innovation. Organizations can experiment with
new automated services at low cost/risk (especially using the free Foundations trial) and scale up
successes rapidly. This agility can be considered part of ROI: the business can respond to changes
(like surge in support needs, new customer demands) much faster with Al agents ready to be spun
up or adjusted on the fly, compared to hiring/training new staff or coding new apps from scratch.

¢ Measured Results and Success Stories: While Agentforce is still a new technology, early success
stories are emerging that quantify its impact. OpenTable, for example, shared that implementing
Agentforce to automate routine reservation support helped them handle growing global diner
demand without expanding their support team, and maintain high-quality service by giving human
reps more time for complex inquiries (Source: salesforce.com). They pointed to the “seamless

integration with Service Cloud” which gave agents a unified view of each diner and allowed more
personalized service — intangible benefits that strengthen their customer relationships (Source:
salesforce.com). Saks (retail) noted improvements in efficiency and the ability for service teams to
"prioritize more meaningful customer interactions” once Agentforce took over the routine tasks

like order tracking (Source: salesforce.com). These qualitative outcomes (more high-touch service,

more focus on core issues) likely translate to better customer retention in a luxury market.
Meanwhile, BACA Systems (tech manufacturing) observed that unlike other Al platforms,
Agentforce’s native data privacy and ease of setup were key, and their team members were saving
hours weekly after deploying employee-facing agents — showing immediate time savings internally
(Source: salesforce.com). As the deployments mature, we can expect more concrete metrics such as

percentage of cases deflected, increase in case throughput per agent, reduction in average handling
time, etc., to be reported. Salesforce’s own early testing showed Agentforce provided results “twice
as relevant” as alternatives, which hints at higher first-contact resolution rates and fewer errors
(Source: salesforce.com). Industry analysts project that businesses embracing agentic Al could see

exponential growth in productivity, and those savings/profits will become measurable competitive
advantages (Source: salesforce.com). In summary, while each organization's ROl will differ, the

combination of cost savings, capacity expansion, improved CX, and agility forms a compelling
business case for Agentforce. As more success stories roll in, they consistently highlight faster
service, happier customers, and an empowered workforce as the key outcomes.
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Comparisons to Other Solutions

Agentforce represents Salesforce’s unique approach to Al-driven agents, but there are other tools in the
market and within Salesforce's own product family that address similar needs. Here's how Agentforce
compares:

e Agentforce vs. Salesforce’s Previous Bots (Einstein Bots/Copilot): Prior to Agentforce,
Salesforce offered Einstein Bots (rule-based chatbots) and the initial Einstein Copilot (generative
Al assistant) for CRM users. The difference with Agentforce is significant. Einstein Bots required
extensive manual setup of dialogs, intents, and had no understanding of context beyond predefined
flows (Source: trailhead.salesforce.com)(Source: trailhead.salesforce.com). They were deterministic

and couldn't handle off-script questions. Agentforce, leveraging LLMs, can understand natural
language and maintain context over an entire conversation, allowing it to handle unplanned questions
or follow-ups intelligently (Source: trailhead.salesforce.com). Maintenance is easier with Agentforce

— admins can update a few instructions or add a topic, and the generative Al handles language
understanding, whereas bots needed constant retraining of NLU models for new utterances (Source:
trailhead.salesforce.com). In short, Agentforce is far more flexible and autonomous than Einstein

Bots, which is why Salesforce is positioning it as the next generation for customers who need more
than a guided FAQ bot. That said, Einstein Bots might still be used for very strictly controlled
processes where every step must be deterministic and auditable (like certain finance or healthcare
scenarios) (Source: trailhead.salesforce.com). Compared to the earlier Einstein Copilot (which was

more of an in-app assistant for Salesforce users), Agentforce is a broader platform. A Salesforce rep
explained that Copilot could only assist a human in Salesforce, whereas Agentforce agents can be
customer-facing and work nearly completely autonomously — essentially Copilot's capabilities are a
subset of what Agentforce can do (Source: reddit.com). Indeed, Copilot Builder was rebranded as
Agent Builder, and Einstein Copilot's functions have been rolled under the Agentforce umbrella

(Source: salesforceben.com). So for Salesforce professionals, Agentforce supersedes the legacy
bots and copilots, offering a unified, more powerful solution.

e Agentforce vs. Zendesk and Freshdesk Al: Zendesk and Freshdesk are popular customer service
platforms that have introduced their own Al assistants. Zendesk Al (sometimes referred to as
Zendesk Answer Bot or Zendesk’s Al add-ons like "Zendesk Al for support”) can suggest knowledge
base articles to customers and help triage tickets, and recently Zendesk announced an Al “Agent
Assist” and "Al bots” as part of its suite. However, these tend to focus on answering common
support questions and providing agent assistance within the Zendesk ecosystem. A key difference
is that Agentforce is deeply integrated with the Salesforce CRM and can take actions across the
Salesforce platform and connected systems, whereas Zendesk's Al would primarily act within
Zendesk's help desk context. For example, Agentforce can not only answer a question but also
execute a refund in an ERP via MuleSoft, something out-of-scope for Zendesk's native Al without
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custom integration. In terms of data, Agentforce has the advantage for Salesforce customers of
instant access to all CRM data and Data Cloud unification, ensuring answers are grounded in the
single source of truth (Source: sia-partners.com)(Source: sia-partners.com). A company already
invested in Salesforce will find Agentforce faster to deploy, as an analysis by Sia Partners notes:
alternatives like Zendesk's Al or Microsoft's require more extensive configuration and integration to
match the level of data connectivity Salesforce offers natively (Source: sia-partners.com). Zendesk's
Al is certainly a credible solution for companies on Zendesk; it provides chatbot capabilities and
agent recommendations, but it might require additional effort to connect deeply with other enterprise
systems. Freshdesk's Freddy Al similarly can automate some support responses and ticket routing,
boasting quick deployment with no-code and claims of resolving a chunk of tickets autonomously.
Freddy Al is an “Al layer” on Freshworks CRM/Helpdesk, and like Agentforce, it uses generative Al for
conversational abilities. Where Agentforce holds an edge is in its advanced reasoning and multi-
step action orchestration (via Atlas engine) — Freshdesk’s Al primarily focuses on responding to
queries and simple workflows, and it's typically confined to the Freshdesk environment for the
actions it can take (like updating a ticket or sending a reply). Agentforce's design as a general Al
agent platform with a library of actions and flow integration is more ambitious in scope. Additionally,
Salesforce’s trust and security framework is a differentiator; enterprises with strict requirements
might prefer Agentforce’s robust trust layer and audit trails over third-party solutions. In summary,
for organizations already on Salesforce, Agentforce offers a more seamless and powerful
option than bolting on a Zendesk or Freshdesk Al, since it works with your existing Salesforce data,
processes, and security out-of-the-box (Source: sia-partners.com)(Source: sia-partners.com).
Competitors like Zendesk Al are improving and might be ideal for those already on those platforms,
but they serve a more limited domain (mainly customer support tickets) and may not autonomously
execute cross-departmental processes like Agentforce agents can.

o Agentforce vs. Microsoft Dynamics 365 Copilot: Microsoft's Dynamics 365 platform also
introduced Al copilots for CRM and ERP (sales, customer service, etc.). These are integrated if you're
in the Microsoft ecosystem, providing Al suggestions in Outlook, Teams, or Dynamics interfaces.
Dynamics Copilot can draft email replies, summarize cases, or assist an agent with knowledge
articles — very similar in concept to Salesforce's Einstein Copilot functionality. However, when it
comes to autonomous agent capabilities, Agentforce currently appears to be more enterprise-
ready. Microsoft's copilots are mostly assistive (helping the user) rather than fully autonomous
agents that act on behalf of the user. For instance, Dynamics 365 Customer Service Copilot might
recommend responses or next steps to a support agent, but it's still the human executing the
actions. In contrast, Salesforce Agentforce can be configured to directly handle interactions with
minimal human input. If we consider architecture, Microsoft's Al relies heavily on Azure OpenAl
service and the Microsoft Dataverse for data; it can integrate with Power Platform automations,
which is analogous to Agentforce invoking Salesforce Flows. The critical distinction is philosophical:
Salesforce is branding Agentforce as a "digital workforce"” concept — implying these agents can
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function as digital employees — whereas Microsoft's marketing of Copilot frames it as an Al assistant
that augments the human user in the loop. It's likely Microsoft will evolve towards more autonomous
agents as well, but currently Salesforce has leaned fully into the autonomous agent paradigm. For a
Salesforce customer evaluating whether to use an external Al vs Agentforce, the deciding factors will
be data integration, security, and ease of development. As an independent analyst put it,
Agentforce's native CRM integration and low-code Agent Builder give it a leg up in rapid
deployment and reliable data grounding, whereas less integrated alternatives would demand more
custom work and might not be as tightly woven into the workflow (Source: sia-partners.com)(Source:

sia-partners.com).

e Agentforce vs. Niche Al Support Platforms: There are also specialized Al customer service
platforms/startups (e.g. Ada, Kore.ai, Intercom Fin, IBM Watson Assistant) that offer chatbot or agent
solutions. Some of these have sophisticated NLP and integration capabilities, and might be platform-
agnostic. However, integrating them with Salesforce often means using APIs and custom
development, which can be costly and complex. Agentforce's advantage is that it's already part of
the Salesforce Platform, so deployment is simpler if Salesforce is your primary system of record

(Source: salesforce.com). It uses your existing automation (Flows, Apex) rather than requiring
building new connectors. That being said, a niche platform might have pre-built domain expertise or
language support that could be beneficial in certain cases. Salesforce's strategy to counter that is
providing the AgentExchange marketplace and a growing library of pre-built skills, so that over time
any common requirements can be plugged into Agentforce easily (Source: salesforce.com). Another

point is pricing models: some third-party bot providers charge per user or per message, which can
become expensive at scale; Salesforce's pricing (at least at launch) is usage-based (per

conversation) and offers free trials via Foundations (Source: salesforce.com)(Source:

salesforce.com). Ultimately, for a Salesforce-centric business, the total cost of ownership likely

favors Agentforce due to lower integration effort and unified vendor support. An important
comparison criterion is trust and compliance - Salesforce emphasizes its Al Ethics and Trust
commitments (e.g., not storing customer prompts, offering audit logs, etc.), which might be stronger
than what some smaller vendors provide. This can be a deciding factor for regulated industries
evaluating various Al solutions.

In summary, Agentforce stands out by combining Salesforce’s robust CRM foundation with cutting-edge
Al autonomy. Competitors like Zendesk or MS Dynamics offer Al features too, but Agentforce’'s deep
integration, cross-functional action capability, and Salesforce’s focus on trusted enterprise Al
currently give it a distinctive edge(Source: sia-partners.com). That said, each organization should
consider their ecosystem: if most data and processes live in Salesforce, Agentforce is likely the most
efficient choice; if not, those other platforms might make sense. The landscape is quickly evolving, and

Page 23 of 28


https://www.sia-partners.com/en/insights/publications/agentforce-genai-agent-salesforce#:~:text=However%2C%20the%20capabilities%20of%20Einstein,extensive%20configuration%20and%20integration%20steps
https://www.sia-partners.com/en/insights/publications/agentforce-genai-agent-salesforce#:~:text=What%27s%20more%2C%20Agentforce%20offers%20considerable,with%20some%20less%20integrated%20alternatives
https://www.salesforce.com/news/press-releases/2024/10/29/agentforce-general-availability-announcement/#:~:text=With%20Agentforce%2C%20there%E2%80%99s%20no%20need,Salesforce%20admins%20and%20developers%20to
https://www.salesforce.com/agentforce/#:~:text=Extend%20Agentforce%20with%20AgentExchange
https://www.salesforce.com/news/press-releases/2024/10/29/agentforce-general-availability-announcement/#:~:text=Agentforce%20Service%20Agent%20and%20Agent,conversation%3B%20standard%20volume%20discounts%20apply
https://www.salesforce.com/news/press-releases/2024/10/29/agentforce-general-availability-announcement/#:~:text=,for%20professionals%20in%20any%20line
https://www.sia-partners.com/en/insights/publications/agentforce-genai-agent-salesforce#:~:text=However%2C%20the%20capabilities%20of%20Einstein,extensive%20configuration%20and%20integration%20steps
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-agentforce-ai-agents

C Cirra AI Salesforce Agentforce: Understanding Autonomous Al Agents

we can expect all major vendors to advance their Al agent offerings. Salesforce has a head start in
unifying data+Al+action on one platform, which is why many see Agentforce as a trailblazer in this new

category of enterprise Al agents.

Real-World Adoption and Success Stories

Since its launch, Agentforce has garnered interest across many companies seeking to transform how they
work. A number of early adopters have publicly shared their experiences:

o Retail (Saks): Saks Fifth Avenue (Saks) was one of the initial users of Agentforce in retail. Their CTO,
Mike Hite, noted that since deploying Agentforce, they “see the real potential for autonomous Al
agents to augment our teams’ ability to provide personalized and efficient customer support.”
Routine tasks like order tracking have been streamlined by the Al, enabling human service teams to
focus on high-touch, tailored customer experiences expected in the luxury market (Source:
salesforce.com). This suggests Saks is using Agentforce to handle basic inquiries and status

updates, thus speeding up service while freeing up associates for concierge-level service. They are
excited to explore further uses of Agentforce to elevate their overall customer experience.

¢ Hospitality/Online Services (OpenTable): OpenTable, which serves restaurants and diners globally,
integrated Agentforce to help manage reservation-related support. According to their SVP of
Customer Success, George Pokorny, Agentforce is automating tasks like reservation changes and
loyalty points redemption for their restaurant clients (Source: salesforce.com). By doing so, it frees

the support team to focus on more complex customer inquiries. Pokorny highlighted that saving
just 2 minutes on a 10-minute support call (thanks to Al handling some steps) means reps can use
that time to build stronger relationships with customers (Source: salesforce.com). He also praised

the “seamless integration with Service Cloud” which gives a unified view of each diner’s preferences
and history, enabling personalized, high-quality service even when the Al is involved (Source:
salesforce.com). In essence, OpenTable's use of Agentforce demonstrates improved efficiency (more

calls handled, faster resolutions) without sacrificing personalization — in fact, personalization
improved due to Al surfacing data. This balance of speed and quality in service interactions is a
tangible win for them as they scale to meet global demand.

e Staffing/Consulting (The Adecco Group): Adecco, a large staffing and HR solutions company, has
been leaning into Salesforce’s Al stack including Agentforce. Their Chief Digital & IT Officer, Caroline
Basyn, described Agentforce as part of the “next era of Al to transform the future of staffing”. By
using Data Cloud, MuleSoft, and Agentforce together, Adecco is unlocking the power of their data
to accelerate decision-making and boost efficiency in serving their 100,000+ clients daily
(Source: salesforce.com). While specifics aren't detailed, one can infer they might use Al agents for

things like candidate screening, answering client queries, or internal process automation in
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recruiting. The emphasis is on harnessing Al to crunch through data and provide insights or actions
faster than their human workforce could alone. Adecco’s comment underscores a trend: combining
Agentforce with Salesforce’s data integration (MuleSoft) and unified customer data (Data Cloud) can
drive significant operational improvements in data-rich industries.

e Food Service (ezCater): ezCater, a corporate catering platform, shared that they plan to use
Agentforce to “transform the way workplaces order and manage food.” Their CTO, Erin DeCesare,
explained that Agentforce will help streamline tasks from last-minute order changes to tracking

dietary preferences via Al agents (Source: salesforce.com). The agent will handle these routine or
data-intensive tasks and seamlessly transition to humans if a more complex issue arises (Source:
salesforce.com). This mix ensures customers always have the best experience — quick automated

handling for simple needs, and smooth escalation for complex ones. It illustrates how even relatively
new tech companies see value in automating the “busy work” in their service and letting human
service managers concentrate on unique problems or relationship management. For ezCater, the
outcome expected is faster turnaround on changes and fewer errors (because the Al consistently
follows procedure), which in turn keeps their corporate clients happy when ordering catering.

¢ Manufacturing/Technology (BACA Systems): BACA Systems, which likely operates in industrial
automation or manufacturing solutions, provided a compelling testament to Agentforce's ease-of-
use and trust aspects. Andrew Russo, a Salesforce Architect at BACA, said Agentforce let them
“launch powerful generative Al experiences in days — no Al engineers needed.”(Source:
salesforce.com). They started with employee-facing use cases, where internal agents saved team

members hours each week by taking over repetitive tasks (Source: salesforce.com). Russo also

highlighted that unlike other platforms, Agentforce prioritizes data privacy (“building on the trust we
expect from Salesforce”) and that these Al agents became “invaluable virtual coworkers.” (Source:
salesforce.com). His account stresses two points: first, the speed to implement (days, not months)

which is crucial for adoption; second, the trust factor — BACA trusted Salesforce’s security to deploy
Al where perhaps they'd be wary of a third-party Al tool. After initial success internally, BACA is now
expanding Agentforce to customer-facing scenarios, expecting to drive even more efficiency and
better service externally (Source: salesforce.com). It's a great example of the common advice to pilot

new Al tech internally to prove value and iron out kinks, then roll out to customers.

¢ Education (Unity Environmental University & College Possible): In the education sector, Unity
Environmental University's president Dr. Melik Khoury expressed enthusiasm for Agentforce to
reimagine their recruitment and enrollment processes (Source: salesforce.com). They plan to replace

or augment traditional inquiry forms and basic chatbots with an autonomous recruitment agent on
their website. This agent will give prospective students a conversational way to get support through
the college application process, offering personalized guidance any time of day (Source:
salesforce.com). The goal is to make the application journey more engaging and supportive,

especially for prospects who might otherwise not get individual attention. In a related vein, Siva
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Kumari, CEO of College Possible (an education nonprofit), noted that for first-generation college
students who often lack sufficient guidance (citing a 1:385 coach-to-student ratio), Al agents can fill
the gap (Source: salesforce.com). By integrating Agentforce, they allow human coaches to focus on

mentoring and high-touch guidance, while the agents handle tasks like reminding students of
deadlines, answering common questions around the clock, and sharing resources (Source:
salesforce.com). This blend ensures students get timely information and support, and coaches can

use their limited time more effectively. Both these education examples show how Agentforce is seen
as a means to scale personalized support in environments where human resources are stretched
thin. The anticipated outcome is better student engagement, higher application completion or
program participation rates, and ultimately better student success due to more accessible support.

These stories represent just a sampling of real-world usage, but they reflect a common theme:
Agentforce is being used to augment teams, improve response times, and personalize interactions
in ways that were not feasible before. Customers like Saks and OpenTable focus on customer-facing
support excellence, tech firms like BACA focus on internal efficiency and quick deployment, while others
like Adecco and Unity see it as transformational for data-driven processes and scalability. Industry
analysts have taken note of this early momentum. As one analyst remarked, Agentforce allows businesses
to “harness the full potential of Al, transforming how they engage with customers and setting the stage
for exponential growth”(Source: salesforce.com)(Source: salesforce.com). Salesforce itself claims no

other company offers such a complete enterprise Al agent solution to date (Source: salesforce.com), and

the growing list of reference customers and use cases seems to support that claim. As adoption widens,
we'll likely hear about more quantifiable successes (like percentage improvements in metrics). But even
now, the qualitative feedback — faster service, better experiences, more efficient operations — signals that
Agentforce is delivering real value and is poised to play a key role in the Al-powered future of work for
Salesforce customers.

Tags: salesforce, agentforce, autonomous agents, artificial intelligence, ai platform, einstein copilot, digital labor,
generative ai, ai architecture, enterprise ai

About Cirra

About Cirra Al

Cirra Al is a specialist software company dedicated to reinventing Salesforce administration and delivery through
autonomous, domain-specific Al agents. From its headquarters in the heart of Silicon Valley, the team has built the
Cirra Change Agent platform—an intelligent copilot that plans, executes, and documents multi-step Salesforce
configuration tasks from a single plain-language prompt. The product combines a large-language-model
reasoning core with deep Salesforce-metadata intelligence, giving revenue-operations and consulting teams the
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ability to implement high-impact changes in minutes instead of days while maintaining full governance and audit
trails.

Cirra Al's mission is to “let humans focus on design and strategy while software handles the clicks.” To
achieve that, the company develops a family of agentic services that slot into every phase of the change-
management lifecycle:

* Requirements capture & solution design - a conversational assistant that translates business
requirements into technically valid design blueprints.

o Automated configuration & deployment - the Change Agent executes the blueprint across sandboxes
and production, generating test data and rollback plans along the way.

o Continuous compliance & optimisation — built-in scanners surface unused fields, mis-configured sharing
models, and technical-debt hot-spots, with one-click remediation suggestions.

o Partner enablement programme - a lightweight SDK and revenue-share model that lets Salesforce Sls
embed Cirra agents inside their own delivery toolchains.

This agent-driven approach addresses three chronic pain points in the Salesforce ecosystem: (1) the high cost of
manual administration, (2) the backlog created by scarce expert capacity, and (3) the operational risk of
unscripted, undocumented changes. Early adopter studies show time-on-task reductions of 70-90 percent for
routine configuration work and a measurable drop in post-deployment defects.

Leadership

Cirra Al was co-founded in 2024 by Jelle van Geuns, a Dutch-born engineer, serial entrepreneur, and 10-year
Salesforce-ecosystem veteran. Before Cirra, Jelle bootstrapped Decisions on Demand, an AppExchange ISV
whose rules-based lead-routing engine is used by multiple Fortune 500 companies. Under his stewardship the
firm reached seven-figure ARR without external funding, demonstrating a knack for pairing deep technical
innovation with pragmatic go-to-market execution.

Jelle began his career at ILOG (later IBM), where he managed global solution-delivery teams and honed his
expertise in enterprise optimisation and Al-driven decisioning. He holds an M.Sc. in Computer Science from Delft
University of Technology and has lectured widely on low-code automation, Al safety, and DevOps for SaaS
platforms. A frequent podcast guest and conference speaker, he is recognised for advocating “human-in-the-loop
autonomy”—the principle that Al should accelerate experts, not replace them.

Why Cirra Al matters

o Deep vertical focus - Unlike horizontal GPT plug-ins, Cirra’s models are fine-tuned on billions of
anonymised metadata relationships and declarative patterns unique to Salesforce. The result is context-
aware guidance that respects org-specific constraints, naming conventions, and compliance rules out-of-
the-box.

o Enterprise-grade architecture — The platform is built on a zero-trust design, with isolated execution
sandboxes, encrypted transient memory, and SOC 2-compliant audit logging—a critical requirement for
regulated industries adopting generative Al.

o Partner-centric ecosystem - Consulting firms leverage Cirra to scale senior architect expertise across
junior delivery teams, unlocking new fixed-fee service lines without increasing headcount.
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» Road-map acceleration — By eliminating up to 80 percent of clickwork, customers can redirect scarce
admin capacity toward strategic initiatives such as Revenue Cloud migrations, CPQ refactors, or data-model
rationalisation.

Future outlook

Cirra Al continues to expand its agent portfolio with domain packs for Industries Cloud, Flow Orchestration, and
MuleSoft automation, while an open API (beta) will let ISVs invoke the same reasoning engine inside custom UX
extensions. Strategic partnerships with leading Sls, tooling vendors, and academic Al-safety labs position the
company to become the de-facto orchestration layer for safe, large-scale change management across the
Salesforce universe. By combining rigorous engineering, relentlessly customer-centric design, and a clear ethical
stance on Al governance, Cirra Al is charting a pragmatic path toward an autonomous yet accountable future for
enterprise SaaS operations.

DISCLAIMER

This document is provided for informational purposes only. No representations or warranties are made regarding the
accuracy, completeness, or reliability of its contents. Any use of this information is at your own risk. Cirra shall not be liable
for any damages arising from the use of this document. This content may include material generated with assistance from
artificial intelligence tools, which may contain errors or inaccuracies. Readers should verify critical information independently.
All product names, trademarks, and registered trademarks mentioned are property of their respective owners and are used
for identification purposes only. Use of these names does not imply endorsement. This document does not constitute
professional or legal advice. For specific guidance related to your needs, please consult qualified professionals.
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