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Executive Summary

Over the past decade Salesforce has woven artificial intelligence into the fabric of its CRM platform, culminating in a rich portfolio of

AI-powered features by early 2025. Today Salesforce proclaims itself “the world’s #1 AI CRM,” embedding advanced machine

learning and generative AI across sales, service, marketing, commerce, Slack, and developer tools (Source: www.salesforce.com)

(Source: www.salesforce.com). Salesforce’s 2024-2025 releases – including Einstein GPT, Marketing GPT, Commerce GPT, Sales

GPT, Service GPT and Slack GPT – leverage both proprietary models and leading public/proprietary large language models (LLMs)

(e.g. OpenAI’s GPT series and Anthropic’s Claude) to automate content creation, predictive insights, and conversational assistance

in real time. The Salesforce AI ecosystem is underpinned by unified data (via its Data Cloud) and a “Trust Layer” ensuring security

and compliance with sensitive data (Source: www.salesforce.com) (Source: developer.salesforce.com).

Empirical evidence shows strong confidence in AI’s CRM impact: IDC reports generative AI adoption jumped from 55% of

organizations in 2023 to 75% in 2024 (Source: blogs.microsoft.com), and IDC projects AI will contribute $19.9 trillion to the global

economy by 2030 (Source: blogs.microsoft.com). Salesforce’s own research finds large majorities of executives and practitioners

view AI as transformative (e.g. 86% of IT leaders see generative AI playing a major role soon, 71% of marketers expect it to

eliminate “busy work” and save ~5 hours/week (Source: www.salesforce.com) (Source: www.salesforce.com). In tandem,

Salesforce’s market dominance remains unassailable: in 2024 its CRM revenue of $21.6 billion exceeded the next four vendors

(Microsoft, Oracle, Adobe, SAP) combined (Source: www.cxtoday.com).

This report provides a comprehensive analysis of the Salesforce AI landscape as of 2025. After an introduction and historical

context, we survey Salesforce’s AI product offerings (Einstein GPT et al.), underlying technologies (Data Cloud, trust frameworks),

market adoption statistics, and technology trends. We examine multiple perspectives – from internal Salesforce strategy to

independent analyst viewpoints – and analyze relevant data (surveys, market reports, usage metrics). We include real-world
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examples and case studies (e.g. Rossignol, SmileDirectClub, and AAA), and conclude with implications and future directions

(including partnerships with OpenAI/Anthropic and emerging “AI agent” paradigms. All claims are supported by citations from

industry reports, Salesforce publications, academic analyses, and news sources.

Introduction and Background

The CRM + AI Imperative

Customer Relationship Management (CRM) systems collect vast customer data. In the 2020s, integrating advanced analytics and AI

into CRM has become a critical competitive strategy in many industries (Source: www.salesforce.com) (Source:

blogs.microsoft.com). AI-powered CRM can automate routine tasks, surface predictive recommendations, and personalize customer

interactions at scale. Generative AI – notably transformer-based large language models (LLMs) – has added a new dimension:

enabling natural-language content generation (emails, chat replies, campaign materials, etc.) directly within the CRM workflow. As

Salesforce’s AI leader Jayesh Govindarajan notes, embedding gen-AI in the world’s top CRM “will make every employee more

productive and every customer experience better” (Source: www.salesforce.com).

Amid this shift, data strategy and trust are paramount. Salesforce’s commissioned Forrester study found 92% of business leaders

consider a strong data strategy “critical” for AI success, yet only 34% have a formal one in place (Source: www.salesforce.com).

Similarly, data privacy and security are cited as leading barriers to adopting generative AI (top concern for buyers) (Source:

www.salesforce.com) (Source: www.salesforce.com). Salesforce addresses these concerns via its Data Cloud, which harmonizes

customer data across sources, and an Einstein Trust Layer, which secures LLM usage and controls how data flows into AI

responses (Source: www.salesforce.com) (Source: developer.salesforce.com). This dual emphasis on “trusted data” and

“trustworthy AI” is a cornerstone of Salesforce’s positioning in the AI CRM market (Source: www.salesforce.com) (Source:

developer.salesforce.com).

Salesforce in the CRM Market

Salesforce has long led the CRM market by revenue. According to IDC’s 2025 tracker, Salesforce’s CRM arm generated $21.6

billion in 2024 – over $5 billion more than the four closest competitors combined (Microsoft, Oracle, Adobe, SAP) (Source:

www.cxtoday.com). Microsoft’s Dynamics (the nearest rival) accounted for only $5.45 billion in CRM revenue (Source:

www.cxtoday.com). This dominant market share provides Salesforce with an unparalleled installation base of technical data and

customers. As one company executive put it, “Salesforce is where thousands of companies across every industry globally manage

their sales, service, marketing, commerce, and IT data… We have the world’s #1 CRM and the world’s most robust customer data

set”, enabling Einstein GPT to “produce AI content in a way that no other enterprise technology company can match” (Source:

www.salesforce.com).

Chart: CRM Market Revenues (2024)

VENDOR 2024 CRM REVENUE (USD)

Salesforce $21.6 billion (Source: www.cxtoday.com)

Microsoft (Dynamics) $5.45 billion (Source: www.cxtoday.com)

Oracle + Adobe + SAP (combined) ~$15.6 billion (approx.)

Table 1: IDC (2025) reports Salesforce far outpaces rivals in CRM revenue (Source: www.cxtoday.com). (Composite figure for

Oracle/Adobe/SAP inferred from IDC’s comment that Salesforce’s revenue exceeds the next four vendors combined by $5B.)

Salesforce’s leadership – the #1 CRM in revenue and cloud adoption – underpins its AI strategy.Its vast data platform (Customer

360) and plug-in architecture allow broad integration of AI engines. We next trace the evolution of Salesforce’s AI journey.

Evolution of Salesforce AI
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Salesforce’s AI trajectory spans multiple phases, from early predictive analytics to today’s autonomous agents. The timeline below

highlights major milestones:
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YEAR/PERIOD INNOVATION IMPACT & DESCRIPTION SOURCE

2016 (Sept)
Salesforce Einstein

launched

First embedding of AI in Salesforce CRM. Brought predictive

analytics, machine learning, and natural-language processing to

all clouds (Sales, Service, Marketing, Commerce) (Source:

www.salesforce.com). Einstein analyses data records and

automates tasks, e.g. lead scoring, opportunity forecasting,

recommendations.

[60]

Salesforce

press (2016)

2019
AI/Cloud Partnership

(Slack) Acquisition

Salesforce acquires Slack, setting stage for later Slack-integrated

AI (Slack GPT).

(Corporate

history)

Mar 2023
Einstein GPT

announced

Introduced as “the world’s first generative AI for CRM,” allowing

AI-generated content across every Salesforce cloud (Source:

www.salesforce.com). Leverages Salesforce’s own models plus

partner LLMs (e.g. OpenAI, Anthropic) and real-time Data Cloud

data. (Source: www.salesforce.com). Early features enabled

natural-language prompts to generate emails, code, and

analytics.

[62]

Salesforce

press (2023)

May 2023 Slack GPT launch

Slack GPT brings generative AI natively into Slack. Features

include conversation summarization, writing assistance, and

“ChatGPT app for Slack” with secure access to Customer 360

insights (Source: www.salesforce.com). This made Slack itself “AI-

ready”, further blending collaboration with CRM intelligence.

[56]

Salesforce

press (2023)

June 2023

Marketing GPT &

Commerce GPT

unveiled

Generative AI tailored to Marketing Cloud and Commerce Cloud

(Source: www.salesforce.com). Marketing GPT can generate

personalized emails, smarter audience segments, and dynamic

journeys. Commerce GPT enables personalized shopping

experiences and offers (dynamic buying journeys) through AI

(Source: www.salesforce.com). Both use trusted first-party data

from Data Cloud.

[58]

Salesforce

press (2023)

June 2023

(26)

Sales GPT & Service

GPT introduced

Generative AI features for Sales Cloud & Service Cloud (Source:

www.salesforce.com). Sales GPT auto-generates customer

emails, call summaries, account research, etc. Service GPT auto-

generates case replies, summarizes customer interactions into

knowledge articles, and helps field agents prepare for service

calls (Source: www.salesforce.com). Both powered by Data Cloud

inputs and AI models.

[65]

Salesforce

press (2023)

Sept–Oct

2023

Einstein Trust Layer

revealed

A secure “Trust Layer” for all Generative AI interactions (Source:

developer.salesforce.com). It intermediates between prompts,

internal data, and external LLMs: masking PII, grounding prompts

in CRM records, filtering outputs for toxicity and bias. Introduced

to address privacy/compliance (see next section) (Source:

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

[67]

Salesforce

Dev blog

(2023)

Mar 2024 Einstein 1 Studio

(Low-Code Tools)

Salesforce launched Einstein 1 Studio (formerly “AI Studio”) – a

low-code toolkit comprising Copilot Builder, Prompt Builder, and

Model Builder (Source: ts2.tech). These tools let admins configure

[92]

(analysis

source)
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YEAR/PERIOD INNOVATION IMPACT & DESCRIPTION SOURCE

AI assistants and models (including custom models) for their orgs

without hand-coding – democratizing AI app development.

Sept 2024
Agentforce (AI

Agents) introduced

Salesforce announced Agentforce, an initiative for autonomous AI

agents capable of taking multi-step actions. Early agents are

slated for sales, marketing, commerce, service, powered by a

new “Atlas” reasoning engine (Source: www.axios.com). Marc

Benioff calls Agentforce the “true realization of AI” – enabling the

system itself to carry out workflows within defined boundaries.

[78] Axios

(2024)

Oct 2025

OpenAI/Anthropic

Deal (Agentforce

360)

Salesforce expanded partnerships with OpenAI and Anthropic to

embed GPT-5 and Claude models in its new Agentforce 360

platform (Source: www.thestar.com.my). This allows Salesforce

users to query CRM data and run analytics via ChatGPT or Slack

interfaces. The deal underscores Salesforce’s strategy of

integrating leading LLMs into its ecosystem.

[77] Reuters

(via The

Star, 2025)

Table 2: Timeline of Salesforce AI Innovations (2016–2025). Sources include official press releases and industry news (Source:

www.salesforce.com) (Source: www.salesforce.com) (Source: www.salesforce.com) (Source: www.thestar.com.my).

This timeline shows Salesforce’s progression from predictive AI (2016 Einstein) to generative AI, culminating in early agentic AI (late

2024–2025). At each stage, Salesforce emphasized trust and data. For example, the Einstein GPT announcement stressed that AI

models are “trained on trusted, real-time data” from Salesforce’s platform (Source: www.salesforce.com). Likewise, each major

launch notes that first-party customer data fuels the AI – ensuring personalization and compliance. (Source: www.salesforce.com)

(Source: www.salesforce.com)

Salesforce AI Product Portfolio

By 2025, Salesforce’s AI capabilities span all major clouds and tools. Key offerings include:

Salesforce Einstein (Legacy AI layer) – The original AI framework (launched 2016) providing predictive models for lead

scoring, opportunity forecasting, case routing, product recommendations, custom analytics, etc. (Source: www.salesforce.com).

Einstein’s machine learning algorithms run in the background of the platform; for example, Sales Cloud Einstein can score leads

or recommend who to contact next. Admins can also build custom AI models via clicks (Einstein Prediction Builder, Discovery)

or code (APIs, Einstein Platform Services).

Data Cloud (formerly Customer 360 Audiences) – A unified data platform that ingests and harmonizes data from every

source (Sales Cloud, Service Cloud, ERP systems, social, IoT, etc.). Data Cloud enables “real-time” segmentation and

personalization by feeding first-party data into AI models. All of Salesforce’s generative AI products (Einstein GPT, Marketing

GPT, etc.) rely on this unified Data Cloud fabric (Source: www.salesforce.com) (Source: www.salesforce.com).

Einstein GPT (Generative AI platform) – Announced in March 2023, Einstein GPT is the umbrella for Salesforce’s generative

AI. It is open and extensible: it can invoke multiple LLMs (OpenAI, Anthropic, proprietary models) and is deeply integrated with

Salesforce data (Source: www.salesforce.com). Key features include:

Natural-language prompt response: Users can type queries in plain English to generate emails, code snippets, chat

answers, or even complex reports. For instance, within Sales Cloud a rep might ask Einstein GPT to “Write a follow-up email

to [customer], referencing our last meeting,” and an appropriate email draft would be created.

Multi-cloud integration: Einstein GPT content generation is available across Sales Cloud, Service Cloud, Marketing Cloud,

Commerce Cloud, and more. (Salesforce now brands all such generative features under Einstein GPT or respective “GPT”

names).

Trusted output via AI Trust Layer: Every response from Einstein GPT is post-processed by the Einstein Trust Layer (see next

section).
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CRM context: Because it draws on CRM records, the AI can pull in account data, past interactions, purchase history, etc. For

example, a marketer’s request to “create an email for high-value customers interested in product X” will automatically

retrieve the right customer profile list.

Marketing GPT (Marketing Cloud) – Part of Einstein GPT, launched June 2023, Marketing GPT uses generative AI to

automate marketing tasks. It can generate personalized email copy, suggest subject lines, create customer segments based on

natural-language criteria, and craft multi-step campaigns (“journeys”) (Source: www.salesforce.com) (Source: ts2.tech). For

example, a marketer can prompt: “Draft a promotional email for our new ski collection targeting affluent customers,

emphasizing luxury and a limited-time discount,” and Marketing GPT will produce email text and subject lines. It leverages Data

Cloud for up-to-the-minute segmentation and performance data. Salesforce reports that 60% of marketers already felt

generative AI would transform their roles, and Marketing GPT aims to deliver on that by “empowering marketers to deliver

personalized, relevant experiences across every touchpoint” (Source: www.salesforce.com) (Source: ts2.tech).

Commerce GPT (Commerce Cloud) – Also announced June 2023, Commerce GPT builds generative personalization into e-

commerce. It can create dynamic product recommendations, promotional content, and purchasing experiences. Customers

might see AI-generated product descriptions, targeted offers, or “conversational” shopping assistance. Salesforce touts

Commerce GPT’s ability to drive shopping journeys with AI-paid dynamic offers. (For instance, Commerce GPT might power a

chatbot that helps users find relevant merchandise or automatically suggest upsells based on customer history.) Rossignol

(sports equipment) cited generative AI as a way to “deliver personalized experiences at scale” in both marketing and

commerce (Source: www.salesforce.com).

Sales GPT (Sales Cloud) – Unveiled June 2023, Sales GPT injects generative AI into the sales process (Source:

www.salesforce.com). It can auto-write customer-facing content (emails, proposals), summarize meeting notes, and perform

account research. For example, after a sales call, Sales GPT might summarize conversation highlights and next steps; when

preparing for a client meeting, it could summarize key account info. Salesforce claims Sales GPT will help sales teams “close

deals faster” with trusted AI support (Source: www.salesforce.com). Early adopters (e.g. SmileDirectClub) have reported that

Einstein GPT is “integral” to driving efficiencies and personalized engagement (Source: www.salesforce.com).

Service GPT (Service Cloud) – Also from June 2023, Service GPT brings generative AI to customer support (Source:

www.salesforce.com). It auto-generates draft responses to customer inquiries (chatbot or agent-assisted replies), summarizes

support tickets into knowledge articles, and helps field-service agents prepare for on-site calls. For instance, a service rep can

prompt the AI for a quick suggested response to a billing question, or request an overview of a customer’s history. By reducing

manual effort on routine tasks, Service GPT aims to speed up case resolution and improve consistency. Salesforce research

found 60% of service professionals expect SB to help them serve customers better (Source: www.salesforce.com).

Slack GPT (Slack Platform) – Launched mid-2023, Slack GPT embeds generative AI into Slack conversations (Source:

www.salesforce.com). It allows users to ask business questions in Slack (e.g. “What were the key points from yesterday’s status

meeting?”) and get summaries or answers. Slack GPT can generate quick message drafts, summarize channels, and surface

CRM insights directly in chat by tapping into Salesforce data. A new “ChatGPT for Slack” integration (powered by OpenAI)

provides conversation summaries, writing assist, and approvals workflows. The Slack AI features are built on a new Slack

infrastructure optimized for AI apps, enabling thousands of GPT-powered apps within Slack (Source: www.salesforce.com).

Einstein 1 Platform Tools – Salesforce provides development tools for building AI apps: the aforementioned Einstein 1 Studio

low-code environment, plus APIs for custom integration. Salesforce introduced Einstein Copilot Builders, Model Builders, and an

AI Console for admins to configure GPT helpers in any app or workflow. These tools democratize AI app development across

Salesforce’s admin/developer community (Source: ts2.tech).

Collectively, these products constitute an “AI CRM Ecosystem” designed to automate and augment virtually any aspect of

customer-facing work (Source: www.salesforce.com) (Source: www.salesforce.com). The innovations are incremental but reinforcing:

predictive Einstein features matured over years, and in 2023-24 generative AI scaled those capabilities. Salesforce’s messaging ties

these together under the umbrella of “Einstein” or “AI Cloud” (rebranded simply as Einstein by late 2023 (Source:

www.salesforce.com), signifying a unified strategy rather than disparate tools.
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https://www.salesforce.com/news/stories/salesforce-ai-evolution/#:~:text=,and%20IT%20interaction%2C%20at%20hyperscale
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Preparing for Trust and Ethics

Salesforce emphasizes “trusted AI.” Every generative AI step is guarded by its Einstein Trust Layer (introduced in 2023). This

layer acts as a gatekeeper when Salesforce apps call external LLMs (Source: developer.salesforce.com). Key functions of the Trust

Layer include:

Data Grounding: Prompts are augmented (“grounded”) with the actual CRM record data before sending to the model,

ensuring responses are contextually accurate. For example, a request to “write to this contact” will securely merge the

contact’s name and company from the database (Source: developer.salesforce.com) (Source: developer.salesforce.com).

PII Masking: Any personal identifiers (names, social IDs) in prompts or data are masked or replaced with placeholders, so that

sensitive data isn’t exposed to the model (Source: developer.salesforce.com).

Content Filtering: The layer checks model outputs for harmful or biased content. It runs toxicity and bias detection on

generated text, blocking or sanitizing any problematic content (Source: developer.salesforce.com) (Source:

developer.salesforce.com).

Audit Logging: All AI interactions are logged for compliance and review. Organizations can see prompts, model outputs, and

user activity to ensure governance.

Salesforce documents describe this as a “secure intermediary” between Salesforce data and LLMs (Source:

developer.salesforce.com). The state-of-the-art trust controls are a unique selling point: Salesforce argues its customers can use

generative AI “within their existing flow of work” without sacrificing data control (Source: www.salesforce.com). Responsible use is a

theme in Salesforce’s communications, for example pairing AI features with built-in fallback to human review (Source:

www.salesforce.com) (Source: developer.salesforce.com).

Market Adoption and Dynamics

Salesforce’s AI strategy has met eager demand but also caution in the market. Generative AI adoption is accelerating: IDC reports

that 75% of organizations were using generative AI by late 2024 (up from 55% in 2023) (Source: blogs.microsoft.com). Salesforce’s

own research echoes high expectations:

Executive Focus: 86% of IT leaders say generative AI will soon have a “prominent role” in their organizations (Source:

www.salesforce.com), and 57% of IT decision-makers call it a “game changer.” Moreover, 67% have prioritized generative AI

initiatives to deploy within 18 months (Source: www.salesforce.com). Among business leaders, 71% believe it will let them focus

on higher-value work (Source: ts2.tech) (Source: www.salesforce.com).

Consumer/Ethical Concerns: Despite enthusiasm, workers express worries. Salesforce reports that over half of workers fear

AI outputs could be inaccurate (54%) or biased (59%), and 73% see new security risks (Source: www.salesforce.com). Nearly

60% of prospective users say they don’t yet know how to securely use gen-AI with trusted data (Source: www.salesforce.com).

Importantly, non-users cite lack of familiarity (40%) and safety concerns (64%) as barriers (Source: www.salesforce.com).

The implication is that training and governance are needed. Salesforce’s Forrester-commissioned research emphasizes data

readiness: 92% of leaders say a strong data strategy is critical for AI, yet only 34% have one (Source: www.salesforce.com).

Without clean, trusted data, businesses risk “garbage in, garbage out.” In practice, Salesforce’s promotion of Data Cloud and Trust

Layer is a direct response to these concerns (Source: www.salesforce.com) (Source: developer.salesforce.com). Salesforce CIOs

often stress that ROI only materializes when AI is fed high-quality, unified data from systems of record (Source:

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

Adoption Rates by Region

Adoption of generative AI varies by region and demographics. Salesforce’s global snapshot (Q4 2024) found:
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REGION % USING GENERATIVE AI

India 73% (Source: www.salesforce.com)

Australia 49% (Source: www.salesforce.com)

United States 45% (Source: www.salesforce.com)

United Kingdom 29% (Source: www.salesforce.com)

Table 3: “Generative AI has gone mainstream in many markets – e.g. 73% of surveyed Indians report using gen-AI tools (Source:

www.salesforce.com).” Younger workers dominate adoption (65% of users are Millennials/Gen Z) and largely plan to broaden AI use

into work tasks (Source: www.salesforce.com).

Salesforce AI vs. Competitors

Multiple vendors are racing to integrate AI into CRM. Major players include Microsoft (Dynamics 365 + 365 Copilot), Oracle (Oracle

Fusion Cloud with Oracle Digital Assistant), SAP (C/4HANA with SAP Business AI), and niche CRM startups. Key differentiators for

Salesforce are data context and ecosystem depth. As Salesforce notes, “AI is only as good as the data that powers it…

Salesforce has the world’s most robust customer data set” (Source: www.salesforce.com). This gives Salesforce an edge in

grounding AI in actual customer data rather than generic knowledge.

By contrast, Microsoft’s Copilot integrates deeply with Office apps and Azure AI, and can extend into Dynamics; it is quickly gaining

traction with existing Microsoft customers. Gartner reports that Microsoft’s AI (Copilot) achieved rapid uptake in Microsoft 365

deployments (Source: www.klover.ai). But Salesforce positions its generative AI specifically for front-office problems: one analysis

notes Salesforce tailors AI to sales, marketing, service issues, whereas Microsoft’s approach is more general-purpose (Source:

www.klover.ai). Nonetheless, both emphasize responsible AI use and enterprise security.

Smaller CRM providers (HubSpot, Zoho, etc.) are also adding generative features, but they lack Salesforce’s scale. Independent

reviews find Salesforce’s Einstein GPT offering among the most comprehensive for customer operations, though at higher cost

(Source: eureka.patsnap.com). Vendors like HubSpot emphasize ease-of-use, and SAP/Oracle focus on large enterprises with end-to-

end suites. For now, Salesforce’s lead in both market share and AI investment suggests it will remain a trendsetter in CRM AI

(especially given its massive R&D budget and partnerships).

Data and Evidence

In evaluating Salesforce’s AI impact, empirical data paint a picture of enthusiastic adoption tempered by caution:

IT & Business Surveys: As noted, Salesforce’s surveys report ~70%+ of workers and leaders anticipate measurable benefits

from AI (e.g. 71% marketers expect 5 hrs saved per week, ~60% sales/service pros expect improved customer service) (Source:

www.salesforce.com) (Source: www.salesforce.com). One Salesforce survey of 500 IT leaders found 86% believe gen-AI will soon

be prominent, and 67% have prioritized it as a major initiative (Source: www.salesforce.com). Such figures, while self-reported,

show strong optimism.

ROI Metrics: IDC’s analysis (via Microsoft blog) suggests very high ROI for AI: $3.7 gained per $1 invested on average, and

over $10 per $1 for leading organizations (Source: blogs.microsoft.com). IDC also forecasts AI fueling $3.5% annual GDP

growth, totaling $19.9 trillion by 2030 (Source: blogs.microsoft.com). These macro numbers underscore that AI (including CRM

AI) is expected to be a trillion-dollar productivity force. Specific Salesforce customers have begun reporting early gains; for

example, Salesforce case studies have noted double-digit increases in campaign conversion or sales efficiency in pilot programs

(though many such details remain proprietary).

Market Share: Salesforce’s revenue advantage (Table 1) illustrates its dominance. With ~50% of the global CRM market,

Salesforce can attract more AI innovation and partners. IDC data emphasize that Salesforce’s CRM revenues for 2024 exceed

those of Microsoft, Oracle, SAP, and Adobe combined (Source: www.cxtoday.com). This suggests competitors have much less

financial "muscle" to match Salesforce’s AI budget and R&D.
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https://blogs.microsoft.com/blog/2024/11/12/idcs-2024-ai-opportunity-study-top-five-ai-trends-to-watch/#:~:text=AI%20and%20Data%20Research%20at,5
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Adoption Barriers: Despite enthusiasm, there are significant barriers. Salesforce research of CIOs and IT illustrates that 65%

of organizations still cannot justify implementing generative AI immediately (Source: www.salesforce.com). Common concerns

include data security (over 70% cite new security threats (Source: www.salesforce.com), skill gaps (66% say employees lack AI

skills (Source: www.salesforce.com), and integration issues (Source: www.salesforce.com). Overcoming these requires training

programs (54% of marketers want gen-AI training (Source: www.salesforce.com) and mature data governance.

Competitive Landscape: Independent analysts (e.g. Forrester, Gartner) note that CRM is undergoing consolidation as well.

Forrester predicts that by 2028, 65% of enterprise CRM budgets will shift toward “comprehensive platform providers” with AI,

reducing point solutions (Source: www.fourester.com). Salesforce, as a platform leader, stands to benefit from this trend.

Meanwhile, SAP, Oracle, others are also embedding AI (e.g. SAP’s Leonardo platform for supply chain, Oracle’s emerging Fusion

AI) (Source: www.klover.ai) (Source: www.fourester.com), so Salesforce must continuously innovate to maintain its lead.

User Feedback: Within the Salesforce community, adoption is high but mixed. In a 2024 survey of 1,000 IT decision-makers

conducted by Salesforce, 57% affirmed that AI is a “game changer” (Source: www.salesforce.com). However, many early users

indicate they still refine how to get maximum value. For instance, Salesforce’s survey found ~50% of sellers admitted they “do

not know how to get the most value” from gen-AI (Source: www.salesforce.com). Salesforce is addressing this by embedding in-

app prompts, providing sample use-cases, and soliciting feedback at events like Dreamforce.

Case Studies and Real-World Examples

While many Salesforce AI initiatives are nascent, some companies have begun publicizing results or intentions:

Rossignol (Sports Equipment). Vincent Wauter, CEO of Rossignol, states that Salesforce’s combination of AI and data has

delivered personalized engagement for “over 10 years.” Rossignol plans to adopt Einstein GPT across marketing, commerce,

and service to further “drive greater efficiency, increase productivity, and strengthen customer loyalty.” (Source:

www.salesforce.com). This exemplifies a global retail brand using Salesforce AI for multi-channel personalization; Rossignol

highlights both legacy AI use and future gen-AI plans.

SmileDirectClub (Healthcare/Consumer). Nathan Dawson (Dir. of Global Tech) says their “partnership with Salesforce and

use of Einstein GPT has been integral in our ability to drive efficiencies.” (Source: www.salesforce.com). SmileDirectClub aims to

use AI to “deliver more personalized member engagement, make processes more efficient, and drive innovation.” While no

specific ROI numbers are public, the emphasis is on operational efficiency in a consumer-facing healthcare business with large-

scale customer data.

AAA – The Auto Club Group (Automotive/Services). AAA uses Salesforce for member experience, though details on AI

usage are scant. Salesforce announced AAA (a large U.S. membership organization) as an early adopter of Sales/Service GPT

(Source: www.salesforce.com). Anecdotally, AAA can leverage GPT-driven chatbots and content for assisting millions of

members with travel, insurance, and roadside events, personalizing responses and speeding support.

Hilton Worldwide (Hospitality). As a hypothetical in commentary, analysts note that a hotel chain like Hilton could ask

Einstein GPT to draft promotional emails to specific high-end customer segments, adjusting tone and offerings per guest profile

(Source: ts2.tech). (Actual Hilton case details are not available, but this scenario is representative of how large chains could use

GPT in campaign planning.)

Salesforce Internal Use. Salesforce itself uses its AI internally. For example, its sales org uses Sales GPT to help churn

through CRM tasks, and its marketing team uses Marketing GPT to generate multi-variant campaign content. These internal

practices were hinted at in Salesforce’s forecasts and Dreamforce demos, though specific productivity metrics were not

disclosed.

Though quantitative case data remains limited (common in a new tech rollout), the above examples illustrate how diverse

industries – retail, services, healthcare – are experimenting with Salesforce AI to enhance personalization and automation. We

expect independent ROI studies to emerge; for now, Salesforce cites anecdotal improvements (e.g. “20% increase in email

conversion” or “30% faster sales cycle” in pilots) (Source: ts2.tech), but verified references are scarce.

Implications and Future Directions
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Strategic Implications

Workforce Transformation: Salesforce AI is set to augment many knowledge-work roles. For sales and support reps, AI co-pilots

will handle rote content generation, allowing humans to focus on strategy and relationships. As 71% of marketers expect, gen-AI

should free up time for creative/strategic tasks (Source: www.salesforce.com). However, this also requires retraining: Salesforce

research shows a skills gap (e.g. 66% of IT pros see lack of AI skills as a barrier (Source: www.salesforce.com). Thus, companies

must invest in upskilling (Salesforce offers Trailhead modules) to maximize value.

Data and Ethics: The emphasis on data governance and AI ethics will only intensify. Salesforce’s Trust Layer is an early example

of built-in guardrails. Over time, we anticipate tighter regulations on AI use (e.g. government rules on data handling, model

transparency). Salesforce’s approach of combining AI with first-party data and human oversight is likely to become a model for

compliance-focused industries (finance, healthcare, government).

Platform Consolidation: The shift toward integrated platforms means CRM is no longer just transactional data but a hub for

digital transformation. Salesforce’s Agentforce architecture – essentially treating CRM workflows as areas for AI agents – suggests

future CRMs will automate not just content but decision-making. This aligns with Forrester’s forecast that enterprise systems will

“consolidate under fewer vendors” providing immersive experiences (Source: www.fourester.com). Companies might rely on

Salesforce agents to do lead qualification, invoice approvals, or even basic negotiation tasks in coming years.

Outlook for Salesforce

Looking ahead to 2025 and beyond, Salesforce is betting on three trends:

1. Agentic AI (Agentforce): Instead of merely responding to prompts, Salesforce is building AI “agents” that can autonomously

execute tasks. The announced Agentforce 360 (day 1 at Dreamforce 2024) will allow customers to define goals (e.g. “re-engage

lapsed customers with relevant offers”) and let AI agents plan and carry out multi-step processes (Source: www.axios.com).

This could dramatically extend automation but also raises novel issues around control and oversight.

2. Deep Partnership with AI Leaders: Salesforce is doubling down on external AI expertise. The October 2025

OpenAI/Anthropic partnership embeds GPT-5 and Claude into Salesforce’s own apps (Source: www.thestar.com.my). By

contrast, early GA Einstein GPT primarily used GPT-4; now GPT-5 availability means richer capabilities (e.g. multimodal,

reasoning improvements). Salesforce will likely continue such partnerships (e.g. adding other leading LLMs, possibly even

developing proprietary models optimized for CRM tasks).

3. Cross-Platform Ecosystem: AI-powered features will extend beyond core CRM to analytics (Tableau), automation (Flow), and

even PCs/devices. As companies adopt hybrid work, Salesforce envisions AI assistants that follow users across Slack, Outlook,

mobile apps, etc. The future Salesforce AI CRM might feel less like a separate product and more an omnipresent co-worker

embedded in any digital channel.

International growth is also key. Salesforce has noted particularly high AI interest in APAC (e.g. India 73% penetration (Source:

www.salesforce.com) and is localizing features for global markets. Gen-AI’s multilingual capabilities will be stressed as enterprises

seek consistent AI CRM in every language.

Potential Challenges

Competition – Rivals will not cede the AI CRM market. Microsoft will continue embedding Copilot into Dynamics and Teams;

Oracle and SAP will refine their AI suites. Cloud providers like AWS and Google may also challenge Salesforce via deep

integrations (though Salesforce’s multi-cloud openness helps it remain platform-agnostic). Salesforce must innovate rapidly to

stay ahead.

Economic Conditions – AI projects are expensive. If economic slowdowns occur, some companies may postpone purchases,

focusing on cost-effective ROI cases. Salesforce’s “Consumption-based pricing” for gen-AI introduced in late 2024 is a response

to this pressure (Source: www.klover.ai). How Salesforce prices AI features will affect adoption.

https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-ai-landscape-2025
https://www.salesforce.com/news/stories/generative-ai-statistics/#:~:text=,over%20a%20month%20per%20year
https://www.salesforce.com/news/stories/generative-ai-statistics/#:~:text=match%20at%20L154%20,59
https://www.fourester.com/fourester/research-note-the-future-of-the-crm-market#:~:text=software%20vendors%2C%20by%202028%2C%2065,75
https://www.axios.com/2024/09/12/salesforce-ai-agents-atlas-reasoning#:~:text=Salesforce%20has%20introduced%20Agentforce%2C%20its,realization%20of%20AI%2C%20contrasting%20it
https://www.thestar.com.my/tech/tech-news/2025/10/15/salesforce-deepens-ai-ties-with-openai-anthropic-to-power-agentforce-platform#:~:text=%28Reuters%29%20,of%20businesses%20and%20regulated%20industries
https://www.salesforce.com/news/stories/generative-ai-statistics/#:~:text=%2A%2073,surveyed%20is%20using%20generative%20AI
https://www.klover.ai/salesforce-ai-strategy-analysis-sustained-dominance-in-enterprise-ai/#:~:text=%28e.g.%2C%20S%2F4HANA%29%20,55
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Privacy Regulations – New laws (e.g. EU AI Act, data protection rules) could impose constraints requiring Salesforce to adapt

features. The Einstein Trust Layer and data policies may become mandatory selling features rather than optional boons.

Security Risks – AI itself becomes a new attack vector (prompt injection, poisoning attacks). Salesforce must regularly update

its Trust Layer and partner security features to guard against these emerging threats.

Conclusion

By 2025, Salesforce has transformed its CRM platform into a comprehensive “AI CRM”. From Einstein’s predictive analytics in 2016

to the generative Einstein GPT and agentic Agentforce of 2024–2025, Salesforce leads in embedding AI at every touchpoint (Source:

www.salesforce.com) (Source: www.salesforce.com). It leverages its market dominance and data footprint to offer deep, real-time

AI-driven personalization in sales, service, marketing, commerce, and collaboration (Slack). Extensive internal research and

external reports underscore both the opportunities and hurdles: firms expect huge productivity gains from AI (Source:

www.salesforce.com) (Source: www.salesforce.com), but they also cite the need for data readiness and trust controls (Source:

www.salesforce.com) (Source: developer.salesforce.com).

Compared to competitors, Salesforce’s advantage is its unified data model and end-to-end CRM ecosystem; its disadvantage is that

it must manage the added complexity and responsibility of running powerful AI. Looking forward, key factors will be Salesforce’s

execution of the Agentforce vision, continued AI ethics leadership, and global expansion of these tools. In sum, the Salesforce AI

landscape in 2025 is one of rapid innovation, broad adoption, and continued dominance – but also one that will require vigilant

stewardship of data and trust as enterprises deploy AI at scale (Source: www.salesforce.com) (Source: developer.salesforce.com).

References

All information above is drawn from industry reports, news sources, and Salesforce publications. Key references include Salesforce

press releases and blog posts (Source: www.salesforce.com) (Source: www.salesforce.com) (Source: www.salesforce.com),

Salesforce-conducted surveys (Source: www.salesforce.com) (Source: www.salesforce.com), IDC/Gartner market analyses (Source:

www.cxtoday.com) (Source: blogs.microsoft.com), and news coverage (Axios, Reuters) (Source: www.thestar.com.my) (Source:

www.axios.com). Citations for each fact are provided in-line.

Tags: salesforce ai, einstein gpt, generative ai, ai crm, salesforce data cloud, einstein trust layer, salesforce agentforce

About Cirra

About Cirra AI

Cirra AI is a specialist software company dedicated to reinventing Salesforce administration and delivery through autonomous,

domain-specific AI 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 ability to implement high-impact changes in minutes instead of days while

maintaining full governance and audit trails.

Cirra AI’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.

Automated configuration & deployment – the Change Agent executes the blueprint across sandboxes and production,

generating test data and rollback plans along the way.

Continuous compliance & optimisation – built-in scanners surface unused fields, mis-configured sharing models, and

technical-debt hot-spots, with one-click remediation suggestions.
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Partner enablement programme – a lightweight SDK and revenue-share model that lets Salesforce SIs 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 AI 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 AI-driven decisioning. He holds an M.Sc. in Computer Science from Delft University of Technology and has lectured

widely on low-code automation, AI 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 AI should accelerate experts, not replace them.

Why Cirra AI matters

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.

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 AI.

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.

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 AI 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 SIs, tooling vendors, and academic AI-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 AI governance, Cirra AI is charting a pragmatic path toward an

autonomous yet accountable future for enterprise SaaS operations.
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