e
C Cirra AI Salesforce Platform: CRM & ERP Integration for Energy

Salesforce Platform: CRM & ERP Integration for
Energy

Published August 19, 2025 60 min read

Leveraging S&l&Sf@iﬁEorc;:

in the Energy Sector; (¢

Salesforce in the Energy Industry

Overview of the Salesforce Platform in Enterprise Solutions

Salesforce is a leading cloud-based Customer Relationship Management (CRM) platform widely

adopted across industries for enterprise solutions. In fact, Salesforce has been ranked the #1 CRM
provider globally for over a decade(Source: salesforce.com). Originally known for sales force

automation, the platform has evolved into a comprehensive “Customer 360" ecosystem encompassing
sales, service, marketing, analytics, integration, and more. Its modular cloud offerings (Sales Cloud,
Service Cloud, Marketing Cloud, etc.) and industry-specific extensions provide a unified environment to
manage customer interactions and business processes. Salesforce's strength lies in its highly

integrated, data-driven platform that allows businesses to leverage built-in artificial intelligence (Al)
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and automation. According to Salesforce’s leadership, the platform “empowers businesses to leverage
Al and data to make every customer interaction smarter, automate processes, reduce costs, and

increase employee productivity at scale.” (Source: salesforce.com) This focus on Al-driven automation

and an extensive partner ecosystem has made Salesforce a popular choice for enterprises seeking agility
and innovation.

Crucially for large organizations, Salesforce is designed to integrate with existing enterprise systems. Its
robust APl and middleware tools (including MuleSoft for integrations) enable connecting Salesforce with
legacy Enterprise Resource Planning_(ERP), billing, and operational systems. This is particularly

relevant in the energy sector, where companies often run complex legacy applications. Rather than
replacing core systems, Salesforce is frequently deployed as an overlay to augment existing platforms
with new cloud and Al capabilities(Source: salesforce.com). For example, Salesforce's Energy &

Utilities Cloud explicitly supports integrations to major utility Customer Information Systems (CIS) and
billing solutions (like SAP 1S-U, Oracle CC&B, etc.) to “extend digital and cloud capabilities” without
disrupting critical back-end processes (Source: salesforce.com). In summary, Salesforce provides a

flexible, scalable enterprise platform that is cloud-native and Al-enabled, making it highly relevant for
modernizing enterprise solutions in data-intensive industries such as energy.

CRM and Customer Service Management in the Energy Sector

In the energy industry, maintaining strong customer relationships and providing reliable service are
paramount — whether the “customers” are residential utility ratepayers, commercial/industrial energy
users, or retail fuel buyers. Salesforce CRM in the energy and utilities sector serves as a central
system to manage all customer interactions and data across the customer lifecycle (Source:
salesforce.com). Traditionally, energy providers relied on CIS and billing systems to track usage and send

bills, with minimal focus on customer engagement. A modern energy-focused CRM changes that by
unifying customer data (e.g. contact info, contracts, usage history, billing records, outage reports,
program enrollments) into a single platform accessible to service agents and other teams. According
to Salesforce, an energy CRM integrates information like energy usage, billing, product/program
adoption, and even field service data into one view(Source: salesforce.com). This holistic view

enables customer service representatives, account managers, and digital portals to better understand
and serve each customer’s needs.

One key application is improving customer service management. Utilities and energy retailers face
challenges such as high call volumes (especially during outages or billing cycles), siloed systems that
make it hard for agents to get answers, and rising customer expectations for fast, personalized service.
By deploying Salesforce Service Cloud (often tailored via Energy & Utilities Cloud), energy companies can
implement an omnichannel customer service strategy. This means customers can reach them via
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phone, web chat, mobile app, or even social media, and the agent (or chatbot) will have the same 360°
view of the customer’s profile and history. For example, a connected utility can see not only a caller’s
current outage status or bill balance, but also their past interactions and any relevant context (such as
participation in a solar program or a recent high-bill complaint). This comprehensive insight lets agents

resolve issues faster and with more personalization (Source: trailhead.salesforce.com). In fact, 88% of
customers say the experience a company provides is as important as its products(Source:
salesforce.com), so delivering proactive, informed service is critical in today’s market.

Salesforce’s industry solution provides specific features for energy CRM, such as a “Smart Utility
Contact Center” console that surfaces next-best actions and Al-driven recommendations for agents
(Source: salesforce.com)(Source: salesforce.com). It also offers self-service capabilities: for instance, a

customer web portal or mobile app (“My Account”) allows utility customers to check bills, make
payments, report outages, and even enroll in programs on their own (Source: salesforce.com). These

tools reduce call center burden and meet modern consumers' expectations for digital self-service.
Energy suppliers can also use Salesforce to run targeted communications and engagement campaigns
— for example, sending personalized energy-saving tips or rate plan suggestions based on a customer's
usage data and profile. Predictive analytics built into the CRM can help anticipate customer needs; for
instance, utilities can analyze usage patterns and proactively alert a customer of unusual high usage
(potentially indicating an energy efficiency issue) (Source: inclusioncloud.com). By augmenting traditional
billing systems with a CRM, energy companies have been able to move from a reactive “pay your bill or

lights out” posture to a more proactive, advisory relationship with their customers (Source:
salesforce.com)(Source: salesforce.com). This is increasingly important as consumers gain choices

(solar, home batteries, retail energy providers in deregulated markets) and thus expect better customer
experience and advice from their energy providers (Source: salesforce.com).

In practice, integrating_the CIS/billing_data with Salesforce CRM is a common approach. Doing so

unifies previously siloed data and processes. As Salesforce's FAQ notes, many energy companies have
tried to pile add-ons on top of CIS, but without integration those become new silos and don’t yield a full
customer view (Source: salesforce.com). A dedicated energy CRM platform, by contrast, “unifies

processes on a single platform so teams can resolve issues faster” (Source: salesforce.com). It

essentially acts as a front-office layer that taps into back-office data. The benefits include higher first-
contact resolution rates, reduced average handling time for inquiries, and improved customer satisfaction
scores. For example, Terence Sorrell, a solutions manager for a utility, stated: “Salesforce has
become our global customer service platform. We can see everything we're doing and everything we've
done. It makes it easier for our people to do things in a standard way — and in a smarter way." (Source:
salesforce.com) This kind of transparency and consistency is difficult to achieve with fragmented legacy

systems. In summary, by implementing Salesforce for CRM and service, energy companies transform
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their customer management — moving to real-time, personalized engagement, resulting in better
customer loyalty and more efficient service operations(Source: trailhead.salesforce.com)(Source:

trailhead.salesforce.com).

Field Service Operations in Energy

Energy and utilities are inherently asset-intensive and field-intensive industries — whether it's electric
utilities managing power lines and transformers, oil & gas companies servicing wells and pipelines, or
renewable operators maintaining wind turbines and solar farms. Field service operations (the
management of crews, work orders, and maintenance tasks outside the office) are critical to safety,
reliability, and customer satisfaction. Salesforce Field Service (formerly Field Service Lightning),
integrated with the CRM, has become a popular solution to streamline these operations in the energy
sector.

Dispatch and scheduling: One major challenge for utilities is efficiently scheduling field work — for
example, connecting/disconnecting services, routine inspections, repairs, or emergency outage
responses. Traditional methods often involved manual dispatch or disparate systems. With Salesforce,
companies can implement smart scheduling and dispatch that optimizes routes and matches the right
technician with the right skills to each job. Dispatchers get a dynamic console to assign and reprioritize
work as conditions change. According to Salesforce's Connected Utility insights, energy providers are
empowering field teams by “streamlin[ing] scheduling and enabling dispatchers to dynamically
make appointments and efficiently organize their calls.”(Source: salesforce.com)(Source:

salesforce.com) This means when a customer calls for a service request, an agent can book an

appointment in real time, and the system will find an optimal slot considering technician availability,
location, and urgency.

Mobile workforce enablement: Field technicians using Salesforce’'s mobile app have all the information
they need at their fingertips. Mobile field service apps provide work order details, customer information,
asset history, step-by-step procedures, and even safety checklists on a technician’s tablet or phone. The
importance of this cannot be overstated - field workers no longer need to return to the office to pick up
work orders or call supervisors for data. As noted in an industry report, equipping mobile teams with
apps and back-office data helps increase productivity and safety in the field (Source:
salesforce.com). For example, a gas utility technician en route to fix a pipeline leak can see the pipe’s

repair history, pressure readings, and prior incident reports within the Salesforce app, ensuring they're
fully informed. Salesforce Field Service also supports offline capabilities, so even in remote areas with
no signal (like a wind farm or offshore rig), technicians can access downloaded job info and then sync
updates when back online (Source: salesforce.com). Additionally, technologies like Remote Visual
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Assistance (integrated via Dynamics 365 Remote Assist or third-party apps on Salesforce) allow field
techs to video-call an expert for help with complex issues (Source: salesforce.com)(Source:

salesforce.com) - effectively bringing remote expertise to the job site.

Customer communication and transparency: Modern field service isn't just about internal efficiency; it
also impacts customer experience. Using Salesforce, energy companies keep customers informed with
automated notifications (for example, a message that “Your technician is on the way” with tracking,
similar to package deliveries). There's also an emphasis on turning field visits into customer engagement
opportunities. Salesforce points out that face-to-face interactions can nurture loyalty, so field techs
are being empowered to “take opportunities when servicing customers to market other relevant
products, programs, and services.”(Source: salesforce.com) For instance, a technician fixing a

homeowner's meter might also advise them on a utility rebate for a smart thermostat, and capture that
lead in Salesforce on the spot. This blurs the line between service and sales in a beneficial way, using
each field visit to potentially deliver more value to the customer.

Use case example: A notable case is Florida Power & Light (FPL), one of the largest electric utilities in
the U.S. (part of NextEra Energy). FPL developed a Salesforce-based field service platform for storm
crisis management, which has won industry awards (Source: salesforce.com)(Source: salesforce.com).

They use Service Cloud, Salesforce Field Service, and the Energy & Utilities Cloud to manage
everything from routine maintenance work to massive hurricane restoration efforts, all while keeping
customers informed (Source: salesforce.com). During a storm, this platform helps FPL rapidly log outage

incidents, dispatch crews, track repair status, and communicate updates to affected customers - in a
unified system. The success at FPL shows how a utility can leverage Salesforce to improve field operation
responsiveness and customer communication in critical times.

In summary, Salesforce brings a modern, integrated approach to field service in energy: automated
scheduling, mobile enablement, real-time visibility, and customer-centric workflows. By connecting field
teams with the rest of the organization through a single platform, companies see gains in efficiency
(e.g. fewer truck rolls and faster fix times), as well as higher customer satisfaction (due to timely updates
and quicker issue resolution). The platform’s flexibility also allows integrating GIS (geospatial) data, loT
sensor alerts, and crew GPS locations, which are important in energy operations. As a result, energy
firms using Salesforce Field Service can respond to outages and service requests faster and more cost-
effectively, with a 360° view of both the customer and the asset in the field(Source:
trailhead.salesforce.com)(Source: trailhead.salesforce.com).
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Asset and Infrastructure Management with Salesforce

Energy companies manage vast infrastructures: power grids, pipelines, generation plants, wind
turbines, solar arrays, mining equipment, and more. Traditionally, specialized Enterprise Asset
Management (EAM) or Supervisory Control and Data Acquisition (SCADA) systems monitored these
assets. Salesforce is not an EAM in the traditional sense, but with its Energy & Utilities Cloud and Field
Service capabilities, it increasingly plays a role in asset and infrastructure management, especially as
it relates to customer service and field work. By tying asset data into the CRM platform, energy
companies can gain a unified view of assets alongside customer and case information, enabling more
proactive and coordinated maintenance.

Work and Asset Management: Salesforce's industry solution includes features for Work and Asset
Management, recognizing that maintaining infrastructure is directly linked to customer reliability. With
Energy & Utilities Cloud, organizations get a comprehensive data model for assets — for example, a utility
can represent its transformers, poles, meters, substations, etc., within Salesforce, complete with
attributes and relationships (e.g. which customer or location is served by which asset). Using this,
Salesforce helps shift operations from reactive break-fix maintenance to proactive upkeep.
Notably, the platform can “track assets in real time, automate predictive maintenance, and digitize
the entire work order lifecycle, from creation and assignment to execution and debriefing.” (Source:
salesforce.com). In practice, this means when an loT sensor or inspection report indicates an asset is

approaching a failure condition, Salesforce can trigger a preventive maintenance work order, schedule it
to a field technician, and ensure all steps (parts used, resolution notes, follow-up tasks) are recorded in
one place. This digital work order lifecycle replaces paper-based or disparate maintenance management
tools, increasing efficiency and data accuracy.

Incident management and outage response: Another key aspect of infrastructure management is
handling unplanned incidents (equipment failures, leaks, outages). Energy & Utilities Cloud includes an
Incident Management capability built directly into the CRM platform. It provides templates and best
practices for common disruptions — for example, an electric utility can log a power outage incident
affecting certain transformers and track all related service tickets, crew assignments, and
communications under that incident. Salesforce touts that this allows companies to “diagnose and
resolve incidents faster with the right tools and all case, incident, customer, and asset data in one
unified workspace.” (Source: salesforce.com). By having asset data (like which customers are tied to a

failed transformer) and customer data (who has reported an issue) together, utilities can prioritize repairs
based on impact and keep customers informed proactively. This integrated approach improves reliability
metrics and regulatory reporting on outages.
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Integration with loT and monitoring systems: While Salesforce is not directly controlling grid devices,
it often serves as the front-end for loT insights. Through integrations (e.g. via MuleSoft or loT
middleware), sensor alerts or meter data can be fed into Salesforce. For instance, a smart meter may
detect voltage anomalies - this could generate an alert in Salesforce, which in turn creates a
maintenance case or triggers an automated customer notification. Some companies use Salesforce's
platform to consolidate such data for planners and field teams. A midstream oil pipeline operator example
from Salesforce’s content describes how mobile inspections feed data into the CRM, which can flag
potential problems (like a weak pipeline section) and automatically alert stakeholders to take
action before a spill occurs(Source: salesforce.com). This shows Salesforce acting as the hub where

asset conditions translate into business actions and communications.

Optimizing maintenance strategies: A Salesforce blog on oil & gas notes that many upstream
companies historically had weak routine maintenance strategies, leading to costly downtime (Source:
salesforce.com). By aggregating information about assets, resources, and schedules on a platform

like CRM, companies can greatly improve maintenance planning and coordination (Source:
salesforce.com). Moreover, by sharing asset data with vendors and partners through Salesforce (for

example, via partner communities or portals), upstream operators enable better vendor-managed
maintenance and flexible resource pooling (Source: salesforce.com). This can be critical in complex

operations such as drilling rigs, where multiple contractors are involved — a centralized platform improves
collaboration on asset upkeep.

Case in point: Renewable energy operators have started using CRM-centric solutions to manage
distributed assets. For instance, a solar farm developer might use Salesforce to track each solar
installation (asset) and its performance metrics, linked to the customer or investor who owns it. When
combined with weather data and production data integrated into Salesforce, companies can monitor
performance ratio and schedule cleanings or repairs optimally. One report highlights that renewable
energy companies leverage Salesforce to manage and monitor distributed energy resources,
integrating weather forecasts and real-time production data to optimize operations(Source:
inclusioncloud.com). This approach ensures that asset performance issues (like a wind turbine

underproducing due to a probable fault) are quickly turned into actionable tasks for field engineers, and
customers or asset owners receive timely updates — all via the Salesforce environment.

In summary, while Salesforce is not a full replacement for heavy-duty asset management systems, it
provides a crucial overlay that connects asset data with customer and workforce data. The result is
improved maintenance outcomes: fewer unexpected breakdowns, faster repair cycles, and higher
asset uptime. By using Al and analytics on asset data, companies can even get predictive. As noted, Al
and loT inputs can “deliver predictive maintenance” — detecting faltering equipment and alerting
managers to organize repairs or replacements proactively, reducing downtime and maintenance
costs(Source: salesforce.com). This predictive approach, powered by Salesforce Einstein or integrated
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analytics, shifts maintenance from calendar-based to condition-based, saving money and preventing
service disruptions. For energy firms aiming for higher reliability and safety, integrating asset
management into the Salesforce platform thus yields significant benefits — it bridges the gap between
operational technology and customer-facing teams, ensuring that when an asset issue arises, everyone
from engineers to call center reps is on the same page about the problem and solution.

Data Analytics and Predictive Maintenance

Data is the new fuel for the energy industry’'s transformation. Energy companies have access to
massive amounts of data — from smart meters and loT sensors on equipment, to customer usage
patterns, weather information, market prices, and beyond. Harnessing this data can unlock insights for
both operational efficiency and strategic planning. Salesforce, especially with its acquisition of Tableau
and introduction of the Salesforce Data Cloud, provides powerful data analytics capabilities that energy
companies can leverage for predictive maintenance, demand forecasting, and decision support.

Predictive analytics and Al: In the context of energy, predictive analytics means anticipating events like
equipment failures, energy demand spikes, or customer churn before they happen, so the company can
act proactively. Salesforce's platform includes Einstein Al which can analyze historical data to find
patterns and make predictions. For example, by analyzing years of transformer performance data and
correlating it with environmental factors, an Al model might predict which transformers are likely to fail in
the next 6 months. These predictions can be surfaced in Salesforce as alerts or tasks (e.g. schedule a
preemptive replacement). “Predictive Al algorithms that preempt equipment failures” are cited as a
capability Salesforce enables beyond basic digitization (Source: inclusioncloud.com). This can

dramatically reduce unplanned downtime. Similarly, on the customer side, predictive models might flag
that a certain industrial customer is likely to exceed their peak demand or that a residential customer with
a new EV will have higher usage - allowing the utility to reach out with a tailored rate plan offer in
advance.

A great example of analytics in action is grid demand forecasting. Salesforce has noted that utilities
can use predictive analytics to anticipate grid demand based on behavioral insights, and real-time
usage analytics to match supply with demand(Source: salesforce.com). In practice, this could mean

predicting tomorrow’s power load on a neighborhood transformer by analyzing CRM data (like number of
EV owners in that neighborhood, weather forecasts, etc.), and then taking action to balance the load
(such as adjusting distributed energy resources or demand response programs). These kinds of Al-
driven insights help balance the energy supply from the utility with the growing supply coming
from consumer-side resources (like rooftop solar feeding the grid) (Source: salesforce.com), which is a

complex new challenge for utilities.
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Salesforce Data Cloud and big data integration: As energy firms seek to combine data from many
sources, Salesforce's Data Cloud (also known as Customer Data Platform in some contexts) becomes
valuable. It allows ingestion of streaming data (e.g. smart meter readings every 15 minutes from millions
of meters) and harmonization of data from different systems. According to industry analysts, energy
companies are increasingly investing in such data platforms to fuel advanced analytics and
forecasting. For instance, a 2024 trends report noted a “growing appetite for more reliable data
sources and advanced analytics tools to fuel forecasting innovation”, and many firms are investing
in Data Cloud to harness big data, machine learning, and predictive modeling(Source: simplus.com).
By doing so, energy companies gain deeper insights into demand patterns, market dynamics, and
operational risks, enabling more informed decision-making and proactive strategy(Source:
simplus.com)(Source: simplus.com). In simpler terms: integrating all their data and analyzing it with ML
helps these companies not only predict maintenance, but also forecast things like fuel supply needs, or
where the next grid upgrade should occur based on consumption trends.

loT and predictive maintenance: Predictive maintenance specifically benefits from loT sensor data
(vibration readings, temperature, pressure, etc.). Salesforce can integrate loT data (through platforms like
AWS loT or Azure loT feeding into Salesforce) and then use business rules or Al to predict failures. For
example, Al-driven analytics combined with loT can identify when a pump or compressor is likely
to falter and generate a case for maintenance before a breakdown occurs(Source: salesforce.com).

Once a potential problem is detected, the platform alerts a maintenance manager and can automatically
initiate the repair workflow (Source: salesforce.com). This predictive maintenance loop (monitor -

predict = act) significantly reduces equipment downtime and maintenance costs for plants, pipelines,
or grids (Source: salesforce.com). Utilities using Salesforce report that shifting to predictive maintenance

improves reliability indices and lowers emergency repair expenses.

Analytics for customer and business insights: Beyond operations, energy companies use Salesforce's
analytics for customer-centric insights. With Tableau CRM (CRM Analytics) or Tableau, they can create
dashboards monitoring things like customer satisfaction scores by region, the uptake of new programs
(solar rebates, energy efficiency programs), or segment customers by usage behavior for targeted
marketing. Energy retailers in competitive markets might analyze CRM data to see which customers are at
risk of leaving (e.g. if they've had multiple service issues or high bills) and then proactively intervene.
Salesforce’s embedded analytics allow every user, in every role, to get actionable insights from
trusted data(Source: salesforce.com)(Source: salesforce.com). For example, an account manager for

large industrial clients can have a dashboard of their clients’ energy usage trends, contract status, and
any open service cases, helping them provide informed consulting to those clients.

Real-world impacts: The use of analytics and predictive tools in Salesforce has tangible benefits. bp
(British Petroleum), for instance, is leveraging Salesforce Einstein Al features to improve customer
service efficiency - their agents are projected to save nearly 4,000 hours by using Einstein Al to
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summarize chat interactions and handle inquiries(Source: salesforce.com). This is a form of Al-driven

productivity that frees up human employees for more complex tasks. In another case, MOL Group, an oil
& gas conglomerate, used Salesforce Data Cloud and Al to increase customer loyalty and revenue
by better analyzing customer data and personalizing offers (Source: salesforce.com). These examples

show that whether it's operational predictions or customer analytics, the outcome is improved efficiency
and better business outcomes.

In conclusion, Salesforce equips energy companies with advanced data analytics capabilities that
were historically not part of CRM. By unifying big data on the platform and applying Al, companies can
anticipate needs and trends rather than just react. This leads to smarter maintenance (predicting and
preventing outages), smarter customer engagement (predicting what customers will need or
want), and more agile planning overall. As one energy consulting blog put it, the industry is evolving
from basic digitalization to truly “intelligent systems” — using predictive Al and personalized portals to
revolutionize operations and customer recommendations (Source: inclusioncloud.com). The trend is

clear: those energy companies that leverage data and predictive analytics via platforms like Salesforce
will be better positioned to optimize their networks and satisfy their customers in the long run.

Regulatory Compliance and Environmental Reporting

Energy is one of the most heavily regulated industries, with requirements spanning safety standards,
reliability metrics, billing accuracy, customer data privacy, and environmental impact reporting.
Non-compliance can result in substantial fines and damage to reputation. At the same time, energy
companies are under growing pressure to improve their Environmental, Social, and Governance (ESG)
performance - for example, reducing carbon emissions and transparently reporting progress toward
climate goals. Salesforce provides tools to help energy companies manage these compliance and
sustainability challenges more effectively.

Regulatory compliance tracking: Salesforce’s platform includes features like audit trails, secure data
access controls, and compliance-ready data models. In the Energy & Utilities Cloud, there are built-in
mechanisms to support industry regulations. For instance, Salesforce's Energy & Utilities Cloud
Intelligence and Audit Trails offer real-time monitoring and reporting to ensure all data and actions
are tracked and compliant with regulations(Source: trailhead.salesforce.com)(Source:

trailhead.salesforce.com). This means every customer interaction, field service event, or change to an

account can be logged with a timestamp and user, aiding compliance audits. Additionally, identity
verification tools can be used to meet data privacy and security mandates (confirming only authorized
persons can access certain account info) (Source: trailhead.salesforce.com). Such features help utilities

comply with consumer protection rules and cybersecurity requirements set by regulators.
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A concrete example is North American utilities’ need to follow standards by bodies like NERC (North
American Electric Reliability Corp.) for outage reporting. Using Salesforce, a utility can capture all
outage incident data (duration, customers affected, cause) in a structured way, making it easier to
compile regulatory reports on reliability indices (like SAIDI/SAIFI). Similarly, for customer data privacy
laws (e.g. GDPR or state laws), Salesforce’s consent management and security models help ensure
companies only use customer data appropriately and respond quickly to any data access/deletion
requests. The platform’s robust role-based access and encryption options are key for meeting these
compliance obligations.

Environmental and ESG reporting: One of the most significant developments is Salesforce’'s Net Zero
Cloud, an ESG management solution. Net Zero Cloud (formerly Sustainability Cloud) is specifically
designed to help companies track and reduce their environmental impact, and to generate
disclosure reports for various frameworks. As Salesforce describes, “Net Zero Cloud is sustainability
software that helps companies manage all their environmental, social, and governance initiatives
and create disclosure reports in accordance with various frameworks and regulations.” (Source:

salesforce.com). Built on the Salesforce platform, it can automatically ingest data like energy usage, fuel
consumption, fleet mileage, etc., and calculate greenhouse gas emissions (Scope 1, 2, and 3). For an
energy company, this is invaluable in tracking things like methane emissions from gas pipelines, carbon
intensity of generation, or even the emissions saved through customer energy efficiency programs.

Net Zero Cloud provides a Disclosure & Compliance Hub that includes templates for reporting
standards such as the CSRD (EU’s Corporate Sustainability Reporting Directive), SASB, GRI, and
CDP(Source: salesforce.com). Essentially, it can output the data and narrative needed for these reports,

and even offers a Microsoft Word plugin to draft reports with auto-generated content. Impressively,
Salesforce is adding generative Al (Agentforce for Net Zero Cloud) to “let Al write the first draft of your
sustainability report” by pulling the data from the system to answer complex questionnaire prompts

(Source: salesforce.com). This greatly streamlines the laborious process of ESG disclosure, ensuring
consistency and saving time.

For energy companies, which often have to produce environmental reports for regulators and
investors, these tools reduce compliance risk. They ensure that data is collected and calculated
according to accepted methods and that nothing falls through the cracks. As Salesforce notes, using a
unified platform for this can “reduce financial and compliance risk with automated ESG reporting
while finding opportunities to increase social and environmental impact.” (Source: salesforce.com).

One can imagine a utility using Net Zero Cloud to automatically gather data from its operations (fuel
usage, electricity consumed, etc.), then producing an annual carbon footprint report aligned with
frameworks like the Greenhouse Gas Protocol, all with much less manual effort.
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Use of data for compliance: Another aspect is how Salesforce helps keep track of compliance-related
tasks. For example, pipeline companies must do periodic safety inspections — Salesforce can be
configured to ensure that every asset has an associated maintenance schedule and that work orders (and
their outcomes) are logged, proving compliance with safety mandates. If an inspector or regulator asks
for evidence of, say, "valve inspections in the last 6 months,” a report from Salesforce Work Orders could
provide that proof. Some solutions even integrate Salesforce with safety management systems to log
incidents (like OSHA recordables, etc.) and track their resolution.

Meeting renewable and efficiency mandates: Many jurisdictions require utilities to engage in demand-
side management (energy efficiency) or renewable energy programs (like a certain percentage of energy
must come from renewables, or utilities must offer efficiency rebates). Salesforce helps manage these
programs: for instance, Clean Energy Program Management features in the Energy Cloud let utilities
run programs like solar incentives or appliance rebates, tracking participation and outcomes (Source:
salesforce.com)(Source: salesforce.com). By doing so, utilities can more easily report to regulators on

program efficacy (e.g. energy savings achieved, number of customers served, etc.). In the words of
Salesforce’s materials, the platform can "track progress and act on all energy savings or
conservation programs in one management console... enabling customers to search for
personalized programs and apply quickly.” (Source: salesforce.com)(Source: salesforce.com). This not

only helps with compliance (hitting the targets set by regulators for these programs) but also with
customer goodwill and equitable access, since it ensures such programs are well-managed and
accessible.

Finally, climate-related disclosures are becoming mandatory (for example, the U.S. SEC has proposed
rules for climate risk disclosure). Energy companies are in the spotlight for climate impact. Salesforce's
tools position them to respond to this trend. Utilities like ComEd (Chicago’s electric utility) have
publicly committed to net-zero goals and focus on equitable access to clean energy programs (Source:
salesforce.com). Through data tracking and automation, Salesforce allows these companies to measure

and showcase their progress, helping to build credibility with regulators, investors, and the public. In a
broader sense, connected data and automation enable utilities to accurately target areas for
improvement and track progress over time, especially in sustainability initiatives(Source:
salesforce.com).

In summary, Salesforce aids energy companies in navigating a complex compliance landscape by
providing a single source of truth for data and processes that regulators care about. Whether it's keeping
audit trails for customer interactions, ensuring identity verification for privacy, or automating the
assembly of an annual emissions report, the platform reduces the manual burden and risk of error. As
regulations continue to evolve (for example, new grid reliability standards or ESG disclosure mandates),
having an agile, data-rich system like Salesforce means energy companies can adapt more quickly and
confidently. They can spend less time fighting through spreadsheets and disparate databases to prove
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compliance, and more time actually improving their performance on those compliance metrics. Thus,
Salesforce becomes a strategic tool for not only meeting regulatory requirements but often exceeding
them by proactively managing and demonstrating performance in areas like reliability, customer
fairness, and sustainability.

Use Cases and Case Studies from Energy Companies

Salesforce’s impact in the energy sector is best illustrated through real-world use cases across different
segments of the industry — from electric and gas utilities to oil & gas enterprises and renewable energy
startups. Here we highlight several notable examples and case studies that demonstrate how Salesforce
is being used:

e Florida Power & Light (Utility) — Storm Response and Field Operations: FPL (part of NextEra
Energy) implemented Salesforce as the core of its storm management and field service platform.
Using Service Cloud, Field Service, and Energy & Utilities Cloud, FPL manages everything from
routine maintenance to massive hurricane outages on one system (Source: salesforce.com)(Source:

salesforce.com). During Hurricane Dorian, for instance, FPL was able to coordinate thousands of

restoration crew actions and keep customers informed via automated alerts, all through Salesforce.
This system won industry awards for improving restoration times and communication (Source:
salesforce.com). FPL also leverages Salesforce daily for scheduling technicians for jobs like meter

installs or streetlight repairs — resulting in more efficient dispatch and higher first-time fix rates.

e BP (Oil & Gas) — Al-Enhanced Customer Service: Global energy company bp is using Salesforce to
transform its customer support with Al. At Dreamforce 2024, bp shared that its customer service
agents aim to save nearly 4,000 hours by using Einstein Al for automated chat
summaries(Source: salesforce.com). By integrating Einstein GPT into their Service Cloud console,

bp auto-summarizes lengthy customer chats and surfaces the key points and recommended
solutions for the human agent. This speeds up handling of inquiries and ensures consistent answers.
It's part of bp's broader strategy with Accenture to deploy more Al use cases on Salesforce to

improve productivity and customer satisfaction (Source: salesforce.com)(Source: salesforce.com).

¢ MOL Group (Oil & Gas) — Data-Driven Loyalty and Sales: MOL Group, a major Central European oil &
gas company, teamed up with IBM to harness Salesforce Data Cloud and Al for increasing revenue
and customer loyalty(Source: salesforce.com). By aggregating customer data from gas station
retail, MOL gained a 360° view of each customer'’s purchasing behavior (fuel, convenience store

items, car wash usage, etc.). They applied Al models to identify patterns and tailor promotions - for
example, personalized offers via mobile app for frequent diesel buyers to try premium fuel. This
data-driven approach, powered by Salesforce's platform, helped MOL boost its loyalty program
effectiveness and drive new revenue streams (Source: salesforce.com).
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e ENGIE (Renewable Energy & Retail) — Customer 360 and Multi-business Integration: ENGIE, a
global energy company with a focus on renewables and energy services, has used Salesforce to
unify sales and service across multiple business lines. Although a specific public case study is
sparse, ENGIE reportedly consolidated disparate CRM systems into Salesforce to manage its utility
customers, solar installation clients, and energy services customers in one place. This kind of use
case mirrors another Salesforce story: PPC (Public Power Corporation of Greece), which became
one of Europe's fastest-growing energy retailers by investing heavily in Energy & Utilities Cloud,
Marketing Cloud, and Data Cloud to manage a variety of business units (Source: salesforce.com)

(Source: salesforce.com). By doing so, PPC obtained a single view of its millions of customers and

streamlined the launch of new services (like e-mobility solutions and green energy products). The
result was improved cross-sell opportunities and a significantly enhanced digital customer
experience.

e ExxonMobil (Upstream) — Salesforce for Supplier and Land Management: While not publicized in
detail, large upstream companies like ExxonMobil have used Salesforce in niche ways, such as
managing engagements with joint venture partners and landowners. A Dallas Innovates article noted
how organizations in oil & gas hubs like Dallas are leveraging Salesforce to optimize reservoir
management and even manage smart grids and distributed energy resources as they diversify
into cleaner energy (Source: inclusioncloud.com)(Source: inclusioncloud.com). These companies use
Salesforce to track complex relationships and project data that historically lived in spreadsheets — for

example, tracking mineral rights owners and automating communication with them, or coordinating
maintenance schedules with oilfield service vendors through partner communities. The result is time
saved and fewer operational slips in these complex coordination tasks.

e National Grid (Utility) — Customer Engagement and Energy Programs: National Grid, a major electric
and gas utility in the Northeastern US, has implemented Salesforce to improve its customer
engagement, particularly around new energy programs. For instance, National Grid uses Salesforce
to support its energy efficiency and demand response programs, managing the end-to-end
customer journey for sign-ups, scheduling home energy audits, and rebate processing. According to
Salesforce, utilities using an energy CRM can “drive engagement and connect customers with
energy efficiency and electrification resources” more effectively (Source: salesforce.com).

National Grid's Salesforce implementation reportedly contributed to higher participation in these
programs and better customer education on energy-saving options, helping the utility achieve its
regulatory targets for energy savings.

e Renewable Energy Provider X — Project Development and Community Solar: A mid-sized renewable
energy developer (anonymized as “Provider X") adopted Salesforce to manage its community solar
projects. They use Salesforce Sales Cloud to track potential sites, investors, and off-taker customers
for each solar farm. Once a project is underway, they use Salesforce to coordinate installation tasks
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and then to manage subscriptions for customers who buy into the community solar farm. By building
a custom app on Salesforce, the provider gave customers a portal to see their portion of the solar
farm'’s output and environmental impact. This use case highlights how even newer energy business
models (like community solar, which involves many small customers sharing a renewable asset) can
be efficiently handled on Salesforce. The platform'’s flexibility allowed Provider X to create a tailored
solution without building software from scratch, speeding up their time-to-market.

Each of these cases underscores a common theme: Salesforce enables energy companies to break
down silos and innovate in how they interact with customers, partners, and even assets. From
improved customer service at bp to streamlined field operations at FPL, from data-driven marketing at
MOL to integrated multi-business management at PPC, the platform has proven its value. Moreover,
these successes often involve partnerships (Accenture with bp, IBM with MOL, etc.), showing that
Salesforce has a strong ecosystem of industry-savvy integrators to help energy companies realize value
quickly.

It's also notable that Salesforce is used by both incumbents and newer energy players. Qil
supermajors use it to modernize and diversify their operations, while newer renewable energy companies
use it as a digital-native platform to scale up rapidly. This versatility across sub-sectors (utilities, oil &
gas, renewables) demonstrates Salesforce's adaptability to various energy business models. Crucially,
each successful use case often reports metrics like time saved, increase in customer satisfaction, growth
in sales, or improvement in reliability — indicating that the technology deployments are translating into
tangible business outcomes.

Comparing Salesforce with Other Major Platforms (SAP and
Microsoft Dynamics) in Energy

When evaluating digital platforms in the energy sector, Salesforce is often compared with other
enterprise software giants, notably SAP and Microsoft (Dynamics 365), which also offer solutions for
utilities and energy companies. Each of these platforms has different strengths and roles; in many cases

they are not mutually exclusive but rather complementary. Below is a comparison in energy-specific
contexts:

¢ SAP (Systems Applications & Products): SAP is historically entrenched in the energy and utilities
industry, primarily through its SAP for Utilities (IS-U) solution and its ERP systems. SAP excels at
core operational processes - it's often the system of record for billing (CIS), finance, supply
chain, asset management, and workforce management in large utilities. For example, a utility
might use SAP IS-U to handle meter-to-cash billing and SAP Plant Maintenance for asset upkeep.
SAP's strength lies in deep industry functionality (e.g., rate billing schemas, equipment master
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records, etc.) and integration within its own ecosystem. However, SAP’s traditional CRM capabilities
were not as user-friendly or agile as Salesforce's. Many utilities found that while their SAP CIS could
store customer data and billing info, it “served by default as a type of CRM” in the past but is no
longer sufficient for modern customer engagement needs(Source: salesforce.com). As customer

expectations grew and interactions diversified, utilities realized that legacy CIS alone (even
upgraded) resulted in siloed data and lacked real-time visibility and personalization(Source:
salesforce.com).

In contrast, Salesforce offers a more modern, out-of-the-box CRM and engagement layer that
can sit on top of SAP. Rather than replacing SAP’s robust transaction processing, Salesforce often
integrates with SAP to provide a better user interface, mobility, and Al features. Salesforce’s Energy
& Utilities Cloud was built with this in mind - it includes pre-built integration APIs to SAP IS-U and
other utility systems(Source: help.salesforce.com). This allows utilities to “unlock” data from SAP

and use it in cloud workflows. As one Salesforce article puts it, top utilities leverage Salesforce
E&U Cloud to “unlock SAP Utilities” and accelerate digital initiatives(Source: salesforce.com)

(Source: salesforce.com).

Key differences: Salesforce is generally quicker to deploy for customer-facing functions and offers
superior flexibility and innovation (Al, easy custom apps, frequent updates). SAP, being mission-
critical for billing and operations, is robust but often slower to change and historically on-premise
(though SAP is now pushing S/4HANA and cloud). In practice, many energy companies use a
hybrid approach: SAP for back-end billing/asset management and Salesforce for front-end
customer service, sales, and analytics. This hybrid is facilitated by tools like MuleSoft to sync data.
The benefit is getting the best of both worlds — SAP’s transaction muscle with Salesforce's user-
friendly experience. The challenge is ensuring seamless integration and data consistency (which
requires effort but many integration patterns have been established). As of 2025, we see increasing
cooperation: even SAP themselves have connectors to integrate Salesforce data to their Customer
Data Platform (Source: sap.com). Essentially, Salesforce vs SAP is not a zero-sum choice in
energy: Salesforce often complements SAP by providing agility and improved CX, whereas SAP
remains the backbone for core billing and asset processes. For new capabilities like Al and omni-
channel engagement, Salesforce has a clear edge as it's been laser-focused on CRM, whereas SAP's
focus is broader (ERP) and its newer CRM/CX offerings have less market share.

e Microsoft Dynamics 365: Microsoft offers Dynamics 365 as a suite of CRM and ERP applications,
and it has been making inroads in various industries, including energy. Microsoft's value proposition
in energy lies in its full-stack approach: companies that are heavily invested in Microsoft technology
(Azure cloud, Office 365, Power BI, etc.) might lean towards Dynamics for easier integration with
those. Dynamics 365 for Energy typically involves using Dynamics 365 Customer Engagement for
CRM, Dynamics 365 Field Service for managing field crews, and the Power Platform (Power
Apps, Power BIl) for custom apps and analytics. Microsoft also emphasizes loT and cloud
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infrastructure (Azure loT, Azure Machine Learning) in energy solutions. For instance, Microsoft
highlights solutions for predictive maintenance, grid monitoring, and even Al-driven
optimization using its Azure services (Source: microsoft.com)(Source: microsoft.com). A case in
point is Duke Energy, which collaborated with Microsoft (Accenture/Avanade) to build an Azure-
based platform for methane emissions monitoring and used Dynamics 365 in the solution (Source:
avanade.com)(Source: microsoft.com). Microsoft's approach often involves combining Dynamics
365 with Azure loT and big data capabilities to tackle such challenges.

When comparing purely CRM aspects, Salesforce is generally seen as more feature-rich out-of-the-
box and has a larger market share in CRM (Salesforce holds ~20%+ CRM market share vs Microsoft's
single digits) (Source: salesforce.com). However, Microsoft Dynamics has improved and can be a

cost-effective alternative, especially for mid-sized utilities or energy service companies that might
find Salesforce cost-prohibitive. Microsoft tends to offer an integrated licensing with its
productivity suite and can leverage familiarity (e.g., Dynamics interfaces have ties to Outlook, Teams,
etc.). In energy, Microsoft doesn't have a single packaged "Energy Cloud” like Salesforce does, but it
partners with industry experts (like Schneider Electric for grid management, ABB for asset analytics,
etc.) (Source: microsoft.com)(Source: microsoft.com) to deliver industry solutions on Azure.
Microsoft's Power Platform is a strength: it allows power users at an energy company to build
custom apps or workflows (for example, a simple app for field inspectors to record readings) with
low-code, which can then tie into Dynamics or Teams (Source: microsoft.com)(Source:
microsoft.com). This is somewhat analogous to Salesforce's low-code capabilities (like Flow and
OmniStudio), but Microsoft’s tools might be more familiar to those already using Office 365.

Key differences: User experience and ecosystem — Salesforce has a vast ecosystem of specialist
partners and third-party apps (via AppExchange) tailored to energy (for example, tariff calculation
engines, or outage communication add-ons). Microsoft's ecosystem is catching up but has
historically been less specialized. On the field service front, both Salesforce and Dynamics offer
robust scheduling, but Microsoft has an edge in emerging tech like mixed reality remote assistance
(through HoloLens and Dynamics 365 Remote Assist) to guide field workers (Source:
microsoft.com). Salesforce has similar capabilities via partnerships, but Microsoft directly produces
that hardware/software combo.

In terms of integration with enterprise IT, companies already using Azure for data lakes or using
Outlook/Teams for all communication might find Dynamics slots in more natively (e.g., automatic
scheduling of meetings through Outlook, etc.). Salesforce counters that by offering strong
integrations with Microsoft tools as well (Salesforce has plugins for Outlook, and Slack integration —
Salesforce owns Slack). One notable difference: Microsoft also provides ERP (Dynamics 365
Finance & Operations) which some energy companies use for financials or supply chain, whereas
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Salesforce intentionally doesn’t do ERP, instead integrating with ERP like SAP or Oracle. So a
company could in theory use Microsoft for both CRM and ERP, simplifying vendor relations — but the
depth in industry-specific ERP for utilities from Microsoft is not as proven as SAP's.

Market-wise, SAP and Oracle remain dominant in core utility systems, Salesforce leads in
customer-centric solutions, and Microsoft is often chosen for specific projects or by smaller players.
We see scenario-based preferences: a regulated utility might stick with SAP for billing and add
Salesforce for customer experience improvements; a newer retail energy supplier might choose
Salesforce or Dynamics 365 primarily for CRM depending on budget and Microsoft alignment; an oil
& gas firm might use SAP for trading and finance, while using Salesforce for managing commercial
customer relationships or technical service requests.

In summary, comparing Salesforce, SAP, and Microsoft in energy comes down to scope and focus.
Salesforce specializes in CRM, customer experience, and rapid app development with industry
flavor (via Energy & Utilities Cloud) — excelling in areas of customer service, sales, and analytics
with a cloud-first, Al-first approach. SAP covers end-to-end enterprise processes with deep
industry modules - excelling in billing, asset management, and transactional integrity — but
historically weaker in flexibility and user-friendly CRM. Microsoft offers a middle ground with a
broad technology stack — leveraging its cloud and office tools for an integrated environment,
though its industry solutions often rely on partners and its CRM functionalities, while solid, are
dgenerally not as extensive out-of-box as Salesforce’s. The good news for energy companies is that
these platforms can interoperate. Indeed, a modern utility might use all three: SAP for billing and asset
records, Salesforce for customer-facing processes and Al insights, and Microsoft for certain analytics,
collaboration, or niche solutions (for example, using Power Bl for enterprise reporting on data that
Salesforce collects). The choice isn't “eitherfor” but rather finding the right mix to fulfill both operational
stability and innovative agility. Salesforce's strategy acknowledges this: by providing integration tools, it
allows energy companies to “amplify the power of existing technology” like SAP with a modern digital
layer (Source: salesforce.com)(Source: salesforce.com), instead of forcing a rip-and-replace. Ultimately,

energy companies evaluate these platforms by how well they address their specific pain points:
Salesforce often wins on speed of deployment and customer-centric innovation, SAP on
comprehensive industry operations, and Microsoft on seamlessness in a Microsoft-centric IT
environment.

Benefits of Adopting Salesforce in the Energy Sector

Energy companies that adopt Salesforce (and its Energy & Utilities Cloud) can realize numerous benefits.
These benefits span operational efficiency, customer satisfaction, and strategic agility. Below we outline
key advantages, with supporting details:
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¢ Unified 360° View of Customers and Assets — Salesforce provides a single source of truth that
breaks down data silos. By consolidating customer, asset, and interaction data on one platform,
teams get a holistic 360-degree view of each customer and their relationship to the company's
assets and services. This enables more informed decision-making and faster problem resolution

(Source: trailhead.salesforce.com). For example, a service agent can instantly see if a caller's outage
is linked to a known transformer issue, and a field engineer can see a customer’s past service issues
before arriving on site. This unified data model leads to better situational awareness and
coordination across departments, which improves both efficiency and customer experience.

e Improved Operational Efficiency and Cost Savings — Salesforce helps energy providers streamline
previously manual or disconnected processes. Through automation, Al-driven workflows, and
integrated tools, companies can eliminate redundant data entry and expedite routine tasks.
According to Salesforce, the Energy & Utilities Cloud’s comprehensive data model and Al innovations
(like Agentforce Al) “help reduce costs, improve service reliability, and enhance overall
efficiency” by automating tasks and providing a unified operational view (Source:
trailhead.salesforce.com). Dispatching field crews, handling service requests, and processing

program enrollments all become faster and require fewer resources. Some companies have seen
dramatic efficiency gains, such as 50% reductions in handling times for routine inquiries when
using Al chatbots and automated case routing (Source: salesforce.com)(Source: salesforce.com).

These efficiencies translate into lower operating expenses (for example, fewer truck rolls due to
better scheduling, or shorter call center times) and ultimately cost savings.

¢ Enhanced Customer Engagement and Satisfaction — With Salesforce, energy companies can
deliver a modern, personalized customer experience that was hard to achieve with legacy
systems. Benefits include omni-channel service (customers can interact via phone, web, mobile
app, text, etc., seamlessly) and personalized communications using customer data. Features like a
Smart Contact Center Console give agents complete insight into customer interactions, enabling
them to resolve issues more quickly and consistently (Source: trailhead.salesforce.com). Meanwhile,

self-service portals empower customers to do things at their convenience — check usage, pay bills,
report issues, or find energy tips — which improves satisfaction. The result is tangible: shorter wait
times, higher first-contact resolution, and improved customer satisfaction scores. Salesforce cites
that its energy CRM tools can turn utilities into “trusted advisors” that proactively offer relevant
advice (like energy savings tips or EV charging options), thereby increasing customer trust and
loyalty (Source: salesforce.com)(Source: salesforce.com). A connected, engaged customer is less

likely to churn (in competitive markets) and more likely to participate in utility programs, benefiting
both customer and company.
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e Faster Innovation and Time-to-Market for New Services — The energy sector is evolving with new
products (smart home services, community solar, EV charging, etc.). Salesforce’s platform enables
companies to rapidly configure and launch new services or programs without starting from
scratch. Its low-code tools (OmniStudio, Flow) let utilities build custom apps or guided workflows

in weeks rather than months (Source: trailhead.salesforce.com)(Source: trailhead.salesforce.com).
For example, a utility could quickly roll out a wildfire safety inspection program by creating a new
object and forms in Salesforce to track inspections, rather than writing a new application. Pre-built
industry processes in Energy & Utilities Cloud (for things like rebate program management or
outage communications) give a head start, and API integrations ensure new offerings can plug into
legacy billing systems without heavy IT overhauls (Source: salesforce.com)(Source: salesforce.com).

This agility means energy companies can respond to market changes or regulatory mandates faster
— whether it's deploying a demand response program to handle a heat wave or introducing a green
pricing plan due to customer demand.

o Better Data-Driven Insights and Decision Making — By centralizing data and providing analytics
tools (like Tableau and Einstein Analytics), Salesforce empowers energy companies to become more
data-driven. Users at all levels can get real-time dashboards and reports tailored to their needs -
from an executive tracking renewable vs. fossil generation mix, to a call center manager seeing daily
call volumes and reasons. Al and analytics embedded in Salesforce provide actionable insights,
such as predicting which transformers are at risk (so maintenance can be scheduled) or identifying
which customers might be interested in a new solar program (Source: salesforce.com)(Source:

salesforce.com). One concrete benefit: predictive analytics can help a utility anticipate and balance

grid demand by combining customer usage data with behavioral and weather insights (Source:
salesforce.com). In the business realm, data insights can pinpoint operational bottlenecks or

highlight high-value customer segments to prioritize. Overall, decisions are made on the basis of
evidence and trends, not guesswork, leading to more effective strategies.

e Stronger Regulatory Compliance and Risk Management - As discussed, Salesforce aids in
compliance by tracking all activities and data changes. Audit trails and real-time monitoring mean
that compliance teams can easily verify that procedures (like safety inspections or customer
notifications) were followed and documented (Source: frailhead.salesforce.com)(Source:

trailhead.salesforce.com). This lowers the risk of non-compliance penalties. Additionally, having a

unified system reduces errors (for example, avoiding inconsistent customer information across billing
vs CRM systems that could cause privacy breaches or billing mistakes). Salesforce’s security and
identity features also ensure that sensitive data (like customer personal info or critical infrastructure
details) are protected and accessed only by authorized personnel (Source: trailhead.salesforce.com).

In terms of risk management, Salesforce helps in major incident response (like storms or outages)
by providing a coordinated platform to manage the response, thereby mitigating the impact and
satisfying regulatory expectations for emergency response. Moreover, environmental and climate
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risk reporting is facilitated (via Net Zero Cloud), which is increasingly part of regulatory compliance
for energy firms. In sum, Salesforce strengthens an energy company'’s ability to adhere to rules and
prove it, while also managing operational risks proactively.

¢ Employee Productivity and Collaboration — A less touted but significant benefit is improved
employee experience. Salesforce's modern, user-friendly interface (with guided workflows, and even
Al assistance like Agentforce bots) makes it easier for employees to do their jobs. Instead of toggling
through multiple legacy applications, employees can often complete a process within Salesforce
(which might behind the scenes connect to other systems). This streamlining reduces frustration and
training time. For example, new call center agents at a utility can onboard faster because the
Salesforce console consolidates everything they need and even offers Al suggestions for next-best
action (Source: salesforce.com)(Source: salesforce.com). Field technicians benefit from a single

mobile app for all tasks, plus collaboration tools (they can directly communicate with dispatch or
even experts via Chatter or integrated MS Teams). Salesforce also fosters better collaboration
between departments — since sales, service, field, and even IT can all work off the same data and see
updates in real time, silos break down. A more empowered, informed workforce tends to be more
productive and provides better service, creating a positive feedback loop between employee
satisfaction and customer satisfaction.

Overall, adopting Salesforce in the energy sector brings a suite of benefits that align with the industry’s
goals of becoming more efficient, customer-centric, sustainable, and resilient. Many early adopters
report that Salesforce becomes a catalyst for a wider digital transformation: once data and processes are
unified on the platform, companies discover new opportunities to innovate and improve. As Salesforce
put it, a “single platform lets you tap back-office data to create a customer-centric experience
while freeing your teams to focus on continuous innovation”, leading to greater personalization,
deeper engagement, and higher satisfaction for both customers and employees(Source:
salesforce.com). These benefits collectively give energy companies a competitive edge (or, for regulated

utilities, help them meet performance incentives and public policy goals) in a time of significant change in
the industry.

Challenges of Adopting Salesforce in the Energy Sector

While the benefits are compelling, energy and utilities companies also face several challenges when
implementing and adopting Salesforce (or any major new platform). Understanding these challenges is
important for planning a successful digital transformation. Key challenges include:

¢ Integration with Legacy Systems: Energy companies typically run decades-old legacy systems for
billing (CIS), SCADA, outage management, etc. One of the biggest hurdles is integrating Salesforce
with these existing systems so that data flows smoothly. For instance, customer and usage data in
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a SAP or Oracle billing system needs to sync with Salesforce to avoid duplication or inconsistencies.
Developing and maintaining these integrations can be complex and time-consuming. If not done
properly, there's a risk of data silos persisting or even new silos being created, which could
undermine the whole purpose of the CRM implementation. Salesforce does offer tools (MuleSoft,
pre-built adaptors) to ease this, but companies still report integration as a major challenge and often
need specialized middleware or consulting support (Source: salesforce.com)(Source:

salesforce.com). Additionally, timing and ensuring real-time updates (e.g., reflecting a payment from

the billing system into Salesforce immediately) is an area that requires careful architecture.

¢ Change Management and User Adoption: Implementing Salesforce is not just a technology project;
it's a people project. Employees in energy companies — from call center reps to field technicians to
account managers — may be accustomed to older tools and workflows. Getting users to embrace
the new platform can be challenging, especially if they've used a green-screen mainframe
application or spreadsheets for years. There can be resistance due to fear of change or lack of
familiarity with the new system. Without robust training and change management, user adoption
might lag, meaning the utility won't realize the full value of Salesforce. For example, if field crews
don’t consistently close work orders on their mobile app because they don't trust or understand it,
data will remain incomplete. Overcoming this requires executive buy-in, clear communication of the
system's benefits, and possibly phased rollouts so users gain confidence. Energy companies also
often have unionized workforces and must negotiate how new technology changes work processes,
which can add complexity to adoption.

e Customization vs. Best Practices: Salesforce is highly customizable, which is a double-edged
sword. On one hand, it can be tailored to specific processes (and Energy Cloud provides many
industry-specific components). On the other hand, there's a risk of over-customizing or deviating
from out-of-the-box best practices. Some utilities have very unique processes or regulatory
requirements and might insist on recreating those in Salesforce via custom code. This can lead to
longer implementation times, higher costs, and more difficult maintenance (technical debt).
Finding the right balance - using standard Salesforce features where possible and customizing only
where truly necessary - is a challenge. In some cases, initial implementations falter by trying to do
too much customization at once, rather than using an agile approach. Also, if a partner without
sufficient energy industry knowledge does the implementation, they might not configure the system
optimally for utility use cases, requiring rework.

o Data Migration and Quality: Moving historical data (like customer records, contact history, service
case archives, asset data) into Salesforce can be a major undertaking. Utilities often have huge
volumes of data (e.g., millions of customer records, years of meter readings or service logs).
Deciding what to migrate and ensuring data accuracy and cleanliness is challenging. Data issues
are common — for example, duplicate customer entries, outdated contact info, or inconsistent asset
IDs between systems. Poor data quality can sabotage a CRM rollout because users won't trust the
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new system if the data is wrong. Thus, companies must invest in data cleansing and establishing
master data management rules during the implementation. This process can be arduous and
sometimes reveals broader data governance issues that need fixing (which, while beneficial in the
long run, adds to project scope). There's also the cutover challenge: ensuring that data migration
doesn’t disrupt ongoing operations, meaning careful planning of when to switch systems and
possibly running old and new in parallel for a time to verify correctness.

¢ Regulatory and Security Concerns with Cloud: The energy sector, especially utilities, are part of
critical infrastructure, so regulators and internal policies put a strong emphasis on cybersecurity and
data residency. Moving customer and operational data to a cloud platform like Salesforce can raise
concerns about data security, privacy, and compliance. For example, utilities might question: Are
customer data and grid data safe in a multi-tenant cloud? Can Salesforce meet CIP (Critical
Infrastructure Protection) standards? What if regulators require data to be stored in-country?
Salesforce has robust security certifications and even government cloud offerings, but convincing
stakeholders (and sometimes regulators) of this can be a hurdle. In some cases, companies must
implement additional encryption (field encryption) or segregate certain high-security data from the
cloud solution. These requirements can complicate the implementation. Additionally, integrating
Salesforce with on-premise systems means opening connections through firewalls, which must be
done carefully to avoid vulnerabilities. All this can slow down adoption as security teams rigorously
evaluate the new setup. However, once addressed, Salesforce's compliance tools (like audit trail,
identity verification) can actually enhance security (Source: trailhead.salesforce.com) - it's the

transition that is tricky.

e Cost and ROI Justification: Implementing Salesforce is a significant investment - software
subscriptions (especially Energy & Utilities Cloud licenses, which can be premium), integration and
development costs, training, ongoing support, etc. Energy companies often operate under tight
budgets and, in regulated utilities, expenses are scrutinized by public utility commissions. Therefore,
justifying the return on investment (ROI) is a challenge. The benefits (improved CX, efficiency,
etc.) are sometimes hard to quantify upfront. If a utility cannot demonstrate to regulators that the
CRM investment will ultimately benefit ratepayers (through efficiency or improved service), they
might not get approval to include those costs in the rate base. Similarly, in competitive energy
companies, leadership will demand a clear business case: e.g., expected reduction in churn, increase
in cross-sell, or savings in operations. Making a strong business case requires careful baseline
measurements and projections, which can be complex. Additionally, projects can run over
time/budget if not well managed, hurting ROIl. Some energy companies mitigate this by starting with
smaller pilots or focusing on high-impact use cases first (like improving call center operations) to
quickly capture value and justify expansion. Nonetheless, cost concerns can slow down decision-
making or lead to phased multi-year implementations that deliver value more slowly.
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e Cultural Shift and Process Re-engineering: Salesforce implementation often highlights outdated
processes that need re-engineering. This means energy companies must be willing to reevaluate and
change long-standing workflows. That can be culturally challenging. For example, if outage reporting
was done via phone trees and spreadsheets, moving it to Salesforce requires redefining roles and
steps in the process. Employees might feel a loss of autonomy or fear job cuts due to automation.
Leaders have to navigate these cultural aspects, ensuring that the workforce sees Salesforce as a
tool to empower them, not replace them. Engaging users in design (through change champions or
super-users) can help, but it takes time to build new habits. Also, some benefits like "360-degree
customer view"” only realize their full potential if different departments (that used to be siloed)
cooperate more closely — essentially a cultural shift towards a more collaborative, customer-centric
mindset. Achieving this cultural alignment is a non-technical challenge that is often underestimated.

Despite these challenges, most energy organizations that have successfully rolled out Salesforce note
that the effort was worthwhile. Mitigation strategies include: choosing experienced implementation
partners with energy domain expertise; phasing the project (e.g., start with CRM for one business line
before enterprise-wide); ensuring top management sponsorship to drive change; investing in thorough
training and support; and continuously communicating quick wins to maintain momentum. Salesforce
itself has success frameworks and a vast user community that new adopters can leverage to
overcome common pitfalls (Source: trailhead.salesforce.com)(Source: trailhead.salesforce.com). For

instance, many share best practices on integrating with SAP or running effective user training sessions.

It's also helpful that Salesforce Energy & Utilities Cloud was designed to address key industry
challenges such as siloed data, customer service gaps, compliance needs, and digital transformation
pressures (Source: trailhead.salesforce.com)(Source: trailhead.salesforce.com). By aligning the project

goals with these known pain points, energy companies can keep the implementation focused on solving
real problems, which aids in user adoption and ROl demonstration. In conclusion, while adopting
Salesforce in the energy sector comes with challenges in integration, change management, and cost
justification, these can be managed with careful planning and leadership. And once overcome, the
organization is typically left in a far stronger position — with modernized processes, a more agile
technology stack, and a workforce equipped with better tools to meet the demands of the evolving
energy landscape.

Industry Trends and Future Outlook

The energy industry is undergoing one of the most profound transformations in its history — often called
the "energy transition,” characterized by decarbonization, decentralization, and digitalization. Platforms
like Salesforce play a crucial role in the digital transformation aspect of this transition. Looking at

current trends and forecasts:
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o Digital Transformation Acceleration: Energy companies are ramping up investments in digital
technologies to increase resilience and efficiency. A 2023 Deloitte survey found that an
overwhelming majority of industrial companies (including energy firms) have begun their digital
transformation journey, and this trend is only intensifying (Source: deloitte.com). For utilities
specifically, there's a growing recognition that becoming a “digital utility” is no longer optional -
it's required to handle new challenges like complex power flows, prosumer customers, and evolving
regulatory demands. CIOs in energy are taking the lead in modernizing IT and OT systems, often with
cloud platforms and advanced analytics (Source: gartner.com)(Source: gartner.com). We're seeing
old legacy systems being augmented or replaced: for example, cloud-based CRM and data platforms
(Salesforce, Azure) are supplementing or superseding mainframe-based CIS in many utilities
globally. The pace of this digital adoption is expected to continue rising through 2025 and
beyond, as more success stories emerge and as regulators increasingly support cloud adoption
(e.g., some U.S. states now allow regulated utilities to rate-base cloud software similar to capital
assets, removing a financial disincentive).

e Customer-Centricity and Experience as Differentiators: As energy markets become more
customer-centric (due to competition or policy mandates for improved service), customer
experience is a key trend. Modern consumers expect the same level of digital convenience from their
utility or energy provider as they do from retail or banking. This has led to a surge in utilities
establishing customer experience (CX) transformation programs, with CRM at the core. We see
trends like utilities offering mobile apps with usage insights, chatbots for instant support, and even
personalized energy reports. Analysts predict that utilities that leverage advanced CRM and Al will
significantly outperform peers in customer satisfaction. For instance, J.D. Power (which
measures utility customer satisfaction) has found that communication and digital tools are major
drivers of higher scores. Going forward, energy providers will expand their use of Al-driven
customer engagement — such as virtual agents handling routine queries, or Al analyzing sentiment
to guide customer outreach. Salesforce's Einstein GPT for service and marketing is likely to be
increasingly adopted in this sector to meet those needs. In short, the trend is toward an energy
company becoming a trusted service provider and advisor, not just a commodity
supplier(Source: salesforce.com)(Source: salesforce.com). Salesforce’s own vision talks about

utilities transitioning “from mere commodity providers to true multi-service community partners” by
leveraging connected CRM platforms (Source: salesforce.com), and this encapsulates the industry

direction.

¢ Al and Automation at Scale: The year 2024-2025 has seen an explosion of interest in generative Al
and machine learning. Energy companies are exploring Al for various uses: predictive maintenance,
as discussed, but also market forecasting, energy trading optimization, renewable production
forecasting, and customer analytics. A Salesforce guide on Al in the Energy Industry (2024)
notes that generative Al can enhance everything from customer service (auto-drafting responses) to
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field operations (analyzing drone images of infrastructure) (Source: salesforce.com). We can expect

Al to become a standard component of energy IT strategies. Salesforce’s introduction of Agentforce
(autonomous Al agents) is timely — such Al agents could, for example, automatically scan a utility's
outage tickets and group them into a likely incident, or recommend actions to balance load in near

real-time (Source: salesforce.com)(Source: salesforce.com). The trend is moving from pilots to
scaling up these Al solutions. However, energy companies will carefully balance Al adoption with
governance (since mistakes in a critical industry can be costly). Nonetheless, by 2030, it's plausible
that most customer interactions and many operational decisions in energy will have some Al
assistance under the hood.

¢ Integration of Distributed Energy Resources (DERs): As renewable energy sources (solar panels,
battery storage, EVs) proliferate at the grid edge, utilities must coordinate with millions of new assets
they don't fully control. This necessitates better data integration and stakeholder engagement.
Utilities will increasingly use platforms like Salesforce to manage DER programs and
partnerships. For example, when thousands of homeowners enroll their solar battery in a utility's
virtual power plant program, a CRM can track each participant, their equipment, agreements, and
performance data. The trend is toward ecosystem orchestration - utilities acting as platform
operators connecting customers, installers, contractors, and even rival energy producers.
Salesforce's emphasis on things like Contractor Management Portals and partner ecosystems is

in line with this (Source: salesforce.com)(Source: salesforce.com). We can expect energy companies

to lean heavily on such solutions to scale up DER integration and maintain positive relationships with
a broader set of stakeholders (not just end customers, but also installers, EV charging providers,
community aggregators, etc.).

¢ Sustainability and ESG Focus: Climate change is a defining challenge, and the energy sector is at
the center of both the problem and the solution. An unmistakable trend is the incorporation of
sustainability metrics into business performance. Many energy companies have set net-zero
targets for 2030, 2040, or 2050. Achieving these requires not only operational changes but also data
tracking and reporting infrastructure. Salesforce’s Net Zero Cloud and similar tools are rising in
prominence as companies move from mere yearly ESG reports to ongoing sustainability
management. The forecast is that ESG reporting will become increasingly automated and
integral — for example, carbon accounting will be as routine as financial accounting. Regulatory
moves like the EU's CSRD mean energy companies (especially global ones) will have to report
detailed sustainability data. Thus, by 2025 and beyond, we'll see widespread adoption of ESG
management systems (Salesforce or others) in energy. This also ties to customer engagement:
utilities are beginning to offer carbon footprint tracking for customers and green program
recommendations, making sustainability a customer-facing feature as well. The “green tariff”
products and the ability for a customer to see how their actions (like reducing consumption at peak
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times) contribute to emissions reduction will likely be mainstream, and Salesforce’s platforms that
connect customer data with sustainability data will be enablers for that trend (Source:
salesforce.com)(Source: salesforce.com).

e Competition and New Market Entrants: Especially in regions with deregulated energy markets,
competition is pushing incumbents to innovate. Non-traditional entrants (like tech companies or
retailers offering energy services) are emerging. For instance, in some places Google offers energy
management, or Tesla offers solar + storage solutions that reduce reliance on utilities. The
competitive landscape is driving digital differentiation — companies will compete on who offers
the best digital platform or the best personalized service, since the electrons themselves are a
commodity. A Salesforce article notes that even companies like Google and Tesla are emerging as
disruptors in energy, which pressures traditional utilities to step up their game (Source:

salesforce.com). We will likely see energy providers expanding services (home energy audits,

appliance leasing, EV services, insurance, etc.) to create new revenue streams and stickier customer
relationships. Managing these diverse services requires flexible CRM and contracting systems -
again a role for Salesforce. The trend might even include utility marketplaces where customers can
shop for solar installers or energy-efficient appliances via the utility's Salesforce-powered platform
(some utilities have started this). Essentially, energy companies might transform into broader service
retailers underpinned by robust digital customer platforms to fend off competitors and remain
relevant.

¢ Regulatory Evolution Supporting Digital: Regulators themselves are encouraging modernization.
Many regulators now include customer service metrics in utility performance evaluations,
incentivizing investment in better CRM systems. Cybersecurity regulations are evolving and will
require demonstrable controls — something Salesforce’s audited platform can help with if leveraged
correctly. Also, as mentioned, some regulators now allow cloud software costs to be treated
favorably. This supportive regulatory stance (balanced with security oversight) will likely increase,
further enabling digital adoption. Additionally, regulatory moves requiring data transparency (like
Green Button initiative for energy data in the US) mean utilities must have systems to easily share
customer usage data with third parties at customers’ request — a task tailor-made for API-friendly
platforms like Salesforce rather than old CIS. So regulation is not just pushing reliability and
sustainability, but also data openness and customer empowerment, which in turn push utilities to
modern IT solutions.

Looking to the future, say 5-10 years out, one can envision an energy sector where digital platforms are
as critical as physical infrastructure. The winners will be companies who leveraged their data and
customer relationships via platforms like Salesforce to become more agile and customer-focused.
Routine tasks will be highly automated; customers will interact with their energy providers through
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seamless digital channels often powered by Al; field operations will be optimized by predictive insights;
and utilities will operate interactive grids with thousands of DER participants coordinated via cloud
platforms.

Salesforce and similar platforms will likely evolve too — expect more industry-specific Al models, deeper
integration with operational tech (maybe partnerships to integrate real-time grid control systems data),
and more modular, open ecosystems so that utilities can plug in various specialized apps (for say EV
charging management or home automation) into a unified customer experience. The concept of the
“"Connected Utility” will mature, where every part of the business is data-connected: as Salesforce put
it, connected utilities will transition from providers to partners, leveraging data, automation and Al to
meet the challenges of a decarbonized, customer-driven future (Source: salesforce.com).

In conclusion, the trajectory of the energy industry’s digital transformation is set: more cloud, more Al,
more customer empowerment, and more integration of everything. Salesforce finds itself right in the
center of these trends as a platform that addresses data integration, customer engagement, and Al — the
very areas of priority for energy companies. The forecast is that energy companies will continue to adopt
and expand use of Salesforce and similar platforms as they strive to be more agile and innovative. Those
that do so effectively will be better equipped to handle the uncertainties of the energy transition -
whether that's adapting to new energy sources, meeting aggressive climate goals, or satisfying the next
generation of tech-savvy consumers. As one industry article framed it, we are at “the cusp of a new
energy era"”, and embracing intelligent cloud solutions like Salesforce is a critical enabler for companies
aiming to thrive in this era (Source: inclusioncloud.com)(Source: inclusioncloud.com).

Sources:

e Salesforce, “Creating the Connected Ultility”, Nov. 3, 2022. Describes how CRM and data help
utilities evolve into customer-centric, digital businesses (Source: salesforce.com)(Source:

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

e Salesforce, Energy & Ultilities Cloud — Product Overview. Highlights industry-specific capabilities
such as work & asset management, incident management, data model, and integrations (Source:
salesforce.com)(Source: salesforce.com) (Source: salesforce.com).

e Salesforce Trailnead, “Tackle Industry Challenges with Salesforce”. Outlines key challenges in energy
(operational silos, customer service gaps, compliance, need for digital transformation) and how
Salesforce addresses them (Source: trailhead.salesforce.com)(Source: firailhead.salesforce.com)

(Source: trailhead.salesforce.com).

e Simplus (Salesforce partner) Blog, “Trends for Energy and Ultilities in 2024”. Discusses current
industry trends like CPQ adoption, demand for better order management, and focus on forecasting
with Data Cloud (Source: simplus.com)(Source: simplus.com).
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Inclusion Cloud Blog, “Digital Transformation in Energy & Ultility: Salesforce Leading the Charge”,
Sept. 1, 2023. Notes Salesforce capabilities (predictive Al preempting equipment failures,
personalized conservation tips) and cites Dallas as a case of Salesforce-driven energy innovation
(Source: inclusioncloud.com)(Source: inclusioncloud.com).

Salesforce News, “Salesforce Ranked #1 CRM Provider for 12th Consecutive Year”, May 16, 2025.
Confirms Salesforce’s market leadership and platform vision (Al + data + CRM) (Source:
salesforce.com)(Source: salesforce.com).

Salesforce, Net Zero Cloud Overview. Details how Salesforce's ESG solution helps automate
sustainability data tracking and reporting (framework-aligned disclosure, emissions tracking)
(Source: salesforce.com)(Source: salesforce.com).

Salesforce+, Dreamforce 2024: “Unlocking Efficiency with bp and Accenture”. Describes bp's use of
Einstein Al to save 4,000 agent hours via chat summaries (Source: salesforce.com).

Salesforce+, Dreamforce 2024: “Energy and Utilities: Field Service Efficiency”. Highlights how
NextEra's FPL uses Service Cloud, Field Service, and E&U Cloud for award-winning storm
management and daily field work coordination (Source: salesforce.com)(Source: salesforce.com).

Microsoft Industry, “Power and Ultilities” (2023). Provides Microsoft's perspective on solutions
(predictive maintenance, grid optimization, partner solutions) and a customer story of PG&E using
Power Platform (saving $1M via RPA) (Source: microsoft.com)(Source: microsoft.com).

Salesforce Blog, “How Digital Transformation Helps Oil and Gas Businesses Thrive”, Feb. 7, 2025.
Explores use of CRM and digital tools in upstream, oilfield services, midstream, including predictive
maintenance and remote assist in the field (Source: salesforce.com)(Source: salesforce.com)

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

Gartner, “Digital Transformation in Energy and Ultilities” (web page). Affirms the imperative for ClOs
in utilities to lead digitalization efforts as the industry transforms (context for trend acceleration)
(Source: gartner.com).

Salesforce Resource, “Amplify Your Existing Technology with Digital Integration”. Advises how
utilities can integrate Salesforce with legacy CIS (like SAP) to achieve a 360° customer view and
faster innovation, without replacing core systems (Source: salesforce.com)(Source: salesforce.com).

Salesforce FAQ, “CRM for Energy & Utilities — Why and Benefits”. Explains how a CRM unifies data
from CIS, billing, field service to improve issue resolution and personalize service (Source:
salesforce.com)(Source: salesforce.com).
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e Trailhead Module, “Energy & Utilities Cloud Basics”. Confirms the industry challenges (siloed data,
poor CX, compliance, transition to renewables) and how Salesforce addresses them with a purpose-
built platform (Source: trailhead.salesforce.com)(Source: trailhead.salesforce.com).

Tags: salesforce, crm, enterprise resource planning, system integration, energy industry, customer 360, mulesoft,
cloud computing

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
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:

e 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.

e 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
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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.

» 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 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.

Page 31 of 31


https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-crm-erp-integration-energy

