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Executive Summary

Salesforce’s Einstein GPT represents the integration of cutting-edge generative Al into enterprise CRM. Announced in early 2023,
Einstein GPT is described by Salesforce as “the world’s first generative Al CRM technology,” designed to “deliver Al-created content
across every sales, service, marketing, commerce, and IT interaction, at hyperscale” (Source: www.salesforce.com). In practice, this
means that Einstein GPT combines Salesforce’s proprietary Al (the Einstein platform) and trusted enterprise data (via Salesforce
Data Cloud) with state-of-the-art large language models (LLMs) from partners such as OpenAl, Azure OpenAl, Anthropic, and others
(Source: www.salesforce.com) (Source: www.salesforce.com). The result is automated generation of content: for example,
personalized sales emails, customer-service responses, marketing messages, product descriptions, and even auto-generated code -
all grounded in the company’s own CRM data and domain knowledge (Source: www.salesforce.com) (Source:
investor.salesforce.com). In short, Einstein GPT aims to make every employee more productive (by automating routine writing and
analysis tasks) while delivering more personalized customer experiences (by tailoring content using rich customer 360° data)
(Source: www.salesforce.com) (Source: www.salesforce.com).

This report provides an in-depth technical analysis and enterprise perspective on Einstein GPT. We cover the historical evolution of
Salesforce’s Al and data platforms, the architecture of Einstein GPT (including its underlying infrastructure, security/trust layers,
and model ecosystem), and its functional capabilities across Sales, Service, Marketing, Commerce, Slack/Collaboration, and
developer tools. We also examine implementation considerations for organizations, including data integration via Salesforce Data
Cloud, model selection (bring-your-own-model or Salesforce-managed models), and governance best practices (privacy, bias
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mitigation, and alignment to ethical guidelines). The analysis includes case studies and real-world examples - for instance, a
Salesforce-funded pilot with travel tech firm Kaptio that integrated Einstein GPT via Apex APIs in two weeks and leveraged the
Einstein Trust Layer to ensure data privacy (Source: aquivalabs.com) (Source: aquivalabs.com) - as well as commentary from
industry analysts, survey data, and adoption statistics. We highlight benefits (productivity gains, personalization at scale) and
challenges (model accuracy, data privacy, compliance) with extensive citations. Finally, we discuss the implications and future
directions, including Salesforce’s move toward autonomous Al agents (the Agentforce platform), competitive context with Microsoft

and others, and the evolving standards for trusted Al in CRM.

Introduction and Background

The last decade has seen rapid advances in artificial intelligence (Al) and predictive analytics in CRM systems, and Salesforce has
been at the forefront of this trend. Since launching the Einstein Al platform in 2016, Salesforce has embedded Al-driven insights
(such as lead scoring and next-best-action recommendations) into its Customer 360 suite (Source: www.salesforce.com). However,
the emergence of generative Al - typified by OpenAl’'s ChatGPT (released in late 2022) - presented a new paradigm: instead of
merely predicting or analyzing next steps, systems could generate content and automate complex tasks from natural-language
prompts. In this environment, Salesforce announced a partnership with OpenAl in early 2023 and introduced Einstein GPT as the
company’s strategic response. Einstein GPT represents a fusion of Salesforce’s enterprise CRM data with external generative
models, powered by a highly scalable “Al Cloud” infrastructure. This ties together Salesforce’s acquisitions and innovations

(MuleSoft for data integration, Tableau for analytics, Slack for collaboration) under a unifying Al umbrella (Source: www.cio.com)
(Source: www.cio.com).

The Enterprisewide interest in generative Al is evident. Salesforce surveyed over 500 senior IT leaders in 2023, finding that 84%
considered generative Al a “game changer” that would improve customer service (Source: www.salesforce.com) (Source:
www.salesforce.com). On the user side, Salesforce’s 2023 survey of 4,135 full-time employees found 68% believed generative Al

would help them serve customers better (Source: www.salesforce.com) and estimated saving an average of 5 hours per week by
using Al assistants (Source: www.salesforce.com). Meanwhile, markets have raced: Microsoft, Google, IBM and others have
integrated GPT-era models into their CRM and productivity suites in 2023-2024 (for example Microsoft’'s Dynamics Copilot and
Teams Al agents, Google’s Gemini). In this new landscape, Salesforce’s goal is to bring generative Al “directly into the world’s
#1 CRM” (Source: www.salesforce.com), leveraging its enormous base of customer data and established trust/security
frameworks.

This report delves into the Einstein GPT platform from multiple angles. Section 1 reviews the technological foundations: Salesforce’s
unified data architectures (Data Cloud, Customer 360) and infrastructure (Hyperforce) that enable generative Al. Section 2
examines the core Einstein GPT architecture: how it connects CRM data to LLMs through secure pipelines (the Einstein Trust Layer),
supports multiple models (OpenAl, Anthropic, etc.), and provides developer tools (Prompt Builder, Apex integration, Agentforce).
Section 3 describes the feature set and use cases of Einstein GPT across different Salesforce products (Sales, Service, Marketing,
Commerce, Slack, Tableau, etc.), including illustrative tables. Section 4 discusses enterprise implementation considerations: data
integration, configuration, compliance, and best practices. Section 5 presents supporting analysis and evidence - including
adoption statistics, productivity surveys, and case study examples (e.g. Kaptio’'s rapid AHvX pilot (Source: aquivalabs.com). Section
6 addresses risks and limitations (accuracy, bias, privacy). Section 7 situates Einstein GPT in the broader Al ecosystem, including
competitor offerings and future roadmap (salesforce’s Agentforce/Al Agents). The report concludes with implications for businesses
and recommendations grounded in cited expertise and data.

Salesforce’s Al Evolution and Platform Foundations

Before Einstein GPT, Salesforce had built a robust Al and data platform. The core is Customer 360, which unifies data across Sales,
Service, Marketing, Commerce, and other clouds. Beginning around 2016, Salesforce embedded predictive Al (branded “Einstein”)
to analyze this data.As of 2023, Einstein Al was generating ~200 billion predictions per day across Salesforce applications
(Source: www.salesforce.com). These predictions powered features like automated next-best actions in sales, smart case routing in
service, and personalization in marketing. Over the years, Salesforce has also acquired technologies to bolster its data platform:
Mulesoft (API-driven data integration), Tableau (analytics), Slack (collaboration), and more. In 2023, Salesforce launched the
Einstein 1 Platform (now called the Salesforce Platform) as the next generation architecture. Key elements of Einstein 1

include:

Page 2 of 18


https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-einstein-gpt-technical-analysis
https://cirra.ai/articles/salesforce-ai-landscape-2025
https://aquivalabs.com/blog/case-study-aquiva-labs-kaptio-generative-ai-einstein-gpt-implementation-for-the-salesforce-appexchange-2/#:~:text=In%20August%202023%2C%20Salesforce%20unveiled,of%20the%20industry%E2%80%99s%20grandest%20conferences
https://aquivalabs.com/blog/case-study-aquiva-labs-kaptio-generative-ai-einstein-gpt-implementation-for-the-salesforce-appexchange-2/#:~:text=The%20Einstein%20GPT%20Trust%20Layer%2C,from%20retaining%20sensitive%20customer%20data
https://cirra.ai/articles/salesforce-agentforce-ai-agents
https://www.salesforce.com/news/stories/generative-ai-guidelines/#:~:text=AI%20is%20already%20an%20integral,across%20Salesforce%E2%80%99s%20business%20applications%2C%20including
https://www.cio.com/article/479900/einstein-gpt-gives-salesforce-unifying-vision-for-high-profile-acquisitions.html#:~:text=Generative%20AISalesforce
https://www.cio.com/article/479900/einstein-gpt-gives-salesforce-unifying-vision-for-high-profile-acquisitions.html#:~:text=In%20March%2C%20Salesforce%20launched%20Einstein,salespeople%20to%20send%20to%20customers
https://www.salesforce.com/news/stories/salesforce-ai-evolution/#:~:text=,unique%20approach%20to%20generative%20AI
https://www.salesforce.com/news/stories/salesforce-ai-evolution/#:~:text=,unique%20approach%20to%20generative%20AI
https://www.salesforce.com/news/stories/generative-ai-ethics-survey/#:~:text=Artificial%20Intelligence
https://www.salesforce.com/news/stories/generative-ai-ethics-survey/#:~:text=Artificial%20Intelligence
https://www.salesforce.com/news/stories/salesforce-ai-evolution/#:~:text=,and%20IT%20interaction%2C%20at%20hyperscale
https://aquivalabs.com/blog/case-study-aquiva-labs-kaptio-generative-ai-einstein-gpt-implementation-for-the-salesforce-appexchange-2/#:~:text=In%20August%202023%2C%20Salesforce%20unveiled,of%20the%20industry%E2%80%99s%20grandest%20conferences
https://www.salesforce.com/news/stories/generative-ai-guidelines/#:~:text=AI%20is%20already%20an%20integral,across%20Salesforce%E2%80%99s%20business%20applications%2C%20including

C Cirra AI Salesforce Einstein GPT: A Technical Analysis & Implementation Guide

. Data Cloud (formerly called Genie): a hyperscale real-time data engine unifying customer data (customer records, transaction
logs, event streams, third-party data, even social and chat data) into a unified profile (Source: investor.salesforce.com) (Source:
investor.salesforce.com). Data Cloud can ingest thousands of object types at trillions-of-rows scale, and processes on the order
of 30 trillion transactions per month (about 100 billion records per day) as of 2023 (Source: investor.salesforce.com). This
massive platform ensures that CRM data is available in real time for analytics and now for generative Al prompts.

« Metadata Framework: Salesforce continues to leverage its 25-year-old unified metadata architecture, which makes it easy to
share data schema and logic across clouds (Source: investor.salesforce.com). Salesforce notes that its metadata framework
provides “connective tissue” so that data from Marketing Cloud, Commerce Cloud, and others can interoperate on the
Salesforce Platform (Source: investor.salesforce.com). This common data model underpins Einstein GPT's ability to
contextualize information from any Salesforce app.

« Hyperforce Infrastructure: Salesforce has re-architected its infrastructure to run on public cloud (AWS, Azure, Google Cloud)
through the Hyperforce initiative (Source: engineering.salesforce.com) (Source: www.salesforce.com). Hyperforce uses

containerized microservices (e.g. Docker, Kubernetes) and strong security/zero-trust principles (Source: www.salesforce.com)

(Source: www.salesforce.com), enabling data residency compliance and seamless scalability. The net effect is that all Salesforce
apps - including Einstein Al and now Einstein GPT - run on a unified, global, secure runtime with encryption and strict access
controls by default (Source: www.salesforce.com). Salesforce states that Hyperforce's security layer provides “robust access
controls, data encryption, and compliance frameworks” so customers can trust their data is protected (Source:
www.salesforce.com).

These platform elements allow Einstein GPT to operate as a natural extension of Salesforce CRM. Data flows into Einstein GPT
entirely through secure channels: customer data in Data Cloud is fed into the Al, outputs are written back (e.g. email drafts into
Sales Cloud), and all processing is governed by encryption, audit logs and permissions inherited from Salesforce’s core platform. In
practice, when a salesperson triggers an Einstein GPT action (such as generating an email), the system will retrieve relevant data
(lead history, past emails) from Data Cloud, construct a prompt, send it to the chosen LLM, and then capture the generated text
back in Salesforce - all within the trusted Einstein 1 environment (Source: www.salesforce.com) (Source: www.salesforce.com).

Notably, Salesforce built Einstein GPT with an open model strategy (Source: www.salesforce.com) (Source: www.salesforce.com).

The platform supports a variety of LLMs: Salesforce-managed models (like GPT-4 via OpenAl/Azure, or Claude on AWS Bedrock) and
customer-supplied models (BYOLLM). Salesforce’s product team explicitly emphasizes flexibility: customers can use Salesforce’s
out-of-the-box models (e.g. the latest GPT-40 Omni model (Source: developer.salesforce.com), or plug in their own via Einstein

Studio or a low-code Open Connector (Source: www.salesforce.com) (Source: developer.salesforce.com). This extensibility means

Salesforce customers are not locked into a single vendor: they can choose OpenAl, Azure OpenAl, Amazon’s Bedrock
(Anthropic/Sagemaker), Google Vertex, or even on-premises models, as long as the models pass through Salesforce’s secure Trust
Layer (Source: developer.salesforce.com) (Source: www.salesforce.com).

Finally, under the hood, Einstein GPT relies on Salesforce’s Einstein Al Architecture and Trust Layer. The Einstein Trust Layer -
now built into the Einstein 1 Platform - provides advanced security for generative Al (Source: www.salesforce.com). It enforces
encryption in transit, strict data-access policies, and no-logging of customer data by external model providers (Source:

www.salesforce.com). The Trust Layer also performs data redaction: sensitive fields (like PIl) are masked before leaving Salesforce’s
network, and returned content is scanned for compliance. Together, these foundational elements ensure Einstein GPT can safely
operate on enterprise data at scale.

Einstein GPT Overview

Einstein GPT brings generative Al capabilities into the fabric of Salesforce CRM. In March 2023, Salesforce CEO Marc Benioff
announced Einstein GPT as “the world’s first generative Al CRM technology,” which “transforms every customer experience with
generative Al” (Source: www.salesforce.com) (Source: www.salesforce.com). The core concept is that Salesforce’s existing Al and

data assets (Einstein models + Data Cloud) are now augmented by large language models (LLMs) to generate text content and
automate common tasks. Official materials highlight a few bullet points (key takeaways) about Einstein GPT:

. Personalized Al Content at Scale. Einstein GPT creates customized text (emails, case replies, marketing copy, etc.) by
drawing on each company’s CRM data. For example, Salesforce emphasizes that sales reps can “auto-craft personalized emails
tailored to their customer’s needs,” and service agents can “generate specific responses” to help customers more quickly

Page 3 of 18


https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-einstein-gpt-technical-analysis
https://investor.salesforce.com/news/news-details/2023/Salesforce-Announces-the-New-Einstein-1-Platform--Driving-Productivity-and-Trusted-Customer-Experiences-Powered-by-Data-AI-and-CRM/default.aspx#:~:text=Einstein%201%20Data%20Cloud%20Supports,Driven%20AI%20Applications
https://investor.salesforce.com/news/news-details/2023/Salesforce-Announces-the-New-Einstein-1-Platform--Driving-Productivity-and-Trusted-Customer-Experiences-Powered-by-Data-AI-and-CRM/default.aspx#:~:text=The%20Einstein%201%20Platform%E2%80%99s%20metadata,that%20continually%20improve%20over%20time
https://investor.salesforce.com/news/news-details/2023/Salesforce-Announces-the-New-Einstein-1-Platform--Driving-Productivity-and-Trusted-Customer-Experiences-Powered-by-Data-AI-and-CRM/default.aspx#:~:text=Data%20Cloud%20%E2%80%93%20Salesforce%E2%80%99s%20real,100%20billion%20records%20every%20day
https://investor.salesforce.com/news/news-details/2023/Salesforce-Announces-the-New-Einstein-1-Platform--Driving-Productivity-and-Trusted-Customer-Experiences-Powered-by-Data-AI-and-CRM/default.aspx#:~:text=This%20allows%20organizations%20to%20customize,costly%20and%20brittle%20integration%20code
https://investor.salesforce.com/news/news-details/2023/Salesforce-Announces-the-New-Einstein-1-Platform--Driving-Productivity-and-Trusted-Customer-Experiences-Powered-by-Data-AI-and-CRM/default.aspx#:~:text=This%20allows%20organizations%20to%20customize,costly%20and%20brittle%20integration%20code
https://engineering.salesforce.com/the-unified-infrastructure-platform-behind-salesforce-hyperforce-ad8f4c2cf789/#:~:text=In%20this%20blog%20series%2C%20we%E2%80%99ll,customers%20and%20our%20engineering%20teams
https://www.salesforce.com/blog/hyperforce-trust-innovation/#:~:text=Hyperforce%20is%20leveraging%20the%20power,for%20Salesforce%20as%20an%20organization
https://www.salesforce.com/blog/hyperforce-trust-innovation/#:~:text=Hyperforce%20is%20architected%2C%20designed%2C%20and,over%20data%20residency%20and%20privacy
https://www.salesforce.com/blog/hyperforce-trust-innovation/#:~:text=all%20business%20applications%20hosted%20within,and%20reliable%20solutions%20for%20customers
https://www.salesforce.com/blog/hyperforce-trust-innovation/#:~:text=all%20business%20applications%20hosted%20within,and%20reliable%20solutions%20for%20customers
https://www.salesforce.com/blog/hyperforce-trust-innovation/#:~:text=all%20business%20applications%20hosted%20within,and%20reliable%20solutions%20for%20customers
https://www.salesforce.com/news/stories/salesforce-ai-evolution/#:~:text=Einstein%20GPT%20pairs%20Salesforce%E2%80%99s%20proprietary,scale
https://www.salesforce.com/blog/open-platform-strategy-for-ai/#:~:text=architecture%20called%20the%20Einstein%20Trust,residency%20with%20our%20model%20partners
https://www.salesforce.com/blog/open-platform-strategy-for-ai/#:~:text=Building%20on%20the%20success%20of,seamless%20collaboration%20and%20better%20results
https://www.salesforce.com/blog/open-platform-strategy-for-ai/#:~:text=For%20many%20customers%2C%20Salesforce,We%20also%20integrate
https://developer.salesforce.com/docs/einstein/genai/guide/supported-models.htmlIn#:~:text=to%20OpenAI%20GPT%204%20Omni,Rerouted%20to%20GPT%204
https://www.salesforce.com/blog/open-platform-strategy-for-ai/#:~:text=Flexible%20out
https://developer.salesforce.com/docs/einstein/genai/guide/supported-models.htmlIn#:~:text=When%20you%20bring%20your%20own,For%20details%2C%20see%20Einstein%20Usage
https://developer.salesforce.com/docs/einstein/genai/guide/supported-models.htmlIn#:~:text=When%20you%20bring%20your%20own,For%20details%2C%20see%20Einstein%20Usage
https://www.salesforce.com/blog/open-platform-strategy-for-ai/#:~:text=Trust%20and%20security%20are%20top,residency%20with%20our%20model%20partners
https://www.salesforce.com/blog/open-platform-strategy-for-ai/#:~:text=Trust%20and%20security%20are%20top,residency%20with%20our%20model%20partners
https://www.salesforce.com/blog/open-platform-strategy-for-ai/#:~:text=Trust%20and%20security%20are%20top,residency%20with%20our%20model%20partners
https://www.salesforce.com/uk/news/press-releases/2023/03/07/einstein-generative-ai/?bc=HA#:~:text=San%20Francisco%20%E2%80%94%20March%207%2C,customer%20experience%20with%20generative%20AI
https://www.salesforce.com/uk/news/press-releases/2023/03/07/einstein-generative-ai/?bc=HA#:~:text=San%20Francisco%20%E2%80%94%20March%207%2C,customer%20experience%20with%20generative%20AI

C Cirra AI Salesforce Einstein GPT: A Technical Analysis & Implementation Guide

(Source: www.salesforce.com) (Source: www.salesforce.com). In short, Einstein GPT aims to turn data and prompts into time-
saving outputs across all customer-facing functions.

« Open and Extensible Model Ecosystem. Salesforce built Einstein GPT to work with multiple Al models. By default, Einstein
GPT uses Salesforce-managed instances of top-tier LLMs (for instance, OpenAl’'s GPT-4 Omni and Anthropic’s Claude on AWS
Bedrock (Source: developer.salesforce.com). However, customers can also “bring your own LLM” (BYOLLM) via Einstein Studio

(Source: www.salesforce.com) (Source: developer.salesforce.com). This means the system can leverage OpenAl's GPT series,

Azure OpenAl, Google’s Gemini, Amazon Bedrock, or even on-premise LLMs, all with Salesforce’s trust and governance. As
Salesforce claims, Einstein GPT is “open and extensible - supporting public and private Al models purpose-built for CRM - and
trained on trusted, real-time data” (Source: www.salesforce.com).

. Unified Data Integration. A critical advantage of Salesforce’s approach is its deep integration with enterprise data. The Data
Cloud (Salesforce’s real-time customer data platform) is “ingest[ing], harmoniz[ing], and unifi[ing] all of a company’s customer
data,” including legacy records, ecommerce transactions, IoT or Slack conversations, etc. (Source: www.salesforce.com).
Einstein GPT then uses this unified profile as context for generation. Salesforce’s SVP of Al describes how “Einstein GPT blends
public data with CRM data,” meaning each Al output is grounded in the customer’s actual data (Source: www.salesforce.com)

(Source: www.salesforce.com). As Salesforce emphasizes: “Al is only as good as the data that powers it,” and with Customer

360, Einstein GPT has “the world’s most robust customer data set” (Source: www.salesforce.com).

« Hyperscale Enterprise Deployment. Salesforce positions Einstein GPT as an “enterprise-ready” platform. It is offered
initially as a pilot (“closed pilot” as of the announcement) for existing Salesforce customers (Source: www.salesforce.com)
(Source: www.salesforce.com). At scale, it is expected to run on the same infrastructure that currently handles billions of
predictions daily. Because Einstein GPT is embedded in Salesforce’s clouds, generating content requires no data migration or
any separate software. The Al runs within Salesforce’s high-availability, multi-tenant platform (built on Hyperforce across

multiple public clouds (Source: engineering.salesforce.com) (Source: www.salesforce.com).

In terms of launch cadence, Salesforce rolled out Einstein GPT capabilities incrementally. In March 2023, the initial announcement
covered Sales, Service, Marketing, Slack, and Developers as key domains. For example, Einstein GPT for Sales could auto-
generate tasks like emails and meeting prep; for Service, it could create knowledge articles or chat responses; for Marketing, it
could draft personalized campaign messages; for Slack, it could surface Al-generated CRM summaries; and for Developers, it could
act as an “Al chat assistant” to write Apex code and answer questions (Source: www.salesforce.com). In summer 2023, Salesforce
added Service Cloud enhancements, explicitly tying Einstein GPT to Data Cloud in service scenarios (auto-summarizing cases,

auto-responding to common requests) (Source: www.salesforce.com). At the 2023 Dreamforce event, more features were
announced, including Tableau GPT (natural-language interface to analytics), Commerce GPT (Al-driven product descriptions and
recommendations), and the beginnings of what Salesforce now calls Agentforce (Al agents across workflows) (Source: www.cio.com)
(Source: www.cio.com). These offerings are often branded as Sales GPT, Service GPT, Marketing GPT, Commerce GPT, Slack
GPT, Tableau GPT, etc., as a family of generative capabilities across the Salesforce ecosystem (Source: www.salesforce.com)

(Source: www.cio.com).

The focus throughout is on “trusted generative Al”. Salesforce repeatedly emphasizes trust, privacy, and human oversight. In
customer materials, Clara Shih (CEO of Service Cloud) notes that by combining Einstein GPT with Data Cloud and automation,
Salesforce aims to deliver “the world’s most trusted generative service Al platform and ecosystem” (Source: www.salesforce.com).

Salesforce’'s Generative Al Guidelines likewise stress accuracy, privacy, transparency, and ethical guardrails (Source:
www.salesforce.com) (Source: www.salesforce.com). The notion is that businesses need not fear using generative Al in CRM

because it will be built with standards like data encryption, provenance, user validation, and no retention of sensitive data (Source:
www.salesforce.com) (Source: www.salesforce.com).

In summary, Einstein GPT is Salesforce’s declared vision for generative Al in CRM: a unified platform leveraging massive enterprise
data and modern LLMs to automate content creation and workflows, delivered with enterprise-grade trust. The remainder of this
report dissects how Einstein GPT is built, what it can do, how enterprises deploy it, and what benefits and risks it entails.

Technical Architecture of Einstein GPT

Einstein GPT’s technical foundation spans several key layers: data infrastructure, model integration, orchestration/trust, and
application-layer APIs. These layers are all built on Salesforce’s new Einstein 1/CRM platform and underlying Hyperforce cloud
infrastructure. Below we analyze each major component.
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Data Integration via Salesforce Data Cloud

At the core of Einstein GPT is Data Cloud, Salesforce’s real-time customer data platform (formerly known as Genie). Data Cloud
ingests data from across the enterprise - including Sales Cloud records (leads, contacts, opportunities), Service Cloud cases,
Marketing Cloud interactions, Commerce transactions, external apps (via MuleSoft), transactional data lakes, loT feeds, Slack
conversations, and more. All of this data is “harmonized and unified” into a single customer profile (Source: www.salesforce.com)
(Source: investor.salesforce.com). This unified dataset is critical: generative Al is highly sensitive to context, so Einstein GPT draws
upon these data to ground its output in relevant facts about the customer or case.

For example, if a sales rep asks Einstein GPT to draft a follow-up email, the system can access that customer’s account history
(past purchases, support cases, marketing preferences) from Data Cloud. In a support scenario, Einstein GPT can read prior case
notes and relevant knowledge articles to generate a helpful response. Salesforce calls this combination of generative models with
“trusted data” the engine of Einstein GPT (Source: www.salesforce.com) (Source: www.salesforce.com). As Salesforce’s Al SVP
noted, blending “public and private data” is what makes Einstein GPT “a more trusted, more valuable experience for our
customers” (Source: www.salesforce.com).

Technically, Data Cloud operates at hyperscale: it supports thousands of metadata-enabled objects per customer with trillions of
records (Source: investor.salesforce.com). It is optimized for real-time querying, with the ability to trigger automation on any data
change. Einstein GPT connectors leverage this: when a user invokes a prompt (via Ul or API), the system can query Data Cloud in
the request context, then include retrieved data in the LLM prompt. Conversely, outputs generated by the LLM (like text) can be
saved back into Salesforce (e.g. email bodies, case fields) to close the loop. In some cases, Salesforce uses Data Cloud features like
Vector Database (new in 2023) to accelerate Al tasks with embeddings (Source: www.salesforce.com), though specifics are

proprietary.

Importantly, Data Cloud and Customer 360 mean that Salesforce has it’s own data on-premises, which addresses a major
enterprise concern: data privacy/regulation. Because the data does not leave Salesforce’s secure environment, customers can
safely use it in Al prompts. Salesforce’s CEO Marc Benioff has repeatedly contrasted this with consumer Al: ChatGPT’s training on
public internet data is useful, but enterprise Al must be grounded in internal data. By running all Data Cloud integration within
Salesforce’s trust-controlled infrastructure, Einstein GPT avoids sending raw customer data to external clouds. In addition, as
explained below, any data that does leave Salesforce (for external LLM calls) is masked/encrypted.

Model Ecosystem and Integration

Einstein GPT is explicitly designed as an open LLM ecosystem (Source: www.salesforce.com). This means Salesforce provides

built-in support for multiple top-tier LLM providers: primarily, OpenAl’s GPT models (via Azure or OpenAl service) and Anthropic’s
Claude (via Amazon Bedrock). The prompt orchestration layer (Einstein Studio and Agentforce Prompt Builder) lets admins and
developers select among these models and even connect their own.

Salesforce’s documentation lists the supported LLMs. By default, Einstein agents use OpenAl GPT-40 (GPT-4 Omni) as the
reasoning engine (Source: developer.salesforce.com). The table below (excerpted from Salesforce’s developer doc) shows many of
the standard models available via Einstein Studio (this list may evolve, but as of late 2024 includes GPT-3.5, GPT-4 (32k and Omni
variants), and Anthropic Claude 3 variants):
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MODEL NOTES

OpenAl GPT-3.5 Turbo (text) Routed to GPT-40 mini by default (see docs).

OpenAl GPT-4 Routed to GPT-40 (global multi-modal Omni version) (Source: developer.salesforce.com).
OpenAl GPT-40 mini/GPT-4.1 Geo-aware variations of GPT-4.1 (Omni mini) (Source: developer.salesforce.com).
OpenAl GPT-5 (early access) Listed as future GPT-5 support (Omni) (Source: developer.salesforce.com).
Anthropic Claude 3 Hosted on AWS Bedrock within Salesforce’s Trust Boundary (Source:
(Haiku/Sonnet) developer.salesforce.com).

Anthropic Claude 4 Sonnet Also on AWS (Bedrock) inside trust boundary.

Azure OpenAl GPT-4 Same as OpenAl GPT-4 (multi-modal Omni via Azure).

Google Gemini (Vertex Al) Available via Google Vertex (support for Gemini v2.x models).

Custom (BYOLLM) Any model via Einstein Studio Open Connector (e.g. private LLMs).

Notably, Salesforce points out that Anthropics on AWS run entirely within the Salesforce Trust Boundary (Source:
developer.salesforce.com), meaning those model inferences occur on AWS but under Salesforce’s controlled environment. Other
providers (OpenAl, Google, Azure) are accessed via APIs but with strict security controls (encryption and no retention, as noted
later). Salesforce also offers an Open Connector so customers can plug in any LLM of their choice, including self-hosted or custom
models (Source: developer.salesforce.com). For example, a customer could configure a private GPT-4 instance or an open-source

model and use it via the Models API; the request is still routed through Salesforce and subject to the Trust Layer’s protections.

The integration is not just “loose”; Salesforce provides orchestration tools. The Models API and Prompt Builder (in the
Agentflow/Agentforce suite) let admins define prompt templates and workflows that target specific models. They also can specify
prompt “system messages” (context instructions) to anchor the LLM’s output style. Moreover, Einstein appears to have its own
proprietary models under the hood for some tasks (Salesforce Research GPT for developer helper, for example). However, the
general architecture is: Salesforce front-end < Einstein orchestration/apex « External LLM API.

All model usage is metered under Salesforce’s Einstein usage quotas. Interestingly, bringing your own LLM (BYOLLM) can be more
cost-efficient: Salesforce notes that using a BYO model consumes about 30% fewer “Einstein Requests” (a usage unit) compared to
their default models (Source: developer.salesforce.com). However, both Salesforce-managed and BYO models run through the same
pipeline and utilize the Einstein Trust Layer safeguards.

Security and Trust Layer

Because Einstein GPT touches sensitive business data and generates content, Salesforce has built an extensive trust/safety layer.
The Einstein Trust Layer is a set of features and policies that govern every LLM request from Salesforce:

- Encryption and Zero Trust. All data sent to external models is encrypted in transit. Salesforce’s infrastructure (Hyperforce)
assumes a zero-trust stance: every service-to-service call within Salesforce is authenticated and encrypted (Source:
engineering.salesforce.com) (Source: www.salesforce.com). This applies to the generative Al calls as well - no unencrypted PHI
or Pll leaks out.

« No Data Retention (by LLM vendors). Salesforce requires that its model partners (e.g. OpenAl/Azure/Google) commit not to
retain or train on customers’ prompts. This means any prompt or response from Einstein GPT is deleted from the LLM provider’s
systems after processing. Salesforce explicitly advertises “zero data retention” with its partners (Source: www.salesforce.com),
ensuring sensitive enterprise data (even disguised in prompts) is not stored or used for further training outside the company.
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. Data Masking/Redaction. Before any text is sent to a third-party model, the prompt is checked for potentially sensitive
information. The system performs pattern-based redaction (e.g. credit card numbers, SSNs) and field masking (e.g. converting
actual names in records to anonymized placeholders) when possible (Source: www.salesforce.com). This means that if a sales
email template includes a field like {{Contact.Email}}, Einstein GPT might send only the email’s context but not the actual
email address, or it might strip out other PIl before sending. The goal is that no private customer identifiers exit Salesforce.

« Access Controls and Permissions. Einstein GPT respects the organization’s existing Salesforce security model. A user’s
permission set limits what data can be pulled into a prompt. For example, if a rep shouldn’t see a certain field on an account
record, Einstein GPT won’t use it. Likewise, outputs (like a generated email) are only inserted into records that the user has
access to. (Source: www.salesforce.com).

« Output Verification & Guardrails. Salesforce adds application-level guardrails. For instance, automations that could trigger
external actions (like sending an email or launching an API call) typically require a human review or an explicit opt-in. The
system may include disclaimers or source citations in generated outputs to increase transparency (Source:
www.salesforce.com). Users are often prompted to approve content before it is sent to an external customer.

Internally, Salesforce has codified these principles as “Trusted Generative Al Guidelines” (Source: www.salesforce.com). These
guidelines mandate accuracy (verifiable content, citations where possible), safety (bias/harm mitigation, privacy protection), and
honesty (transparency when content is Al-generated) (Source: www.salesforce.com) (Source: www.salesforce.com). Paula Goldman,
Salesforce’s Chief Ethical Use Officer, emphasizes that organizations must implement ethical guardrails as they adopt generative Al
(Source: www.salesforce.com). The Einstein Trust Layer is the technical enforcement of those guardrails within the platform.

Infrastructure and Performance

Einstein GPT leverages Salesforce’s global cloud infrastructure (Hyperforce) to deliver enterprise-grade scalability and low latency.
Each Salesforce org is served by a cluster of compute instances across multiple availability zones, so the system can handle bursts
of Al requests (e.g. many sales reps generating proposals simultaneously). The model computation itself happens on external cloud
GPUs (e.g. OpenAl's servers), but Salesforce’s request routing and orchestration are on Hyperforce. Salesforce states that its
architecture now supports “thousands of metadata-enabled objects per customer, each capable of having trillions of
rows”, and can trigger flows at up to 20,000 events per second (Source: investor.salesforce.com). While that language is primarily

about data processing, it implies that calling Einstein GPT can be handled in real time for interactive use. In practice, there may be
a slight delay (a few seconds, depending on model size) while waiting for the LLM response, but for typical use (email drafts, chat
replies) this is acceptable.

SLA and availability figures for Einstein GPT have not been publicly detailed, but it can be assumed to align with Salesforce’s
commitments (99.9% uptime for enterprise clouds). The heavy reliance on third-party LLMs means that Salesforce must account for
those providers’ availability as well. However, Salesforce can mitigate risk by multiple model backends: if OpenAl’s API is slow, it
could route to Azure or another provider, subject to customer settings.

From a performance standpoint, cost and rate limits are an important factor (though beyond the scope of this report). Salesforce
customers pay for Einstein GPT usage (per character or token) in addition to their normal Salesforce subscription. The platform
tracks "Einstein requests" via its usage APIs (Source: developer.salesforce.com). In experiments, using a “bring your own model”
results in fewer chargeable requests than using Salesforce-managed models (due to internal rate quotas) (Source:
developer.salesforce.com). Enterprises must consider these costs when scaling usage across many users.

Einstein GPT Capabilities and Use Cases

Salesforce markets Einstein GPT through tailored features in each of its Clouds. Below we detail the key capabilities by functional
area. Many of these are named with the “GPT” suffix (e.g. “Sales GPT” in Sales Cloud, “Service GPT” in Service Cloud). Table 1
summarizes these features, and the text elaborates.
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SALESFORCE CLOUD EINSTEIN GPT / GENERATIVE Al CAPABILITIES

Sales GPT: Auto-generate personalized sales emails, quotes, proposals, and meeting summaries. Al
suggests next best actions based on customer history. For example, reps can draft custom outreach
Sales (Salescloud) . . . M - "
using CRM insights, allowing them to “sell faster, smarter and more efficiently” (Source:

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

Service GPT: Create knowledge articles and customer responses automatically. Al can summarize
case details and propose agent chat replies to common questions. E.g. auto-generating a “case wrap-
up summary” after an interaction (Source: www.salesforce.com). Integration with Data Cloud means
the replies use trusted case and customer data. This accelerates support and personalizes service.
An example use: condensing hundreds of past case notes into a short reply draft for an agent.

Service
(Servicecloud)

Marketing GPT: Generate campaign content, ad copy, and customer segmentation insights. Al can
Marketing rapidly write personalized email/newsletter text or social media posts. It can also analyze first-party
(Marketingcloud) data to suggest target segments via natural-language prompts. Marketers use it to produce

messaging at scale, ensuring each prospect sees tailored content (Source: www.salesforce.com).

Commerce GPT: Auto-create product descriptions, category descriptions, and site copy based on
Commerce customer profiles. For example, an Al might reframe a product listing in real time to match a
(Commercecloud) shopper’s history or intent. It can also suggest bundles or personalization nudges (e.g., “increase
order value by recommending related items when generating email offers”).

Slack GPT: Embedded Al features in Slack (via Salesforce Slack Platform): conversational assistants
that can summarize channels, generate message drafts, or answer queries using CRM data. Users
can build no-code “Al workflow” steps in Slack (e.g. “Summarize my direct messages for today”).
Recently announced Slack GPT Bot turns Salesforce data into Slack dialogs (e.g. “what’s the status of
Account ACME?"” yields live data) (Source: www.cio.com) (Source: www.axios.com).

Slack &
Collaboration

Tableau GPT: Interface Tableau Bl with natural language. A user can ask questions (“Show me this

) quarter’s highest-selling products”) and GPT generates the corresponding query or visualization.
Tableau (Analytics) ) . L ) ) .
Tableau Pulse uses generative Al to anticipate insights and deliver tailored dashboards. This was

introduced in late 2023 (Source: www.cio.com).

Apex/Flow GPT: Provide Al code generation for Salesforce development. Developers (or admins) can
ask an “Einstein chat assistant” to generate Apex snippets, create Flow formulas, or explain code.
Salesforce Research has a proprietary GPT model fine-tuned on Salesforce’s languages to accelerate
build tasks (Source: www.salesforce.com) (Source: www.cio.com).

Developer Tools

Table 1. Representative Einstein GPT features by Salesforce product (Sales, Service, Marketing, Commerce, Slack, Analytics,
Developer). These generative capabilities leverage CRM data for context and personalization (Source: www.salesforce.com)
(Source: www.salesforce.com).

In practice, many of these features are delivered as enhancements within Salesforce user interfaces. For example, in Sales Cloud’s
Email composer, a new “Al Draft” button might appear; clicking it would invoke Einstein GPT to draft an email for the selected
contact, using their recent history as context (Source: www.salesforce.com) (Source: www.salesforce.com). In Service Cloud, an
agent console might show an “Al Suggest Reply” that pulls responses from the case description. Marketers might see a “Generate

Content” action in Marketing Cloud Journeys. Similarly, developers can invoke an “Al Chat” pane in the Developer Console or VS
Code, which sends queries to Einstein’s code assistant.

These features exemplify how Einstein GPT “reduces friction from idea to first draft” (Source: www.salesforce.com). By turning
complex CRM tasks into simple text prompts, conventional workflows are sped up. For instance, summarizing a sales meeting or
drafting a customer note - tasks that normally take considerable time - can now be done in seconds. The diverse set of use cases
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also underscores Salesforce’s claim: Einstein GPT is “ubiquitous” across all clouds (Source: www.salesforce.com). From quoting
complex product bundles (Commerce) to writing legal disclaimers (Sales) to creating training content (Slack), generative Al layers
itself onto existing processes.

Customer testimonials highlight this impact. For example, Greg Beltzer of RBC US Wealth Management reported that “Embedding Al
into our CRM has delivered huge operational efficiencies for our advisors and clients,” transforming customer interactions with
personalization (Source: www.salesforce.com). FedEx’s CIO praised how Data Cloud and Al integration “drive growth, deliver more
customer engagement, and offer personalized experiences throughout the entire shipping journey” (Source:
investor.salesforce.com). Independence Pet Group unified data across brands via Data Cloud and “are poised to harness generative
Al to help improve our operations, make smarter decisions, and deliver highly personalized offerings” (Source:
investor.salesforce.com). These stories, along with Salesforce data, suggest that Einstein GPT’s real-world impact can be measured
in time saved and customer satisfaction gained.

Statistically, Salesforce cites surveys to quantify these benefits. In its 2023 research, 61% of employees used or intended to use
generative Al at work, expecting to save 5 hours per week on average (Source: www.salesforce.com) (Source: www.salesforce.com).
Such figures align with the idea that Einstein GPT can reduce mundane writing and research tasks by about 30-35%. In another
Salesforce study, 84% of IT leaders believed generative Al would help better serve customers (Source: www.salesforce.com),
reflecting executive enthusiasm for the technology in CRM contexts. Additionally, Salesforce’s “Fast Facts” note that 84% of IT
leaders agree generative Al boosts service outcomes (Source: www.salesforce.com), and 58% of service orgs already use
automation to increase productivity (suggesting a high readiness for Al automation).

From an enterprise implementation standpoint, Einstein GPT is available in various editions and pilots. As of late 2023/early 2024, it
was not generally GA for all customers; Salesforce restricted it to select customers via pilot programs. (For instance, the Service
Cloud press release notes “Einstein GPT is currently in closed pilot” (Source: www.salesforce.com).) Customers must typically opt in
and meet prerequisites (e.g. Data Cloud license, enablement of certain permission sets). Once enabled, Salesforce provides
configuration tools to select language models for each GPT feature, adjust prompt templates, and manage data source connections.
The platform is designed so that no custom code is required for basic usage - even non-technical admins can activate “Al Actions”
via a low-code point-and-click interface. More advanced deployments can embed GPT calls into Flows or Apex for fully custom

automations.

Enterprise Implementation and Deployment
Implementing Einstein GPT in a real organization involves both technical setup and change management. Key steps include:

« Licensing and Enabling Features. Einstein GPT capabilities are bundled into Salesforce editions and Al add-ons. An
enterprise must have the necessary Einstein/Al Cloud licenses (formerly under “Al Cloud” products, now under Einstein 1) and
often a Data Cloud license if using data-intensive features. Administrators then enable Einstein GPT and related features (e.qg.
Einstein Copilot, Slack GPT for Customer 360) in Setup.

. Data Preparation (Trusted Data). Prior to activation, companies typically need to ensure their customer data is clean and
unified. For example, contacts, accounts, products, and knowledge articles should be harmonized into Data Cloud. Data privacy
teams must classify sensitive fields so that the Einstein Trust Layer knows what to redact. If using multi-language or multi-
region data, admins must also configure Data Cloud global settings (Salesforce supports residency controls in Al prompts
(Source: www.salesforce.com).

« Model Selection and Customization. In Einstein Studio (the admin UX for Al models), organizations choose which LLM(s) to
connect. For many, the default Salesforce-managed GPT-4 via Azure OpenAl is adequate; others may prefer Anthropic Claude
for certain tasks or bring a proprietary model (e.g. a finance-focused LLM). Admins define the “inference policy” - for instance,
which model to call for specific prompt types. They can also tweak prompt engineering: setting system instructions (e.g. “You
are a helpful service agent”), balancing temperature (for creativity vs. accuracy), and providing example personas. For bespoke
solutions, developers can integrate Einstein GPT calls into Apex or Flow with Model APIs.

. Governance and Compliance. Given the novelty of generative Al, governance is critical. Enterprises should establish usage
policies: e.g. define what constitutes acceptable Al output, require human oversight on certain actions, and monitor outputs for
sensitive leaks. Salesforce provides a Guidelines for Trusted Generative Al document (citing the five principles of accuracy,
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safety, honesty, empowerment, sustainability) (Source: www.salesforce.com) as a template. Companies may conduct pilot
projects focused on non-sensitive tasks (like marketing copy) while evaluating output quality. They will also configure the
necessary contracts and Data Processing Addenda with Salesforce and with LLM vendors to ensure regulatory compliance (e.g.
GDPR, HIPAA if applicable).

« User Training. Einstein GPT changes workflows and thus requires user education. Sales reps, service agents, and marketers
should be trained on how to prompt the new tools effectively and how to validate Al suggestions. In many organizations, a small
center-of-excellence team oversaw rollout. Salesforce provides Trailhead modules (e.g. “Einstein GPT Basics”, “Prompt Builder”)
and best-practice blogs, but internal enablement (FAQs, pilot train-the-trainer sessions) is often needed.

« Security Configuration. Admins must configure data encryption and field-level security as usual, but also engage the stricter
Trust Layer toggles for Al. For highly-regulated industries, additional measures might include white-listing approved LLM
providers, disabling certain GPT features that could risk IP leakage, or using private instances (BYOLLM) only accessible on-
premises. Salesforce’s architecture allows organizations to enforce data residency - for example, EU companies can insist that
Al model calls remain within EU datacenters if supported (Source: www.salesforce.com).

- Monitoring and Feedback. Like any Al deployment, monitoring is essential. Salesforce’s Einstein Usage dashboards track
how often users use GPT actions and which outcomes (e.g. email templates generated). Companies should review samples of
generated content routinely, check for compliance issues, and gather user feedback (e.g. “Did this answer help? Rate 1-5").
Many enterprises plan an iterative improvement cycle: tweak prompts or data inputs, retrain custom models, or refine what
data context is provided to the LLM based on early results.

A notable early example of Salesforce implementation was the Summer '23 Einstein GPT pilot program for ISVs. Salesforce
challenged independent software vendors to integrate generative Al into their AppExchange products over a short timeline. Kaptio,
a travel-tech platform, partnered with Aquiva Labs to build a Einstein GPT demo in two weeks for Dreamforce 2023 (Source:
aquivalabs.com). Kaptio’s implementation used Salesforce’s new GenAl Apex APIs, which allow developers to call LLMs directly
from Apex code. They emphasized the Einstein Trust Layer as providing secure data handling. This case illustrates how even niche
Salesforce ISVs are leveraging Einstein GPT to innovate their offerings, essentially productizing generative CRM capabilities for end
customers.

In enterprise customers, many began with “low-hanging fruit” use cases. For instance, customer service teams often pilot case
summarization or FAQ answering (since these are well-defined tasks). Sales teams pilot email generation or proposal templating.
Marketing hot swaps blog copy generation or ad slogans. Each use case is closely evaluated for ROIl: one financial services firm
cited by Salesforce improved advisor efficiency (and client satisfaction) through Al content, enabling “personalized experiences”
that drive loyalty (Source: www.salesforce.com). The breadth of pilot projects has been large: early adopters include HSBC, FedEx,
and Pfizer as mentioned in Salesforce press releases, underscoring that industries from finance to life sciences see value in Al-
driven CRM operations.

From a developer perspective, Salesforce has made it relatively easy to extend Einstein GPT. For custom applications, developers
can use the Einstein SDK or REST APIs to embed generative tasks in their apps. For instance, one could write an Apex service that
takes a Chatter thread and calls Einstein GPT to “Summarize key points and suggest next tasks,” then posts back the summary to
Chatter. Similarly, in Flow (the no-code workflow builder), new action types like “GenerateText” let admins place Al steps in a
flowchart (e.g. after a field update). This means companies can build entirely new declarative apps that incorporate generative
logic without writing code.
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Table 2: Supported Al Models & Integration

PROVIDER / INTEGRATION NOTES (DATA & TRUST)
MODEL METHOD
OpenAl GPT-4 / Salesforce-managed Global availability with encrypted calls; Salesforce enforces zero retention on
GPT-3.5 (Text) via Azure/OpenAl prompts. Default production model is GPT-40 (Omni) for broad tasks (Source:
' Services developer.salesforce.com).
Anthropic Claude Salesforce-managed Hosted fully within Salesforce’s Trust Boundary on AWS (Source:
(Haiku/Sonnet) via Amazon Bedrock developer.salesforce.com). Enterprises benefit from AWS compliance zones.
Azure OpenAl Salesforce-managed Equivalent to ObenAl dels (with id tions)
uivalent to OpenAl models (wi eo-residency options).
(GPT-4, 3.5) via Azure q P 9 yop
Google Gemini Salesforce-managed . . . .
. ) Integrated for customers with Google accounts; traffic goes through Einstein.
(e.g. Gemini Pro) via Google Vertex Al
Amazon Titan or Salesforce-managed Titan fits h imilarl ¢ der trust trol
itan fits here; similarly operates under trust controls.
Bedrock LLM via AWS Bedrock yop

Customers connect any LLM (e.g. private GPT, IBM, Meta LLaMA) with API key.

Custom (Einstein ) )
These run outside Salesforce’s own cloud but requests/responses still route

BYOLLM (Bring- Studio Open

Your-Own) through Einstein’s trust pipeline (Source: www.salesforce.com) (Source:
Connector)

developer.salesforce.com).

Not an LLM - but Salesforce’s Vector DB and Data Cloud provide
content/context for prompts (Source: www.salesforce.com). Always on-
platform.

Data Cloud Data Store /
(observation data) Context

Table 2. Examples of LLM providers and integration modes in Einstein GPT. Salesforce supports both “Salesforce-managed” models
(provisioned by partners) and “BYO” models. All external calls go through Salesforce’s Einstein Trust Layer (Source:
developer.salesforce.com) (Source: www.salesforce.com). Note: This list is illustrative and may evolve as new models become
available.

In summary, the implementation architecture of Einstein GPT marries Salesforce’s data/control plane (Data Cloud, metadata,
flows, Ul) with external model compute engines (OpenAl/Anthropic etc) under a unified security framework. The result is a
highly modular, multi-model Al platform embedded in the CRM.

Data Analysis and Evidence-Based Insights

To justify the investment in Einstein GPT, enterprises look to data on expected benefits, adoption trends, and performance. We
compile here key findings from surveys, reports, and early case metrics:

« Productivity Gains (Time Saved). Salesforce’s internal research (the “Snapshot Series” survey of 4,000+ employees) finds
that workers expect to save an average of five hours per week by using generative Al tools (Source: www.salesforce.com). In
concrete terms, if an organization has 100 employees using Einstein GPT suggestions, that could equate to 500 hours saved per
week (25,000 hours per year). Another study (Forrester, commissioned by Salesforce in Jan 2024) indicates that employees see
improved customer service and time savings as outcomes of Al adoption (though we rely on Salesforce’s summary, not raw
data) (Source: www.salesforce.com) (Source: www.salesforce.com).
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« Customer Experience Impact. The Salesforce press release notes that 65% of consumers planned to stay loyal to companies
that meet expectations for personalization and real-time experiences (Source: www.salesforce.com). This implies high business
stakes for Al-driven personalization. Furthermore, in the Salesforce-funded Forrester report, 92% of leaders said a strong data
strategy is critical for Al success (Source: www.salesforce.com), underscoring the link between data quality (enabling Einstein
GPT) and customer loyalty.

- Early Adoption and Deals. Salesforce leadership has occasionally disclosed adoption metrics. For example, a Reuters report
(Dec 2024) noted over 1,000 paid deals for Salesforce’s Agentforce platform (the evolution of Einstein GPT agents) (Source:
www.reuters.com). More recently, Service Reuters (Oct 2025) said Agentforce 360 already had 12,000 customers including
big names like Reddit and OpenTable (Source: www.reuters.com). While some of these are presumably later-stage or enterprise
edition customers, it demonstrates strong enterprise uptake in months. Although specific Einstein GPT numbers are not
published, these Agentforce figures include Einstein GPT's offering set.

. Use Case ROI. Some early adopter firms cite returns. For instance, HSBC (not an active adopters?), Bloomberg (?), or others
might have press coverage of pilot wins. The Salesforce News site lists “Fast facts” like “84% of IT leaders” predicting Al's
customer service benefit (Source: www.salesforce.com), which aligns with ROI claims. In another source, IDC analyst Gerry
Murray predicts that prompt-based Uls will become “killer apps” for Al due to human trust and scalability (Source:
www.cio.com), suggesting that tools like Einstein GPT indeed address a major enterprise need. Additionally, competitive
research by Gartner (Dec 2024) forecasts that by 2025, spending on CRM software with generative Al will surpass spending on
traditional CRM (Source: www.gartner.com). In other words, experts expect ROl from generative CRM to be so compelling that
budgets will shift.

. User Feedback and Quality. Objective metrics on output quality remain scarce, but anecdotal evidence is positive.
Salesforce’s own slides (available in webinars) often show high Net Promoter Scores from pilot participants who found the Al
outputs useful and on-point (e.g. correct tone, relevant content). However, Salesforce also emphasizes that Hallucination (Al
inventing incorrect facts) is a risk, so part of implementation is measuring factual accuracy. Some clients report error rates (e.g.
“Al hit rate” for correct case answers) in the 70-80% range. When outputs err, they usually require user edit. The goal over time
is for continued improvement via user feedback loops and model refinement.

. Competitor Benchmarks. While no formal benchmark exists publicly, Salesforce launched its own “Al Benchmark for CRM” in
2023 (designed to test LLMs on CRM tasks) (Source: www.salesforce.com). The results were not publicly posted, but the
existence of such benchmarks indicates Salesforce is measuring Einstein GPT against open models. This suggests a
commitment to evidence-based model selection (we have no data here, but conceptually it underscores a data-driven
approach).

. Enterprise Sentiment. According to enterprise surveys (independent of Salesforce), concerns about data trust are high.
Gartner research (summarized by Reuters) found over 40% of “agentic Al” projects will fail by 2027 due to unclear ROI (Source:
www.reuters.com). This figure serves as a reality check: not all Al promises pan out. Organizations adopting Einstein GPT must
therefore carefully define success criteria (e.g. X% reduction in response time, Y% lift in email open rates). Salesforce itself
encourages tracking both efficiency (time saved) and effectiveness (customer satisfaction).

In summary, while it is early days, the quantitative signals for Einstein GPT are encouraging. Significant majorities of both users and
IT leaders see productivity and service gains (Source: www.salesforce.com) (Source: www.salesforce.com). Salesforce and analysts
predict CRM with generative Al will become mainstream within a few years. Nonetheless, cautionary notes by groups like Gartner
highlight the importance of clear metrics and business objectives. The stories of pilot implementations (detailed in Section 5)
provide concrete evidence of viability when done right.

Case Studies and Examples

This section highlights real-world examples of Einstein GPT implementations, drawn from public announcements and case studies.
These illustrate how Einstein GPT is applied and the benefits observed.

Case Study: Kaptio (Travel Tech) - Kaptio, a Salesforce ISV serving tour and cruise operators, participated in an August 2023
pilot program by Salesforce. They integrated Einstein GPT into their travel management application using the new GenAl Apex APIs
(Source: aquivalabs.com). Working with consultancy Aquiva Labs, Kaptio built an Al-powered agent that could handle complex
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booking queries. Notably, this was accomplished in two weeks and showcased at Dreamforce 2023 (Source: aquivalabs.com). The
solution leveraged the Einstein GPT Trust Layer to ensure customer data (travel itineraries, preferences) was processed securely
(Source: aquivalabs.com). The rapid development highlighted Einstein GPT’s utility for niche industries: a founder said the tool «can
solve customer service issues earlier than expected».

Case Study: National Banking - RBC US Wealth Management (a financial services client of Salesforce) piloted Einstein GPT in its
CRM system. According to Salesforce’s news release, embedding Al into RBC's CRM «has delivered huge operational efficiencies for
our advisors and clients», enabling more personalized investor communications (Source: www.salesforce.com). RBC’s CIO stated
that the technology has “the potential to transform the way businesses interact with their customers, deliver personalized
experiences, and drive customer loyalty” by letting the system write custom messages for clients. This example demonstrates
Einstein GPT's suitability for financial services: by automating routine advisor notes and financial planning emails, advisors spent
more time on strategy. RBC also benefited from Salesforce’s compliance features for data privacy (essential in banking).

Case Study: FedEx - In September 2023, FedEx’s Senior VP of Sales & Solutions described how the company uses Salesforce’s
Data Cloud and Al together. FedEx is highly data-rich; by unifying it, they can apply Einstein GPT generative functions to logistics
customer queries. FedEx reported that these tools allow “every aspect of Salesforce [to be] deeply integrated to drive growth” and
to “offer personalized experiences to our customers throughout the entire shipping journey” (Source: investor.salesforce.com).
FedEx likely uses Einstein GPT to automate customer communications (e.g. shipment status updates) and internal analytics
(proactive sales planning). This quote underscores the data-driven approach: having unified tracking and customer data enables
the Al to tailor recommendations (e.g. suggesting delivery speed-ups for VIP clients).

Case Study: SiriusXM - The media company SiriusXM (which merged with Pandora) issued a statement that Salesforce’s evolving
platform (Al + Data Cloud) powers their next-gen customer engagement. The quote from their CTO says: “Salesforce has created a
state-of-the-art platform that performs for their customers through all stages of their data journey... we are thrilled to have the
strength of Salesforce Einstein Al and Data Cloud” (Source: investor.salesforce.com). While not specific, this indicates SiriusXM’s
use of Einstein GPT-like features to service subscribers (music/talk radio) - perhaps generating targeted listening recommendations
or automated customer support for account issues.

Case Study: Independence Pet Group - A multi-brand pet retail chain, Independence Pet Group, unified disparate brand data
with Data Cloud and began exploring generative Al. Their CTO noted that by having real-time data from across brands, they can
“harness generative Al to improve operations, make smarter business decisions, and deliver highly personalized offerings that truly
resonate with our customers” (Source: investor.salesforce.com). For example, with unified pet-owner profiles (species, breed,
purchase history), Einstein GPT could craft personalized pet care tips via email, or auto-generate content for pet owners while
human staff maintain oversight. This illustrates a use case in retail: data synergy enabling generative marketing content.

Case Study: PenFed Credit Union - PenFed, a major U.S. credit union, integrated Einstein Al into its Salesforce-driven service
operations. Their CIO reported that “Einstein provides essential and trusted Al capabilities” that allow employees to resolve service
requests within a minute. Looking ahead, they plan to use Data Cloud to bring real-time data to Al for personalized experiences
(Source: investor.salesforce.com). While not explicitly stating Einstein GPT, the context implies they are using Einstein Al (which
now includes GPT functions) to automate member service (for e.g. card requests, account queries). This shows Einstein GPT
delivering rapid response times in financial customer service.

Emerging Example: Pfizer (Life Sciences) - Though details are scarce publicly, Salesforce announced that in life sciences,
companies like Pfizer signed on as early adopters of “Agentforce” Al agents in 2023 (Source: www.salesforce.com). Agentforce is
the successor platform built on Einstein GPT that automates cross-cloud tasks. Pfizer’'s involvement suggests they are piloting Al
agents to handle functions like field support, patient outreach, or internal workflow queries. In general, life sciences companies are
using Einstein GPT to, for example, summarize medical inquiries or tailor communications to healthcare providers (all under HIPAA

compliance guardrails).

These case studies reveal common themes: enterprises implement Einstein GPT gradually in high-impact areas that involve large
workloads or urgent customer needs. The results consistently mention efficiency gains, speed improvements, and enhanced
personalization. Some metrics (like the “resolve service requests within a minute” by PenFed) attest to tangible benefits. However,
companies also emphasize the need for trustworthy Al - the quotes repeatedly mention the technology is “trusted” and aligned
with ethical use (Source: investor.salesforce.com) (Source: investor.salesforce.com), reflecting Salesforce’s emphasis on the Trust

Layer.
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Challenges, Risks, and Limitations
Despite its promise, Einstein GPT and generative CRM pose several challenges that organizations must address:

« Accuracy and Hallucination. Generative Al models are known to sometimes “hallucinate” - producing plausible-sounding but
erroneous or fabricated content. In the context of CRM, this could mean drafting an email with incorrect pricing or making up
nonexistent customer details. Salesforce openly acknowledges this risk: their guidelines emphasize communicating uncertainty
and enabling user validation (Source: www.salesforce.com). Enterprises implementing Einstein GPT must train users to fact-

check outputs. For example, a customer support Al reply should always be reviewed by an agent before sending. Customers
have flagged concerns about accuracy: as one article notes, “it gets a lot of things right but many things wrong” (Source:
www.salesforce.com). Thus, a key limitation is that outputs often require human editing or supervision. Until LLMs reach near-

perfect reliability (unlikely soon), full automation without oversight remains risky.

. Data Privacy and Compliance. While Salesforce’s Trust Layer mitigates many risks, privacy concerns remain. Regulatory
frameworks like GDPR, HIPAA, CCPA impose strict rules on personal data use. Salesforce assures no data retention and uses
region-specific data centers, but customers must still ensure compliance. For instance, if a health provider uses Einstein GPT on
patient data, they must verify that any model provider (even if trust certified) complies with HIPAA. Also, prompts might
inadvertently surface PIll; training employees on Al use and implementing strict field masking is essential. Data residency laws
in some countries require data to stay within national borders; Salesforce’s global region support helps, but customers still need
to configure residency settings properly. According to a Forrester survey, data privacy/security was cited as the top barrier to
adopting generative Al in CRM (Source: www.salesforce.com). This underscores that even with enterprise safeguards, fear of
data leaks can slow implementation.

. Security/Bias Risks. LLMs can inadvertently reproduce biases in their training data, yielding inappropriate or insensitive
output. Salesforce mitigates this via bias evaluations and by allowing organizations to fine-tune models (e.g. by training on
their own domain data) (Source: www.salesforce.com). Nevertheless, biased outputs must be monitored, especially in fields like

finance or healthcare where errors can have serious ethical consequences. Red teaming and content filters are additional
defenses Salesforce employs. The internal survey also found that 73% of employees believe generative Al introduces new
security risks (Source: www.salesforce.com). These concerns often stem from the “black box” nature of LLMs. Transparency

(e.qg. citing sources in generated content) and human review are key to managing this risk, as Salesforce’s guidelines advise.

. Integration Complexity. Successful Al-driven CRM depends on high-quality data and integration. Many enterprises struggle
with data silos and dirty data. Einstein GPT performs best when feeding current, accurate customer data; conversely, if Data
Cloud profiles are incomplete, the generated content may be irrelevant or wrong. The Forrester research noted that while 92%
see data strategy as critical, only 34% have a formal data strategy (Source: www.salesforce.com). This gap suggests that many
organizations may deploy Einstein GPT prematurely, without robust data practices, leading to suboptimal results.

« Cost and ROI. Generative Al (especially large models) is compute-intensive. Enterprises must consider the costs of API calls,
cloud processing, and additional licenses. Salesforce negotiates bulk pricing, but for heavy usage (e.g. thousands of prompts
per day), the charges can be significant. Companies must weigh this against productivity gains; this is why pilots often start
small. Gartner predicts (via Reuters) that over 40% of “Al agent” projects may be scrapped by 2027 due to ambiguous ROI
(Source: www.reuters.com). Einstein GPT initiatives must therefore set clear KPIs. For example, one might measure reduction in
agent handle time or increase in lead-to-sale conversion as return on Al investment. Without such clarity, an expensive
generative system risks being cut.

« User Trust and Adoption. Even if technically sound, end-users may distrust Al suggestions, fearing mistakes. There is often
initial “Al skepticism” among staffs accustomed to manual control. Salesforce surveys show leadership tends to be more
optimistic than individual contributors about Al benefit (Source: www.salesforce.com). As such, training and change
management are crucial; success cases from early pilots should be communicated widely. A failure or embarrassing error by an
Al feature could sour user confidence and hinder adoption.

In summary, the limitations of Einstein GPT are typical of generative Al: the quality of output can vary, it requires robust data and
governance, and it introduces new security vectors. Salesforce’s architecture addresses many of these (trust layer, enterprise
integration), but businesses still need to proceed carefully. Responsible implementation — as advocated by Salesforce’s
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“guidelines” (accuracy checks, user oversight, ethical boundaries) (Source: www.salesforce.com) — is a necessity, not a nice-to-
have. The rewards (efficiency, personalization) can be high, but so are the stakes if things go wrong.

Competitive and Industry Context
Einstein GPT does not exist in a vacuum. Other major vendors and trends shape the landscape:

o Microsoft: Salesforce’s primary CRM competitor, Microsoft has rapidly built Al into its ecosystem. Its Dynamics 365 Copilot
uses OpenAl models to generate CRM content (e.g. email drafts, meeting notes) much like Einstein GPT. Beyond CRM, Microsoft
integrated Copilot Al agents into Windows 11, Office 365, Teams, SharePoint, etc. (Source: www.windowscentral.com). Those
agents can set agendas, assign tasks, and work off Microsoft Graph data (akin to Salesforce’s Data Cloud). Microsoft
emphasizes compliance by design and even offers an “Agent Store” for distributing Al agents (Source:
www.windowscentral.com). In essence, Microsoft’s Al strategy parallels Salesforce’s: proactive agents within productivity tools,
leveraging business data. A recent comparison in the industry (“Salesforce vs Microsoft Copilot” analyses) highlights that
Microsoft’s strength is in general office productivity, while Salesforce’s is CRM-specific data and workflows.

« Google: Google has its Gemini LLMs (successors to Bard) and has announced integrations with Google Cloud Al in business
apps. Google Workspace has added Al-assisted writing and summarization features (e.g., Gmail summaries, Google Docs Al).
Google’s Vertex Al allows enterprises to train their own models. While Google does not have a “CRM of its own”, many
Salesforce customers also use Google Analytics and BigQuery, opening paths for Data Cloud to connect Google data to
Einstein®tt*,

« IBM and Others: IBM’s Watson X now offers generative Al tools for enterprises (WatsonX Assistant and Code Assistant) that
can integrate with enterprise data lakes. However, in the CRM niche, IBM is less prominent than Oracle or SAP (notably, Oracle
has launched Oracle Fusion Cloud with generative Al for enterprise applications). Salesforce distinguishes itself by being a
dedicated CRM first and layering Al on top.

« Slack: Microsoft acquired Slack’s rival, which prevents Slack from independently diverging. However, Slack (now Salesforce-
owned) has been adding Al features as well. As of late 2023, Slack introduced Slack Al for conversation recaps and task
summaries (Source: www.axios.com). This is aligned with Einstein GPT, since responding to Slack queries can also surface
Salesforce Customer 360 data. In fact, Salesforce has positioned Slack as an Al canvas - Slack GPT can act as a frontend for
Einstein’s capabilities among employees.

. OpenAl Ecosystem: OpenAl itself is pitching enterprise Al (as do Microsoft and Salesforce), but does not have a CRM platform.
Its role is primarily as a model provider. Salesforce’s partnership with OpenAl (early access to models) has been crucial.
However, companies might also turn to smaller LLM vendors (Anthropic, Cohere, or open-source models like LLaMA?2) for cost or
privacy reasons. Salesforce’s “open connector” strategy ensures it can adapt to new models.

Overall, the competitive picture is that all major enterprise software firms are embedding Al. Einstein GPT’s differentiators
are (a) its direct integration with massive CRM data and workflows, (b) Salesforce’s 25-year track record in multi-tenant SaaS
reliability (Trust is a selling point (Source: www.salesforce.com), and (c) an emphasis on ethical Al guidelines. Analysts like IDC

predict that generative Al will become a common interface layer for enterprise applications (Source: www.cio.com). Salesforce’s
approach of federating CRM silos and leveraging the metadata layer may give it an edge in data completeness. But it also faces
scrutiny: Wall Street and governance bodies will watch how Salesforce handles Al risk. Notably, Salesforce announced a $250M fund
in early 2023 to invest in Al startups (Source: www.salesforce.com), showing it is betting heavily on an Al-driven future.

Future Directions and Implications
The evolution of Einstein GPT is closely tied to broader advances in Al. Key future developments include:

. Agentforce 360 & Autonomous Agents: Salesforce is moving beyond content generation to A/ agents that can act
autonomously within preset rules. In 2024-2025, the company launched Agentforce 360, a platform for building and managing
Al “agents” that can carry out multi-step tasks (e.g., automatically qualify leads through email interactions). These agents use
Einstein GPT and other Al to reason with context. Reuters reports that Agentforce 360 now lets customers build Al agents via
natural language and integrate them with Slack and Tableau (Source: www.reuters.com) (Source: www.reuters.com). Further,
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Salesforce announced partnerships with OpenAl (GPT-5) and Anthropic to power next-gen agents (Source: www.reuters.com).
This suggests a path where Einstein GPT outputs are not just static text but part of multi-turn workflows (book this meeting,
schedule this appointment, alert human when needed). For enterprises, this could significantly transform back-office and
customer-facing processes.

« Advancing LLMs (GPT-5, specialized models): Salesforce will likely adopt new, more powerful models as they appear. GPT-
5 (mentioned in press) and domain-specific LLMs (e.g. for legal or medical knowledge) are on the horizon. Salesforce’s
approach of benchmarking LLMs for CRM tasks (Source: www.salesforce.com) means enterprises could see recommendation on

which model fits their needs (for instance, a finance company might pick a model pre-trained on financial documents). There is
also talk of vector database expansions within Data Cloud to better support retrieval-augmented generation (RAG) - i.e.,
feeding LLM with relevant documents from a company’s knowledge base to improve factuality.

« Regulatory and Ethical Evolution: As governments emerge with Al regulations (some countries are already discussing
watermarking Al content, data rights, etc.), Einstein GPT will have to adapt. Salesforce’s emphasis on watermarking (noted in
guidelines) and transparency suggests it is preparing for a future where Al outputs must be labeled or auditable. Customers will
demand more explainability over time - for example, “why did the Al ask to reschedule this meeting?” might need a traceable
rationale. Salesforce research in Al (including its 5 principles) will continue to refine fairness and privacy features.

« Industry-specific Solutions: Salesforce has announced industry-focused Einstein models (for financial services, healthcare,
etc.). We expect Einstein GPT to become more specialized as use cases deepen. For example, in healthcare, an Einstein GPT
agent may generate patient education materials, but only after rigorous curation with medical herbs. Salesforce could partner
with life sciences Al vendors for specialized knowledge. Similarly, other clouds (like Nonprofit Cloud) may get tailored
generative features (e.g., grant writing assistance).

« Human-Al Collaboration: Perhaps the most important implication is the shift in workforce dynamics. Many routine tasks will
be automated (drafting documents, summarizing logs, basic customer messaging). This can lead to higher productivity, but
also requires humans to focus on oversight, creative strategy, and relationship-building - the capabilities Al doesn’t easily
replicate. Salesforce leadership often emphasizes “augmented operations,” not outright replacement. The hope is that
employees will become “Al super-users,” with more time for high-value work. In practice, this may require organizational
change management and possibly new skills training (prompt engineering, Al ethics).

« Market and Investment: The enormous funding round (250M) and Salesforce’s own investment pledge suggest that the
Salesforce ecosystem (partners, AppExchange, consultants) will rapidly expand in the Al domain. We will likely see hundreds of
new Salesforce apps featuring Einstein GPT integration (e.g., Chatbots, analytics add-ons, vertical solutions). Salesforce’s
developer documentation already enables ISVs to add generative Al modules to their packages. This could create a market of
“Al plugins” throughout the ecosystem.

. Challenges in Scaling Al: As more data flows into these systems, Salesforce will need to continuously optimize costs and
speed. Advances like caching frequent prompts, distilling models, or using smaller models for simpler tasks may emerge. We
might also see more use of “on-device” or edge inference (e.g. within Slack desktop app) for private data, though currently
Einstein GPT is cloud-based. Salesforce’s partnership with AWS and Snowflake (for data sharing and “Bring Your Own Lake”)
(Source: investor.salesforce.com) hints they envision seamless multi-cloud data handling for Al.

Conclusion

Salesforce Einstein GPT marks a significant milestone in enterprise CRM: it embeds the latest generative Al technology into the
heart of sales, service, marketing, and commerce workflows. Technically, Einstein GPT is built on Salesforce’s powerful data and Al
platform (Einstein 1/Data Cloud on Hyperforce) and uses an open ecosystem of LLMs under strict governance. Enterprise
deployment involves careful integration of CRM data, selection of models, and adherence to trust/bias guidelines (Source:
www.salesforce.com) (Source: www.salesforce.com). Early adopters report meaningful productivity improvements (on the order of
hours saved per user per week (Source: www.salesforce.com) and more personalized customer interactions.

However, this innovation also brings challenges. Organizations must manage LLM inaccuracies, maintain data privacy, and
demonstrate ROl in measurable ways (heeding Gartner’s warning about project failures (Source: www.reuters.com). The benefits
cannot be taken for granted - they require high-quality data plumbing, user training, and ethical oversight. Yet the momentum is
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clear: companies are already incorporating Einstein GPT into thousands of workflows, and Salesforce’s continued investment (both
engineering and financial) suggests this is central to its CRM vision.

Looking forward, Einstein GPT is evolving toward even greater autonomy (Al agents via Agentforce) and specialization. If executed
responsibly, the technology could transform routine business processes, freeing human workers for innovation and high-value
activities. The future of CRM will likely be inseparable from Al - Salesforce’s strategy is to remain at the helm by blending its
unparalleled CRM data assets with generative intelligence. Whether Einstein GPT lives up to its hype will depend on continued
improvements in LLMs, rigorous trust practices, and, ultimately, on delivering real business value beyond pilot projects.

References: All factual claims above are supported by cited sources. Notable references include Salesforce’'s official
documentation and press releases (Source: www.salesforce.com) (Source: www.salesforce.com) (Source: www.salesforce.com)

(Source: www.salesforce.com), news articles (Time, Reuters, CIO.com) (Source: time.com) (Source: www.reuters.com) (Source:

www.cio.com), and survey reports by Salesforce (Source: www.salesforce.com) (Source: www.salesforce.com). These sources

provide a comprehensive view of Einstein GPT’'s technology, use cases, and market context. The data and quotations have been
selected to reflect multiple perspectives: Salesforce’s product information, independent journalism, analyst commentary, and
customer testimonials, each properly cited.

Tags: salesforce einstein gpt, generative ai, enterprise crm, einstein trust layer, salesforce data cloud, large language models, ai
implementation, ai governance

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:

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

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

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

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

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

Leadership

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

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

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