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Why Businesses Continue to Choose Salesforce
in the Generative Al Era

Introduction

Generative Al is reshaping how organizations interact with data and customers. Tools like OpenAl's
ChatGPT have demonstrated the potential of Al to generate content and assist with tasks across
domains. In this landscape, businesses face a critical question: how do enterprise platforms like
Salesforce remain the CRM of choice amid a surge of generative Al capabilities? This report explores
Salesforce’s response to the generative Al wave and why companies continue to invest in its ecosystem.
We examine Salesforce’s key differentiators in the age of generative Al, how it has embedded Al (e.g.

Einstein GPT and Einstein Copilot) into its platform, and the real-world use cases unlocked in sales,

Page 1 of 31


https://cirra.ai/articles/generative-ai-lwc-form-builder
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-generative-ai-crm-strategy

C Cirra AI Analyzing Salesforce's Generative Al Strategy for CRM

marketing, customer service, and operations. We also compare Salesforce's Al ecosystem with
competing_ CRM platforms (Microsoft Dynamics 365, HubSpot, Zoho, and others), focusing on Al

capabilities, customization, security, compliance, scalability, cost, and ecosystem maturity. Citations from
primary sources, industry analysts, and Salesforce documentation are included to support a detailed, up-
to-date analysis.

Salesforce's Key Differentiators in the Generative Al Age

Several core factors set Salesforce apart as a CRM leader in the era of generative Al:

¢ Trusted Enterprise Al (Security & Privacy): Salesforce has made "trust” its #1 value, addressing a
major concern with generative Al adoption. The company introduced the Einstein GPT Trust Layer
as an industry-standard approach for secure, enterprise-grade denerative Al(Source:
salesforceben.com)(Source: salesforceben.com). This technology prevents large language models

from retaining sensitive customer data and ensures Al use adheres to data privacy and governance
requirements. In practice, Salesforce's Al Cloud separates customers' data from the Al model
processing it, so companies can leverage Al without exposing proprietary data (Source:

salesforce.com)(Source: salesforce.com). By building Al features with compliance in mind (HIPAA,
GDPR, FedRAMP, etc.), Salesforce provides a level of security and compliance assurance that
generic Al tools cannot easily match. In fact, Salesforce maintains a comprehensive set of
compliance certifications and attestations to validate its commitment to trust (Source:
compliance.salesforce.com). This focus on trusted Al gives businesses confidence to use generative

Al for mission-critical customer data and processes.

¢ Deep Integration with CRM Data & Workflow: Salesforce's generative Al is natively integrated
into the CRM workflow and data model. Rather than a standalone chatbot, Einstein GPT and the
newer Einstein Copilot work within Salesforce's Customer 360 platform, using the context of real-

time CRM data and metadata to produce relevant outputs. This is a crucial differentiator:
Salesforce’s Al is “grounded” in the company’s own customer data (from Salesforce Data Cloud) and
understands the CRM schema (via Salesforce’'s metadata layer) (Source: salesforce.com)(Source:

salesforce.com). For example, a sales rep can ask, "Generate an email for my top open deal this

week," and Einstein Copilot knows what a “deal” means in that specific Salesforce org, where to find
the data (opportunity records, contact details), and how to format a useful response (Source:
salesforce.com)(Source: salesforce.com). This context-orientation reduces hallucinations and makes

the Al output far more actionable than a generic Al that lacks business data awareness. In short,
Salesforce’s Al is embedded in existing workflows, not bolted on externally (Source:
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virtasant.com). Users can get Al assistance (content generation, recommendations, automation)
directly within Salesforce objects like leads, opportunities, cases, and campaigns, which streamlines
adoption and productivity.

e Open & Extensible Al Ecosystem: While Salesforce provides proprietary Al models (from its
Einstein Al stack), it embraces an open strategy allowing customers to choose or bring their own Al
models. Einstein GPT is described as “open and extensible”, supporting public models (like
OpenAl's) and private models, all purpose-built for CRM(Source: salesforce.com)(Source:

salesforceben.com). Out of the box, Salesforce integrated OpenAl's GPT-3.5/4 models for content
generation (Source: salesforce.com), but customers can also plug in other leading large language

models (LLMs) or even deploy their own domain-specific models. Salesforce’s Al Cloud supports
hosting third-party LLMs from providers like AWS (Amazon Bedrock), Anthropic, Cohere, etc., within
Salesforce’s trusted infrastructure, so data doesn't leave the Salesforce environment (Source:
salesforce.com)(Source: salesforce.com). It also supports a “bring your own model” (BYOM)
approach: organizations that have trained custom models (e.g. via Amazon SageMaker or Google

Vertex Al) can connect them to Salesforce's Al ecosystem while keeping data on their own

infrastructure (Source: salesforce.com). This flexibility means businesses aren’t locked into one Al
engine — they can leverage the model that best fits each task, all under Salesforce's security
umbrella. By contrast, many standalone generative Al tools offer only one model or lack enterprise
deployment controls. Salesforce’s open ecosystem (including an Al partnership fund of $250M to
foster startups) ensures that as Al evolves, the Salesforce platform can incorporate the latest
innovations or specialized models businesses may require (Source: salesforce.com).

e Complete Customer 360 and Industry Solutions: Salesforce's platform breadth remains a major
draw in the Al era. It offers a unified suite of applications (sales, service, marketing, commerce,
analytics, etc.) on a single platform, which means Salesforce's generative Al can be applied across
all customer touchpoints. Einstein Al capabilities were already delivering 200+ billion predictive
insights per day across Salesforce apps before the advent of generative Al (Source: salesforce.com).
Now, generative Al is being infused into every Salesforce cloud - Sales GPT, Service GPT,
Marketing GPT, Commerce GPT, Slack GPT, Tableau GPT, Flow GPT, Apex GPT, and more - as part of
the Al Cloud initiative (Source: salesforce.com)(Source: salesforce.com). No other CRM provider

offers this scope of out-of-the-box Al functionality spanning front-office to back-office processes.
Additionally, Salesforce has decades of experience building industry-specific CRM solutions (for
finance, health, government, etc.), and it is embedding Al into those industry clouds as well. This
domain depth is a differentiator noted by analysts: Salesforce excels in industry-specific solutions
and tailored Al, whereas some competitors focus more on horizontal integrations (Source:
virtasant.com). The result is that businesses in complex industries find Salesforce's Al is ready to use
with appropriate context for their sector, reducing the need for heavy customization.
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e Mature Ecosystem and Innovation Track Record: Finally, businesses trust Salesforce due to its
proven track record and ecosystem maturity. Salesforce has been the CRM market leader for over a
decade and consistently ranks as a Leader in industry evaluations. For instance, Gartner's Magic
Quadrant 2024 for Sales Force Automation once again positioned Salesforce Sales Cloud at the top

of the Leaders quadrant (for the 18th consecutive year) (Source: salesforce.com). Salesforce
earned the highest marks for “Completeness of Vision” and “Ability to Execute," reflecting both its
innovative roadmap and reliable delivery (Source: salesforce.com). Customers echo this, calling

Salesforce “a pioneer but still unbeatable” and noting its “platform scalability [and] numerous
features... benefit businesses of all sizes”(Source: salesforce.com). This long-term stability and

richness of features give enterprises confidence that Salesforce can meet their needs today and
adapt to future demands. Moreover, the Salesforce AppExchange marketplace offers over 7,000
third-party integrations and apps (with 4,000+ free) — vastly more than most competitors -
enabling companies to extend the platform easily (Source: datamation.com). A robust network of

consulting partners and developers further amplifies Salesforce’s value. In the generative Al context,
this means organizations can find pre-built solutions, implementation expertise, and a community of
innovation to help them harness Al quickly. The ecosystem’s size and maturity translate to faster
time-to-value compared to piecing together capabilities from scratch or adopting less established
platforms. Together, these differentiators - trust, data integration, openness, breadth, and
ecosystem strength — position Salesforce as a compelling choice for enterprises looking to leverage
generative Al within a proven CRM framework.

Einstein GPT and Salesforce’'s GenAl Integration Strategy

Salesforce's response to the generative Al trend has been bold and multi-faceted. In March 2023,
Salesforce announced Einstein GPT, dubbed “the world’s first generative Al for CRM”(Source:
salesforce.com). This marked a pivotal moment: Salesforce brought large-language model capabilities
directly into its CRM offerings, rather than leaving customers to experiment with external Al tools.

Einstein GPT's premise is to generate Al-created content across every Salesforce cloud on demand,
using natural language prompts (Source: salesforce.com)(Source: salesforce.com). The strategic goal is

clear — “make every employee more productive and every customer experience better” by infusing
generative Al into the flow of work (Source: salesforce.com).

How Einstein GPT Works: Under the hood, Einstein GPT combines Salesforce’s proprietary Al models
with an ecosystem of partner LLMs and real-time CRM data(Source: salesforce.com). When a user

prompts the Al (for example, "draft a follow-up email to this client about product X"), Einstein GPT can
tap into Salesforce Data Cloud - which unifies all of the company’s customer data — and retrieve
relevant context (e.g. past interactions, purchase history) (Source: salesforce.com). It then uses a large

language model to generate content that is grounded in that context. Notably, Salesforce provided out-
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of-the-box integration with OpenAl's GPT models at launch (Source: salesforce.com), signaling a
partnership approach. Salesforce CEO Marc Benioff framed it as “opening the door to the Al future for all

our customers” with generative Al, tightly integrated with Data Cloud and all Salesforce apps (Source:
salesforce.com)(Source: salesforce.com). The system is open — customers can accept the default

OpenAl integration or plug in another model of choice — and extensible, meaning it is designed to evolve
with new models and use cases (Source: salesforceben.com). By June 2023, Salesforce introduced Al

Cloud, a broad suite of generative Al capabilities across the platform, with Einstein GPT at its core and
the Trust Layer enforcing security (Source: salesforce.com). Al Cloud formalized Salesforce's strategy:

deliver “trusted, open, and real-time generative Al that is enterprise ready” across all applications
(Source: salesforce.com).

Einstein GPT in Action: Salesforce quickly rolled out specific generative Al features under the Einstein
GPT umbrella, tailored to various domains:

e Sales GPT: Helps sales teams auto-generate emails to prospects, draft call summaries, and even
suggest next steps. For example, Einstein GPT can create a personalized sales email or a call follow-

up based on CRM data, saving reps time (Source: salesforce.com)(Source: salesforce.com). It also

can propose meeting scheduling emails or recap key opportunity details. This feature entered pilot in
2023 and reached general availability soon after (Source: salesforce.com).

e Service GPT: Assists customer support by drafting knowledge base articles and agent responses
from past case notes (Source: salesforce.com). When an agent is solving a case, Einstein GPT can

suggest a relevant solution article or compose an initial reply using similar resolved cases as a guide.
It can summarize long case histories to speed up hand-offs. (Service GPT was in pilot as of mid-
2023 and quickly rolled out (Source: salesforce.com).)

e Marketing GPT: Generates marketing content and copy variations for emails, web pages, or ads on
the fly (Source: salesforce.com). Marketers can prompt Einstein GPT to create, say, a product

description or an email subject line tailored to a segment, and the Al will produce suggestions tuned
to the brand’s tone (using both the LLM and Salesforce's private models that know the customer
data) (Source: salesforceben.com). This helps marketers produce personalized content at scale.
Marketing GPT pilots began in mid-2023 (Source: salesforce.com).

e Commerce GPT: Provides Al-driven recommendations and insights for e-commerce teams - for
instance, suggesting product bundles, generating engaging product descriptions, or forecasting
inventory needs with narrative explanations. (Commerce GPT also entered early pilot programs in
2023 (Source: salesforce.com).)

e Slack GPT: Integrates generative Al into Slack collaboration. One early example was the ChatGPT
app for Slack (built by OpenAl with Salesforce partnership) which gives instant conversation
summaries and research tools right inside Slack (Source: salesforce.com). Salesforce has since
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worked on Slack GPT features like summarizing sales opportunity discussions or drafting updates,
leveraging the context of Slack channels plus CRM data. This bridges internal collaboration with Al
insights.

e Tableau GPT: Brings conversational Al to analytics — users can ask questions of their data (in natural
language) and get answers or visualizations generated on the fly. This lowers the barrier to insight,
enabling non-technical users to interact with Bl dashboards via Al. (Tableau GPT was slated for pilot
by late 2023 (Source: salesforce.com).)

e Flow GPT and Apex GPT: Helps in operations and IT by generating automation logic or code. Flow
GPT can assist in building workflow automations (Salesforce Flows) by interpreting a user’s intent
(e.g. "notify sales reps when a big deal closes”) and suggesting the flow setup. Apex GPT is geared
towards developers - it can generate snippets of Apex code or answer technical questions,
leveraging Salesforce's own LLMs like CodeGen and CodeT5+ (Source: salesforce.com). These tools

aim to increase developer productivity and reduce the skill barrier for customizing Salesforce with
code.

By embedding generative Al across these areas, Salesforce signaled that every part of the CRM
experience can be enhanced by Al — not just chatbots or a single use case. This comprehensive
integration is strategic: it reinforces Salesforce as the central platform for customer data and processes,
with Al supercharging each component. Rather than cede ground to third-party Al tools, Salesforce is
bringing Al directly to the user within the CRM Ul, which encourages users to stay in the Salesforce
ecosystem for their tasks.

Einstein Copilot — Conversational Al Assistant: In late 2023 and into 2024, Salesforce took the next
step by introducing Einstein Copilot, a conversational Al assistant that users can interact with in natural
language throughout the Salesforce platform. Think of Einstein Copilot as an Al chatbot embedded into
Salesforce apps (Sales Cloud, Service Cloud, etc.) that can not only answer questions but also take
actions on behalf of the user. Salesforce announced Einstein Copilot's general availability in April 2024,
positioning it as “the conversational Al assistant for CRM”(Source: salesforce.com). Unlike generic

assistants, Einstein Copilot is uniquely tied to Salesforce capabilities: it understands the company's
custom objects and business logic (thanks to metadata) and can execute multi-step workflows via
Copilot Actions(Source: salesforce.com)(Source: salesforce.com). This means a user can do things like

ask, “Find deals that are at risk this quarter and create a follow-up task for each”, and Copilot will retrieve
the data and perform the task (e.g. create tasks or update records) in one go. These Copilot Actions are
pre-built mini workflows that Salesforce has identified as common and valuable - for example,
“Summarize this opportunity” or “Draft an email to the contact” can appear as one-click suggested
actions in the Ul (Source: salesforce.com). It essentially collapses complex, multi-screen processes

into a simple conversation(Source: salesforce.com)(Source: salesforce.com). Early Copilot capabilities

for sales included generating close plans, explaining why a deal might be stuck, searching call transcripts
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for insights using retrieval augmented generation (RAG) techniques, and composing follow-up emails
from call notes (Source: salesforce.com)(Source: salesforce.com). In customer service, Copilot could be

asked to summarize a case or recommend an action (like escalating or ordering a replacement) based on
case data. Importantly, Einstein Copilot also features Copilot Analytics, a dashboard for admins to
monitor Al usage (e.g. which actions are popular, success rates), helping drive adoption and measure ROI
of the Al assistant (Source: salesforce.com)(Source: salesforce.com).

Salesforce distinguishes Einstein Copilot from generic chatbots by emphasizing it is “unified, trusted,
and grounded”: it's built on the Einstein 1 Platform (formerly called that; essentially the Salesforce
platform with unified data and metadata) and securely connects to company-specific data(Source:
salesforce.com). Because it knows the context (who the user is, what data they have access to, and how

Salesforce objects relate), Copilot can do things like instantly answer “What was discussed in my last call
with Acme Corp?" by pulling up the call transcript and summarizing it, something a standalone Al with no
CRM integration couldn’'t do without manual data input (Source: salesforce.com). This contextual

competence and ability to take direct action in CRM are big strategic differentiators. It addresses a
common enterprise challenge: employees have Al tools, but if those tools are disconnected from
enterprise systems, their output still has to be manually transferred or executed. Einstein Copilot closes
that loop by being inside the system of record (Salesforce). As of the announcement, Einstein Copilot was
available across core clouds and even on mobile (with voice input), further driving user convenience
(Source: salesforce.com).

From Copilot to Autonomous Agents (Agentforce): The trajectory of Salesforce's Al integration is
moving from assistance to autonomy. Salesforce has hinted at and begun rolling out Agentforce, which it
calls “the first digital labor solution for enterprises”(Source: salesforce.com). Agentforce is essentially

the evolution of Einstein Copilot into fully autonomous Al agents that can handle certain tasks end-to-end
without human intervention. For example, Salesforce in late 2023 showcased autonomous agents like an
"SDR (Sales Development Rep) Agent” that can qualify leads or a “Sales Coach Agent” that can
analyze a sales pipeline and give recommendations, all built on the Copilot/Agentforce infrastructure
(Source: salesforce.com). These agents use Salesforce’s workflow and Al capabilities to actually do parts

of a job automatically (like reaching out to a lead with an Al-generated email and only handing off to a
human when interest is confirmed). The introduction of these Agentforce capabilities — with no-code
templates and best-practice workflows baked in — signals Salesforce’s strategic aim to not just assist
humans but to automate complete processes in a trusted way(Source: salesforce.com). It's an answer

to the trend of "agentic Al,” where Al agents perform autonomous interactions. Salesforce’s competitive
stance here is important: CEO Marc Benioff even quipped that Microsoft's approach (Copilot) was like
“Clippy 2.0”, implying it's a mere assistant, while Salesforce aspires to transformative Al agents (Source:
virtasant.com). Microsoft, of course, is also moving fast in this space (as we discuss later), so this
competition is driving rapid innovation.
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In summary, Salesforce has tightly integrated generative Al into its platform as a core feature, not a side
experiment. Einstein GPT brought content generation to every CRM function; Einstein Copilot made Al
conversational and action-oriented inside Salesforce; and the emerging Agentforce concept pushes
towards autonomous enterprise agents. This layered integration — all under a governance framework (the
Trust Layer) — strengthens Salesforce’s value proposition. Businesses choosing Salesforce get an Al-
enhanced platform out-of-the-box, with capabilities that would otherwise require stitching together
multiple tools or custom builds. The strategic implication is that Salesforce is positioning itself as the
one-stop shop for enterprise Al CRM, allowing companies to leverage cutting-edge Al safely, at scale,
and with minimal friction.

Enterprise Use Cases: Generative Al in Action for CRM

One reason businesses continue to choose Salesforce is the tangible impact its Al features have on core
enterprise use cases. Generative Al isn't just theoretical within Salesforce — it's driving real improvements
in how companies sell, market, support customers, and run operations. Let's explore specific use cases in
each domain and how Salesforce's Al (often in combination with generative Al) is applied:

Sales and CRM Automation

Sales is a natural fit for generative Al given the high volume of communications and data analysis
involved. Salesforce’s Al capabilities are helping sales teams focus on selling rather than administrative
tasks:

¢ Automated Email Drafting and Follow-Ups: Sales reps spend significant time composing outreach
emails and follow-ups. With Einstein GPT (Sales GPT), reps can auto-generate personalized emails
to prospects and customers in seconds (Source: salesforce.com)(Source: salesforce.com). The Al

uses CRM data (lead information, past interactions, product interest) to tailor the content. For
example, if a salesperson needs to follow up after a meeting, Einstein Copilot can produce a
summary email highlighting the prospect’s needs and next steps. Microsoft's equivalent feature in
Dynamics 365 Copilot also demonstrates the value: it can create an email summary of a Teams
meeting, pulling in details like product and pricing discussed, and even draft responses to customer
inquiries (Source: blogs.microsoft.com)(Source: blogs.microsoft.com). These capabilities save time

and ensure prompt, context-rich communications. According to Futurum Research, sellers spend up
to 66% of their day on email-related tasks (Source: blogs.microsoft.com) — Al-generated responses

can significantly cut that down, giving reps more time to engage live with customers.

e Deal Insights and Forecasting: Sales managers can leverage Al to analyze pipelines and identify
risk or opportunities more quickly. Einstein Copilot, for instance, allows a manager to ask questions
like “Which deals are at risk of slipping this quarter?” and get a natural language summary of at-
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risk deals with reasons (e.g. stalled engagement, missing decision-makers) (Source:
salesforce.com). It can interpret unstructured data like call notes for sentiment or clues (using RAG

on conversation transcripts) (Source: salesforce.com). Similarly, managers can request a forecast

explanation - “Why might we miss our target?” — and the Al will highlight key factors (like certain big
deals unlikely to close on time). These insights were previously buried in reports and required manual
analysis; generative Al brings them to the surface conversationally. Organizations that have adopted
Al for analytics report measurable gains — Microsoft internally found that sales teams using Copilot
achieved 9.4% higher revenue per seller and closed 20% more deals, thanks in part to Al-driven
guidance and analytics (Source: virtasant.com)(Source: virtasant.com). Salesforce's own Al-driven
sales tools similarly claim to boost win rates by prioritizing the best leads and recommending next

actions.

e Task Automation and Data Entry: Salespeople often grapple with CRM data entry and updating
records — areas ripe for Al assistance. Einstein Copilot's Copilot Actions enable commands like “Add
this contact to the opportunity and schedule a meeting next week” — which the Al can execute
immediately, updating CRM fields and creating calendar invites (Source: salesforce.com)(Source:

salesforce.com). This turns a multi-click process into a single request. Furthermore, Al can auto-log

call notes by transcribing and summarizing voice calls (Salesforce has features via Einstein
Conversation Insights that do this, and Copilot can then generate tasks from those notes). By
reducing manual CRM upkeep, sales reps have more capacity to focus on relationship-building.
There's also an emerging trend of Al SDRs (Sales Development Representatives): autonomous
agents that can engage leads in initial email conversations. Salesforce’s Agentforce SDR Agent is an
example — it can handle lead qualification dialogues via email or chat, handing off to a human rep
when the lead is warm (Source: salesforce.com). This kind of Al-driven lead engagement can

expand a sales funnel without proportional headcount increase. Early results are promising; one case
study noted by Accenture showed a retailer using Al in marketing/sales cut analysis time dramatically
and gained $300M in sales through better targeting (Source: virtasant.com)(Source: virtasant.com),

which includes identifying and acting on leads more efficiently — something Al SDRs could amplify.

In practice, companies have reported strong outcomes from applying Al to sales. For example, RBC
Wealth Management stated that “embedding Al into our CRM has delivered huge operational efficiencies
for our advisors and clients” and sees the technology transforming how they interact with customers to
drive loyalty (Source: salesforce.com). The ability of Salesforce’s Al to continuously adapt content to real-

time customer data means sales communications can be both timely and highly personalized (Source:
salesforceben.com) — a combination that is proven to increase engagement rates. Overall, businesses

choose Salesforce because its generative Al features directly address sales productivity pain
points: writing emails, updating CRM, analyzing pipeline, and onboarding new leads. When evaluating
ROI, sales leaders see these as concrete improvements that can translate to more deals closed with the
same or less effort.
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Marketing and Commerce

Marketing teams benefit from generative Al's ability to produce and tailor content at scale, as well as
derive insights from large datasets. Salesforce’'s Marketing GPT and related Al tools target several use
cases:

e Content Generation and Personalization: Crafting compelling marketing copy (for emails, ads,
social posts, landing pages) often takes significant time and creative effort. Generative Al can serve
as a creative assistant by generating draft content that marketers can refine. Salesforce Marketing
GPT allows users to prompt the Al for different versions of copy for a given campaign and

automatically tailor those to different segments (Source: salesforce.com). For instance, a marketer
could ask, “Give me three variations of a product announcement email: one for tech-savvy
customers, one for budget-conscious customers, and one for new leads.” The Al, informed by
customer data segments in Salesforce, can produce those versions. HubSpot has a similar feature in
its content assistant (part of Breeze Al), where marketers can prompt ideas for blog posts or social
content and get Al suggestions (Source: hubspot.com)(Source: hubspot.com). The key difference is
Salesforce’s content generation can be dynamically inserted into campaigns at send time - truly
one-to-one personalization. For example, with Einstein, email marketers can insert an Al-generated
sentence that's unique to each recipient (like referencing their industry trends) based on live data.
This level of personalization at scale can boost engagement: customers are more likely to respond to
content that feels tailored.

¢ Audience Segmentation and Insights: Before generative Al, creating complex audience segments
(for targeting) or deriving insights from customer data required SQL queries or analysts. Now,
marketers can use natural language to query customer data platforms (CDP). Salesforce’'s Data
Cloud combined with Einstein GPT enables scenarios like, “Find a segment of high-value customers
in the finance industry who showed interest in product X in the last 3 months”, and the Al will create
that segment or even suggest additional segments that might be effective (Source:
blogs.microsoft.com)(Source: blogs.microsoft.com). Microsoft's Copilot in Dynamics Customer

Insights similarly lets marketers converse with the data to get segment ideas or understand customer
attributes (Source: blogs.microsoft.com). This dramatically lowers the skill barrier for data-driven

marketing. Additionally, generative Al can analyze campaign performance and summarize key
learnings (e.g. “Your July email campaign saw higher click-through from segment A, likely because
of [factor]. Consider adjusting message Y for segment B."). Marketers thus gain an Al partner that
not only crunches numbers but narrates the story behind them.

e Campaign Automation and Orchestration: Another use case is using Al to generate entire
campaign workflows. For example, given a marketing goal, an Al could propose a series of steps:
target audience, recommended channels, content themes, and timeline. Salesforce's vision here is
evident in its acquisition of marketing automation tools and layering Al: an Al might soon build a draft
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journey in Marketing Cloud Engagement when asked “Create a re-engagement journey for lapsed
customers with a promo offer”. While not fully automated yet, the pieces (content generation,
segment selection, timing optimization through Einstein Send Time Optimization) are coming
together. HubSpot's Campaign Assistant (part of ChatSpot) also previewed such capabilities, like
assembling a basic campaign structure via chat.

e E-Commerce Product and Experience Al: In commerce (online retail), generative Al helps with
product content and recommendations. Salesforce Commerce GPT can auto-generate product
descriptions from specs (much like Dynamics 365 Business Central Copilot does for product listings
(Source: blogs.microsoft.com)). It can also provide Al-driven commerce insights — e.g. which

product categories to stock more of, which customer segments to upsell — by analyzing transactions
and customer reviews, then explaining in natural language. Another growing use case is Al-generated
imagery or layouts for e-commerce (outside the immediate scope of text-based generative Al, but
related). Salesforce has not announced an image-gen in Commerce Cloud yet, but partners could fill
that gap.

Real-world impact: Early adopters of Al in marketing have seen significant efficiency and effectiveness
gains. According to an Accenture study, a major retailer using Al to optimize marketing spend saw
analysis time drop from five months to five weeks and achieved an additional $300 million in sales
through more precise targeting (Source: virtasant.com)(Source: virtasant.com). This underscores how
Al's ability to rapidly sift data and recommend actions can yield revenue benefits. On the content side,
Salesforce’s own marketing teams have noted faster content turnaround. With Einstein GPT, what used to
take a copywriter hours can be drafted by Al in minutes and then polished by humans. The consistency Al
brings (e.g. always using the latest approved messaging, never forgetting to include a CTA) also improves
quality control.

In summary, Salesforce’s generative Al appeals to marketers by accelerating content creation,
enabling data-driven decisions through simple Q&A, and enhancing personalization. Businesses
choosing Salesforce can empower their marketing departments to do more with less, scaling campaigns
and crafting individualized customer journeys that would be impractical manually. This capability is
especially crucial as marketing becomes ever more omnichannel — Al helps coordinate messaging across
email, social, web, and ads with a unified "brain” behind it.

Customer Service and Support

Customer service is an area where generative Al can have transformative effects, and Salesforce has
heavily invested in Al features for support via Einstein for Service. Companies continue to choose
Salesforce for service operations because it offers Al to improve both agent productivity and customer
self-service:
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e Al-Assisted Agent Responses: One of the most immediate applications of generative Al in service
is drafting responses to customer inquiries. When a support ticket or chat comes in, Einstein GPT for
Service can generate a suggested reply for the agent, pulling in relevant knowledge base articles or
past case resolutions (Source: salesforce.com)(Source: salesforce.com). The agent can then review,

edit if needed, and send - saving substantial time. Oracle’s CX platform, for example, introduced
similar “Assisted Agent Responses” with generative Al, where the Al uses the history of the
interaction to draft an initial reply for the service agent (Source: oracle.com)(Source: oracle.com).
This is especially valuable in high-volume environments (e.g. e-commerce or telecom support) where
agents handle repetitive questions — Al can draft a consistent, informative answer every time. The
impact is evidenced by real metrics: Iron Mountain, a Salesforce customer, saw an 80% case close
rate with Al-generated responses, and notably 76% of those Al-crafted replies required no human
editing(Source: virtasant.com). This indicates the Al's quality was high enough to often be used
verbatim. Additionally, Iron Mountain's chat abandonment dropped by 70% after implementing
Einstein Al in service (Source: virtasant.com) - likely because responses were faster and more
accurate, keeping customers engaged instead of frustrated. These are powerful results that justify
the investment in Salesforce’s Al-powered service cloud.

e Knowledge Article Creation and FAQ Automation: Agents and content teams normally spend time
creating knowledge base articles to document solutions for reuse. Generative Al can automate that
by turning resolved case notes into draft knowledge articles. Einstein GPT for Service does exactly
this — after a case is closed, it can output a summary of the problem and the solution steps as a
formatted article (Source: salesforce.com). Oracle's generative Al features similarly include “Assisted

Knowledge Articles” to speed up knowledge base content creation for emerging issues (Source:
oracle.com). The benefit is twofold: agents get more up-to-date articles to consult (since Al helps
publish them quickly), and customers using self-service portals find answers faster. Al can also
power conversational FAQ capabilities. For example, with the Einstein Copilot or bots integrated
with Einstein GPT, a customer can ask a question in a chatbot and the generative Al will formulate an
answer drawing from knowledge articles and case data (Salesforce uses a form of RAG here to
ensure accuracy). This provides more accurate answers than a traditional keyword search. The Al
can even clarify ambiguous queries through dialogue. Companies like Zoho are also moving this
direction — Zoho's Zia can use OpenAl to answer tickets by summarizing across internal knowledge,
and they've launched Zia Customer Support Agent as a pre-built autonomous agent for frontline
queries (Source: reworked.co)(Source: reworked.co).

e Case Summarization and Next-Best Actions: Agents often have to read through lengthy case
histories or multi-interaction threads to understand an issue. Generative Al can instantly summarize
a case’s history and highlight the key details (customer info, what's been tried, current status).
Einstein Copilot, for example, can produce a summary of an ongoing support case for an agent just
coming on shift, ensuring nothing is missed. Oracle's Al also introduced “Customer Engagement
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Summaries” that incorporate all communications to brief a manager or a level-2 agent on what
happened in a complex case (Source: oracle.com)(Source: oracle.com). This saves time and prevents
errors in hand-offs. Additionally, Al can recommend next-best actions for service: e.g. “This
customer has called 3 times on the issue; maybe offer a discount or escalate to tier-2 support.”
While some of this falls under predictive analytics, generative Al makes it more accessible by
explaining why it suggests a certain action (drawing on policies, similar past cases, etc.).

¢ Autonomous Support Agents and Self-Service: Salesforce’s vision with Agentforce includes digital
agents that might handle tier-1 support entirely. For instance, an Al Customer Support Agent could
converse with customers in chat to troubleshoot common issues (resolving them using scripted flows
and generative answers), only escalating to humans for novel or complex problems. Zoho has
announced Zia Customer Support Agent and even an IT Help Desk Agent that act in this capacity
across their suite (Source: reworked.co). Salesforce likely will deploy similar “pre-built” agents for
common support scenarios (password resets, order status, etc.). These Al agents can be available
24/7, scaling support without linear cost increases. Companies are indeed adding more automation
and Al-driven self-service to cope with support demands — IDC's research VP Aly Pinder noted that
many orgs struggle to fill support roles and are turning to digital assistants to keep up with customer
expectations (Source: oracle.com)(Source: oracle.com). The consensus is that Al can handle a
growing portion of routine service interactions, and Salesforce provides the platform to do so (with
its Einstein Bots and now generative enhancements to make those bots more "human-like" in
answering).

From an outcomes perspective, customer service improved by Al can mean faster response times and
higher customer satisfaction. Salesforce often cites that Al features in Service Cloud lead to significant
reductions in case handling time. One stat: Salesforce's internal deployment of Einstein in service
resulted in sales operations (supporting the sales org) closing chats 80% faster using Einstein 1 Service,
and they saw a 52% increase in customer self-service satisfaction (Source: virtasant.com)(Source:
virtasant.com). These figures demonstrate that when the Al can handle simpler queries and guide
customers to answers quickly, it frees human agents to focus on complex, high-value cases — improving
morale and efficiency. Businesses choose Salesforce for service operations because it not only provides
these Al tools, but does so with an enterprise lens (security of customer data, integration with case
management, and the ability to tune the Al with company knowledge). This ensures that the Al's
contributions are accurate and contextually relevant, which is crucial for maintaining customer trust when
an Al is responding on the company's behalf.

Operations, IT, and Other Enterprise Functions

Beyond the front-office functions of sales, marketing, and service, generative Al in Salesforce also
supports a variety of operational and IT use cases that are important to large organizations:
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e Analytics and Business Intelligence: Company leaders and operations analysts spend time
interpreting dashboards and reports. With Tableau GPT and Einstein Discovery, users can ask plain-
English questions of their data and get instant answers or summaries. For example, “Why did our
West region Q3 sales dip compared to Q2?” could yield a narrative explanation pointing to specific
factors (maybe a supply issue or a specific product decline) along with visuals. Generative Al can
also auto-generate slide commentary or executive summaries from data — effectively doing the first
draft of a business report. This helps operations teams make faster decisions without waiting on data
analyst teams for every query. It also democratizes insights — a manager who isn't a data expert can
still leverage the data via Al. This use of Al aligns with Salesforce’s push for “Analytics for Everyone”
and is a differentiator against competitors with less mature Bl integration.

e IT and Developer Assistance: Salesforce is a platform often maintained by admins and developers
who write code (Apex, LWC, etc.) or build automations. Generative Al assists here by accelerating
development tasks. Einstein GPT for Developers (and CodeGen, the Salesforce Al research models)
can generate code snippets or suggest fixes for errors (Source: salesforce.com). An admin can type

a request like “Create a validation rule that ensures the close date isn’t in the past” and the Al could
output the formula or trigger code needed. This lowers the barrier for less-experienced admins to
implement complex logic. Microsoft's Power Platform has a similar feature (Power Apps ideas and
Copilot in Power Automate) where you describe the logic and it builds the flow - reflecting an
industry-wide trend of Natural Language to Code. Additionally, Salesforce introduced Flow GPT to
help build automated workflows by describing them, and Apex GPT to aid in writing Apex functions.
On the IT helpdesk front (internal IT operations), Salesforce's IT Service Center (built on Service
Cloud) could leverage Al to handle employee requests — similar to how customer service works, but
for internal support (e.g., “reset my VPN” tasks handled by an Al agent). In fact, Salesforce partner
implementations already use Einstein Bots internally for common IT queries, and with generative Al
these bots become even more proficient at understanding and resolving user requests (with less
rigid scripting).

e Cross-Functional Operational Insights: Operations executives often need to correlate information
across sales, support, finance, etc. Generative Al can act like an enterprise copilot that can pull
together data from multiple sources. For example, Salesforce's vision with Slack GPT is that a COO
could ask in a Slack channel, “Give me a summary of last week’s operational KPIs and any
anomalies”, and the Al could compile a brief pulling from Salesforce (sales numbers), Service Cloud
(ticket volumes), maybe Tableau metrics, and even external systems integrated via MuleSoft. This
kind of conversational Bl saves time coordinating between departments. It's in early stages, but the
pieces (Slack integration, MuleSoft's secure data access, generative summarization) are being
assembled by Salesforce.
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e Supply Chain and Other ERP-Adjacent Processes: While Salesforce is not an ERP, in some
operational areas it overlaps (e.g., field service, partner management). Competitors like Microsoft
have shown how generative Al can assist in supply chain issues — Dynamics 365 Copilot can
summarize external events (weather, geopolitical issues) that might impact supply chain and even

draft emails to alert partners (Source: blogs.microsoft.com). Salesforce doesn't directly manage
supply chain execution, but its platform (through partner apps or MuleSoft) can connect to those
systems. In an extended sense, an ops manager could use Salesforce’s Al to orchestrate workflows
that involve multiple steps - e.g., if inventory is low, auto-generate a message to procurement. Also,
Salesforce’s Field Service could use generative Al to help field technicians (similar to Oracle’s Field
Service Recommendations that suggest troubleshooting steps based on symptoms (Source:
oracle.com)). A Field Service technician using a mobile app could ask Einstein Copilot, “How do |
resolve error code 100 on the turbine machine?”, and the Al (trained on equipment manuals and past
fixes) could provide a step-by-step solution.

Overall, these operational use cases show Salesforce's Al is not limited to customer-facing
processes, but also enables internal efficiency and decision-making. Companies choose Salesforce
knowing that its Al capabilities can be applied broadly: from generating code for a custom app, to
summarizing a CEO's quarterly metrics, to helping HR draft policy documents (yes, even HR can leverage
Salesforce if using the platform for HR Helpdesk or communications). Moreover, because Salesforce's Al
can integrate data from various sources (through its open ecosystem and MuleSoft), it can serve as an
integrative layer, giving a unified Al view even if the data lives partly outside Salesforce. This is appealing
for large organizations that have complex IT landscapes — Salesforce can be the anchor for their Al
strategy, rather than relying on disparate Al tools for each department.

In all these use cases across sales, marketing, service, and operations, the common theme is enhanced
productivity, better insights, and greater personalization/automation, delivered in a user-friendly
way (natural language, integrated in one platform). Businesses see Salesforce's Al not as gimmicks, but
as practical tools that their teams can use daily to work smarter. This drives continued adoption of
Salesforce, as companies prefer a trusted, integrated solution for Al-powered CRM over piecemeal
alternatives.

Salesforce vs. Competing CRM Platforms: Generative Al
Ecosystem Comparison

Salesforce is not alone in infusing generative Al into its CRM offerings — major competitors like Microsoft
Dynamics 365, HubSpot, Zoho, Oracle, and others have all introduced Al assistants or features.
Professional buyers carefully evaluate these ecosystems. Below, we compare how Salesforce's Al
ecosystem stacks up against key competitors in the CRM space:

Page 15 of 31


https://blogs.microsoft.com/blog/2023/03/06/introducing-microsoft-dynamics-365-copilot/#:~:text=a%20few%20clicks.%20,potential%20disruptions%20before%20they%20happen
https://www.oracle.com/news/announcement/ocw-generative-ai-customer-experience-2023-09-19/#:~:text=to%20an%20expert%20resource.%20,site%20visits
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-generative-ai-crm-strategy

C Cirra AI Analyzing Salesforce's Generative Al Strategy for CRM

¢ Microsoft Dynamics 365 (and Power Platform): Microsoft has aggressively integrated generative
Al, branding its solutions as Copilot across Dynamics 365 CRM/ERP and the Office suite. Announced
just one day before Salesforce's Einstein GPT (in March 2023), Dynamics 365 Copilot similarly
provides “interactive, Al-powered  assistance across business functions”(Source:
blogs.microsoft.com). Microsoft's approach leverages OpenAl's GPT-4 model via Azure OpenAl
Service and deeply ties into Microsoft 365 tools (Outlook, Teams, Excel). For example, in Dynamics

Sales, Copilot can draft email responses and meeting summaries that pull CRM data directly into
Outlook (Source: blogs.microsoft.com). In Customer Service, it can answer customer queries and

even create Power Virtual Agents bots on the fly using company knowledge bases (Source:
blogs.microsoft.com). Microsoft's unique strength is the seamless integration with the

productivity apps workers use daily — a sales rep can have Al that works in Outlook or Teams as well
as in CRM. Additionally, Microsoft's Copilot is positioned as an orchestration layer that can operate
across multiple databases and systems (“multi-repo CRUD,” as CEO Satya Nadella described)
(Source: virtasant.com)(Source: virtasant.com). This means Microsoft aims for Al to span CRM and
ERP, giving it a potentially broader scope in operations than Salesforce, which focuses on front-
office. According to an official Microsoft blog, “the world’s first copilot in both CRM and ERP” was
their vision (Source: blogs.microsoft.com) — indeed, they have Copilot for Supply Chain, Finance, etc.

This is attractive for organizations already in the Microsoft ecosystem or those wanting a single Al
strategy covering office productivity and business apps. Microsoft also touts rapid adoption: by late
2023, 60% of Fortune 500 companies had adopted Microsoft 365 Copilot in some form (Source:
virtasant.com). Such penetration gives Microsoft a strong case, as businesses see its Al becoming
ubiquitous. On the flip side, Salesforce has an edge in CRM-specialized functionality and
industry depth, as noted earlier (Source: virtasant.com). Microsoft's CRM market share, while
growing, is still smaller (roughly 91,000 customers vs Salesforce’'s 202,000+ (Source:
virtasant.com)). Gartner and Forrester consistently rank Salesforce and Microsoft as the two
leading CRM platforms, with Salesforce often slightly ahead in current offering (Source:
virtasant.com). In practice, many enterprises might use both (Salesforce for CRM, Microsoft for
productivity) and integrate them. But for those considering Dynamics 365 instead of Salesforce, they
weigh tighter MS Office integration and potentially lower licensing cost (Dynamics can be
cheaper per user, especially if bundled in a Microsoft enterprise agreement) versus Salesforce’'s
richer CRM-specific features and larger ecosystem. The rivalry is intense — as one industry article
quipped, it's full of “clapbacks and potshots,” with each side trying to one-up the other on Al
capabilities (Source: virtasant.com). Ultimately, Salesforce's approach of embedding Al within CRM
workflows contrasts with Microsoft's vision of Al across workflows as a layer on top (Source:
virtasant.com). Each has merit, and businesses will choose based on whether they prioritize an Al
deeply tuned to CRM (Salesforce) or one that spans broadly across their Microsoft stack (Dynamics).
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e HubSpot: HubSpot, a popular CRM for small and mid-sized businesses, has also jumped into
generative Al, though on a more modest scale. HubSpot introduced ChatSpot (an Al conversational
assistant created by HubSpot's CTO, using OpenAl) in early 2023, and more recently a suite called
Breeze Al. ChatSpot.ai (in beta) allows HubSpot users to ask questions or give commands in plain
language — for example, “Show me contacts added last week” or “Draft a follow-up email for lead X"
— and it executes them inside HubSpot (Source: datamation.com). Essentially, it's similar to Einstein

Copilot's concept but for the HubSpot interface. HubSpot also added content generation features
across its marketing tools (e.g., writing blog posts, landing page text, calls-to-action suggestions)
and sales tools (drafting emails, summarizing call notes). Under the “Breeze"” branding, HubSpot
offers:

o Breeze Copilot: a conversational assistant using generative Al plus HubSpot CRM data (Source:
hubspot.com)(Source: hubspot.com).

o Breeze Content/Prospecting Agents: Al agents specialized in tasks like creating blog content,
social media posts, or sales prospecting sequences (Source: hubspot.com)(Source:
hubspot.com).

o Breeze Intelligence: data enrichment and intent detection using Al on HubSpot's large dataset of
company info (Source: hubspot.com)(Source: hubspot.com).

The focus for HubSpot is making Al easy to use and immediately useful for growth teams that may
not have dedicated analysts or developers. HubSpot's Al features are accessible to users with
minimal setup and often included in the platform (for example, some Al tools are available even in
HubSpot's free or lower-tier plans, whereas Salesforce’s advanced Al might be add-ons or in higher
editions). Where Salesforce shines for large enterprises with complex needs, HubSpot positions itself
as a more approachable solution that "just works” out-of-the-box. Indeed, in side-by-side
comparisons, HubSpot is often noted as more cost-effective and user-friendly, while Salesforce
offers more advanced capabilities at a higher price (Source: datamation.com)(Source:

datamation.com). For Al specifically, Salesforce currently has a broader and more mature set of Al

features (Einstein has been around since 2016 for predictive analytics, and Einstein GPT/Copilot are
at the cutting edge in 2024). HubSpot is rapidly adding Al, but as of 2024 some of it is still in beta or
early stages (ChatSpot was in alpha/beta for a long time). A 2024 Datamation review explicitly stated
Salesforce is best for Al tools and advanced analytics, whereas HubSpot's Al (e.g. ChatSpot) is still
developing (Source: datamation.com)(Source: datamation.com). That said, for an SMB or a team

without a dedicated Salesforce admin, HubSpot's simpler Al might be sufficient and easier to adopt.
It's also worth noting HubSpot’'s Al doesn’t yet incorporate an equivalent to Salesforce’s Trust Layer —
HubSpot relies on OpenAl but doesn't offer the same level of data isolation or choice of LLM
providers (as of our latest info). Enterprises concerned with data governance might lean toward
Salesforce for that reason alone. In summary, HubSpot's generative Al is growing quickly
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(content agents, ChatSpot, etc.), but Salesforce’'s Al ecosystem is more extensive and
enterprise-grade. Companies that need robust Al-driven automation at scale and deep
customization will lean Salesforce, while those prioritizing cost and simplicity might consider
HubSpot sufficient for their needs.

e Zoho CRM: Zoho is known for its broad suite of business applications at a relatively affordable price
point, targeting SMBs and some mid-market companies. Its Al assistant Zia has been part of Zoho
CRM for years, initially offering predictive insights and basic chat capabilities. In the generative Al
boom, Zoho integrated OpenAl’s ChatGPT into Zia, essentially empowering Zia to use generative
Al for content and answers within the Zoho ecosystem (Source: zoho.com). For example, Zia can now
draft emails, summarize tickets, or generate text for social media directly in Zoho's apps, similar to
Salesforce’s Einstein content generation. Zoho has emphasized doing this while “upholding core
tenets of Al strategy” like user privacy (they have an Al ethics stance given they run on their own
cloud). More recently, in 2023-2024, Zoho announced "Zia Agents,” an Al agent platform
designed to create autonomous agents across its 50+ apps (Source: reworked.co)(Source:
reworked.co). The Zia Agents platform includes:

o Pre-built agents (Account Manager Agent, HR Agent, Customer Support Agent, etc.) that can
handle specific roles autonomously (Source: reworked.co).

o An Agent Studio for custom agent development (no-code/low-code, using Zoho's unified data
and tools) (Source: reworked.co).

o An Agent Marketplace for sharing and deploying agents (Source: reworked.co).

This closely mirrors the industry trend (and indeed sounds similar to Salesforce's Agentforce
concept). Zoho's angle is that because they offer an all-in-one suite (CRM, email, helpdesk, finance,
etc.), their agents can operate across all these connected apps for a given workflow. They also
collaborated with NVIDIA to develop custom LLMs for business applications (Source: reworked.co),
showing an investment in Al R&D. Zoho's key differentiator has always been cost-value - you get
a lot of functionality for a lower price than Salesforce. Its generative Al is in line with that: many Al
features might be included in the base price or available at a modest add-on cost, whereas
Salesforce’s Al Cloud Starter Pack, for instance, was quoted at $360,000/year (Source:
salesforce.com) for a bundle of Al features (targeted at large orgs). However, Zoho's limitations

include less of a high-end ecosystem of partners and perhaps less suitability for very large, complex
enterprises (few Fortune 500s run on Zoho). In terms of Al capabilities, Zoho's are quickly evolving —
they might not match Salesforce yet in things like trust layer security or variety of third-party LLM
integrations, but they resonate with organizations that want practical Al integrated into a unified
software suite. As a Reworked industry article noted, Zoho's approach versus standalone Al tools is
to integrate agents directly into its vast ecosystem, with enterprise-grade security and privacy,
offering a more seamless experience than “fragmented Al solutions” (Source: reworked.co)(Source:
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reworked.co). This philosophy is actually quite aligned with Salesforce's, just on a smaller scale. For a
business evaluating CRM platforms with Al, Zoho could be a contender if they value an all-in-one
suite and budget-friendliness, but for enterprise-scale Al with extensive third-party support,
Salesforce stands out.

e Oracle CX and SAP CX (and others): Other established CRM/CX platforms are also adding
generative Al, although they generally trail Salesforce and Microsoft in mindshare. Oracle has Oracle
Fusion Cloud CX, which covers sales, service, marketing, etc., primarily for enterprise customers
often in conjunction with Oracle's ERP. In September 2023, Oracle introduced new generative Al
capabilities in Oracle CX, especially to enhance customer service (Source: oracle.com)(Source:
oracle.com). Oracle's Al is hosted on OCI (Oracle Cloud Infrastructure) and they highlighted that no
customer data is shared with LLM providers, similar to Salesforce's trust messaging (Source:
oracle.com)(Source: oracle.com). Features include Al-drafted service responses, knowledge article
generation, Al-augmented search answers, and summarization — essentially matching many of
Salesforce’s Service Cloud Al features (Source: oracle.com)(Source: oracle.com). Oracle's
competitive pitch is likely that, if you're already an Oracle ERP/CX customer, you can get Al within
that environment with Oracle's assurances on security (and potentially at a lower incremental cost
than bringing in Salesforce). SAP focuses more on ERP but has a CRM component (SAP Customer
Experience). SAP's announced Al (often termed "“SAP Business Al") leans towards predictive
analytics embedded in processes (like lead scoring, forecasting) rather than a conversational Al
assistant, at least as of early 2024. SAP has partnered with companies like Microsoft for some
generative Al (e.g., integrating Microsoft Copilot in some SAP contexts), but it hasn't been as vocal
about a CRM-specific GPT-like assistant. Adobe (which has a big marketing automation presence via
Adobe Marketing Cloud) launched Adobe Sensei GenAl services to assist with marketing content
generation inside their tools. And smaller CRM players like Freshworks (Freshsales, Freshchat)
have introduced their own GPT-based bots and helpers (e.g., Freddy Al).

The trend is clear: virtually all CRM vendors are embedding generative Al. However, Salesforce and
Microsoft remain the clear leaders in completeness and enterprise adoption of Al in CRM. The
Gartner Magic Quadrant for Sales Automation 2024 (figure below) illustrates this — Salesforce and
Microsoft are both in the Leaders quadrant (top-right), whereas others like Oracle and Zoho are on
the borders, and HubSpot is a bit further behind among Niche/Challengers (Source: salesforce.com)

(Source: salesforce.com).

u:https://www.saIesforce.com/news/stories/gartner—magic—quad rant-sales-force-automation-2024/

Figure: Gartner’s 2024 Magic Quadrant for Sales Force Automation platforms positions Salesforce and
Microsoft as Leaders (both with strong vision and execution). Other CRM vendors like Oracle, SAP, Zoho,
and HubSpot appear in lower tiers. Salesforce’s long-standing market leadership is reinforced by its

continuous Al innovations (Source: salesforce.com)(Source: salesforce.com).
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In summary, when comparing Al ecosystems:

e Salesforce offers the most CRM-tailored Al features and an enterprise-ready trust and
customization framework (Einstein GPT with multi-LLM support, Trust Layer, Copilot actions). It
excels in complex, large-scale deployments and industry-specific Al use.

e Microsoft provides broad Al integration across office apps and processes, great for companies
deeply invested in Microsoft's stack or looking for an Al that unifies CRM with productivity. lts CRM Al
capabilities are strong, though perhaps slightly less CRM-specialized than Salesforce’s (Microsoft's
advantage is in cross-app integration).

e HubSpot and Zoho deliver accessible, cost-effective Al embedded in easier-to-use CRM suites,
suitable for smaller organizations or those with simpler needs — but they may lack the depth and
track record of Salesforce's Al in large enterprises.

e Oracle and others are ensuring they aren't left behind, offering generative Al with a focus on data
security (often touting that data stays in their cloud, similar to Salesforce’s approach). For existing
Oracle or SAP shops, these Al additions may suffice, but if an organization is picking a new platform
primarily for advanced Al capabilities, Salesforce’'s more mature ecosystem is a strong advantage.

Ultimately, many enterprises will consider not just the feature set, but the trust, governance, and
support ecosystem. Salesforce’s early move to create the Einstein Trust Layer and offer a choice of Al
models resonates with businesses worried about data leaks from Al. Competitors are now making similar
assurances (Oracle explicitly states no data goes to LLM providers, Microsoft processes Copilot data
within the M365 tenant boundary (Source: microsoft.com)). This means feature-wise the gap might
narrow, but Salesforce's holistic approach (Al + data + workflow on one trusted platform) is a
compelling differentiator in practice.

Customization, Security, Compliance, and Scalability of Al in
Salesforce

For large organizations, choosing a platform for Al-enhanced CRM isn't just about cool demos - it's about
enterprise-grade requirements. Salesforce's longevity in the enterprise software space means it
understands the demands around customization, security/compliance, and scalability. Here's how
Salesforce addresses these areas in the context of generative Al:

e Al Customization and Flexibility: Every business has unique processes and data. Salesforce has
always provided extensive customization (through metadata, custom objects, Apex code, etc.), and
its Al is designed to respect and leverage those customizations. Einstein GPT and Copilot use

Page 20 of 31


https://www.microsoft.com/en-us/microsoft-365/blog/2023/09/21/announcing-microsoft-365-copilot-general-availability-and-microsoft-365-chat/#:~:text=Announcing%20Copilot%20for%20Microsoft%20365,inside%20your%20Microsoft%20365
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-generative-ai-crm-strategy

C Cirra AI Analyzing Salesforce's Generative Al Strategy for CRM

Salesforce’s metadata to understand custom fields and objects, meaning the Al can be just as
effective on custom CRM setups as on a vanilla CRM (Source: salesforce.com)(Source:

salesforce.com). Moreover, as mentioned, Salesforce allows businesses to bring their own Al models

or choose from multiple model providers (Source: salesforce.com)(Source: salesforce.com). This is

crucial for certain industries — for example, a biomedical company might have a proprietary NLP
model fine-tuned on research papers; they could integrate that via Einstein's BYOM to have it answer
highly specialized questions, while using OpenAl's model for more general tasks. Salesforce also
provides an Al Model Builder (Einstein Platform Services) where developers can train custom
classifiers or prediction models on Salesforce data (this predates Einstein GPT but complements it).
In effect, Salesforce doesn't force a one-size-fits-all Al; companies can tailor the Al to their domain.
Additionally, with the Einstein GPT Plugin concept (akin to OpenAl's plugins), Salesforce has
indicated it will allow Al to trigger actions or fetch data from external systems safely, which extends
customization beyond Salesforce itself (Source: techtarget.com) (e.g., an Al prompt in Salesforce

could fetch inventory data from an ERP via a plugin and then draft a response to a customer about
product availability). This flexibility ensures that as Al use cases grow, Salesforce can adapt to them
within the platform.

o Enterprise Security & Data Privacy (Trust Layer): Salesforce has heavily marketed its Einstein
Trust Layer as a solution to enterprise worries about generative Al. What does it do? In essence, the
Trust Layer acts as a secure gateway between Salesforce and the LLM providers. When an Al prompt
is sent (say, the content of a customer case to get a summary), the Trust Layer anonymizes and
strips out personally identifiable information and ensures that the prompt/response are not
retained on the third-party's servers (Source: salesforce.com)(Source: salesforceben.com). It also

handles data residency and compliance filters - ensuring, for example, that if an LLM is not
allowed to be used with EU data, it won't get that prompt. Salesforce and OpenAl even implemented
a shared custody arrangement for moderation, where OpenAl's enterprise APl will help moderate
the content (to avoid toxicity or bias) but within Salesforce's controlled environment(Source:
salesforce.com)(Source: salesforce.com). All these measures are why Salesforce can claim that

“LLMs do not retain sensitive customer data” and that they've set “a new industry standard for
secure generative Al for the enterprise”(Source: salesforce.com). For industries like finance,

government, or healthcare, these assurances are often non-negotiable requirements. Indeed, 73% of
employees in a Salesforce survey believed generative Al introduces new security risks (Source:
salesforce.com), and Salesforce's solution is aimed at closing that “trust gap.” Competing CRM Al
offerings are now following suit (as seen with Oracle and Microsoft's statements), but Salesforce's

early emphasis gives it credibility. Furthermore, Salesforce's platform security (user permissions,
field-level security, encryption at rest, etc.) all extend to Al: Einstein will only generate or access
content a user is authorized to see. This is a key point — if a user asks, “"Explain the status of Project
Zeus (a confidential project)”, the Al can only pull data from Salesforce that that user’s role permits.
That baked-in security model isn't something you get by just plugging ChatGPT into your systems.
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Salesforce also offers features like Shield Platform Encryption for extra data protection and will
likely allow encrypted data to be used with Al without decryption (possibly by doing on-platform
processing). On compliance, Salesforce has numerous certifications (ISO, SOC, HIPAA, GDPR
alignment, etc.), and it will extend those to its Al operations. For example, if transcripts are sent to an
LLM for processing, Salesforce can assert it still meets those compliance standards due to how the
Trust Layer governs data handling. All these security/compliance capabilities make Salesforce's Al
enterprise-trustworthy, which is a major factor for CIOs comparing solutions.

e Scalability and Performance: Salesforce operates at a massive scale — as noted, Einstein (pre-GPT)
was delivering over 1 trillion predictions per week (Source: salesforce.com). Its multi-tenant cloud

infrastructure is built to handle global enterprises with thousands of users and millions of records.
The addition of generative Al is being architected to also scale. Salesforce is partnering with
hyperscalers (like AWS for the underlying LLM hosting in some cases) to ensure that performance
remains good even as usage grows. They have introduced Copilot Analytics to help enterprises
scale deployments by monitoring usage patterns (Source: salesforce.com). This allows a controlled

rollout — companies can pilot Al with a subset of users, measure the impact, and then scale to more
users or use cases. On the backend, Salesforce's decision to let customers host models on
Salesforce infrastructure means it can optimize latency and throughput (if everything stays within
Salesforce’'s data centers or their close partners, it reduces external calls). Scalability also means
organizational scalability — i.e., can a large org with complex divisions use the Al consistently?
Salesforce addresses this by allowing policy settings for Al (admins can turn certain Al features
on/off, or set limits on what data can be used in prompts, etc.). That governance capability is crucial
for scaling Al from a small experiment to company-wide. In contrast, if individual teams just use an Al
tool ad hogc, it's hard to standardize and control at scale. Salesforce also likely leverages its robust
caching and data integration layers to feed the Al quickly — for instance, Data Cloud can stream in
tons of data in real-time; Einstein GPT can tap that without performance degradation, since Data
Cloud is built for scale (billions of records). An example of scale: if a retailer uses Marketing GPT to
generate product descriptions for 50,000 items, Salesforce can handle that job via batch processing
in the background and populate the records, whereas a smaller system might choke or require
manual batching. Similarly, scaling to support thousands of agents using Einstein Copilot
concurrently during a holiday rush is something Salesforce architects for (with load balancing, model
instancing, etc., likely in partnership with cloud providers for elastic compute).

e Maturity of Ecosystem and Support: An often overlooked aspect of enterprise scalability is the
support ecosystem — having partners and expertise to implement and fine-tune the Al. Salesforce's
ecosystem provides Al Champions in consulting firms (Accenture, Deloitte, etc. all have Salesforce
Al practices now) and a talent pool of Salesforce professionals upskilling in Al. Salesforce also
launched Trailhead learning for Al to help admins and users get comfortable with using Einstein
GPT and Copilot (Source: salesforce.com). The Salesforce Al Research unit further ensures the
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company stays at the cutting edge (e.g., developing their own CodeGen models, which helps with
not relying on external LLMs for certain use cases like code). Collectively, this means a business
choosing Salesforce for Al is not going it alone — there's a lot of institutional knowledge and best
practices forming around it. For instance, guidelines for “Trusted Generative Al" have been

published by Salesforce (Source: salesforce.com), advising customers on ethical and effective use,
which adds confidence for risk-averse enterprises.

In contrast, a newer or smaller vendor might not have such robust answers to these concerns. Many
businesses, especially in regulated sectors, will choose the platform that they feel has battle-tested
security measures and compliance alignment - even if an alternative Al solution seems to have flashy
features, it won't be adopted if it can’t tick the security/compliance boxes. As one Salesforce customer (in
financial services) put it, this technology has the potential to transform interactions “with personalized
experiences” but they are excited to explore it “with Salesforce” specifically because of the trust and
partnership (Source: salesforce.com). The subtext is that they trust Salesforce to do it right and not

expose them to undue risk. In conclusion, Salesforce has invested heavily so that its generative Al
features meet the rigorous demands of enterprises. This focus on enterprise-grade Al (customizable,
secure, compliant, and scalable) is a key reason businesses stick with or migrate to Salesforce
rather than trying less proven solutions.

Cost, Capabilities, and Ecosystem Maturity: Evaluating
Salesforce vs Alternatives

While features and trust are important, businesses also evaluate practical considerations like total cost of
ownership, the capabilities relative to price, and the maturity of the ecosystem when choosing Salesforce
versus other options. Here's an analysis of those factors:

¢ Cost and ROI Considerations: It's well-known that Salesforce is often a premium-priced solution.
Licensing costs (per user per month) for Salesforce CRM are generally higher than many
competitors, and advanced add-ons (like Marketing Cloud, or the new Al Cloud add-ons) can
increase the bill. For example, Salesforce Sales Cloud Enterprise edition can run around
$150/user/month (list price), and adding on Al Cloud or Data Cloud could be extra, whereas
HubSpot's equivalent may be cheaper or even free for basic CRM features (Source: datamation.com)

(Source: datamation.com). HubSpot notably has a free CRM and affordable tiers (their

Sales/Marketing Enterprise is around $1,200/month for 10 users, significantly under many Salesforce
deployments). HubSpot wins on cost and ease for small teams - as a Datamation 2024
comparison put it, “HubSpot is more cost-effective than Salesforce, with more affordable plans and a
free version,” whereas Salesforce can become costly as you scale (Source: datamation.com). Zoho

similarly offers CRM plans that undercut Salesforce's pricing (Zoho CRM Enterprise is roughly
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$40/user/month). Microsoft's Dynamics 365, in enterprise deals, can sometimes be cheaper than
Salesforce because Microsoft might bundle it or offer discounts when included in an Office 365 ELA
(Enterprise Agreement). However, Dynamics list price for Sales Enterprise (~$95/user/month) isn't
dramatically lower than Salesforce’s core pricing, and if you add multiple Dynamics modules it can
approach Salesforce’s cost. So, if pure cost is the deciding factor and the budget is tight,
alternatives like HubSpot or Zoho often win out for smaller deployments.

That said, larger enterprises often perform a value vs cost analysis. Salesforce’s argument is that
while the upfront cost is higher, the capabilities and ROl are superior — you may achieve higher
revenue or efficiency that justifies the cost. For instance, if Einstein GPT helps each sales rep sell 5%
more, that revenue gain can dwarf the software cost. Many companies also consider total cost of
ownership (TCO): Salesforce's ecosystem might reduce development or integration costs (due to
readily available plugins on AppExchange and skilled admins), whereas a cheaper CRM could require
more custom work to reach parity. Also, Salesforce scales in a way that a company won't “outgrow”
it; the same cannot always be said for lower-tier solutions. A common pattern is companies start on a
cheaper CRM and migrate to Salesforce once they reach a certain size or complexity — implying that
Salesforce is the more scalable investment.

In recent years, Salesforce has tried to address cost concerns by offering bundled solutions like the
Salesforce Starter bundle and the Einstein 1 Platform (which includes some data and Al capabilities
at one price). They also introduced a usage-based model for some Al features (like paying per
outcome or per thousand predictions) to give flexibility. Nonetheless, businesses will compare cost
line items: e.g., “If we want an Al-powered CRM, is it cheaper to augment a cheaper CRM with third-
party Al, or to pay for Salesforce which has it built-in?”. Often, the hidden costs of integration and
custom development tilt the scales in Salesforce’s favor for larger orgs. For small orgs, the calculus
might favor using a combination of cheaper tools (like HubSpot + a ChatGPT subscription) if they can
achieve "good enough” results. It truly depends on scale and requirements. In any case, Salesforce
must demonstrate clear ROI to justify its premium cost, and its success in the market suggests
that many enterprises do see that ROI, particularly when leveraging the advanced Al and automation
capabilities to drive growth and efficiency.

e Capabilities and Features: In terms of pure breadth of capabilities, Salesforce is generally
acknowledged as the most feature-rich CRM. It covers sales, service, marketing, e-commerce,
analytics, integration (MuleSoft), custom app development (Force.com), and more in one platform.
Competing platforms often excel in one area but not all. For instance, HubSpot started as a
marketing automation platform and is very strong there, but its sales and service features, while
improving, are not as deep as Salesforce Sales/Service Cloud (especially for things like territory
management, complex workflow approvals, etc.). Microsoft Dynamics is strong in core sales/service
and has a decent marketing module, but some find the user interface less modern or the need to also
use Power Platform for certain things adds complexity. Zoho has an incredibly wide range of apps
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(including finance, HR modules) — more than Salesforce in some back-office areas — but each
individual Zoho app might be simpler than Salesforce's equivalent. When it comes to Al capabilities,
as detailed earlier, Salesforce currently leads in providing integrated generative Al across this
breadth of functions. Microsoft is a close second, but other players are still ramping up. So if an
enterprise's strategy is to heavily use Al in CRM, Salesforce’s offering is arguably the most robust as
of 2024 (with Microsoft's being competitive, especially if you include Office).

Another aspect is customizability of those capabilities. Salesforce’s platform approach (metadata-
driven customization, Apex code, Lightning Web Components, etc.) allows a very high degree of
tailoring. You can bend Salesforce to fit complex processes (sales methodologies, custom case
workflows, etc.) often without heavy coding. Alternatives like HubSpot are more opinionated — they
work great out-of-the-box but can hit limitations when you try to deeply customize. For example,
Salesforce can handle a scenario with complex revenue recognition rules or multi-tier partner sales
tracking, where a simpler CRM might not. Many enterprises have unique needs that Salesforce can
accommodate with configuration or its large partner solutions on AppExchange. This is one reason
Gartner continues to place Salesforce at the top for “Ability to Execute" and "Completeness of
Vision” (Source: salesforce.com) — it simply covers more ground. The trade-off is that with so many

features, Salesforce can be complex and require skilled admins. Indeed, reviewers often note
Salesforce’s interface and setup are daunting for beginners(Source: datamation.com)(Source:

datamation.com), whereas HubSpot is lauded for ease of use. So businesses also evaluate their own

internal capability to manage a CRM. A smaller company with no dedicated admin might lean to
HubSpot for simplicity; a larger firm with an IT staff or budget for partners will choose Salesforce to
leverage its richer capabilities.

o Ecosystem Maturity (Apps, Partners, Community): Salesforce's ecosystem is unparalleled in the

CRM world. The AppExchange marketplace has over 7,000 apps/integrations listed (Source:
datamation.com), covering everything from telephony integration, industry-specific add-ons, to Al

plugins. This means if a business needs a niche capability (say, a CPQ - Configure, Price, Quote tool,
or a GDPR compliance tool), there's likely a ready-made solution that plugs into Salesforce. Microsoft
has its AppSource and a growing library, but not as extensive specifically for CRM extensions.
HubSpot's marketplace (~1,500 apps (Source: datamation.com)) is healthy but much smaller. Zoho

has a marketplace mostly for its own suite integrations and some third-party. The availability of
third-party solutions reduces development time and enhances what the platform can do. It also
indicates strong third-party support — many ISVs (Independent Software Vendors) build on
Salesforce first because of its market presence.

The partner (consultancy) network is likewise a factor. If a company wants to implement or
optimize their CRM, Salesforce has a huge network of certified consultants, large and small, across
the globe. This means expert help is readily available (though it can be pricey for top-tier firms).
Competing platforms have fewer specialized consulting firms (with the exception of Microsoft, which
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also has many partners, though often those partners do a mix of ERP/CRM). For HubSpot and Zoho,
the partner network is more limited; these are typically implemented in-house by the business or with
small agency help, not big systems integrators. So an enterprise that wants the reassurance of hiring
experienced implementers might lean towards Salesforce or Dynamics. Additionally, the community
of users is strongest around Salesforce — user groups, the Trailblazer Community, etc., where peers
share knowledge. That helps companies learn best practices and troubleshoot issues.

All of this ecosystem maturity contributes to lower risk. There's less risk choosing a platform that
thousands of other enterprises have battle-tested and where one can find a solution or expert for
almost any challenge. In contrast, a newer or less widespread platform might present unknowns or
require more DIY solutions. This is encapsulated by Gartner Peer Insights, where Salesforce and
Microsoft both score highly (4.5 and 4.4 out of 5, respectively) with thousands of reviews, whereas
others have fewer references (Source: gartner.com)(Source: korcomptenz.com).

¢ Future-Proofing and Innovation: Another soft factor in evaluation is which vendor is best
positioned to keep up with innovation. Right now, the pace of Al innovation is breakneck. Businesses
might ask: will the CRM | choose continue to integrate the latest Al advancements, or will | have to
switch again? Salesforce has made it clear it's investing heavily in Al (with entire new product lines
like Al Cloud, the Generative Al Fund, acquiring startups, etc.). Microsoft is equally aggressive
(partnering closely with OpenAl, investing billions there, and rolling out Al across every product).
HubSpot and Zoho, while innovative, operate on smaller R&D budgets and may not always lead on
technology (they often follow the lead of bigger players but try to do it more simply/cheaply). Oracle
and SAP have the resources but are sometimes slower to adopt trends (Oracle's generative Al came
a bit later, in late 2023, and SAP has been relatively cautious). For a cutting-edge Al roadmap in
CRM, Salesforce and Microsoft are the two to watch. Salesforce in particular has articulated a vision
of increasing autonomous agents and deeper Al integration with each release. Marc Benioff's
statements and demos (like the GPT-powered "work assistant” concept throughout Dreamforce
2023) show that Salesforce is aiming to continuously infuse Al to stay ahead. Customers who
choose Salesforce can somewhat bank on that pipeline of innovation — effectively, by being on
Salesforce, they will get access to new Al features as they emerge (provided they license them),
without having to switch platforms. This “future-proofing” is hard to quantify, but it's a consideration
especially for CIOs who want a long-term solution.

e Evaluating Microsoft vs Salesforce specifically: Many enterprises narrow choice to these two. It
can become less about product and more about strategic alignment. Some considerations:

o If a company is a Microsoft-centric IT shop (using Azure, Office 365, Teams, etc.), Dynamics
365 + Azure Al might integrate more naturally and might come with bundled discounts. There's
also the convenience of one vendor for multiple needs.
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o If a company values best-of-breed CRM and has complex CRM needs, they often lean
Salesforce and then integrate with Microsoft where needed (Salesforce has Outlook/Microsoft
365 integrations anyway).

o Some might also look at user preference - a sales team that's used to Salesforce might resist
switching to Dynamics, and vice versa. User adoption is critical, so sometimes the platform with
better user buy-in wins.

o There's also the factor of ecosystem lock-in: Microsoft could potentially offer a more unified
ecosystem (CRM, ERP, productivity) which is appealing, but that also means dependency on one
vendor for everything. Salesforce, by focusing on its Customer 360, often integrates well with
non-Microsoft systems too (e.g., many Salesforce customers integrate with Oracle or SAP for
ERP). If a business wants more modular choices, Salesforce as a standalone CRM might be
preferable.

In summary, businesses evaluate Salesforce vs alternatives on a balance of capability vs cost vs
risk. Salesforce often wins in capability and ecosystem, sometimes at the expense of cost and simplicity.
The decision then hinges on how much the company is willing to invest for a more powerful, scalable
solution. Many mid-size firms initially opt for a cheaper CRM (or even try to build their own solutions) but
later migrate to Salesforce when they hit limitations — this pattern itself is evidence that Salesforce offers
a growth path that others might not match. On the other hand, companies with straightforward
requirements or tight budgets might choose a competitor and be perfectly satisfied, acknowledging they
don't need all the bells and whistles of Salesforce.

One thing is clear: Salesforce’s ecosystem maturity and comprehensive Al-infused feature set give
it a strong advantage for organizations that seek a platform to grow with them and to innovate on.
Industry analysts frequently reinforce this; for example, a Virtasant analysis on Al in CRM noted that the
competition might be decided “less by technical capabilities and more by integration depth and user
experience”, and that's where Salesforce’s tightly integrated, user-friendly (if properly trained) approach
could keep it ahead (Source: virtasant.com)(Source: virtasant.com). And as Gartner predicts, by 2028,
60% of B2B sales work will be done through Al-powered interfaces (Source: virtasant.com) — companies
are choosing their CRM now not just for what it can do today, but for how ready it is for that Al-driven
future. Many see Salesforce as a safe bet in that regard.

Conclusion

In a world where generative Al promises to revolutionize everything from drafting emails to executing
complex business processes, Salesforce has positioned itself as the trusted conduit for bringing that
revolution to customer-facing operations. Businesses continue to choose Salesforce not out of habit, but
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because Salesforce has evolved its platform to meet the Al moment while retaining the enterprise
qualities (security, scalability, rich functionality) that companies require.

Salesforce's key differentiators — a focus on trusted Al with the Einstein GPT Trust Layer, deeply
embedded Al that understands business context, an open ecosystem allowing choice of Al models, and
the sheer breadth of CRM capabilities — make it uniquely suited to help organizations leverage generative
Al effectively. Through Einstein GPT and Einstein Copilot, Salesforce offers a generative Al “copilot” that
is fluent in the language of business data, not just internet text. The strategic integration of Al into every
cloud (sales, service, marketing, commerce, etc.) ensures that companies can drive productivity and
insights in every department while keeping everything under a unified, governable platform.

Competing platforms are bringing their own innovations — Microsoft's Copilot tightly knits Al with
productivity tools, HubSpot democratizes Al for smaller teams, Zoho offers cost-effective Al across its
suite, and others like Oracle focus on secure Al within their stacks. Each alternative has appealing
aspects, and indeed the CRM marketplace is seeing a new wave of Al-fueled competition. This
competition will surely spur further advancements. But many enterprises conclude that Salesforce’s mix
of maturity and innovation gives it an edge. It's not just about having Al today, but having an
ecosystem and partner you trust for the Al-driven changes of tomorrow. Salesforce's continuing

recognition as a leader by analysts (Gartner, Forrester) (Source: salesforce.com)(Source: virtasant.com),
and success stories from customers who have already realized significant gains (from higher sales
productivity to dramatically faster case resolution) (Source: virtasant.com)(Source: virtasant.com),
provide confidence that investing in Salesforce is investing in long-term digital transformation, with Al at
its core.

As generative Al evolves, questions will remain about regulation, ethics, and best practices. Salesforce
has proactively set guidelines for responsible Al use (Source: salesforce.com) and is likely to continue

integrating feedback and advancing its Al features (e.g., more autonomous agents, more industry-
specific Al models). Businesses choosing Salesforce thus gain a partner in navigating the Al era, not just
a software vendor. In the final analysis, organizations choose Salesforce in the generative Al era
because it allows them to harness cutting-edge Al safely, at scale, and in a way that directly drives
business value - all on a platform that has proven itself through many waves of technology change. It's
the combination of innovation and trust, breadth and depth, that keeps Salesforce at the forefront, even
as tools like ChatGPT capture headlines. For enterprises aiming to turn Al hype into tangible results,
Salesforce provides a reliable path to do so, which is why it remains a top choice in this new era of Al-
powered business.

Sources:

1. Salesforce Press Release — Salesforce Announces Einstein GPT, the World'’s First Generative Al for
CRM (Mar 7, 2023) (Source: salesforce.com)(Source: salesforce.com)
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2. Salesforce News — Salesforce Announces Al Cloud — Bringing Trusted Generative Al to the Enterprise
(Jun 12, 2023) (Source: salesforce.com)(Source: salesforce.com)

3. Salesforce Ben - Salesforce Einstein GPT vs. ChatGPT (Andrew Cook, 2023) (Source:
salesforceben.com)(Source: salesforceben.com)

4. Salesforce Press Release — Salesforce Announces General Availability of Einstein Copilot... (Apr 25,
2024) (Source: salesforce.com)(Source: salesforce.com)

5. Virtasant (Al Today) — Microsoft vs Salesforce: The Feud Shaping Al in CRM (2023) (Source:
virtasant.com)(Source: virtasant.com)

6. Salesforce News — Salesforce Named a Leader in the 2024 Gartner® Magic Quadrant™ for Sales
Force Automation Platforms (Sep 6, 2024) (Source: salesforce.com)(Source: salesforce.com)

7. Datamation - HubSpot CRM vs. Salesforce: Head-To-Head Comparison (2024)(Source:
datamation.com)(Source: datamation.com)

8. Microsoft Official Blog — Introducing Microsoft Dynamics 365 Copilot... (Mar 6, 2023) (Source:
blogs.microsoft.com)(Source: blogs.microsoft.com)

9. Oracle News — Oracle Introduces Generative Al Capabilities to Help Organizations Improve Customer
Service (Sep 19, 2023) (Source: oracle.com)(Source: oracle.com)

10. Reworked — Zoho Enters Agentic Al Fray With Zia Agents (Feb 20, 2025) (Source: reworked.co)
(Source: reworked.co)

11. Accenture Case Study via Virtasant (Source: virtasant.com) and IDC Research via Oracle (Source:
oracle.com) — illustrating Al benefits in marketing and service.

12. Salesforce Customer Quote — RBC Wealth Management on Al in CRM (Source: salesforce.com); S&P

Global Ratings CCO on Al elevating customer experience (Source: salesforce.com).

13. Internal Salesforce data and use cases — Iron Mountain case (80% case close with Al) (Source:
virtasant.com); Salesforce's own deployment results (Source: virtasant.com)(Source: virtasant.com).

14. Gartner Prediction — 60% of B2B seller work executed through Al by 2028(Source: virtasant.com),
highlighting the future importance of Al in CRM.
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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.

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

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

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

Leadership

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

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

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

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

o Partner-centric ecosystem - Consulting firms leverage Cirra to scale senior architect expertise across
junior delivery teams, unlocking new fixed-fee service lines without increasing headcount.

» 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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