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Abstract

Salesforce AgentForce is a cutting-edge Al platform enabling businesses to design and deploy Al-
driven agents that assist both employees and customers. These intelligent agents operate
autonomously, handling tasks such as responding to inquiries, generating action plans and
scheduling appointments without the need for human oversight.It provides organizations with
autonomous agents that enhance scalability, efficiency and satisfaction across various areas,
including service, sales, marketing, and commerce. With Agentforce, any organization can swiftly
and easily create, customize, and deploy their own agents using low-code tools, streamlining
automation of complex and time-consuming tasks. This allows mobile workers to concentrate on
building relationships instead. This study aims to examine the inner workings of AgentForce and
explore its diverse use cases across various applications.

Keywords: Salesforce, Agentforce, Al in Customer Engagement, Autonomous Agent, Agent
Builder, Model Builder

Introduction

Agentforce is the Third Wave in Al. It represents a shift from copilots into a new age of intelligent
agents who are highly accurate and low hallucination, actively driving customer success. Agentforce,
unlike other platforms, is a trusted and revolutionary solution that integrates Al seamlessly across all
workflows, integrating itself deep into the heart of customer journey. It means anticipating customer
needs, strengthening existing relationships, driving business growth and taking proactive actions at each
touchpoint. The new Agentforce Atlas Reasoning Engine autonomously evaluates data, makes informed
decisions, and performs tasks, producing accurate results.

Agentforce is a platform that offers enterprise-ready Al that has Advanced security features, industry
compliance standards and unmatched flexibility.

Agentforce is a sophisticated alternative to outdated copilots or chatbots, which rely on humans and are
unable to handle complex tasks. It operates autonomously and can retrieve the data it needs on demand.
It also builds action plans and executes these plans, all without human interaction. Agentforce, like a
self-driving car, uses real-time information to adapt to changing circumstances and operate
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independently within the organization's customized guardrails. This ensures that every customer
interaction will be informed, relevant and valuable. Agentforce can seamlessly hand off the information
to humans, including a summary of their interaction, a breakdown of customer details and suggestions
for the next step.

Agentforce has helped customers resolve cases faster and more efficiently than their previous chatbots,
giving them the time to work on complex cases.

A staggering 41% of employees' time is spent doing repetitive, low impact work. 65% of office workers
think generative artificial intelligence can help them be more strategic. There are more tasks than
resources in every company. Many jobs are left unfinished or not addressed. Agentforce relieves
overstretched team members by allowing them to scale their capacity as needed. This allows humans to
focus on more strategic, high-value and higher-touch outcomes. A hybrid workforce, which combines
humans and agents, is the future of work. This will enable companies to compete with a constantly
changing world.

Here are the details of inner workings:

1. Breakthrough

a. Data

The Salesforce ecosystem, with Data Cloud at its core, empowers Agentforce to deliver Al-enhanced,
fluid interactions across all customer touchpoints. By synchronizing and consolidating customer
information from various systems in real-time, Data Cloud enables Agentforce to operate with enhanced
accuracy and situational awareness. Organizations can optimize their data lake investments through Data
Cloud's "Zero Copy" functionality, which facilitates the connection of both structured and unstructured
data from external sources without data duplication. This allows Agentforce to swiftly access and
leverage enterprise data for analysis and action-taking.

b. Al

Agentforce is driven by the innovative Atlas Reasoning Engine, a proprietary technology designed to
mimic human cognitive processes. This engine initiates its process by assessing and refining user
inquiries to ensure clarity and pertinence. It then sources relevant data to construct an execution strategy,
which undergoes further refinement to guarantee accuracy, relevance, and reliance on trusted
information. Through this reasoning mechanism, Agentforce can autonomously make decisions and
execute business tasks while maintaining factual correctness and precision.

C. Automation

Agentforce seamlessly integrates with Salesforce's automation tools, including MuleSoft. Users can
expand Agentforce's capabilities by utilizing pre-optimized workflows and actions from Salesforce
Flow, MuleSoft, and Apex. These familiar components serve as building blocks for creating new
Agentforce automations. This integration enables Agentforce to automate intricate processes and trigger
specific actions across the enterprise. Operating within a dependable and trusted framework, Agentforce
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can function independently to produce swift outcomes without the need for developing new automations
or integrations.

2. Pre-Built Al Agents

Agentforce's pre-built agents can be customized and deployed with just a few clicks. No coding is
required. The agents can be configured in minutes and are easily scalable. They also work 24/7 across all
channels.

o Agentforce

Einstein Copilot is now an agent capable of retrieving and analyzing data, building a plan and taking
actions. It's now a personalized agent embedded in the workplace that helps employees with their
specific tasks. This is done by searching, analyzing and creating action plans and then executing these to
increase workplace productivity.

) Service Agent
Replace traditional chatbots by Al which can handle a variety of customer service issues without having
to pre-programmed scenarios. It increases the quality of customer service drastically.

. Sales Development Representative (SDR)

The system engages prospects 24/7 by answering questions, handling objections and scheduling
meetings using CRM and external data. This helps sales people to focus on customers rather than the
routine tasks.

. Sales Coach
Salesforce data and generative artificial intelligence are used to create personalized role-playing sessions
that help sales teams practice their pitches and objections.

. Personal Shopping
Assists with product suggestions and search queries by acting as a digital concierge on ecommerce
websites or messaging apps.

. Campaign Optimizer
Al automates the entire campaign lifecycle by analyzing, generating, personalizing, and optimizing
marketing campaigns in line with business goals.

. Merchant
Helps ecommerce merchants with website setup, goal setting, personalized promotions and product
descriptions. Data-driven insights simplify daily tasks.

o Buyer
Improve the B2B purchasing experience by helping buyers to find products, purchase them, and track
their orders via chat, or within sales portals.
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3. Personalize and Launch Al Agents Efficiently

. Agent Builder

Low-code builder allows users to easily customize existing agents, build new ones, and configure them
for any role or industry. It uses existing tools such as Flows Prompts Apex, MuleSoft APIs, to do so.In
Agent Builder, users can easily see an agent's actions and their responses. Agent Builder helps
companies by using natural language instructions to build topics which further helps them to create
tasks.

Agent Builder is an easy-to-use low-code tool for customizing out-of the-box agents, or creating entirely
new agents, for any industry or role. What you can do with the Agent Builder tool:

1. Define Jobs: Write natural language instructions for each topic and define topics
to create a job that your agent will have to do.

2. Create Action Libraries: Create a library of action options for your agents to
choose from using existing tools such as Flows and Prompts.

3. Observe and test: You can easily observe and test an agent's actions and their
responses within Agent Builder.

4. Integrate Partner actions: Use specialized Agentforce Partner Network actions to

improve your agents' abilities.
Agent Builder is a tool that allows organizations to quickly deploy Al solutions, without needing
extensive Al knowledge or coding expertise.

) Model Builder
Low-code builder/control plane to register, test, and activate custom Al models across Salesforce. Model
Builder allows customers to test LLMs in a play area, activate them and use them in Prompt Builder.

. Prompt Builder

A prompt is at the heart of every generative experience. The PromptBuilder enables users to personalize
pre-built prompt templates by integrating data from their CRM or Data Cloud, optimizing the quality of
the generated outputs. It seamlessly integrates a generative experience into daily workflows, whether
within an automated process or a Lightning record page.

4. Partners

The AgentForce Partner Network consists of leading partners such as Google, Amazon Web Services
(AWS), Zoom, Honeywell, IBM, and many others. These partners have developed over 20 Al agents
and agent actions, which will be accessible through the Salesforce AppExchange. Customers can
leverage these specialized actions to enhance pre-built agents or create entirely new ones with distinct
capabilities. Additionally, partner-built agents can be deployed to execute tasks and strategies across
various systems and channels, including those outside of Salesforce.

For instance, IBM plans to introduce an outbound agent designed to help customers discover new leads
by orchestrating insights from multiple applications and customized data sources. Workday agents
empower businesses to deliver efficient and intuitive employee services. Customers can also take
advantage of partner agent actions such as Google Workspace for generating Google Docs and Slides
presentations or Box for intelligently surfacing relevant content tied to leads, accounts, or opportunities.
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With the growing momentum of the Salesforce Zero Copy Partner Network, Data Cloud partners can
now integrate seamlessly with Salesforce. Meanwhile, Salesforce implementation partners play a crucial
role in accelerating complex deployments, helping businesses achieve faster time-to-value.

The Benefits of Agentforce:

1. Improved efficiency:
Automates routine work, allowing employees to focus on more complex tasks.

2. Availability:
Available 24/7, Operates 24 hours a day across various channels.

3. Scalability:
It allows companies to adjust their workforce based on the demand.

4, Increased Customer Satisfaction:
Quick, accurate and personalized responses.

Attributes of an Agent:

There are 5 attributes of an agent

) Role — What job should they do?

) Data — What information they can access?
) Actions — What capabilities do they have?
) Guardrails — What shouldn’t they do?

. Channel — Where do they work?

Common Mistakes in Salesforce Agentforce Implementation
o Ambiguous Prompts:

Clarity of the prompt will lead to accurate responses

. No Defined Format :
Please specify the structure or format you require.

o Insufficient context:
Include relevant background information to help you target your response.

. Questions and Instructions that are not precise:

Use specific terms to give instructions.

. There are too many tasks in a single prompt:
Simplify complex requests for focused responses.
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Agentforce vs. Einstein Bots: Key Differences

Feature

AgentForce

Einstein Chatbots

Scalability

High scalability, can handle complex
tasks at once

Scalable for handling multiple
simple conversations

Use Cases

Suitable for a wide range of complex
business processes across departments
integrated with Salesforce, but more
limited third-party integrations

Focused on simple customer
service and retrieval of information

Data Handling

Access and analyze data in real time
from multiple sources

Limitations on data sets and
integrations

Learning Capability

Can adapt performance and improve it
based on interactions

Limitations in learning capability,
requires manual updating

Customization

Low-code Agent Builder allows for a
high degree of customization

Customizable via bot building
interface but limited in scope

Complex tasks are handled by pre-

Highly autonomous, able to make | programmed flows or human
Autonomy decisions and act independently intervention

Agentforce Partner Network integrates | Integration with  Salesforce is

deeply with Salesforce ecosystem as well | limited, and third-party integrations
Integration as third-party systems are also more restricted.

Task Complexity

Can perform complex multi-step tasks in
different domains

It is best suited to simple repetitive
tasks in a particular domain.

Natural ~ Language | Understanding context and intent with | Basic NLP for simple intent

Processing advanced NLP in different languages recognition and keyword matching
Atlas Reasoning Engine uses advanced | Al model for pattern matching and

Intelligence Al to solve complex problems predefined responses.

Agentforce 2.0:

Agentforce 2.0, the latest iteration of Salesforce's Al-powered platform, addresses the previously time-
consuming task of creating tailored agents for different business sectors. This update introduces a
comprehensive collection of ready-made skills and workflow integrations, significantly accelerating the
customization process. Additionally, it embraces partner-developed skills, easily accessible through the
AppExchange marketplace.

Salesforce has seamlessly incorporated new capabilities into its core offerings, including Slack,
MuleSoft, and Tableau. Concurrently, partner companies such as DocuSign and Workday are leveraging
AppExchange to effortlessly integrate skills pertinent to their products. This collaborative approach
fosters a mutually beneficial ecosystem, ensuring widespread access to the platform's innovative features

A notable feature of Agentforce 2.0 is its implementation of advanced Retrieval-Augmented Generation
(RAG) technology. This upgrade significantly improves the system's ability to swiftly locate relevant
information, even when dealing with unorganized or non-structured data sources.
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Comparative Analysis: AgentForce vs. Competitors

We compared Salesforce's AgentForce with three of its leading competitors, including Microsoft

Dynamics 365 Al and Zendesk Al Suite. This table summarizes key features with ratings (out 10):

Salesforce Mlcr(_)soft Zendesk Al Adobe Experience
Feature Dynamics 365 .
AgentForce Al Suite Cloud
Ease of 9 8 7 8
Integration
Predlct_lve 9 9 g ;
Analytics
Real-Time g 9 y 3
Support
Automation 9 8 8 8
Personalization 9 7 8 9

Top use cases:

) Complaint Management:

Agents and complaint managers often spend a lot of time reading through emails, messages and call logs
in order to understand the case fully before they can take action or speak with a customer. They can now
save time and move quickly to important conversations and actions with Al-generated complaints
summaries.

J Prepare for Client Meeting:

Relationship managers, bankers, insurers, and wealth managers spend a lot of time reviewing emails,
notes from calls, and previous conversations with clients in order to prepare for meetings. Al-generated
summaries consolidate recent communications and interactions into a concise overview.

. Verification of enhanced benefits:
Increase agent productivity by using Al-generated scripts for callers and a summary of patient pharmacy
benefits to improve payer and healthcare provider interaction.

J Scale up your sales team:
Automate the nurturing of inbound leads for a pipeline. Early funnel activities such as outreach,
answering questions about products, and scheduling appointments can be offloaded. Personalize
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interactions by delivering accurate, trustworthy responses based on CRM data. Transition qualified leads
smoothly to human sellers.

. Elevate Customer Services:

Integrating Al into the workflow will improve service team productivity and enhance customer
experience. Our Al solutions are protected by Einstein Trust Layer and offer conversational capabilities,
predictive and generative capabilities, to create seamless interactions and provide relevant
answers. Agentforce, your Al assistant in CRM, empowers service representatives to provide
personalized service faster than ever. Service Cloud provides everything you need to drive immediate
value and scale quickly.

Conclusion

Agentforce is a major leap forward for Al-powered engagement with customers. Salesforce has
positioned itself as the leader in the Al revolution for customer relationship management by providing
intelligent, autonomous agents capable of handling complex tasks in various business functions. Al-
powered platforms, such as Salesforce Einstein Agent or AgentForce are at the forefront of transforming
customer and agents' experiences across industries. Al enables organizations to provide superior service
by automating repetitive tasks and providing real-time insight. Success is achieved through thoughtful
implementation, constant training, and the use of real-world data for Al model refinement. Al-driven
solutions can help organizations improve their customer and agent experience and ensure sustained
growth in an increasingly digital environment.
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