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This presentation contains forward-looking statements about, among other things, trend analyses and 
statements regarding future events, anticipated growth and industry prospects, and our strategies, 
expectation or plans regarding product releases and enhancements. The achievement or success of the 
matters covered by such forward-looking statements involves risks, uncertainties and assumptions. If any 
such risks or uncertainties materialize or if any of the assumptions prove incorrect, results or outcomes 
could differ materially from those expressed or implied by these forward-looking statements. The risks 
and uncertainties referred to above include those factors discussed in Salesforce's reports filed from time 
to time with the Securities and Exchange Commission, including, but not limited to our ability to 
consummate the proposed Informatica acquisition on a timely basis or at all; our ability to meet the 
expectations of our customers; uncertainties regarding Al technologies and its integration into our 
product offerings; the effect of evolving domestic and foreign government regulations; regulatory 
developments and regulatory investigations involving us or affecting our industry; our ability to 
successfully introduce new services and product features, including related to AI and Agentforce; our 
ability to execute our business plans; the pace of change and innovation in enterprise cloud computing 
services; and our ability to maintain and enhance our brands.
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The fundamentals 
have not changed. 
The tools have.

more to acquire a 
new customer than 
to retain an existing 
one

5-7xcosts





AI Powered 
Self-Service



Source: TechCrunch

Then Now Why it matters

AI Agents

Instant Personal Answers

1:1 Personal Support 24/7

Fast and Effortless

Self-service expectations are higher than ever

+700M 
weekly active 
users on ChatGPT, 
up 4x year over 
year

https://techcrunch.com/2025/08/04/openai-says-chatgpt-is-on-track-to-reach-700m-weekly-users/?utm_source=chatgpt.com


how do I file a claim?

200+ Results

How to file an insurance claim

Information required for home insurance claims

Frequently Asked Questions: File a Claim

A ‘set it and forget it’ portal is failing
your customers

Static FAQs

Overwhelming
search and 
navigation

Minimal
branding 

Missed context for 
personalisation

High-effort 
transitions

No customer 
profile data

Welo Bot

Type your message…

I’m an Elite member. Where can I claim 
insurance?

Please visit our website.

I am on your website! Please connect me 
with support.

Contact support at this link.

Hello! I need to file an auto insurance 
claim

Hi, please explain your issue. 

One-size-fits-all 
Bot

14%

Service only 
resolves

of customer 
issues

Gartner, 2024

https://www.gartner.com/en/newsroom/press-releases/2024-08-19-gartner-survey-finds-only-14-percent-of-customer-service-issues-are-fully-resolved-in-self-service


AI Powered Service Portal
GA | Today

Turn your portal into a concierge experience 

26%
decrease in 
service costs

2025 Salesforce Customer Success Metrics Survey

Humans + Agentforce 
Resolve Issues Faster

https://docs.google.com/presentation/d/1p1e1YKPvW49PNLjG1tznPwUEdHxo_VEgyF3889qPXz4/edit?slide=id.g36ddc349b29_0_19#slide=id.g36ddc349b29_0_19


Roadmap | Agentforce Service Portals

Personalized Portals GA | Feb ‘26

PERSONALIZED HOME PAGE

ACTION ITEMS

ACTIVITY TIMELINE

+

PERSONALIZED ASA 
INTERACTIONS



Roadmap | Agentforce Service Portals

Agentforce Search GA | June ‘26

CONTEXT AWARE ANSWERS

CONVERSATIONAL SEARCH

TRIGGER ACTIONS

SEAMLESS HANDOFF TO A 
HUMAN

+

THE AGENTIC AI FRONT 
DOOR FOR CHANNELS



Channels
SMSSMS



There is no such thing 
as a “bad” channel.
It all depends on the 
contact reason.



Across All Your Channels

My air fryer stopped working 
and shows an error

Sorry to hear this. I checked the error and 
your air fryer must be replaced.

Can you confirm your order number?

It’s the last item I purchased

Great! I confirmed your order 42687 Air 
Fryer Pro. Would you like us to send you a 
replacement?

Can I exchange it for the SmartCrisp 3000?

No problem I’ll exchange it now.

PhoneDigital Channels EmailHelp Center & Portals



Agentforce 
Voice for the
Phone Channel

GA | Dreamforce ‘25

Engage with context and take action

Handle every call with an intelligent, human-like agent that 

knows your customer and takes action

Your agents, your setup

Works with your telephony provider, with seamless call 

forwarding and a log of the full call transcript

Reduce costs, increase resolutions

Automate routine calls 24/7 and escalate complex cases -

with full access to Salesforce actions 



Demo



Channels

Portugal Agentforce Voice Demo.mp4

http://drive.google.com/file/d/1pxtqA_oy-wDQrVB-qzlnraJz2eL8SwUL/view


Level 1 Level 2 Level 3

Answer 

FAQs

Knowledge

Help Documentation

Access

Provide a direct response to 
“status” and “what is my” 

use cases

Action

Enable autonomous and 
guarded interactions with 

customer data

Knowledge

Channels
and/or

CRM Data

Data Cloud 

APIs

CRM Data 

Mulesoft

APIs

and/or

Dream Big, Start Small



Rep 
Experience



AI is evolving the rep role

Costs Center

Generalist

AI Handoffs

Then

Tasks

Revenue Generators

Specialist

AI Partners

Now

Conversationalists



Empower Reps with AI Powered Assistance

Ground your AI with your 
trusted Knowledge

Deliver global support in any 
language 

Get every case, on every channel 
to the right agent

Speed up onboarding & resolutions 
with guidance plans 

Personalize every interaction 
with C360 data 

Drive efficiency with 

single-click actions



Demo



Service Console

Portugal Rep Experience.mp4

http://drive.google.com/file/d/1mVUAcaB70TeSA6A3cOHf2LLzy9p56tio/view


Service 
Leaders & 
Insights 



Service leaders scope has increased

Hitting key KPIs 

Manage a blended workforce

Need for proactive decision making



Service leaders need a

Command Center for Service FUTURE
+

LEADERBOARD VIEWS

CUSTOMIZABLE 
COMPONENTS

AI + HUMAN AGENT 
MONITORINGTABS FOR CUSTOMER 

SIGNAL INTELLIGENCE



+
Service leaders need 

Knowledge Insights to power AI Service

Self Learning Knowledge

Plug gaps in Knowledge by leveraging customer 
sentiment signals and automated knowledge creation. 
High quality Knowledge Management is critical to AI 
Success.

GA | Feb 2026

Enterprise Knowledge

Plug gaps in Knowledge by bringing in unstructured data 
sources to drive grounding



Demo



Command Center 
for Service

Portugual Service Leader.mp4

http://drive.google.com/file/d/10Ob99qXuZtlLnwNOM10DM6Lu5ocGnshZ/view




The result: 
service excellence 
and growth.



Next 
Steps

We are all on an AI journey

Network with your peers

Come chat with us 





Deliver service 
excellence

Personalized engagements

Deeply unified data

Faster resolutions

Empowered CX experts

Transform into an experience center

The result: 
boosted customer loyalty and increased revenue

Build a complete customer view

Service Data

CSAT
Past Case Summaries

Call Transcripts
Engagement History

Sales Data

Meeting insights
Call summaries

Email history
Calendar insights



Roadmap | Agentforce Service Portals

Proactive Service GA | Feb ‘26
+

Event-driven or 
scheduled Service 

Campaigns

Insights

Actionable 
Outreach
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