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Forward-looking statements

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 Al 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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Service Cloud is now

Agentforce
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Unified Knowledge  CustomerData  Channels

Source: FY26 Salesforce Customer Success Metrics
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Self-service are higher than ever

Why it matters

GO gle L;OWCE‘”'he'p you? ] Instant Personal Answers
—. @ ChatGPT 1:1 Personal Support 24/7

Al Agents

Fast and Effortless

+700M

weekly active

users on ChatGPT,
up 4x year over
year

Source: TechCrunch



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

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

Minimal o zwelo . :
branding Q how do | file a claim? - Ol
profile data
Overwhelming @ 200+ Results @ One-size-fits-all
search and Welo Bot Bot
nqvigqﬁon How to file an insurance claim
Hello! | need to file an auto insurance
claim
Hi, please explain your issue.
Info mation ke . ame insurance Claims I’m an Elite member. Where.canlclaim G Missed conteXt for
personalisation

Service only
resolves
| am on your website! Please connect me

Fre °/ le a Claim with support.
(o] .
] 4 Contact support at this link. G H Ig h - effort

fransitions

Please visit our website.

Static FAQs

of customer
issues Type your message...

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

GA | Today

Al Powered Service Porial

Turn your portal into a concierge experience

’f OCEANIC - i
B RWAYS Home Check-In Book Support Flight Status About Us m

Enjoy the best of travel with Oceanic Trident status

Oceanic Airways Trident status offers the highest level of travel comfort and flexibility. You
made it to the top — now enjoy every moment.

/+ KNOWLEDGE SUMMARY h P 2 KNOWLEDGE Q&A

Trident Tier status offers a premium travel experience with

benefits like complimentary lounge access for you and a guest, > Can | bring more than one guest into the lounge?
priority check-in, security, boarding, and baggage handling, plus a

247 support line. Members also receive one extra checked bag, » Can | access the lounge if I'm flying economy?

access to preferred seating, and exclusive offers with travel

partners. A free concierge car service is available at major airports _ _
Yes — your Trident status grants access regardless of cabin class, as

with advance booking. . . g -y
& long as you're flying with the airline or a qualifying partner

£ Request lounge guest pass 2 Redeem flight credits - 'P

HAVE QUESTIONS?

Get to know Please book me three hours before my flight

Yes | can help schedule car service before your tip to Greece on Flight #1920 on
11/20/25. What time would you like to be picked up? \

Selected text:

=,

(Y
=

-

upgraded menu

r
ICTDNY 1iumans + Agenttorce

. t America to a hig. .7 level of ser S aNa COMTeTe acce 0 OUl exciusive Concierge Car service, =TGNt Wi-rFl and access to an [[sls[EbRult=hilll of
service COSts . Oceanic. If eligible seats are available, a offering private luxury transportation to or from the premium snacks on every flight. Stay connected

Premium cabin upgrs
d eC rea Se I n Complimentary upgrades on f

2025 Salesforce Customer Success Metrics Surve!



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 ey

dcumulus

Quick Actions
View/Modify Policy

Submit a Claim

Make a Payment

Trending Articles
G Suggested for you

Insurance dispute policy

Viewed 2 days ago

Claim guide

Billing dispute policy

i 2 days ago

Cases Claims Account

ﬁ Sara Taylor

Welcome back, Sara

Search our help options and FAQs

@ Your 5 Tasks Awaiting Action Mon, 8 Sep

Reschedule Inspection :
Coordinate and confirm a home inspection appointment with

your insurance adjuster to assess property damage.

/ = N
( +. Take Action )

Review Your Documents :

Provide documentation to support your home insurance claim

i +. Take Action )

Upload More Photos H

Provide clear photographic evidence of property damage to
support your home insurance claim.

(' +: Take Action \

Claim Refund s

Coordinate and confirm a home inspection appointment with
your insurance adjuster to assess property damage.

Q* Search

Recent Activities

+. Case Summary

Your home insurance claim has been registered and is currently
pending inspection. The adjuster will assess damage to the
living room ceiling, kitchen floor, and a crack in the bedroom
wall. All required documents have been uploaded, and the
property is ready for review. The claim will move forward once
the inspection is complete.

> @ Inspection Scheduled 2:00pm | 10/10/25
| On 10th Sep, 9:00 AM

> @ Document Submission 12:30

10/10/25

Under Review

> e Case #4829 Created 11:30am | 09/10/25

‘ John registered a claim reques

> O Claim Request Submitted 10:00am | 09/0
Mail sent to John Smith

v January 2025

v February - 2025 This Month

v

& Chat

Show All Activities

y + salesforce

PERSONALIZED HOME PAGE

ACTION ITEMS

ACTIVITY TIMELINE

Recent Activities

+ Case Summ Schedule Inspection

Your home insurar
required documen
the insurer’s porte
steps will follow fr

Yes, I'd like to know when someone can
come

@ | found some available slots.
Select one to schedule.
> Documei
Under R Wednesday 10th Sep
o 9:00 AM - 9:30 AM
> 6 Case #4.
— Thursday 11th Sep
‘ John reg ~ | 9:00 AM - 9:30 AM
N Friday 12th Sep
> Claim Re =~ 10:00 AM - 10:30 AM
Mail sent

v January -

@ Great! Your inspection is scheduled for
Thursday, Sept 12th at 10 AM. You'll
receive a confirmation email and SMS
reminder.

~ February -

o

2| 5= | < PERSONALIZED ASA

INTERACTIONS



Roadmap | Agentforce Service Portals (,, +

Agentforce Search

CONTEXT AWARE ANSWERS .
Welcome back, Debbie
CO NVE Rs ATION AI. SE ARCH Search our help options and FAQs
TRIGGER ACTIONS S
SEAMLESS HANDOFF TO A
HUMAN Q How many reward points co | have
q How many reward points fo New York City
Quick Action
7y Reward Points Policies
Knowledge

Book aF

e ﬂ Complain about missing reward poeint

Redeem

Transfer

THE AGENTIC Al FRONT
DOOR FOR CHANNELS

Recent Activity
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Agentforce
Across All Your Channels

salesforce

P O D & QD00

Help Center & Portals Digital Channels

< r PACIFICA

URBAN , :
STEP MEN WOMEN KIDS SALES Q (3] L 11:10 A

Billing Problem

My er stopped wo
Q) and shows an erro Agentfarce '|||'@

Urban Step Assistant
Customer Service > Returns & Exchanges

-
Retu rn Pol Icy Hi, Julia! Can you tell me more about

the worn shoe issue youre

< can you return worn shoes

Billing Problem

00:02

Agentforce

# Help me write XH

experiencing with the Nike Air
Generated Answer + Huarache Print? | can help you figure

Returned or exchanged merchandise must be in unworn, new condition out if you can return them.
with original tags and returned within 45 days.

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

Source Articles
88 Can I return worn shoes? 8 Urban Step Return Policy

il

Can you confirm your order number?

You recently purchased this item:

NIKE Air Huarache It’s the last item | purchased

Size 8
+. Start a return
\ Color  Purple Smoke
— $180

-— Great! | confirmed your order 42687 Air
/ r Fryer Pro. Would you like us to send you a

A/‘ replacement?

Type your message. >

Can | exchange it for the SmartCrisp 3000?

r: No problem I’ll exchange it now.

7 Chat started with Pacifica Al Assistant FaceTime

e Type a message




> - .. ...... Agentforce

-

32 Service Console Cases v &, VC-1001008 v X @@ 00005147 v X s VOice fOr th e
© Case Details (v) Voice Call @ Actions & Recommen... @

Status Priority K'/ e VC'00042087 (Ed" Clone New Contact ')

New Medium Actions  History
Case Owner o Call Controls AR v e O n e q n n e

Nicole Greenbaum

Connected 00:00:00 # Einstein Recommendations Available @

Product Family

Consumer Products +1(415) 999-8888 N D 7O [ID&V Y c:;)]
Caleb Anderson [\_I_‘) ) l\hII/I [\__%jl

(Customer Troubleshoo * ) Reduce costs, increase resolutions

Product Support
© Conversation

2 O Knowledge @ Automate routine calls 24/7 and escalate complex cases -

@ Contact Details Q Chat started by Caleb Anderson - 5:00 PM - . .
NG : with full access to Salesforce actions
Name [Q Search... ]
Owen Grady CA | have a quick question about the return policy. B ) )
Caleb Anderson « 8:00am instein Recommendations @
Title Account Name
Account Rep Acme Partners Hi Caleb! Sure. Happy to answer a R 07 + 2iems
E ith text and tak i
esmecs Agentforce [ = ngage wiin contexr and rake action
grady . CA  Thanks - this is for my most recent purchase. ) . - - @:\ (v\
"G fdo | return an imem- _/. ), . . N .
s e . - Handle every call with an intelligent, human-like agent that
/\\] t by ccrr]mtpletlng thehreturntformaof the

. ¢ slip that came with your item. Be sure =
Account Details Kv_/ Il'in all information, including the knOWS VOU r CUStomer d nd ta kes aCtlon
Title Employees on for your return and if you'd like to
Acme Partners 450 - tive an exchange or refund.

letails

Type Annual Revenue
Partner $84,000,000 vance score 98% You r qgents 3 you r setu p

B Product Manual.pdf

. Fr)
ire is the product manual? '\‘-f,# @

T Works with your telephony provider, with seamless call

4 LineOne 4 LineTwo 4 LineThree 4 Line Four

forwarding and a log of the full call transcript







® Home | Salestorce x & Communication Channels (F X +

23 test-org-reporting-dev-ed.develop.testl.lightning.pc-rnd.force.com/lightning/page/home

= 00:24
@ Pepsi Cola @

Pepsi Service Console Home v 16 Command Centre f...

Dashboard

@ My Ca”S DaShboard Open Refrosh Subscribe v

A\ Last refreshed 3 days ago. Refresh this dashboard to see the latest data. My Upcoming Shifts
1 item, sorted by Label
As of Sep &4, 2025, 12:13 PM - © Viewing as John Smith sin e o

My Upcoming Shifts

Friday - Available Phone

s C ®

" “~p
- LA
The source report is based on a reporn type that is inaccessibia 10 the dashboard's running user Service Resource: Tim Service
Start Time:8/3/2025, 10:00 AM
nd Time 9/3/2025, 5:00 PM
Status:Confirmed
Assistant
e f Asof Sep &4, 2025, 1213 PM Nothing needs your attention right now. Check back lat
Speaker FaceTime
C & c
The source report IS basad on a report type that is Ther source reporn IS based on a repornt type that s
°. ’ NACCAsSSItIe 10 the dashDoard's running user NAccessiDE 10 the gashboard s running user
ew Rep As of Sep 4, 2025, 12:13 PM /iew Repon As of Sep 4, 2025, 1214 PM
Recent Records Key Deals - Recent Opportunities =
@ My Calis Dashboard No deals yet. Select another filter or check back later

[22) Mark Bailey


http://drive.google.com/file/d/1pxtqA_oy-wDQrVB-qzlnraJz2eL8SwUL/view
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Dream Big, Start Small

) GECIIED > GECTIED

ml

Access Action
FAQs Provide a direct response to Enable autonomous and
Knowledge “status” and “what is my” guarded interactions with
use cases customer data

Help Documentation

CRM Data CRM Data
and/or Data Cloud and/or Mulesoft
APls APls

Knowledge
Channels
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Al is evolving the rep role

Tasks Conversationalists

Costs Center Revenue Generators

Generalist Specialist

Al Handoffs Al Partners




Empower Reps with Al Powered Assistance

::: NovaCard Service

Cases

W 00001234 ~ X

IQQ Search...

S

@ 00005678 ~ X

B

Jackie Frost
Mexico City, Mexico

L, Call @& Message & Email

Email Address
Phone Number
Address

v Engagement Signals

0 ¢ 0 ok

Santimant Trend

Personalize every interaction
with C360 data

" © Case Details

Status Priority
Get every case, on every channel -
a & Medium
to the right agent
7 5:47 o T AD Origin

< Home Mt % Q A |

O OO0 6 ©

Post New Opportunity  New Task More

High | 86%
LTV High | $15,000

> B Ended E] L

12345TF
nendations

+15108762037

BOMES!

L.
+15108762037 - 51

¥ Macros

—m

Deliver global support in any

language

FTH?
C prre—

+

@ How can | help?

A f &= m

Home

LS

If

=

b

Case

Questions About NovaCard Perks

' T Y
I\Edil Clone Begin Swarm [ v_/J

©) Action Launcher

| @ search actions... ]

Service A

@ Servic

Product Ing

Jackie Frost
Platinum's w
her applicatii

Plan created ¢

salesforce

ScH 02?244y

Service Assistant @

-

Jackie Frost is reaching out to clarify the details of the NovaCard
Platinum’'s welcome bonus and travel-related perks before completing
her application.

ice PI T
® service Plan with guidance plans

Product Inquiry

Plan created on 5/1/25, 8:32 PM

NTO Return Policy

Familiarize yourself with our internal document outlining the return
policy, empowering our team to provide customers with accurate
and helpful information regarding product returns and exchanges.

' Details

Source Google Drive - Article Record Type Policy - Article umber 001016 - Publication
Status Published - Created By Ben Shelton - Last Modified By Ben Shelton - Modified

Ao v B

= —. b P
. ] b P
Feed Details Related Work the ¢
) ) | Work the Case
Email Post Create Article (J nform %
meat the
~ account D Inform Jackie that the welcome bonus points are awarded once you
l@rrite an email... ) within 1- meet the minimum spend of $1,000 within the first 60 days of
(] she'llals account opening. The points will typically appear in your account
locations within 1-2 billing cycles.[1][2]
- " . N I delays, ¢
Most R A arch this feed... x . . .
05t Recent Activity » | Q_search this feed (_/ \(3" ( D She’ll also enjoy complimentary airport lounge access at over 800
\ Draft| locations worldwide, along with built-in travel insurance coverage for
> & Automated Process May 1, 2026 at 8:12 AM (¥) delays, cancellations, and lost luggage. [1]
© Case Created Wrap Up Drive effici ith
ase Creat m@ rive erficiency wi
Ny a Subject: Questions About NovaCard Perks May 1, 2025 at 8:12 AM {v} O i:‘::“";ﬁ Slngle'Cth actions
© From: jackie frost@email.com @ _ 1 Wrap U
Hi there [ Draft pLp
| hope you're doing well! | recently applied for a MovaCard Platinum and wanted to reach out with a few Y Source D Wrap up the_casg Wlth Work Sum_marles’ add any additional
questions before meving forward with the final steps of my application, . comments Einstein might have missed and then close the case. [1]
> Similar
' lowe to et a little mare clarifu an tha nerke that came with einnina in Snacifieally canld van eanfirm | p CDl’aft Case Summary)
Knowledge o Ground your Al with your
Foar vy
trusted Knowledge
) . > Similar Cases (3)
Filter L Search Knowledge =
- help resol
@ Close Plan
% Einstein Recommendations All

Get help resolving this record...

Speed up onboarding & resolutions








http://drive.google.com/file/d/1mVUAcaB70TeSA6A3cOHf2LLzy9p56tio/view
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Service leaders scope has increased

o Hitting key KPlIs
° Manage a blended workforce
0 Need for proactive decision making




Service leaders need a

Command Center for Service C+ &

Al + HUMAN AGENT
MONITORING

TABS FOR CUSTOMER

SIGNAL INTELLIGENCE = S (

:EE Service Cloud Service Command Center R

@"J

@ Service Command Center Home intraday In-Progress Work Backlog ~ Customer Signals m & Service Reps ® Agentforce 3% Compare ) (_customize
F.}Iiffjl?mer Sentiment ® I?It?"[_.yolume =) Igt.:a.lfscalated ™ Slﬁlf??rvice Containment ™)
598 249 42%
186 Service Reos - 424 Agents +43% vs previous day -32% vs previous day
rl.‘_{lj:r.kmltems Waiting (=) Average Wait Time (=) ?\fgfége Handle Time )

374 3m 09s 6m 35
LEADERBOARD VIEWS R

700 Sm 10m
f.'l?: W VAN/. W
34%

100 Om 0om

+18% wvs previous day

Al Productivity Leaderboard

# Service Rep Al Productivity Gain

Customer Signals

o e neracton ol = O First Call Resolul CUSTOMIZABLE
$ 0.52 nvestigate 753 55% COMPONENTS

-----



Service leaders need g ) 4
Knowledge Insights to power Al Service

- PACIFICA (L sewen ) 5 00 2 202

E;E Pacifica Service Console &) Command Center for Service

O Home  Customer Si ignals  Agentforce = Serv iceReps In -Progress Work Queues Backlog
Self Learning Knowledge GA | Feb 2026 9 I

Plug gaps in Knowledge by leveraging customer
sentiment signals and automated knowledge creation. e S e Ao

High quality Knowledge Management is critical to Al

S u C C e S S W\ Avg Positive Sentiments Avg Negative Sentiments Avg Mixed Sentiments
. 15% o
Aug 20, 2025
rage on August 20, 2025 was 15.0% and
ected range of 6.2% to 33.8%

20.00% 75.00% 5.00%

Contact Reason Insights

3
2 @
5 g

a8 = 2 &8 g 9 F 3 8 a b

&2 5 2 g5 ;3 & & £ 8

5 e 55 3¢ %% 33 &
=
3
ES
@
o
w
3
o
]
2
o
]
o
w
o
w
a
Q
]

& = 5 3 g £ & 3 &

8§ 2 8 &3 &89 3
<
=}
[ =
3
o

Enterprise Knowledge

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








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

Today’s customers crave smarter,
Al-powered service experiences

Personalized Al-assistance Proactive order
answer in portal during checkout nofifications
What are the How long will it How can I change
product dimensions? take to get my order? my delivery window?

Customer service powered by Al agents and humans

Pre-Purchase Purchase Post-Purchase

Tailored Automated returns/
recommendations fix

Are there any Is my product R
current promotions? under warranty?



The result:
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The result:
boosted customer loyalty and increased revenue

Build a complete customer view Deliver service

_ excellence
Service Data
- Ja(?kig Frosft
AT & oo Personalized engagements
Past Case Summaries all M -
” Call Transcripts

Engagement History

Deeply unified data

Faster resolutions

Sales Data

Meeting insights
Call summaries
Email history
Calendar insights

Empowered CX experts

Transform into an experience center




Roadmap | Agentforce Service Portals

Proactive Service @

We're deeply sorry about the cancelled flight SWA1035, and would like to make it up to you nbox x e 0

4 Summarize this email

Marketing Home 5 Vv Contacts v 1 pads v v Idantity v Content > T 5} Southwest Airlines support <no-reply@southwest.com> Thu, Sep 4, 9:29AM g “ H
@ Eloment was added to the flow. X * o Debble Steiner
£dit te hange Ownet | w Hi Debbie,

£

O Example Name

We're writing to let you know we're deeply sorry about the unforeseen cancellation of flight SWA1035 on 23rd August 2025. You've been a longtime Southwest customer and frequent flyer, so we'd like to make this up
- to you.
6 New Flow 2025.01.22.0831 . Activate y

Please click here to chat with your Concierge Agent, who'll help you choose between different options we're making available to you, to compensate you for your trouble.

-
St Gsn s Actionable
We look forward to seeing you on a Southwest flight again soon! O t h

© & oo Vortine:, 392024, 2009M  Seament-T

Y ° Is this scenario schedule-based or event-driven? v

© Event DMO The Southwest Airlines Team

/ < Reply all
N vy

~ e ~
[ Reply ( ~ Forward y,

Event-driven or

’ o Who needs to be contacted? reste Segment

scheduled Service S
Campaigns o s ST

¥ ° How will this issue be resolved? ‘ ow' ¥

© Resolution Flow @9?55’1‘? (Q somen ) o220 A

== fom ipsu 0/08/2024, 8:00AM CST 335 Service Console Home Proactive Services v X Campaign Dashboard v X

Campaign Dashboard

Loyalty Status Upgrade

Started February 16, 2025

b 9 What do you want to communicate? ecting Existing Tomplate | v

© Email Name o

@ s Z LR A Outreach Count Open Rate Completion Rate Bounce Rate

o 2545 82% v 62% 1 05% o

Lofs buld an emat \

Pramoticnal Related Service Automation

PN-12345

Customer Insights [Q searcn

Name v Start Date v Completed Date v  Progress 4

Elle Woods 2/16/25 N 25%

Campaign Performance

Kate Houston 2/17/25 Q 100

Nelson Gee Not Started Not Started o
100%

Sam Smith 2/16/25

80%

Paul Kirk 211825

© Bofore you sctivets this flow, Configive the required settings 107 thia slement 0% Faye Hughes 2 216/25 0%
. . 40% Jake Goss 2[17/28 2117/25 O 75%
S e 20% I Nila Balore 2/16/25 211625 N 25%
0 ( % I. I I Lily Nguyen Not Startec Not Started o
1 2 3 4 5 _ . N

Configuration

Rate

o

o Omni-Channel (Online) 3 Macros @ Histoy & Notes
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