Agentforce

From fast start to real ROI, deliver Al agents around
your customer and your company




Delivering ROI
from Al can
feel harder
than it should .
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There are two ways you get ROI:

increase revenue )or ( reduce costs

The only thing that stops you getting there is...

focus M speed
.
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Pick a use case
and deploy it fast

The
Agentic ROI
Playbook

Customize and extend
ACross your enterprise

Observe and optimize
in real-time - in real life |
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Agentforce

Drive outcomes with pre-built agents on
the leading enterprise agent platform

Felix Hunter

Agentforce Platform
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Agentforce
Coworker

Paige Marshall

Observe
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Agentic Enterprises drive
customer success in every industry
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See how Lorem Agentforce
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¥ CVSHealth. CrocCs L'OREAL BONVOY
Agentforce answers Agentforce makes Agentforce turns routine Agentforce delivers
members’ prescription shopping fun with requests into brand-aligned personalized support
order status questions super agent Rivet conversations across 9,000 properties
More cases A Higher A More cases A Faster time

contained conversion resolved fo value



Agentforce Dreamforce ‘26 Highlights

Build agents that pursue customer outcomes - learning and improving as they work

Agent
Optimizer

Long-Horizon ... = Coworker

s420,

Runtime o 5 O Enhanced [ ... &

4:25 ull © @B

¢ Scheduled Meeting summary for t...

Agent-building agent
that customizes,
tests, and optimizes
your agents

Starting with sales, Custom skills, FE— .
spin up agents that direct uploads, | wcowsocomosns
pursue goals _— MCP client, Meeting summary D

across weeks native app ARy Vorning Brief

Processes Current workspace and produces a

durable result. Read-only: it never changes

connected systems.

Harness - Superagent oo : Voice
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P Run  GetUserProfile Details v
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{ ® agentexchange

¥ If @ conversationHistory v is None

. > E o bt “ .
Customize tool > B Orchestrate agents C- i e Voice for Employees,
calls, system and subagents - @ we w6 more languages,
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across vendors, = | @00 (eee emime e o Amazon Connect WSS,

orompts, & LLMs —r e
°° S withtrust = \ Global availability
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@ Trusted Foundation: Agent Script | Agent Memory | Universal Tracing | Model Choice | Trust Layer
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for Salesforce 4
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Pipeline Geography Command Center v

s686.62M .l  402% ., 684% o 177
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& Agentforce
Coworker

03 - NY
193 opportunities

04 - FL
100 opportunities

...three now With | : ‘ 05 - IL
more coming soon

116 opportunities




Infroducing

Claudeforce

m SAN FRANCISCO $78 . 1M 50328M - e il
19 4% OF LOCATED BOOK « 214 OPPS + 74% ACTIVE
12.8% Ur LV /-d/fr’-//

$4.8M - 963

BEST

Salesforce in Claude. The #1 Al meets the
#1 CRM. A live interface, built around you.

$11.2M

2 ACCOUNTS ¢ CALL IT - Connected Neighborhoods FY27

OPEN RECORD »

o Northstar Communities 66

{

STRATEGIC $7.8M :’
|

|

|
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@ X CLAUDE SIGNAL - LATEST

Security review blocked — re-engage the economic buyer

+7.4% VS WK 9

| Act today - close date 10 days past - from the Salesforce record and the case queue

AMOUNT STAGE PROBABILITY CLOSE DATE
NOW $78. 1N $4.8M Negotiation/Review 90% Sep 3
‘ N FORECAST + CALL ACCOUNT EXEC WEIGHTED OPPORTUNITY ID
Powered by Sam | EKNNK ik Stes g SSp—

$20.34 - 26%

RELATED CASES

SOURCED BY . EXEC CHAIN

Intelligent & | Secured & | Composable | Zero Data | Works with
dynamic governed by you Retention | what you have
with EFS

P3 Resident portal $S0 slow on Mo.. 1d - IN PROGRESS Customer 360 Paid Search — Paid Media - 92% Ro)
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Salesforce powers the agentic revolution

Alforce

Live Interface

Claudeforce e Slackforce =} Coworker @ Headless Toolkit ...and more coming soon
S .

Ageniforce . Plper o~ Hunter [ : _ i o) e L»’“\ ) carter [ | Marshall (2

Inbound w & Outbound Supply '
Digital Workforce
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Pipe Gen \ ) Sales ) ) Customer Shopping f | Chain Py agent

Customer 360 = g E , - & F i 2

: Sales Service Field IT& HR Marketing Commerce Revenue  Industries Tableau Supply
Apps, Semantics Service  (B2B&B2C) (B2B&B2C) Chain
& Workflow Intelligence

>

&

Data 360 ,, Empowering
Int ti Fadarat \»}\ Informatica M MuleSoft \0’4‘ Agent Fabric + * Tableau Knowledge ®. Metadata Platform ¢' @
ntegration, rederation md

& Harmonization
for 20 years

Community

Salesforce Guardian W
with Zero Data Retention ANTHROP\C  3W5

Google &ANVIDIA  OpenAl & | ggsanrttifrr;ange
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Salesforce Is powered by metadata.
Metadata tells Al how your business works.




How to get started today

Skyline Airways Flights Hotels Destinations -

Good Morning

How can | help you today?

©
&

© Book Travel £ Policies & Help @ Plan Itinerary @ Chat History

Build a Help Agent

Focus the company on
Help Agent for service on
any channel + voice.

. (Q Search or ask anything... )(Ask@ 5 xH O &2 ?2 & A @

Service Home  Chatter  Accounts v Contacts Vv Cases Vv Opportunities Vv Reports v * Ask: Home X *More ¥

Hi, Kenny. What's on your radar?

Ask a question. See the big picture.

Try "What do | need to know about Acme Corp. before tomorrow's meeting?"

>
\.

Connected data sources ®@EL® View all Generative Al can produce inaccurate responses. Review responses carefully. Share feedback

(Find o ~>w (Catch Up V\) ¥ Plan

D)

Turn on Coworker

Position one employee
superagent that works and
acts anywhere.

< & Agentforce Builder  Pronto Customer Support Assi... Version 1 (Draft) v Last saved on 5/16/2026, B11PM | Save Comit Version v
Explorer X B Preview () AgentDef... x [ Order_Ma... X Canvas B~ Agentforce e x
returns.
Q search + If user is a *Pronto One” member and hasn't

< v

Customize, test, observe, and
optimize with low-code and
pro-code tools

Agent Definition
Settings
Agent Details
© system
@ Language Settings
Subagents
> @ Topic Selector
> @ identity
~ [ Order_Management
© Get Customer Order
Get Customer Current Order

© Create Customer Return Order
@ Inform Merchant of Return

> @ Escalation

> @ off Topic

> @ Ambiguous Question

Variables

Gonnections

Data

B Order_Management

Handles order lookup for any queries about current and past orders, order returns, and will provide order

summaries about the order.

Reasoning Instructions @

v If @usergreeted v

False And @ loyalty tier v == "Pronto One"

Greet the user and thank them for being a @ loyalty_tier v member. Refer to the user by their name

@ member_name v
Set variable: @ usergreetedv = True

If the user is asking for any information on their current order get that information with

@ Get Customer Current Order v

If the user wants any information about any other order, ask for the Order Number and get that information

with @ Get Customer Order v
List the user's order in bullet-point format
v If @oyally_tierv != "Pronto One"

If the user wants to make return, apologize and explain that basic members are ot eligible for returns.
Else

1fthe user wants to make a return, do so vith @ Create Customer Return Order v to intiate the

returns,

Actions Available For Reasoning @
v © et Customer Order v

+ With input: @ order_number = € Agent Populated v

been grested, it greets them by name and
sets aflag to avoid repeating the greeting.
Uses the appropriate order-fetch action
depending on whether it's a current order or
another order (asks for order number for
non-current orders), and returns results in
bullet points.

For returns: denies returns for non-Pronto
One members; for Pronto One members, it
creates a return and informs the merchant.

+ Referenced tools/actions (within reasoning):

Get_Customer_Order

© Get_Customer_Current_Order

Create_Customer_Return_Order (followed
by a procedural call to
Inform_Merchant_of_Return)
Inform_Merchant_of_Return (run after
creating a return)

Note: There are no beforefafter hooks; all
procedures are in reasoning.

« Variables and conditions:

Cantrols greeting via: loyalty_tier (must be
“Pronto One"), member_name,
user_greeted

Controls return eligibility via: loyalty_tier
("Pronto One” required for returns)
Populates order details via outputs:
order_amount, order_id, order_items,
order_summary, order_type.

Populates return details via outputs:
fma_number, rma_instructions,
notification_sent.

« Transitions to other subagents:

None defined inside Order_Management. It
performs actions locally; subagent routing is
handled elsewhere (e.q., by the start agent)

(" for helo o describe what vou'd ke to build |

Optimize as You GO




From fast start to real ROI
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Customize
and exiend

Observe
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The fastest path to value starts with
pre-built agents that know your business

‘
o ‘.
A

B 4 B,

Other agents Agentforce

Start without your Pre-built agents start grounded in
business context your customer + business data

O

Stuck in POC 4 Deliver value fast

O
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Ag e n I fO rC e EEE Financial Services Cloud Home uotes eads asks iles otes ccounts * Ask: Can you help me create a daily b

Your qUtonomous Hi, Brandon. Let's dive in.
Al teammate

[/
Try "What's changed with my top accounts this week?"

Knows your business from day one

Connections & View all Generative Al can produce inaccurate responses. Review responsescarefullyy. =™ = ~ Share feedback

TG @\ \
¢~ )( Catchup 9-) ( Plan =~ )

Takes action on your behalf

{:@ Built headless-first, works everywhere




Most agents aren’t built for
long-horizon work

Can’t sustain Expensive Can’t adapt as
work over time to set up things change



How : Goal
LO n g - H 0 " ZO n Ret}‘eggfogl(ebl Ztﬁi-riskddefag3
agents work |

( Human in |

. theloop /

) / A Signall

Continuous Refinement

Long-Horizon Runtime

Durable Execution Dynamic Steering
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(" Pilot Now )

Q  Search...

Hi Rohan - I'm Hunter, your sales agent.
I'm here to help you hit your number, from researching accounts and prioritizing prospects to
drafting outreach and planning your next move. What should we tackle?

Yo u r O u II'bo u n d sa I es a g e n‘l' Ask Hunter, what are the top 3 things | need to know to hit my number?

+ @ o 'Humerv

Turn your goal into a game plan

Connections ® @@ View all Generative Al can produce inaccurate responses. Review responses carefully. Share Feedback

Build a smarter GTM motion as you sell Hunter at work sat Septermber 12 Y Active

Ready

® Found new prospects

10
{Q.f";.é Work across every stage and surface Baakly Mot i

& 6 new accounts 10 prospects

Vs ™ e Drafted proposals to send
Daily - Next run tomorrow at 6:00 AM

Slack Integration | GA October ’26 _e
Teams Integration | GA October 26
Data Marketplace | GA October ‘26

Running

K ( Researching target accounts




From fast start to real ROI

Customize
and extend




Most agent platforms only answer questions.
Agentforce can take action.

Other Al platforms 5B  Agentforce with Agent Script

Over-zealous escalation Qualified intake
Drifts mid-task Runs the full process, every time
"Contact us to schedule” Booked, in the chat
"We'll get back to you in 3 days” Resolved instantly

-




Customize and extend with

Agent Script

Go beyond simple requests to automate
complex business processes reliably

SMARTER ESCALATIONS

82% deflection, 4.8/5 CSAT

AGENTIC FORMS + INTERVIEWS

2xX more likely to be hired,
28% faster hiring

TAX-SEASON CUSTOMER SERVICE

Datasite’

Resolve more before
handing off to a human

Adecco

Screen and engage
candidates at scale

/N 1-800
{ /) ACCOUNTANT

90% case deflection
during tax week

Answer questions and schedule
appointments at scale

kbgan

Automate returns, cancellations
and warranty checks

ORDERS + RETURNS

Resolution rate more
than tripled

salesforce

E3 Escalation

Handles requests from users who want to transfer or escalate their conversation to a live human agent.

Reasoning Instructions

If a user explicitly asks to transfer to a live agent, after transitioning to the escalation subagent you must call €) escalate_to_human v to

complete the escalation.

If escalation to a live agent fails for any reason, acknowledge the issue and ask the user whether they would like to log a support case

instead.

Inline Actions

If[Else (Conditional)
Add a conditional statement to your instruc...

Y Transition

L] Transition to a different subagent ey wish to escalate to a human agent.

Set a Variable
Assign the value to a variable  ..gent escatation:

label: "Escalation"
description: "Handles requests from users who want to transfer
reasoning:

instructions: —>

or escalate their conversation to a live human agent."

Run Action
Run an action in-line with instruc¢

|If a user explicitly asks to transfer to a live agent, after transitioning to the escalation
must call {!@actions.escalate_to_human} to complete the escalation.
‘ If escalation to a live agent fails for any reason, acknowledge the issue and ask the user whether they would
like to log a support case instead.
actions:
escalate_to_human: @utils.escalate
description: "Call this tool if the user indicates that they wish to escalate to a human agent."

Reasoning Instructions
Add the rules that guide how a subagent w...

subagent you

Subagent Sections

Dynamic reasoning Deterministic control



From fast start to real ROI

Observe
and optimize

—




Traditional software follows
a predictable lifecycle




Building Agents is different.
The outcome is what drives the build process.
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:3t Agentforce Studio  Analytics

Agentforce
Observability

Monitor, measure, and optimize agents Overview v (o) (T oo o)
with Agentforce Observability 4 s

£ Sessions & Intents

Aggregated Effectivness Metrics Escalation Rate ‘ Abandonment Rate | Engagement Rate | Success Rate \}
B Consumption Cards LR S ———— L 2

ion Rate

Continuous, automatic monitoring across Session Log (i, 24sec OO
every agent session, no manual setup required R, Call ntited by User - 90114 Al

Agent Analytics

® service Agent ~ (" Agent Analytics Help )

—_— .
d¢ Prompt Templates Filter by: Agent | All v Timeframe [Last 30 Days v Channel | All v Modality | All
N G L -

S Data

A. Al Models Agent Performance Performance Insights

lon Rate

)
riod vs period

Enhanced logging captures full session
detail for faster root-cause diagnosis

Hi! Thank you for contacting Outdoor Unlimited Customer
Support. How can | assist you today?

nment Rate

Deflection Rate, %

riod vs period

Agent spoke for 5 sec - 9:01:21 AM

ment Rate

Analyze sessions by latency percentile, user ercesion ot 2o RN ————

feedback, and connected-agent data in one view

User spoke for 2.5 sec » 9:01:24 AM
ssad for 1.8 sec Nov 14 Nov 17 Nov 20 Nov 23 Nov 26 Nov 29 u n mete red

( \ Sure! Our cancellation policy is available on our website. Let riod vs period ® AgentA @ AgentB @ AgentC @ AgentD
me... [know if need anythi

 User Interruption

Agent Health Monitoring | Beta Outcome

Enhanced Session Logging / Diagnostic DMO | GA
and my email is johnny.utah@gmail.com

Percentile Latency & Feedback Analytics | GA — T

Streamed Session Trace Data | GA

P D C.. 0000/03:24

\ ) 53

Nov 14

@ Deflected @ Escalated Abandoned @ Ambiguous



Agent Optimizer

Infroducing

WORKSPACE

A Home

4. Chat

& Agents

OBSERVE

€ Agent Analytics
D Sessions & Intents
A Insights

A Alerts

¥ Scorers

TOOLS

& Prompt Templates
Grids
Models
Data Libraries
Actions
MCP Servers

Third Party Agents

WEDNESDAY, JUNE 17

Good afternoon, Mark

6 agents live - 3,559 conversations this week - 74% deflection

Top detected Insights

Highest-impact patterns Agentforce found across your agents this week

& Service Agent
Refund requests over $200 are escalating at 3x the
rate

In the last 7 days, 142 refund conversations escalated
because the amount exceeded the $200 auto-approve
limit. Of those, 38% came from Gold and Platinum

+. Al Generated

Human Feedback

Direct fixes people flagged while reviewing real sessions

& Service Agent
SSO users are sent down the self-serve reset path
that does not exist for them

Supervisors keep correcting the same mistake on reset-
password sessions: when a customer signs in through
their company identity provider, the agent still walks...

#' Flagged by Human

& Service Agent
Shipping-delay questions have no matching
subagent

Shipping-delay questions appeared in 312 sessions this
month, but no subagent is configured to handle them.
As a result the agent falls back to a generic "let me...

4. Al Generated

& Service Agent
Agent quotes refund policy before acknowledging a
frustrated customer

Supervisors repeatedly flag refund conversations where
the agent jumps straight into stating policy at a
customer who has clearly expressed frustration, with n...

# Flagged by Human

(, & Customize /J + New agent

View all insights >

& Claims Agent
Claim dates have parsed incorrectly since the v11
release

Since the v11 release, the Claims Agent reads claim
dates in the wrong format, so three evaluation cases
now fail and the deploy is on hold until it is resolved. T...

4. Al Generated

View all insights >

& Service Agent
Retention offer fires even after the customer has
already cancelled or declined twice

Supervisors keep flagging cancellation conversations
where the agent pushes a retention offer at a customer
who has already cancelled, or who has declined the...

# Flagged by Human




salesforce

Why
Agentforce?

e @

Use case Easy to Built for
focused customize optimization
Purpose-built Agent Script Observability
agents grounded Model Choice Agent Optimizer
iIn Customer 360 Open Tools

Trusted to Scale | #1 Agentic Platform




Salesforce Al Strategy

@@%force * Claudeforce . Coworker ..;.. Slackforce 6 Teams Chat %Voice </> API
7l
«M) Agentforce

Hunter Piper Casey Paige Marshall Felix Margo Archer Carter
Sales agent  Inbound SDR agent Help agent Employee Supply chain  Field agent Marketing agent Deal strategy  Shopping agent
Aakce service agent agent agent
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Agentforce Platform

>
Q
()
=
-
Q
o
=

Customer 360 Apps & workflows v 0 x L;/ E El

Data 360 Data Library ‘ Harmonization ‘ CDP ‘ Memory ‘ Zero Copy
Context

Trust Layer ANTHROP\C ‘ @ openAl ‘ & Gemini ‘ aWs ‘ SANVIDIA. ‘
Model choice * Zero data retention

Open and extensible



Agentforce Strategic Investment Themes

Deploy Fast

See value quickly from
turnkey Al agents

Al Skills

GA | October

Embedded Grid

(Agentforce Grid
GA | October

Goal-Based Agents

(Hunter, your outbound sales agent)
GA | November

Agenfiforce Voice - Field Voice
(Consumer Goods and Manufacturing Apps)
GA | November

Voice Language Expansion
GA | Ongoing

Build Better Agents

Customize and extend agents
with deterministic controls

Agent Optimizer

GA | October

Builder Error Handling
GA | October

Prompt Builder Al Assist
GA | October

Prompt Additional File Support
GA | October

WhatsApp Product Carousel
GA | November

Observe & Optimize

Test, observe, operate, and
continuously improve agents

Prompt Template Observability
GA | October

Multi-Lang. Conversation Test
GA | October

Online Experimentation
Beta | October

Multi-Lang. Voice Testing

Beta | November

Automatic Issue Classification
GA | Q4

~

Scalable Plaiform

Deliver complex new
behaviors without breaks

Third-Party Agent Orchestration

Pilot | Now

New Reasoning Model
Pilot | Now

Long-Horizon Runtime
GA | October

Curated Agent Memory
GA | October

Video Reasoning Support
GA | H1 2027



How to get started today

Skyline Airways Flights Hotels Destinations -

Good Morning

How can | help you today?

©
&

© Book Travel £ Policies & Help @ Plan Itinerary @ Chat History

Build a Help Agent

Focus the company on
Help Agent for service on
any channel + voice.

. (Q Search or ask anything... )(Ask@ 5 xH O &2 ?2 & A @

Service Home  Chatter  Accounts v Contacts Vv Cases Vv Opportunities Vv Reports v * Ask: Home X *More ¥

Hi, Kenny. What's on your radar?

Ask a question. See the big picture.

Try "What do | need to know about Acme Corp. before tomorrow's meeting?"

>
\.

Connected data sources ®@EL® View all Generative Al can produce inaccurate responses. Review responses carefully. Share feedback

(Find o ~>w (Catch Up V\) ¥ Plan

D)

Turn on Coworker

Position one employee
superagent that works and
acts anywhere.

< & Agentforce Builder  Pronto Customer Support Assi... Version 1 (Draft) v Last saved on 5/16/2026, B11PM | Save Comit Version v
Explorer X B Preview () AgentDef... x [ Order_Ma... X Canvas B~ Agentforce e x
returns.
Q search + If user is a *Pronto One” member and hasn't

< v

Customize, test, observe, and
optimize with low-code and
pro-code tools

Agent Definition
Settings
Agent Details
© system
@ Language Settings
Subagents
> @ Topic Selector
> @ identity
~ [ Order_Management
© Get Customer Order
Get Customer Current Order

© Create Customer Return Order
@ Inform Merchant of Return

> @ Escalation

> @ off Topic

> @ Ambiguous Question

Variables

Gonnections

Data

B Order_Management

Handles order lookup for any queries about current and past orders, order returns, and will provide order

summaries about the order.

Reasoning Instructions @

v If @usergreeted v

False And @ loyalty tier v == "Pronto One"

Greet the user and thank them for being a @ loyalty_tier v member. Refer to the user by their name

@ member_name v
Set variable: @ usergreetedv = True

If the user is asking for any information on their current order get that information with

@ Get Customer Current Order v

If the user wants any information about any other order, ask for the Order Number and get that information

with @ Get Customer Order v
List the user's order in bullet-point format
v If @oyally_tierv != "Pronto One"

If the user wants to make return, apologize and explain that basic members are ot eligible for returns.
Else

1fthe user wants to make a return, do so vith @ Create Customer Return Order v to intiate the

returns,

Actions Available For Reasoning @
v © et Customer Order v

+ With input: @ order_number = € Agent Populated v

been grested, it greets them by name and
sets aflag to avoid repeating the greeting.
Uses the appropriate order-fetch action
depending on whether it's a current order or
another order (asks for order number for
non-current orders), and returns results in
bullet points.

For returns: denies returns for non-Pronto
One members; for Pronto One members, it
creates a return and informs the merchant.

+ Referenced tools/actions (within reasoning):

Get_Customer_Order

© Get_Customer_Current_Order

Create_Customer_Return_Order (followed
by a procedural call to
Inform_Merchant_of_Return)
Inform_Merchant_of_Return (run after
creating a return)

Note: There are no beforefafter hooks; all
procedures are in reasoning.

« Variables and conditions:

Cantrols greeting via: loyalty_tier (must be
“Pronto One"), member_name,
user_greeted

Controls return eligibility via: loyalty_tier
("Pronto One” required for returns)
Populates order details via outputs:
order_amount, order_id, order_items,
order_summary, order_type.

Populates return details via outputs:
fma_number, rma_instructions,
notification_sent.

« Transitions to other subagents:

None defined inside Order_Management. It
performs actions locally; subagent routing is
handled elsewhere (e.q., by the start agent)

(" for helo o describe what vou'd ke to build |

Optimize as You GO







