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Forward-Looking Statements
This presentation contains forward-looking statements about, among other things, trend analyses and future events, future financial performance, anticipated growth, industry prospects, environmental, social and governance 

goals, and the anticipated benefits of acquired companies. 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, Salesforce’s results could differ materially from the results 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: the impact of, and actions we may take in response to, the COVID-19 

pandemic, related public health measures and resulting economic downturn and market volatility; our ability to maintain security levels and service performance meeting the expectations of our customers, and the resources 

and costs required to avoid unanticipated downtime and prevent, detect and remediate performance degradation and security breaches; the expenses associated with our data centers and third-party infrastructure providers; 

our ability to secure additional data center capacity; our reliance on third-party hardware, software and platform providers; the effect of evolving domestic and foreign government regulations, including those related to the 

provision of services on the Internet, those related to accessing the Internet, and those addressing data privacy, cross-border data transfers and import and export controls; current and potential litigation involving us or our 

industry, including litigation involving acquired entities such as Tableau Software, Inc. and Slack Technologies, Inc., and the resolution or settlement thereof; regulatory developments and regulatory investigations involving us 

or affecting our industry; our ability to successfully introduce new services and product features, including any efforts to expand our services; the success of our strategy of acquiring or making investments in complementary 

businesses, joint ventures, services, technologies and intellectual property rights; our ability to complete, on a timely basis or at all, announced transactions; our ability to realize the benefits from acquisitions, strategic 

partnerships, joint ventures and investments, including our July 2021 acquisition of Slack Technologies, Inc., and successfully integrate acquired businesses and technologies; our ability to compete in the markets in which we 

participate; the success of our business strategy and our plan to build our business, including our strategy to be a leading provider of enterprise cloud computing applications and platforms; our ability to execute our business 

plans; our ability to continue to grow unearned revenue and remaining performance obligation; the pace of change and innovation in enterprise cloud computing services; the seasonal nature of our sales cycles; our ability to 

limit customer attrition and costs related to those efforts; the success of our international expansion strategy; the demands on our personnel and infrastructure resulting from significant growth in our customer base and 

operations, including as a result of acquisitions; our ability to preserve our workplace culture, including as a result of our decisions regarding our current and future office environments or work-from-home policies; our 

dependency on the development and maintenance of the infrastructure of the Internet; our real estate and office facilities strategy and related costs and uncertainties; fluctuations in, and our ability to predict, our operating 

results and cash flows; the variability in our results arising from the accounting for term license revenue products; the performance and fair value of our investments in complementary businesses through our strategic 

investment portfolio; the impact of future gains or losses from our strategic investment portfolio, including gains or losses from overall market conditions that may affect the publicly traded companies within our strategic 

investment portfolio; our ability to protect our intellectual property rights; our ability to develop our brands; the impact of foreign currency exchange rate and interest rate fluctuations on our results; the valuation of our 

deferred tax assets and the release of related valuation allowances; the potential availability of additional tax assets in the future; the impact of new accounting pronouncements and tax laws; uncertainties affecting our ability 

to estimate our tax rate; uncertainties regarding our tax obligations in connection with potential jurisdictional transfers of intellectual property, including the tax rate, the timing of the transfer and the value of such transferred 

intellectual property; uncertainties regarding the effect of general economic and market conditions; the impact of geopolitical events; uncertainties regarding the impact of expensing stock options and other equity awards; the 

sufficiency of our capital resources; our ability to comply with our debt covenants and lease obligations; and the impact of climate change, natural disasters and actual or threatened public health emergencies, including the 

ongoing COVID-19 pandemic.
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We are in an AI and Data 
Revolution

Advances in 
Deep Learning Massive Increase

In Data

New, AI-Driven
Automation

Demand for
Personalization



Companies

Privacy

Hallucinations

Company Data

Bias

Toxicity

Customers

Salesforce Generative AI Study: Service Leaders 2023

#1
AI is the

priority for CEOs

59%

of consumers don’t 
believe AI is safe

and secure1

The AI Trust Gap
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Your Business

Teams

Your Data 

& AI Models
Data Cloud

Einstein Trust Layer

Hyperforce

Sales Service Marketing Commerce IT

Close Deals Faster 
Deliver Proactive 

Service
Create More 

Resonant Content 
Increase 

Conversion Rates
Develop Faster

Sales Emails Service Replies
Product 

Descriptions
Code Completion

Email Content 
Creation

Work Summaries
Segment 

Intelligence
Smart Promotions

Commerce 
Concierge

Knowledge Articles

Call Summaries NL to Code

Co-Pilot
Coding Assistant

Account Overview Campaign 
Assistant

Generative AI, Built Into the Flow of Work



Internal use
The travel company faced a number of customer complaints, 
which obscured the root cause of customer dissatisfaction.  
When travelers reported problems, the underlying issues 

were often obscured. This misattribution resulted in skewed 
analytics, limiting the company’s capacity to detect, identify, 

and address underlying service delivery issues. It's also 
complicated the process of accurately reporting on incidents, 
training employees, and negotiating with vendors, potentially 
leading to financial consequences and missed opportunities to 

improve customer satisfaction.

THE PROBLEM

TRAVEL 
COMPANY

2 
REASONS:

INDUSTRY & 
TECHNOLOGY

DATA IS 
DISCONNECTED

Insufficient analytical tools fail  to 
capture & analyze complexity of 

service issues 

Unify all data sources
Pinpoint root cause of cases to improve issue 

resolution and accountability.

Refine voice of the customer analytics to 
accurately enhanced service quality.

Leverage case insights for services and train staff 
for efficient problem management

1THE INTENTION
Actionable data = Case Categorization2

Segmentation and Routing 3

Reduce risk & increase profitability4

DATA 
CLOUD

AUTOMATED DATA FLOWS

CALCULATED 
INSIGHTS

CUSTOMER HISTORY &

 ENGAGEMENT
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POPULATED SERVICE  
SCREENS

CROSS-SELL CLOSINGS

TR
A

V
EL

 C
O

M
PA

N
Y

THE SOLUTION

TRAVELER

KNOWN CUSTOMER CALLS

FULL TRAVELER PROFILE

COORDINATED
NEXT BEST ACTIONS

A comprehensive 360° view of the 
customer enables data driven and AI 

insights enhancing streamlined operations.  

This will result in more faster case 
resolution,better customer experiences, 

and highly operationally excellent service 
quality.

Reliance on manual 
processes.
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Guest Services feels more humane and issues 
are more promptly and effectively resolved

Employees without gen AI Employees empowered by gen AI

Navigate through the system to access 
guest information, sift thorough 
knowledge content and offer solutions

Basic understanding of guest 
interactions, with information limited 
to the specific inquiry or 
communication at hand

Inconsistent or generic 
communications and missed 
opportunities for meaningful 
engagement post-resolution 

Aspirational 
Impact

+30%
Case resolution 

increases

+15%
Increased retention 

rates 

1- Salesforce Research
2 - Mckinsey & Company

Empower reps with virtual assistants 
for call handling

Contextual understanding via guest 
360 analytics 

“Share guest background information 
and preferences to optimize their care 
experience”

Improve CSAT with recommended 
actions  

“Generate follow-up offers based on 
guest conversation, including 
sentiment analysis” 

Ideation Case Study
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Einstein GPTOne CRM

Event & Season 
Tailored Service

Data Cloud

The Power Of The Platform

Real-Time HyperScale
Data Platform

Cost to Serve  ↓ Marketing ROI  ↑   Customer Lifetime Value ↑    Cross-Sell Opportunities ↑   Speed To Market ↓ 

Salesforce transforms the customer experience and drives business value.

Brand
Customer Profile

Unified Multi-Channel
Communications

Timely & Relevant 
Marketing

New Revenue
 Growth

Connected Sales, Service & 
Marketing Cloud.

Infused Across Every
Guest Touchpoint

Real-Time Profile 
Harmonization

AI Driven Omni-channel Support Personalized Journeys 
& Activations

Next Best Action
& Customer Profiles for Ops

Scalable Data Delivery for Cross 
& Upsell Opportunity

Unified 
Data

Generative 
Responses

Customer
360

Existing Data Warehouse CRM Integration
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Thank you
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Thank you!
Jacqueline Nunley

Industry Advisor Travel & Hospitality, Salesforce

Salesforce

jnunley@salesforce.com
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