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 A B S T R A C T 
Today’s economy is hyper-connected and customers expect brands to understand their preferences, anticipate their needs 

and engage with relevance at every interaction. The challenge lies not only in delivering personalized experiences, but in doing 
so consistently across a growing number of channels, like web, mobile, email, social and in-store, at scale. Traditional marketing 
a utomation tools, that are built for static segmentation and rule-based triggers, are no longer sufficient in addressing the 
complexity and speed of modern consumer behavior. To meet these rising expectations organizations are increasingly turning 
t o AI-powered solutions that allow for real-time, contextually aware and adaptive engagement. This shift toward AI-driven 
omnichannel personalization is a transformative change in how businesses build relationships with their audiences, moving from 
reactive messaging to proactive, predictive engagement. Salesforce Agent force emerges as a solution within this new paradigm. 
Designed to unify data, intelligence and orchestration, Agent force uses Salesforce’s Data Cloud, Einstein AI and Marketing Cloud 
to allow for real-time personalization at scale. By integrating advanced capabilities such as predictive analytics, natural language 
understanding and real-time decisioning, Agent force gives brands the ability to deliver seamless, personalized experiences that 
drive loyalty, conversion and long-term customer value.

1. Introduction
C ustomer expectations have significantly changed due to 

t oday’s digital-first world. 71% of consumers1 interact with 
b rands across multiple channels and often switch between 
d evices and platforms throughout a single journey, they 
expect experiences that are not only consistent but also highly 
personalized and contextually relevant. Engagement is no longer 
confined to a linear path, as it once was. It is now a dynamic, real-
time dialogue that demands brands understand each individual’s 
intent, behavior and preferences across every touchpoint.

D espite significant investments in marketing automation, 
m any organizations struggle to maintain consistent and 
m eaningful engagement at scale. Fragmented data systems, 

siloed communication channels and rule-based campaign logic 
can hinder the ability to deliver the high-quality experiences that 
best resonate with today’s hyper-connected consumers. While 
traditional automation tools can be useful for basic segmentation 
and scheduled messaging, they often lack the responsiveness and 
intelligence that is needed in order to adapt to the fast-changing 
customer signals.

P lus, consumers have become more and more selective 
and privacy-conscious, which is reinforcing the need for more 
personalized interactions that are both relevant and respectful. 
One-size-fits-all messaging not only underperforms, it also risks 
damaging brand trust and loyalty2.

To meet these complex demands organizations need a more 
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i ntelligent and adaptive approach to customer engagement. 
AI-powered personalization is a major evolution that is allowing 
marketers to move from reactive engagement to more predictive 
e ngagement, powered by real-time insights and contextual 
a wareness. By unifying data orchestrating interactions across 
channels and maximizing the capabilities of machine learning 
to tailor content, timing and delivery, AI can help brands build 
stronger, more enduring customer relationships.

2. What is Salesforce Agent force?
Salesforce Agent force is a highly integrated solution within 

the Salesforce ecosystem that is specifically designed to power 
i ntelligent, omnichannel personalization at scale. Agent force 
i s built on the foundation of Salesforce’s industry-leading 
technologies like Data Cloud, Einstein AI and Marketing Cloud 
a nd it gives marketers the tools they need to unify customer 
data, predict behavior and orchestrate personalized experiences 
across every channel in real time.

Originating as a response to the growing need for adaptive, 
AI-driven marketing solutions, Agent force was first developed 
as a way to bring together the Salesforce’s data infrastructure, its 
artificial intelligence capabilities and its multichannel delivery 
e ngines under one, cohesive and purpose-driven framework. 
The result is a solution that gives businesses the opportunity to 
move beyond traditional automation and embrace much more 
intelligent engagement strategies that are completely grounded 
in both customer behavior and context.

At the core of Agent force is Salesforce Data Cloud, which 
allows for the creation of a unified customer profile by aggregating 
structured and unstructured data from all touchpoints. This real-
time profile forms the basis for personalized experiences that are 
reflective of the full customer journey, from start to finish.

E instein AI, Salesforce’s artificial intelligence, is what 
p owers Agent force’s predictive and generative capabilities. 
T hrough technologies such as natural language processing 
( NLP), machine learning and predictive analytics, Einstein 
can interpret intent, anticipate next actions and recommend the 
optimal content, timing and channel for engagement.

Marketing Cloud is the activation layer, providing the ability 
for the orchestration and execution of campaigns across web, 
email, mobile, SMS, social and more. With seamless integration 
between Einstein and Marketing Cloud, Agent force ensures that 
every interaction is informed by AI-driven insights and delivered 
with optimal precision.

3 . AI-Powered Personalization in Omnichannel 
Marketing

A rtificial intelligence has become a must in modern 
omnichannel marketing, allowing brands to deliver personalized 
e xperiences that better resonate with individual consumers 
across multiple different platforms. By using AI’s capabilities 
to collect, analyze and act upon behavioral data, companies can 
better engage their customers, leading to enhanced satisfaction 
and increased conversion rates. 

3.1. Data collection and analysis

A I systems aggregate vast amount s of data from multiple 
touchpoints, including website interactions, email engagements, 
mobile app usage, SMS responses and social media activities. 

T his continuous data collection allows for the creation of 
comprehensive customer profiles that reflect real-time behaviors 
a nd preferences. Machine learni ng algorithms then analyze 
this data to identify patterns and predict future actions, giving 
marketers the ability to tailor their strategies accordingly. 

3.2. Personalization across key channels

3.2.1. Web: AI dynamically adjusts website content based on a 
visitor’s browsing history and behavior, presenting personalized 
product recommendations and tailored content that enhance user 
engagement3. 

3.2.2. Email: AI-driven personalization in email marketing has 
p roven highly  effective (Figure 1). For instance, businesses 
using AI for personalized email campaigns have experienced a 
41% higher click-through rate and a 29% increase in conversion 
rates compared to non-personalized approaches4.

 
Figure 1: AI Enhances Email Marketing.

3 .2.3. SMS and mobile: AI better allows for the delivery 
o f timely and relevant messages through SMS and mobile 
notifications, triggered by specific customer actions or contextual 
factors, which increases the likelihood of engagement. 

3 .2.4. Social media: AI analyzes user interactions and 
preferences on social platforms to deliver customized content and 
a dvertisements, creating deeper connections and encouraging 
brand loyalty. 

3.3 Importance of real-time decisioning and moment-based 
marketing

R eal-time decisioning allows marketers to respond 
i mmediately to customer behaviors and contextual cues, 
d elivering content and specialized offers that are the most 
p ertinent to the customer’s current situation. This moment-
b ased marketing approach ensures that interactions are not 
only personalized but also timely, significantly enhancing their 
effectiveness (Figure 2). For example, AI-driven chatbots have 
been shown to improve customer retention by 38% and reduce 
customer support costs by 60%5.

 
Figure 2: Real-time decisioning and moment-based marketing.

3.4. Impact on engagement and conversion rates

The implementation of AI-powered personalization strategies 
h as yielded some substantial improvements in marketing 
performance metrics: 
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4 .3. Channel orchestr ation: Seamless experience across 
touchpoints

A gent force is able to provide cohesive and consistent 
customer journeys by orchestrating interactions across multiple 
c hannels, including email, social media, mobile apps and 
in-person engagements. This coordination helps to ensure that 
customers receive a unified brand experience, regardless of the 
platform they choose to engage with. The platform’s integration 
w ith Salesforce’s Data Cloud and MuleSoft gives dynamic 
s ynchronization of AI workloads across different systems, 
which ensures the most stable execution possible, even under 
heavy loads9.  

4.4. Conversational engagement: AI chatbots and seamless 
human handoffs

A gentforce incorporates conversational AI capabilities, 
p roviding for the deployment of intelligent chatbots that can 
autonomously handle customer inquiries, provide personalized 
r ecommendations and perform tasks such as scheduling 
a ppointments. When complex issues come about, these AI 
a gents can seamlessly transition the conversation to human 
representatives, maintaining the context of the conversation and 
ensuring a smooth customer experience. Salesforce’s research 
indicates that consumers often spend up to nine hours interacting 
with customer service to resolve a single issue, highlighting the 
need for efficient AI-driven solutions8.  

4.5. Feedback loop: Continuous learning through interaction 
data

Agent force’s AI models are designed to learn and adapt over 
t ime by analyzing outcomes and customer feedback from its 
previous interactions. This continuous learning process allows 
t he system to refine its decision-making algorithms, improve 
p ersonalization accuracy and stay aligned with evolving 
customer preferences. The platform’s observability features are 
able to support real-time monitoring and optimization, ensuring 
that AI-driven interactions remain effective and relevant9.

5. Real-World Use Cases for Salesforce Agent force
AI-powered personalization gives organizations the ability 

to deliver targeted, context-aware experiences by analyzing real-
time behavioral and historical data. This capability is especially 
important in different industries where customer expectations, 
c ompliance requirements and competitive pressures demand 
engagement that is highly tailored. Salesforce Agent force can 
help by integrating customer data across different touchpoints, 
applying predictive intelligence and automating delivery across 
p referred channels. The result is a more precise and efficient 
approach to personalization, one that reduces friction, improves 
response rates and creates more measurable business outcomes. 
The following use cases show how businesses in retail, financial 
services, healthcare and B2B environments are applying these 
capabilities to meet their operational and customer-centric goals.

5 .1. Retail: Personalized promotions and abandoned cart 
recovery

In the retail sector, AI allows businesses to analyze customer 
data to deliver personalized promotions and address abandoned 
shopping carts. By using advanced AI algorithms, retailers can 
u nderstand individual shopping behaviors and preferences, 
allowing them to send targeted offers that better resonate with 
each customer. For instance, AI can identify when a customer 

3.4.1. Increased revenue: AI-powered product recommendations 
contribute to 35% of total e-commerce revenue, demonstrating 
the significant impact of personalization on sales5.  

3.4.2. Enhanced customer engagement: AI-driven personalized 
marketing has led to a 15% increase in profits, highlighting the 
effectiveness of tailored customer interactions4.  

3 .4.3. Higher conversion rates: Personalized calls- to-action 
h ave been found to outperform generic versions by 2 02% 
(Figure 3), underscoring the power of customization in driving 
customer actions6.

 
Figure 3: Higher conversion rates.

B y integrating AI into their omnichannel marketing 
strategies organizations can provide a great deal more relevant 
and engaging experiences, creating customer loyalty and driving 
sustainable business growth.

4. The Main Capabilities of Agent force
B y integrating seamlessly with the Salesforce ecosystem, 

Agent force can provide numerous important capabilities that 
g ive organizations the ability to deliver exceptional customer 
experiences. 

4.1. Unified customer profile: Real-time 360° view from all 
data sources

A gent force consolidates data from diverse sources, 
i ncluding CR M systems, social media, web interactions and 
t hird-party applications, in order to create a comprehensive, 
r eal-time 36 0-degree view of each customer. This unified 
p rofile gives marketers the ability to more deeply understand 
customer behaviors, preferences and needs, allowing for highly 
personalized interactions. According to Salesforce, Data Cloud 
p rovides ag ents with real-time access to the data they need 
w ithout dup licating information from existing warehouses, 
ensuring much higher levels of accuracy and efficiency7.  

4.2. Real-time decisioning: AI selects the optimal message, 
timing and channel

B y using th e Atlas Reasoning Engine, Agent force uses 
advanced AI  techniques to analyze customer data and predict 
t he most ef fective messaging strategies. This real-time 
d ecisioning  ensures that communications are timely, relevant 
and delivered through the preferred channels, which enhances 
both engagement and conversion rates. Salesforce reports that 
AI agents can autonomously retrieve the right data in real time, 
build action plans and execute tasks without human intervention, 
streamlining marketing efforts8.  
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a bandons their cart and triggers a personalized email or 
notification offering a discount or reminding them of the items 
l eft behind, thereby increasing the likelihood of conversion. 
Implementing these types of AI-driven personalization strategies 
h as been shown to enhance customer engagement and boost 
sales.  

5.2. Financial services: Customized onboarding and upsell 
paths

F inancial institutions are able to use AI to customize the 
onboarding process for new clients. This helps to ensure that the 
services and products that are offered best align with individual 
financial goals and preferences. AI analyzes customer data, 
such as transaction history and demographic information, to 
recommend appropriate financial products and services. Plus, 
AI can identify opportunities for upselling by predicting which 
additional services a customer may find valuable, thereby 
enhancing customer satisfaction and increasing revenue. Studies 
are showing a reduced campaign time to market by 50% through 
AI-driven content creation and workflow optimization10.  

5.3. Healthcare: Smart scheduling and educational content 
delivery

In healthcare, AI-powered personalization can streamline 
appointment scheduling by analyzing patient preferences, 
medical history and provider availability to suggest optimal 
appointment times. This reduces wait times and improves 
patient satisfaction. Furthermore, AI can deliver personalized 
educational content to patients, providing information that has 
been specifically tailored to their unique health conditions and 
treatment plans. By keeping patients informed and engaged, 
healthcare providers can enhance treatment adherence and 
health outcomes. AI is revolutionizing healthcare delivery, from 
AI-assisted operations to illness prediction analytics11.  

5.4. B2B: Account-based personalization and lead nurturing

In the B2B sector, AI allows for account-based personalization 
by analyzing firmographic data, purchase history and engagement 
metrics to tailor marketing efforts to specific accounts. This 
ensures that communications are relevant to the unique needs 
and challenges of each business client. Plus, AI enhances lead 
nurturing by predicting which leads are most likely to convert 
and recommending personalized content and interactions to 
guide them through the sales funnel. Implementing AI in B2B 
marketing strategies can lead to more effective campaigns and 
improved conversion rates.

6. Salesforce Agent force Implementation Guide
Implementing AI-powered personalization with Salesforce 

Agent force requires a structured, strategic approach in order 
to ensure both immediate value and long-term scalability. 
Organizations should begin with clear objectives, a strong 
foundation of data and a phased rollout plan that prioritizes 
agility and measurable outcomes.

6.1. Define objectives

Start by identifying the specific business goals that you 
want to achieve, whether that’s increasing email engagement, 
improving conversion rates, reducing churn or delivering 
personalized content across different channels. All objectives 
should properly align with the broader marketing and customer 
experience strategies.

6.2. Audit and prepare data

A comprehensive data audit is absolutely essential. Assess 
the quality, completeness and accessibility of customer data 
across all systems. Salesforce Data Cloud plays a very important 
role here, allowing for real-time unification of structured and 
unstructured data from CRM, web, mobile and third-party 
sources. Ensuring data governance and consent management is 
also important for compliance and trust.

6.3. Map the customer journey

Visualize the main customer journeys and identify interaction 
points where personalization will be better able to drive value. 
This process helps determine which use cases to prioritize and 
informs the logic of AI-driven decisioning. Salesforce Journey 
Builder can be used to design and automate these flows across 
web, email, mobile and more.

6.4. Build and integrate personalization flows

Take advantage of Salesforce Marketing Cloud, Einstein 
AI and Agent force’s real-time capabilities to build intelligent 
engagement flows. Integration with tools such as MuleSoft and 
Salesforce CDP ensures data consistency and proper activation 
across the different platforms.

6.5. Start with pilot programs

Pilot use cases offer a low-risk way to validate performance. 
Start with high-impact scenarios like cart abandonment recovery 
or onboarding sequences. Use A/B testing and performance 
monitoring in order to refine your strategies.

6.6. Scale with confidence

Following the success of your pilot programs, scale the 
implementation by expanding across different channels, 
segments and use cases. Use all of the insights that have been 
gathered from feedback loops and AI analytics to continuously 
optimize your strategy.

7. Overcoming Challenges with Salesforce Agent force 
Implementing AI-powered personalization through platforms 

like Salesforce Agent force gives organizations numerous 
opportunities to enhance their customer engagement. However, 
this process can also introduce some challenges that are related 
to data quality, integration, privacy and the ethical use of AI. 
Addressing these challenges is essential in order to achieve 
successful implementation. 

7.1. Data quality and integration hurdles

Proper personalization relies on accurate and comprehensive 
data. Organizations often f ace challenges with data silos, 
inconsistent formats and in tegration complexities, which can 
hinder the creation of a un ified customer view. Salesforce 
addresses these issues thro ugh strong data integration tools 
that allow for the consolidation of data from diverse sources. 
Features such as out-of-the-box connectors, data transformation 
capabilities and data quali ty assessments allow businesses 
to streamline data integrat ion processes, ensuring a reliable 
foundation for AI-driven personalization12.  

7.2. Privacy, consent and ethical AI use

As AI systems process vast amounts of personal data, 
maintaining privacy, securi ng consent and ensuring ethical 
use are extremely important. Salesforce emphasizes ethical AI 
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practices by integrating ethics and inclusion into its products and 
taking responsibility for understanding their real-world impacts. 
This approach allows Salesforce to create ethical use policies 
that reinforce its commitment to building trust with customers 
and users13.  

Salesforce has established the Office of Ethical & Humane 
Use to guide the responsible development and deployment of 
AI. This office provides best practices, tools and frameworks to 
ensure that Salesforce products are trustworthy, avoid biases and 
discriminatory outcomes and prioritize transparency14.  

8. Final Considerations and Strategic Outlook
Personalizati on is no longer a competitive differentiator. 

Instead, it must be viewed as a strategic imperative. In a digital-
first marketplace organizations that deliver timely, relevant and 
seamless experiences across all channels are the ones who are 
best positio ned to nurture loyalty, increase conversion rates 
and create l ong-term value. AI-powered personalization gives 
marketers th e ability to respond to customer behavior in real 
time, moving beyond static campaigns to dynamic and switching 
to data-informed engagement.

Salesforce A gent force brings this vision into focus. By 
unifying data, applying predictive intelligence and orchestrating 
interactions  across every touchpoint, Agent force gives 
businesses the power to operationalize personalization at scale. 
It allows for smarter decision-making, stronger relationships and 
more measurable business outcomes.

Now is the time to adopt an AI-first approach to marketing. 
With the too ls, infrastructure and ethical guardrails provided 
by Salesforc e organizations can confidently embrace 
personalizat ion that is intelligent, responsible and impactful. 
The future of customer engagement is adaptive, real-time and 
deeply personalized and it starts with Agent force.
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