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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:  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; the ability to execute our Share Repurchase Program; our ability to comply 
with our debt covenants and lease obligations; the impact of climate change, natural disasters and actual or threatened public health emergencies; and our ability to achieve our aspirations, goals and 
projections related to our environmental, social and governance initiatives.

Salesforce is working hard to come up with new ideas, even 
though there are lots of things making it tricky for them. 

They’re trying their best.



We are in the AI Revolution

17%
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Key Tactics to Build an AI Strategy Now

Make data
the bedrock 

for AI

Focus on
customer

experience

Embed AI
in the flow

of work

Keep humans
in the loop

Prioritize 
practical use 

cases

Trust + Security



Focus on customer experience

Top Functions for Generative AI Application in Retail

34%

30%

30%

26%

26%

25%

24%

24%

21%

19%

19%

Retailers Focus on Customer Experience
with Generative AI



Examples of Consumer
Data Collected By Retailers

Examples of Data
Collected By Retailers

Shopping history (e.g., purchases, frequency) Price and promotion data

Loyalty data (e.g., points, tiers, offers) Consumer data

Behavior (e.g., browsing, intent, price 
sensitivity) Order data

Profile (e.g., birthday, gender) Loyalty program data

Marketing (e.g., location, device, email 
advertising response) Product data

Preference (e.g., brand, color) Inventory data

Social (e.g., posts, likes) Benchmarks and other industry data

Account and service (e.g., cases, chats)

Data is Core to Generative AI

Make data the bedrock of AI

Data is trapped in

44
consumer engagement 
systems, on average, 
across the enterprise.

Given this challenge, 
among others,

54%
of retailers are not fully 
able to use its data to 
most effectively 
leverage Generative AI



Gen AI Embedded Into Existing Applications

Embed AI in the flow of work

How Employees and Customers Expect to Access Generative AI in the Retail Industry

Not sure/I don’t know
1%

Accessed via existing 
applications and

user interfaces

63%

Accessed via new 
(and separate) 
applications and
user interfaces

36%



Top Use Cases: Increasing Personalization
and Removing Friction

Prioritize practical use cases

Generate personalized 
responses for agents to quickly 
email or message customers

32%

Create a conversational digital 
shopping assistant to help shoppers 
find the right product or service

30%

Create personalized promotions 
for loyalty members27%

Produce creative assets for ads, emails, 
social media and websites, etc.

26%
Create personalized 
promotional offers

25%
Create summaries of 
customer service cases

25%
Demand forecasting, 
allocation, replenishment

25%

Top Generative AI Practical Use Cases in Retail



Biggest Risks in Gen AI

Ranking of Generative AI’s Perceived Risks

Trust and Security

38%

35%

34%

33%

32%

18%

50%



CRM TrustAI

Uchwyć Moment AI

Data



Każda firma potrzebuje 
Strategii AI



AI jest tylko tak dobre 
jak Twoje Dane



Spersonalizowane 
interakcje

Ugruntowana AI

Szybka innowacja

Wyzwania 
integracyjne

Ograniczenia
danych i
jakość

firm z trudem 
wdraża AI 
skutecznie

76%

Rzeczywistość 
danych

Twoja Strategia AI jest tylko tak dobra jak 
Twoja Strategia Danych

Marzenia 
AI

Szybko
zmieniający
się krajobraz

technologiczny



Ale połączenie wszystkich Twoich danych
nie jest łatwe

1,026
różnych
aplikacji

Średnia firma 
posiada

ML Platforms Data Lakes & Warehouses

Human Resources

ERP Financial Management

Web and Mobile Advertising

Point of Sale Analytics

Order Management

Source: MuleSoft Connectivity Benchmark 2023



Source: MuleSoft Connectivity Benchmark 2023

BI Tools/Data Science 
High LTV

Service Profiles
00800 753 3333
Samantha Smith

Samantha Smith 
s.smith.58221@gmail.com

Community Profile
StylishSam

Social Handle 
Only

Different phone numbers

Known & 
Unknown Data

Desk Data
SKU 8wr7013

Marketing Profiles
sam@mystyle.com

s.smith.58221@gmail.com

Guest Checkout
Samantha Smith, 

sam@mystyle.com, 
+44 800-753-2333

Multiple Emails~75%
No Name

~78%
Guest Orders

Duplicates
Unintentional 

Commerce Profile
Sam Smith

s.smith.58221@gmail.com
(0) 800-753-2333

Service Cases
Case 12345

Web and Mobile 
Engagement

Email/SMS/Push 
Engagement

Airport Data
SKU 9134abc

Legacy Loyalty Data
Gold member

Ale połączenie wszystkich danych o kliencie
nie jest łatwe



Świadomość Rozważenie Zakup Obsługa 
Posprzedażowa Lojalność

Repair / Service

Customer Experience

Invite to exclusive
Product Launch Event

Digital Receipt

Shipping 
Notification and 

Track & Trace

Owners 
Community Invite

Personalized 
Events Invitations

Exclusive Pre-
Access to New 
Limited Edition

Personalized Gift

“Are you Happy?”
Client Advisor 
Outreach via 
Whatsapp

Remote Selling 
from Service
Center

1: many Live 
Commerce Event

Personalized 
Communications

CPO ResellInstore 
Clienteling

Ship To Home

Reserve In-Store

Appointment
SchedulingInfluencer Post

Blog

Concierge 
Service

Product
Pre-Order

Private
Session

Event Attendance

Personalized
Newsletter

Personalized
Instagram Ad

Product
Registration

Brand Story
Telling & Content 

Marketing

Advocacy

Ale połączenie danych na każdym etapie ścieżki
nie jest łatwe



DATA FOUNDATION & ARTIFICIAL INTELLIGENCE

Data Sources Data Flow

Data 
Ingestion

Scheduled

Stream

Salesforce

Cloud Based

3rd Party Data

Data 
Sharing

3rd Party Partners

Snowflake

AppExchange

Data Sharing

Native Connectors
or

Ingestion Methods

S3 Redshift
ZERO COPY

Data Map 

Data Lake Object Data Model Objects 

Data Cloud

Segmentation
Advertising Suppression
Targeted Campaigns
Lookalike Segments
AI-driven Segmentation

Augmentation
Calculated Insights
Predictive Scoring
CLTV Modeling

Integration
Integrate data from internal
and external systems

Unify Profiles
Unify known profiles

Insights & Analytics
Understanding consumers & 
purchase behaviour

Ingestion and Modeling

Wszystko zaczyna się od danych

Zero Data Copy
Zero ETL Sharing

Big 
Query

Data Harmonization & Identity Resolution



Targeted 
Advertising

Nurture & 
Onboard

Omni-Channel 
Commerce

Post-Purchase
Experience

Gamified
Loyalty

Automated Service 
Replies

Service Bots

GPT Service Search 
(FAQs, Customer 
data)

Service Conversation 
Summary

FAQ recommendations

Automated Service 
Replies

Einstein Lookalike 
Audiences

Referral Mkt. 
Prediction

Service Engagement 
Summary

Promotion Copilot

Dyn. Promo Content

Fraud Detection

Commerce Concierge

Return Analysis

Generative Page Des

Commerce Intelligence

Commerce Copilot

Engage Content Creation

Campaign Assistant*

Tableau Pulse

MC Segment Intelligence

Typeface Partnership

Brand Identity Center

Send Time Optimization

Activity & Frequency Scoring

MC Einstein Insights 
(Copy, Messaging, Mktg.)

MC Copilot*

SC Copilot

Knowledge Creation

Świadomość Rozważenie Zakup Obsługa Lojalność

DATA FOUNDATION & ARTIFICIAL INTELLIGENCE

Ready Models, Build your model or Bring Your LLM

Amazon Bedrock Google Vertex AI DatabricksOpenAI Anthropic Cohere

Segmentation
Advertising Suppression
Targeted Campaigns
Lookalike Segments
AI-driven Segmentation

Augmentation
Calculated Insights
Predictive Scoring
CLTV Modeling

Integration
Integrate data from internal
and external systems

Unify Profiles
Unify known profiles

Insights & Analytics
Understanding consumers & 
purchase behaviour

Zero Data Copy
Zero ETL Sharing

Segment Creation



TRUST LAYER

Ready Models, Build your model or Bring Your LLM

Amazon Bedrock Google Vertex AI DatabricksOpenAI Anthropic Cohere

DATA FOUNDATION & ARTIFICIAL INTELLIGENCE
Segmentation
Advertising Suppression
Targeted Campaigns
Lookalike Segments
AI-driven Segmentation

Augmentation
Calculated Insights
Predictive Scoring
CLTV Modeling

Integration
Integrate data from internal
and external systems

Unify Profiles
Unify known profiles

Insights & Analytics
Understanding consumers & 
purchase behaviour

Zero Data Copy
Zero ETL Sharing



Salesforce 
Apps

Salesforce Trust Boundary

Trust Layer

Data + AI + CRM

Scalable Infrastructure

Secure, 
Dynamic 

Grounding

Prompt 
Masking*

Toxicity 
Detection*

Context

Prompt 
Defense

TLS | Ze
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External 
Models

BYOM

Prompts

Completions

Shared 
Trust

Audit TrailGenerations Feedback 
Framework

Toxicity 
Detection*

Prompt 
Demasking*

Permissions

Policies

Templates

Prompt Studio*

LLM
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AUTOMATED



DATA FOUNDATION & ARTIFICIAL INTELLIGENCE

Ready Models, Build your model or Bring Your LLM

TRUST LAYER
Audits Privacy CenterData Masking Toxicity Detection Zero Retention

AI Service RepliesAutomated Case 
Summaries

Segmentation AugmentationIntegration Unify Profiles Insights & Analytics Zero Data Copy



Clienteling Self-Service

DATA FOUNDATION & ARTIFICIAL INTELLIGENCE

Ready Models, Build your model or Bring Your LLM

TRUST LAYER
Audits Privacy CenterData Masking Toxicity Detection Zero Retention

Segmentation AugmentationIntegration Unify Profiles Insights & Analytics Zero Data Copy



Clienteling Self-Service

DATA FOUNDATION & ARTIFICIAL INTELLIGENCE

Ready Models, Build your model or Bring Your LLM

TRUST LAYER
Audits Privacy CenterZero Retention

Segmentation AugmentationIntegration Unify Profiles Insights & Analytics Zero Data Copy

Data Masking Toxicity Detection



Targeted 
Advertising

Nurture & 
Onboard

Omni-Channel 
Commerce

Post-Purchase
& Service Experience

Gamified
Loyalty

Marketing Cloud 
(Ad Studio)

Data Cloud 
(Einstein Lookalike Segments, 
Activation in Advertising)

Marketing Intelligence
(Campaign Insights & 
Performance)

Loyalty Management 
(Referral Marketing)

Marketing Cloud 
Engagement,Personalization

Data Cloud 
(Campaign Performance, 
Unification, Harmonization)

Data Cloud 
(Real Time Insights)

ISVs (Bambuser, Threekit, 
Proximity, Bayretail

B2C Commerce Cloud
Order Management, B2C 
Commerce Cloud

Marketing Cloud 
Personalization)

Slack
(Store Operation) 

Service Cloud UE+
(Dig. Engagement, Bots)

Experience Cloud
(Self-Service Portal)

ISVs Bringg & parcelLab
(Returns & Exchange Portal)

Marketing Cloud 
(Engagement,Personalization)

Loyalty Management
(LM, Global Promotions, 
Gamification))

CRM Analytics
(Customer Insights)

Data Cloud
(Segmentation, Lookalike 
Segments)

Marketing Cloud 
Engagement,Personalization

Świadomość Rozważenie Zakup Obsługa Lojalność

CRM APPS

DATA FOUNDATION & ARTIFICIAL INTELLIGENCE

Ready Models, Build your model or Bring Your LLM

TRUST LAYER
Audits Privacy CenterData Masking Toxicity Detection Zero Retention

Segmentation AugmentationIntegration Unify Profiles Insights & Analytics Zero Data Copy





SalesMarketing
ITService Commerce

Your Business
Teams

Predictive AI Use Cases

Your Data 
and AI Models

Predictive AI

Harmonized Profiles Streaming Connectors Lakehouse Materialized Views Zero-ETL Sharing

Data Platform 

Your AI Models, Your ML Frameworks, Your ML Platforms, Your Infrastructure

Customer Churn 
Prediction

Ticket Routing Models

Next Best Offer

Resolve inquiries 
more accurately 

Create more 
resonant content 

Customer Lifetime 
Value

Campaign Response

Close deals faster

Lead Scoring

Sales Forecasting

Increase 
conversion rates Develop faster

Demand Forecasting Code Completion

Price Optimization

Product 
Recommendation

Natural Language to 
Code

Chat-based 
Coding Assistant

Contextual 
Engagement

Personalized Email

Marketing 
Experimentation Code Analyzer IDE 

Integration



SalesMarketing
ITService Commerce

Your Business
Teams

Generative AI Built on top of your data across your 
business

Your Data 
and AI Models

Generative AI

Harmonized Profiles Streaming Connectors Lakehouse Materialized Views Zero-ETL Sharing

Data Platform 

Your AI Models, Your ML Frameworks, Your ML Platforms, Your Infrastructure

Service Responses

Knowledge Creation

Work Summaries

Resolve inquiries 
more accurately 

Create more 
resonant content 

Subject Lines

Campaign Assistance

Close deals faster

Sales Emails
(Page Context)

Sales Emails
(CRM data  + Email History)

Increase 
conversion rates Develop faster

Product Descriptions Code Completion

Smart Promotions

Commerce 
Concierge

Natural Language to 
Code

Chat-based 
Coding Assistant

Search Answers

Segment Creation

Marketing 
Experimentation Code Analyzer IDE 

Integration



Dziękuję!


