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Forward Looking Statements

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 Al Revolution St
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Q How to increase conversions

Q How to optimize spend
Q How to personalize experiences

Q  How to grow relationships



Key Tactics to Build an Al Strategy Now R Mo
©)
Focus on Make data Embed Al Prioritize

Keep humans
in the loop

customer the bedrock in the flow
experience for Al of work

practical use
cases

Trust + Security



Focus on customer experience

Retailers Focus on Customer Experience R, |
with Generative Al

Top Functions for Generative AI Application in Retail
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Make data the bedrock of Al

Data is Core to Generative Al

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 Al
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Examples of Consumer

Data Collected By Retailers

Shopping history (e.g., purchases, frequency)

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

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

Profile (e.g., birthday, gender)

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

Preference (e.g., brand, color)

Social (e.g., posts, likes)

Account and service (e.g., cases, chats)
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Examples of Data
Collected By Retailers

Price and promotion data
Consumer data

Order data

Loyalty program data
Product data

Inventory data

Benchmarks and other industry data

salesforce




Embed Al in the flow of work

Gen Al Embedded Into Existing Applications R... |

COUNCIL

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

Not sure/I don’t know

r———@

63% o---

Accessed via existing
applications and
user interfaces

Gy
|

--+36%

Accessed via new
(and separate)
applications and
user interfaces




Prioritize practical use cases

Top Use Cases: Increasing Personalization R e, |
and Removing Friction

Top Generative Al Practical Use Cases in Retail

° Generate personalized
32 /o responses for agents to quickly
email or message customers

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

279 Create personalized promotions
© for loyalty members

26% 25% 25% 25%

Produce creative assets for ads, emails, Create personalized Create summaries of Demand forecasting,
social media and websites, etc. promotional offers customer service cases allocation, replenishment



Trust and Security

Biggest Risks in Gen Al R, |

Ranking of Generative AI’s Perceived Risks

50%

Bias

38%

Hallucinations

35%

Toxicity

34%

Data leakage

Inability to mask
the data

33%

Greater security
risks

32%

Lack of
transparency for
the results

18%
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Kazda firma potrzebuje
Strategii Al



Al jest tylko tak dobre
jak Twoje Dane



Twoja Strategia Al jest tylko tak dobra jak

Twoja Strategia Danych

Marzenia
Al

Ugruntowana Al

Spersonalizowane
interakcje

Szybka innowacja

Rzeczywistos¢
danych
o
76%

firm z trudem
wdraza Al
skutecznie

Wyzwania
integracyjne

Ograniczenia
danychii
jakos¢

zmieniajgcy
sie krajobraz
technologiczny




Ale potgczenie wszystkich Twoich danych
nie jest tatwe

(Web and Mobile> )] = B ( Advertising >
' +-T-++
( ML Platforms > &

i

@ata Lakes & quehouse9

Srednia firma

( ERP > posiada (Finqnciql quqgement>
C Point of Sale > ] !026 3 < Analytics >
\ réznych
&, Order Manqgement> aplikacji _#% < Human Resources >

L))

Source: MuleSoft Connectivity Benchmark 2023



Ale potgczenie wszystkich danych o kliencie
nie jest tatwe
<

. Web and Mobile
% ~ Service Cases Duplicates

Case 12345 Unintentional Engagement
Guest Checkout ~78%
Samantha Smith, Guest Orders
sam@mystyle.com,

Service Profiles
00800 753 3333
+44 800-753-2333
» d Commerce Profile
W .

Samantha Smith

Samantha Smith
s.smith.58221@gmail.com -
. Sam Smith
Different phone numbers =

;}w ’, s.smith.58221@gmail.com
; oW (0) 800-753-2333

Desk Data

SKU 8wr7013 . , piovie Airport Data
~75% | & F /. | i
No Name i

SKU 9134abc Multiple Emails
Marketing Profiles
sam@mystyle.com " . @ Community Profile
nown i
s.smith.58221@gmail.com W Stylisham

Unknown Data

BI Tools/Data Science

Email/SMS/Push Legacy Loyalty Data Social Handle
Engagement Gold member Only

Source: MuleSoft Connectivity Benchmark 2023

High LTV



Ale potgczenie danych na kazdym etapie §ciezki
nie jest tatwe )

/
Advocacyl .
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Event Attendance Ship To Home |
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- o . .
, ® \ L7 oL Repair / Service @ . "Are you Happy? II
Personalized / \ / \ / gh?nt A(;w§or I
Instagram Ad /’ : / utreach via
: ) / Personalized Whatsa Owners
: b fieisonalized Private .\ Communications / ) = Community Invite !
1: many Live ‘ Newsletter Session Concierge ® \ ]
Commerce Event \ / \ Service / \ I

/ \ / \

- . .. Obstuga
Swiadomos¢ Rozwazeni .
ozwazenie Posprzedazowa

/ 1 , \ ; \ /
/ Brand Story | Inst - . .
Y nstore Digital Receipt CPO Resell * Exclusive Pre-
Telling & Content . . Clienteling & & (s . Access to New
Blog : / )} Registration /
Marketing | / \ \ Limited Edition
/ Shipping / : )
/ \ PR NIt tor A0 . Personalized Gift * /
Product q Track & Trace Remote Selling /
@ influencer Post Scheduling \ from Service \
/ Pre-Order / /
\ \ Center -\
/ / \ ../ Personalized @
. Events Invitations

Invite to exclusive

Reserve In-Store
Product Launch Event

Customer Experience .
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Wszystko zaczyna sie od danych
Data Sources Ingestion Methods Data Flow Data HarmonizaEieta 8/Iafentity Resolution
Data . [ a1 v | search Salesforce | *[7) ?
Salesforce Ingesiion i Data Cloud Home DataStreams Vv  DataPrep  Data Lake Objects V'  DataModel Identity Resolutions ™ Segments v  Activations Vv
+ ’
’ E Q o H Data Model Objects Download Tableau:Data S

Native Connectors

<

@ changes to data model objects may take a few moments to sync. Refresh the page to check for updates

Cloud Based

|

or \a
ﬂ % . - Bampnnﬁ\
aws & A @ Scheduled R p— &
3rd Party Data .

hl\x

RO B € v S e

Stream
3rd Party Partners e 7
o AppExchange —_—e W (:‘ o (Ene)
i#Nine CRITEO -
Data Category /WM\‘\‘
Sharing Profie W
Engagement - 0
O s @ =
an» : e @ =
S3 Redshift Big Snowlake & Data Sharing @ \
Query

G Ingestion and Modeling

2t DATA FOUNDATION & ARTIFICIAL INTELLIGENCE

Unify Profiles
Unify known profiles

Integration
Integrate data from internal
and external systems

Insights & Analytics
Understanding consumers &
purchase behaviour

Segmentation
Advertising Suppression
Targeted Campaigns
Lookalike Segments
Al-driven Segmentation

Augmentation
Calculated Insights
Predictive Scoring
CLTV Modeling

Individual

/ Unified Indv |

\ identification
\ 4

Data Lake Object

Search,

—Contact__
[ ot | P ==
ey Engagement y \
) Unified Indv
| Contact Point
. Phone
Engagement
y 9 4 \
Einstein Ema Ve
Engagement |
- | Tomplate
Emal
Unified
Individual
/ Unified Indv
| Contact Point
" Phone 4
O y
| Practoner
| Organization
N
PN Practitoner
| Afiniy )
N y | Enal
y \ >
| Medcal | )
[ y
N A
7 N / Marketing ',
[ | Joumey |
[ tniac s | Aetivie

Data Model Objects

Zero Data Copy
Zero ETL Sharing



Targeted Nurture & Omni-Channel Post-Purchase Gamified

Advertising Onboard Commerce Experience Loyalty

Einstein Lookalike Engage Content Creation Commerce Concierge Automated Service Automated Service

Typeface Partnership FAQ recommendations Fraud Detection

6 Audiences G Replies 6 Replies
Campaign Assistant* i
Referral Mkt. paig G Return Analysis . . Service Engagement
Prediction Service Conversation Summary
Tableau Pulse Generative Page Des Summary
6 . G 6 Promotion Copilot
Segment Creation . Commerce Intelligence GPT Service Search
MC Segment Intelligence G (FAQs, Customer
Commerce Copilot data) @ Dyn. Promo Content
- o

G
G
G
G
G
G
G
G
G
G

Brand Identity Center
Service Bots
Send Time Optimization

Activity & Frequency Scoring Knowledge Creation

MC Einstein Insights
(Copy, Messaging, Mktg.)

MC Copilot*

SC Copilot

e e Jo) el o Qe ey

a Ready Models, Build your model or Bring Your LLM

& A L w 5 C

OpenAl Anthropic Cohere Amazon Bedrock Google Vertex Al Databricks
3¢ DATA FOUNDATION & ARTIFICIAL INTELLIGENCE
Integration Unify Profiles Insights & Analytics Segmentation Augmentation Zero Data Copy
Integrate data from internal Unify known profiles Understanding consumers & Advertising Suppression Calculated Insights Zero ETL Sharing
and external systems purchase behaviour Targeted Campaigns Predictive Scoring
Lookalike Segments CLTV Modeling

Al-driven Segmentation



salesforce

a)TRUST LAYER
a Ready Models, Build your model or Bring Your LLM

& A L w 5 C

OpenAl Anthropic Cohere Amazon Bedrock Google Vertex Al Databricks
3¢ DATA FOUNDATION & ARTIFICIAL INTELLIGENCE
Integration Unify Profiles Insights & Analytics Segmentation Augmentation Zero Data Copy
Integrate data from internal Unify known profiles Understanding consumers & Advertising Suppression Calculated Insights Zero ETL Sharing
and external systems purchase behaviour Targeted Campaigns Predictive Scoring
Lookalike Segments CLTV Modeling

Al-driven Segmentation



4 Salesforce Trust Boundary
Salesforce Y ® Trust Layer

Feedback Prompt Toxicity
Framework Demasking® Detection®

Shared
- Trust

External
Models

Completions

Generations Audit Trail

Prompt Studio*
Templates
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Data + Al + CRM

Scalable Infrastructure




Privacy Center Home  Privacy Policies v  Privacy Job Session \  Privacy RTBF Request \  Privacy Preference Manager

Data Management Policies [ Right to Be Forgotten Policies
Retain only the data you need at the org level. Obfuscate retained data for an " Honor customer requests by deleting or masking their data in specific
extra layer of privacy. records.

Go to Data Management Policies Go to RTBF Policies
m Right to Be Forgotten Requests B Portability Policies
View, manage, and schedule requests from your customers who want you to Compile and deliver personal data to customers who make data subject
delete their data. access requests.

AUTOMATED

Go to the DSAR Policy Manager in Setup

Go to RTBF Requests

[]) Preference Manager

Create, manage, and publish self-service forms for your customers to share Check out these resources for help with Privacy Center:

their communication preferences.
P European Union Privacy Law Basics

California Consumer Privacy Act Basics
US Privacy Law Basics

Configuring your privacy policies

Go to Preference Manager

Resources and Helpful Links

Privacy Center & Consent Management Objects White Paper

[©) scheduled Jobs

‘ View and manage the status of jobs scheduled to run for Data Management
and Right to Be Forgotten policies.

Go to Scheduled Jobs

g Portability Log

View the status and result of jobs ran in response to data subject access
requests. Access and send the generated files to your customers.

Go to the DSAR Policy Log in Setup




Details

Automated Case

Andrew (Andy) Wong

Al Service Replies

] Customer Average Propensity to
Vvalue Spend Churn

$18.5K $125.83 12%

£ | 2
oil Add andywong@mail.com, 4 o The reservations are already linked to
Activity Feed your My Disney Experience account.
a.wong88@mail.com _Aetivity
SASEDRE L VT SRO-oR Engagement Feed +|le Al Q search Amazon 1 am adding a request that you would like
! 415 Mission St X to stay in the same room for the split
San Fran CA 94108 stay. One moment, please.
| [ Added to campaign G Sports Research Collagen Powd...
/ Outdoor Enthusiast Hiking Gear Promo Sold by Sports Research 7Min Ago
yalt Gold 3

10:45 AM | Dec 30

Summaries

@
©

Men's Chilkat Nylon Boots Wool Hike Light Crew Men's Anorak
Active Outdoor Shoppers

Perfect! Thank you.
Issue Details Answer
Size: N5 Size: Medum Size: Medium m Engagement Score Increase =

Read 7 Min Ago
Incressed from 79% to 86% o —0 ;)

5:26PM | Dec 26 You're welcome!

$18,547 < Sports Research Collagen Powder Supplement -...

) . This request has been added. While it
e Added %o Sogment Tell us what happened with this will not appear in your My Disney
Active Outdoor Shoppers Experience app, it has been shared with
915AM | Dec 22 Says delivered, but it's not here » the resort.
—— As a reminder, the request is based on
Men's Short-sieeve Haritage Ti-blend Tee 0 casecreated ad Daiagrd ondefective item > availability and is not guaranteed.
v Lost Item - Men's north Dome Pullover
Get back to basics outdoors with ths Ightweight and breathabie cotton-blend tee +
$25.00 - Size: Medium - NTO-0126 Faade Return or replacement > Now
314 PM | Dec 13
Ok great, thank you!
Track shipping > 9 ¥
PoweredBy # RA OB OO & Gore Closefit Soft Shell Gloves Read Now
Lightweight and streamiined multi-season gioves for versatile warmth during outdoor activities. + View A .
" e i Arived too ate > You're welcome! If you have any other

= & questions, please feel free to message
1x - Found better price > back and we will be happy to assist.
ToDolist O Rewind @ MassEdt 4 Tool - Q Demo Tracker Have a Magical day!

o) TRUST LAYER

Data Masking Toxicity Detection Zero Retention Audits

Privacy Center

a Ready Models, Build your model or Bring Your LLM

* DATA FOUNDATION & ARTIFICIAL INTELLIGENCE
@ Unify Profiles @ Segmentation @ Augmentation

@ Integration

@ Insights & Analytics

@ Zero Data Copy



Al ¥ | Search Salesforce 208 e . .
Clienteling Self-Service
Salesforce Genie Home  DataStreams v  DataPrep  Datalake Objects “  Identity i Vv Custom Propensity Scoring Vv Segments Alicia Stevenson X
oy e
ol i Al
AlicialStevenson Q Next Best Action See A~ Engagement Feed a5 .
) 7
‘ Pioenie o < Back Return Item
©) Product Recommendation: WOMEN'S AMPEZZO RUNNING SHOES 2 Added fo Segment Return Method
Customer ID 09883454 ‘Download Fitness Tracker App’

The Ampezzo unique cushioning technology gives your feet and joints 3 hourago

advanced comfort for top performance on your runs and walks. Even on

Y0P Cuant

2]
™ Email Address alicia95@gmail.com Alasteir 4 Legs Coffee Table
L 4

with Storage
Loyalty Status ~ Silver the most demanding trails, the Ampezzo provided best-in-class traction... > a Engagement Score Increase By Wade Logan®
Size | 7| Price: $120.00 Increase from 63% to 76% Quantity: 1
- . ot Helpful ake Action
@ Propensity to Purchase: Most Likely Select your return method
e ———— > &Y Life Time Value Increase
$2,466.36 1o $2,565.26 .
load Fi Customer Activity  Insights ~ Cases  Details i & Keep for 20% Discount
Segments: Download Fitness | ommprinnity
Tracker App +/ $7062 refund or store credit
Actéwtyhby Channel @ Purchases @ Engagement @ Outreach N o Loyalty Account Created +/ Hassle-free experience
(2) Lifetime Value $2.565.26 festiz monthe 3 hours ago +/ Noreturn necessary
(Avg. 1,852)
[} o o [ ] (
NTO Website - e oEEEEs o D > E NTO Website Purchase AL LEATHER GOODS B FedEx Dropoff - $14.88
Subtotal: $98.90 Q Print Label Shipping Fee
1 day ago
bt - " UMMARY  CATEGOR «/ Prepaid label
Email . -. o @ ® Purchasing Data S Srovided
- - - > @ Community Website Visit S
Women Shoes (=) © any Fedex location
Engagement Score 76% 2 days ago + No scheduli
Engaged Mobile NTO App e o o o e o Transaction Dates Spending Risehecing
f\ gaged needed -
Compared to 12K similar audience Mobile A Visit 150 A e |
Ot Nov Dec Jan Feb Mar Apr May Jun il Aug Sep > obile App Visi ) W yf
06/01/18 $3,450 .
‘Womens Footwear Poil Risiiceston 3 Yo \% a alr
« Hikina

26/01/16 $50,320

Data Masking Toxicity Detection Zero Retention Audits Privacy Center

* DATA FOUNDATION & ARTIFICIAL INTELLIGENCE
@ Unify Profiles @ Segmentation @ Augmentation

@ Integration

@ Insights & Analytics

@ Zero Data Copy



Customer ID 09883454

Email Address alicia95@gmail.com

¢ K @

Loyalty Status  Silver

©OD ®

Activity Affinity Hiking

OO

Propensity to Purchase: Most Likely —t
®

High Propensity to N
Buy Running Shoes

©,

Segments:

Lifetime Value $2,565.26
(Avg. 1,852)

©

© 00

Engagement Score 76%

P Engaged
Compared to 12K similar audience J




salesforce

Targeted Nurture & Omni-Channel Post-Purchase Gamified
Advertising Onboard Commerce & Service Experience Loyalty

Swiadomosé Obstuga Lojalnosé

Data Cloud

Loyalty Management

Marketing Cloud
(Referral Marketing)

Slack Engagement,Personalization
(Store Operation)

CRM APPS

o) TRUST LAYER

Data Masking Toxicity Detection Zero Retention Audits Privacy Center

« Ready Models, Build y

Marketing Cloud Marketlng Cloud @ Service Cloud UE+ Loyalty Management
(Ad Studio) Engagement,Personalization (Real Time Insights) (Dig. Engagement, Bots) (LM, Global Promotions,
Data Cloud Data Cloud @ ISVs (Bambuser, Threekit, Experience Cloud Gamification))

@ (Einstein Lookalike Segments, @ (Campaign Performance, Proximity, Bayretail L (Self-Service Portal) I+i (CCR'\{:I AnaIIytICSh )
Activation in Advertising) Unification, Harmonization) + ustomer Insights

. . ! (B;ZdC C'\ﬁmmerce tC:?zucd ISVs Bringg & parcelLab

@ Marketing Intelligence Cr er a”aglemcei“ ] (Returns & Exchange Portal) Data Cloud )
(Campalgn Insights & ommerce Llou . (Segmentation, Lookalike
Performance) Marketing Cloud Marketing Cloud o Segments)

@ Personalization) (Engagement,Personallzatlon)

=0,

 DATA FOUNDATION & ARTIFICIAL INTELLIGENCE
@ Segmentation @ Augmentation

@ Integration @ Unify Profiles

@ Zero Data Copy

@ Insights & Analytics



cndr%egsen.

Ingestion Query and Analysis and rowitz
Sources and Transport Storage Processing Transformation Output E . LLM A St k
OLTP Databases (" oDataReplication Data Warehouse oA
via CDC (Fiea,sieh, Matlon,Aiyte)  — Snonfake,Biguery,Recshit) ol
ntextual Data Pipelines. Embedding Model | Vector Database
Metrics Layer o iy > (Detabricks, Aiffow, - - - - - > 1Opena, Conere, > Piecone, Wessiote,
_____________________________ (LookML, Transform, ﬁ Embedded Analytics Unstuctred, .) Hugging Face) Chroma, pgvector)
(Oracte, Slesfoce, NetSue,.. ‘v e : Suporgrin.dbt) (Siense, Looker, cubeJs) : ;
| | \ L
. " Augmented Analytics - L
Operational Apps L J ul, Data Lake SR ‘1'/ o Data Modeling 5 R '
(S, ot o) R abricks,Amazon o, ook Gl ufimes On !
S Ly [ oot bt cberg s ) s (3 \
" L ame oagser JHN ' SQL Query Engine 1 = . Prompt Playground  ———» — Prugins
Fuercolisctors s orcave | 4| s Gwbwpessmimoe, || Workflow Manager g ta Worksp Fewshot ———>  pmimae g a— e e
e oo L z Dromio,Databicks Phton) : o e o examples P 1 [
. | o DS/ML Platforms | DS/ML Tooling Orchestration
b, Sgemair o,
ogs } (adas, Dask,Anycall Ry PyToch,.) : D, Sege e . LLM APIs and Hosting
Limanin sG]
{ )
3rd Party APls Evonc Sussmine I ) J' App Frameworks Query Aededides ey, e Progeietary ARl ]
et et ———1 (S, oy Ous) P o —- ronas Amivape) Huggng Face. Rplcatl
e
T { Real-time Analytics Database .
File and Object Storage (imply/oruid, Clickbause, Pinot, Rockset) — Custom Applications > woliMops -~~~ ¥ Cloud Provider Opinionated Cloud
N e S, ——3] s, . B, Ay
v —_— e — Ao, Ciremeore) gt
Output &—1 IVercel. Steamship.
T | e oasam processing| » v oo .
(Conme Hrouck) [T Upsolver, Materlalize) Velidation - ’
Guariai Rt =
t G 5
Data Discovery Data Governance I Dets Obscovabliy Entitlements & Security
smndsen, oaat, Adan, Alton Cotib) PO prvaces, immta)
Data Pipelines Embedding Model Vector Database
...and multiple data patterns require different Databricks Open Al Pinecone
technology. Airflow Cohere Weaviate &Emerme
Real-Time Machine-Leaming Applications Unstructured Hugging Face ChromaDB

Decisioning Processing
Real-time Eventing Data Snapshots Profiles,

Orchestration API Plugins
Real-time IR Feature Store/ Engagement Data —

Real-time Segments Insights SQL, soQL OpenAl LangChain o Redis
Real-time Actions Batch/Stream REST APIs _ LISRaIRdaE « SQLite
Transformations Metadata i
Humanloop ChatGPT » GPTCache

SQL/File Access

Event Processing Analytics Lakehouse LLM Cache Logging Validation

Streaming Ingest Batch Ingest Delta Change Redis MLflow * Guardrails
Streaming Batch Transforms capture sQLite PromptLayer o Rebuff
Transforms Batch Insights Large Scale " s LMQL

! GPTCache Helicone
Window Aggregates Columnar Stores File Formats

(last 5 min purchase etc.)
Streaming Actions - SsQL App Hosling — Cloud Providers
Pub-Sub

Commonality - Data, Metadata, Insights Vercel e OpenAi AWS

Steamship e Anthropic GCP
StremlLit e PalLM2 Azure




Predictive Al Use Cases

Your Business

Teams

Predictive Al

Your Data

and Al Models

Service

Resolve inquiries

more accurately

Marketing

Create more

resonant content

Customer Churn
Prediction

Customer Lifetime
Value

Ticket Routing Models

Campaign Response

Sales

Close deals faster

Commerce

Increase
conversion rates

salesforce

Develop faster

[ Lead Scoring ]

Demand Forecasting

Code Completion

[ Sales Forecasting ]

Price Optimization

[ Natural Language to )

Next Best Offer

Code )
Personalized Email Product Chat-based D
Recommendation Coding Assistant

Contextual
Engagement

Marketing
Experimentation

Your Al Models, Your ML Frameworks, Your ML Platforms, Your Infrastructure

Data Platform

Code Analyzer IDE
Integration

Harmonized Profiles Streaming Connectors Materialized Views Zero-ETL Sharing




Generative Al Built on top of your data across your
business

Your Business

Teams

Marketing

Service Commerce

Increase
conversion rates

Resolve inquiries Create more

Develop faster

Close deals faster

more accurately resonant content

. [ . . ) . ( 3
Generative Al Service Responses | Subject Lines | [ Sgﬁ:ciior:ec:'l)ls ] Product Descriptions Code Completion
. 7
- [ . . ) N ' )
Knowledge Creation Campaign Assistance Sales Em_m!s smart Promotions Natural Language to
L J (CRM data + Email History) L Code )
a 3
Work Summaries Segment Creation Commerce f Chat-based )
h ’ Concierge | Coding Assistant
[ Marketing h
Search Answers Experimentation Code Analyzer IDE
- ’ L Integration

Your Al Models, Your ML Frameworks, Your ML Platforms, Your Infrastructure

Your Data
Data Platform

and Al Models

Harmonized Profiles Streaming Connectors Materialized Views Zero-ETL Sharing







