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Gen Al can help
iInsurance firms Customer Success Jobs
get ahead 80%

O/ )
8 o of insurance
4 firms report that
of leaders agree gen Al Al will change
better serves customers.? and/or enhance
current work not
replace jobs.?
Productivity Growth Adoption wio  Value

o annual value

0 62 /° ~$4 4T 990/ $50b for insurance
‘ " - - o industry when
4 of insurance executives expected annual GDP of insurancemim ASEEYE

lori iz GenAl is
believe Al will improve impact due to AL* exploring or utilizing applied to
%: distribution.®

generative AL°
operating efficiency and

automate key tasks and )
workflows.3 {‘!l <

Sources: 1. Salesforce, Generative Al Snapshot Research Series, 2023. 28&3. 2024 Salesforce/Arizent Research. 4.McKinsey, The
Economic Potential of Generative Al, 2023. 5.E&Y 2024, How to revolutionize the insurance value chain with generative AL 6. Bain
April 2024, 1t’s for Real: Generative Al Takes Hold in Insurance Distribution




Evolution of |
Agentforce ’Y4

Agentforce
Copilots
Smart, tailored
assistance Knows your business @ @ -
" Plans & reasons M
cli!?e?tt?e?!ts Write an em.ail to my team é’ (\\.\.,} -
repetitive tasks ) based on this memo. Takes action l%’i'\ :
Scales -

Sure thing! Here’s a draft \
for you: \w
\ "




Your Playbook for Trusted & Accurate Al

L with the #1 AI CRM for Financial Services

Embedded Al Assistive Agent Autonomous Agent
Pre-built, ready-to-use Al tools embedded in Employee—facmg agent qe5|gned to streamline Customer-facing agents that can assist
N banking processes by handling smaller, manual tasks, customers and complete tasks autonomously,
the flow of work. They are user-friendly and ; .
L . - allowing human agent to concentrate on more seamlessly handing off to human agents when a
require little to no technical expertise to S . L7
deploy and use complex tasks and delivering superior customer guardrail is approached or a task becomes too
' service. complex
Example Example Example
“Create a Household Relationship Summary” “Summarize a complaint and generate a resolution email” “Report a lost or stolen card and issue a replacement”

e Unlock and Activate Financial Services Data




Agentforce learns & reasons with Atlas

Customer 360
apps & channels

Atlas
Reasoning Engine

e®
Action °

4 Relrieve =

Plan
Evaluate
Refine

e OUiCOMes

Salesforce Platform

N

salesforce




Al needs your data
fo understand your business

Apps &

channels

Prompt



Al needs your data
fo understand your business

Apps &

channels

+c
Augmented Prompt +

<=

RAG data retriever



Data Cloud powers
trusted & accurate results for Agentforce

Customer 360
apps & channels

Atlas
Reasoning Engine

o®
B Action ” e
®.e®

Retrieve

ory

No model
training required

Outcomes

Salesforce Platform




How Data Cloud works

Connect any data Harmonize Govermn Activate

with zero copy profiles data with Al anywhere

Salesforce EI K @ = E]] Prepare and

transform
External apps & (&Y o v v

Map to a unified
metadata model

@) =l .
Unstructured 3 a1 office v v

Data lakes

Resolve customer Search
APIs&SDKs () MuleSoft identities & RAG

Tag & classify Insights

Define policies Actions

Real-time
data

salesforce




The Fundamental Building Blocks of Agents

Define jobs to be
done with

Topics

Order Management

Repairs

The Agent
runs in a specified

Channel

Agents have a defined location where they
do their job, such as a customer support
website.

Give each
topic specific

Instructions

1. Always offer to look up order status using
either order number or email.

2. Always lookup return status before
getting a return label.

3. As a first step before processing a return,
educate the customer on process using
knowledge articles.

salesforce

Create and
assign intelligent

Actions

Lookup Order Status

Generate Return Label

Answer Questions with Knowledge

Topic Classification Description: Define
when to use your topic in a conversation,
based on your user’s intent.

Topic Scope: Define what it’s able to do
within your topic.

Action Instructions: Describe the task
your action does and when to use it in a
conversation.

Action Input & Output Instructions:
Describe how to format and use the
input & output.

VN

Agentiforce Atlas Reasoning Engine ﬁ

The output from the action is checked by the planner to make sure the response has addressed the original task %




Should you Agentforce It?

Add the score for each question to determine the answer

Is this a Sales, Service, Marketing or Operations use case?
o Sales or Service +2, Marketing or Operations +1, No +0

If a human did this would they use Salesforce to do it?
Already doing it in Salesforce +3, Would do it entirely in Salesforce +2, Partly in Salesforce +1,
No +0

Is the data needed accessible to Salesforce?
Data is already in Salesforce +3, Data would be in Salesforce +2, API/batch accessible to

Salesforce +1, No +0

Are the actions needed accessible to Salesforce?
Actions already being used in Salesforce, Actions would be in Salesforce +2, API/RPA accessible

O

O

(@)
to Salesforce +1, No +0

Does Salesforce have a pre-built agent?
- o Productized +2, Templated +1, No +0
" ~-Total Score

>8 Use Salesforce 4-8 Consider Salesforce <4 Probably Not

Salesforce

-



Should you Agentforce It?

Add the score for each question to determine the answer

salesforce

Is this a Sales, Would a human use Is the data needed Are the actions Does Salesforce
Service, Marketing  Salesforce to do this accessible to needed accessible have a pre-built
or Operations use job? Salesforce? to Salesforce? agent?

case?

Sales +2 Yes - Currently +3 Yes - Currently +2 Yes - Currently used  Yes - Productized +2

Service +2 Yes - Planned +2 Yes - Planned +2 " Yes - Templated +1
) Yes - Planned +2

Marketing +1 Yes - Partially +1 No - Accessible via No +0
_ API/batch +1 Yes - Accessible via
Operations +1 No +0 API/RPA +1
No +0
Other +0 No +0

4 1o 8: < 4.
Total Score Consider Salesforce Probably Not Salesforce



Insurance Agents | Policy Information

salesforce

. . &  Claims Agent Y
v Client-facing
v Focused on Service Excellence &) 12m so sorry to hear Agent:
. b I d ’ . .

v Autonomously Completes Actions ety L am hapey to e  Finds Instructions Based on

help you file a claim. Topic and Opens Case

e  Triggers FNOL Actions
C | fi
® tﬁgf’é‘ﬂiﬁiia;e comm ﬁ @ e  Gathers Relevant
\ information so I can — Information, Documents,

process your claim....

and Esignature
e  Submits Claim and Notifies
Insurance Agent to Follow

& Confirmation n Firms Policies )
FNOL Triggered a Human agent picks up the case
..

&

Claim Submitted and reaches out to the customer
to send condolences and provide
empathetic customer service

L4
Agent responds with
dynamic questioning

‘ <’ Client visits their client
portal to file a FNOL to
4 collect on a spouse’s life

insurance policy

Claims Assistant Agent helps guide
human agent through the rest of the
claims process and completes lower
value taks on the agent’s behalf so
she can focus on superior customer
service

WWWWIW |




Insurance Agents | Claims Management

salesforce

& Claims Agent Y
v Client-facing
o @ Hi Rachel, I can help summarize
\/ Emp|0yee-faCIng your.auto policy. Do you have a
v Focused on Service Excellence specific concern?
v Autonomously Completes Actions ) Yes, Ineed to know what my

deductible is and if new brakes
are covered under my policy. . X
- e  Finds Instructions Based on

@ Your deductible is $750 and

brakes are not covered under TOp'IC and Opens Case .

your current policy Would you (] Reviews Customer’s PO|ICy and

like me to schedule a meeting Summarizes Information Based

with your agent to discuss your

policy? on Customer Responses
Schedules Meeting with Agent

to Follow Up with Customer

Agent:

& Confirmation [ N—

| Meeting Scheduled with
Insurance Agent

Agent responds with
dynamic questioning

D —

Insurance Agent holds meeting with
the customer to discuss policy in
greater detail and provide guidance
on increasing coverage based on
customer circumstances, providing
superior customer service

WWWWIW |

' <.’ Customer visits their client
portal to check on the

: details of their auto policy
and triggers the Insurance
AI Agent to help answer
questions

N




Insurance Agents| Insurance SDR

& Insurance Agent ‘

Employee_-facmg & Liracnat e youocking A
Client-facing oy P o gont iew instruct
Focused on Growing Revenue e  Agent review instructions based on

N . . gy Yes! Iwould IiketoAaplplyfor topic and pull sin information from
Maximizes Broker/Agent Pipeline & e vy relevant documents.

e  Obtains initial information needed to
trigger a lead for the human agent

e  Agent provides assistance and options
to the customer based on firm policy
and documents
Al Agent sends urgent lead to Human
Advisor to pick up conversation with
stomer

v
v
v
4

@ Great! I can provide you with
=" some details on the various
life insurance policies we

offer.

Lead Sent

Lead Sent to Insurance Agent

Ment is triggered and sends a
message to the customer via chat.

Customer visits their Bnd
"’ insurance portal to and B
begins looking through
the “products” section of
the the portal

Human agent reaches out to customer
to pick up the conversation and discuss
life insurance policies in greater detail.




Policy Management

Insurance Agents | Policy Renewal

v Client-facing
v Focused on Service Excellence
v Autonomously Completes Actions

@& Insurance Agent

© Hello! Thank you for Agent:

salesforce

y

reaching out. I can help e  Finds Instructions Based on Topic

you renew your policy

to your policy or keep it

and Opens Case

Are there any changes ’o e  Triggers Policy Renewal Actions
® you would like to make e  Gathers Relevant Information,

Documents, and Esignature

the same? e  Submits Policy Updates which
&y Triggers Alert to Human Agent

& Confirmation

Homeowners Insurance Policy >
Renewed
° 1

L4
Agent responds with
dynamic questioning

' <.’ Client receives an alert that
their insurance policy is due
for renewal visits their
portal, and launches their
Al Insurance Agent.

Human agent reviews the policy
changes and summary provided
by her Policy Assistant Agent.
Then, has the Policy Assistant draft
and send a confirmation emailand - .
send to the customer. T

The customers policy is updated and
the human agent has more time to
focus on more complex, high-value
tasks

W,




Insurance Agents| Policy Underwriting

AN N NS

Employee-facing

Focused on Fueling Efficiency &
Risk Mitigation

Autonomously Completes Actions
Assist Employees Complete Tasks

Ve

/
T

)

& Underwriting Assistant

(]

()

Hi Laura, I have analyzed
Rachel’s homeowners
insurance insurance
application

Agent:
[
[

I have identified a few risk) @
factor that may require °

additional documentation
to mitigate.

Would you like me to

add the following
documents to the
customers document
checklist?

Confirmation
Application Review @
Risk Assessment
Document Requests

information
Policy Underwriter
receives an alert about an
new policy application to
review

Agent pulls in application
and customer data and
assess risk based on

@ UW Assistant

You have a new
policy to review

salesforce

y

Reviews instructions based on topic
Analyzes application and compares to
risk factors outlined in firm’s policies
and procedures.

Make suggestions to human
underwriter based on assessed risks
Requests supporting documents from
customer

Agent drafts an email to the ! :

customer with details outlining e
which documents are needed
to continue with the
underwriting processes. The
human agent reviews and sends
the email

Customer uploads supporting
documentation, the agent and
underwriter review and approve the
application

W,




