TDX

5 Key Mindset Shifts For
Building Agentforce
Experiences




Forward looking statements

This presentation contains forward-looking statements about, among other things, trend analyses and
statements regarding future events, anticipated growth and industry prospects, and our strategies,
expectation or plans regarding product releases and enhancements. 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, results or outcomes
could differ materially from those 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: our ability to meet the
expectations of our customers; uncertainties regarding Al technologies and its integration into our product
offerings; the effect of evolving domestic and foreign government regulations; regulatory developments and
regulatory investigations involving us or affecting our industry; our ability to successfully introduce new
services and product features, including related to Al and Agentforce; our ability to execute our business

plans; the pace of change and innovation in enterprise cloud computing services; and our ability to
maintain and enhance our brands.
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How many of you work on a web portal?

And how many of you have a leadership team asking
how you're going to agenfiie it?

+




Hi! Great to meet you!

Emily Winslow Nimma Bhusri
Director, Al Product Product Design Lead,
Management, Customer Next Gen Messaging,

Success, Salesforce Salesforce



Our Leadership Ask:

Integrate Agentforce into Salesforce Help AND make self-service
easier for customers experiencing an issue

Leadership gave us clear parameters: Redesign the UI & Prioritize Customer Zero

And you've got 5 days!




Good news, we did itl &
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How can Ageniforce help?

i Agentforce

Today - 9:36 AM
Hi there 1, thank you for waiting as we find the right expert to help!

® Agentforce joined - 9:36 AM

Agentforce is an Al Agent that can answer your support questions and connect you with support experts.

Agentforce - 9:36 AM

ow can Agentforce help?

To set up an Agent in Salesforce, follow these steps:

Agentforce is an Al Agent that can answer your support questions and connect you with support experts. o
1. Navigate to Setup:

- Go to [Setup > Apps > App Manager > New Connected App] and create a Connected App.
2. Fill in Required Fields:
- Enable OAuth Settings: True
- Callback URL: "https://login.salesforce.com/services/oauth2/success" (you can also change to others)
- Selected OAuth Scopes:
- Access the identity URL service (id, profile, email, address, phone)
- Access unique user identifiers (openid)
3. Get Registration Credentials:
- Click the [Manage Consumer Details] button to get "consumerld & Secret". A verifica 4 ode will be sent to your associated email.
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flype your message...

Agents + Humans. Driving Customer Success together.

397,646 Agentforce Conversations 534, 794 Support Requests Handled by Humans




Our Starting Point: Salesforce Help

& Product Indust Learning  Support  Company  Salesforce+ Q < . g
Help Home Product Documentation v  Trailhead Learning~ My Cases  Customer Success Score Contact Support
°

Customers come to Help:

4
Hi, Taylor
How can we help? + Looking for information
Q 60M Visits per year
h *
Explore Docs by Product Sifting through content
= @ ] = g 14 755K Support articles

Seeking to talk to human

Resources
2M Support cases are
created every year




Mindset Shift #1

From Navigation
to Conversation




From Navigation to Conversation

Technical Shift of Interface and Interaction Model
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Explore Docs by Product

¥ | =

Sales Service Marketing Commerce

View all products >

— s o How can Ageniforce help?

Agentforce can answer your support questions and connect you to support experts. o |

b AL ¢

Trailhead Community Events

Follow a guided learning path with fun Connect and get answers from a View and register for upd
o

*inter

‘When clicks become turns of a conversation, getting users started is key




Mindset Shift #2

From Content
Management to
Knowledge Engineering




salesforce

From Content Management to Knowledge Engineering

Technical Shift of Your Information Architecture
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Mindset Shift #3

From Siloed Specialist
to Cross-Functional
Coalition




From Siloed Specialist to Cross-Functional Coalition

Organizational Shift of How Teams Work Together

2 A 4 A
Team 1 Team 2
MIAW - Messaging + Customer Success
- In-App & Web . Y,

One Team, Overnight




From Siloed Specialist to Cross-Functional Coalition

Tooling Shift to Hyper-Simplicity

Figma - Design Spec

Help.Salesforee:com x Lapto...

Home Screen Home Screen - U. Home Screen - C

Home Screen - C.

How con Agentiorce help?
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Mow con Agentiorce help?
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How can Agentiorce hep?
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Data Tools Extensions
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Help
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N = | == -~ 3 Version = Priority = Status. Requirement = What this is
oD |
How ] | = .
| = Vi PO Complete ~  Mobile experience Need to prioritize over other styling tweaks
k | k ° vt o Complete ~ Postchat survey with back button Need for post chat survey - Will mock on Thursday
- | Search in primary navigation - Einstein Search Answers will redirect user to
| 6
= = | vi P1 Complete . Einstein Search Answers Redirect to Agentforce Agentforce home page
| 7 Final welcome message "Agentforce can answer your support questions and
77777777777777777777777777777777777777777777 L — —— Vi PO Dev Complete. ~  Update/change Welcome message in agentforce config template  connect you to support experts”
8 Agentforce iniatiaties when user engages with prompt /
vi PO Dev Complete ~  conversation input box Replace help.sf.com search box with SF Chat surface
Home Screen - C... H » Stays in Immersive Window, No behaviors or pattems change. UX remains
vi PO Dev Complete ~  Agentforce Transfers To Human same as user 1) authenticates and 2) as human escalation occurs.

. - 10 Participant Message indicating that Agentforce has Transfered to
Vi P0 Dev Complete. Human + Showing Humans name

Unathenicated to Authenicated - Same Anchored Experience on

“«

Stays in Immersive Window, No behaviors or pattems change. UX remains.

e vi PO Dev Complete ~ ANYpage same and user is idenfied. ONLY If authentications happens on home page.
How can Ageniforce help? - 2
P vi PO Dev Complete ~  Site Aura image and new Agentforce icon on home page
= K v PO Dev Complete ~  Custom header for in-iine experiences In Figma - fles will be passed to BT today
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-_ . i PO I O - Dm::::slr::l; ;:SZETJ:":“ is responding to avoid multiple
Any open session stays with the user as they navigate between Homepage
1 and other (and back). Homepage uses inline display mode, all others use
vi PO Dev Complete ~  Session Continuity overtay.
” v P0 Dev Complete ~  Anchor Conversation Input Box on help page - Do NOT Float _ Initial conversation input box and expanded form
= Expand conversation input box to full page experience after user
vi P0 Dev Complete ~  sendsfirst Detail needed here
1 vi PO Dev Complete ~  help.sf.com footer must keep
) v P0 Dev Complete ~  help.sf.com header must keep
2 vi PO Dev Complete ~ Help prompt in conversational input box Describe welcome help prompt that appears
2 v PO Dev Complete ~  Existing chat experience stays as is once you leave home page  Detai needed here
= o = Align color on conversation box appearing on help.sf.com with

Complete home page

“How can Ag

Config - Nimma Bhusri  to pass relevant color tokens today

torce Help* moves from site hero invitation to pin

utility for

Participant system message (today, time, Agentforce joined) Tun off participant system messages for more GPT like experience

No header SF Chat experience, Menu should now be left of anchored

£l input/prompt box. Menu will surface download chat transcript and end
v2 P1 MOVE SF Chat Menu from SF Chat Header to SF Chat Footer conversation; back up option is

= Reserached backed - we find elipses only in chat header menu examples.
v2 P1 Change SF Chat Menu Indicator from Ellipses to Hamburger Substitute menu in footer with hamburger

Conversation input box outine and associated footer icons in
grayscale
Resize home page conversation input box

Keep Grayscale
Make match curent help 42 pixels height
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Belu Martinez image to ELT
BT + Service
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icome message.
Amanda Harris applicable 1o all the help por
BT Help SF.com BT + SC Eng to follow up.
BT + Service Test and validate only
BT Test and validate only
BT + Service Full experience Test and validate only
Need to follow up with BT de
Amanda Harris Help SF.com Dailare Olowoniyi
Service Full experience Test and validate only
BT + Service Full experience Test and validate only
BT Full experience Test and validate only
BT + Service Full experience Test and validate only
BT help SF.com No further action needed
8T Help SF.com No further action needed
BT No further action needed
Agentorce Test and validate only
Nimma Bhusri Existing Chat Surface

Nimma Bhusri

Service

Service

Service
Service

Design o provide the assets

Keep for now and handle dif
Conversational Input Box | milestone
Most feasible option is to lik
Conversational Input Box | to do within the product
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Conversational Input Box
Home Page Input Box
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Nimma Bhusri 4:56 PM November 22nd, 2024 ~

Y @Andy Shah - In our build out, might we assign a fixed max width and min width for our conversation surface (responsiveness) on the home page?
This way when the browser width is expanded, both inbound and outbound messages (aligned to opposite sides of the frame), are still in ‘comfortable’ view of each another? And
when made smaller, they aren’t super crowded, and wrapping in odd ways? Let me/ us know your thoughts/ advice. Thank you!

CC: @Eric Goldman @Federico Burch (edited)

a 1reply 3 months ago

Phani Attili 8:09 M
@Kat Holmes @Emily Winslow @Nimma Bhusri @Amanda Harris @Andy Shah Current state Demo from team.
@ Davelea
Hey, all. Just an EOD update for the full screen Agentforce work. We're nearly dev
complete and just have a few styling tweaks and qualify of life improvements to get in
place by Monday. Here's a demo of the current state. Thanks to @Simi Foss
@Daniel Muldoon @Eric Goldman @Thomas Kennedy @Stephanie Stancombe
@Damilare Olowoniyi @Federico Burch @Matthew Phillips @Inkit Shriwastava
@Sangamesh Wadawadigi for getting this near the finish line!
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Mindset Shift #4

From User Interface to
Flexible Engagement




From User Interface to Flexible Engagement

Experience Shift of Relationship with Customers

&

Help

Products  Industries Customers Learning  Support  Company  Salesforce+ Q search Help +.

Ask Agentforce Product Documentation v Trailhead Learning v My Cases

How can Agentforce help?

¢ Agentforce

Agentforce is an Al Agent that can answer your support questions and connect you with support experts.
®

Agentforce « 10:47 PM

How do I merge two contact objects?

To merge two contact objects in Salesforce, follow these steps:

1. Navigate to Contact Merge:

- In Salesforce Classic, click on the "+" symbol on the top right corner and then on the next page click on "Contact Merge."

- In Salesforce Lightning, click on the App Launcher in the top left corner. In the Quick find box, type in the word "Merge" (but don't click
on enter) and click on "Contact Merge."
2. Find Duplicate Contacts:

- Click "Search Contacts" to search by Contact name. You can use an asterisk (*) as a wildcard, for example, "L* Jones" finds both Larry
Jones and Lawrence Jones.

- If you have set up Matching Rules and Duplicate Rules or Duplicate Jobs, click "See Duplicate Contacts." Select the Duplicate Record Set
you want to merge.
3. Select Contacts to Merge:

- Select up to three Contacts to merge.

- Click "Next."
4. Choose the Master Record:

- Select one Contact as the Master Record. The Master Record determines which Account record the Contact will be associated with after
the merge. Contacts you don't select will be deleted.
5. Select Field Values to Preserve:

- Select the field values from any record to preserve in the final merged Contact. Unselected fields will be overwritten. For example, if two

Type your message...

Conversation context passes to the messaging surface on any site page

.

& Login

salesforce

ers Learning Support Company Salesforce+ Q Search Help +, L &login

tumentation v Trailhead Learning v My Cases

SALESFORCE HELP > DOCS > NONPROFIT SUCCESS PACK (NPSP)

Find and Merge Duplicate Contacts

Use Contact Merge to find and merge duplicate constituent records.

@ NOTE Watch the Nonprofit Salesforce How-To Series video: Merge Duplicate Contacts

¢ About Contact Merge
Use Contact Merge in NPSP to easily merge duplicate Contacts into a single record. With Contact Merge, you choose which Contact to keep and
what data to preserve from each duplicate.

* Merge Duplicate Contacts E Agentforce MV
Merging Contacts is an irreversible process that combines up to three records into one. One of the merged

o should merge Contacts, as the
other records are deleted. We recommend that only System Administrators merge Contacts.

process is irreversible and
requires specific permissions.
About Contact Merge o )
For more detailed information,
you can refer to the Salesforce
documentation on "Merging
Duplicate Contacts"
(https://help.salesforce.com/a
rticleView?

Use Contact Merge in NPSP to easily merge duplicate Contacts into a single record. With Contact Merge, you ct
data to preserve from each duplicate.

Unlike standard Salesforce merge, NPSP Contact Merge merges Accounts in certain circumstances. For example
no Contacts, NPSP Contact Merge merges the two Accounts, re-parents all the related records from the empty /

Account, and deletes the empty Account.
id=sfdo.npsp_merge_contacts

.htm#npsp_merge_duplicate_
contacts).

ch Contacts to search by Contact name. You can also click See Duplicat
plicate detection first. For both options, you merge duplicate Contacts r

Would you like to know more
o) about any specific step?

ports merging Contacts with Contacts, not Contacts with Leads.

Agentforce + 10:48 PM
In addition to Contact Merge, we recommend the following best practices for duplicate management and prev:
Type your message... *
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Mindset Shift #5

From Building Features
to Designing Outcomes




From Building Features to Designing Outcomes

Strategic shift of overall approach and philosophy

+

WA RGOS Ge G e S M (S bohEe What do users need to be successful?
[ ]
Ask Agentforce Product Documentation v Trailhead Learning v My Cases

Help

What does data tell us about their patterns?

What warrants keeping?

By simplifying the experience, we make space
How can Agentforce help? for the user to focus on the core tasks:

Agentforce is an Al Agent that can answer your support questions and connect you with support experts ; o

Finding information and

[ ) [ )
resolving issues.
Agents + Humans. Driving Customer Success together.

42 ] ,89 ] Agentforce Conversations 550,638 Support Requests Handled by Humans



New Technology, New Mindset

Building an Agentic Portal experience requires shifting from:

1.

Navigation to Conversation

. Content Management to Knowledge Engineering
. Siloed Specialist to Cross-Functional Coalition
. User Interface to Flexible Engagement

. Building Features to Designing Outcomes

. How is your mindset changing to meet
- this moment in technology?

salesforce







salesforce .

Coffee on us.

The first 800 Trailblazers to provide feedback on this event will receive a
S5 Starbucks gift card.*

1 Download the Salesforce Events app.

2 Scan the QR code or navigate to My Event, then My Surveys.

3 Take (4) Session Surveys and the Event Survey (available on Thursday).
4 Redeem your gift card at Badge Pickup on Thursday.

*Restrictions apply. See terms and conditions at sforce.co/survey-terms



