
Disconnected systems are silently draining AI ROI. True value remains elusive until the underlying 
architecture is unified. Salesforce acts as the connective layer that brings service operations, 

customer data, and AI into a single operating model. 

Agentforce Service enables AI to plan, reason, and execute on a trusted foundation, while Data 360 
unifies customer identities in real-time, keeping decisions accurate, contextual, and governed.

Early adopters report:

This unified model is also driving strategic consolidation.

95% of IT leaders are moving toward fewer platforms, with Salesforce emerging as the scalable, 
dependable foundation for service transformation.

CRM, data, workforce, and AI, aligned as one operating model, power intelligent solutions.

Not every organization starts its AI journey the same way. 

Depending on data readiness, operational goals, and desired autonomy, enterprises can adopt one of three AI models 
on Agentforce Service to transform support operations.

While these adoption pathways define how organizations introduce AI into support, real impact is 
determined by how well they are executed in practice.

Creates a single, validated knowledge source for agents and AI. It auto-generates 
articles from resolved cases and grounds autonomous actions in approved data.

The 3 Pillars of Next-Gen 
Support with Agentforce Service

Faster Time-to-Value Lower Service Costs Higher CSAT Agent Productivity
Gains
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100% Context
Preservation

24/7 
Validated Answers

360-Degree 
Customer View

AI
Driven Workflow

How They Transform Support

Intelligent Knowledge Hub

Delivers consistent, personalized support across all 
channels. Intelligent routing assigns requests to the 
best resource while maintaining full context.

Omnichannel Customer Experience

Unified history & context

Human or AI routing

Seamless handoffs

Consolidates tools, data, and guidance into a single 
console. Agents get a full view, AI recommendations, 
and auto-drafting for faster resolutions.

Unified Agent Workspace

Single pane of glass

AI auto-drafts & tips

Built-in collaboration

AI Adoption Pathways for 
Customer Support with 
Agentforce Service

From AI Vision to ROI
Building Intelligent Customer Service

with Salesforce

Validated, error-free dataSemantic search for intentAuto-generated articles�

Autonomous AI that handles routine, structured 
tasks end-to-end.

Pure Agentforce Solutions

Scaling Intelligent Support with AI:
Grazitti’s Cross-Industry Customer Wins

How Grazitti Builds AI-Ready Support 
Frameworks on Agentforce Service

Experts at Grazitti deliver an end-to-end framework that combines Agentforce Service’s native capabilities with 
custom AI enhancements and industry-led architectures. Our approach operates across three layers:

If your organization is experiencing rising ticket volumes, uneven service quality, fragmented customer data, 
or delayed AI support initiatives, you’re not alone. We help organizations establish a unified, AI-ready 

foundation through Agentforce Service optimization.

Support stalls when AI, data, workflows, and operations run in 
isolation. Real impact comes when intelligence, architecture, and 

context work as one. That’s the move from isolated experiments to 
AI-powered service at scale.

Scalable Agentforce Service foundation connected 
with CRM, Data Cloud & MuleSoft

Clean, unified, real-time data flows across channels

Reliable context layer for accurate AI decisioning

Native Salesforce intelligence: Einstein, Agent 
Assist, and Knowledge AI

Extended AI: RAG search, sentiment analysis, 
vectorized KB, agent guidance models

Automates high-volume tasks, accelerates 
resolutions, and standardizes workflows

Domain-led blueprints for Finance, HRMS, and 
Government

Built for regulatory compliance and operational 
realities

Ensures scalable adoption and measurable 
business impact

Layer 1: Core Architecture 
on Salesforce

Layer 2: Embedded + 
Extended AI Automation

Layer 3: Industry-Aligned 
Implementations

Reach out to us at

info@grazitti.com

to explore how our Salesforce consulting 
approach enables intelligent, scalable 

support operations, powered by AI.
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AI that augments human agents with real-time 
guidance and automation.

Hybrid Agent + AI Models

Plug-and-play AI apps that deliver specialized 
capabilities fast.

AppExchange Solutions

Outcome We Delivered

CSAT (Up by 23%)

93% 
Improvement in FCR

65% 
Tickets Auto-Handled

55% 

Faster Case Resolution
(1.4 Days)

63% 
Improvement in 
Agent Productivity

45% 
Increase in Article Views

3.5x 

>40%5%

~6.5

54%

Better Avg. Response
Time (30 mins)

1300%
Reduction in Case
Backlogs (3%)

95% 
Reduction in Case
Escalation (~8%)

80%

Outcome We Delivered

Case Deflection

56%
KB Integrated & Vectorized

100%

74%

>30%

Customer Industry: Finance

Existing Tech Stack

Experience Cloud Service Cloud

Challenges

Days
~3.8

100%

100%

Our Solution

AI Case Summaries & Sentiment

AI-Powered Knowledge Article Recommendation

AI-Powered Agent Support

24X7 AI Chat Support

Centralized Knowledge Hub 

Technology We Put to Work

Data Cloud

Manual Ticket
Handling

Avg Case
Resolution

CSAT

Outdated KB

Overload on
Agents

Customer Industry: GovTech

Existing Tech Stack

Experience Cloud Service Cloud

Challenges

100%

Our Solution

Instant Answers from Unified KB

Intelligent Swarming & Assist Bot

Response Assist & AI Editor

Holistic Case Timeline with Related Cases

Sentiment Analysis & Escalation Prediction

Technology We Put to Work

Fragmented
Knowledge Sources

Case Deflection

Case Backlog

Cases
Escalated

Hours
Response Time

Customer Industry: HRMS Provider

Existing Tech Stack

Experience Cloud Service Cloud

Challenges

Our Solution

AI-Driven Support

RAG-Enabled Vector Search

Self-Service Chat and Learning Loop

Intelligent Content Tagging

Seamless Authentication and Personalized Experience

Technology We Put to Work

Slow Case
Resolution

Decentralized
Data

Duplicate KB

CSAT with
Outdated UX/UI

Self-Service
Adoption

100%

<30%

>25%

68%

~30
Days

Outcome We Delivered

Data Indexing

100%
KB Optimization

100% 
CSAT (Up by 39%)

95%

Faster Case Resolution
(8.3 Days)

73% 
Case Deflection

65% 
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