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From Service Desk to Revenue Engine

How a BFSI Enterprise Transformed
Customer Service Using Al-Powered Agentforce




Executive Summary

Customer service in BFSI has traditionally operated as a cost center, focused on resolution, constrained by manual
processes, and disconnected from revenue outcomes.

But as customer expectations evolve and interaction volumes grow, this model begins to break down.

This case study explores how a leading BFSI enterprise reimagined its service function by deploying an Al-powered
Agentforce Service Agent, transforming it into an intelligent, scalable, and revenue-aware engagement layer.

Key outcomes include:
+ Faster, Al-assisted query resolution
+ Increased lead generation from inbound service interactions
+ Real-time, intelligence-driven customer eligibility assessment
* Reduced operational dependency on manual workflows

The Shift: Why Traditional Service Models Fail at Scale

As BFSI organizations grow, service operations face a compounding challenge:
+ Rising interaction volumes without proportional team expansion
+ Increasing demand for personalized, real-time responses
+ Fragmented access to customer data, knowledge, and credit insights
+ Limited ability to convert service touchpoints into revenue opportunities

The result is a service function that is:
+ Reactive rather than proactive
+  Cost-intensive rather than value-generating
+  Operationally heavy and difficult to scale

The fundamental question becomes:
How can service evolve from a support function into an intelligent, growth-enabling capability?

The Turning Point: Introducing Al into the Service Layer

To address these challenges, the organization adopted an Al-first approach, embedding intelligence directly into the service
workflow using Salesforce Agentforce.

Instead of treating Al as an add-on, the goal was to create:
An always-on, intelligent service layer capable of resolving, recommending, and converting at scale.
This required rethinking not just technology, but how service interactions themselves are designed and executed.



The Solution: Building an Intelligent Service Agent

1. Al-Powered Query Resolution at Scale
An Agentforce-powered Service Agent was deployed to handle customer interactions autonomously.
+ Responds to queries in real time using contextual understanding
+  Reduces dependency on human agents for repetitive interactions
+  Ensures consistent, high-quality responses across touchpoints
2. Knowledge-Driven Intelligence
+ Salesforce Knowledge was integrated as the foundation for response generation.
+  Delivers accurate, compliant answers based on curated content
+  Standardizes communication across the organization
+ Reduces variability in customer experience
3. Service as a Lead Generation Engine
+  Service interactions were re-engineered to identify and act on revenue signals.
+  Detects upsell and cross-sell opportunities during conversations
+  Automatically creates and routes qualified leads
+ Bridges the gap between service and sales functions
4. Real-Time Credit Intelligence Integration
+ To enable smarter decision-making within interactions:
+  Credit review systems were integrated into the service flow
+  Customer eligibility assessed in real time
+ Recommendations aligned with financial profiles and risk criteria
5. Intelligent Workflow Orchestration
+ A hybrid service model was implemented:
+ Al handles standard queries autonomously
+  Complex scenarios are escalated to human agents
+  Workflows ensure compliance, traceability, and audit readiness

Traditional Service Model Al-Powered Service Model

Manual Query Handling Al-Powered Assistance
Agent-Dependent Automated Resolution

Siloed Information Unified Customer View
Fragmented Data Real-Time Insights

tii
i

@

Cost-Center Focus Revenue Generation
High Operational Costs Lead & Upsell Opportunities

Limited Insights Intelligent Decisioning
Basic Decision Making Credit & Risk Analysis

R e

Reactive & Cost-Intensive Proactive & Revenue-Driven



The Impact: From Operational Efficiency to Strategic Advantage
The transformation delivered measurable improvements across multiple dimensions:

Operational Efficiency
+  Reduced manual workload for service teams
« Faster resolution times with Al-assisted responses
+ Improved consistency and accuracy
Revenue Enablement
* Increased lead generation from existing service interactions
+  Better alignment between service and sales teams
+  Higher conversion potential through contextual engagement
Decision Intelligence
+ Real-time access to credit and customer insights
+  More informed, relevant customer recommendations
+ Reduced risk in customer interactions

What This Means for BFSI Leaders

This transformation highlights a broader shift underway in the industry:
Customer service is no longer just about resolution; it is becoming a critical lever for growth, intelligence, and competitive
differentiation.

Organizations that embrace Al within their service layer can:
«  Scale operations without linear cost increases
+  Unlock new revenue streams from existing touchpoints
+  Deliver faster, more personalized customer experiences

Key Takeaways

* Al must be embedded into workflows—not layered on top

+  Service interactions are untapped revenue opportunities

+ Real-time data integration is critical for intelligent engagement
*  Hybrid Al + human models deliver the best outcomes at scale

Ready to Rethink Your Service Model?

If your service function is still operating as a cost center, it may be time to rethink its role. Explore how Al-powered service
agents can help you scale intelligently, improve customer experience, and unlock new growth opportunities.
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