The Intelligent Banking Blueprint:

Transforming Service into a Growth
Engine with Agentforce

How Financial Institutions are leveraging Conversational Al and Data Cloud
to resolve technical queries and capture high-value leads.
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EXECUTIVE
SUMMARY

In the highly competitive BFSI landscape, the "Service Desk" is often viewed as a cost
center. However, with the emergence of Agentforce, leading firms are flipping the script.
This blueprint outlines a framework for using Al-driven Service Agents to resolve
complex technical inquiries (such as API troubleshooting), assess creditworthiness, and

generate qualified leads—all within a single, compliant interaction

The Performance Gap o

Most financial institutions struggle with:
®

=V - ~ O\

Knowledge Silos Assessment
Latency

Technical manuals and
The "COId Leadll Manual credit reviews
are delaying product

case histories buried in

disconnected systems. Problem e
\ Support agents missing eligibility checks.
sales signals during
service calls.

\_

www.absyz.com



Key Performance Indicators (The Business Case)

* 50% Increase in First-Contact Resolution (FCR) for technical queries.
+ 35% Growth in Lead Conversion from service interactions.
+ 45% Faster information retrieval using Data Cloud indexing.

+ 30% Reduction in Average Handling Time (AHT). g -
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Strategic Pillar 1: Retrieval-Augmented Generation (RAG)

By anchoring Agentforce in Salesforce Data Cloud, the agent doesn't "hallucinate."
It retrieves precise answers from:
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— Outcome: Instant, accurate
Internal Knowledge — technical support without
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THE IMPLEMENTATION

Strategic Pillar 2: The "Service-to-Sales" Bridge

The true power of Agentforce in BFSI lies in its ability to perform real-time capability
checks.

Credit Logic Intent Zero-Friction
Integration Recognition Handoff

While resolving a The Al identifies High-value leads
query, the agent "buying signals” are routed to a
triggers a and automatically human Relationship
background credit creates a Lead Manager with the
review. record in full chat transcript.
Salesforce.

The Technology Architecture

To achieve these results, the implementation follows a four-layer stack:

1. Interaction Layer: Agentforce Service

Agent (deployed on Experience Cloud).

2. Intelligence Layer: Einstein Copilot (for

internal staff support).

3. Data Layer: Data Cloud (streaming and

transforming CRM & document data).

4. Action Layer: Service Cloud (Automated

record creation and lead routing).
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Operational Deep-Dive: Capability vs. Impact

Capability Operational Impact

Identifies recurring technical bugs and surfaces

Pattern Recognition documented fixes instantly.

Provides immediate feedback on loan or product

Dynamic Credit Review eligibility during the chat.

Automated Case Summarizes complex histories so human agents
Synthesis can step in with full context.

Ensures all applicant data is standardized and

Structured Data Capture compliant before entering it into the CRM.

Compliance & Security Note

In the BFSI sector, data residency and privacy are non-negotiable. This solution
leverages the Salesforce Trust Layer, ensuring that sensitive financial data is never
used to train global LLMs and remains within your secure environment.

Compliance & Security Note

Audit your current "drop-off" points in technical support.

¢ Identify high-volume query types that can be resolved via RAG.

O

B Pilot a "Service-to-Lead" workflow on a single product line

=0l (e.g., Personal Loans or APl Support).
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