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Reimagining Service Tringe with

A Strategic Blueprint for Intent-Driven Automation
In Higher Education & Enterprise Support
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EXECUTIVE SUMMARY

For high-volume support desks,
manual case routing is the
primary driver of operational
latency. By replacing rigid
keyword rules with a Salesforce

Agentforce-Powered Intent
Framework, leading
organizations automate
first-touch triage, reducing
manual overhead while
boosting accuracy.

THE PARADIGM SHIFT

Legacy Keyword Rules Agentforce System of Agency

€3 Rule-based text matching @& Contextual semantic reasoning
€3 Fragile across overlapping terms & Business-validated intent logic
€ High human intervention & Autonomous first-touch execution

KEY PERFORMANCE BENCHMARKS
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Intent Reduction in Daily Inquiries Time-to-Value
Classification Manual Triage Processed at Peak Delivery Cycle
Accuracy Effort Volume

STRATEGIC PILLAR 1: CLEAN DECISION BOUNDARIES

Al inherits human error if trained on legacy data. Modern triage implementation starts with auditing
historical case logs, eliminating classification ambiguities, and establishing clean intent boundaries
before deploying Al logic.



ARCHITECTURE & IMPLEMENTATION

STRATEGIC PILLAR 2: CONTEXTUAL PROMPT ARCHITECTURE

Using Prompt Builder, Agentforce evaluates full email semantics over simple string
matches-distinguishing subtle differences between overlapping inquiries (e.g., tuition payment
disputes vs. exam fee receipts).

TARGET ARCHITECTURE
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Inbound Salesforce Agentforce ) Pre-Categorized
Email Ingestion : Email-to-Case > Intent Engine Service Cloud Case
(Prompt Builder + (Human-in-the-Loop
15 Intent Models) Override)

FRAMEWORK HIGHLIGHTS

o5 Configurable Intent Library:
g Add or update business categories without custom code.

P Human-in-the-Loop:
@ Support agents retain override authority for edge-case governance.

Multi-Channel Ready:
%%@ Easily extendable to Web-to-Case, portals, and chat channels.

EXECUTION ROADMAP

Audit & Define: e

Re-boundary
categories and clean
historical logs.

©

Deploy First-Touch:
Enable Agentforce to
classify incoming
traffic.

Scale Channels: n

Extend the engine to
self-service portals
and chat.

Configure Prompts:
Build context-aware
templates in Prompt
Builder.




Ready to Scale Your
Support Desk with

Agentforce?
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Schedule a discovery session with our Al Strategy
Team to map your support workflows.

Contact Our Al Experts
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