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Business Technology Solutions

FORVIS provides enterprise resource planning (ERP) and 
customer relationship management (CRM) platform analysis, 
design, implementation, upgrade, training, and support services.

In addition, our Insights & Automation team provides business 
intelligence (BI) and robotic process automation (RPA) services. 
Our Marketing Consulting team provides marketing automation 
platform and marketing campaign support services.
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 Introducing the AI-driven CRM tools
 Using AI to help solve sales issues
 Using AI for customer service insights
 Using AI for field service insights
 Additional features & use cases
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Salesforce Einstein

What is Salesforce Einstein?
“Integrated set of AI technologies that 
make the Customer Success Platform 
smarter & brings AI to trailblazers 
everywhere” – Salesforce

 Robust AI for CRM
 Integrated across Salesforce 

products
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Salesforce 
Einstein 
Products
 Einstein for Sales

 Einstein for Service

 Einstein for Marketing

 Einstein for Commerce

 CRM Analytics

 Einstein for Admins & 
Developers
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Microsoft 
Copilot
 Copilot services live as an 

underpinning to all Microsoft 
Services

 Capabilities vary by product 
being used

 Can utilize & access 
organization specific data
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Salesforce Einstein Trust Layer
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Trust Layer/Data Retention
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Getting Ahead With AI: Solving Sales Issues

 Sales team isn’t sure which Opportunity or Lead to pursue first
 Relying too much on “gut feeling” rather than data & trends
 Time is being spent on preparation, such as reading through 

extensive message history or drafting emails



FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office. FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.

Einstein 
Lead Scoring

Prioritize the leads most likely to convert.
 Use AI to score your leads 

by how well they fit your 
company’s successful 
conversion patterns

 Let your sales team 
prioritize their leads by Lead 
Score

 See which fields influence 
Lead Score most
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Einstein 
Opportunity 
Scoring
 Use AI to score your 

opportunities

 Each opportunity is given a 
score from 1 to 99

 Can be used in combination 
with forecasting, reports, & 
flows

 Salesforce also tells you the 
factors that contributed to the 
score

Scoring Model

 Opportunity: Record Details, History, Related Activities

 Related Account: Record Details, Record History

 Related Products, Quotes, & Price Books
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Copilot Email 
Insights
 Suggested email draft 

available directly in Outlook

 Summarize email chains & 
add notes to CRM records

 Identify customers & 
companies through email
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Copilot Record 
Summaries
 Uses the CRM Audit history 

to identify recent changes to 
the record

 Identifies key fields & 
metrics that are helpful for 
the salesperson to know
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Copilot Customer Insights
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Getting Ahead With AI: Customer Service 
Insights

 Customer service is a priority & coaching in real time can be difficult
 Getting customers to the correct queue or service agent requires 

complex setup & constant tweaking
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Einstein 
Conversation 
Insights
1. Different colors show the 

participants on the call

2. Click different mentions to 
jump to specific areas in 
the call

3. Provide feedback to 
Salesforce

Call Record
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Einstein 
Conversation 
Insights
1. Filter by Rep & Call Date

2. Review reports of top 
mentions

3. Links to recordings

Call Coaching: Overview
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Einstein 
Conversation 
Insights
1. Filter by mention

2. View relevant calls

Call Coaching: Mentions
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Dynamics Call 
Insights
 Transcript automatically 

added to call identifying 
speakers

 Suggested summary, notes, 
& action items
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Dynamics Call 
Insights
 Sentiment Analysis to 

determine positive, 
negative, or neutral 
statements

 Team & agent metrics to 
better understand trends
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Customer Service Classification & Assignment
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Getting Ahead With AI: Field Service Insights

 Work Orders can be complex with large amounts of data to digest
 It can be challenging for technicians to update bookings in a timely 

manner on a mobile app
 Creating work orders for customers can be burdensome
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Copilot for Field 
Service
 Copilot in Outlook

 Extract relevant details to 
create Work Orders based 
on the text in the email 
thread
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Copilot for Field 
Service
 Find & suggest scheduling 

options based on the Work 
Order Requirements 

 Move or reschedule bookings 
directly from Outlook
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Copilot for Field 
Service
 Work Order recap for web 

users 

 Mobile recap for technicians 
using the Dynamics CRM 
Field Service mobile app
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Service Cloud Einstein Features

 Einstein Bots
 Einstein Case Classification
 Einstein Case Wrap-Up
 Einstein Case Routing
 Einstein Article Recommendations
 Einstein Conversation Mining
 Service Analytics
 & More …
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What is a chatbot?
“A computer program that conducts a 
conversation via auditory or textual methods” Help resolve support cases 

faster or prevent cases from 
being created

 Reduce case duration

 Save service agent time

 Can be trained to understand 
human language, & respond 
intelligently through Natural-
Language Processing (NLP)

Einstein Bots
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Salesforce Einstein GPT for Flow

 Describe what kind of flow you 
want to build & have it built for 
you in near real-time

 Describe a formula you want & 
Einstein GPT will build it 
automatically

 See improved searchability by 
describing a function you need to 
locate & have Einstein GPT 
insert the correct flow 
automatically—instead of seeking 
out sub-flows & invocable actions
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Sales Cloud Einstein Features

 Einstein Lead Scoring
 Einstein Opportunity Scoring
 Einstein Opportunity Insights
 Einstein Account Insights
 Einstein Automated Contacts
 Einstein Forecasting
 Einstein Activity Capture
 & More …
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Einstein Deal Insights

View Insights From Within 
Your Opportunity Pipeline
1. Snapshot of your 

Opportunity Metrics
2. Insights that predict the 

likelihood your opportunity 
will close

3. Additional account 
information
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Einstein Copilot

 Arrived in February 2024
 Conversational AI assistant for CRM
 Useful AI responses grounded with 

your company data
 Natively embedded across all 

Salesforce apps
 Maintains strict data governance
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Einstein Copilot 
Use Cases
 Summarize Salesforce 

records, like opportunities, 
accounts, & cases

 Draft or revise sales emails

 Find Salesforce records

 Aggregate Salesforce data

 Answer questions with 
information from your 
knowledge base



FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.



FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.



FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.

Prompt Builder

• Used to customize Einstein 
Copilot by creating prompts to 
generate personalized content

• Establish Prompt Templates for 
your users to use
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Questions?
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What’s Next
Accelerating Business 
Growth With Salesforce

Wednesday, April 10
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Assurance  /  Tax  /  Consulting
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Thank you!
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