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Revolutionizing B2B Engagement: Creating intelligent enterprises, capable of delivering personalized, 

high-value solutions at scale in Financial Services. 

Imagine FinanceForward Solutions, a mid-sized financial services provider with 500 employees. Like 

many companies of this size, they face a critical challenge: a fragmented client engagement process, 

leading to missed opportunities for wealth management, investment services, and decreased client 

satisfaction. On February 1, 2025, CEO Emily Carter challenges her team to leverage Salesforce's latest 

technologies: Agentforce, Data Cloud, and Flow Orchestrator. Here's how they transform their 

operations. 

The FinanceForward Transformation: A Cutting-Edge Salesforce Implementation 

Day 1: Initial Contact and AI-Powered Qualification (February 15, 2025) 

At 9:37 AM, a potential client, Apex Investments, fills out a contact form on FinanceForward's website 

expressing interest in wealth management services. Within seconds, Agentforce initiates the following 

actions: 

• 9:38 AM: Agentforce analyzes the form data to assign an initial lead score of 78/100. This score 

is based on Apex Investments' industry, company size, and expressed interest in wealth 

management services. 

• 9:39 AM: Agentforce creates a new lead record in the CRM and triggers a Flow Orchestrator 

process titled "High-Value Lead Engagement," setting in motion a series of automated tasks and 

reminders for the sales team. 



• 9:40 AM: Agentforce SDR generates and sends a personalized response email to Apex 

Investments' CFO, David Miller. The email acknowledges his inquiry and includes relevant case 

studies of similar companies FinanceForward has helped with wealth management. 

• 10:30 AM: Agentforce, using actions invoked from Apex (object-oriented programming 

language) and Flows, completes a comprehensive dossier on Apex Investments, storing it in Data 

Cloud for instant access across the platform. This dossier includes recent news about Apex 

Investments' financial performance, their current investment portfolio (based on public 

information), and potential needs for retirement planning. 

• 11:45 AM: Agentforce SDR conducts a preliminary qualification email engagement with David, 

asking questions about Apex Investments' wealth management goals and risk tolerance. Based 

on this interaction, Agentforce refines the lead score to 88/100, indicating a high-probability 

opportunity. 

Day 2-3: Human Touch and Proposal Preparation (February 16-17, 2025) 

• Day 2, 9:00 AM: Sales Manager Brian Thompson receives a high-priority notification to review 

the Apex Investments lead. The notification provides Brian with a summary of the lead, 

highlighting key points from the qualification call and suggesting next steps. Brian converts the 

lead to an opportunity. 

• 10:30 AM: Flow Orchestrator automatically schedules a strategy meeting for 2:00 PM with 

Senior Account Executive Lisa Rodriguez, Investment Strategist Kevin Lee, and Client Success 

Manager Sarah Green. The meeting invite includes links to all relevant information about Apex 

Investments, ensuring all participants are well-prepared. 

• During the 45-minute meeting, the meeting participants leverage Agentforce to provide 

suggestions based on successful past engagements, showcasing its ability to leverage historical 

data for actionable insights. Given Apex Investments' background, The FinanceForward team 

decide to focus on FinanceForward's expertise in customized investment strategies for high-

growth companies. 

• 4:30 PM: Lisa reaches out to David to schedule a discovery call for the next day. Agentforce 

assists by suggesting optimal time slots based on both Lisa's and David's typical availability 

patterns. 

• Day 3, 11:00 AM: Lisa conducts a discovery call with David and Apex Investments' Head of 

Finance, Michael Brown. Einstein Conversation Insights transcribes and analyzes the 

conversation, demonstrating its advanced natural language processing capabilities. It flags key 

points such as Apex Investments' concern about maximizing returns while mitigating risk and 

their need for a flexible investment approach. 

• 3:00 PM: Agentforce updates the opportunity record with key insights from the call and 

automatically drafts a proposal outline. Leveraging Data Cloud's integration with the entire 

Salesforce ecosystem, this outline pulls in relevant investment product information, 

performance data, and customized portfolio options based on Apex Investments' specific needs. 



• 4:30 PM: The FinanceForward management team reviews and authorizes submission of the 

preliminary proposal to David. 

Day 4-7: Intelligent Follow-up and Negotiation (February 18-21, 2025) 

• Day 4, 9:00 AM: Agentforce and Flow Orchestrator set up a series of personalized follow-up 

interactions for Lisa, creating a tailored customer journey with scheduled emails, LinkedIn 

connection requests, and personalized content recommendations for Apex Investments 

decision-makers. 

• Day 5, 2:30 PM: When David views the proposal for the third time, a Salesforce flow prompts 

Lisa to make a well-timed phone call, demonstrating its real-time engagement capabilities. Lisa 

addresses David's questions about the proposed investment strategy and management fees on 

the spot. 

• During the 20-minute call, Lisa is well prepared by Agentforce Sales Coach with anticipated 

objections. When David expresses hesitation about the investment scope, Lisa emphasizes 

FinanceForward's diversified portfolio options and performance track record. 

• Day 6: Flow Orchestrator initiates a collaborative review process for the proposal, automatically 

assigning sections to relevant team members: investment strategy details to Kevin, pricing to 

the finance team, and the performance projections to the research department. Each team 

member receives notifications with deadlines, ensuring a quick turnaround. 

• Day 7, 10:00 AM: Flow Orchestrator collates all feedback, updates the proposal, and transitions 

the opportunity stage to "Negotiation." It creates tasks for the legal and compliance teams to 

prepare supporting documents, illustrating its seamless integration with cross-departmental 

workflows. 

Day 8-10: Closing and Onboarding Initiation (February 22-24, 2025) 

• Day 8: Lisa and Brian present the final proposal to Apex Investments' decision-making team. 

During the presentation, Lisa, well-prepared by Einstein Conversation Insights and Agentforce 

Sales Coach, provides market insights and handles objections with ease, ensuring she is always 

one step ahead. 

• Day 9, 4:45 PM: David emails to confirm Apex Investments' decision to proceed. Within 

minutes, Flow Orchestrator updates all systems, transitions the CRM status to "Closed Won," 

and notifies relevant departments. It automatically generates a draft investment management 

agreement based on the agreed terms and routes it to legal for review. 

• Day 10, 9:00 AM: The FinanceForward team conduct a preliminary onboarding call with Apex 

Investments' project lead, John Smith. Einstein Conversation Insights transcribes the meeting 

and help the FinanceForward team collect initial requirements, sets expectations, and start to 

map out potential risk areas based on similar past clients. 

• 11:00 AM: The client success team, led by Sarah, has a comprehensive onboarding plan ready. 

This plan is tailored based on an analysis of Apex Investments' specific needs and historical data 



on successful client relationships. It includes a detailed timeline, portfolio allocation suggestions, 

and predefined milestones with automated check-ins. 

Proactive Customer Success and Upsell Opportunities (Ongoing) 

FinanceForward continues to proactively engage clients beyond the initial investment, leveraging AI-

driven insights to ensure ongoing satisfaction and identify new opportunities. 

Agentforce continuously monitors portfolio performance, client communications, and service requests, 

calculating a daily "Client Health Score." This score leverages AI-powered sentiment analysis to detect 

emotions behind customer communications, providing deeper insights into satisfaction levels. 

• Flow Orchestrator creates and assigns proactive outreach tasks to the client success team when 

the health score drops below 85/100 for three consecutive days, ensuring timely interventions 

to address potential issues before they escalate. 

• Data Cloud analyzes investment patterns and cross-references them with the product roadmap, 

allowing Agentforce to suggest personalized upsell opportunities to the account team. The AI 

uses predictive analytics to identify early signals of expansion opportunities, such as interest in 

new investment products or retirement planning services. 

• Every 30 days, Agentforce generates a comprehensive account review, which the client success 

manager refines and presents to the client, ensuring alignment and satisfaction. This review 

incorporates AI-analyzed survey responses, providing actionable insights without manual 

intervention. 

• Quarterly, Flow Orchestrator initiates a cross-departmental account strategy review, bringing 

together sales, support, and product teams to ensure maximum value delivery. This 

collaborative approach, powered by AI insights, helps identify trends and opportunities across 

the entire client base. 

Ongoing Engagement and Continuous Improvement 

As the relationship kicks off, Agentforce continues to play a crucial role: 

• It monitors portfolio performance, alerting the team to potential market risks or 

underperforming assets. 

• The AI analyzes service requests and client communications, calculating a daily "Client Health 

Score" that helps the team proactively address any concerns. 

• Flow Orchestrator manages the complex choreography of ongoing portfolio management, 

ensuring tasks are completed in the right order by the right people. 

• Data Cloud continuously enriches Apex Investments' profile with new insights, helping 

FinanceForward identify cross-selling opportunities, such as estate planning or insurance 

services. 

Three months into the project, Agentforce identifies a pattern suggesting Apex Investments might 

benefit from FinanceForward's advanced retirement planning services. It alerts Lisa, providing her with a 

tailored pitch and optimal timing for the conversation. 



This implementation showcases the cutting-edge use of Salesforce technologies by demonstrating: 

1. Real-time data integration and analysis through Data Cloud, providing a true 360-degree view of 

the client at every stage. 

2. AI-driven decision-making and personalization via Agentforce, from initial lead scoring to 

ongoing portfolio management and upsell identification. 

3. Automated, intelligent workflow management with Flow Orchestrator, ensuring efficient 

collaboration across departments and timely execution of complex processes. 

4. Seamless integration across the entire Salesforce ecosystem, enabling a level of responsiveness 

and personalization. 

5. Continuous learning and improvement, with each interaction and project outcome feeding back 

into the system to enhance future engagements. 

By leveraging these advanced technologies, FinanceForward Solutions has created a responsive, 

intelligent, and highly effective system that adapts in real-time to client needs and market dynamics. 

This sets a new standard in B2B client engagement and also positions FinanceForward as a leader in 

leveraging AI and automation to deliver exceptional client experiences. 

The result is a transformation that goes beyond just improving sales processes. It creates a truly 

intelligent enterprise, capable of delivering personalized, high-value solutions at scale, while 

continuously learning and adapting to changing market conditions and client needs. 

#Salesforce #SalesforceOhana #DataCloud #FlowOrchestrator #Agentforce #AIinB2B 

#CustomerEngagement #DigitalTransformation #Automation #B2B #FinancialServices 
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