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Data delivers meaningful

relationships and growth

The age of Al offers businesses the We see customers across industries
opportunity to deliver transformative unifying data to build their 360-degree
customer and employee experiences, view of customers and embedding this
which will, in turn, deliver higher degrees data into the flow of work. They are also
of customer-centricity and growth. identifying and piloting innovative uses
of data and Al to increase productivity
Data is essential to UnleaShing the and grow customer re|ationships_
potential of AL. However, success
depends not only on what data To spark inspiration, this e-book provides
businesses collect but on how quickly insight into the journeys businesses in
and effectively they can put it to use. ASEAN are on, as well as their vision and
plans for a future where humans with
Leaders responsible for CRM and agents drive customer success together.
Al understand the Crltlcallty of data It also shares how Data Cloud he|ps R
readiness, and in ASEAN, they are rising businesses unify their data and leverage + °
to meet this moment. trusted Al to its fullest potential.

Alvin Neo
Chief Customer and Marketing Officer
FairPrice Group and Managing Director, NTUC Link
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1Source: The Journey to Al-Powered CRM, a commissioned study
conducted by Forrester Consulting on behalf of Salesforce, January 2024.


https://www.salesforce.com/ap/resources/research-reports/ai-powered-crm/

Unlocking trapped and

untapped data »

Today’s businesses collect data from more sources than ever, experiences across sales, service, marketing, and o
including their own digital channels and commerce sites, commerce. It is also key to unlocking the full value 75 °
customer support channels, HR and finance applications, and of ALin the front office, which is one of four areas

connected devices. Data is structured and unstructured and that could account for 75% of its value?.

siloed across different data lakes and warehouses. . ) L .
Innovative and customer-centric organisations -

Harmonising this data into one metadata model and unified recognise this and are ahead of the game in unifying e
customer profiles is key to delivering more personalised data and building a single source of truth. + '

Our data transformation was the most important If we compare the operation of United Tractors today
aspect of rebuilding our tech stack because, at the compared to maybe five years ago, it's completely different.
end of the day, we are a customerirst brand and We are now operating based on analytics, and working

are always looking out for our customers and trying smarter and more efﬁmeq’rly. _Our CRI_VI data is one of those
to understand what they want. We needed to bring inputs, but we are also using inputs like weatherand
together our data to do that. telemetry data from our equipment, which helps us predict

when equipment may need to be serviced or replaced.
All of this information complements the wisdom and
knowledge of our frontline people and empowers them to
operate more effectively.

2Source: The Economic Potential of Generative Al, McKinsey, June 2023.




Ensuring accuracy and frust in data

While harmonising and unifying data is critical, ensuring data is clean and accurate is equally critical.
ASEAN businesses are making this a priority to build trust in data and ensure the accuracy of Al outputs.

Victor Setya
Vice President of Data
tiket.com

External data sources
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Unlock data from any source with Data Cloud

Data Cloud can help you harmonise, unify, and activate
data from any source - and it unlocks the power of
generative Al and agents, grounded with your company’s
data. It allows you to extract more value from data
lakehouse investments and third-party data streams, and
establish a single, comprehensive view of every customer.
What’s more, you can do all this with the zero copy
partner network, which enables IT teams to access data
across multiple locations while eliminating the need to
move it manually, resulting in lower storage costs while

maintaining security and performance.

Once your data is harmonised into a 360-degree view of
the customer, you can share access with every team across
the business applications they use every day. So they

can make informed decisions, deliver more personalised
customer interactions, and ultimately work smarter using
Al features safely grounded in your customer data.

See how it works

Unlock trapped data to deliver innovative CX with Data
Cloud and support from leading Salesforce experts.

5 | UNLOCKING OPPORTUNITY IN THE DATA AND AI REVOLUTION



https://www.salesforce.com/ap/data/zero-copy-partner-network/
https://www.salesforce.com/ap/data/zero-copy-partner-network/
https://www.salesforce.com/ap/resources/guides/professional-services-and-data-cloud/
https://www.salesforce.com/ap/data/how-it-works/

Empowering employees

with data in the flow of work

Once structured and unstructured data is unified into a single
view of the customer, it can be activated to provide employees
with relevant insights and contextual information in the flow of
work. Businesses like Advantech, FPT Software, and Lion Parcel
are already on this journey and working towards a future where
employees are empowered with data and Al, and where humans
with agents drive customer success together.

Businesses can further empower employees by using Al to handle
manual, repetitive tasks and answer frequently asked questions,
thereby freeing them up for rewarding, high-value work.

‘ ‘ ADVANTECH

Bringing together consumer behaviour, preferences, and
interaction history, we can predict customer needs and
provide tailored products and services. This will not only
increase customer satisfaction and loyalty but potentially
help us expand and grasp new market and revenue
opportunities.

New Segment
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Target audience interested in fitness and
with a preference for gear related to outdoor +
activities and who speak English or Spanish.
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By breaking down data silos and creating a unified
data foundation, we’ve unlocked a wealth of insights
that were previously hidden. This has empowered

us fo make more informed decisions, streamline
operations, and deliver personalised experiences that
truly resonate with our customers. We believe that by
putting the customer at the centre of everything we
do, we can achieve long-term success.
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https://www.salesforce.com/ap/resources/customer-stories/advantech/
https://www.salesforce.com/ap/resources/customer-stories/lion-parcel/

Augment every employee
with autonomous agents

One way to empower employees is to provide them with agents.
Agents are a new type of Al software capable of performing work
with varying degrees of autonomy. An agent executes work by
searching for relevant data, analysing this data to formulate a
plan, and then actioning the plan. This process can be entirely
independent or may involve interactions and handoffs with
employees within set guardrails.

With agents, employees can get work done faster and focus
on what’s important. They have more time to apply their most
human qualities to work, including empathy, critical thinking,
and creativity.

For example, agents can autonomously engage with inbound
leads in natural language, to answer questions, handle objections,
and book meetings for sellers. Replacing traditional chatbots,
agents can handle a wide range of service issues without
preprogrammed scenarios. Agents can also save marketers time
by helping them to generate a campaign brief, target audience
segment, content, and even build a customer journey.

‘ ‘ Lion g parcel

Al now manages approximately 90% of WhatsApp
interactions, especially for general inquiries.This has
significantly relieved the strain on service agents, as
they can now effectively focus on the problem-solving
process and contributed to a 73% decrease in case

resolution times.
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Build agents for any role, any industry, and any use case

Agentforce is a suite of customisable agents and tools, deeply

integrated with the Salesforce Platform that helps businesses build,

Our low-code Agent Builder makes it easy to customise out-of-the-
box agents or build new agents with existing Salesforce tools like

prompts, flows, Apex, and APIs. Simply create a job to be done by
the agent by defining topics, giving natural language instructions for
that topic, and creating a library of actions for it to choose from.

customise, and deploy autonomous agents for any role, any industry
and to solve any use case.

With Agentforce, you can experiment with new ways to augment the
workforce and free up staff to focus on higher-value work. You can

also serve customers 24/7 with agents that assist and take action
autonomously in sales, service, marketing, commerce, and more.

Build your first agent

<>

TECHCOMBANK

John Nguyen
IT - Chief Operation Officer
Techcombank
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https://www.salesforce.com/ap/form/contact/ai-virtual-hands-on/

Del iveri ng pe rSO_nCI I ised Cart Intelligence
customer experiences

Unifying and harmonising data from diverse sources, including CRM data, provides oy ;

the foundation for powerful personalised customer experiences with generative Al.

These experiences include tailored marketing and commerce experiences based on @ Target -

customer personas and past purchases. They include targeted sales interactions and Sonpes

offers informed by buyer intent. They also include smarter, more proactive service G A

based on insights from connected devices.

e

Personalisation provides a powerful way to grow customer relationships, and

businesses in ASEAN are leaning into this opportunity. PR SENe 2 )
With Einstein we are getting better and better What I'm really excited about, and looking forward to as our
and more accurate [in our personalised product operation scales up and the volume of data continues to
recommendations], and have seen sales on our grow, is being able to make sense of all these data signals
websites growing by 10-20%. and grow our audience from 10 segments to possibly

hundreds. We will then be able to anticipate customers’ next
actions and delivery increasingly personalised offers.

\
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Many people will buy just one house in their lifetime, which By prioritising personalisation, we aim to create more
means we have only one chance to win them over. Having relevant and engaging customer experiences.This

the data to create a personalised experience at all touch strategy not only drives revenue growth but also

points is really important. cultivates long-term customer relationships, encouraging

repeat business.

L 10 | UNLOCI\ING%TUNITY IN ¥TAA PP AL REVOLUTION




Creating a trusted foundation for Al &

As businesses set out to integrate Al across every workflow, they want
Al solutions they can trust and that know their business. Security,
governance, and ethics are all top of mind as businesses experiment

with new use cases and make plans for the future.

of global decision makers
96% say trust is critical or important
when considering an Al vendor.?

How Data Cloud unifies data to power
Al-driven customer experiences

More than a data management solution, Data Cloud provides a
foundation for transformative Al experiences and higher degrees
of customer-centricity.

See how it works

3Source: The Journey to Al-Powered CRM, a commissioned study conducted by Forrester
Consulting on behalf of Salesforce, January 2024

== 4
1-

Our NPS and customer satisfaction have improved
due to our digitisation efforts, simplifying our
customers’ lives. | am excited about Al as | can
already see its potential to improve productivity
and further ease our lives. What's essential,
however, is having a strong governance framework
in place to manage data effectively and achieve
the outcomes we envision.

Everyone is excited about Al because it is new
and shiny. However, it is important to understand
its limitations and ethical considerations. There
must also be human oversight. In this way, we
don’t see Al as reducing our workforce but rather
empowering them to provide the best service.

Philippine Airlines

\


https://www.salesforce.com/form/conf/data/whitepaper-data-cloud
https://www.salesforce.com/ap/resources/research-reports/ai-powered-crm/

Unleash Al and agents without compromising security

The Einstein Trust Layer is a robust set of features and guardrails that protect the privacy
and security of your data and improve the safety and accuracy of your Al results.

For example, with secure data retrieval and dynamic grounding, you can safely provide -
Al prompts with context about your business. With data masking and zero data I.
retention, you can protect data privacy and security when sending prompts to a third-

party large language model (LLM). %

We also offer our customers the flexibility to leverage a Salesforce LLM that lives within
the trust boundary, to bring their own, or to use an external one. So you can choose a
solution that is aligned with your risk appetite and business needs. You can also avoid
locking yourself into one LLM early on so you can future-proof your Al transformation.

g  TrustLayer

olo1oD10101

The grounding in customer data is what ;
brings the magic. The Einstein Trust Layer “\
allows that to happen securely.

+ 2 AI model




Put your data to work with Data Cloud

Unlock opportunities for your organisation by putting your data to work. With Data
Cloud, you can bring all your disconnected data into Salesforce with our library of
connectors, leveraging zero copy integrations from Snowflake, Redshift, Databricks
and more - to deliver a 360-degree view of your customers. You can then activate
that data across Salesforce Clouds to power automation and personalised customer
experiences with a human in charge using Agentforce.

By combining the power of structured and unstructured data, Data Cloud also
makes every Agentforce experience and Al use case more powerful and robust.
Outcomes are more accurate, relevant, and trusted, too, with Al prompts grounded
in your customer data.

Find out how you can get started with Data Cloud. @ Data Cloud
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