
















So werden Mitarbeitende zum Erfolgsfaktor der KI-
Transformation…
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[SERVICE] Resolve customer 
issues

1Respond to simple client 
service inquiries

2Respond to complex 
client service inquiries

Route client issues/cases to 
appropriate teams
Dispute transactions
File and manage complaints
Reverse fees
Add/change beneficiaries
Modify credit /overdraft limits
Close accounts and distribute funds 
(ex: client death)
Add new client as power of attorney

Rollover funds (ex: CD, 401k)
3Capture/maintain 

documentation from 
client interactions and 
track issues to resolution

Document and summarize client calls 
and interactions
Update client account notes
Capture client sentiment on service 
interactions (ex: CSAT, NPS)

Track progress of issues/cases 
through resolution steps
Identify and escalate issue/case 
resolution out of SLA
Close service issues/cases when 
resolved

Die KI-Entwicklung im Finanzumfeld

Generative AI
Reduce manual work and deliver 
accurate outputs by instantly 
summarizing complex interaction 
histories and auto-drafting compliant, 
personalized client outreach to free up 
human capacity.

Multi-Agent 
Orchestration
Work seamlessly across your 
ecosystem by connecting 
humans, external AI, and 
Agentforce agents into one 
unified workforce that 
orchestrates every hand-off in a 
compliant way to ensure security 
and governance

AI Agents
Enable growth without increased 
headcount by deploying 
autonomous, out-of-the-box agents 
fluent in financial services that 
eliminate costly customization 
while resolving inquiries and 
executing tasks 24/7.

Predictive AI
Anticipate client financial needs by 
moving beyond reactive service with models 
that score client health and churn risk to 
surface accurate "Next Best Actions" in 
real-time.



3 Stufen von Compliance und Sicherheit

Technical 
Foundation

Data Protection

Business 
Compliance Sector specific regulations

Privacy regulations

Cyber Security, Resilience

Bank capital adequacy: Basel III/IV
Investor protection, market transparency: MiFID / PRIIP
Financial Crime Compliance: AMLD / AMLR
Market Integrity: Market Abuse Regulation
FIDA: data sharing for open banking

GDPR, Swiss FADP, POPIA (South Africa),
Federal Data Law (UAE), …
EU AI Act

NIS2, DORA, CRA, NIST CSF, PCI DSS, …



System of
engagement

System of
agency

System of
work

System of
context

Banking Wealth 
Management Lending Insurance 

Brokers
Insurance 
Carriers

Customer 36O for Financial Services

4 Schichten in der agentenbasierten AI-Architektur 

Financial 
Services



Laufzeitschutzmechanismen für jede LLM-Interaktion
Agentforce Trust Layer

Reasoning 
Engine
Models

 

LLM
gateway

Secure, 
ensemble 

RAG

Prompt 
injection 
defense Input and 

Output 
Toxicity 

Detection
Inline 

Citations
Quality 

Evaluation
Response

Prompt

Zero data
retention

Audit trail 
& feedback

Customer, 
company, 
and outcome data

Conversations

Or Triggers
 (Flows, APIs)

Can you reverse 
this fee?

Model 
Roadmap

Agent 
Perms

Loop 🔁

🛡 Trust Layer

Hosted!

TLS
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Unsere Entwicklung in der Finanzindustrie

20242018

Financial 
Services 

CRM

Wealth 
Management

Retail 
Banking

Integrations 
& Analytics

Process 
Automation & 
Compliance

Service 
Automation

Financial 
Planning

Data 360 for 
Financial 
Services

2025

Agentforce 
for Financial 

Services

Insurance 
Carrier CRM Commercial 

Banking

Das erste 
spezifische CRM 

für die 
Finanzindustrie

Policy 
Admin & 
Claims

releases 
per year

Mulesoft for 
Financial 
Services

Digital 
Insurance & 
Policy Admin 

Onboarding
Insurance 

Brokerages

2023

Collections

Claims 
Mgmt & 
Group 

Benefits

Process 
Compliance 
Navigator 

Digital 
Lending

2026

Complaints 
Management

Commercial 
Banking & 

CIB

Transaction 
Disputes


