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Salesforce: Well-Positioned for 
the Next Phase of AI?  

Read Online

Transitioning from CRM to Agentic AI  

Artificial intelligence (AI) technology is seeing rapid adoption today. ChatGPT, for example, now has 400 
million weekly users1 – roughly twice the number of users it had six months ago.  

While apps like ChatGPT are impressive, they only offer a glimpse of AI’s potential. Looking ahead, we are 
likely to see a shift towards AI agents – sophisticated software systems that can operate autonomously 
and increase business productivity significantly.  

One company that appears to be well positioned to benefit from this trend is Salesforce. With its “Agent-
force” AI agents – which are designed to handle a range of business interactions autonomously – it could 
be a powerful force in the next phase of AI. 

Founded in 1999, Salesforce has historically been a customer relationship management (CRM) software 
company. Today, it provides CRM solutions to over 150,000 customers2 worldwide, generating annual 
revenue of more than $30 billion3.

Recently however, the company has been shifting its focus to agentic AI technology with the aim of rev-
olutionizing customer service and sales through intelligent automation. Akin to a digital labor platform, its 
Agentforce solution is a proactive, autonomous AI application designed to provide specialized, always-on 
support to customers or employees.  
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On Salesforce’s recent Q4 earnings call, CEO Marc Benioff noted that customers are having success with 
the company’s AI technology and said that the pace of adoption has been rapid. “We’ve never seen prod-
ucts grow at these levels, especially Agentforce,” he told investors.  

What’s notable is that just 90 days after the technology went live, Salesforce already had 3,000 paying 
Agentforce customers. Overall, it has closed 5,0004 Agentforce deals since October.  

On the earnings call, Benioff highlighted a few customers who are already using the technology to en-
hance efficiency. One such customer was OpenTable. Just three weeks after employing Agentforce, it 
was handling 73% of all restaurant web queries with the technology. This was a 50% improvement over 
its previous automation tool.  

Another customer Benioff highlighted was Goodyear. With Agentforce for Field Service, the tire company 
can increase efficiency by autonomously scheduling field test appointments and assisting technicians 
with answers to vehicle-related questions. Other customers using the technology include Singapore Air-
lines, Gucci, SharkNinja, and Equinox. According to Benioff, customers are experiencing unprecedented 
levels of productivity, efficiency and cost savings.  

It’s worth noting that Salesforce is using Agentforce technology itself. And the results speak for them-
selves. Since its launch on the company’s help portal in October, Agentforce has autonomously handled 
380,0004 service requests, achieving an 84% resolution rate (with only 2% of the requests requiring 
human escalation). “Our digital labor force is resolving tens of thousands of customer service inquiries, 
freeing our human employees to focus on the most nuanced issues and customer relationships,” com-
mented Benioff.  

Now, there are many companies that are working on agentic AI today. Where Salesforce potentially has 
an edge, however, is in its unified architecture. Benioff believes that for AI agents to work effectively, 
there needs to be three key elements that work together – apps, data, and the agents. And Salesforce’s 
platform has been designed to harmonize these three critical layers.

For a start, Agentforce is deeply integrated with the Salesforce ecosystem where all apps are built on a 
common core and framework, ensuring consistent data handling. Secondly, its Data Cloud service (which 
recently surpassed 50 trillion records4) aggregates customer data and allows for seamless data retrieval, 
potentially enabling agents to access contextual information when interacting with customers.  

3,000 Paid Customers in Just a Few Months  

The Salesforce Differentiator

It’s still early days here, but this new technology appears to have a lot of potential. Salesforce’s AI agents 
can initiate and complete sequences of tasks, handle natural language conversations, and provide rele-
vant answers drawn from business data. 

This means that companies can use them to engage with prospects and resolve customer queries 24 
hours a day. Leveraging the power of Agentforce, businesses across a range of industries – including 
retail, financial services, and healthcare – can potentially increase their productivity significantly.
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It’s worth noting that research has shown that implementing Agentforce is far more efficient than trying 
to implement agentic AI solutions in-house. According to research from the Futurum Group, Agentforce 
can achieve ROI 5x faster than in-house solutions while lowering costs by 20%. Meanwhile, technology 
analyst firm Valoir found that Agentforce delivers autonomous AI agents 16x faster than DIY approaches 
with 75% more accuracy5.  

Of course, the AI agent adoption cycle is still early. As a result, Salesforce is expecting5 a modest contri-
bution to group revenue in fiscal 2026 (with a more meaningful contribution in fiscal 2027).

According to Benioff, the market for digital labor could be worth anywhere between $3 trillion to $12 tril-
lion5, so Salesforce may have a long growth runway ahead of it. 

A $12 Trillion Opportunity?

Footnotes: 

1ZDNET.com, ChatGPT’s user base just doubled in 6 months - to more than 400 million weekly users, as of February 24, 2025 

2Salesforce.com, as of April 2025

3Salesforce.com, Salesforce Announces Fourth Quarter and Fiscal Year 2025 Results, as of February 26, 2025

4CRM Q4 FY25 Earnings Press Release w financials, as of February 26, 2025

5S&P Global Market Intelligence, Salesforce, Inc. NYSE:CRM FQ4 2025 Earnings Call Transcripts, as of February 26, 2025

ALPS Distributors, Inc. (1290 Broadway, Suite 1000, Denver, Colorado 80203) is the distributor for the Themes ETFs Trust.

Investing involves risk, including the possible loss of principal. In addition to the normal risks associated with investing, international invest-
ments may involve risk of capital loss from unfavorable fluctuation in currency values, from differences in generally accepted accounting prin-
ciples or from economic or political instability in other nations. Emerging markets involve heightened risks related to the same factors as well 
as increased volatility and lower trading volume. Narrowly focused investments and investments focusing on a single country may be subject 
to higher volatility.

Technology-themed investments may be subject to rapid changes in technology, intense competition, rapid obsolescence of products and 
services, loss of intellectual property protections, evolving industry standards and frequent new product productions, and changes in business 
cycles and government regulation.

Shares of ETFs are bought and sold at market price (not NAV) and are not individually redeemed from the funds. Brokerage commissions will 
reduce returns.

Carefully consider the funds’ investment objectives, risk factors, charges, and expenses before investing. This and additional information 
can be found in the funds’ summary or full prospectus, which may be obtained by calling 1-866-5Themes (1-866-584-3637) or by visiting 
themesetfs.com. Please read the prospectus carefully before investing.
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Themes Management Company LLC serves as an adviser to the Themes ETFs Trust. The funds are distributed by ALPS Distributors, Inc (1290 
Broadway, Suite 1000, Denver, Colorado 80203). Solactive, STOXX and BITA have been licensed by Solactive AG, ISS STOXX, and BITA Gmbh, 
respectively, for use by Themes Management Company LLC. Themes ETFs are not sponsored, endorsed, issued, sold, or promoted by these 
entities, nor do these entities make any representations regarding the advisability of investing in the Themes ETFs. Neither ALPS Distributors, 
Inc, Themes Management Company LLC nor Themes ETFs are affiliated with these entities.

Leveraged ETFs

Investment in the fund is not an investment in the underlying stock. Not suitable for all investors. Investment involves significant risk.

PERFORMANCE DISCLOSURE: The performance data quoted represents past performance. Past performance does not guarantee future 
results. The investment return and principal value of an investment will fluctuate. An investor’s shares, when redeemed, may be worth more 
or less than their original cost; current performance may be lower or higher than the performance quoted. Returns for performance for one 
year and under are cumulative, not annualized. Short term performance, in particular, is not a good indication of the fund’s future perfor-
mance, and an investment should not be made based solely on returns. For additional information, see the fund(s) prospectus.

INVESTMENT RISKS: Investing in the Funds involves a high degree of risk. As with any investment, there is a risk that you could lose all or a 
portion of your investment in the Funds.

An investor should carefully consider a Fund’s investment objective, risks, charges, and expenses before investing. A Fund’s prospectus and 
summary prospectus contain this and other information about Themes ETFs. To obtain a Fund’s prospectus and summary prospectus call 
886-584-3637. A Fund’s prospectus and summary prospectus should be read carefully before investing.

An investment in the Fund involves risk, including the possible loss of principal. The Fund is non-diversified and includes risks associated with 
the Fund concentrating its investments in a particular industry, sector, or geographic region which can result in increased volatility. The use of 
derivatives such as futures contracts and swaps are subject to market risks that may cause their price to fluctuate over time. Risks of the Fund 
include effects of Compounding and Market Volatility Risk, Inverse Risk, Market Risk, Counterparty Risk, Rebalancing Risk, Intra-Day Invest-
ment Risk, Daily Index Correlation Risk, Other Investment Companies (including ETFs) Risk, and risks specific to the securities of the Underly-
ing Stock and the sector in which it operates. These and other risks can be found in the prospectus.

Underlying Stock Risk: The Underlying Stock is subject to many risks that can negatively impact its revenue and viability including, but are not 
limited to price volatility risk, management risk, inflation risk, global economic risk, growth risk, supply and demand risk, operations risk, regu-
latory risk, environmental risk, terrorism risk and the risk of natural disasters. The Underlying Stock objectives may be affected by its ability to 
develop and launch new products, the growth of its sales and delivery capabilities, part supplier constraints or delays, consumer demand for 
electric vehicles and competition from existing and competitors. The Fund’s daily returns may be affected by many factors but will depend on 
the performance and volatility of the Underlying Stock.

Fixed Income Securities Risk: When the Fund invests in fixed income securities, the value of your investment in the Fund will fluctuate with 
changes in interest rates. Typically, a rise in interest rates causes a decline in the value of fixed income securities owned by the Fund.

Money Market Instrument Risk: The Fund may use a variety of money market instruments for cash management purposes, including mon-
ey market funds, depositary accounts and repurchase agreements. Money market funds may be subject to credit risk with respect to the 
debt instruments in which they invest. Depository accounts may be subject to credit risk with respect to the financial institution in which the 
depository account is held. Repurchase agreements may be subject to market and credit risk related to the collateral securing the repurchase 
agreement. Money market instruments may lose money.

Effects of Compounding and Market Volatility Risk: The Fund has a daily leveraged investment objective and the Fund’s performance for peri-
ods greater than a trading day will be the result of each day’s returns compounded over the period, which is very likely to differ from the Fund 
performance, before fees and expenses.

Leverage Risk: The Fund obtains investment exposure in excess of its net assets by utilizing leverage and may lose more money in market 
conditions that are adverse to its investment objective than a fund that does not utilize leverage.

Derivatives Risk: Derivatives are financial instruments that derive value from the underlying reference asset or assets, such as stocks, bonds, 
or funds (including ETFs), interest rates or indexes. Investing in derivatives may be considered aggressive and may expose the Fund to greater 
risks, and may result in larger losses or small gains, than investing directly in the reference assets underlying those derivatives, which may 
prevent the Fund from achieving its investment objective.

This information is not an offer to sell or a solicitation of an offer to buy shares of any Funds to any person in any jurisdiction in which an offer, 
solicitation, purchase or sale would be unlawful under the securities laws of such jurisdiction.
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