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AI+Data+CRM이만드는
금융산업의미래



Statement under the Private Securities Litigation Reform Act of 1995:

This presentation contains forward-looking statements about the company’s financial and operating results, which may include expected GAAP and non-GAAP financial and other operating 
and non-operating results, including revenue, net income, diluted earnings per share, operating cash flow growth, operating margin improvement, expected revenue growth, expected 
current remaining performance obligation growth, expected tax rates, the one-time accounting non-cash charge that was incurred in connection with the Salesforce.org combination; stock-
based compensation expenses, amortization of purchased intangibles, shares outstanding, market growth and sustainability goals. The achievement or success of the matters covered by 
such forward-looking statements involves risks, uncertainties and assumptions. If any such risks or uncertainties materialize or if any of the assumptions prove incorrect, the company’s 
results could differ materially from the results expressed or implied by the forward-looking statements we make. 

The risks and uncertainties referred to above include -- but are not limited to -- risks associated with the effect of general economic and market conditions; the impact of geopolitical events; 
the impact of foreign currency exchange rate and interest rate fluctuations on our results; our business strategy and our plan to build our business, including our strategy to be the leading 
provider of enterprise cloud computing applications and platforms; the pace of change and innovation in enterprise cloud computing services; the seasonal nature of our sales cycles; the 
competitive nature of the market in which we participate; our international expansion strategy; the demands on our personnel and infrastructure resulting from significant growth in our 
customer base and operations, including as a result of acquisitions; our service performance and security, including the resources and costs required to avoid unanticipated downtime and 
prevent, detect and remediate potential security breaches; the expenses associated with new data centers and third-party infrastructure providers; additional data center capacity; real 
estate and office facilities space; our operating results and cash flows; new services and product features, including any efforts to expand our services beyond the CRM market; our strategy 
of acquiring or making investments in complementary businesses, joint ventures, services, technologies and intellectual property rights; the performance and fair value of our investments in 
complementary businesses through our strategic investment portfolio; our ability to realize the benefits from strategic partnerships, joint ventures and investments; the impact of future 
gains or losses from our strategic investment portfolio, including gains or losses from overall market conditions that may affect the publicly traded companies within the company's strategic 
investment portfolio; our ability to execute our business plans; our ability to successfully integrate acquired businesses and technologies, including delays related to the integration of 
Tableau due to regulatory review by the United Kingdom Competition and Markets Authority; our ability to continue to grow unearned revenue and remaining performance obligation; our 
ability to protect our intellectual property rights; our ability to develop our brands; our reliance on third-party hardware, software and platform providers; our dependency on the 
development and maintenance of the infrastructure of the Internet; the 
effect of evolving domestic and foreign government regulations, including those related to the provision of services on the Internet, those related to accessing the Internet, and those 
addressing data privacy, cross-border data transfers and import and export controls; the valuation of our deferred tax assets and the release of related valuation allowances; the potential 
availability of additional tax assets in the future; the impact of new accounting pronouncements and tax laws; uncertainties affecting our ability to estimate our tax 
rate; the impact of expensing stock options and other equity awards; the sufficiency of our capital resources; factors related to our outstanding debt, revolving credit facility, term loan and 
loan associated with 50 Fremont; compliance with our debt covenants and lease obligations; current and potential litigation involving us; and the impact of climate change.

Further information on these and other factors that could affect the company’s financial results is included in the reports on Forms 10-K, 10-Q and 8-K and in other filings it makes with the 
Securities and Exchange Commission from time to time. These documents are available on the SEC Filings section of the Investor Information section of the company’s website at 
www.salesforce.com/investor. 

Salesforce.com, inc. assumes no obligation and does not intend to update these forward-looking statements, except as required by law.
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왜 CRM인가?

경쟁력
우위

3요소

3. 고객중심을통한경쟁력

1. 운영효율화를통한가격경쟁력

2. 상품차별화를통한기술경쟁력

• 비용최적화와운영효율성을
통한경쟁력은필수적이나
지속할수없는단기
요소로서한계가존재함

Message

• 상품차별화와혜택우월성을
통한경쟁력은경쟁자의
상품모방과혜택격차의
축소로인한위험이상존함

Message

• 고객만족에기반한경쟁력은
비교적장기의구축기간이
필요하나, 고객과의상호신뢰를
바탕으로지속적인수익/성장
추구가가능한경쟁우위요소

Key Message

단기적수익성확보는한계가존재하며, 고객중심의수익/성장확보전략이매우중요



왜금융에서 CRM이중요한가?
단기적수익성확보는한계가존재하며, 고객중심의수익/성장확보전략이매우중요

소비재

자동차

High

Low High

충성도

접촉빈도

통신

전자가전

고객데이터

금융 +



세상은지금? 고객 Data 전쟁
최종소비자에대한 Digital Data 확보와활용à생존및성장과직결

최종고객

데이터

제조사 유통사

Servitization

DTC

Retail
Media은행/보험사 핀테크

Hospitality, Airlines OTA                    
(Online Travel Agency)

ü



모든고객접점프로세스와그내부역량향상을위한글로벌 #1 디지털혁신플랫폼

고객과 Data를통한디지털혁신

영업

서비스, 민원

마케팅

전자상거래

분석및통찰력

시스템통합툴

IT 개발플랫폼

산업별
특화솔루션

학습, e-러닝

디지털협업

협력업체관리

성과분석

사용자경험

생산성

정보의통합

모바일 웹 디지털채널 챗봇

A.I. 자동화 개인화 쉬운개발

데이터 다양한통합 통찰력 정보보호



세일즈포스글로벌금융고객현황

10

Cards & 
Payments

Retail & Premier
Banking

Property & 
Casualty 

Insurance

Life Insurance
& Annuities

Wealth 
Management

Mortgage &
Lending

Business & 
Commercial 

Banking

Asset 
Management

Corporate 
Banking & 
Treasury 
Services

Investment 
Banking

Global 
Markets

Consumer Institutional
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Wave 2

Generative

Predictive

Wave 1

Autonomous 
& Agents

Artificial General 
Intelligence

How can I 
help you?

Wave 4

Wave 3

Image 
generated by Midjourney

우리는지금 AI혁신의시대에살고있습니다



특히,
생성형 AI는
전산업을변화시키고
있습니다.



AI와분석이산업에미치는가치는? 京

https://hanja.dict.naver.com/


마케팅과세일즈

고객서비스

Software Engineering

High tech & MFG

Banking & Insurance

Medical & Healthcare

생성형AI가생산성에미치는영향? 직원과고객경험



Einstein is 
the AI Engine
Using Customer 360 Data

Einstein for 
Sales

Einstein for 
Service

Einstein for 
Marketing

Einstein for 
Commerce

Einstein for 
Developers

Einstein GPT 



Predictive
Informs

Makes predictions based on 
what it has seen in existing data

Einstein

세일즈포스는 CRM을위한
예측형과생성형 AI를제공합니다

1T+ Predictions per 
Week

기존보유데이터기반
미래 “예측”을제공

Generative
Assists

Creates new things based on 
what it has learned from existing data

Einstein GPT

기존데이터를학습하여
새로운것을 “창조”



영업으로서,고객에게발송되는이메일을
자동화하고싶다.

매니저로서,지난주문이력에기반하여,
미래의세일즈를예측하고싶다.

서비스담당으로,관련된지식문서를가져와서
보고싶다.

데이터분석가로서,기존데이터를기반으로
Account의문제를식별하고싶다.

Admin으로서,발생되는이슈에대한알림과
리포팅을자동화하고싶다.

영업으로서,고객에게발송되는이메일초안이
필요하다.

콘텐츠생성가로서,새로운아이디어를
브레인스토밍하고싶다.

서비스담당으로서,새로운지식문서를
생성하기위해 Case를요약하고싶다.

매니저로서,나의팀퍼포먼스데이터를질문을
통해서가져오고싶다.

개발자로서,신규기능에대한코드기반을
생성하고싶다.

Generative AITraditional AI/ML

AI 활용의예를들면
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Invest in Your AI + Data Future

Your
CRM

Trusted
AI

Unified
Data



금융산업에서의 AI CRM을통한혁신아이템

의사결정의시각화 비지니스유연성확보 최적화/자동화

Brainstorming 을통한의사결정 통합 Platform을통한 Agility 고객경험및직원생산성향상

⇋⇋

ü



생성형 AI를기반으로하나의플랫폼에서생산성향상극대화

Sales Marketing Commerce ITService

Close deals 
faster 

Deliver proactive 
service

Create more 
resonant 
content 

Increase 
conversion rates Develop faster

Sales Emails Service Replies Product 
Descriptions Code CompletionSubject Lines

Work Summaries Campaign 
Assistance Smart Promotions

Commerce 
ConciergeKnowledge Articles

Call Summaries Natural Language 
to Code

Chat-based 
Coding Assistant

Search Answers

Mobile Work 
Briefings

Sales Assistant

금융산업에서의 AI CRM : 자동화, 유연성, 시각화
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자연어기반코드작성



Net ZeroEnd to end encryptionData residency ComplianceHyperforce

Zero data retentionAuditing
Toxicity 

detection
Data 

masking
Dynamic 

grounding*
Secure data 

retrieval
Einstein
Trust Layer

Lightning
Builders

AppsPredictions Flows

Open Models
Your 

Models
Any 

Models
Our 

Models

Apps
Sales

MuleSoft 
Connectors

GovernanceZero 
ETL

Real-
time

Lakehouse Data 
actionsData

Unified 
Profile

Service Marketing Commerce Tableau Industries

통합 Metadata 플랫폼
Ei

ns
te

in
 1

 P
la

tf
or

m
Trusted AI Architecture

Einstein Copilot

Einstein Copilot Studio
Prompts     Skills     Models

"Future functionality. Any unreleased services or features referenced here are not currently available and may not be delivered on time or at all. Customers should make their purchase decisions based 
upon features that are currently available."



성공과 실패의
갈림길



Thank you


