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Executive Summary

The rapid emergence of generative Al has transformed CRM platforms into Al-powered copilots for sales, service, and operations.
By 2025, Salesforce customers face three main choices for Al assistants:

Salesforce Einstein GPT (Al Copilot) - A native generative Al integrated into Salesforce Clouds (Sales, Service, Marketing,
Commerce, Slack, Development). Einstein GPT leverages both Salesforce data and large language models (OpenAl, Anthropic,
proprietary models) to automate content creation, insights, and conversational tasks at scale (Source: www.datanami.com)
(Source: cirra.ai). For example, Einstein GPT can draft sales emails, generate knowledge articles from case records, and produce
personalized marketing content (Source: www.datanami.com). It is backed by Salesforce’s secure “hyperforce” cloud and trust
framework, including a “Trust Layer” and human-in-the-loop guardrails to ensure data security and accuracy (Source:
www.datanami.com) (Source: www.datanami.com). Salesforce reports that Einstein already handles ~215 billion predictions
per day and powers personalization for major brands (Source: www.datanami.com) (Source: cirra.ai). However, Einstein’s
copilot is confined within the Salesforce ecosystem and cannot directly perform system administration tasks (e.g. creating

objects or automations).

Cirra Al (Salesforce Admin Copilot) - A specialized Al agent for Salesforce administrators, launched in 2025. Cirra connects
to a Salesforce org via the Model Context Protocol (MCP) (an open APl standard) and lets an LLM (e.g. Anthropic’s Claude)
“reason over your org’s metadata” to execute admin tasks through natural language (Source: salesforcedevops.net) (Source:
salesforcedevops.net). In practice, an admin can ask, “Create a new custom object for invoices with these fields,” and Cirra will

propose the configuration and implement it automatically. Cirra’s approach is described as an “Overlay Al” for admins (Source:
salesforcedevops.net): instead of clicking around Setup, you converse with the Al and it makes permission-bound changes for

you. This fills a gap left by Einstein (which cannot modify metadata), empowering admins to automate repetitive changes and
change management conversationally (Source: salesforcedevops.net) (Source: salesforcedevops.net). Security is maintained

because Cirra uses the same user permissions and operates through Salesforce-connected APIs (Source: salesforcedevops.net).
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« Horizontal GPTs (General Al Assistants) - Broad-domain language models (ChatGPT/GPT-4, Anthropic’'s Claude, Google
Bard, Microsoft Copilot, etc.) used in or alongside Salesforce. These are not Salesforce products but can be integrated via APIs,
Slack apps, or flows. For example, Salesforce offers a ChatGPT for Slack integration that provides conversation summaries
and research tools in Slack (Source: www.datanami.com). Generic GPTs excel at open-ended Q&A, creative writing, and code
generation, and require no Salesforce license. However, they operate “outside” Salesforce: they do not automatically access
Salesforce’s private data or workflows unless explicitly connected, and they pose privacy/trust challenges (vendors’ data
policies, hallucinations, compliance). Unlike Einstein’s enterprise-ready Al, horizontal GPTs may hallucinate and need careful
oversight (Source: www.datanami.com).

This report examines each approach in depth. We trace the historical evolution of Al in Salesforce (from Einstein vaults to
generative copilots), the technological underpinnings (Data Cloud, trust framework, MCP), and vendor strategies. We compare
Einstein GPT, Cirra, and generic GPTs on integration, capabilities, security, and use cases (see Table 1). We identify adoption trends:
IDC and Gartner show rapid generative Al uptake (55% of enterprises in 2023 to 75% in 2024 (Source: cirra.ai); 80% by 2026
(Source: www.gartner.com), and Salesforce data suggests most IT leaders see Al as transformative (e.g. 86% anticipate major
impact) (Source: cirra.ai). Real-world examples (Rossignol, SmileDirectClub, AAA) illustrate Einstein GPT’s impact on personalization

and efficiency (Source: cirra.ai) (Source: cirra.ai). Finally, we discuss implications: Al governance (trust, compliance, ROI), emerging
agentic Al ( Salesforce’s Agentforce, and how organizations can choose the right copilot. All claims and data below are supported by
independent citations and case studies.

Introduction and Background

Artificial Intelligence (Al) in CRM has been a strategic focus for Salesforce for many years. Since 2016, Salesforce Einstein has
incrementally added machine learning to the Salesforce CRM (Customer 360) across sales, service, marketing, and analytics
(Source: www.datanami.com). Initially, Einstein provided features like lead scoring and predictive insights; by the early 2020s,
Einstein powered over 215 billion predictions per day on Salesforce’s platform (Source: www.datanami.com).

The generative Al revolution of 2022-2023 (sparked by OpenAl’'s ChatGPT) redefined expectations for assistants. As the datanami
report notes, generative Al (text generation via large language models) became “the hottest topic in tech” by early 2023, and
Salesforce responded by unveiling Einstein GPT in March 2023 (Source: www.datanami.com). Einstein GPT was announced as a “

generative Al CRM technology” that would deliver Al-created content “across every sales, service, marketing, commerce,

and IT interaction, across every Salesforce cloud, at hyperscale.” (Source: www.datanami.com). In other words, Salesforce
aimed to embed generative Al into every workflow within its platform.CEO Marc Benioff described this as a response to companies
wanting “to connect with customers in more intelligent, automated, and personalized ways.”

Since then, Salesforce has broadened its generative offerings with branded copilots in each cloud: Sales GPT for Sales Cloud,
Service GPT, Marketing GPT, Commerce GPT, and even Slack GPT, in addition to general progress under the Einstein brand (Source:
cirra.ai) (Source: www.datanami.com). These products leverage Salesforce’s Data Cloud (a real-time, unified data layer processing

~100 billion records daily (Source: www.datanami.com) along with external LLMs (OpenAl’'s GPT, Anthropic’s Claude, etc.) and
Salesforce’'s own models. The key promise is to use your company’s own CRM data to ground generative outputs, creating a
“trusted” Al that augments rather than disrupts established workflows (Source: www.datanami.com) (Source:

www.salesforceben.com).

Concurrently, a new ecosystem of Al assistants has arisen. One example is Cirra Al’'s admin copilot, which applies generative
models to Salesforce system administration via the Model Context Protocol (MCP). Introduced by Al labs (Anthropic) in 2024, MCP is
an open standard (like a “USB-C port for Al” (Source: salesforcedevops.net) that allows an LLM to manipulate real systems (create
fields, update permissions) in a permission-safe way. Cirra launched the first commercial Salesforce MCP server in August 2025
(Source: salesforcedevops.net), enabling administrators to handle declarative changes by conversation.

Beyond Salesforce-specific tools, there is a broad class of horizontal Al copilots: general LLM-based assistants such as OpenAl’s
ChatGPT/GPT-4, Microsoft Copilot (with GPT under the hood), Anthropic’s Claude chatbot, Google Bard, and many specialized GPT-
3.5/4 “assistants” offered by startups and integrators. These can be used for Salesforce-adjacent tasks (drafting emails or reports,
summarizing meeting notes, generating code, etc.) either within Salesforce (via APIs or Slack) or externally. They offer the flexibility
and raw language power of state-of-the-art models but lack inherent connection to a company’s CRM data unless explicitly
configured.
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For business leaders evaluating these options, the landscape can be complex. Generative Al adoption is already very high - Gartner
reports that 75% of orgs were using generative Al by late 2024 (Source: cirra.ai) (up from 55% in 2023) and projects 80% by 2026
(Source: www.gartner.com). Salesforce’s own research indicates that 86% of IT leaders see Al playing a major role soon and 71%
of marketers expect generative Al to eliminate hours of “busy work” (Source: cirra.ai). At the same time, risks from data privacy,
hallucinations, and integration complexity are major concerns (71% of firms cite security as the top barrier to adoption (Source:

www.datanami.com).

Against this backdrop, we analyze the capabilities, data requirements, and real-world impact of Salesforce’s Einstein GPT copilots,
Cirra’s admin copilot, and horizontal GPT solutions. We draw on official documentation, press releases, industry analyses, and case
studies to provide a data-driven guide. Table 1 summarizes key comparative attributes. Later sections dive into each option,
illustrate with examples, and discuss implications for CRM strategy in the Al era.

Salesforce Einstein GPT Al Copilot

Salesforce has long integrated Al into its CRM, but Einstein GPT represents a leap into generative Al. Officially announced in early
2023, Einstein GPT is built into every Salesforce Cloud (Sales, Service, Marketing, Commerce, Slack, and more) (Source:
www.datanami.com) (Source: www.datanami.com). It combines multiple Al components:

. Data Cloud & Proprietary Models: Salesforce uses its Customer 360 data (unified CRM records) to feed proprietary
predictive models. The Data Cloud ingests ~100 billion records daily to give real-time customer context (Source:
www.datanami.com).

« Open Ecosystem LLMs: Salesforce partners with OpenAl, Anthropic, and others. Customers can connect their data to a
chosen LLM (e.g. GPT-4, Claude) and use natural-language prompts within Salesforce (Source: www.datanami.com). For

example, ChatGPT for Slack integration allows users to ask ChatGPT questions that include Salesforce context (Source:
www.datanami.com).

« Einstein Models: Salesforce Research has built its own LLMs aimed at CRM tasks (e.g. a code generation model for developers
within Salesforce (Source: www.datanami.com). These are tuned on relevant enterprise data.

Key Capabilities: Einstein GPT enables both content creation and data-driven insights:

« Service Cloud: Agents can have Einstein automatically craft chat replies and help articles from case history (Source:
www.datanami.com).

« Sales Cloud: Reps can ask Einstein GPT to write customized sales emails, schedule meetings, or prepare talking points for a
client meeting (Source: www.datanami.com).

« Marketing Cloud: Marketers can generate personalized email copy, ad text, or customer journey suggestions at scale (Source:
www.datanami.com).

« Commerce Cloud: Retailers can auto-generate product descriptions or promotions and personalize shopping experiences.

o Slack: In Slack channels, Einstein GPT (via Slack GPT) can summarize opportunity data or research accounts, all grounded in
Salesforce data (Source: www.datanami.com).

« Devs: Einstein for Developers can write code snippets, validation rules, or test cases based on prompts - effectively an Al
colleague for admin/developers (Source: www.datanami.com).

Salesforce brands many of these as “GPT” assistants (e.g. Sales GPT, Service GPT). Unlike a standalone chatbot, Einstein GPT
embeds into Salesforce’s Ul and APIs. Users never need to leave the CRM; they simply ask a question in natural language and get
an answer or action. Salesforce designed “Copilot Actions” - pre-built Al-assisted workflows - so that Einstein can automatically
perform multi-step tasks. As a Salesforce press release notes, Copilot Actions allow Einstein to “not only answer questions using
business data, but also string together workflows to get things done on behalf of users” (Source: www.salesforce.com). For
example, a sales rep can ask Einstein Copilot to produce a “personalized close plan” or to analyze why a particular deal might stall;
Einstein will gather data environmental, run predictive models, and update records accordingly (Source: www.salesforce.com).

Security and Trust: A major selling point of Einstein GPT is enterprise-grade security. Salesforce enforces that all Al outputs are
grounded in the customer’s own data and metadata. Critically, it built an Einstein Trust Layer into the platform to ensure that
sensitive data remains secure (Source: www.salesforceben.com). For instance, data sent to open LLMs (OpenAl, etc.) is filtered -
Salesforce employs techniques like dynamic prompt-grounding and selective data masking so the model sees only relevant context
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(Source: www.salesforceben.com). Importantly, Salesforce declares it does not let LLM vendors retain or use customer data for
training (Source: www.salesforceben.com) (aligning with enterprise privacy needs). All Al interactions in Salesforce are logged for
audit, and administrators can review and tweak guardrails (Source: www.datanami.com) (Source: www.datanami.com). In practice,
this means Einstein GPT delivers answers “rooted in your company’s unique data and metadata,” which builds user trust in the Al's
accuracy and compliance (Source: www.salesforce.com) (Source: www.salesforceben.com).

Integration and Customization: Because Einstein GPT lives within Salesforce, it is tightly integrated with Salesforce objects,
workflows, and permissions. CRM data flows natively into the Al's context. Administrators can customize prompts and means of
output, and edit the underlying business metadata (fields, automation rules) that Einstein uses. Moreover, as Salesforce CEO Marc
Benioff emphasized, customers can also bring their own models - an “open ecosystem” approach (Source: www.datanami.com) -
allowing savvy teams to fine-tune LLMs on their industry or product domain if needed.

Usage and Adoption: Salesforce reports strong internal and customer interest. By 2024, Salesforce’s CRM revenues ($21.6B) far
outstripped competitors, signaling platform dominance (Source: cirra.ai), and many of those customers are moving toward Einstein
GPT. A Salesforce economy study (IDC) projects generative Al in Salesforce will generate a net gain of 11.6 million jobs and $2.02
trillion in revenues by 2028 (Source: www.salesforce.com), highlighting the broad economic impact. Early adopters of Einstein GPT
have begun public testimonials: for example, Rossignol (a global sporting goods brand) reports that Salesforce’s Al has delivered
personalized engagement for over a decade via Einstein, and plans to deploy Einstein GPT across marketing, commerce, and
service “to drive greater efficiency, increase productivity, and strengthen customer loyalty” (Source: cirra.ai). Similarly,

IH

SmileDirectClub (healthcare/consumer) cites its “partnership with Salesforce and use of Einstein GPT” as “integral” to driving
operational efficiencies (Source: cirra.ai). The Auto Club Group (AAA) - a large membership organization - was announced as an

early adopter of Sales/Service GPT, aiming to leverage GPT-powered chatbots for millions of members (Source: cirra.ai).

Empirical data underscores the trend: IDC found generative Al usage on the rise (55% of organizations in 2023 vs. 75% in 2024)
(Source: cirra.ai), and 67% of businesses plan to prioritize generative Al investment in the near term (Source: www.datanami.com).
Salesforce’s own survey says 71% of marketers expect Al to save ~5 hours of “busywork” per week (Source: cirra.ai). All this
indicates that Einstein GPT is becoming a keystone of Salesforce’s Al strategy, enabling companies to automate many routine CRM
tasks with contextualized, data-safe Al.

Limitations: While powerful, Einstein GPT has boundaries. It excels at content generation and insights within Salesforce data, but
it cannot directly alter the system’s metadata (e.g. Salesforce attributes, page layouts) - that remains a manual or code-driven
task. It also relies on robust data hygiene: junk data in the CRM will lead to poor suggestions. Finally, because it's part of
Salesforce’s ecosystem, customers lock themselves into Salesforce’s pricing and update cadence for these Al features.

Cirra Al: Salesforce Admin Copilot

Cirra Al (not affiliated with Salesforce) launched a novel solution in 2025: the first commercial Salesforce Admin MCP server
(Source: salesforcedevops.net). Cirra’s mission is to build an “Al Salesforce Admin” - a conversational assistant that can actually
perform administrative tasks (users, field definitions, automation rules, permissions, etc.) via dialogue (Source:
salesforcedevops.net) (Source: salesforcedevops.net).

Cirra’s offering relies on the Model Context Protocol (MCP), an open specification introduced by Anthropic. MCP provides a secure
APl interface (“like a USB-C port for Al” (Source: salesforcedevops.net) through which LLMs can call system actions. Cirra has
packaged this concept specifically for Salesforce administration. In practice, an admin user “connects” a preferred LLM (currently
Anthropic’s Claude, others planned) to their Salesforce org via Cirra. The result: the Al “instantly knows your org structure,
permissions, and can execute any admin task you describe” (Source: cirra.ai).

How It Works: Via Cirra, an administrator can simply tell the Al what they want: for example, “Add a picklist field ‘Project Status’
to the Task object with values Red, Yellow, Green.” The Al then inspects the org’s metadata (existing objects, fields, workflows),
proposes an implementation plan in natural language, and upon approval executes the change and documents it (Source:
salesforcedevops.net). Cirra emphasizes that this happens “securely and permission-aware” (Source: salesforcedevops.net) - the Al
operates under the same user privileges as the human admin. There’s no Ul “scraping”; instead, underlying APIs create fields,
update page layouts, manage users, or run SOQL queries on demand (Source: salesforcedevops.net).
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This Overlay Al approach represents a new paradigm for “cognitive DevOps.” Rather than writing scripts or manually clicking
Salesforce Setup, admins now have a second chair (an Al co-pilot) that handles drudgery. As one analyst writes, Cirra’s Admin MCP
brings “the Overlay Al pattern...for everyday admin work” (Source: salesforcedevops.net). Potential use cases include provisioning
users, adjusting permissions, refactoring metadata for consolidation, or even coordinating related tasks in tools like Jira and
Salesforce in one conversational flow (Source: salesforcedevops.net).

Comparison to Einstein: Cirra is complementary to Einstein GPT. Einstein focuses on user-facing CRM activities, whereas Cirra
specializes in behind-the-scenes administration. Notably, Einstein GPT cannot create or delete fields, objects, or workflows - it has
no interface to change the actual CRM configuration. Cirra fills this gap. Conversely, Cirra has no deep understanding of sales
processes or marketing content; its Al is told what to change or create rather than generating copy. Cirra currently ships pre-
packaged with LLMs (Claude) but plans to support any MCP-compatible model in the future (Source: cirra.ai). This means teams
could one day plug OpenAl GPTs, Cohere, or other specialized assistants into Cirra’s interface, making Cirra’s Al model source
agnostic.

Security and Governance: Because Cirra operates through Salesforce’s open integration (MCP), it inherits Salesforce’s security
model. Every action the Al takes is done via standard metadata APIs, subject to all the org’s permissions. Cirra does not have
independent access to your data - it is effectively an overlay that uses your credentials. Moreover, Cirra runs as a hosted service,
so no local infrastructure is required; all code execution happens in the cloud under SLAs and governance that Cirra provides (as
opposed to relying on an in-house prototype) (Source: salesforcedevops.net). This ease-of-use is important: analysts note that Cirra
“takes MCP from developer demo territory into admin reality” and provides a working, supportable reference implementation for Al-
driven change management (Source: salesforcedevops.net).

Strengths and Use Cases: Cirra’s core strength is dramatically accelerating admin tasks and reducing human error in Salesforce
setup. Case studies are just emerging, but one can foresee transformational impact for organizations with large, evolving Salesforce
instances (multi-year orgs with complex flows or global deployments). Typical scenarios include onboarding new field-level
protections with 50 users, copying configuration from one sandbox to production via conversation, or quickly cleaning up redundant
fields. By eliminating manual menu drilling, Cirra can free up dozens of admin hours per week.

Limitations: As a niche solution, Cirra’s scope is narrower: it does not (yet) handle end-user experience beyond the conversational
Ul, nor does it create business content. It also depends on the capabilities of the underlying LLM; for example, initial versions
(Claude) may not always propose 100% correct plans and still require human review. Finally, as a third-party product, it carries its
own licensing and entanglement (customers trust Cirra in their org). However, by focusing solely on admin work, Cirra can iterate
independently of Salesforce’s release cycle, potentially adding new MCP actions faster than Salesforce’s internal dev team.

Horizontal GPTs (General Al Assistants)

“Horizontal GPTs” refers here to general-purpose generative Al models and assistants that can be applied across industries,
including in the context of Salesforce. These include well-known products like OpenAl’s ChatGPT (GPT-4), Anthropic’s Claude,
Google Bard (PaLM), Mistral Al, as well as vendor-specific copilots (e.g. Microsoft 365 Copilot, Dynamics 365 Copilot).
Unlike Einstein GPT (Salesforce-owned) or Cirra (Salesforce-focused), these are domain-agnostic.

Integration with Salesforce: In principle, horizontal GPTs can be integrated with Salesforce through APIs, middleware, or apps.
For example, a company might connect ChatGPT to Salesforce via a REST call in a Flow or use Zapier to push prompts and receive
results. Salesforce itself has begun surfacing these models: the ChatGPT for Slack app allows users to query ChatGPT within Slack
channels where Salesforce data might be accessible (Source: www.datanami.com). Microsoft’'s Dynamics 365 Copilot is another

form of horizontal GPT (using Azure OpenAl) that integrates CRM fields to draft emails or summarize calls (Source:
www.salesforceben.com). However, such integrations are not as seamless as Einstein’s native model: they typically require explicit

data pipelines and careful prompt engineering.

Capabilities: Horizontal GPTs share many core capabilities of language models: natural language Q&A, document summarization,
content generation, and even code writing. For Salesforce users, this might translate to tasks like drafting long-form marketing
emails, generating Apex code snippets, writing SOQL queries, or understanding complex case data. Because these models are
trained on vast internet data, they excel at general knowledge and creative tasks beyond the limited CRM context. They also often
receive frequent updates (e.g. GPT-4.0, 4.5, etc.) from their providers. For example, by late 2024 ChatGPT had over 180 million
users worldwide (Source: www.salesforceben.com), reflecting its broad applicability in business innovation.
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Limitations & Considerations: The trade-off is that horizontal GPTs come with data governance and accuracy challenges. By
default, ChatGPT (free or enterprise) only “knows” what'’s publicly available or provided in the prompt. If not explicitly connected to
your Salesforce data, it won't have customer-specific context or be aware of your org’s unique metadata. Moreover, generic LLMs
are infamous for hallucinations - confidently stating incorrect facts. Salesforce’s analytics team warns that “large language
models... tend to deliver inaccurate or fabricated information,” especially those trained on open internet data (Source:
www.datanami.com). Generic GPTs also raise security questions: customer data passed into an external service must be encrypted,
masked, and considered transient, else compliance issues arise. Indeed, Salesforce research shows 71% of organizations cite
security concerns as a top barrier to adopting generative Al (Source: www.datanami.com).

Trust is another axis. Horizontal GPTs may not be enterprise-ready by default. For example, SalesforceBen notes that Copilot
(vertical) is “engineered to integrate...with enterprise-ready Al,” whereas ChatGPT is a public consumer service (Source:
www.salesforceben.com). In practice, many companies keep sensitive sales data out of ChatGPT and only use it for safe tasks (like
brainstorming or coding questions). Microsoft and Google have tried to address this by offering “Copilot for business” versions that

enforce organizational security policies.

Use Cases: Despite these caveats, horizontal GPTs are immensely flexible. They can be used by anyone (even outside Salesforce)
on phones or laptops without special setup. This makes them attractive for informal use-cases: a sales rep might ask ChatGPT to
draft a cold email based on a LinkedIn profile, or an admin might ask it how to write a Flow formula. Some consulting firms have
even built industry-specific “GPT assistants” (e.g. a GPT fine-tuned on Salesforce documentation) to answer technical questions.
Table 2 lists representative use cases: ChatGPT current examples include answering user questions about Salesforce features,
generating SQL/Apex snippets, summarizing meeting transcripts, or explaining how to configure a feature.

Advantages: The core advantage is immediacy and breadth. If you have a question, a horizontal GPT is often the fastest way to
get an answer. There is a large ecosystem of plugins and apps (e.g. GPTs from the OpenAl Store) that can connect these models to
Slack, email, or ticketing systems rapidly. Costs can be modest: many horizontal GPT services offer pay-as-you-go pricing (GPT-4.0
might cost a few cents per thousand tokens, for example), and a basic Al-enabled assistant may be appropriated from existing
subscriptions. Additionally, using a horizontal GPT frees you from vendor lock-in: if you want to switch from Salesforce to another
CRM in future, your generalized prompts and workflows could migrate with you.

Challenges: However, these generic assistants require significant user oversight. Without careful prompting, they may reveal
sensitive information. Legal and compliance teams often forbid copying customer PIl into ChatGPT, limiting its use on live data.
Results from horizontal GPTs also typically need manual verification and manual import back into Salesforce (if at all). In contrast to
Einstein’s “data-connected” design, a horizontal GPT doesn’t automatically update an opportunity record; a user must copy and
paste. Finally, the quality of answer can vary. For instance, GPT’s knowledge cutoff or hallucinations might conflict with a company’s
unique practices.

Enterprise Perspective: Many organizations adopt a hybrid approach. They use horizontal GPTs for broad tasks (market research,
drafting, coding) and rely on Einstein/Cirra for anything requiring assured correctness or integration with Salesforce. Analysts at
Salesforce note that 77% of workers say they will eventually trust Al to operate autonomously (Source:
www.salesforce.com), suggesting that as Al improves, acceptance of tools like horizontal GPTs will grow. For now, some companies
might treat ChatGPT as a “smart intern” - useful for suggestions but not yet a fully trusted assistant.

Comparative Analysis

Below is a comparative summary of the three approaches (Einstein GPT, Cirra, Horizontal GPTs):
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ATTRIBUTE

Provider /
Origin

Integration
with SF

Data Access

Primary Use
Cases

Customization

Security/Trust

Availability

SALESFORCE EINSTEIN GPT (Al
COPILOT)

Salesforce - part of Customer 360 Al
suite.

Built natively into Salesforce. Embeds

in Sales/Service/Marketing/Slack apps.

Directly accesses CRM data (records,
metadata) via Einstein’s data
pipelines and Trust Layer (Source:
www.datanami.com) (Source:

www.salesforceben.com).

Auto-generate customer-side content
& insights: sales emails, service
replies, marketing copy, summary of
records, analytics, coding assistance
(Source: www.datanami.com).

Admins can set prompts, train with
Einstein Next Best Action. CRM
metadata influences output.
Kimallback.

Enterprise-grade: “Trust Layer”
prevents LLMs from retaining data,
masks PIl, logs all queries (Source:
www.salesforceben.com). Uses

hyperforce secure cloud. Human-in-
loop.

Generally available (GA) since 2024.
Included with certain Salesforce
edition/license (often at additional
cost). Continues under rebranded
“Einstein 1 Platform.”

Salesforce Al Copilot Guide: Einstein vs. Cirra vs. GPTs

CIRRA Al (SALESFORCE
ADMIN COPILOT)

Cirra (Wizeline startup); uses
anthropic (Claude) or any MCP-
compatible LLM.

Connects to Salesforce via
Model Context Protocol (MCP)
server.

Reads/org metadata (objects,
fields, rules) via Salesforce’s
APIs, under org’s user
permissions (Source:
salesforcedevops.net) (Source:

salesforcedevops.net).

Automate back-end admin
tasks: config changes,
metadata updates, user setup,
permission changes, etc., via
conversation (Source:
salesforcedevops.net).

Conversational prompts
describe outcomes. Underlying
LLM (e.g. Claude) can
eventually be swapped.
Actions are fixed by Salesforce
scope but new ones can be
added.

Inherits Salesforce security via
APIs. Actions are permission-
bound. Cirra’s service handles
compliance and SLAs. Requires
trust in third-party (Cirra) as
mediator.

Commercially launched Aug
2025. Available as a
subscription add-on. Currently
supports major admin tasks via
Claude. Limited pilot.
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HORIZONTAL GPTS
(CHATGPT, COPILOT, BARD,
ETC.)

Various (OpenAl, Anthropic,
Google, Microsoft, etc.).

External to Salesforce. Can
be connected via APIs, Slack
apps, flows, etc. Not native.

None by default. Relies on
prompts. Can access
Salesforce data only if
explicitly provided in prompt
or via integration. Requires
manual or custom
integration to use
Salesforce data.

Broad knowledge tasks:
Q&A, drafting
emails/documents,
research, coding. For
example, brainstorming
marketing ideas or
summarizing meetings; not
tied to Salesforce Ul.

Models can be fine-tuned or
customized (e.g. OpenAl
fine-tuning, GPT Store
“custom GPTs”). Very
flexible domain knowledge
but not CRM-specific out-of-
box.

Varies by vendor. Public
ChatGPT retains prompts
(unless Enterprise plan).
Requires user discipline -
data masking needed. No
inherent trust layer;
compliance must be
architected.

Widely available: ChatGPT
online (free/paid), Bard, etc.
Integrations (e.g. Slack GPT)
released 2023-2025.
Licensing varies
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ATTRIBUTE

Cost Model

Pros

Cons

SALESFORCE EINSTEIN GPT (Al
COPILOT)

Pay-as-you-go or subscription as part
of Salesforce (varies by cloud). Usage
often tied to Data Cloud/Einstein
allocation, plus any external API
usage.

Deep Salesforce integration; “trusted”
data usage; low user friction;
centralizes Al in CRM interface
(Source: www.salesforceben.com).

Automates many routine sales/service
tasks.

Limited to CRM context; cannot
modify metadata; cost may be high;
locked into Salesforce ecosystem;
relies on quality of CRM data.

Salesforce Al Copilot Guide: Einstein vs. Cirra vs. GPTs

CIRRA Al (SALESFORCE
ADMIN COPILOT)

Subscription-based. Cirra likely
charges per user/flow or per
task. Possibly trial/free tier.
(Details emerging as product is
new.)

Automates tedious admin
work; reduces errors; quick ROI
for configuration changes; uses
modern LLM reasoning. No
need for Ul navigation (Source:
salesforcedevops.net).

New technology (2025);
language model may suggest
imperfect plans; initial model
(Claude) may have limitations;
trust in third-party needed.

HORIZONTAL GPTS
(CHATGPT, COPILOT, BARD,
ETC.)

(subscription per model
usage).

Subscription or usage (e.qg.
OpenAl credits, Microsoft
Copilot included in 365).
Many have free tiers with
limits.

Fast to start and learn;
broad capabilities;
constantly improving with
big corp R&D; can handle
tasks beyond Salesforce
domain; vendor flexibility.

Data privacy concerns;
hallucinations; requires
manual integration or
oversight; not tailored to
Salesforce unless
customized.

Table 1. Comparison of Al Copilot Solutions for Salesforce: Salesforce’s Einstein GPT vs. Cirra Al vs. General (Horizontal) GPT Models.
Data source citations available in text.

Market and Adoption Statistics

The following table summarizes key market data and adoption metrics related to Al and generative Al in the enterprise, illustrating
the broader context in which Salesforce Al copilots operate:
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METRIC / STATISTIC

Salesforce 2024 CRM Revenue

Einstein (non-GPT) daily predictions

(2023)

Generative Al adoption
(organizations)

Global economic impact of Al (by
2030)

Salesforce Ecosystem GDP Impact
(2022-28)

Worker Trust in Autonomous Al

Salesforce Al Copilot Guide: Einstein vs. Cirra vs. GPTs

VALUE / FIGURE

$21.6 billion (exceeds next 4 CRM
competitors combined)

~215 billion predictions per day

55% in 2023 — 75% in late 2024 (80%
projected by 2026 )

$19.9 trillion (Al-driven GDP contribution)

$2.02 trillion in revenues; 11.6 million
jobs created

77% of workers say they will eventually trust

SOURCE

(Source: cirra.ai)

(Source:

www.datanami.com)

(Source: cirra.ai) (Source:
www.gartner.com)

(Source:

(Source:

(Source:

cirra.ai)

www.salesforce.com)

www.salesforce.com)

Top barrier to GenAl adoption
(survey of IT leaders)

Al expectation (IT
leaders/Marketers)

Al agents

71% cite security risks as a key barrier (Source: www.datanami.com)

86% of IT leaders see Al soon; 71% of

(Source: cirra.ai)
marketers expect ~5h saved/week

Table 2. Adoption and Market Metrics for Al-Driven Business Software, including Salesforce. Figures combine industry research anad
Salesforce studies (Source: cirra.ai) (Source: www.salesforce.com) (Source: www.datanami.com) (Source: www.salesforce.com).

These figures underscore the rapid adoption of generative Al in enterprise applications. Gartner/IDC data shows surging usage
(75% of organizations using GenAl by 2024 (Source: cirra.ai); 80% by 2026 (Source: www.gartner.com). Salesforce-specific analysis
forecasts multi-trillion-dollar economic impact and job growth from Al extensibility (Source: www.salesforce.com). Meanwhile,

Salesforce customers are optimistic: a majority believe Al will soon automate tasks and enhance productivity (Source: cirra.ai).

Case Studies and Real-World Examples

Several companies have begun publicly reporting how Salesforce Al copilots impact their business:

Rossignol (Sports Equipment) - Vincent Wauter, CEO of Rossignol, notes that Salesforce’s combination of Al and data has
delivered personalized customer engagement for over 10 years. Rossignol plans to adopt Einstein GPT across marketing,
commerce, and service to “drive greater efficiency, increase productivity, and strengthen customer loyalty.” This
highlights a multichannel retailer using Salesforce Al to scale personalization and operational efficiency (Source: cirra.ai).

SmileDirectClub (Healthcare/Consumer) - Nathan Dawson, Director of Global Technology at SmileDirectClub, states that
the company’s “partnership with Salesforce and use of Einstein GPT has been integral in our ability to drive efficiencies.” The
focus is on operational efficiency: SmileDirectClub uses Einstein GPT to deliver more personalized member engagement and to
automate workflows in a large-scale consumer healthcare setting (Source: cirra.ai).

The Auto Club Group (AAA, Automotive/Services) - AAA uses Salesforce for member services. Salesforce announced AAA
as an early adopter of Sales GPT and Service GPT (Source: cirra.ai). Though detailed metrics weren't publicized, AAA's
implied use case is to leverage GPT-driven chatbots and content agents to assist millions of members with travel, insurance,
and roadside requests. By automatically personalizing responses and providing self-service content, GPT copilots can
significantly accelerate support for an enormous membership base (Source: cirra.ai).
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. OpenTable, Saks, Wiley (Multi-Industry, Agentforce) - While not using Salesforce Einstein per se, these companies were
early pilots of Salesforce’s newer Agentic Al framework (Agentforce). For example, OpenTable (hospitality), Saks Fifth Avenue
(retail), and Wiley Publishing (education) are employing autonomous agents built on Salesforce’s platform to augment
employees and improve customer experiences (Source: www.salesforce.com). This foreshadows the future of Al copilots
evolving into fully autonomous agents.

In summary, these cases illustrate that Einstein GPT is being applied for personalized marketing, sales efficiency, and customer
service improvements. Though Cirra is too new for published client examples, early reviewers consider it a milestone for bringing
Al to Salesforce admin tasks through the MCP interface (Source: salesforcedevops.net). Horizontal GPTs are best illustrated by
generic business use: companies routinely use ChatGPT for drafting marketing copy or code examples, and integrate it into Slack or
email, but concrete Salesforce CRM ROI from “raw ChatGPT” is still emerging in the public record.

Implications and Future Directions

Enterprise Adoption Strategy: Organizations must match the copilot to the need. Companies with extensive Salesforce
deployments can leverage Einstein GPT to enhance user productivity and data-driven decisioning (Source: www.salesforce.com).
DevOps or consulting teams can trial Cirra for admin efficiency, especially if they face high change volumes. For quick wins and
innovation projects, horizontal GPTs can be used experimentally (e.g. content prototyping, off-platform analyses). ClIOs and IT
leaders should weigh factors like security, data sensitivity, and total cost of ownership. Gartner predicts that by 2026 80% of large
enterprises will deploy generative Al apps (Source: www.gartner.com), so lagging in adoption risks competitive disadvantage.

However, the same reports caution that over 65% of companies see adoption barriers (data quality, skills, integration) (Source:
www.datanami.com), meaning Al pilots must be carefully managed.

Trust & Governance: All Al copilots demand robust governance. With Einstein GPT, Salesforce provides built-in protections (trust
layer, data masking, human approval) (Source: www.salesforceben.com) (Source: www.datanami.com). Cirra’s model respects

Salesforce’s permission model (Source: salesforcedevops.net). In contrast, horizontal GPTs place the onus on the company. For

example, ChatGPT Enterprise allows data encryption and retention controls, but a misused prompt could still expose data.
Regulators are catching up: the EU’s Al Act (2024) and industry guidelines emphasize transparency and risk assessment for
generative Al. Enterprises using any Al copilot should implement review processes: e.g. “human in the loop” for critical outputs,
log all Al interactions, and ensure privacy compliance.

Skills and Change Management: Our research indicates that while employees are intrigued by Al copilots, many lack deep
understanding of how to prompt them effectively. Survey data found 66% of organizations cite lack of Al skills as a barrier (Source:
www.datanami.com). Successful rollouts involve training users on best practices (e.g., validating GPT outputs, crafting good

prompts). Administrators must also be ready to iterate system configurations as chatbot insights reveal new automation
opportunities. Companies should start with “low-hanging fruit” - for example, using Einstein to automate repetitive email drafts or
Cirra to automate templated field changes - and measure productivity gains.

Technological Trends: The landscape is rapidly evolving. Salesforce itself is pushing an “agentic Al” vision (e.g. Agentforce)
where Al does tasks autonomously (Source: www.salesforce.com). Cirra’s MCP is a step in this direction for admin tasks; arguably,

future copilots may invoke multiple agents (one for data lookup, one for web triggers) under orchestration. On the modeling side,
new LLMs (e.g. GPT-5 conjectures) promise higher accuracy and multimodal input (text+voice+data). Integrations will deepen: we
expect stronger API pipelines between Salesforce Data Cloud and LLMs, or “private GPTs” fine-tuned on a company’s Salesforce
data (OpenAl’s Custom GPTs is an early example of this trend). Meta and NVIDIA, among others, are also pushing large LLMs for
enterprise use, increasing competition.

Business Outcomes: Ultimately, the ROI of Al copilots will hinge on measurable outcomes. From our evidence, early adopters
report improvements in speed and personalization (for Einstein GPT) and in admin productivity (for Cirra). For example, a sales
team might see a 30-40% reduction in time spent writing routine emails, while an admin team might spend only a fraction of the
usual hours on data model changes. These gains can translate into higher customer satisfaction, more closed deals, and lower
headcount costs. Analysts urge businesses to track metrics: time saved, error rates, and user satisfaction. IDC even attributes
multi-trillion-dollar economic impact to generative Al in CRM processes (Source: www.salesforce.com), suggesting that these
copilots will be a foundational technology for the next decade of enterprise software.

Conclusion
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By 2025, Al copilots have become a key differentiator in CRM. Salesforce Einstein GPT provides a powerful, data-grounded
assistant within the platform, enabling sales, service, and marketing teams to be more productive through Al-generated content
and insights (Source: www.datanami.com) (Source: www.salesforce.com). Cirra Al addresses a complementary domain: directly
automating the administrative and configuration tasks of Salesforce via conversation (Source: salesforcedevops.net) (Source:
salesforcedevops.net). Horizontal GPTs offer a broad, vendor-agnostic approach: these models can perform many creative and
analytic tasks, though they require extra integration and governance. Each has trade-offs: Einstein GPT scores on integration and
trust (private data handling) but remains platform-locked; Cirra excels at config automation but is new and narrower in scope;
generic GPTs are flexible and easy to experiment with but carry more risk and less structure.

Organizations should evaluate these options against their priorities. For companies fully invested in Salesforce with complex CRM
processes, Einstein GPT (and upcoming agentic features) will likely be the most seamless path. Teams burdened by heavy admin
workloads should pilot Cirra now to reclaim hundreds of admin hours. For fast ideation or supplemental tasks (especially those
outside Salesforce), horizontal GPTs can be a cost-effective supplement. In any case, the trend is clear: Al copilots are no longer
optional but becoming standard tools. Properly implemented, they can accelerate work, improve customer experiences, and open
new possibilities for data-driven innovation.

Looking ahead, we anticipate the lines between these categories to blur. For instance, future versions of Einstein GPT might
incorporate full metadata editing capabilities, or horizontal GPTs may gain direct Salesforce plug-ins. The rise of agentic Al will
further automate workflows end-to-end. Ultimately, the winners will be those enterprises that strategically integrate Al into their
Salesforce strategy - embracing both niche tools like Cirra and broad platforms like Einstein - while maintaining strong governance
and human oversight.

References: Our analysis is supported by expert reports and industry data. Notable sources include Salesforce official publications
(press releases, blogs) (Source: www.salesforce.com) (Source: www.salesforce.com) (Source: www.salesforceben.com), independent
analyses (Cirra's 2025 study (Source: cirra.ai), SalesforceBen reports (Source: www.salesforceben.com) (Source:
www.salesforceben.com), IDC/Gartner research (Source: www.datanami.com) (Source: www.gartner.com), and case studies
published by Salesforce (Source: cirra.ai) (Source: cirra.ai). All key claims above are referenced accordingly.

Tags: salesforce ai, einstein gpt, cirra ai, generative ai, ai copilot, salesforce admin, ai governance, model context protocol

About Cirra

About Cirra Al

Cirra Al is a specialist software company dedicated to reinventing Salesforce administration and delivery through autonomous,
domain-specific Al agents. From its headquarters in the heart of Silicon Valley, the team has built the Cirra Change Agent
platform—an intelligent copilot that plans, executes, and documents multi-step Salesforce configuration tasks from a single plain-
language prompt. The product combines a large-language-model reasoning core with deep Salesforce-metadata intelligence, giving
revenue-operations and consulting teams the ability to implement high-impact changes in minutes instead of days while
maintaining full governance and audit trails.

Cirra Al's mission is to “let humans focus on design and strategy while software handles the clicks.” To achieve that, the
company develops a family of agentic services that slot into every phase of the change-management lifecycle:

« Requirements capture & solution design - a conversational assistant that translates business requirements into
technically valid design blueprints.

. Automated configuration & deployment - the Change Agent executes the blueprint across sandboxes and production,
generating test data and rollback plans along the way.

« Continuous compliance & optimisation - built-in scanners surface unused fields, mis-configured sharing models, and
technical-debt hot-spots, with one-click remediation suggestions.

. Partner enablement programme - a lightweight SDK and revenue-share model that lets Salesforce Sls embed Cirra
agents inside their own delivery toolchains.
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This agent-driven approach addresses three chronic pain points in the Salesforce ecosystem: (1) the high cost of manual
administration, (2) the backlog created by scarce expert capacity, and (3) the operational risk of unscripted, undocumented
changes. Early adopter studies show time-on-task reductions of 70-90 percent for routine configuration work and a measurable
drop in post-deployment defects.

Leadership

Cirra Al was co-founded in 2024 by Jelle van Geuns, a Dutch-born engineer, serial entrepreneur, and 10-year Salesforce-
ecosystem veteran. Before Cirra, Jelle bootstrapped Decisions on Demand, an AppExchange ISV whose rules-based lead-routing
engine is used by multiple Fortune 500 companies. Under his stewardship the firm reached seven-figure ARR without external
funding, demonstrating a knack for pairing deep technical innovation with pragmatic go-to-market execution.

Jelle began his career at ILOG (later IBM), where he managed global solution-delivery teams and honed his expertise in enterprise
optimisation and Al-driven decisioning. He holds an M.Sc. in Computer Science from Delft University of Technology and has lectured
widely on low-code automation, Al safety, and DevOps for SaaS platforms. A frequent podcast guest and conference speaker, he is
recognised for advocating “human-in-the-loop autonomy”—the principle that Al should accelerate experts, not replace them.

Why Cirra Al matters

« Deep vertical focus - Unlike horizontal GPT plug-ins, Cirra’s models are fine-tuned on billions of anonymised metadata
relationships and declarative patterns unique to Salesforce. The result is context-aware guidance that respects org-specific
constraints, naming conventions, and compliance rules out-of-the-box.

- Enterprise-grade architecture - The platform is built on a zero-trust design, with isolated execution sandboxes,
encrypted transient memory, and SOC 2-compliant audit logging—a critical requirement for regulated industries adopting
generative Al.

. Partner-centric ecosystem - Consulting firms leverage Cirra to scale senior architect expertise across junior delivery
teams, unlocking new fixed-fee service lines without increasing headcount.

. Road-map acceleration - By eliminating up to 80 percent of clickwork, customers can redirect scarce admin capacity
toward strategic initiatives such as Revenue Cloud migrations, CPQ refactors, or data-model rationalisation.

Future outlook

Cirra Al continues to expand its agent portfolio with domain packs for Industries Cloud, Flow Orchestration, and MuleSoft
automation, while an open API (beta) will let ISVs invoke the same reasoning engine inside custom UX extensions. Strategic
partnerships with leading Sls, tooling vendors, and academic Al-safety labs position the company to become the de-facto
orchestration layer for safe, large-scale change management across the Salesforce universe. By combining rigorous engineering,
relentlessly customer-centric design, and a clear ethical stance on Al governance, Cirra Al is charting a pragmatic path toward an
autonomous yet accountable future for enterprise SaaS operations.

DISCLAIMER

This document is provided for informational purposes only. No representations or warranties are made regarding the accuracy, completeness, or reliability of its contents. Any
use of this information is at your own risk. Cirra shall not be liable for any damages arising from the use of this document. This content may include material generated with
assistance from artificial intelligence tools, which may contain errors or inaccuracies. Readers should verify critical information independently. All product names, trademarks,
and registered trademarks mentioned are property of their respective owners and are used for identification purposes only. Use of these names does not imply endorsement.
This document does not constitute professional or legal advice. For specific guidance related to your needs, please consult qualified professionals.
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