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Executive Summary
Salesforce’s new Agentforce Life Sciences platform – the AI-powered, “headless” evolution of its Life Sciences Cloud –

has rapidly gained traction in the pharmaceutical and life sciences industries. Within seven months of launch, over 140
industry-leading organizations (including AstraZeneca, Novartis, Pfizer, Moderna, Chiesi, Takeda, AbbVie, and others)

had adopted Agentforce Life Sciences for customer engagement ([1] www.salesforce.com). This growth underscores a

major shift toward “agentic” CRM – systems that embed autonomous AI agents into sales, marketing, and service

workflows – and the importance of modern, AI-driven platforms that can unify data and automate workload.

Key findings of this report include:

Rapid Adoption: Major biopharma and biotech firms worldwide are selecting Agentforce Life Sciences. For example, Takeda (May 2025),
Novartis (Dec 2025), AstraZeneca (Dec 2025), and Chiesi (Apr 2026) announced global rollouts of Salesforce’s Agentforce Life Sciences

for Customer Engagement ([2] investor.salesforce.com) ([3] www.businesswire.com) ([4] www.businesswire.com) ([5]

www.salesforce.com). By mid-2026, Salesforce reported “more than 140 industry-leading organizations” using the platform ([1]

www.salesforce.com).

Agentic, Headless Architecture: Agentforce Life Sciences introduces a headless experience layer, decoupling UI from business logic,

so that AI-driven workflows and data updates can be delivered across channels (mobile apps, Slack, AI chat UIs, etc.) without rebuilding

the interface ([6] www.salesforce.com) ([7] www.salesforce.com). In concrete terms, end-users can interact via familiar chat or mobile

screens while the same Salesforce-defined logic (intent) is executed seamlessly across platforms (e.g. Slack Blocks or even ChatGPT)

([6] www.salesforce.com) ([7] www.salesforce.com). The platform is built on Salesforce’s Agentforce 360 framework, which natively

orchestrates AI agents, integrates with Data Cloud (Data 360), MuleSoft, and Slack (the new “agentic OS”) to provide actionable insights

and automation across sales, marketing, medical, and patient services ([8] www.businesswire.com) ([9] www.itpro.com).

Outcomes & Benefits: Early deployments indicate significant efficiency gains and smarter engagement. Salesforce notes that field
representatives often spend “up to 70% of their time on admin tasks”, and Agentforce’s digital agents aim to shoulder much of that burden

([10] www.salesforce.com). Use cases include AI-driven call planning (voice-dictated notes, next-best actions), auto-logging of

interactions, automated follow-ups (e.g. rescheduling appointments), and AI-powered marketing campaigns. For example, Merck Animal
Health has used Agentforce Life Sciences to unify veterinarian and pet owner data via a single source of truth, launch always-on multi-

channel service portals (Experience Cloud), and deploy tailored marketing and sales automation through Agentforce Marketing and

conversational sales tools ([11] www.salesforce.com). In trials and support operations, autonomous agents can even suggest eligible

clinical trials or triage adverse-event reports, saving time and improving compliance ([12] biointelai.com) ([13] biointelai.com).

Comparison with Legacy CRMs: The rise of Agentforce Life Sciences highlights a turning point for pharma CRM. Historically, Veeva
Vault CRM (built on Salesforce) dominated life sciences, offering validated, pharma-specific workflows (sample management, territory

alignment, GxP compliance) ([14] ciberspring.com). However, Veeva has announced a move off Salesforce’s platform (new Vault

architecture), accelerating Salesforce’s push. Analysts note that Salesforce’s offering now competes directly: a recent analysis reports

that by early 2026 Veeva had >125 live customers vs ~70+ for Salesforce ([15] rxalmanac.com). The choice comes down to priorities:

Veeva offers depth in proven pharma-specific processes, whereas Salesforce’s Agentforce LS offers a broader integration and AI

roadmap – leveraging the full Customer 360 suite, real-time data (supported by its $8B Informatica acquisition for Data Cloud) ([9]

www.itpro.com) ([16] www.itpro.com), and agentic automation. Organizations already invested in Salesforce’s ecosystem (Sales Cloud,

Service Cloud, Marketing Cloud, etc.) may favor the unified platform with advanced AI, while others may prefer Veeva’s out-of-the-box

compliance coverage ([17] rxalmanac.com) ([14] ciberspring.com).

Implications for Pharma Teams: The emergence of Agentforce Life Sciences signals that pharma commercial teams must evaluate AI
readiness, data strategy, and architecture flexibility. Key considerations include ensuring data quality and governance (since

Agentforce relies on unified, trust-layer data ([9] www.itpro.com)), compliance (Agentforce LS includes built-in support for regulated data

and privacy, as exemplified by Chiesi’s pledge of “full compliance with pharmaceutical and privacy legislation as well as responsible AI

standards” ([18] www.salesforce.com)), and change management (retraining reps to trust AI-generated insights). The “headless”

approach also means teams should assess new user experience channels (e.g. integrating with enterprise messaging or AI assistants)
and control frameworks for AI outputs.
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Future Directions: Looking ahead, AI-driven CRM (the “agentic enterprise” model) is poised to transform life sciences

engagement.Salesforce projects a vision of millions of AI agents providing continuous intelligence, and innovations like Slack as an

“agentic OS” and low-code agent-authoring tools will expand the ecosystem ([19] www.techradar.com) ([20] www.itpro.com). For

pharma, this could mean faster launch cycles, more personalized targeting (e.g. using HCP preference data and generative AI to draft

compliant materials), and deeper patient-centric programs. However, it also invites scrutiny: regulators (FDA, EMA) and industry bodies

are already beginning to address AI in healthcare, so future deployments will require strict auditability, bias controls, and adherence to
emerging AI governance frameworks.

In summary, Salesforce Agentforce Life Sciences represents a major evolution of CRM technology for pharma and is

already gaining significant customer adoption. Its success so far reflects the industry’s appetite for intelligent automation.

Nonetheless, commercial teams must carefully evaluate its fit with their data strategy, compliance constraints, and user

needs, weighing the innovative benefits of an agentic “headless” CRM against the complexity of change and legacy

investments.

Introduction and Background
Customer relationship management (CRM) in the pharmaceutical sector has undergone steady evolution. For years,

purpose-built systems (notably Veeva CRM on Salesforce’s platform) provided field teams with validated workflows and

compliance features tailored to pharma (sample management, territory mapping, closed-loop marketing, etc.) ([21]

ciberspring.com). However, the convergence of several trends – exploding data volumes, clinician digital overload, and the

rise of generative AI – has revealed limitations of traditional CRMs. Healthcare professionals now face an ever-increasing
information load, and many feel overwhelmed by marketing messages ([22] siliconangle.com). Meanwhile, COVID-19

accelerated remote and multichannel engagement.

In response, CRM vendors are embedding AI deeper into core systems. Salesforce, the largest CRM provider, has

introduced “Agentforce” – an architecture of AI agents that autonomously execute routine tasks across its platform ([2]

investor.salesforce.com) ([20] www.itpro.com). In September 2024, Salesforce unveiled the broad Agentforce strategy,

designing a “digital labor solution” where AI agents complement human reps in marketing, sales, support, and analytics

([23] www.cfodive.com). These agents utilize Salesforce’s Customer 360 data foundation (including Data Cloud), share

context via an open Model Context Protocol, and can act through any interface (Slack, voice, chat) via Salesforce’s

Headless Experience Layer ([6] www.salesforce.com) ([7] www.salesforce.com).

Life Sciences Cloud – Salesforce’s vertical solution for pharma and biotech – has now been rebranded as Agentforce
Life Sciences to emphasize these AI capabilities. Built on the same unified platform, Agentforce Life Sciences extends

across clinical, commercial, and patient-services functions, with specialization for pharmaceutical data models (HCPs,

accounts, samples, clinical trials, etc.) ([24] www.salesforce.com). The “headless” architecture underpinning it decouples

front-end interfaces from business rules: teams can define one workflow (“intent”) and deploy it to any channel.

This report examines the Agentforce Life Sciences platform and its ecosystem, its adoption by leading life sciences

companies, and what pharma commercial teams should evaluate in this new agentic CRM landscape. We draw on press

releases, industry analyses, and expert commentary to provide a detailed picture of the current state (June 2026) and

future trajectory of AI-native CRM in healthcare.

The Agentforce Life Sciences Platform
Agentforce 360 Foundation. At its core, Agentforce Life Sciences runs on Salesforce’s Agentforce 360 platform – a new

architecture that interlinks CRM, AI, data, and integration. This foundation includes:
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Agentforce AI Agents. Pre-built and custom AI “agents” that can perform actions or generate content within Salesforce. For example, an

Agentforce Sales agent can draft a call plan, summarize past interactions (via voice-to-text and NLP), and suggest next steps ([25]

siliconangle.com). These agents are trained on compliant content and governable through Salesforce’s Model Context (MCP) [15].

According to Salesforce, the platform already includes hundreds of pre-built agents and will allow partners to build new ones ([8]

www.businesswire.com).

Data 360 (Data Cloud). A real-time customer data platform that ingests structured and unstructured data (EMR, claims, device data,

third-party HCP info) into a unified customer graph ([9] www.itpro.com). Domain-specific data models in Life Sciences Cloud map HCPs,

accounts, patients, etc., enabling holistic views. The recent Informatica acquisition further expands this layer, ensuring high-quality,

federated data for agentic use ([9] www.itpro.com) ([16] www.itpro.com). In practice, customers consolidate siloed data (e.g. prescription

histories, trial data, digital behavior) into one trusted “single source of truth.”

MuleSoft Integration. Agentforce Life Sciences extends beyond Salesforce data: MuleSoft connectors allow agents to pull in data from

legacy systems (PRM, ERP, or external scientific databases) and push actions (e.g. order submissions to ERP). For example, Novartis

specifically mentions using MuleSoft for bridging life sciences data into the Agentforce system ([26] www.businesswire.com).

Experience/Headless Layer. Salesforce describes a Headless Experience Layer (HXL) that separates business logic from user

interface ([6] www.salesforce.com) ([7] www.salesforce.com). This enables “build once, run anywhere” – an agent-defined workflow

(intent) can automatically render appropriately on a mobile app, a web portal, a Slack chat, or even an external AI client (like ChatGPT).

In essence, any user (field rep, call-center agent, HCP, or patient) can access Agentforce capabilities through their preferred channel

without custom development for each interface. All interactions remain anchored in Salesforce’s security/trust framework ([7]

www.salesforce.com), so external interfaces inherit the same permissions and audit trails.

Industry-Specific Apps. On top of this core, Salesforce offers specialized modules under the Life Sciences (Agentforce) umbrella.

Customer Engagement is the primary pharma/commercial application, built for AI-first HCP outreach and omnichannel marketing.

Agentforce Marketing provides advanced segmentation and campaign management with AI recommendations. Agentforce Health
(formerly a patient services app) enables functions like patient case management, home health triage and adherence programs – which

Novartis plans to leverage to “connect patient and HCP experiences” ([27] www.businesswire.com). Together, these cover the end-to-
end life sciences value chain: clinical trial management, medical affairs, commercial sales/marketing, and patient services.

Compliance and Security. The platform includes industry compliance templates. For example, digital assistants and agents in life

sciences inherit GxP audit trails, and data classification labels (HIPAA, GDPR, FDA part 11) flow through Data 360 ([9] www.itpro.com)

([18] www.salesforce.com). Salesforce and partners have embedded responsible-AI guardrails; early-adopter companies emphasize

adherence to “responsible AI standards” and data privacy throughout deployment ([18] www.salesforce.com). Overall, Agentforce Life

Sciences is designed as a regulated AI ecosystem – natively secure, with features such as patient-consented data sharing and fully

logged AI decision-making.

In summary, Salesforce’s Agentforce Life Sciences is an AI-first, industry-tailored CRM platform. It complements

traditional CRM records with AI agents and conversational interfaces, all on a unified data backbone. It represents a shift

from static CRM workflows to an “agentic CRM” approach, where the system actively engages and assists (rather than

merely recording) the work of sales, marketing, and support staff.

Adoption and Case Studies

Industry-Wide Adoption
Agentforce Life Sciences has seen rapid adoption among major pharma, biotech, and health companies. In the first
half of 2026 alone, numerous multi-national firms publicly announced moving their commercial engagement onto the

platform. Key examples include:
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Takeda Pharmaceutical Co. (May 19, 2025) – A global pharma leader, Takeda became an early adopter of Salesforce’s new Life

Sciences solution. Salesforce announced that Takeda chose “Salesforce Life Sciences Cloud for Customer Engagement” (now

Agentforce LS) to strengthen its involvement with healthcare professionals, leveraging Salesforce’s unified platform including

Agentforce AI and Data Cloud ([2] investor.salesforce.com). Takeda’s implementation was framed as an “early adopter engagement”

that would influence the product roadmap.

Novartis AG. (December 17, 2025) – Novartis, another large innovator, selected “Agentforce Life Sciences for Customer Engagement” to
connect patient and HCP experiences worldwide. In its announcement, Novartis emphasized that the platform would unify previously
siloed functions – from marketing and sales to patient services and market access – building on existing investments in Agentforce

Health, Data 360, MuleSoft and Agentforce Marketing ([3] www.businesswire.com). Novartis plans a multi-year global rollout of the

system, aiming to simplify orchestration and embed AI-driven compliance and insights into everyday workflows ([3]

www.businesswire.com) ([28] www.businesswire.com).

AstraZeneca. (December 4, 2025) – The science-led biopharmaceutical selected Agentforce Life Sciences as a “unified global platform
to help transform customer engagement.” Salesforce’s press release highlighted AstraZeneca’s goal of fostering stronger, data-driven, AI-

powered relationships with HCPs across oncology, rare disease, and other portfolios ([4] www.businesswire.com). AstraZeneca will also

use Salesforce’s Agentforce 360 platform for life sciences, including a Composable Architecture with “Agent Fabric” to orchestrate AI

agents across regions and brands ([8] www.businesswire.com). Salesforce described this as a “clear step towards building intelligent,

agentic customer engagement in the life sciences” ([29] www.businesswire.com).

Chiesi Group. (April 20, 2026) – Italy’s Chiesi, a global specialty pharma, announced a company-wide adoption of “Salesforce’s
Agentforce Life Sciences for Customer Engagement.” With commercial operations spanning 100+ countries, Chiesi’s 3,300 users will

replace a decade-old CRM stack with Salesforce’s unified platform ([30] www.martechnotes.com). The company outlined three strategic

pillars: a unified Data 360 foundation (to consolidate customer data on physicians, hospitals and pharmacies); AI-assisted field teams
(sales reps will use Agentforce to prepare visits with AI-generated suggestions and notes, reducing time on mundane tasks); and
integrated operations (end-to-end HCP engagement, event coordination, and multi-channel campaigns via Agentforce Marketing)

(www.cmimagazine.it). Chiesi stressed full compliance with pharma and AI governance regulations throughout the transformation ([18]

www.salesforce.com).

Merck Animal Health. (May 6, 2026) – As part of the Merck & Co. family, Merck Animal Health applied Agentforce Life Sciences to the

veterinary sector. Their goal is a “unified, 360-degree view” of veterinarians, pet owners, and livestock farmers. Specific features
include Agentforce 360 as a single source of truth combining IoT data (pet microchip readers, feeders) with medical histories; omni-

channel self-service portals (via Salesforce Experience Cloud); hyper-personalized B2B and B2C marketing journeys; and AI-powered

conversational sales workflows (account tracking, incentive compensation, cross-sell) ([11] www.salesforce.com). Merck quotes note

that breaking down data silos will “reimagine how veterinarians deliver care” and support the “Science of Healthier Animals®” mission with

greater efficiency ([31] www.salesforce.com) ([32] www.salesforce.com).

Others: A variety of other life sciences and healthcare organizations are moving to Agentforce LS. These include CSL (biologics), Haleon

(consumer health spun out of GSK), Fresenius (medical devices and services), Moderna (biotech), Pfizer (on aspects of its operations),

Takeda (patient support functions), AbbVie, Takeda, and others ([33] www.salesforce.com) ([34] www.martechnotes.com). Consultants

observe that “leading companies are choosing Agentforce Life Sciences to become agentic enterprises” in order to drive more intelligent

engagement ([35] www.businesswire.com).

By mid-2026, Salesforce reported that 140+ organizations were live on Agentforce Life Sciences (see Table 1). For

context, analyst data shows ~125 customers on Veeva’s Vault CRM (March 2026) versus ~70 on Salesforce’s platform

([15] rxalmanac.com) – meaning Agentforce LS adoption is growing quickly from a smaller base. Moreover, several

announced deployments cover sizable user counts (e.g. Chiesi’s 3,300 reps; AstraZeneca and Novartis’ global field

forces), indicating hundreds of thousands of end-users and contacts are soon to be managed on this system.

Table 1: Timeline of Key Announcements and Adoptions of Salesforce Agentforce Life Sciences (2025–2026)

Date Event Source

May

19,

2025

Takeda (JP) selects Salesforce Life Sciences Cloud for Customer Engagement, leveraging Agentforce and Data Cloud to deploy

personalized AI agents across medical and commercial teams (
[36] investor.salesforce.com).

[Salesforce/BW] (
[36]

investor.salesforce.com)

Sep 25,

2025

Salesforce announces GA of Life Sciences Cloud for Customer Engagement; early adopters Fidia Pharma (IT) and Pfizer commit to

use agentic workflows from trials through patient support ([37] www.salesforce.com).

[Salesforce News] ([37]

www.salesforce.com)
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Date Event Source

Dec 4,

2025

AstraZeneca (UK) selects Agentforce Life Sciences as its unified global CRM platform to transform HCP engagement, aiming to deploy

intelligent, outcomes-focused interactions (
[4] www.businesswire.com).

[BusinessWire] (
[4]

www.businesswire.com)

Dec 17,

2025

Novartis (CH) selects Agentforce Life Sciences to deeply integrate patient & HCP experiences; plans multi-year rollout to unify marketing,

sales, medical affairs, and market access on Agentforce 360 ([3] www.businesswire.com).

[BusinessWire] ([3]

www.businesswire.com)

Apr 20,

2026

Chiesi Group (IT), a B Corp biotech, selects Agentforce Life Sciences for Customer Engagement to modernize its digital ecosystem.

~3,300 sales and medical users to be onboarded, focusing on unified data, AI-enabled field teams, and integrated operations

(www.cmimagazine.it).

[Salesforce Press] (
[5]

www.salesforce.com)

(www.cmimagazine.it)

May 6,

2026

Merck Animal Health (US) selects Agentforce Life Sciences for Customer Engagement to create a unified support experience for

veterinarians and pet owners, including unified data (Data 360), omni-channel Service Cloud sites, personalized marketing journeys, and

conversational sales tools (
[11] www.salesforce.com).

[Salesforce News] (
[11]

www.salesforce.com)

May

19,

2026

Salesforce announces “140+ industry-leading organizations” now use Agentforce Life Sciences to drive health engagement and

outcomes ([1] www.salesforce.com). This reflects doubling of customer base in 7 months since launch.

[Salesforce Blog] ([1]

www.salesforce.com)

Sources: Official Salesforce press releases, news articles, and corporate announcements ([36] investor.salesforce.com) ([3]

www.businesswire.com) ([5] www.salesforce.com) ([11] www.salesforce.com) ([1] www.salesforce.com).

Case Example: Chiesi’s Digital Transformation
Chiesi’s implementation exemplifies the platform’s impact. Chiesi’s CIO described the project as “people-driven”, aiming

to link every rep to the latest data and AI-enabled tools. Specifically, sales reps will use Agentforce to prepare customer

visits: the system can suggest talking points and automatically draft call summaries and follow-up plans (a form of

“digital sales assistant”). This addresses a core pain point: reps today build plans manually and must sift through

fragmented data. Under Chiesi’s model, reps simply ask the intelligent assistant for the next action or a summary, and the

system handles the rest (www.cmimagazine.it) ([34] www.martechnotes.com). Similarly, marketing and event teams gain

unified campaign management: they can orchestrate multi-channel digital campaigns from within the Agentforce platform

(linked to Data Cloud customer segments) (www.cmimagazine.it) ([34] www.martechnotes.com).

Importantly, Chiesi emphasized compliance: the rollout “will ensure full compliance with pharmaceutical and privacy
legislation as well as with responsible AI standards” ([18] www.salesforce.com), underscoring that proper governance is a

top priority.

Another telling example is AstraZeneca. Their press release highlighted “Medical-Commercial Coordination”: bringing

together medical affairs data and commercial metrics in one platform. For instance, an AstraZeneca rep could see both

scientific information (from medical affairs) and payer status on the same screen, with AI suggesting personalized

messages. They also noted “Personalized Engagement” at scale via next-best-action recommendations, and a Model
Context Protocol (MCP) interoperability layer – essentially a cross-platform AI orchestrator. This allows AstraZeneca to

plug in external AI services (via Agent Fabric) so that both Salesforce’s own agents and third-party tools can collaborate,

seamlessly routing tasks between them ([38] www.businesswire.com) ([8] www.businesswire.com).

Taken together, these cases show Agentforce Life Sciences enabling a faster, integrated, AI-driven workflow. Where

legacy systems required reps to manually navigate multiple applications, Agentforce provides a unified interface (often

conversational) with real-time insights. As one Salesforce engineer noted in a TechRadar interview, “with [AI] agents,

[users] can directly tell you what they’re looking for… and have an educated response tied back into their profile, product
offerings, and campaigns” ([39] www.techradar.com).

Headless, Agentic CRM Architecture
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A central innovation of Agentforce Life Sciences is its agentic, headless architecture. Traditional CRM UIs (mobile

apps, web portals) are “channel-specific” – built and maintained separately for phones, web, tablets, etc. Salesforce

contrasts this with its Headless Experience Layer (HXL), which decouples UI from logic and data ([6]

www.salesforce.com).

Build Once, Run Anywhere: In the HXL model, a business process (“intent”) is defined once (e.g. “prepare for HCP meeting”), and the

system automatically translates it into the appropriate interface for each channel – whether that’s a mobile form, a Slack message with

action buttons, or a structured JSON for an AI chat client ([7] www.salesforce.com). This means hospitals, doctors or reps can interact

with the CRM via whichever digital channel they prefer, without the company having to develop multiple front-ends.

Conversational Interfaces: Critically, the headless design allows AI agents to interface through chatbots or voice assistants. For

example, a field rep could verbally ask Salesforce’s agent “What should I do next with Dr. Smith?” and the system, using voice-to-text and
the HXL translator, would fetch the next-best action from Salesforce and speak it back. Behind the scenes, that single “visit planning”

workflow is running exactly the same logic as if the rep had tapped a button in a mobile app.

Universal Governance: Because every channel funnels through the Salesforce platform, existing security rules apply uniformly ([7]

www.salesforce.com). An external AI tool is not a silo — it inherits the same data access restrictions and audit trails as the core CRM.

This headless design thus enables flexibility (any interface, including future ones) while keeping enterprise control intact.

The “agentic” aspect comes from embedding AI at the core of these flows. Salesforce’s agentic API and model

framework ensure that AI-driven steps (next-best actions, summarizations, predictive scoring) are “first-class” elements of

the experience. As Salesforce SVP Frank Defesche said, building AstraZeneca’s solution was “a clear step towards
building intelligent, agentic customer engagement” ([29] www.businesswire.com). In practice, this means the CRM doesn’t

just store data – it actively acts on it. Agents can autonomously handle routine tasks (scheduling, data entry, initial

outreach), letting human teams focus on strategic, high-value activities ([34] www.martechnotes.com) ([40] www.cfodive.com).

Figure 1 (below) illustrates this headless agentic architecture: the same business process (e.g. account update) can be

triggered by a mobile app, a Slack command, or even an AI conversation, with the central Salesforce logic handling the

rest.

{% embed_image %}

! Headless Agentic CRM Architecture

Figure 1: Salesforce’s Headless Experience Layer separates UI from logic. An intent defined once is translated to any

channel (mobile app, Slack blocks, AI chat). Source: Salesforce ([6] www.salesforce.com) ([7] www.salesforce.com).
{% endembed_image %}

Technical Data & Ecosystem Considerations
Deploying Agentforce Life Sciences requires evaluating the broader data and technical environment:

Data Quality and Unification: Agentforce’s value depends on trusted data. Salesforce emphasizes that modern AI failures often stem

from “poor data and fragmented implementation” ([41] www.itpro.com). Its strategy (the “agentic enterprise”) hinges on Data 360 and the

recent $8B purchase of Informatica ([9] www.itpro.com) ([16] www.itpro.com). Informatica enhances the platform’s ability to ingest,

cleanse, and harmonize both structured and unstructured customer data across the enterprise. In effect, Salesforce is betting that

healthcare and pharma customers will overcome fragmented legacy systems by adopting this unified data lake.

Integration with Existing Systems: Most pharma companies have suites of legacy applications (e.g. sample management, ERP, clinical

trial management) that must feed into or out of the CRM. Agentforce 360 is built on Salesforce’s same integration framework – e.g.
utilizing MuleSoft – so it can orchestrate cross-system processes. For instance, a sales AI agent could pull patient enrollment data from a

clinical trials system (via MuleSoft) to inform rep calls about trial outreach. Salesforce’s partner ecosystem (e.g. AWS HealthLake,

Comply365, Veeva’s data connections) further extends this reach. The new headless/API-driven stack means teams can plug in external

AI or analytics tools (as AstraZeneca will via Agent Fabric) without redundant data entry. Integration readiness and legacy migration plans

are thus critical evaluation points.
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Compliance and Security: In life sciences, any customer-facing system must comply with FDA (21 CFR Part 11), HIPAA/PHI rules,

GDPR, and other regulations. Salesforce’s platform is certified to these standards, and the Life Sciences solution inherits those controls.

Importantly, Agentforce adds AI-specific compliance: for example, clinical content agents are pre-loaded only with approved materials;

audit trails are maintained on agent decisions; and data access follows existing user roles ([18] www.salesforce.com). When

implementing Agentforce Life Sciences, teams must still validate the system to their internal and regulatory standards (Documented

21CFR validation plan, etc.). Salesforce provides a Regulated Content Roadmap and Transition Framework (see [68]) to support
customers through this process.

Customization and Development: Agentforce LS comes with industry-configured objects (HCPs, Accounts, Samples, Trials) and pre-

built AI workflows, but complex organizations will still require some customization. A major change is shifting from manual customization

(e.g. Apex code, Visualforce) to a more declarative, metadata-driven approach that can work with AI. Teams should assess their

Salesforce development readiness: writing safe LLM prompts, curating knowledge bases, and training internal admins on tools like AI

Flow Builder. Fortunately, Salesforce’s Trailhead and partner training programs on “AI for Life Sciences” are growing rapidly to fill this
need.

Key Differences: Agentforce vs. Legacy Pharma
CRMs
Pharma commercial leaders evaluating Agentforce Life Sciences must compare it to their existing CRM strategy,

particularly Veeva Vault CRM. The two paths have different trade-offs. Table 2 summarizes some key contrasts. (See

references [53], [54] for industry analyses.)

Criterion Salesforce Agentforce Life Sciences Veeva Vault CRM (Legacy)

Platform
Scope

Built on Salesforce’s unified Customer 360 platform. Integrates seamlessly with Sales,

Service, Marketing, Health Cloud, Slack, Data 360, MuleSoft, etc (
[26]

www.businesswire.com) ([9] www.itpro.com). Offers end-to-end

engagement from clinical to commercial to patient services.

Specialized pharma CRM built on Salesforce but increasingly decoupled (moving to its own Vault

platform). Focus is narrower (commercial and medical affairs); historically deep MSL and

compliance workflows out-of-the-box.

AI and
Automation

AI-native: Embeds well beyond chatbots (agents in every workflow). Employs predictive

next-best-action, NLP agents, conversational UI. Designed for large-scale generative AI

usage (e.g. multi-Hop queries, voice).

Traditionally limited AI (scorecards, content suggestions). Veeva has begun adding AI (e.g.

suggestions, Einstein integration), but largely relies on rule-based processes. Not built for

“agentic” agent orchestration out-of-box.

Data
Unification

First-party Data Cloud and Informatica acquisitions allow real-time unification of

structured/unstructured data. Supports patient-HCP linking across studies, claims, EHR,

etc. Graduated control over external AI over unified data.

Uses Salesforce objects for HCPs and accounts, but handling of external data can be

fragmented. Historically, many larger customers continue parallel data warehouses (e.g. Veeva

Align, IQVIA OCE) and manual sync.

Deployment
Speed

Salesforce advertises rapid time-to-value (customers live in ~5 weeks) due to agile cloud

models (
[42] www.salesforce.com). Iterative rollout across functions

possible via release cycles. More flexible licensing (per-seat or enterprise license

agreements) described (
[20] www.itpro.com).

Veeva deployments can be slower due to heavy upfront validation and integration. Traditionally

licensed per module/user, with significant professional services for configuration. Migrating off

Salesforce also introduces complexity.

Regulatory
Fit

SaaS with multi-tenant security. FDA 21 CFR Part 11 support via platform; built-in

encryption and privacy controls. Must validate new AI features but Salesforce provides

frameworks (e.g. compliance modules, partner ecosystem).

Veeva Vault was originally marketed as GxP-certified and compliant by design. Legacy pharma

companies are familiar with its change-control processes. Maintains validated status for content

objects (promotions, samples).

Adoption &
Ecosystem

Backed by Salesforce’s broad ecosystem and R&D (3 decades of CRM, plus billions in

AI R&D w/Ventures). Growing ISV and SI partner support (Deloitte, Accenture, IQVIA,

etc.). Gateway to Salesforce’s entire corporate IT (finance, HR, etc.) if desired.

Mature life sciences ecosystem of partners (Accenture Veeva practice, IBM, etc.). Deep pharma

industry precedent (70–80% share of smaller LS accounts as of 2024 (
[43]

rxalmanac.com)). But as of 2026, Veeva’s path is split (some clients migrating to Vault

Spring ’24, others staying on Veeva CRM scheduled to sunset 2029 (
[17]

rxalmanac.com) ([43] rxalmanac.com)).

Sources: Industry analyses and Salesforce materials ([44] ciberspring.com) ([17] rxalmanac.com) ([15] rxalmanac.com) ([3]

www.businesswire.com) ([36] investor.salesforce.com). Note: Table entries are illustrative and should be validated against

each organization’s needs.

Benefits and Outcomes
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Early users report several categories of benefit:

Productivity Gains: By automating routine tasks, Agentforce frees up field and support staff for high-value work. For example,

automated voice-to-text note logging and appointment rescheduling mean reps spend less time on paperwork. In Salesforce’s words,

busywork eats “up to 70% of [HCP engagement teams]’ time” ([45] www.salesforce.com), and AI agents are intended to recover much of

that. Chiesi expects reps to “concentrate on value interactions” while agents handle visit prep and admin (www.cmimagazine.it). Similarly,

support teams can use agents to auto-triage cases (as Merck Animal quotes Porter from Salesforce: “ensuring the best possible
outcomes for pets and livestock”[4†L43-L50]) and automate care reminders.

Unified Customer Insights: The platform’s shared Data 360 reduces silos. Commercial teams see a 360-degree view of each HCP or

patient (combining claims, CRM history, trial participation, etc.). Marketing gains consolidated segmentation data. All stakeholders –

sales, medical, reimbursement – work off the same “single source of truth” ([11] www.salesforce.com) (www.cmimagazine.it). This

contrasts with legacy where, for instance, digital engagement data might live separately from field CRM data. Agentforce’s integrated

model enables real-time alerts across teams: if a large patient event arises or a physician updates their preferences, the AI system can
automatically inform relevant reps and managers.

Personalization at Scale: Traditional campaigns often send generic messages en masse. In contrast, Agentforce Marketing (connected

to Customer 360) can tailor campaigns using AI-driven profiles. For example, the Merck Animal project includes “hyper-personalized B2B
and B2C programs” where pet owners or vet clinics get content based on their previous interactions and even IoT data (like pet health

devices) ([11] www.salesforce.com). AstraZeneca’s vision likewise includes AI-crafted multi-channel journeys based on customer

preferences and next-best actions. Early pilot results (Salesforce internal) indicate higher response rates when marketing and sales are

tightly coordinated by AI: for instance, if a rep logs a detail that an HCP is concerned about efficacy, the system can trigger a digital follow-

up automatically.

Speed to Value: Salesforce notes that many customers were fully live in as little as five weeks ([42] www.salesforce.com). This rapid

deployment – enabled by the cloud model and pre-configured industry data model – shortens the onboarding period compared to years of

on-premise projects. It also means organizations can iterate: one business unit can go live quickly, learn lessons, and then scale globally.

Chiesi’s use of the standardized platform (vs. a decade-old custom CRM) is expected to simplify future expansions and reduce technical
debt.

Innovation and Future-Proofing: Because Agentforce Life Sciences is aligned with emerging industry standards (for example,

interoperability with healthcare data partners like athenahealth and H1 ([46] siliconangle.com) ([44] ciberspring.com)), companies

investing in it gain access to continuous innovations. Salesforce’s investor communications emphasize that linking Salesforce’s AI/CRM
stack with real-time clinician data (e.g. via Health Cloud connectors) would make new services possible (e-prescribing reminders, clinical

trial matching alerts, etc.). In theory, having an “AI-first CRM” platform positions a company to adopt future features (like real-time

generative Q&A on drug information) more easily than with older systems.

It should be noted, however, that tangible ROI data is still emerging. Salesforce and partners cite qualitative wins (time

saved per rep, improved customer satisfaction in pilots), but longitudinal case studies will mature over time. Nonetheless,

the intensity of current investment and the speed of deployment suggest high confidence.

Considerations for Pharma Commercial Teams
Teams evaluating Agentforce Life Sciences should conduct a thorough review across multiple dimensions. Below we

highlight key areas to assess:

Strategic Alignment: Determine whether an AI-powered, headless CRM aligns with long-term priorities. Are you aiming to transition to

an agentic enterprise model? If your organization already uses multiple Salesforce clouds (Sales, Marketing, Service, Health, Slack, etc.),

the integrated approach may yield synergies. If, however, you rely heavily on non-Salesforce systems (Oracle, SAP, legacy medical

affairs systems), consider the data integration effort required.

Data and Analytics Maturity: Because agentic CRM thrives on data, evaluate your existing data infrastructure. Do you have clean,

centralized data on HCPs, accounts, patients, and outcomes? Agentforce Life Sciences can unify data, but only if feeds (EHRs, claims,
trials, marketing lists) are in place. Also consider your analytics plans: Salesforce’s Einstein AI and third-party LLMs assume high-quality

data. Hyperscalers warn that up to 80% of AI initiatives fail due to data issues ([41] www.itpro.com). If needed, privacy-compliant data

cleansing (possibly with Informatica) should be a precondition.
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IT and Change Management: Implementing an AI-driven CRM is not just a technical change but a cultural one. Field teams must trust

the system’s recommendations. Medical/legal teams must sign off on AI-generated content. Training programs will be needed to upskill

users (for example, how to interact with a virtual assistant or how to override AI suggestions safely). Salesforce’s tools (like AI Genie and
Trailhead modules on AI for healthcare) can help ramp up familiarity.

Regulatory Compliance: Any new CRM in life sciences must adhere to FDA, EMA, and data protection regulations. Agentforce adds

new layers (e.g. generative AI), so teams should plan for AI-model vetting and audit. Major companies are already addressing this –

Chiesi explicitly cites compliance with pharma and privacy laws ([18] www.salesforce.com). You should work with legal/regulatory to

define how AI will be used with approved content, ensure eSign/eConsent workflows remain intact, and document the validation of

intelligent features (for example, using Salesforce’s Regulated Content Roadmap ([3] www.businesswire.com)).

Vendor and Ecosystem: While Agentforce LS is relatively new, vendor support is deepening. Evaluate Salesforce’s partner ecosystem:

are there systems integrators and consultants (e.g. Deloitte, Accenture/Deloitte Digital, Honeywell Life Sciences, ZS Associates) with
specific experience in life sciences CRM and AI? Check references of pharma peers who have deployed. Also consider potential future

vendor lock-in – an agentic license may require long-term commitment (Salesforce’s new AELA license covers unlimited AI usage, for

example). Compare this to competitors’ terms (Veeva now on its own terms).

Total Cost of Ownership (TCO): Analyze the investment not just in licenses but also implementation, data projects, and ongoing

management. Salesforce’s enterprise pricing and consumption model (treating agents as labor) differs from per-token AI pricing ([47]

www.itpro.com). Factor in potential savings (e.g. reduced CRM maintenance vs. legacy systems, fewer licenses on older point solutions)

as well as new costs (infrastructure for AI governance, additional Salesforce features like Data Cloud). A recent study notes Salesforce is

suited to customers “already investing heavily in Salesforce data, marketing, service and AI layers and willing to trade simplicity for

platform breadth.” ([17] rxalmanac.com).

Comparative Analysis: If your organization currently uses Veeva or another CRM, conduct a side-by-side assessment. For example,

Salesforce’s broader platform may simplify global rollouts but could require more customization than Veeva’s ready-made pharma logic.

Conversely, legacy systems may lack the AI capabilities that life sciences leaders increasingly demand. Engage stakeholders (field reps,

medical affairs, marketing, IT) in workshops to weigh the trade-offs of each path. Remember that Veeva’s move to its own Vault platform
means that staying with Veeva still leads to major migration effort; Agentforce Life Sciences is positioned as the “receiving platform” for

the existing Vault-on-SF customer base ([48] rxalmanac.com).

In summary, evaluating Agentforce Life Sciences requires a holistic perspective spanning technology, people, and

compliance. The platform offers cutting-edge capabilities, but realizing their value depends on preparedness in data,

process change, and regulatory alignment.

Implications and Future Directions
The emergence of Agentforce Life Sciences has broad implications for the life sciences industry:

Transformation of Field Engagement: AI agents are poised to become virtual team members. Over time, we can expect a dramatic shift

in how pharmaceutical reps and medical liaisons spend their time – moving from administrivia to strategic influence. For HQ
organizations, this means rethinking performance metrics (e.g. measuring quality of interactions rather than volume of reports).

New Human–AI Roles: Teams will need roles like “AI coach” or “AI auditor” to supervise the agent workforce. Pharma firms have already

experimented with such roles in data analytics; we may see similar roles emerge for sales operations, ensuring agents are correctly

trained and compliant.

Regulatory Evolution: The widespread use of generative AI in HCP communications will draw regulatory attention. Agencies may

require pharmaceutical companies to validate not only software functionality, but also AI models and data pipelines. Concepts like “AI

ethics review boards” or third-party audits of AI biases may become standard in pharma. Salesforce’s platform approach (with forced
transparency and plugin of approved content only) partially addresses this, but companies should watch forthcoming FDA/EMA guidance

on AI and digital therapeutics.

Acceleration of Virtual Engagement Channels: Because Agentforce’s headless layer supports any interface, we may see more pharma

engagement via conversational channels (corporate Slack/Azure Teams chats with AI ops, or even trusted healthcare “bot” portals).

Vendors are already piloting voice assistants in healthcare settings; the platform is ready to integrate these for scientific reps as well.
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Industry Competition and Innovation: Salesforce’s momentum likely spurs competitors. Veeva is already innovating (partnership with

ContractPodAI for docs, investment in AI features), and others (e.g. Oracle, SAP) will target agentic CRM capabilities. Meanwhile,

specialized AI life sciences startups (CompanionMX-type therapy bots, or AI triage tools) may seek integration partnerships with big CRM
platforms. The ecosystem of apps and “agent market” around Salesforce could thus grow rapidly.

Data Network Effects: As more life sciences data and AI models flow through Salesforce’s ecosystem, network effects strengthen. For

example, an AI model improved by one company’s data (anonymized) could benefit others. Salesforce has hinted at developer-friendly

agent frameworks that could foster a marketplace of life sciences agents (similar to an app store). Commercial teams should stay

informed about new modules or community tools that emerge.

In conclusion, Salesforce Agentforce Life Sciences represents a paradigm shift in pharma CRM. The combination of AI

agents, headless architecture, and industry-specific insights enables capabilities that were science fiction a few years

ago. Pharma commercial teams should recognize that the bar for CRM is being raised: if they do not adopt agentic, AI-

infused systems, they risk being outpaced by competitors who can engage HCPs and patients more intelligently. At the

same time, they must proceed deliberately – ensuring data integrity, regulatory compliance, and user acceptance. The

next few years will define whether the industry successfully harnesses this technology to improve healthcare outcomes

and business efficiency.

Conclusion
Salesforce Agentforce Life Sciences has quickly moved from concept to mainstream adoption in pharma. With 140+

customers and marquee wins like AstraZeneca and Novartis, the platform is becoming a default choice for companies

seeking an AI-powered CRM. Its “headless” design and agent-based workflows set it apart from legacy systems,

promising greater agility and personalization.

However, this rapid shift also calls for careful evaluation. Pharma commercial teams should weigh the benefits (unified

data, automated engagement, speed) against challenges (data strategy, compliance, change management). They should

benchmark Agentforce Life Sciences not only against Veeva but against their own strategic goals: Do they prioritize agility

and AI-driven insights, or the comfort of proven processes? Many leaders are betting on the former, evident in the flurry of

recent announcements.

Ultimately, Agentforce Life Sciences is more than a new module – it is Salesforce’s vision of a next-generation CRM

ecosystem for life sciences. For companies ready to embrace “AI-native customer engagement”, it offers a

comprehensive, future-proof platform. The coming months will reveal how this investment translates into measurable

business outcomes (market reach, sales effectiveness, patient impact). What is clear, however, is that the era of the

purely human-run CRM is ending: intelligent agents are now part of the life sciences team.
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IntuitionLabs - Industry Leadership & Services

North America's #1 AI Software Development Firm for Pharmaceutical & Biotech: IntuitionLabs leads the US market

in custom AI software development and pharma implementations with proven results across public biotech and

pharmaceutical companies.

Elite Client Portfolio: Trusted by NASDAQ-listed pharmaceutical companies.

Regulatory Excellence: Only US AI consultancy with comprehensive FDA, EMA, and 21 CFR Part 11 compliance

expertise for pharmaceutical drug development and commercialization.

Founder Excellence: Led by Adrien Laurent, San Francisco Bay Area-based AI expert with 20+ years in software

development, multiple successful exits, and patent holder. Recognized as one of the top AI experts in the USA.

Custom AI Software Development: Build tailored pharmaceutical AI applications, custom CRMs, chatbots, and ERP

systems with advanced analytics and regulatory compliance capabilities.

Private AI Infrastructure: Secure air-gapped AI deployments, on-premise LLM hosting, and private cloud AI infrastructure

for pharmaceutical companies requiring data isolation and compliance.

Document Processing Systems: Advanced PDF parsing, unstructured to structured data conversion, automated

document analysis, and intelligent data extraction from clinical and regulatory documents.

Custom CRM Development: Build tailored pharmaceutical CRM solutions, Veeva integrations, and custom field force

applications with advanced analytics and reporting capabilities.

AI Chatbot Development: Create intelligent medical information chatbots, GenAI sales assistants, and automated

customer service solutions for pharma companies.

Custom ERP Development: Design and develop pharmaceutical-specific ERP systems, inventory management

solutions, and regulatory compliance platforms.

Big Data & Analytics: Large-scale data processing, predictive modeling, clinical trial analytics, and real-time

pharmaceutical market intelligence systems.

Dashboard & Visualization: Interactive business intelligence dashboards, real-time KPI monitoring, and custom data

visualization solutions for pharmaceutical insights.

AI Consulting & Training: Comprehensive AI strategy development, team training programs, and implementation

guidance for pharmaceutical organizations adopting AI technologies.

Contact founder Adrien Laurent and team at https://intuitionlabs.ai/contact for a consultation.
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DISCLAIMER

The information contained in this document is provided for educational and informational purposes only. We make no representations

or warranties of any kind, express or implied, about the completeness, accuracy, reliability, suitability, or availability of the information

contained herein.

Any reliance you place on such information is strictly at your own risk. In no event will IntuitionLabs.ai or its representatives be liable

for any loss or damage including without limitation, indirect or consequential loss or damage, or any loss or damage whatsoever arising

from the use of information presented in this document.

This document may contain content generated with the assistance of artificial intelligence technologies. AI-generated content may

contain errors, omissions, or inaccuracies. Readers are advised to independently verify any critical information before acting upon it.

All product names, logos, brands, trademarks, and registered trademarks mentioned in this document are the property of their

respective owners. All company, product, and service names used in this document are for identification purposes only. Use of these

names, logos, trademarks, and brands does not imply endorsement by the respective trademark holders.

IntuitionLabs.ai is North America's leading AI software development firm specializing exclusively in pharmaceutical and biotech

companies. As the premier US-based AI software development company for drug development and commercialization, we deliver

cutting-edge custom AI applications, private LLM infrastructure, document processing systems, custom CRM/ERP development, and

regulatory compliance software. Founded in 2023 by Adrien Laurent, a top AI expert and multiple-exit founder with 20 years of software

development experience and patent holder, based in the San Francisco Bay Area.

This document does not constitute professional or legal advice. For specific guidance related to your business needs, please consult

with appropriate qualified professionals.

© 2025 IntuitionLabs.ai. All rights reserved.
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