Headless 360: Salesforce Beyond the Desktop

e Session Hosts & Presenters: Hosted by Nishant and Gaurav; presented by Nikita
(Senior Salesforce Engineer, Cloud for Good), Naveen, and Snehasis (Cloud for
Good)

e CoreTopic & Concept: Addressing key enterprise barriersin Salesforce adoption
by transitioning away from traditional Ul interaction ("clicks") toward a decoupled
"Headless 360" architecture. Users continue working seamlessly within their
preferred end-user channels (e.g., Slack, messaging apps, web portals) while
Salesforce operates silently inthe background.

Cracks in the Traditional Model & Operational Bottlenecks

While tools like Agentforce present wellin live demos, four structural bottlenecks surface
when enterprises attempt to push these solutions to production:

1. The Context Gap:

o External Alagents built outside Salesforce struggle to communicate
effectively withinternal CRM layers.

o Teams are forced to rebuild context manually across disparate systems,
resultinginredundant technical work and data duplication.

2. TheDIY Integration Trap:

o Traditional customintegrations connecting external software to Salesforce
require extensive custom development, typically taking between 6 months
to1yearto build, test, and deploy into production.

3. Infrastructure & Throughput Scale Limitations:

o Core Salesforce architecture was originally engineered around human
desktop clicks, makingitinherently ill-equipped for automated software
systemsissuing thousands of continuous APl calls per second.

4. AlGovernance & Data Risks:

o QOrganizations face significant security risks regarding data exposure,
object/field-level security, and role-based access control when external Al
systems interact directly with sensitive CRMrecords.

Headless 360 Technical Architecture

e Decoupled Back-End Architecture: Decouples user-facinginterfaces fromthe
core CRM engine, routing interactions through event-driven background APls.



e Context Preservation & Unified State: Connects external agents directly to
Salesforce without losing context, avoiding the need to rebuild data schema maps
or maintain double data entries.

e Automated Governance & Bounds: Enforces strict security bounds directly within
the APl layer, guaranteeing that external Al agents operate strictly within
pre-defined permission boundaries.



