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From Disruption to Practical Transformation

AI has accelerated faster than any 
other prior technology wave
Artificial intelligence is advancing at an unprecedented 
pace, accelerating much faster than any previous wave 
of technological innovation. Rather than acting as 
standalone tools, modern AI is now deeply embedded 
directly into existing core platforms and seamlessly 
integrated throughout daily business workflows. 
Furthermore, these advanced systems have evolved far 
beyond basic data processing, demonstrating the 
advanced capability to reason through complex 
scenarios and take autonomous action.

Agent-based 
AI

Automation Copilots
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Impact on Stage Agencies

Shrinking budgets and 
workforce reductions

Increased service 
demand

Rising citizen 
expectations

Uncertainty about 
role changes

Job displacement 
concerns

Anxiety and fear 
among staff

Opportunities Adoption

The pressures 
agencies face are 

met with the 
human side of AI
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A Pioneer Example
In partnership with KPMG, the Indiana Public Retirement System (INPRS) is 
leveraging Agentforce to enhance its foundational CRM platform, focusing on 
improving operational efficiency, member engagement, and service delivery 
through advanced AI capabilities. 
This initial rollout prioritizes functionality that balances significant business 
impact with minimal end-user effort, utilizing a straightforward design that 
simplifies the experience for users who are new to AI while simultaneously 
minimizing long-term development and maintenance complexity for
the organization.

What made the difference was
how INPRS approached AI using a 

crawl, walk, run model

While a large majority are still in the early phases of experimentation, a smaller 
segment has progressed to actively piloting these solutions. Ultimately, only a 
select few agencies have successfully reached the point of fully 
operationalizing these capabilities into their workflows.

Case Study: INPRS
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What worked
• Start small, scale intentionally
• Tie AI to business processes
• Keep humans in the loop
• Invest in change management

What didn’t
• Boiling the ocean
• Treating AI as an

IT project
• Ignoring workforce trust

Case Study: INPRS (continued)
While a large majority are still in the early phases of experimentation, a smaller 
segment has progressed to actively piloting these solutions. Ultimately, only a 
select few agencies have successfully reached the point of fully 
operationalizing these capabilities into their workflows.

What INPRS learned
Focus on contained, high-volume use cases specifically 
centered around basic knowledge access and retrieval.

Expand system capabilities through Agentforce by focusing 
on enhanced inquiry support, automated summarization,
and intelligent routing.

This advanced phase achieves comprehensive end-to-end 
workflow orchestration driven by seamless multi-agent 
collaboration.

Crawl

Walk

Run
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What’s Next

The agencies that will lead are those operationalizing AI responsibly and at scale — today

The next wave of AI
• Agent-based AI as digital labor
• Blended workforce: humans + agents
• AI embedded into core operations

How KPMG is evolving
• AI-enabled operating models and assets

(Blaze AI for Salesforce)
• Responsible AI adoption
• Scalable modernization with Salesforce & Agentforce
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