Vonage and Salesforce deepen integration to enhance AI-powered voice and fraud prevention
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Vonage and Salesforce have deepened a long-running partnership with an integration that tightly links Vonage Contact Center and Vonage for Salesforce Voice to Salesforce's Agentforce 360, creating a single, platform‑native environment where virtual and human agents share context, data and routing logic. According to CX Today, the release is the second voice‑focused collaboration from the vendors in the past 18 months and is available through the Salesforce AppExchange. [1][2]
Functionally, the integration binds Vonage’s telephony and routing architecture into the Agentforce workspace so that virtual agents can assess intent, authenticate callers, resolve routine enquiries and, when required, seamlessly escalate to human agents without losing conversational context. Vonage marketing materials describe this as enabling “intelligent self‑service and autonomous agents” across voice and digital channels while carrying full context between chat and live agent handovers. [1][6]
Speaking to CX Today, Reggie Scales, President and Head of Applications at Vonage, framed the offering as balancing automation with human empathy, saying: “Businesses no longer need to choose between efficiency and empathy,” and adding that the integration helps customers “scale AI and automation while preserving the personalized touch that only a voice interaction can create.” [1]
The partners argue voice remains critical for sensitive, urgent or emotionally charged moments where trust and immediacy matter. CX Today reports the combined stack evolves skills‑based routing by letting Agentforce Voice infer intent and guide callers to the correct next step before a human intervenes. Vonage has also promoted complementary integrations with Salesforce Einstein Conversation Insights to surface transcripts and sentiment in real time, and a Bring‑Your‑Own‑Channel model that extends omnichannel automation across SMS, WhatsApp and other channels. [1][4][3]
From Salesforce’s perspective, the deal is an example of the “deep, platform‑native partnerships” the company says are required to scale agentic AI across enterprise customer experience. Ryan Schellack, Senior Director of Product Marketing at Salesforce, told CX Today that embedding voice into the Agentforce 360 Platform allows brands to “deliver a unique, tailored experience for customers while simplifying operations for human agents.” [1]
A prominent element of the announcement is network‑level fraud prevention and invisible verification. Vonage showcased at Dreamforce 2025 a tighter integration of Vonage Network APIs with Agentforce 360 that uses realtime network intelligence to verify customers and surface fraud signals to agents without interrupting call flow, a capability Vonage says reduces friction while improving trust. Aragon Research CEO Jim Lundy described the move as part of a broader shift to “agentic AI” that can turn transactional interactions into “dynamic, seamless, and outcome‑driven connections.” [5][1]
The integration represents a strategic milestone in a partnership stretching more than a decade and is positioned as a practical blueprint for enterprises seeking to lower service costs, unify fractured workflows and scale AI voice securely. Vonage’s recent Service Cloud Voice expansions and participation in Salesforce’s BYOC for CCaaS pilot underline the vendor’s intent to offer a native, omnichannel contact centre experience within Salesforce for organisations that want to blend automation, human expertise and network intelligence in real time. [1][3][7]
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