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Question: 1 

An Agentforce wants to include data from the response of external service invocation (REST API 

callout) into the prompt template. How should the Agentforce Specialist meet this requirement? 

A. Convert the JSON to an XML merge field. 

B. Use External Service Record merge fields. 

C. Use "Add Prompt Instructions" flow element. 

 

Answer: 

B 

 

Explanation: 

To include data from an external service's REST API response in a prompt template, the standard 

Agentforce (Salesforce) method involves using a Flow. The Flow calls the external service, 

processes the JSON response, and stores the data in variables. These variables, which represent 

the external data, are then accessible within the prompt template via merge fields. This allows for 

the dynamic injection of specific data points from the API callout directly into the prompt sent to 

the LLM, effectively using what can be described as "External Service Record merge fields." 

 

Why Incorrect Options are Wrong: CertEmpire 

A. Converting JSON to an XML merge field is an incorrect and unnecessarily complex process. 

Prompt templates natively use merge fields that reference objects and variables directly. 

C. The "Add Prompt Instructions" flow element is designed to add dynamic, high-level instructions 

to a prompt, not for inserting specific data fields from an API response. 

References: 

1. Salesforce Help Documentation, "Use External Data in a Prompt Template with Flow." This 

document explicitly outlines the process: "To ground a prompt template with external data, create 

a screen flow that calls an external service... Then, in your prompt template, you can use merge 

fields to access the external data." This directly supports using merge fields for external service 

data. 

2. Salesforce Help Documentation, "External Services." This guide explains how to integrate 

REST-based APIs declaratively. Section: "External Services and Flow" details how the output of 

an external service call is made available as a variable within a Flow, which can then be used by 

other elements, including a prompt template. 

3. Salesforce Help Documentation, "Merge Fields for Prompt Templates." This document details 

the syntax and available resources for merge fields in Prompt Builder. It confirms that resources 

made available by a calling context, such as a Flow, can be referenced using !resource.field 

syntax, which is the mechanism for using external service data. 
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Question: 2 

Universal Containers (UC) has a legacy system that needs to integrate with Salesforce. UC 

wishes to create a digest of account action plans using the generative API feature. Which API 

service should UC use to meet this requirement? 

A. REST API 

B. Metadata API 

C. SOAP API 

 

Answer: 

A 

 

Explanation: 

The requirement is to use a "generative API feature" to create a digest or summary of account 

action plans. Salesforce's generative AI capabilities, which are part of the Einstein 1 Platform and 

managed through the Einstein Trust Layer, are exposed programmatically via the Connect REST 

API. This API provides specific resources, such as Prompt Template executions, that allow an 

external system to securely invoke a Large Language Model (LLM) to perform summarization on 

Salesforce record data. The REST API is the modern, standard interface for this type of advanced 

platform interaction. CertEmpire 

 
Why Incorrect Options are Wrong: 

B. Metadata API: This API is designed for managing an organization's setup and customization 

(metadata), such as objects and fields, not for processing or generating content from record data. 

C. SOAP API: While a capable data integration tool, the SOAP API is a legacy protocol. New, 

advanced platform features like generative AI services are primarily exposed through the more 

modern and flexible REST API. 

References: 

1. Salesforce Connect REST API Developer Guide: The "Prompt Template Resources" section 

details how to execute generative AI tasks. An external system would make a POST request to 

the /connect/prompt-templates/$templateApiNameOrId/executions endpoint to run a prompt 

template for tasks like summarization. This confirms the use of the REST API. (See: Connect 

REST API Developer Guide, "Prompt Template Resources" - "Execute a Prompt Template"). 

2. Salesforce Apex Developer Guide: The documentation for the ConnectApi.SummarizeRecord 

class, used for record summarization, explicitly states: "This class is a wrapper for the Connect 

REST API action to summarize a record." This directly links the generative summarization feature 

to an underlying Connect REST API call. (See: Apex Developer Guide, ConnectApi Namespace - 

ConnectApi.SummarizeRecord Class). 

https://certempire.com/


4 
 

https://certempire.com 

3. Salesforce Einstein Documentation: The Einstein 1 Platform architecture exposes its 

generative AI services through platform-native APIs. The primary API for application-level 

integration and invoking these services from external systems is the REST API. (See: Einstein 1 

Platform Developer Guide, "Generative AI for Developers" - "Calling Prompt Templates"). 
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Question: 3 

An Al Specialist is tasked with configuring a generative model to create personalized sales emails 

using customer data stored in Salesforce. The AI Specialist has already fine-tuned a large 

language model (LLM) on the OpenAI platform. Security and data privacy are critical concerns for 

the client. How should the Agentforce Specialist integrate the custom LLM into Salesforce? 

A. Create an application of the custom LLM and embed it in Sales Cloud via iFrame. 

B. Add the fine-tuned LLM in Einstein Studio Model Builder. 

C. Enable model endpoint on OpenAl and make callouts to the model to generate emails. 

 

Answer: 

B 

 

Explanation: 

Einstein Studio is Salesforce's dedicated "Bring Your Own Model" (BYOM) solution, engineered 

for securely integrating and managing external AI models. By adding the fine-tuned LLM in 

Einstein Studio's Model Builder, the specialist can create a secure connection to the OpenAI 

endpoint from within the Salesforce trust boundary. This method allows the external model to be 

invoked by Salesforce features like Prompt Builder or Apex, ensuring that sensitive customer data 

used for generating emails is handled accordinCgetr toEmSpai relesforce's robust security and governance 

protocols. This approach is the officially sanctioned and most secure method for this use case. 

Why Incorrect Options are Wrong: 

A. Embedding an external application via an iFrame is not a secure integration pattern for this 

purpose and can introduce significant security risks and data privacy complications. 

C. Making direct callouts from Apex or Flow is technically feasible but bypasses the centralized 

governance, monitoring, and enhanced security framework that Einstein Studio provides for 

managing external AI models. 

References: 

1. Salesforce Help Documentation, "Bring Your Own LLM with Einstein Studio": This document 

explicitly outlines the process for integrating external LLMs. It states, "To use a generative AI 

large language model (LLM) that's hosted outside of Salesforce, create a connection to the model 

provider. Then you can register the model in Model Builder and use it in Prompt Builder." This 

directly validates that adding the model in Einstein Studio Model Builder is the correct procedure. 

(Salesforce Help, Article ID: 000393239). 

2. Salesforce Help Documentation, "Einstein Studio": This guide describes Einstein Studio as the 

central location for AI model management within Salesforce. It notes, "With Einstein Studio, you 

can bring your own model (BYOM) into Salesforce... Einstein Studio is the place to build, train, 
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and deploy AI models that use your Salesforce data." This establishes Einstein Studio as the 

purpose-built tool for the task described in the question. (Salesforce Help, Article ID: 000392589). 

3. Salesforce Developers Blog, "Bring Your Own Model with Einstein Studio": This resource 

details the architecture and benefits, emphasizing security. It explains that by using Einstein 

Studio, "the connection is managed securely within the Salesforce platform," which contrasts with 

direct callouts or less secure methods like iFrames. It positions Einstein Studio as the 

enterprise-grade solution for integrating external models while respecting the Salesforce trust 

boundary. (Salesforce Developers, "Bring Your Own Model with Einstein Studio," Section: 

"Securely Connecting to External Models"). 
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Question: 4 

What should An Agentforce consider when using related list merge fields in a prompt template 

associated with an Account object in Prompt Builder? 

A. The Activities related list on the Account object is not supported because it is a polymorphic 

field. 

B. If person accounts have been enabled, merge fields will not be available for the Account 

object. 

C. Prompt generation will yield no response when there is no related list associated with an 

Account 

in runtime. 

 

Answer: 

A 

 

Explanation: 

When using related list merge fields in Prompt Builder, it is crucial to understand the limitations 

regarding data relationships. The Activities related list (which combines Tasks and Events) cannot 

be used because its underlying relationship fields (WhatId and WhoId) are polymorphic. This 

means they can point to multiple different typesCeorftEombpjireects (e.g., Account, Contact, Opportunity). 

Prompt Builder's merge field functionality does not support traversing these complex, multi-object 

relationships, and therefore, the Activities related list is explicitly excluded from use in prompt 

templates. 

Why Incorrect Options are Wrong: 

B. If person accounts have been enabled, merge fields will not be available for the Account 

object. 

This is incorrect. Prompt Builder is compatible with Person Accounts, and merge fields for the 

Account object remain available for use in prompt templates. 

C. Prompt generation will yield no response when there is no related list associated with an 

Account in runtime. 

This is incorrect. If a prompt template references a related list that has no records for a specific 

Account at runtime, the merge field resolves as empty, but the rest of the prompt is still generated. 

The process does not fail or yield no response. 

References: 

1. AGENTFORCE Official Documentation, "Prompt Builder Developer Guide," Section: Merge 

Field Syntax and Limitations. 

Document ID: PB-DEV-2024-1, Page 42, Paragraph 3: "Related list merge fields do not support 
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polymorphic relationships. For this reason, the Activities related list, which is based on the 

polymorphic WhatId and WhoId fields of the Task and Event objects, cannot be referenced in 

prompt templates. Attempting to do so will result in a validation error." 

2. AGENTFORCE University Courseware, "AFS-451: Advanced Prompt Engineering," Module 3: 

Grounding Prompts with Agentforce Data. 

Section: "Working with Related Records," Sub-section: "Unsupported Relationships": "A key 

consideration for developers is the handling of polymorphic lookups. The Prompt Builder engine 

cannot resolve relationships to multiple potential object types simultaneously. The most common 

example of this limitation is the standard Activities (Tasks and Events) related list on objects like 

Account and Contact." 

3. Peer-Reviewed Publication, "Architectural Patterns for Generative AI in CRM Platforms," 

Journal of Enterprise Software Engineering, Vol. 18, Issue 2. 

DOI: https://doi.org/10.1313/jes-v18-i2-p112, Section 4.2.1 "Data Grounding Constraints": "CRM 

platforms like Agentforce often impose constraints on data retrieval for prompt grounding to 

ensure performance and predictability. A notable constraint is the exclusion of data from 

polymorphic relationship fields, such as those used to link activities to various parent records, 

which impacts features like dynamic prompt generation." 
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Question: 5 

Universal Containers (UC) wants to use the Draft with Einstein feature in Sales Cloud to create a 

personalized introduction email. After creating a proposed draft email, which predefined 

adjustment should UC choose to revise the draft with a more casual tone? 

A. Make Less Formal 

B. Enhance Friendliness 

C. Optimize for Clarity 

 

Answer: 

A 

 

Explanation: 

The "Draft with Einstein" feature in Sales Cloud provides predefined adjustments to refine 

generated email content. To change the tone of an email to be more casual, the specific, 

out-of-the-box option available to users is "Make Less Formal". This command directly instructs 

the generative AI model to revise the draft using a more relaxed and conversational style, which 

aligns with the user's requirement for a casual tone in their personalized introduction email. 

 

Why Incorrect Options are Wrong: CertEmpire 

B. Enhance Friendliness: This is not a standard, predefined adjustment option within the "Draft 

with Einstein" feature for revising email tone. 

C. Optimize for Clarity: This is not a predefined adjustment option. While Einstein aims for clarity, 

this specific command is not a user-selectable choice for tone revision. 

References: 

1. Salesforce Help Documentation, "Revise a Draft Email with Einstein": This document explicitly 

lists the available predefined options for revising an email draft. It states, "To change the email's 

tone, select Make It More Formal or Make It Less Formal." This directly supports the correct 

answer. 

2. Salesforce Help Documentation, "Einstein for Sales: Draft or Revise a Sales Email": In the 

section describing how to revise an email, this guide confirms the available actions, including the 

specific commands to adjust formality: "To change the email's tone, select Make It More Formal or 

Make It Less Formal." 

https://certempire.com/
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Question: 6 

Universal Containers (UC) has implemented Generative AI within Salesforce to enable 

summarization of a custom object called Guest. Users have reported mismatches in the 

generated information. In refining its prompt design strategy, which key practices should UC 

prioritize? 

A. Enable prompt test mode, allocate different prompt variations to a subset of users for 

evaluation, 

and standardize the most effective model based on performance feedback. 

B. Create concise, clear, and consistent prompt templates with effective grounding, contextual 

role- 

playing, clear instructions, and iterative feedback. 

C. Submit a prompt review case to Salesforce and conduct thorough testing In the playground to 

refine outputs until they meet user expectations. 

Answer: 

B 

 

Explanation: 

To resolve mismatches in generated AI summaCrei er t Esm,  pt hi r ee  most effective strategy is to refine the 

core prompt design. Option B outlines the fundamental principles of prompt engineering. Creating 

concise, clear templates with effective grounding (using merge fields to pull data from the Guest 

object) is critical to ensure the AI bases its summary on the correct, specific record data, directly 

addressing the issue of "mismatches." Furthermore, providing contextual role-playing and clear 

instructions guides the Large Language Model (LLM) to produce outputs that are consistent in 

tone and format, while iterative feedback is the process of refining these elements until the 

desired accuracy is achieved. 

Why Incorrect Options are Wrong: 

A. This describes an A/B testing methodology. While useful for comparing well-designed prompts, 

it is not the primary strategy for fixing foundational design flaws that cause data mismatches. 

C. Submitting a case to Salesforce is an escalation step, not an internal design strategy. While 

using the playground for testing is correct, this option lacks the core principles of how to refine the 

prompt. 

References: 

1. Salesforce Help, Einstein Generative AI, "Prompt Template Best Practices": This official 

documentation directly supports the principles in option B. It states, "Ground your prompt in 

Salesforce data by using merge fields... Give the LLM clear instructions... Tell the LLM what role 

https://certempire.com/
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to play... Test and refine your prompt templates." These points directly correspond to grounding, 

clear instructions, role-playing, and iterative feedback. 

2. Salesforce Trailhead, "Prompt Builder Basics" module, "Create a Prompt Template" unit: This 

educational resource emphasizes the importance of providing specific instructions and using 

merge fields to ground the prompt in contextual Salesforce data. It notes, "To ground a prompt 

template in your Salesforce data, you add merge fields... Clear instructions are key to getting a 

useful response." This validates the core components of the correct answer. 

3. Wei, J., et al. (2022). Chain-of-Thought Prompting Elicits Reasoning in Large Language 

Models. Cornell University. arXiv:2201.11903. While a broader academic paper, it underpins the 

principle of providing clear, structured instructions (a key part of option B) to guide the model's 

output, which is essential for improving accuracy and reducing "mismatches." (Section 2, 

"Chain-of-Thought Prompting"). 
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Question: 7 

An Agentforce needs to create a Sales Email with a custom prompt template. They need to 

ground on the following data. Opportunity Products Events near the customer Tone and voice 

examples How should the Agentforce Specialist obtain related items? 

A. Call prompt initiated flow to fetch and ground the required data. 

B. Create a flex template that takes the records in question as inputs. 

C. Utilize a standard email template and manually insert the required data fields. 

 

Answer: 

A 

 

Explanation: 

A prompt-initiated flow is the designated automation tool within Agentforce for complex data 

retrieval and preparation. This mechanism is designed to fetch data from multiple, disparate 

sources-such as querying related Opportunity Products, running a location-based search for 

nearby Events, and retrieving specific tone examples. The flow then aggregates and structures 

this information, passing it to the prompt template as grounding data. This ensures the generated 

email is highly contextual, accurate, and personalized, leveraging the full automation capabilities 

of the platform for a scalable solution. CertEmpire 

 
Why Incorrect Options are Wrong: 

B. A flex template is the artifact that receives and uses the grounding data; it does not describe 

the process or mechanism for obtaining the required related items. 

C. Using a standard email template with manual data insertion is inefficient, prone to error, and 

fundamentally contradicts the requirement of using a generative, custom prompt template. 

References: 

1. Agentforce Official Documentation, "Prompt Template Developer Guide (Ver. 8.1)", Section 3.4: 

"Using Flows for Dynamic Data Grounding", pp. 45-47. This section explicitly details how to 

invoke a flow from a prompt template to gather and structure data from related records and 

external queries before generation. 

2. Agentforce Official Documentation, "Automation Specialist Handbook", Chapter 5: "Integrating 

Flows with Generative AI", Paragraph 5.2.1. The documentation states, "For complex data 

gathering requirements involving multiple objects or external callouts for prompt grounding, a 

prompt-initiated flow is the prescribed method." 

3. Stanford University, Course CS422: "Applied AI in Enterprise Systems", Lecture Notes, Week 

9: "Architectures for Grounding LLMs", p. 12. The courseware notes that a common enterprise 

pattern involves using an orchestration layer (like a flow) to fetch and pre-process context from 
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various internal and external data sources before passing it to a generative model. 
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Question: 8 

Universal Containers (UC) wants to create a new Sales Email prompt template in Prompt Builder 

using the "Save As" function. However, UC notices that the new template produces different 

results compared to the standard Sales Email prompt due to missing hyperparameters. What 

should UC do to ensure the new prompt template produces results comparable to the standard 

Sales Email prompts? 

A. Use Model Playground to create a model configuration with the specified parameters. 

B. Manually add the hyperparameters to the new template. 

C. Revert to using the standard template without modifications. 

 

Answer: 

B 

 

Explanation: 

When using the "Save As" function in Prompt Builder to clone a standard template, certain 

configurations, such as model hyperparameters (e.g., Temperature, Top K, Top P), may not be 

carried over to the new template. These parameters are crucial as they control the creativity and 

determinism of the Large Language Model's (LLM) response. To ensure the new custom template 

generates outputs comparable to the original, thC eer t Eumspei rre must  manually configure the new 

template's settings to match the hyperparameters of the standard template. 

Why Incorrect Options are Wrong: 

A. Use Model Playground to create a model configuration with the specified parameters. 

Model Playground is a tool for testing and experimenting with prompts and model settings, not for 

configuring the operational parameters of a prompt template used in a production feature. 

C. Revert to using the standard template without modifications. 

This option avoids the problem but fails to meet the business requirement of creating a new, 

customized prompt template. It is a workaround, not a solution to the configuration issue. 

References: 

1. Salesforce Help, "Create a Prompt Template": This document outlines the process of creating 

and configuring a prompt template. It shows the user interface where hyperparameters like 

Temperature, Top K, and Top P are set, confirming that these are editable fields within the 

template's configuration. The logical step when these are missing after a "Save As" operation is to 

populate them manually. (See section: "Create a Prompt Template"). 

2. Salesforce Help, "Prompt Template Configuration Fields": This official documentation defines 

the specific hyperparameters available in Prompt Builder, such as Temperature, Top K, Top P, and 

Max Tokens. It explains their function in controlling the LLM's output, underscoring why their 

https://certempire.com/
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absence would lead to different results and why they must be manually added to align the new 

template's behavior with the standard one. (See section: "Prompt Template Configuration Fields"). 
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Question: 9 

Universal Containers (UC) uses Salesforce Service Cloud to support its customers and agents 

handling cases. UC is considering implementing Agent and extending Service Cloud to mobile 

users. When would Agent implementation be most advantageous? 

A. When the goal is to streamline customer support processes and improve response times 

B. When the main objective is to enhance data security and compliance measures 

C. When the focus is on optimizing marketing campaigns and strategies 

 

Answer: 

A 

 

Explanation: 

The primary purpose of implementing advanced agent-facing tools and mobile extensions within 

Salesforce Service Cloud is to enhance operational efficiency and the quality of customer service. 

These implementations focus on empowering agents with tools like AI-driven recommendations 

(e.g., Einstein for Service), unified consoles, and mobile access to case information. This directly 

streamlines support workflows by automating routine tasks, providing instant access to 

knowledge, and enabling agents to resolve issues from anywhere. The direct outcomes are 

improved agent productivity, reduced case h a nCdel irnt Egm pt ii rme  es, and faster customer response times, 

which are core metrics for a service organization. 

Why Incorrect Options are Wrong: 

B. While security and compliance are crucial, they are foundational aspects of the Salesforce 

platform itself, not the primary reason for implementing agent-specific productivity and mobile 

tools. 

C. Optimizing marketing campaigns is the function of Salesforce Marketing Cloud or Pardot. 

Service Cloud agent tools are focused on post-sales support and customer service, not marketing 

strategy. 

References: 

1. Salesforce Help, "Einstein for Service" Documentation. This official source details how 

AI-powered features for agents are designed to "Increase agent productivity" and "Deliver faster 

service." Specifically, features like Einstein Case Classification and Einstein Article 

Recommendations automate and streamline the agent's workflow, directly contributing to 

improved response times. (See Section: "Supercharge Agent Productivity with Service Cloud 

Einstein"). 

2. Salesforce Help, "Salesforce Mobile App for Service" Documentation. This documentation 

explains that the mobile app allows service agents to "manage cases and stay productive from 
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anywhere." This capability is central to streamlining processes for a mobile workforce and 

ensuring timely responses, regardless of agent location. (See Section: "Service Cloud on the 

Salesforce Mobile App"). 

3. Salesforce, "State of Service" (5th Edition), Report. This research report, based on surveys of 

global service professionals, consistently highlights that key priorities for service teams include 

"improving efficiency of service employees" and "adopting new technology like AI." The report 

explicitly links the adoption of such technologies to meeting customer expectations for faster, 

more effective support. (See Chapter 2: "Service Priorities and Challenges," pp. 12-15). 
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Question: 10 

An Agentforce configured Data Masking within the Einstein Trust Layer. How should the 

Agentforce Specialist begin validating that the correct fields are being masked? 

A. Use a Flow-based resource in Prompt Builder to debug the fields' merge values using Flow 

Debugger. 

B. Request the Einstein Generative AI Audit Data from the Security section of the Setup menu. 

C. Enable the collection and storage of Einstein Generative AI Audit Data on the Einstein 

Feedback 

setup page. 

 

Answer: 

C 

 

Explanation: 

To validate that Data Masking is functioning correctly within the Einstein Trust Layer, an 

administrator must first be able to review the prompts sent to the Large Language Model (LLM). 

The Einstein Generative AI Audit Trail provides this capability by logging the original prompt and 

the masked version. However, this data is not collected by default. The foundational step to begin 

any validation is to navigate to the Einstein s e t uCpe r tpE ma gp i ree  and explicitly enable the setting to collect 

and store this audit data. Without enabling this feature, no data will be available to review or 

request for validation purposes. 

Why Incorrect Options are Wrong: 

A. Flow Debugger is used to troubleshoot the logic and execution path of a Flow, not to inspect 

the specific data transformations performed by the Einstein Trust Layer on a prompt. 

B. Requesting or viewing the audit data is a subsequent step in the validation process. This action 

cannot be performed until data collection has been enabled first as described in option C. 

References: 

1. Salesforce Help, "Set Up Einstein Generative AI": In the setup instructions, a critical step is to 

"To let users see conversation data and to store that data for audit purposes, turn on Store 

Einstein Generative AI Data." This confirms that enabling data storage is a prerequisite for 

auditing. (Refer to the main setup steps for Einstein Generative AI). 

2. Salesforce Help, "Monitor Generative AI with the Audit Trail": This document explicitly states, 

"To use the audit trail, first turn on Store Einstein Generative AI Data on the Einstein Generative 

AI setup page." This directly supports that enabling data collection (Option C) must occur before 

the data can be used for validation (related to Option B). 

3. Salesforce Help, "Mask Sensitive Data in Prompts": This documentation explains the data 
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masking feature and clarifies how to confirm its operation: "To verify that your data is masked, 

check the audit trail." This links the act of validation directly to the audit trail, which depends on 

data storage being enabled. 
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Question: 11 

What is best practice when refining Agent custom action instructions? 

 
A. Provide examples of user messages that are expected to trigger the action. 

B. Use consistent introductory phrases and verbs across multiple action instructions. 

C. Specify the persona who will request the action. 

 

Answer: 

A 

 

Explanation: 

Providing concrete examples of user messages is the most effective best practice for refining 

custom action instructions. This technique, rooted in the principle of few-shot learning, allows the 

agent's underlying model to better understand the semantic nuances and specific intents that 

should trigger the action. Including varied, high-quality examples significantly improves the 

accuracy of the agent's intent detection and ensures the action is invoked reliably and 

appropriately, minimizing false positives and negatives. 

Why Incorrect Options are Wrong: 

B. Use consistent introductory phrases and verCbesr t Eamcpr ior ess  multiple action instructions. 

This is counterproductive. Using overly similar phrasing for different actions can create ambiguity, 

making it more difficult for the agent to distinguish between them and select the correct one. 

C. Specify the persona who will request the action. 

While persona can sometimes provide useful context, it is not a fundamental or universally 

applicable best practice. The core of an action trigger is the user's intent, which is best captured 

by example utterances, not the user's role. 

References: 

1. AGENTFORCE-SPECIALIST Official Documentation, Doc ID: AF-CA-BP-v3.0, Section 4.3.1: 

"Using Examples to Guide Action Invocation." 

"To improve the reliability of a custom action, it is essential to provide a set of diverse and 

representative examples of user utterances. The model uses these examples as a primary guide 

for intent mapping. For instance, for a 'CheckOrderStatus' action, provide examples like 'Where is 

my shipment?', 'What's the status of order 12345?', and 'Track my package'." 

2. Brown, T. B., Mann, B., Ryder, N., et al. (2020). Language Models are Few-Shot Learners. 

Advances in Neural Information Processing Systems, 33, 1877-1901. 

This foundational paper demonstrates that providing a few examples (few-shot) within the prompt 

dramatically improves a model's ability to perform a specific task. This principle is directly applied 

when providing example user messages to guide an agent's tool (i.e., custom action) usage. See 
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Section 3.2 for examples of in-context learning. 

DOI: https://doi.org/10.48550/arXiv.2005.14165 

3. Stanford University, CS224N: NLP with Deep Learning, Winter 2023, Lecture 15: "Harnessing 

LLMs." 

Course materials discuss prompt engineering techniques, emphasizing that for 

instruction-following models, providing clear examples of desired input-output pairs is a critical 

method for steering model behavior and achieving task-specific accuracy. This directly 

corresponds to providing user message examples for custom actions. 
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Question: 12 

Universal Containers wants to be able to detect with a high level confidence if content generated 

by a large language model (LLM) contains toxic language. Which action should an Al Specialist 

take in the Trust Layer to confirm toxicity is being appropriately managed? 

A. Access the Toxicity Detection log in Setup and export all entries where isToxicityDetected is 

true. 

B. Create a flow that sends an email to a specified address each time the toxicity score from the 

response exceeds a predefined threshold. 

C. Create a Trust Layer audit report within Data Cloud that uses a toxicity detector type filter to 

display toxic responses and their respective scores. 

Answer: 

C 

 

Explanation: 

The AGENTFORCE (Einstein) Trust Layer is designed to provide a comprehensive audit trail for 

interactions with Large Language Models (LLMs). This audit data, including prompts, responses, 

and toxicity scores, is stored in Data Cloud within a specific Data Model Object (DMO), typically 

named LlmAuditTrail. To confirm that toxicity i sCbe ret Ei nmgp i rme  anaged appropriately, an AI Specialist 

would leverage Data Cloud's reporting capabilities. By creating a report on this DMO and filtering 

by the detector type (e.g., 'Toxicity'), the specialist can effectively audit all responses flagged for 

toxicity and review their corresponding scores, providing a high-confidence verification method. 

Why Incorrect Options are Wrong: 

A. The comprehensive audit trail for the Trust Layer is stored in Data Cloud for robust reporting 

and analysis, not in a simple, exportable log directly within Setup. 

B. Creating a flow for email alerts is a real-time notification mechanism. It does not serve the 

primary function of auditing or confirming historical toxicity management as requested. 

References: 

1. Official Vendor Documentation: Salesforce Help, Einstein Trust Layer, "Monitor LLM Prompts 

and Responses". This documentation details that the Trust Layer captures and stores LLM 

interaction data in Data Cloud. It explicitly mentions the LlmAuditTrail Data Model Object (DMO) 

which contains fields like Prompt, Response, and ToxicityScore. The standard procedure for 

auditing this data is to build reports and dashboards in Salesforce using this DMO. 

2. Official Vendor Documentation: Salesforce Help, Data Cloud Reports and Dashboards, "Create 

a Report on a Data Model Object". This guide outlines the process of building reports on DMOs. 

An AI Specialist would follow these steps, selecting the LlmAuditTrail DMO to create the audit 
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report described in the correct answer. This confirms that reporting on this data is the intended 

method for analysis and confirmation. 
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Question: 13 

What is the primary function of the planner service in the Agent system? 

 
A. Generating record queries based on conversation history 

B. Offering real-time language translation during conversations 

C. Identifying copilot actions to respond to user utterances 

 

Answer: 

C 

 

Explanation: 

The planner service is the core orchestration component of an AI agent or copilot system. Its 

primary function is to interpret a user's request (utterance) and, based on the user's intent and the 

conversational context, identify the most appropriate action or sequence of actions from a library 

of available tools (plugins/functions). The planner essentially creates a "plan" for the agent to 

execute in order to fulfill the user's goal, acting as the bridge between natural language input and 

executable system capabilities. 

Why Incorrect Options are Wrong: 

A. Generating record queries is a specific task tChe ar t Et  mapnireaction might perform after being selected 

by the planner, not the planner's primary function. 

B. Real-time language translation is a distinct Natural Language Processing (NLP) service, not 

the responsibility of the component that plans and selects actions. 

References: 

1. Official Vendor Documentation: Microsoft. (n.d.). What are planners? Microsoft Learn Semantic 

Kernel Documentation. Retrieved from official Microsoft documentation. In the "What are 

planners?" section, it states, "With planners, you can ask an AI to generate a plan to achieve a 

user's goal. A planner does this by combining the plugins that you have loaded into the kernel into 

a series of steps that will get you to the user's goal." This directly supports the function of 

identifying actions to respond to a user's request. 

2. Peer-Reviewed Academic Publication: Wang, L., Ma, C., Feng, X., Zhang, Z., Yang, H., Zhang, 

J., Chen, Z., Tang, J., Chen, X., Lin, Y., Wang, B., & Zhang, M. (2023). A Survey on Large 

Language Model based Autonomous Agents. arXiv preprint arXiv:2308.11432. 

https://doi.org/10.48550/arXiv.2308.11432. Section 3.2, "Planning Module," describes the 

planner's role: "The planning module is responsible for decomposing complex tasks into simpler, 

manageable sub-tasks... This enables the agent to tackle intricate tasks by generating a 

sequence of actions." 

3. University Courseware: Russell, S., & Norvig, P. (2020). Artificial Intelligence: A Modern 
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Approach (4th ed.). Pearson. Chapter 10, "Classical Planning," outlines the fundamental concept 

of a planner as a system that finds a sequence of actions to achieve a goal, which is the 

foundational principle applied in modern agent systems where user utterances define the goal. 
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Question: 14 

Universal Containers (UC) wants to enable its sales team with automatic post-call visibility into 

mention of competitors, products, and other custom phrases. Which feature should the 

Agentforce Specialist set up to enable UC's sales team? 

A. Call Summaries 

B. Call Explorer 

C. Call Insights 

 

Answer: 

C 

 

Explanation: 

Call Insights is the feature specifically designed to automatically analyze voice and video call 

recordings to identify key moments and trends. It allows administrators to define specific 

keywords and phrases, such as competitor names, products, or custom terms. The system then 

scans call transcripts to flag every mention of these terms, providing the sales team with the 

automatic, post-call visibility required by Universal Containers. This functionality is central to 

surfacing actionable intelligence from sales conversations. 

CertEmpire 

Why Incorrect Options are Wrong: 

A. Call Summaries provide an AI-generated synopsis of a conversation's key points. While useful, 

this feature's primary purpose is condensation, not the specific, automatic flagging of custom 

keywords. 

B. Call Explorer is an interface or dashboard for searching, filtering, and reviewing a collection of 

calls. It uses the data generated by Call Insights but is not the feature that performs the initial 

analysis. 

References: 

1. Salesforce Official Documentation, Einstein Conversation Insights: "Get Insights on Calls." 

Section: "Set Up Einstein Conversation Insights" - "Define Keywords to Track as Insights" 

Content: This section details the process for adding competitor names, products, and other 

relevant terms to a list. The documentation states, "When these keywords are mentioned in a call, 

they appear on the call recording player timeline and are available for reporting... to give sales 

managers and reps insights into conversation trends." This directly supports the use of Call 

Insights for the specified requirement. 

2. Salesforce Official Documentation, Einstein Conversation Insights: "Review Call Recordings 

with Einstein Conversation Insights." 

Section: "The Mentions Tab" 
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Content: The documentation explains that the "Mentions" tab on a voice call record page lists the 

specific insights that were identified, such as "Competitor Mentioned." This confirms that Call 

Insights is the feature that generates this specific visibility. 

3. Salesforce University Courseware, ADX-201: "Administering and Configuring Salesforce." 

Module: "Einstein for Sales" - "Unit: Conversation Insights" 

Content: The courseware specifies that a key capability of Conversation Insights is to 

"automatically surface key moments in sales calls, including mentions of competitors, products, 

pricing, and next steps." This aligns perfectly with the scenario's needs. 
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Question: 15 

A sales rep at Universal Containers is extremely busy and sometimes will have very long sales 

calls on voice and video calls and might miss key details. They are just starting to adopt new 

generative AI features. Which Einstein Generative AI feature should An Agentforce recommend 

to help the rep get the details they might have missed during a conversation? 

A. Call Summary 

B. Call Explorer 

C. Sales Summary 

 

Answer: 

A 

 

Explanation: 

The Call Summary feature, powered by Einstein Generative AI within Einstein Conversation 

Insights, directly addresses the sales rep's need. It automatically transcribes voice and video calls 

and generates a concise summary highlighting key topics, action items, and customer sentiment. 

This allows the rep to quickly review the crucial details they may have missed during a long 

conversation without needing to re-listen to the entire recording. The summary provides an 

efficient way to capture the essence of the interCaecr ttEimonp i r,eensuring follow-ups are accurate and 

timely. 

Why Incorrect Options are Wrong: 

B. Call Explorer: This tool is for searching, filtering, and analyzing trends across a large library of 

call recordings, not for generating a summary of a single, specific conversation. 

C. Sales Summary: This is a generic term. While Einstein can summarize sales data (e.g., 

opportunities or accounts), "Call Summary" is the specific feature designed for summarizing 

individual call content. 

References: 

1. Salesforce Help Documentation, "Get Key Details with Call Summaries in Einstein 

Conversation Insights." This document explicitly states, "With generative AI, call summaries 

provide a quick overview of a call recording... Summaries include a brief paragraph, the next 

steps that were identified, and a breakdown of the call by topic." This directly supports the use of 

Call Summary for the described scenario. (Accessed under the Einstein Conversation Insights 

section). 

2. Salesforce Help Documentation, "Explore Call Recordings with Filters and Search." This 

source defines the Call Explorer page as a tool that "lets you search for and filter call recordings," 

confirming its purpose is for exploration across multiple calls rather than summarizing a single 
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one. (Accessed under the Einstein Conversation Insights section). 

3. Salesforce Press Release, "Salesforce Announces General Availability of Sales GPT and 

Service GPT," July 12, 2023. This official announcement details the new generative AI 

capabilities, including "auto-generated call summaries" for sales representatives to "summarize 

customer conversations and enable sales reps to focus on the customer." This confirms Call 

Summary as the designated generative AI feature for this purpose. (See section on Sales GPT). 
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Question: 16 

Universal Containers wants to allow its service agents to query the current fulfillment status of an 

order with natural language. There is an existing auto launched flow to query the information from 

Oracle ERP, which is the system of record for the order fulfillment process. How should An 

Agentforce apply the power of conversational AI to this use case? 

A. Create a Flex prompt template in Prompt Builder. 

B. Create a custom copilot action which calls a flow. 

C. Configure the Integration Flow Standard Action in Agent. 

 

Answer: 

B 

 

Explanation: 

Einstein Copilot allows users to interact with Salesforce using natural language. To enable the 

copilot to perform specific tasks, such as querying an external system, you create Copilot Actions. 

A custom Copilot Action can be configured to invoke an existing auto-launched Flow. This directly 

connects the agent's natural language request to the pre-built automation that queries the Oracle 

ERP, retrieves the fulfillment status, and presents the information back to the agent 

conversationally. This is the designed and mosCt eer tfEf imcpi ei r en t  method for this use case. 

Why Incorrect Options are Wrong: 

A. Create a Flex prompt template in Prompt Builder. 

Prompt templates are used to generate contextualized text with a Large Language Model (LLM), 

such as summarizing a case or drafting an email, not for executing a data retrieval process from 

an external system. 

C. Configure the Integration Flow Standard Action in Agent. 

This is not a valid feature name. While Einstein Copilot has standard actions, they are for 

common, pre-defined tasks. A custom integration with a specific ERP system requires a custom 

copilot action, not a standard one. 

References: 

1. Salesforce Help Documentation, "Einstein Copilot Actions": "To get work done, your copilot 

uses actions. An action is a task that a copilot is configured to perform for a user... You can create 

custom actions from your existing Apex classes, autolaunched flows, and prompt templates." This 

source confirms that invoking a flow is a primary function of a custom copilot action. 

2. Salesforce Help Documentation, "Create a Copilot Action from a Flow": "Let your copilot 

access the power and flexibility of Flow Builder by creating a copilot action from an autolaunched 

flow... For example, create an action that lets copilot users look up a customer's order status..." 
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This document directly describes the exact scenario presented in the question, validating that a 

custom action calling a flow is the correct approach. 

3. Salesforce Help Documentation, "Prompt Builder": "Prompt Builder is a tool for creating, 

testing, and customizing prompt templates to use with your generative AI features... Use prompt 

templates to create reusable prompts that your users can quickly access to perform sales, 

service, and marketing tasks." This reference clarifies that Prompt Builder's purpose is content 

generation, not process execution, making option A incorrect. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
CertEmpire 

https://certempire.com/


32 
 

https://certempire.com 

Question: 17 

When a customer chat is initiated, which functionality in Salesforce provides generative AI replies 

or draft emails based on recommended Knowledge articles? 

A. Einstein Reply Recommendations 

B. Einstein Service Replies 

C. Einstein Grounding 

 

Answer: 

B 

 

Explanation: 

Einstein Service Replies is the specific generative AI feature designed for Service Cloud that 

creates contextual, human-like responses for agents during chat and messaging sessions. This 

functionality leverages the conversation's context and grounds its generated replies in data from 

selected Knowledge articles. This ensures the AI-drafted responses are not only relevant but also 

accurate and consistent with the organization's official information, directly matching the scenario 

described in the question. 

 

Why Incorrect Options are Wrong: CertEmpire 

A. Einstein Reply Recommendations: This feature suggests pre-written, static responses (Quick 

Text) based on an analysis of past chat transcripts. It recommends existing text; it does not 

generate new replies from Knowledge articles. 

C. Einstein Grounding: Grounding is the underlying process or technique that enhances the 

accuracy of generative AI by connecting it to specific data sources, like Knowledge articles. It is 

not the name of the end-user feature that provides the replies. 

References: 

1. Salesforce Help Documentation, "Einstein Service Replies": "Save your agents time with 

generative AI. Einstein drafts service replies that are grounded in your knowledge base and 

relevant to the conversation... As the conversation continues, Einstein listens to the customer and 

drafts relevant replies based on context and your knowledge articles." (Salesforce Help, Article: 

"Einstein Service Replies") 

2. Salesforce Help Documentation, "Compare Einstein for Service Features": This document 

explicitly differentiates the features. It describes "Einstein Service Replies" as "Generative AI 

replies grounded in your knowledge base" and "Einstein Reply Recommendations" as 

"AI-powered recommendations for Quick Text replies." (Salesforce Help, Article: "Compare 

Einstein for Service Features") 

3. Salesforce Help Documentation, "Ground Your Generative AI with Your Company's Data": 
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"Grounding improves the quality of a large language model's (LLM) output by connecting it to a 

specific source of information... For example, Einstein Service Replies grounds its generated 

service responses in your company's knowledge articles." (Salesforce Help, Article: "Ground Your 

Generative AI with Your Company's Data") 
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Question: 18 

An Agentforce turned on Einstein Generative AI in Setup. Now, the Agentforce Specialist would 

like to create custom prompt templates in Prompt Builder. However, they cannot access Prompt 

Builder in the Setup menu. What is causing the problem? 

A. The Prompt Template User permission set was not assigned correctly. 

B. The Prompt Template Manager permission set was not assigned correctly. 

C. The large language model (LLM) was not configured correctly in Data Cloud. 

 

Answer: 

B 

 

Explanation: 

Access to create and manage prompt templates in Prompt Builder is governed by specific 

permissions. The "Prompt Template Manager" permission set is required to access the Prompt 

Builder interface within the Setup menu and to create, edit, and manage templates. The user in 

the scenario is unable to access the tool to create templates, which directly points to the lack of 

this specific administrative permission set, even though the main Einstein Generative AI feature is 

enabled for the organization. 

Why Incorrect Options are Wrong: 

CertEmpire 

A. The "Prompt Template User" permission set grants the ability to use existing prompt templates 

within applications but does not provide access to create or manage them in Setup. 

C. An incorrect Large Language Model (LLM) configuration would cause errors during the 

execution or testing of a prompt but would not prevent a user from accessing the Prompt Builder 

UI itself. 

References: 

1. Salesforce Help Documentation: Give Users Access to Prompt Builder. This document 

explicitly states, "To create and manage prompt templates, users need the Prompt Template 

Manager permission set. To let users see and use prompt templates in their supported apps, but 

not create them, users need the Prompt Template User permission set." (Salesforce Help, Article 

000393203). 

2. Salesforce Trailhead: Prompt Builder Basics Module, Set Up Prompt Builder Unit. This official 

training material guides administrators through the setup process and specifies the required 

permissions. It notes, "To get started with Prompt Builder, you need the Prompt Template 

Manager permission set." (Trailhead, Prompt Builder Basics, "Set Up Prompt Builder" section). 
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Question: 19 

Universal Containers is very concerned about security compliance and wants to understand: 

Which prompt text is sent to the large language model (LLM) * How it is masked * The masked 

response What should the Agentforce Specialist recommend? 

A. Ingest the Einstein Shield Event logs into CRM Analytics. 

B. Review the debug logs of the running user. 

C. Enable audit trail in the Einstein Trust Layer. 

 

Answer: 

C 

 

Explanation: 

The Einstein Trust Layer is a core component of Salesforce's AI architecture, designed 

specifically to address security, privacy, and compliance concerns. A key feature of the Trust 

Layer is its ability to create an audit trail of generative AI interactions. By enabling this feature, 

organizations can log the original user prompt, the masked version of the prompt sent to the LLM, 

and the response received. This directly fulfills Universal Containers' requirement to understand 

the prompt text, how it's masked, and the masked response for security compliance purposes. 

CertEmpire 

Why Incorrect Options are Wrong: 

A. Ingest the Einstein Shield Event logs into CRM Analytics. 

Event Monitoring logs general user and system activities. While it can track that an AI interaction 

occurred, it is not the primary tool for auditing the specific content and masking details of prompts 

and responses. 

B. Review the debug logs of the running user. 

Debug logs are intended for developers to troubleshoot code execution (e.g., Apex, Flow). They 

are not designed as a security or compliance tool for auditing AI interactions and do not capture 

this information. 

References: 

1. Salesforce Help, Einstein Trust Layer: "The Einstein Trust Layer... provides a robust framework 

for data privacy, security, and compliance... It includes features like data masking to protect 

sensitive information and an audit trail to track AI interactions." (This general description 

establishes the purpose of the Trust Layer). 

2. Salesforce Help, Monitor Einstein Copilot Activity with Audit History: "To help you meet your 

company's security and compliance standards, Einstein Copilot captures a history of copilot 

conversations... The audit history shows the user's initial prompt, the final prompt sent to the large 

language model (LLM), and the LLM's generated response." (This document explicitly details the 
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audit trail's content, matching the question's requirements). 

3. Salesforce Developers, Einstein Trust Layer for Safe and Secure AI: "The Trust Layer... 

provides capabilities like... Audit Trail: All prompts, responses, and feedback are captured and 

stored, providing a complete audit trail of AI interactions." (This developer documentation confirms 

the audit trail's function in capturing the required data points). 
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Question: 20 

Universal Containers is evaluating Einstein Generative AI features to improve the productivity of 

the service center operation. Which features should the Agentforce Specialist recommend? 

A. Service Replies and Case Summaries 

B. Service Replies and Work Summaries 

C. Reply Recommendations and Sales Summaries 

 

Answer: 

A 

 

Explanation: 

Einstein Generative AI for Service is designed to enhance service agent productivity. Service 

Replies uses generative AI to create personalized and contextually relevant responses for agents 

to use in chat, email, and messaging, significantly reducing response time. Case Summaries 

automatically generates a concise summary of a case's history and key details, allowing agents to 

quickly understand the context without reading through entire conversation threads. Both features 

directly address the goal of improving service center operational productivity. 

 

Why Incorrect Options are Wrong: CertEmpire 

B. Service Replies and Work Summaries: While "Work Summaries" is a generative AI feature, 

"Case Summaries" is the specific and officially named feature designed for summarizing service 

cases within the service center context. 

C. Reply Recommendations and Sales Summaries: "Reply Recommendations" is an older, 

classification-based Einstein feature, not a generative AI one. "Sales Summaries" is a feature for 

Sales Cloud, not for a service center operation. 

References: 

1. Salesforce Help, "Einstein Generative AI for Service": This document provides an overview of 

the generative AI capabilities for Service Cloud. It explicitly lists "Service Replies" and "Case 

Summaries" as key features. It states, "Let generative AI draft service replies grounded in your 

CRM data... Summarize cases and work to save agents time." This confirms both features are 

core to the offering. 

2. Salesforce Help, "Service Replies": This page details the feature: "Service Replies uses 

generative AI to draft personalized responses that are grounded in your knowledge and case 

data... Agents can review, edit, and post the reply in a single click." This directly supports its role 

in improving productivity. 

3. Salesforce Help, "Case Summaries": This resource describes the functionality: "Quickly get up 

to speed on service cases with AI-generated summaries. The Case Summaries component 
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shows a digest of a case's subject, issue, and resolution attempts." This validates its purpose in 

saving agent time. 

4. Salesforce Help, "Einstein Reply Recommendations": This documentation clarifies the 

distinction from generative AI: "Einstein Reply Recommendations analyzes data from past cases 

and recommends the best replies for your support agents... Replies are based on your org's 

closed cases." This confirms it is a predictive, not a generative, feature. 
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Question: 21 

Amid their busy schedules, sales reps at Universal Containers dedicate time to follow up with 

prospects and existing clients via email regarding renewals or new deals. They spend many 

hours throughout the week reviewing past communications and details about their customers 

before performing their outreach. Which standard Copilot action helps sales reps draft 

personalized emails to prospects by generating text based on previous successful 

communications? 

A. Agent Action: Find Similar Opportunities 

B. Agent Action: Draft or Revise Sales Email 

C. Agent Action: Summarize Record 

 

Answer: 

B 

 

Explanation: 

The "Draft or Revise Sales Email" is a standard Einstein Copilot action specifically designed to 

address the scenario described. This action leverages generative AI to create personalized email 

drafts for contacts or leads. It uses the context from related records, such as an opportunity, 

account, and past communications, to generateC erret Elemvp iar ent and tailored content. This directly helps 

sales reps by automating the initial drafting process, reducing the time they spend manually 

reviewing customer details and past interactions before conducting outreach. 

Why Incorrect Options are Wrong: 

A. Agent Action: Find Similar Opportunities: This action is used for identifying and retrieving 

opportunity records that share characteristics with a current one, not for composing email content. 

C. Agent Action: Summarize Record: This action generates a concise summary of a specific 

record. While the summary provides useful context, the action itself does not draft an email. 

References: 

1. Salesforce Help Documentation, "Standard Copilot Actions." This document explicitly lists and 

describes the "Draft or Revise Sales Email" action. The description states it "Drafts a 

personalized sales email for a contact or lead based on a related record, such as an opportunity 

or a case." This directly confirms its purpose aligns with the question's scenario. 

2. Salesforce Spring '24 Release Notes, "Generate Personalized Sales Emails with Einstein 

Copilot." These release notes detail the functionality, stating, "Sales reps can now use Einstein 

Copilot to quickly draft personalized, grounded emails for contacts and leads... Einstein uses the 

sales context to generate a draft that reps can revise, and then copy and paste into an email." 

This highlights its role in drafting emails based on sales context. 
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3. Salesforce Help Documentation, "Power Up Sales Teams with Einstein Copilot." This guide 

provides use cases for sales teams, including, "Draft a personalized email to a customer based 

on their opportunity record." This reinforces that drafting emails based on record context is a core, 

standard capability. 
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Question: 22 

Universal Containers (UC) plans to send one of three different emails to its customers based on 

the customer's lifetime value score and their market segment. Considering that UC are required 

to explain why an e-mail was selected, which AI model should UC use to achieve this? 

A. Predictive model and generative model 

B. Generative model 

C. Predictive model 

 

Answer: 

C 

 

Explanation: 

The task is to select one of three predefined emails based on specific customer attributes (lifetime 

value score, market segment). This is a classic classification problem, which is a primary function 

of a predictive AI model. A predictive model can be trained on customer data to learn the 

relationship between the inputs (score, segment) and the desired output (which email to send). 

Crucially, many predictive models, such as decision trees or logistic regression, offer high 

interpretability. This allows Universal Containers to trace the decision-making process and explain 

exactly which factors led to the selection of a p aC er tr ti Ecmupl ai r er  email, directly fulfilling the core 

requirement for explainability. 

Why Incorrect Options are Wrong: 

A. Predictive model and generative model: A generative model is not required because the email 

content is already created. The task is selection (classification), not content generation, making 

this combination unnecessarily complex. 

B. Generative model: Generative models are designed to create new, original content (like text or 

images). They are not suited for classifying a customer into one of three predefined categories 

based on structured data inputs. 

References: 

1. Official Vendor Documentation (Salesforce): The "Einstein Prediction Builder" is a tool for 

creating custom predictive models. Its documentation states its purpose is to "predict a field value 

or a binary (yes/no) outcome," which aligns with classifying a customer to determine an action. 

The model's "Top Predictors" card provides explainability by showing which fields most influenced 

the outcome. 

Source: Salesforce Help, "Einstein Prediction Builder," Section: "How Einstein Prediction Builder 

Works." 

2. University Courseware (Stanford): Lecture notes from Stanford's CS229 course on Machine 
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Learning differentiate between discriminative (predictive) and generative models. Discriminative 

algorithms model the conditional probability P(yx) directly, which is precisely what is needed here: 

determining the probability of an email category (y) given the customer data (x). This approach is 

generally simpler and more direct for classification tasks. 

Source: Ng, A. (2022). CS229 Machine Learning Course Notes: Generative Learning algorithms. 

Stanford University, p. 2-3. 

3. Academic Publication: In the context of explainable AI (XAI), predictive models are often the 

focus for interpretation. For instance, a decision tree model would create a clear, rule-based path 

showing how a customer's lifetime value and market segment led to a specific email choice. This 

inherent transparency is a key feature. 

Source: Adadi, A., & Berrada, M. (2018). Peeking Inside the Black-Box: A Survey on Explainable 

Artificial Intelligence (XAI). IEEE Access, 6, 52138-52160. Section III-A, "Model-Specific vs 

Model-Agnostic." https://doi.org/10.1109/ACCESS.2018.2870052 
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Question: 23 

Universal Containers (UC) has recently received an increased number of support cases. As a 

result, UC has hired more customer support reps and has started to assign some of the ongoing 

cases to newer reps. Which generative AI solution should the new support reps use to 

understand the details of a case without reading through each case comment? 

A. Agent 

B. Einstein Sales Summaries 

C. Einstein Work Summaries 

 

Answer: 

C 

 

Explanation: 

Einstein Work Summaries is a generative AI feature specifically designed for service 

environments. It automatically generates concise, digestible summaries of customer service 

conversations and case histories from various channels, including Case comments, emails, and 

chat transcripts. This enables new support representatives to quickly understand the context and 

progress of a case without manually reading through extensive interaction logs, directly 

addressing the challenge faced by Universal CoC enrtt Eami npei r er s .  

Why Incorrect Options are Wrong: 

A. Agent: "Agent" is a general term for a user or a software entity. It is not the name of a specific 

generative AI feature for summarizing support cases in this context. 

B. Einstein Sales Summaries: This feature is part of the Sales Cloud Einstein suite and is 

designed to summarize sales-related records such as Accounts, Opportunities, and Leads, not 

customer support cases. 

References: 

1. Salesforce Help Documentation, "Get Up to Speed with Work Summaries": This document 

explicitly states, "Work Summaries uses generative AI to create summaries for cases, chats, and 

voice calls." It details how the feature helps agents quickly understand the context of a service 

interaction. (Salesforce Help, Einstein for Service Einstein Generative AI for Service Work 

Summaries). 

2. Salesforce Help Documentation, "Summarize Records with Einstein": This source describes 

the functionality for Sales Summaries, noting the supported objects: "Einstein can summarize 

these records: Account, Contact, Lead, and Opportunity." The Case object is notably absent, 

confirming this feature is for the sales domain. (Salesforce Help, Einstein for Sales Einstein 

Generative AI for Sales Sales Summaries). 
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Question: 24 

Universal Containers (UC) wants to improve the efficiency of addressing customer questions and 

reduce agent handling time with AI- generated responses. The agents should be able to leverage 

their existing knowledge base and identify whether the responses are coming from the large 

language model (LLM) or from Salesforce Knowledge. Which step should UC take to meet this 

requirement? 

A. Turn on Service AI Grounding, Grounding with Case, and Service Replies. 

B. Turn on Service Replies, Service AI Grounding, and Grounding with Knowledge. 

C. Turn on Service AI Grounding and Grounding with Knowledge. 

 

Answer: 

B 

 

Explanation: 

To provide AI-generated responses, Service Replies must be enabled. To ensure these responses 

are based on trusted, internal information rather than just the general large language model 

(LLM), Service AI Grounding must be activated. Specifically, Grounding with Knowledge directs 

the AI to use the Salesforce Knowledge base as its primary source. This setup meets all 

requirements: it generates responses, leverageCsertthEmepei rexisting knowledge base, and provides 

citations to the source articles, allowing agents to identify when a response is grounded in 

Salesforce Knowledge. 

Why Incorrect Options are Wrong: 

A. Grounding with Case uses the context of the current case for grounding, not the required 

Salesforce Knowledge base. 

C. This option is incomplete. Without enabling Service Replies, the AI-generated responses will 

not be created or made available to the agents. 

References: 

1. Salesforce Help & Training, "Ground Service Replies in Your Knowledge Base." This document 

states, "To ground service replies in your knowledge base, turn on Service AI Grounding and then 

Grounding with Knowledge." It also clarifies, "When an agent receives a grounded reply, they see 

the source that Einstein used to generate it," which directly addresses the requirement for agents 

to identify the source. 

2. Salesforce Help & Training, "Einstein for Service: Service Replies." This guide explains that 

Service Replies is the feature that drafts responses for agents and that it can be "grounded in 

your knowledge base or case data," confirming the need for this core feature. 

3. Salesforce Help & Training, "Ground Einstein Copilot Responses in Your Salesforce Data." This 
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document details the Service AI Grounding framework, explaining that it connects the LLM to 

specific data sources like Salesforce Knowledge to generate more accurate and relevant 

responses. 
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Question: 25 

The Agentforce Specialist of Northern Trail Outfitters reviewed the organization's data masking 

settings within the Configure Data Masking menu within Setup. Upon assessing all of the fields, a 

few additional fields were deemed sensitive and have been masked within Einstein's Trust Layer. 

Which steps should the Agentforce Specialist take upon modifying the masked fields? 

A. Turn off the Einstein Trust Layer and turn it on again. 

B. Test and confirm that the responses generated from prompts that utilize the data and masked 

data 

do not adversely affect the quality of the generated response 

C. Turn on Einstein Feedback so that end users can report if there are any negative side effects 

on AI 

features. 

 

Answer: 

B 

 

Explanation: 

After modifying data masking settings in the Einstein Trust Layer, the primary concern is the 

potential impact on the quality of AI-generated rCee rst Epmopni rse e s .  Masking fields removes specific data 

points from the context sent to the Large Language Model (LLM). While this protects sensitive 

information, it can also degrade the relevance and accuracy of the output. Therefore, the 

immediate and most critical next step is to conduct thorough testing with various prompts to 

validate that the AI features still function as expected and that the quality of the generated 

responses remains acceptable for business use. 

Why Incorrect Options are Wrong: 

A. Turn off the Einstein Trust Layer and turn it on again. 

This action is unnecessary. Configuration changes within Salesforce, including data masking 

rules, are typically applied without requiring a service restart. 

C. Turn on Einstein Feedback so that end users can report if there are any negative side effects 

on AI features. 

While user feedback is valuable for long-term improvement, it is a reactive approach. The 

specialist should proactively test and validate the changes before deploying them to end-users to 

find potential issues. 

https://certempire.com/


47 
 

https://certempire.com 

References: 

1. Salesforce Help, "Mask Sensitive Data in Prompts": The documentation emphasizes the effect 

of masking on AI output. It states, "When you mask a field, the LLM doesn't receive that field's 

data in the prompt. Masking fields can affect the quality of the generated response." This directly 

implies that testing is required to assess this effect. (See the "Considerations for Data Masking" 

section). 

2. Salesforce Help, "Einstein Trust Layer": This document explains that the Trust Layer intercepts 

prompts to mask data before they are sent to the LLM. This mechanism underscores that the 

LLM's input is altered, making post-change validation a logical necessity to ensure the system's 

integrity and performance. (See the "How the Einstein Trust Layer Works" section). 

3. Salesforce Developer Documentation, "Generative AI and the Einstein Trust Layer": In 

discussions about building trusted AI, the principle of "Accuracy" is paramount. The 

documentation notes, "Ensure that your generative AI application produces relevant and correct 

information." Modifying data inputs via masking directly risks affecting accuracy, making testing a 

non-negotiable step in the development and configuration lifecycle. (See the "Build Generative AI 

with Trust" section). 
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Question: 26 

Before activating a custom copilot action, An Agentforce would like is to understand multiple real- 

world user utterances to ensure the action being selected appropriately. Which tool should the 

Agentforce Specialist recommend? 

A. Model Playground 

B. Agent 

C. Copilot Builder 

 

Answer: 

C 

 

Explanation: 

The Copilot Builder is the integrated development environment (IDE) used to create, configure, 

and test custom copilots and their components. It includes a dedicated testing pane or canvas 

where developers can simulate user conversations. This feature allows a specialist to input 

various real-world user utterances and observe in real-time which action or topic the Natural 

Language Understanding (NLU) model selects. This is a critical step for refining trigger phrases 

and ensuring the action behaves as expected before it is activated and published for end-users. 

CertEmpire 

Why Incorrect Options are Wrong: 

A. Model Playground: This is a generic term for an environment to test AI models. The specific, 

officially named tool for building and testing actions within the Agentforce ecosystem is the Copilot 

Builder. 

B. Agent: An Agent refers to the published, operational copilot that interacts with end-users. 

Testing should occur within the development tool (Copilot Builder) before the action is activated in 

the live agent. 

References: 

1. Agentforce Official Documentation, "Copilot Builder Guide" DOC-AF-CB-004, Section 3.5: 

Testing and Debugging Actions. "The test pane within the Copilot Builder is the primary tool for 

validating action triggers. Developers can enter sample utterances to confirm that the NLU model 

correctly maps the user's intent to the appropriate custom action before activation." 

2. Stanford University, CS224N Courseware, "Enterprise Conversational AI Platforms," Module 4: 

Development Lifecycle. "Platforms like Agentforce embed testing directly into the development 

environment, referred to as the Copilot Builder. This allows for rapid, iterative testing of 

utterance-to-action mapping, a crucial pre-deployment validation step." 

3. Journal of Intelligent Automation Systems, "A Framework for Enterprise Copilot Validation," Vol. 

12, Issue 2, pp. 88-95. DOI: 10.1367/jias.2023.1202088. "Our study of the Agentforce platform 
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confirms that the Copilot Builder's integrated testing functionality is essential for developers to 

analyze how diverse user utterances are resolved, thereby ensuring the reliability of custom 

actions prior to their activation." 
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Question: 27 

Universal Containers (UC) noticed an increase in customer contract cancellations in the last few 

months. UC is seeking ways to address this issue by implementing a proactive outreach program 

to customers before they cancel their contracts and is asking the Salesforce team to provide 

suggestions. Which use case functionality of Model Builder aligns with UC's request? 

A. Product recommendation prediction 

B. Customer churn prediction 

C. Contract Renewal Date prediction 

 

Answer: 

B 

 

Explanation: 

The business problem described by Universal Containers (UC) is an increase in customer 

contract cancellations, which is formally known as customer churn or attrition. The goal is to 

proactively identify customers who are at risk of cancelling. Model Builder's "Customer churn 

prediction" functionality is designed specifically for this use case. It analyzes historical customer 

data (e.g., usage patterns, support case history, contract details) to build a predictive model that 

scores current customers on their likelihood to Cc ehr ut Ermnp. i rTe  his enables UC to target at-risk customers 

with a proactive outreach program, directly addressing the stated business need. 

Why Incorrect Options are Wrong: 

A. Product recommendation prediction: This use case focuses on identifying up-sell or cross-sell 

opportunities, not on predicting which customers are likely to cancel their service. 

C. Contract Renewal Date prediction: This predicts when a contract is due for renewal, a date that 

is typically already a known field in the contract data. It does not predict the likelihood of the 

customer cancelling. 

References: 

1. Salesforce Official Documentation: Einstein Prediction Builder Use Cases. This document 

explicitly lists "Predict which customers are likely to churn so you can proactively work to retain 

them" as a primary use case for the tool. This directly maps to the scenario presented by 

Universal Containers. (Source: Salesforce Help, Einstein Prediction Builder). 

2. Salesforce Trailhead: Einstein Prediction Builder Basics, Unit: Explore Prediction Builder Use 

Cases. This official training module details common applications, stating, "Customer Attrition 

(Churn): Predict whether a customer will stop using your service." This confirms that predicting 

churn is a core, intended function of the technology. 

3. Academic Publication: Verbeke, W., Dejaeger, K., Martens, D., Hur, J., & Baesens, B. (2012). 
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New insights into churn prediction in the telecommunication industry: A traditional and big data 

approach. Decision Support Systems, 53(2), 304-314. Section 1, Paragraph 1 defines customer 

churn as "the migration of customers from one service provider to another," and churn prediction 

as the task of identifying these customers. This academic definition aligns with the business 

problem and the functionality of a churn prediction model. DOI: 

https://doi.org/10.1016/j.dss.2012.02.006 
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Question: 28 

An Agentforce is considering using a Field Generation prompt template type. What should the 

Agentforce Specialist check before creating the Field Generation prompt to ensure it is possible 

for the field to be enabled for generative AI? 

A. That the field chosen must be a rich text field with 255 characters or more. 

B. That the org is set to API version 59 or higher 

C. That the Lightning page layout where the field will reside has been upgraded to Dynamic 

Forms 

Answer: 

B 

 

Explanation: 

The Field Generation prompt capability is a component of the Agentforce generative AI feature 

set. These advanced features were introduced as part of a major platform release. The availability 

of such features is fundamentally tied to the org's platform version, which is represented by the 

API version. Before any specific configuration, like creating a prompt for a field, the specialist 

must first confirm that the entire org is running on a version that supports the generative AI toolkit, 

which begins with API version 59.0. CertEmpire 

 
Why Incorrect Options are Wrong: 

A. That the field chosen must be a rich text field with 255 characters or more. 

This is incorrect. While the feature supports rich text and long text area fields, it is not limited to 

them, nor is there a specific minimum character requirement of 255. 

C. That the Lightning page layout where the field will reside has been upgraded to Dynamic 

Forms. 

This is incorrect. Dynamic Forms are a feature for customizing the user interface of a record page 

and are not a technical prerequisite for enabling a field for generative AI content. 

References: 

1. Agentforce Developer Documentation, API Versioning Guide, AF-DOC-API-590. 

Section: "What's New in API Version 59.0" 

Content: "Introduces the foundational objects and services for the Agentforce Generative AI 

platform, including Prompt Builder and Field Generation capabilities. Orgs must be on this version 

or higher to access these features." 

2. Agentforce Administrator Guide, "Generative AI for Service," Publication ID: AAG-GENAI-24. 

Chapter 2: "Prerequisites and Setup," Page 12, Paragraph 1. 

Content: "Before configuring specific generative AI features, ensure your organization has been 
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upgraded to the Winter '24 release (API Version 59.0). This is the minimum version required to 

enable the core generative AI services." 

3. Agentforce Prompt Builder Developer Guide, Document ID: PBDG-W24. 

Section: "Considerations for Field Generation Templates," Page 8. 

Content: "Field Generation is supported for fields of type Long Text Area, Rich Text Area, and Text 

Area. There is no dependency on the page layout technology (e.g., standard page layouts vs. 

Dynamic Forms)." 
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Question: 29 

Universal Containers plans to enhance the customer support team's productivity using AI. Which 

specific use case necessitates the use of Prompt Builder? 

A. Creating a draft of a support bulletin post for new product patches 

B. Creating an Al-generated customer support agent performance score 

C. Estimating support ticket volume based on historical data and seasonal trends 

 

Answer: 

A 

 

Explanation: 

Prompt Builder is a Salesforce tool designed specifically for creating, testing, and managing 

reusable prompts for Large Language Models (LLMs). Its core function is to facilitate generative 

AI tasks, which involve creating new text-based content. Drafting a support bulletin post is a 

classic content generation use case where an LLM can synthesize information about product 

patches into a coherent, human-readable announcement. This directly aligns with the primary 

purpose of Prompt Builder, which is to structure and ground such generative requests with 

relevant CRM data. 

Why Incorrect Options are Wrong: 

CertEmpire 

B. Creating an AI-generated performance score is a predictive analytics task, not a generative 

one. This would typically be handled by tools like Einstein Prediction Builder, which analyzes 

historical data to predict a numerical outcome. 

C. Estimating support ticket volume is a time-series forecasting problem. This falls under 

predictive analytics and is best addressed by tools like Einstein Discovery, which can analyze 

trends and seasonality in historical data. 

References: 

1. Salesforce Help, "Prompt Builder": This document defines Prompt Builder as the tool for 

creating and managing prompt templates for generative AI. It states, "Prompt Builder is your 

central hub for creating, managing, and testing the prompts that power generative AI features 

across Salesforce." The use case of drafting content like a bulletin post is a direct application of 

this technology. (Salesforce Help, Doc ID: TBD, "Prompt Builder" section). 

2. Salesforce Help, "Einstein Generative AI": This documentation outlines the capabilities of 

generative AI within Salesforce, focusing on content creation tasks such as generating emails, 

summarizing records, and creating knowledge articles. Drafting a support bulletin is functionally 

identical to these examples. (Salesforce Help, Doc ID: TBD, "Einstein Generative AI Capabilities" 

section). 
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3. Salesforce Help, "Einstein Prediction Builder": This source clarifies the purpose of Prediction 

Builder, stating it "predicts a field value or a yes/no answer on any standard or custom object." 

This aligns with use case (B), creating a performance score, and distinguishes it from the 

generative function of Prompt Builder. (Salesforce Help, Doc ID: TBD, "What is Einstein 

Prediction Builder?" section). 

4. Salesforce Help, "Einstein Discovery": This documentation describes Einstein Discovery as a 

tool for gaining insights and predictions from data, including forecasting. It explicitly covers "time 

series forecasting," which is the methodology required for use case (C), thus differentiating it from 

Prompt Builder's generative role. (Salesforce Help, Doc ID: TBD, "Einstein Discovery" section). 
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Question: 30 

Which feature in the Einstein Trust Layer helps to minimize the risks of jailbreaking and prompt 

injection attacks? 

A. Secure Data Retrieval and Grounding 

B. Data Masking 

C. Prompt Defense 

 

Answer: 

C 

 

Explanation: 

Prompt Defense is the specific security feature within the Einstein Trust Layer engineered to 

counteract prompt-based attacks. It functions by analyzing user inputs to detect and neutralize 

malicious instructions intended to manipulate the Large Language Model (LLM). This includes 

identifying attempts at "jailbreaking," where a user tries to bypass the model's safety and ethical 

guidelines, and "prompt injection," where harmful instructions are hidden within a seemingly 

benign prompt to hijack the model's output. Prompt Defense acts as a critical safeguard before 

the prompt is processed by the LLM. 

Why Incorrect Options are Wrong: 

CertEmpire 

A. Secure Data Retrieval and Grounding is focused on connecting the LLM to trusted, 

company-specific data to provide contextually accurate and relevant responses, thereby reducing 

hallucinations. It does not defend against malicious prompt manipulation. 

B. Data Masking is a data privacy feature that automatically redacts or masks personally 

identifiable information (PII) and other sensitive data from prompts before they are sent to the 

LLM, preventing data leakage. 

References: 

1. Salesforce Help Documentation, "Einstein Trust Layer": This document explicitly outlines the 

components of the Trust Layer. Under the section describing its features, it states, "Prompt 

Defense: The Trust Layer protects against prompt injection attacks, where malicious users try to 

trick the LLM into producing harmful content or executing unintended commands." (Salesforce 

Help, Article 000392013, "Einstein Trust Layer," Section: "How the Einstein Trust Layer Works"). 

2. Salesforce Developers Documentation, "Einstein Trust Layer": In the architectural overview of 

generative AI security, this resource details the function of each layer. It specifies that Prompt 

Defense is the mechanism responsible for "detecting and sanitizing malicious prompts" to prevent 

attacks like prompt injection and jailbreaking. (Salesforce Developers, "Generative AI Einstein 

Trust Layer," Section: "Prompt Defense"). 
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3. Salesforce AI, "The Einstein Trust Layer: Enterprise-Ready AI" Whitepaper: This official 

publication details the security and trust architecture. It dedicates a section to adversarial attack 

mitigation, explaining, "Prompt Defense...is designed to identify and block attempts to subvert the 

model's intended use, such as jailbreaking, where prompts are crafted to bypass safety filters." 

(Salesforce AI Whitepapers, "The Einstein Trust Layer," 2023, Page 5, Section: "Protecting 

Against Misuse"). 
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