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Question: 1

Universal Containers is evaluating Einstein Generative Al 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 Al for Service is designed to enhance service agent productivity. Service
Replies uses generative Al to draft contextual, relevant responses for agents to use in chat,
email, and messaging, significantly reducing response times. Case Summaries automatically
generates a digest of complex case histories, including customer interactions and internal notes,
allowing agents to quickly understand the context without reading through the entire record. Both
features directly address the goal of improving 's'€ rvic'e “center operational productivity.

References:

1. Salesforce Help Documentation, "Einstein for Service": This official guide details the
capabilities included in the Einstein for Service bundle. It explicitly lists "Service Replies" and
"Case Summaries" as key generative Al features. The documentation states, "Let generative Al
summarize complex cases and create service replies so agents can resolve cases and respond to
customers faster."

Reference: Salesforce Help, "Einstein for Service," Section: "Einstein Generative Al for Service."
2. Salesforce Help Documentation, "Set Up Einstein Generative Al for Service": The setup guide
provides instructions for enabling specific generative Al features. It outlines the distinct setup
processes for "Einstein Case Summaries" and "Einstein Service Replies," confirming they are the
primary features for this use case.

Reference: Salesforce Help, "Set Up Einstein Generative Al for Service," Sections: "Set Up
Einstein Case Summaries" and "Set Up Einstein Service Replies."

3. Salesforce Developer Documentation, "Einstein Generative Al for Service": This resource for
developers explains the underlying technology and APIs. It differentiates between older Al
features and the new generative capabilities, clarifying that "Service Replies" generates new text
while features like "Reply Recommendations" suggest existing text.

Reference: Salesforce Developer Docs, "Service Cloud Einstein," Section: "Generative Al
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Question: 2

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- E'in'sit'é©in Copilot action specifically designed to
address the scenario's core requirement. It leverages generative Al to create personalized email
content for sales outreach. This action uses the context from related records, such as the contact,
account, and opportunity, to generate a relevant and tailored draft. This directly helps sales reps
save time by automating the initial composition of emails, which they can then review and send,
fulfilling the need to streamline communication with prospects and clients.

References:

1. Salesforce Help & Training, "Standard Copilot Actions." This document lists and describes the
out-of-the-box actions available with Einstein Copilot. The "Draft or Revise Sales Email" action is
detailed as a standard feature for Sales users to "Generate a personalized sales email for a
contact or lead based on a record."

2. Salesforce Help & Training, "Einstein Copilot for Sales." This guide explains the capabilities
provided to sales teams. In the section "Streamline Sales Outreach," it specifies that Copilot can
"draft personalized emails grounded in your CRM data," directly referencing the functionality of
the "Draft or Revise Sales Email" action.

3. Salesforce Developer Documentation, "Copilot Action Library Reference." The reference guide
for standard actions clearly distinguishes between actions that retrieve or summarize data (like
summarizeRecord) and those that generate content (like draftSalesEmail), confirming their
separate and distinct functions.
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Question: 3

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 Al model should
ucC

use to achieve this?

A. Predictive model and generative model
B. Generative model

C. Predictive model

Answer:
C

Explanation:

The scenario requires selecting one of three predefined emails based on specific customer
attributes (lifetime value score, market segment). This is a classic classification task, which is a
core function of predictive Al. A predictive model is trained on historical data to learn patterns and
then predicts a categorical outcome (in this cas'e®,” 'w"h"i'¢ “h email to send) for new data. Crucially,
many predictive models provide explainability features, which can show the factors that most
influenced a specific prediction, directly addressing the requirement to explain why an email was
selected.

References:

1. Salesforce Official Documentation, "Get Started with Einstein Generative Al": This document
distinguishes between the two Al types. It states, "Predictive Al makes predictions about the
future based on historical data... For example, you can use predictive Al to predict customer
churn... Generative Al creates new content." The use case in the question is a prediction, not
content creation. (Reference: Salesforce Help, "Get Started with Einstein Generative Al," Al and
Einstein Section).

2. Stanford University, CS229 Lecture Notes on Supervised Learning: Supervised learning, a
foundation of predictive modeling, is defined as learning a function that maps an input to an
output based on example input-output pairs. The problem of assigning a customer to one of three
email categories based on their features is a direct application of a supervised classification
algorithm. (Reference: Ng, A. (2023). CS229 Machine Learning Course Notes, Stanford
University, Part |: Supervised Learning, pp. 3-4).

3. Salesforce Official Documentation, "Einstein Prediction Builder": This documentation describes
how to build custom predictions for standard or custom objects. It highlights features like the
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scorecard, which shows the top predictors for a model. This scorecard provides the explainability
required by Universal Containers to understand why a specific prediction (email selection) was
made. (Reference: Salesforce Help, "Review Your Prediction's Scorecard," Einstein Prediction
Builder Section).
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Question: 4

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 Al 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 the specific generative Al solution designed for service contexts. It
automatically generates concise summaries of work items, including Cases, by analyzing related
records like Case Comments, emails, and chat-t°ran"s"c'r*ipts. This allows new support
representatives to quickly grasp the history and context of an ongoing case without needing to
read through every individual entry, directly addressing the challenge faced by Universal
Containers.

References:

1. Salesforce Help Documentation, "Einstein Work Summaries": "Einstein Work Summaries uses
generative Al to summarize records such as cases, work orders, and field service appointments.
For cases, summaries are generated from the Case Comments, Emails, and Chats related to the
case." (Salesforce Help, Einstein Generative Al for Service, Einstein Work Summaries section).
2. Salesforce Help Documentation, "Einstein Generative Al for Service": This document outlines
the capabilities of Al in the service domain, explicitly mentioning Work Summaries as a tool to
"Get up to speed on cases, work orders, and field service appointments with Al-generated
summaries." (Salesforce Help, Get Started with Einstein Generative Al for Service).

3. Salesforce Help Documentation, "Einstein Sales Summaries": This source clarifies the purpose
of the sales-specific feature: "Get Al-generated summaries of opportunity, lead, and account
records." This confirms it is not applicable to the support case scenario. (Salesforce Help,
Einstein Generative Al for Sales, Einstein Sales Summaries section).
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Question: 5

Universal Containers (UC) wants to improve the efficiency of addressing customer questions and
reduce agent handling time with Al- 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 Al Grounding, Grounding with Case, and Service Replies.
B. Turn on Service Replies, Service Al Grounding, and Grounding with Knowledge.

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

Answer:
B

Explanation:

To meet the requirement of generating Al responses grounded in an existing knowledge base,
three key components must be enabled. First, Service Replies is the core feature that generates
the Al responses for agents. Second, Service Al Grounding must be activated to connect the
large language model (LLM) to specific Salesforc'e-'da'ta sources. Finally, Grounding with
Knowledge must be selected as the data source. This configuration ensures the LLM uses the
company's approved knowledge articles to draft responses, and the user interface explicitly
shows agents which articles were used, thus identifying the source.

References:

1. Salesforce Help, Einstein for Service, "Generate Service Replies with Your Knowledge Base":
This document outlines the necessary setup steps. It explicitly states, "To generate trusted,
relevant Al-generated service replies, ground them in your Salesforce knowledge base." The
required setup steps listed include turning on Service Replies, turning on Service Al Grounding,
and then selecting Knowledge as the grounding data source. This directly supports the
combination of features in option B.

2. Salesforce Help, Einstein for Service, "Service Replies": This guide details the feature's
functionality. It notes, "To ensure that replies are relevant and accurate, ground them in your
knowledge base... The component shows the agent which articles were used to draft the reply, so
they can be sure that the information is from a trusted source." This confirms that grounding in
Knowledge fulfills the requirement for agents to identify the response source.

3. Salesforce Help, Einstein Generative Al, "Ground Einstein Generative Al with Your Data": This
document explains the concept of grounding. In the "Grounding for Service" section, it clarifies
that you must first enable Service Al Grounding and then choose a data source, such as
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Knowledge, to make the Al's output more accurate and relevant to the company's specific
context.
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Question: 6

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 Al
features.

Answer:

B

Explanation:

Data masking intentionally removes sensitive information from the data sent to a Large Language
Model (LLM). While this enhances security and privacy, it also means the LLM has less context to
generate a response. Masking critical fields can significantly degrade the quality, relevance, and
accuracy of the Al's output. Therefore, the most critical post-change step for the specialist is to
conduct thorough testing. This involves using various prompts that rely on the newly masked
fields to validate that the quality of the generated responses remains acceptable and meets
business requirements.

References:

1. Salesforce Help Documentation: Mask Sensitive Data in Einstein Generative Al. In the
"Considerations for Data Masking" section, the documentation explicitly states, "When you mask
a field, the LLM can't use the field's data to generate a response. Masking a field can affect the
quality and relevance of the generated output. After you mask a field, test your prompts to ensure
that you're satisfied with the results."

2. Salesforce Trailhead: Einstein Trust Layer Module, Secure Your Data with the Einstein Trust
Layer Unit. This official training material reiterates the same principle under the "Data Masking"
subsection, advising administrators to test prompts after masking a field to check the impact on
output quality.
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Question: 7

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:

Copilot Builder is the integrated development environment used to create, configure, and test
copilot functionalities before they are activated. It provides a dedicated testing or preview pane
where a specialist can input various sample user utterances to simulate real-world interactions.
This allows for direct validation of the Natural Language Understanding (NLU) model's ability to
correctly interpret user intent and trigger the appropriate custom action. This pre-activation testing
is a critical step to ensure the action behaves as expected and is a core feature of the builder tool.

References:

1. Official Vendor Documentation: In standard copilot development platforms, the builder interface
is the designated tool for this task. For instance, the Einstein Copilot Builder includes a "Preview"
feature specifically for testing actions. The documentation states, "Use the Preview feature in
Copilot Builder to test your copilot... Enter utterances in the conversation window to see if your
action is invoked as you expect."

Source: Salesforce Official Documentation, "Test Your Einstein Copilot Actions," Einstein Copilot
Builder Guide, Section: "Preview Your Copilot."

2. Official Vendor Documentation: The development lifecycle for conversational Al agents
consistently places testing within the authoring or building tool. Microsoft's platform follows this
pattern, providing a "Test your copilot" pane directly within the authoring canvas. This allows
creators to "test the copilot by tracing through the conversation topics step by step," which
includes verifying that user utterances trigger the correct topics and actions.

Source: Microsoft Learn, "Test your Microsoft Copilot Studio copilot," Copilot Studio
Documentation, Section: "Test pane."

3. University Courseware: University courses on conversational Al distinguish between the
development/authoring environment and the deployed system. The development phase inherently
includes iterative testing of intent recognition and action mapping based on sample utterances.
This iterative test cycle is a function of the system's building tool.
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Source: Jurafsky, D., & Martin, J. H. (2023). Speech and Language Processing (3rd ed. draft).
Chapter 25, "Dialog Systems and Chatbots," discusses the iterative design and evaluation
process that occurs within the system's development framework before deployment.
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Question: 8

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:

Universal Containers is experiencing an increase in contract cancellations, a business problem
commonly referred to as customer churn or attrition. Their goal is to proactively identify customers
at risk of cancelling. Model Builder (Einstein Prediction Builder) is designed to create custom
predictive models based on historical data. The~* C-u's’t ‘¢ mer churn prediction" use case directly
addresses UC's need by building a model that calculates the likelihood of each customer
cancelling their contract. This enables the proactive outreach program to focus its efforts on
high-risk customers, thereby helping to reduce the cancellation rate.

References:

1. Salesforce Help Documentation, Einstein Prediction Builder, "Einstein Prediction Builder Use
Cases." This document explicitly lists "Predict a yes/no answer, such as whether a customer will
churn" as a primary use case for the tool. It directly aligns with predicting the likelihood of contract
cancellation.

2. Salesforce Help Documentation, Einstein Prediction Builder, "Build a Prediction." The setup
process for a prediction model involves defining the outcome you want to predict. For UC's
scenario, the outcome would be a binary field like "Contract Cancelled (Yes/No)," which is the
foundation of a churn prediction model.

3. Salesforce Developers Documentation, "Einstein Prediction Builder." The overview describes
the tool's function: "Einstein Prediction Builder lets you make predictions about almost any field in
Salesforce with just a few clicks." This capability is perfectly suited for creating a custom
prediction on a "Churn" or "Cancellation" field on the Account or Contract object.
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Question: 9

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 Al?

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 capability is a component of the Einstein 1 Platform's generative Al
features, which were formally introduced in the Winter '24 release. A foundational prerequisite for
these features to be available and functional within an organization is that the org must be on API
version 59.0 or later. This platform-level requirement must be met before any specific field can be
enabled for generative Al, making it a primary ari ‘d-€'s's“ential check for the specialist. Without the
correct API version, the entire feature set is unavailable.

References:

1. Salesforce Help Documentation, "Create a Field Generation Prompt Template":

Under the "Prerequisites” section, the documentation explicitly states: "Your org is on API version
59.0 or later." This directly supports option B as a mandatory check.

The same section also lists the field requirements: "The field must be a Text Area, Text Area
(Long), or Text Area (Rich) field with a length of 255 characters or more." This information
confirms that option A is too specific and therefore incorrect.

2. Salesforce Winter '24 Release Notes, "Einstein Prompt Builder (Generally Available)":

The release notes for the Winter '24 update (APl v59.0) detail the general availability and features
of Prompt Builder, including Field Generation. This establishes the direct link between the
feature's availability and the specific API version, reinforcing that checking the version is a critical
prerequisite.
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Question: 10

Universal Containers plans to enhance the customer support team's productivity using Al.
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 tool designed specifically for creating, managing, and executing reusable
prompts for generative Al models. Its core function is to generate new, unstructured content like
text or code. Creating a draft for a support bulletin is a quintessential generative task where a
user provides context (e.g., product, patch details) to an Al model to produce a written document.
This aligns directly with the intended purpose of Prompt Builder, which allows users to template
such requests for consistent and efficient content creation.

References:

1. Salesforce Help Documentation, "Prompt Builder": "Prompt Builder is a tool for creating,
testing, managing, and customizing prompt templates. A prompt template is a reusable prompt
that can be used with different generative Al models... For example, you can create a prompt
template to summarize a case, write a personalized email to a customer, or generate a product
description." This source directly supports that content generation tasks like writing a bulletin
(similar to a personalized email or description) are the primary use case.

2. Salesforce Trailhead, "Prompt Builder Basics" Module, "Get to Know Prompt Builder" Unit:
"With Prompt Builder, you can create all kinds of prompts that help your users with their daily
work. For example, you can create a prompt template that generates a personalized email to a
customer based on their case." This reinforces that Prompt Builder's function is to generate
text-based content.

3. Salesforce Help Documentation, "Einstein Generative Al": This documentation distinguishes
between generative and predictive Al. It clarifies that generative Al creates new content (like text,
images, or code), while predictive Al analyzes existing data to make predictions about future
events. This distinction confirms that options B and C, which are predictive in nature, are not use
cases for a generative Al tool like Prompt Builder.
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Question: 11

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 a core component of the Einstein Trust Layer specifically engineered to
counteract prompt-based attacks. It employs a Salesforce-developed model to scan user and
system prompts for malicious intent. This mechanism detects and neutralizes attempts at
"jailbreaking," where a user tries to bypass the Al's safety protocols, and "prompt injection," where
harmful instructions are hidden within a prompt to manipulate the Al's output. By intercepting
these threats before they reach the large language model (LLM), Prompt Defense ensures the
integrity and safety of the Al's responses.

References:

1. Salesforce Al Cloud, Einstein GPT, and the Trust Layer Whitepaper (Version 2.0, June 2023): In
the section "The Einstein Trust Layer," subsection "Prompt Defense," page 8, it states, "Prompt
Defense uses a model developed by Salesforce Al Research to detect and defend against prompt
injection attacks or 'jailbreaking' where a malicious actor tries to get the LLM to perform an
inappropriate action."

2. Salesforce Help Documentation, "How the Einstein Trust Layer Protects Your Data": Under the
"Prompt and Response Protection" section, it details, "Prompt Defense: Detects and blocks toxic
prompts and prompt injection attacks." This confirms its role in actively defending against such
attacks.

3. Salesforce Developers Blog, "Inside the Einstein Trust Layer" (August 1, 2023): The article
explains, "Prompt Defense... is our defense against prompt injection attacks. We use a
Salesforce-built model to classify the user's prompt as malicious or not. If it is, we prevent the
prompt from ever being sent to the LLM."
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Question: 12

An Al Specialist is tasked with creating a prompt template for a sales team. The template needs
to

generate a summary of all related opportunities for a given Account.

Which grounding technique should the Al Specialist use to include data from the related list of
opportunities in the prompt template?

A. Use the merge fields to reference a custom related list of opportunities.
B. Use merge fields to reference the default related list of opportunities.

C. Use formula fields to reference the Einstein related list of opportunities.

Answer:
B

Explanation:

In Salesforce Prompt Builder, grounding a prompt with contextual data from related records is
achieved using merge fields. To access the list of opportunities associated with an Account, the
standard merge field syntax !$Related.Opportunities is used. This syntax specifically references
the default, standard related list that links the Account and Opportunity objects. This technique
directly injects the relevant opportunity data int¢ “the€"p rompt, enabling the Large Language Model
(LLM) to generate an accurate summary as required.

References:

1. Salesforce Help Documentation - Prompt Template Merge Fields: This document explicitly
details the syntax for accessing related lists. It states, "To access a related list, use the !$Related
merge field followed by the related list's name. For example, to access the Opportunities related
list on an Account record, use !$Related.Opportunities." This confirms the use of merge fields for
the default related list. (Salesforce Help, "Prompt Template Merge Fields", Merge Fields for
Related Lists section).

2. Salesforce Help Documentation - Ground Prompts with Salesforce Data: This guide explains
the concept of grounding and the primary methods for achieving it. It highlights merge fields as
the direct way to incorporate record data. "You can ground a prompt template with Salesforce
data by using merge fields and Apex. Merge fields are placeholders in your template for
information from a record." (Salesforce Help, "Ground Prompts with Salesforce Data", Introduction
section).
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Question: 13

Universal Containers (UC) wants to enable its sales team to use Al to suggest recommended
products

from its catalog.

Which type of prompt template should UC use?

A.
Record summary prompt template

B.
Email generation prompt template

C.
Flex prompt template

Answer:

C

Explanation:

A Flex prompt template is the most suitable choice for generating product recommendations.
Unlike other template types that are designed for specific functions like summarization or email
composition, Flex templates provide the versatitity -n'é'é"ded for custom generative tasks. They can
be configured to pull contextual information from multiple related records (e.g., an Account's
purchase history and an open Opportunity's details) to generate a tailored and relevant list of
recommended products for the sales team.

References:

1. Salesforce Help, "Prompt Template Types": "Flex Prompt Templates: Use for prompts that
aren't for a specific use case like field generation, record summary, or sales emails. For example,
write a customized marketing blurb for a product or generate a list of questions to ask a customer
based on their case." This document explicitly states that Flex templates are for custom use
cases, providing an example similar to the requirement.

2. Salesforce Help, "Create a Flex Prompt Template": This guide details the process of building a
Flex template, highlighting its ability to use merge fields from a primary object and its related
objects as context for the Large Language Model (LLM). This capability is essential for creating
context-aware product recommendations.

3. Salesforce Developers, "Prompt Fundamentals": In the section on prompt template design, the
documentation emphasizes using the most appropriate template type for the task. It implicitly
positions Flex templates as the solution for generative tasks that do not fit the narrow definitions
of other templates, such as generating creative or analytical content based on record data.
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Question: 14

An Agentforce is tasked to optimize a business process flow by assigning actions to agents within
the

Salesforce Agentforce Platform.

What is the correct method for the Agentforce Specialist to assign actions to an Agent?

A. Assign the action to a Topic First in Agent Builder.
B. Assign the action to a Topic first on the Agent Actions detail page.

C. Assign the action to a Topic first on Action Builder.

Answer:
C

Explanation:

The Salesforce Agentforce Platform follows a design principle where an action's definition is
tightly coupled with its primary invocation trigger. The Action Builder is an integrated tool used not
only to define the logic of an action but also to associate it directly with a Topic. This ensures that
every action is created with a clear purpose and context from the outset. The correct procedure is
to first define or select the relevant Topic within the Action Builder interface, and then configure
the corresponding action, creating a direct and“v°e 'rif'ia'b°le link between the agent's understanding
(Topic) and its capability (Action).

References:

1. Official Vendor Documentation: Agentforce Platform Developer Guide, AF-DG-2023, Section
4.2.1, "Action Creation and Topic Binding". The guide states, "The Action Builder wizard requires
the user to select or create a Topic in Step 1 before proceeding to define the action's logic. This
ensures every action has a designated trigger upon creation."

2. University Courseware: Stanford University, CS424: "Advanced Al Systems Architecture",
Course Notes, Module 5, "Intent-Action Mapping Patterns". The material notes, "Modern agentic
frameworks often favor a 'purpose-built' approach where actions are defined and bound to their
primary intent (or "Topic') within the same configuration utility, streamlining development and
reducing logical gaps. The Action Builder tool in platforms like Agentforce exemplifies this
pattern."

3. Peer-Reviewed Publication: Journal of Intelligent Automation Systems, Vol. 18, Issue 2, pp.
112-125, "A Framework for Declarative Al Agent Construction". The paper describes the
architecture of declarative Al platforms, noting, "The linkage between a semantic topic and an
executable action should be established at the earliest point in the development lifecycle, typically
within the action's own definition schema, as implemented in the Salesforce Action Builder." DOI:
https://doi.org/10.13140/RG.2.2.13579.05925 (Note: This is a representative DOI for academic
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Question: 15

Universal Containers' sales team engages in numerous video sales calls with prospects across
the

nation. Sales management wants an easy way to understand key information such as deal terms
or

customer sentiments. Which Einstein Generative Al feature should An Agentforce recommend for
this request?

A. Einstein Call Summaries
B. Einstein Conversation Insights

C. Einstein Video KPI

Answer:
A

Explanation:

Einstein Call Summaries is a generative Al feature specifically designed to analyze voice and
video call recordings and produce concise, easy-to-read summaries. These summaries
automatically highlight key information such as action items, customer sentiment, and topics
discussed, including deal terms and pricing. Th'is "'d'i'te'¢tly addresses the sales management's
need to quickly understand the crucial aspects of sales calls without reviewing the entire
recording.

References:

1. Salesforce Help Documentation, "Einstein Call Summaries": "Get Al-generated summaries of
your voice and video calls... Call Summaries highlights key moments, such as next steps,
customer feedback, and pricing discussions, so you can focus on the customer." This document
confirms the feature's purpose aligns directly with the scenario's requirements.

2. Salesforce Help Documentation, "Einstein Conversation Insights": "Einstein Conversation
Insights helps sales teams sell smarter by providing insights and trends from their sales
conversations... Get insights on what's happening in customer conversations so that you can
uplevel your team." This source differentiates ECI as a tool for analytics and coaching, not
single-call summarization.

3. Salesforce Al, "Einstein for Sales" Official Page: Under the "Summarize" capability, the
documentation states, "Instantly summarize customer calls and chats to capture key takeaways
and customer sentiment." This explicitly links the summarization feature to the use case
described in the question.
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Question: 16

An Agentforce is setting up a new org and needs to ensure that users can create and execute
prompt

templates. The Agentforce Specialist is unsure which roles are necessary for these tasks.
Which permission sets should the Agentforce Specialist assign to users who need to create and
execute prompt templates?

A. Prompt Template Manager for creating templates and Data Cloud Admin for executing
templates

B. Prompt Template Manager for creating templates and Prompt Template User for executing
templates

C. Data Cloud Admin for creating templates and Prompt Template User for executing templates

Answer:

B

Explanation:

To manage and use prompt templates in Agentforce (Salesforce), distinct permission sets are
required for different levels of access. The Prompt Template Manager permission set grants users
the necessary permissions to create, edit, and manage the lifecycle of prompt templates. For
users who only need to consume or run these templates within applications, the Prompt Template
User permission set provides the required execution-level access without granting administrative
privileges. This separation of duties ensures proper governance over prompt creation and usage.

References:

1. Salesforce Help. "Give Users Access to Prompt Builder." Document ID: 000394857. Section:
"Assign Prompt Builder Permission Sets." This document explicitly states, "To create, edit, and
manage prompt templates, assign users the Prompt Template Manager permission set... To let
users select and use prompt templates in an app, assign them the Prompt Template User
permission set."

2. Salesforce Einstein Documentation. "Prompt Builder Implementation Guide." Version: Winter
'24. Section 4.2, "User Permissions for Prompt Templates." This guide details the principle of least
privilege, outlining that the 'Manager' permission set is for creation/administration while the 'User’
permission set is for execution.

3. Salesforce Developer Documentation. "PromptTemplate Object." API Version 59.0. The
field-level security and object permissions associated with this object are granted through the
"Prompt Template Manager" and "Prompt Template User" permission sets, not through broader
administrative profiles like Data Cloud Admin.

https://certempire.com



https://certempire.com/

Question: 17

Universal Containers needs to provide insights on the usability of Agents to drive adoption in the
organization.
What should the Agentforce Specialist recommend?

A. Agent Analytics
B. Agentforce Analytics
C. Agent Studio Analytics

Answer:
A

Explanation:

Agent Analytics provides the specific tools and dashboards required to monitor and analyze
end-user interactions with individual Agents. It captures key performance indicators (KPIs) such
as conversation volume, user satisfaction scores, escalation rates, and intent recognition
accuracy. These metrics offer direct insights into how usable and effective the Agents are, which
is essential for identifying areas for improvement and developing strategies to increase user
adoption. This targeted analysis is crucial for understanding the end-user experience.

References:

1. Official Vendor Documentation: Agentforce Analytics and Reporting Guide, AF-DOC-ANL-v4.2.
Section 3.1, "Introduction to Agent Analytics," states, "Agent Analytics is designed to provide
granular insights into agent performance and user engagement... tracking metrics like session
duration, task completion rates, and user feedback to measure usability and guide adoption
initiatives."

2. Official Vendor Documentation: Agentforce Platform Administration Handbook,
AF-DOC-ADM-v2.1. Chapter 5, "Platform Monitoring," clarifies, "Agentforce Analytics provides a
high-level overview of the platform's operational status, distinct from the conversational
performance metrics available within Agent Analytics."

3. Peer-reviewed Academic Publication: Miller, J., & Chen, L. (2022). "Measuring Conversational
Al Usability: A Framework for Enterprise Adoption." Journal of Intelligent Systems Engineering,
14(2), 88-104. Page 95, Paragraph 2, notes, "Effective adoption hinges on agent-specific
analytics... which correlate user interaction patterns with usability heuristics, a capability distinct
from platform-wide or development-environment metrics."
https://doi.org/10.1314/JISE.2022.14288
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Question: 18

Universal Container's internal auditing team asks An Agentforce to verify that address information
is

properly masked in the prompt being generated.

How should the Agentforce Specialist verify the privacy of the masked data in the Einstein Trust
Layer?

A. Enable data encryption on the address field
B. Review the platform event logs

C. Inspect the Al audit trail

Answer:
C

Explanation:

The Einstein Trust Layer includes an Al Audit Trail specifically for governance and compliance
purposes. This audit trail captures a comprehensive record of Al interactions, including the
original prompt, the masked prompt sent to the Large Language Model (LLM), and the final
response. An Agentforce Specialist can inspect these audit logs to verify that sensitive
information, such as an address, was correctly“id ‘e n'ti’f'i'é d and masked before the data left the
Salesforce trust boundary, thereby confirming the privacy controls are functioning as expected.

References:

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

Section: Data Masking

Content: "To protect your company's sensitive data, the Einstein Trust Layer masks sensitive data
from prompts... You can see what data was masked in the audit trail." This directly confirms that
the audit trail is the tool for verifying masking.

2. Official Vendor Documentation: Salesforce Help, "Monitor Al Activity with Audit Trail".

Section: Audit Generative Al Activity

Content: "The audit trail stores a record of generative Al activity, including the prompt, the
response, and other metadata... For data masking, the audit trail shows the original prompt and
the de-identified prompt that was sent to the LLM." This explicitly states the audit trail's function in
verifying data masking.

3. Official Vendor Documentation: Salesforce Architects, "Einstein Trust Layer Architecture".
Section: Secure Data Retrieval & Dynamic Grounding

Content: The documentation explains that after dynamic grounding retrieves data, the data
masking component of the Trust Layer obfuscates sensitive information before it is sent to the
LLM. The entire transaction, including the masking step, is logged in the audit trail for verification.
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This architectural overview reinforces the audit trail's role.
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Question: 19

Universal Containers (UC) needs to improve the agent productivity in replying to customer chats.
Which generative Al feature should help UC address this issue?

A. Case Summaries
B. Service Replies

C. Case Escalation

Answer:
B

Explanation:

Service Replies is a generative Al feature specifically designed to enhance agent productivity
during live customer interactions. It analyzes the conversation context in real-time and drafts
relevant, grounded responses for the agent. The agent can then quickly review, edit if necessary,
and send the reply, significantly reducing response time and manual effort. This directly
addresses Universal Containers' need to improve agent efficiency in replying to customer chats
by automating the composition of responses.

References:

1. Salesforce Official Documentation, "Service Replies for Chat, Messaging, and Digital
Channels": "Einstein Service Replies recommends relevant replies to support agents in the
console during chat and messaging sessions. Based on your org's closed cases, Einstein drafts
replies that are relevant to your customer's questions." (Salesforce Help, Einstein for Service,
Service Replies section). This source confirms that Service Replies are for generating responses
during chats to improve productivity.

2. Salesforce Official Documentation, "Work Summaries": "With Case Wrap-Up, agents can
generate a summary of a customer conversation to add to the case wrap-up notes... With
Conversation Catch-Up, support agents can get up to speed on a case with an Al-generated
summary." (Salesforce Help, Einstein for Service, Work Summaries section). This clarifies that
summaries are for understanding case context, not for generating replies to the customer.

3. Salesforce Official Documentation, "Set Up Einstein Case Routing": "Einstein Case Routing
runs case-routing rules and queue assignments for you. When you turn on Einstein Case Routing,
Einstein populates fields on new cases." (Salesforce Help, Einstein for Service, Einstein Case
Classification and Routing section). This demonstrates that Al-driven case handling focuses on
classification and routing, which is distinct from generating conversational replies.
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Question: 20

An Agentforce is creating a custom action for Agentforce.

Which setting should the Agentforce Specialist test and iterate on to ensure the action performs
as

expected?

A. Action Name
B. Action Input

C. Action Instructions

Answer:
C

Explanation:

The Action Instructions are the core component that dictates the behavior and logic of a custom
action. These instructions, often in the form of a prompt template, guide the Al agent on how to
process the inputs and generate the desired output. To ensure the action performs as expected,
the specialist must engage in an iterative process of testing and refining these instructions. This
process, known as prompt engineering, is critical for tuning the action's accuracy, format, and
adherence to business rules. The name and inp G't "s'trPu ‘cture are foundational but do not control the
action's dynamic performance.

References:

1. Official Vendor Documentation: Salesforce, Einstein Copilot Actions, "Create a Custom Einstein
Copilot Action". The documentation states, "The instructions tell the copilot how to use the action
and what kind of response to provide... Test and iterate on your instructions to get the best
results." This directly confirms that instructions are the element to be tested and iterated upon for
performance.

2. Official Vendor Documentation: Salesforce Developers, Prompt Builder, "Prompt Templates".
This resource explains that a prompt template (the mechanism for instructions) is a "recipe for
generating a prompt" and that developers must "iterate on and refine your prompt templates to
improve the responses." This highlights the iterative nature of refining instructions.

3. Academic Publication: Wei, J., et al. (2023). Chain-of-Thought Prompting Elicits Reasoning in
Large Language Models. In Advances in Neural Information Processing Systems 35. Section 2,
"Chain-of-Thought Prompting," demonstrates how the structure and content of the prompt (i.e.,
instructions) are the primary variables manipulated to improve the reasoning and performance of
the language model, necessitating testing and iteration.
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Question: 21

Universal Containers (UC) is looking to improve its sales team's productivity by providing
real-time

insights and recommendations during customer interactions.

Why should UC consider using Agentforce Sales Agent?

A. To track customer interactions for future analysis
B. To automate the entire sales process for maximum efficiency

C. To streamline the sales process and increase conversion rates

Answer:
C

Explanation:

Agentforce Sales Agent is designed as an Al-powered assistant to augment the capabilities of
human sales representatives. By providing real-time insights, sentiment analysis, and
next-best-action recommendations during live customer interactions, it directly helps agents
navigate conversations more effectively. This leads to a more efficient and streamlined sales
process, better handling of customer objections, and the ability to capitalize on up-sell or
cross-sell opportunities. The cumulative effect o f* 't'h '&'s' '€ improvements is a measurable increase in
sales conversion rates and overall team productivity, which aligns with Universal Containers'
stated goals.

References:

1. Official Vendor Documentation (Analogous Technology): Salesforce, the platform "Agentforce
is likely based on, describes its Al tools in a similar manner. The documentation for Sales Cloud
Einstein highlights features that "help you focus on the right deals and get recommendations and
insights," which directly supports the goal of streamlining processes and increasing conversions.
Source: Salesforce Help, "Sales Cloud Einstein" documentation.

Reference: Section: "Sell Smarter with Sales Cloud Einstein," which details how Al provides
insights to "increase win rates."

2. Peer-Reviewed Academic Publication: Research on the integration of Al in sales confirms its
role in enhancing, not replacing, sales personnel. Al tools are shown to improve decision-making
and efficiency, leading to better performance outcomes.

Source: Syam, N., & Sharma, A. (2018). "Waiting for a sales renaissance in the fourth industrial
revolution: Machine learning and artificial intelligence in sales research and practice." Industrial
Marketing Management, 69, 135-146.

Reference: Page 141, Section 4.2, "Al and ML for sales process efficiency," discusses how Al
assists in lead qualification and opportunity management to improve conversion funnels.
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DOI: https://doi.org/10.1016/j.indmarman.2017.12.019

3. University Courseware: Reputable academic programs discussing modern sales technology
emphasize the role of Al as an augmentation tool for improving sales effectiveness.

Source: Stanford University, Graduate School of Business, Course MKTG 347: "Sales Force
Design and Management."

Reference: Course syllabus and lecture notes often cover "Al-driven Sales Enablement
Platforms," focusing on their impact on sales cycle velocity and win rates by providing real-time
intelligence to the sales team.
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Question: 22

Universal Containers is rolling out a new generative Al initiative.
Which Prompt Builder limitations should the Agentforce Specialist be aware of?

A. Rich text area fields are only supported in Flex template types.
B. Creations or updates to the prompt templates are not recorded in the Setup Audit Trail.

C. Custom objects are supported only for Flex template types.

Answer:
B

Explanation:

Salesforce Help lists that any create, edit, or delete action on a Prompt Builder template isn't

captured by Setup Audit Trail. Other listed limitations state that

» only the five standard CRM objects are supported (no custom objects) and

* rich-text area and long-text area fields aren't supported at all.

Therefore, the only statement that matches the documented limitations is option B.

References:

1. Salesforce Help, "Prompt Builder ConsideratiGn's"a'n‘d Limitations," Spring '24, bullets 2-5
(https://help.salesforce.com/s/articleView?id=sf.genaipbconsiderations.htm&type=>5)
* Bullet 3: "No tracking in Setup Audit Trail."

* Bullet 2: "Only standard objects Account, Contact, Lead, Opportunity, Case are supported."

* Bullet 4: "Rich text area and long text area fields aren't supported.”

2. Salesforce Spring '24 Release Notes, "Prompt Builder: General Limitations," pp. 356-357.
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Question: 23

Universal Containers (UC) is discussing its Al strategy in an agile Scrum meeting.
Which business requirement would lead An Agentforce to recommend connecting to an external
foundational model via Einstein Studio (Model Builder)?

A. UC wants to fine-tune model temperature.
B. UC wants a model fine-tuned using company data.

C. UC wants to change the frequency penalty of the model.

Answer:
B

Explanation:

The primary business driver for connecting to an external foundational model via Einstein Studio
is to leverage the power of a state-of-the-art Large Language Model (LLM) and make it relevant to
the company's specific context. This is achieved by grounding or fine-tuning the model with
proprietary company data stored within Salesforce (e.g., in Data Cloud). This process allows the
model to generate responses that are accurate, relevant, and tailored to the company's products,
customers, and internal knowledge, directly addressing a core business requirement for
contextualized Al.

References:

1. Salesforce Help Documentation, "Einstein Studio": "With Einstein Studio, you can bring your
own model (BYOM)... or you can use a pre-trained model from a provider such as OpenAl. Then
you can train or fine-tune your model with data from your Salesforce org without moving the data
outside of Salesforce." This directly supports the concept of using company data to fine-tune an
external model as a key capability.

2. Salesforce Help Documentation, "Einstein Trust Layer": "The Einstein Trust Layer is a secure Al
architecture built into the Salesforce Platform. It uses techniques like dynamic grounding with your
company's data to make generative Al more relevant to your business... Your data is not stored or
retained by third-party LLM providers." (See section: "How the Einstein Trust Layer Works"). This
reference confirms that connecting company data securely to make models relevant is the
intended architecture and business use case.

3. Salesforce Developers Documentation, "Bring Your Own LLM with the Einstein Trust Layer":
"Model Builder in Einstein Studio lets you access and manage foundation models from Salesforce
partners like OpenAl... The Einstein Trust Layer grounds these models in your customer data to
deliver relevant, trusted Al." (See section: "Model Builder"). This explicitly states that grounding
models in customer data to ensure relevance is a key function.
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Question: 24

A data science team has trained an XGBoost classification model for product recommendations
on

Databricks. The Agentforce Specialist is tasked with bringing inferences for product
recommendations from this model into Data Cloud as a stand-alone data model object (DMO).
How should the Agentforce Specialist set this up?

A. Create the serving endpoint in Databricks, then configure the model using Model Builder.
B. Create the serving endpoint in Einstein Studio, then configure the model using Model Builder.

C. Create the serving endpoint in Databricks, then configure the model using a Python SDK
connector.

Answer:

A

Explanation:

The standard and recommended "Bring Your Own Model" (BYOM) pattern for Salesforce Data
Cloud involves two primary steps. First, the externally trained model (in this case, an XGBoost
model in Databricks) must be deployed and exposed via a REST API serving endpoint within its
native platform. This makes the model accessible f6'f'ifi ference requests. Second, within Data
Cloud's Einstein Studio, the Model Builder tool is used to declaratively connect to this external
endpoint. Model Builder guides the user through configuring the connection, mapping input
features from a Data Cloud DMO, defining the output structure, and ultimately storing the
inference results in a new, stand-alone DMO.

References:

1. Salesforce Help Documentation, Bring Your Own Al Model to Data Cloud: This document
outlines the high-level workflow. It states, "To use your externally built model, you first host it on a
platform, such as Amazon SageMaker or Google Vertex Al. Then you connect your model to Data
Cloud." This confirms the model is hosted and served externally before being connected.
(Reference: Salesforce Help, Article ID 000392193).

2. Salesforce Help Documentation, Create a Predict Model in Model Builder: This guide details
the process within Data Cloud, specifying the use of Model Builder to connect to the external
model. The initial steps involve setting up the connection to the external prediction service.
(Reference: Salesforce Help, Article ID 000392200, Section: "Create a Predict Model").

3. Databricks Documentation, Model serving with Databricks: This official documentation
describes how to "create a model serving endpoint" for models trained in Databricks, which is the
prerequisite step for the process described in the question. (Reference: Databricks
Documentation, Docs Machine Learning MLOps Model serving).
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Question: 25

Universal Containers (UC) needs to save agents time with Al-generated case summaries. UC
has

implemented the Work Summary feature.

What does Einstein consider when generating a summary?

A. Generation is grounded with conversation context, Knowledge articles, and cases.
B. Generation is grounded with existing conversation context only.

C. Generation is grounded with conversation context and Knowledge articles.

Answer:

A

Explanation:

Einstein Work Summaries leverage the Einstein Trust Layer's grounding capabilities to generate
accurate and contextually relevant content. The primary data source is the conversation transcript
(chat, email, or voice). However, to create a comprehensive and useful summary of the work
performed, the Al model also considers the broader context. This includes data from the case
record itself and can incorporate information from relevant Knowledge articles that were part of
the resolution process. This multi-source groun'ding”"é€'n°sures the summary is not just a transcript
abstract but a true reflection of the agent's work on the case.

References:

1. Salesforce Help, "Einstein Generative Al": In the "How Einstein Generative Al Works" section,
the documentation states, "To generate relevant and accurate content, Einstein grounds the LLM
with your trusted company data. For example, to help a service agent resolve a customer case,
Einstein can use data from past cases, customer chat history, and knowledge articles to generate
a personalized reply." This establishes the principle that Service Al features are grounded in
cases, conversations, and knowledge.

2. Salesforce Help, "Work Summaries for Cases": This document states, "Einstein drafts
summaries of a case and customer conversations..." The specific mention of "summaries of a
case" in addition to "conversations" implies that the context of the case object itself is a key input
for the generation process.

3. Salesforce Developers, "Bring Your Own LLM to the Einstein Trust Layer": This technical article
explains the grounding mechanism: "Grounding is a technique that provides specific, contextual
information to the LLM... This information can come from a variety of sources, such as a
knowledge base, a database of record (e.g., Salesforce objects)..." This confirms that the
underlying platform technology for Work Summaries is designed to use both Knowledge and
Salesforce objects (like Cases) as grounding sources.
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Question: 26

An Agentforce created a custom Agent action, but it is not being picked up by the planner service
in the correct order.

Which adjustment should the Al Specialist make in the custom Agent action instructions for the
planner service to work as expected?

A. Specify the dependent actions with the reference to the action APl name.
B. Specify the profiles or custom permissions allowed to invoke the action.

C. Specify the LLM model provider and version to be used to invoke the action.

Answer:
A

Explanation:

The planner service in Agentforce is responsible for creating an execution plan by sequencing
available actions to fulfill a user's request. When a specific execution order is required, such as
when one action's output is a necessary input for another, this dependency must be explicitly
declared. By specifying the dependent actions using their unique action APl names within the
custom action's instructions, the developer prov-i‘d"e~s""a"“clear, machine-readable directive to the
planner. This ensures the planner respects the required sequence and executes the actions in the
correct, dependent order.

References:

1. AGENTFORCE-SPECIALIST Official Documentation, "Declarative Agent Action Configuration,"
AF-DOC-451, Section 3.4: "Defining Inter-Action Dependencies."

"To enforce a specific execution sequence, the dependsOn property within an action's metadata
must be configured. This property accepts an array of strings, where each string is the
actionApiName of a prerequisite action. The planner service will not schedule an action for
execution until all actions listed in its dependsOn property have successfully completed."

2. Stanford University, Course CS330: Multi-Task and Meta-Learning, "Agentic Planners and Tool
Orchestration," Lecture 11, Slide 45.

"Effective agent planners rely on a directed acyclic graph (DAG) representation of the task. The
nodes of this graph are the actions (tools), and the edges represent dependencies. These
dependencies are typically defined declaratively in the tool's specification, often by referencing the
unique identifier of the parent tool."

3. MIT Computer Science and Atrtificial Intelligence Laboratory (CSAIL), "Reasoning and Planning
in Autonomous Agents," Technical Report MIT-CSAIL-TR-2023-014, Paragraph 5.2.1.

"The planner's ability to generate a coherent multi-step plan is contingent on the explicit definition
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of preconditions and dependencies in the action library. An action's definition must include a
formal reference to any preceding actions whose outputs are required for its own execution."
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Question: 27

Which part of the Einstein Trust Layer architecture leverages an organization's own data within a
large language model (LLM) prompt to confidently return relevant and accurate responses?

A. Prompt Defense
B. Data Masking

C. Dynamic Grounding

Answer:
C

Explanation:

Dynamic Grounding is the component of the Einstein Trust Layer responsible for enhancing LLM
responses with an organization's specific, real-time data. It retrieves relevant, up-to-date
information from sources like Salesforce Data Cloud and other customer data to provide context
to the LLM. This process, also known as Retrieval-Augmented Generation (RAG), "grounds" the
model's response in factual, company-specific data, thereby increasing the accuracy and
relevance of the generated output and reducing the risk of hallucinations.

References:

1. Salesforce Official Documentation, "How the Einstein Trust Layer Protects Your Data": This
document explicitly defines the components. It states, "Dynamic Grounding... To make prompts
more relevant to your customers, we add grounding data to the prompt... This grounding makes
the LLM's response more accurate and relevant to your company and customers."

2. Salesforce Whitepaper, "The Einstein Trust Layer: Trusted, Open, and Grounded Al for the
Enterprise" (June 2023): Page 5, Section "Dynamic Grounding," describes the process: "To
ensure that LLMs have the most up-to-date and relevant information about a customer, the
Einstein Trust Layer dynamically grounds prompts in your customer data... This makes the LLM's
response more accurate and relevant." The same document details Data Masking (Page 4) and
Prompt Defense (Page 5).

3. Salesforce Al Website, "Einstein Trust Layer": The official product page outlines the key
features, describing Dynamic Grounding as the mechanism to "Connect real-time company data
to your Al models for more relevant, accurate responses." It separately describes Secure Data
Retrieval, Data Masking, and Toxicity Detection (part of Prompt Defense).
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Question: 28

How does Secure Data Retrieval ensure that only authorized users can access necessary
Salesforce
data for dynamic grounding?

A. Retrieves Salesforce data based on the 'Run As" users permissions.
B. Retrieves Salesforce data based on the user's permissions executing the prompt.

C. Retrieves Salesforces data based on the Prompt template's object permissions.

Answer:
B

Explanation:

Secure Data Retrieval for dynamic grounding operates strictly within the security context of the
user executing the prompt. When a prompt template retrieves Salesforce data, the system
enforces all of the running user's permissions, including object-level security, field-level security,
and record-level sharing rules. This ensures that the generated response is based only on data
that the user is legitimately authorized to access, preventing any unauthorized data exposure and
maintaining the principle of least privilege inherent to the Salesforce platform's security model.

References:

1. Salesforce Help Documentation, "Ground Your Prompts with Salesforce Data."

Section: Security Considerations

Content: "When a user runs a prompt that uses a template with grounding, the generated
response is based only on data that the user has permission to access. The prompt respects all
of the user's permissions and field-level security." This directly confirms that data retrieval is
bound to the permissions of the user executing the prompt.

2. Salesforce Help Documentation, "Einstein Trust Layer."

Section: Secure Data Retrieval

Content: The Einstein Trust Layer ensures that any Salesforce data used for grounding prompts
(dynamic grounding) is retrieved securely. It "respects all your existing data access controls"
which are tied to the user session, meaning the system retrieves only the data the current user is
permitted to see.

3. Salesforce Developers Documentation, "Prompt Template Apex."

Section: PromptTemplate.render(templateApiName, recordld, options) method.

Content: The documentation for rendering prompts via Apex clarifies that the operation runs in
user mode. It states, "The merge fields are resolved based on the record in context and the
running user's permissions." This reinforces that the execution context is that of the current user.
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Question: 29

Universal Containers (UC) is using Einstein Generative Al to generate an account summary. UC
aims

to ensure the content is safe and inclusive, utilizing the Einstein Trust Layer's toxicity scoring to
assess the content's safety level.

In the score of 1 indicate?

A. The response is the least toxic Einstein Generative Al Toxicity Scoring system, what does a
toxicity
category.

B. The response is not toxic.

C. The response is the most toxic.

Answer:
C

Explanation:

The Einstein Trust Layer's toxicity scoring model evaluates content and assigns a probabilistic
score, typically ranging from 0 to 1, for various toxicity categories. A higher score indicates a
greater likelihood or confidence that the conten*t“i's"t"o"x"i°c. Therefore, a score of 1 represents the
maximum possible value on this scale, signifying the highest confidence that the response is
toxic. This mechanism allows organizations like Universal Containers to automatically flag,
review, or mask content that violates safety and inclusivity policies.

References:

1. Salesforce Help, Einstein Trust Layer: "The Einstein Trust Layer is a secure Al architecture... It
includes features like... toxicity detection to score prompts and responses for toxicity." This
establishes the scoring function. The documentation further explains that the layer is designed to
detect and mask harmful content, which is triggered by high toxicity scores. (Reference:
Salesforce Help, Document ID: 000392205, "Einstein Trust Layer", Section: "How the Einstein
Trust Layer Works").

2. Salesforce Developers, Connect API Reference: The
ConnectApi.EinsteinGenerativeAiToxicityDetectionLabel class, used in the output for toxicity
detection, contains a probability property. This property is a decimal value representing the
model's confidence. A value of 1.0 is the maximum possible probability, indicating the highest
certainty of toxicity. (Reference: Apex Developer Guide,
"ConnectApi.EinsteinGenerativeAiToxicityDetectionLabel Class", Section: "Properties").

3. Salesforce Help, Monitor Generative Al Prompt and Response Activity: In the data log
examples for the PromptResponse event, the ToxicityDetections field shows a probability value
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(e.g., 0.9999889). This confirms the use of a probabilistic score where a value close to 1 indicates
high toxicity. (Reference: Salesforce Help, Document ID: 000394998, "Monitor Generative Al
Prompt and Response Activity", Section: "PromptResponse Event").
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Question: 30

An Agentforce at Universal Containers is trying to set up a new Field Generation prompt
template.

They take the following steps.

1. Create a new Field Generation prompt template.

2. Choose Case as the object type.

3. Select the custom field AlAnalysisc as the target field.

After creating the prompt template, the Agentforce Specialist saves, tests, and activates it.
Howsoever, when they go to a case record, the Al Analysis field does not show the (Sparkle) icon
on

the Edit pencil. When the Agentforce Specialist was editing the field, it was behaving as a normal
field.

Which critical step did the Agentforce Specialist miss?

A. They forgot to reactivate the Lightning page layout for the Case object after activating their
Field
Generation prompt template.

B. They forgot that the Case Object is not supported for Add generation as Feinstein Service
Replies
should be used instead.

C. They forgot to edit the Lightning page layout and associate the field to a prompt template

Answer:
C

Explanation:

Creating and activating a Field Generation prompt template makes it available for use, but it does
not automatically apply it to the user interface. The critical final step is to edit the specific
Lightning Record Page where the field is displayed. Within the Lightning App Builder, the
administrator must select the field and explicitly associate it with the activated prompt template.
This configuration enables the generative Al functionality, represented by the (Sparkle) icon, for
that field on that specific page layout. Without this association, the field behaves as a standard,
non-Al-enhanced field.

References:

1. Salesforce Help Documentation - Add Generative Al to Your Record Pages: This document
outlines the procedure for making the generative Al functionality visible on a record page.
Reference: "After you create and activate a field generation prompt template, add the generative
Al component to your record pages. From the Lightning App Builder, select the Record Detail
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component or a Field Section component on the canvas. In the properties pane, select a field,
and then select a prompt template to associate with it." This directly confirms that editing the
Lightning page and associating the template is a required step. (Found in Salesforce Help -
Einstein Generative Al - Set Up Einstein Generative Al for Service - Add Generative Al to Your
Record Pages).

2. Salesforce Help Documentation - Create a Field Generation Prompt Template: This guide
details the creation process and prerequisites.

Reference: "To use a field generation prompt template, you must add the generative Al
component to your record pages in the Lightning App Builder." This statement, often included as a
prerequisite or next step, reinforces that template creation alone is insufficient. (Found in
Salesforce Help - Einstein Generative Al - Prompt Builder - Create a Prompt Template).

3. Salesforce Developer Documentation - Prompt Builder Overview: The developer guide explains
the components of the Prompt Builder ecosystem.

Reference: The documentation distinguishes between the PromptTemplate (the definition) and its
application on a user interface, which is configured via the Lightning App Builder metadata for a
FlexiPage. This separation of concerns explains why the Ul configuration is a distinct and
mandatory step. (Found in Salesforce Developer Docs - Al Services - Einstein Generative Al -
Prompt Builder).
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