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Questions # 1:

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?

Options:

O A.

Agent Action: Find Similar Opportunities

O B.

Agent Action: Draft or Revise Sales Email

O C.

Agent Action: Summarize Record

Answer

B
Explanation

For sales reps who need to draft personalized emails based on previous communications,
the Agentforce Specialist should recommend the Agent Action: Draft or Revise Sales
Email. This action uses Al to generate or revise email content, leveraging past successful
communications to create personalized and relevant outreach to prospects or clients.

Find Similar Opportunities is used for opportunity matching, not email drafting.
Summarize Record provides a summary of customer data but does not directly

help with drafting emails.

For more information, refer to Salesforce's Agent documentation on standard actions
for sales teams.
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Questions # 2:

Universal Containers built a Field Generation prompt template that worked for many records,
but users are reporting random failures with token limit errors. What is the cause of the
random nature of this error?

Options:

O A.

The template type needs to be switched to Flex to accommodate the variable amount of
tokens generated by the prompt grounding.

O B.

The number of tokens generated by the dynamic nature of the prompt template will vary by
record.

O C.

The number of tokens that can be processed by the LLM varies with total user demand.

Answer

B
Explanation

Comprehensive and Detailed In-Depth Explanation:

In Salesforce Agentforce, prompt templates are used to generate dynamic responses or
field values by leveraging an LLM, often with grounding data from Salesforce records or
external sources. The scenario describes a Field Generation prompt template that fails
intermittently with token limit errors, indicating that the issue is tied to exceeding the
LLM’s token capacity (e.g., input + output tokens). The random nature of these failures
suggests variability in the token count across different records, which is directly addressed
by Option B.

Prompt templates in Agentforce can be dynamic, meaning they pull in record-specific data
(e.g., customer names, descriptions, or other fields) to generate output. Since the data
varies by record—some records might have short text fields while others have lengthy
ones—the total number of tokens (words, characters, or subword units processed by the
LLM) fluctuates. When the token count exceeds the LLM’s limit (e.g., 4,096 tokens for
some models), the process fails, but this only happens for records with higher token-
generating data, explaining the randomness.
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Option A: Switching to a "Flex" template type might sound plausible, but Salesforce
documentation does not define "Flex" as a specific template type for handling token
variability in this context (there are Flow-based templates, but they’re unrelated to
token limits). This option is a distractor and not a verified solution.

Option C: The LLM’s token processing capacity is fixed per model (e.g., a set limit
like 128,000 tokens for advanced models) and does not vary with user demand.
Demand might affect performance or availability, but not the token limit itself.

Option B is the correct answer because it accurately identifies the dynamic nature of the
prompt template as the root cause of variable token counts leading to random failures.

[:, , Salesforce Agentforce Documentation: "Prompt Templates" (Salesforce Help:
https://help.salesforce.com/s/articleView?id=sf.agentforce_prompt_templates.htm&type=5
), , Trailhead: "Build Prompt Templates for Agentforce"
(https://trailhead.salesforce.com/content/learn/modules/build-prompt-templates-for-agentf
orce), ,, ]

Questions # 3:

Universal Containers (UC) wants to limit an agent’s access to Knowledge articles while
deploying the "Answer Questions with Knowledge" action. How should UC achieve this?

Options:

O A.

Define scope instructions to the agent specifying a list of allowed article titles or IDs.
O B.

Update the Data Library Retriever to filter on a custom field on the Knowledge article.
O C.

Assign Data Categories to Knowledge articles, and define Data Category filters in the
Agentforce Data Library.

Answer

C
Explanation

Page 4 of 15



Comprehensive and Detailed In-Depth Explanation:

UC wants to restrict the "Answer Questions with Knowledge" action to a subset of
Knowledge articles. Let’'s evaluate the options for scoping agent access.

Option A: Define scope instructions to the agent specifying a list of allowed
article titles or IDs.Agent instructions in Agent Builder guide behavior but cannot
enforce granular data access restrictions like a specific list of article titles or IDs. This
approach is impractical and bypasses Salesforce’s security model, making it
incorrect.

Option B: Update the Data Library Retriever to filter on a custom field on
the Knowledge article.While Data Library Retrievers in Data Cloud can filter data,
this requires custom development (e.g., modifying indexing logic) and assumes
articles are ingested with a custom field for filtering. This is less straightforward than
native Knowledge features and not a standard option, making it incorrect.

Option C: Assign Data Categories to Knowledge articles, and define Data
Category filters in the Agentforce Data Library.Salesforce Knowledge uses
Data Categories to organize articles (e.g., by topic or type). In Agentforce, when
configuring a Data Library with Knowledge, you can apply Data Category filters to
limit which articles the agent accesses. For the "Answer Questions with Knowledge"
action, this ensures the agent only retrieves articles within the specified categories,
aligning with UC’s goal. This is a native, documented solution, making it the correct
answer.

Why Option C is Correct:

Using Data Categories and filters in the Data Library is the recommended, scalable way to
limit Knowledge article access for agent actions, as per Salesforce documentation.

[References:, , Salesforce Agentforce Documentation: Data Library > Knowledge Filters -
Describes Data Category filtering., , Trailhead: Ground Your Agentforce Prompts - Covers
limiting Knowledge scope., , Salesforce Help: Knowledge in Agentforce - Recommends
categories for access control., , , ]

Questions # 4:

How does an Agent respond when it can’t understand the request or find any requested
information?
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Options:

O A.

With a preconfigured message, based on the action type.

O B.

With a general message asking the user to rephrase the request.
O C.

With a generated error message.

Answer

B
Explanation

Comprehensive and Detailed In-Depth Explanation:

Agentforce Agents are designed to handle situations where they cannot interpret a
request or retrieve requested data gracefully. Let’s assess the options based on
Agentforce behavior.

Option A: With a preconfigured message, based on the action type.While
Agentforce allows customization of responses, there’s no specific mechanism tying
preconfigured messages to action types for unhandled requests. Fallback responses
are more general, not action-specific, making this incorrect.

Option B: With a general message asking the user to rephrase the
request.When an Agentforce Agent fails to understand a request or find
information, it defaults to a general fallback response, typically asking the user to
rephrase or clarify their input (e.g., “l didn’t quite get that—could you try asking
again?”). This is configurable in Agent Builder but defaults to a user-friendly prompt
to encourage retry, aligning with Salesforce’s focus on conversational UX. This is the
correct answer per documentation.

Option C: With a generated error message.Agentforce Agents prioritize user
experience over technical error messages. While errors might log internally (e.g., in
Event Logs), the user-facing response avoids jargon and focuses on retry prompts,
making this incorrect.

Why Option B is Correct:
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The default behavior of asking users to rephrase aligns with Agentforce’s conversational
design principles, ensuring a helpful response when comprehension fails, as noted in
official resources.

[References:, , Salesforce Agentforce Documentation: Agent Builder > Fallback Responses
- Describes general retry messages., , Trailhead: Build Agents with Agentforce - Covers
handling ununderstood requests., , Salesforce Help: Agentforce Interaction Design -
Confirms user-friendly fallback behavior., , , ]

Questions # 5:

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?

Options:

O A.

Action Name

O B.

Action Input

O C.

Action Instructions

Answer

C
Explanation

When creating a custom action for Einstein Bots in Salesforce (including

Agentforce), Action Instructions are critical for defining how the bot processes and
executes the action. These instructions guide the bot on the logic to follow, such as API
calls, data transformations, or conditional steps. Testing and iterating on the instructions
ensures the bot understands how to handle dynamic inputs, external integrations, and
decision-making.

Salesforce documentation emphasizes that Action Instructions directly impact the bot’s
ability to execute workflows accurately. For example, poorly defined instructions may lead
to incorrect API payloads or failure to parse responses. The Einstein Bot Developer
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Guide highlights that refining instructions is essential for aligning the bot’s behavior with
business requirements.

In contrast:

Action Name (A) is a static identifier and does not affect functionality.
Action Input (B) defines parameters passed to the action but does not dictate
execution logic.

Thus, iterating on Action Instructions (C) ensures the action performs as expected.

[Reference:, Salesforce Help Article: Create Custom Actions for Einstein Bots, Einstein Bot
Developer Guide: "Custom Action Configuration Best Practices" (Section 4.3)., , , ]

Questions # 6:

Universal Containers (UC) needs to improve the agent productivity in replying to customer
chats.

Which generative Al feature should help UC address this issue?

Options:

O A.

Case Summaries
O B.

Service Replies
O C.

Case Escalation

Answer

B
Explanation

Service Replies: This generative Al feature automates and assists in generating
accurate, contextual, and efficient replies for customer service agents. It uses past
interactions, case data, and the context of the conversation to provide draft
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responses, thereby enhancing productivity and reducing response times.

Case Summaries: Summarizes case information but does not assist directly in
replying to customer chats.

Case Escalation: Refers to moving cases to higher-level support teams but does not
address the need to improve chat response productivity.
Thus, Service Replies is the best feature for this requirement as it directly aligns with
improving agent efficiency in replying to chats.

[Reference:, "Boost Productivity with Generative Al in Service Cloud | Salesforce Trailhead"
r ]

Questions # 7:

Universal Containers (UC) wants its Al agent to return responses quickly. UC needs to optimize
the retriever's configuration to ensure minimal latency when grounding Al responses.

Which configuration aspect should UC prioritize?

Options:
O A.

Configure the retriever to operate in dynamic mode so that it modifies the search Index
structure at runtime.

O B.
Ensure the retriever's filters are defined to limit the scope of each search efficiently.
O C.

Increase the recency bias setting for the retriever limiting scope to more recent data.

Answer

B
Explanation
Why is "Ensure the retriever's filters are defined to limit the scope of each

search efficiently"” the correct answer?

In Agentforce, when optimizing a retriever's configuration to ensure minimal latency
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in Al-generated responses, the most effective approach is narrowing the scope of
searches by applying specific filters.

Key Considerations for Optimizing Retrievers in Agentforce:
Defining Effective Filters
Applying precise search filters reduces unnecessary data retrieval,

decreasing response time.

Filters help focus on relevant records, avoiding delays caused by processing
large datasets.

Reducing Query Complexity

Overly broad searches can increase retrieval time, leading to latency
issues.

Well-configured retriever filters streamline queries, improving response
speed.

Optimizing the Data Indexing Process

Restricting retriever searches to indexed fields enhances efficiency.

Pre-indexed data is faster to access, reducing retrieval time.

Why Not the Other Options?
[0 A. Configure the retriever to operate in dynamic mode so that it modifies the
search index structure at runtime.
Incorrect because modifying the search index at runtime increases latency
rather than reducing it.
Index modifications require restructuring large datasets, which can slow down Al-

generated responses.

[ C. Increase the recency bias setting for the retriever, limiting scope to more
recent data.

Incorrect because increasing recency bias only prioritizes recent records but does
not necessarily improve overall retrieval speed.
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While it affects relevance, it does not directly address latency issues.

Agentforce Specialist References

Salesforce Al Specialist Material confirms that retriever efficiency depends
on well-defined filtering mechanisms to minimize latency.

Salesforce Instructions for Certification highlight retriever optimization
strategies to improve search response times.

Questions # 8:

After creating a foundation model in Einstein Studio, which hyperparameter should An
Agentforce use to adjust the balance between consistency and randomness of a response?
Options:

O A.

Presence Penally

O B.

Variability

O C.

Temperature

Answer

C
Explanation

The Temperature hyperparameter controls the randomness of model outputs:

Low Temperature (e.g., 0.2): More deterministic, consistent responses.
High Temperature (e.g., 1.0): More creative, varied responses.

Presence Penalty (Option A): Discourages repetition of tokens, unrelated to
randomness.
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Variability (Option B): Not a standard hyperparameter in Einstein Studio.

[References:, Einstein Studio Documentation: Model Hyperparameters, Explicitly states
"Temperature adjusts the balance between predictable and random outputs.”, , ]

Questions # 9:

What should An Agentforce consider when using related list merge fields in a prompt template
associated with an Account object in Prompt Builder?

Options:
O A.

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

O B.

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

O 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 a prompt template associated with the Account

object in Prompt Builder, the Activities related list is not supported due to it being a
polymorphic field. Polymorphic fields can reference multiple different types of objects,
which makes them incompatible with some merge field operations in prompt generation.

Option B is incorrect because person accounts do not limit the availability of merge
fields for the Account object.

Option C is irrelevant since even if no related lists are available at runtime, the
prompt can still generate based on other available data fields.
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For more information, refer to Salesforce documentation on supported fields and
limitations in Prompt Builder.

Questions # 10:

Universal Containers’ data science team is hosting a generative large language model (LLM)
on Amazon Web Services (AWS).

What should the team use to access externally-hosted models in the Salesforce Platform?

Options:

O A.

Model Builder
O B.

App Builder
O C.

Copilot Builder

Answer

A
Explanation

To access externally-hosted models, such as a large language model (LLM) hosted on
AWS, the Model Builder in Salesforce is the appropriate tool. Model Builder allows
teams to integrate and deploy external Al models into the Salesforce platform, making it
possible to leverage models hosted outside of Salesforce infrastructure while still
benefiting from the platform's native Al capabilities.

Option B, App Builder, is primarily used to build and configure applications in
Salesforce, not to integrate Al models.
Option C, Copilot Builder, focuses on building assistant-like tools rather than

integrating external Al models.

Model Builder enables seamless integration with external systems and models, allowing
Salesforce users to use external LLMs for generating Al-driven insights and automation.
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Salesforce Agentforce Specialist References:

For more details, check the Model Builder guide here:
https://help.salesforce.com/s/articleView?id=sf.model _builder_external _models.htm
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