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Questions # 1:

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?

Options:

O A.

Assign the action to a Topic First in Agent Builder.

O B.

Assign the action to a Topic first on the Agent Actions detail page.
O C.

Assign the action to a Topic first on Action Builder.

Answer

A
Explanation

In the Salesforce Agentforce Platform, assigning actions to Agents requires mapping
them through Topics in Agent Builder. Topics act as the container that links an Agent’s
conversational intent with the specific actions it can perform. By first assigning an action
to a Topic in Agent Builder, the Agentforce Specialist ensures that the Agent knows
when and how to trigger the action during the business process flow.

Questions # 2:

Choose 1 option.

Universal Containers deploys a new Agentforce Service Agent into the company's website but
is getting feedback that the Service

Agent is not providing answers to customer questions that are found in the company’s
Salesforce Knowledge articles.
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What is the likely issue?

Options:

O A.

The Agentforce Service Agent user was not given the Allow View Knowledge permission set.
O B.

The Agentforce Service Agent user is not assigned the correct Agent Type License.

O C.

The Agentforce Service Agent user needs to be created under the standard Agent Knowledge
profile.

Answer

A
Explanation

According to the AgentForce Knowledge Integration and Access Configuration
Guide, a Service Agent retrieves and grounds its responses using data from Salesforce
Knowledge when the correct permissions are assigned. If customers report that the agent
cannot access or provide answers from Knowledge articles, the most common root cause
is that the AgentForce Service Agent user lacks the “Allow View Knowledge”
permission.

This permission enables the agent to retrieve and read published articles from Salesforce
Knowledge for grounding responses. Without it, the agent cannot access the content
repository, resulting in incomplete or generic answers.

Option B is incorrect because a license issue would prevent the agent from running at all,
not selectively block access to specific data. Option C is also incorrect since the
Knowledge profile alone does not control article visibility — permission sets do.

Therefore, the correct answer is Option A - The AgentForce Service Agent user was
not given the Allow View Knowledge permission set, which grants the necessary
access for article-based responses.

[Reference: AgentForce Knowledge Integration Guide — “Enabling Knowledge Access for
Service Agents.”, , ]

Questions # 3:
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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.

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 # 4:

A service manager wants to use Salesforce Prompt Builder to help agents summarize
customer case notes after a support call.

The summary should:
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* Capture the customer's issue, troubleshooting steps taken, and next actions.

* Be no longer than five sentences.

* Use plain language (no technical jargon).

If no next action is identified, the summary should explicitly state "No next action required.”
Which prompt template fallows Salesforce prompt design best practices?

required.”

Format: Use numbered sentences for clarity.

Options:

O A.

Role: You are an experienced support agent.

Task: Summarize the case notes,

Context: Include customer issue, troubleshooting steps, and next actions.

Constraints: Limit to 5 sentences, use plain language, and if no next action is found, state “No
next action

O B.

Role: You are a support agent writing a case summary.

Task: Provide a professional summary of the issue and troubleshooting steps.
Contest: Include customer issue, steps taken, and next actions if available.

Constraints: No strict sentence limit, but use plain language. If no next action is found, leave it
out.

Format: Use paragraphs for readability.

O C.

Role: You are a case documentation assistant,

Task: Write a summary of the support call.

Context: Always describe the customer issue, troubleshooting, and resolution details.

Constraints: The summary should be comprehensive and professional, but there is no limit on
length or language style.

Format: Use complete sentences in a narrative style.
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Answer

A
Explanation

According to the Salesforce Prompt Builder Best Practices Guide, an effective
prompt must include Role, Task, Context, Constraints, and Format clearly defined —
a structure known as the RTCCF model. The documentation explains: “Prompts should
specify the assistant’s role, define a clear task, include context and constraints, and
provide output format instructions to ensure predictable and high-quality responses.”

Option A follows this framework precisely. It defines:

Role: The assistant’s identity (“experienced support agent”).
Task: Summarizing case notes.
Context: Customer issue, troubleshooting steps, next actions.

Constraints: Limit of 5 sentences, plain language, include “No next action required”
if applicable.

Format: Numbered sentences for clarity.
Options B and C omit critical prompt design elements such as strict constraints or output
formatting and therefore do not align with Salesforce’s prompt design standard.

References (AgentForce Documents / Study Guide):

Salesforce Prompt Builder Guide: “Prompt Structure Using RTCCF Model”

AgentForce Prompt Template Design Guide: “Best Practices for Summarization
Prompts”

Salesforce Al Prompt Engineering Study Guide

Questions # 5:

Universal Containers (UC) wants to enable its sales team to get insights into product and
competitor names mentioned during calls. How should UC meet this requirement?
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Options:
O A.

Enable Einstein Conversation Insights, connect a recording provider, assign permission sets,
and customize insights with up to 25 products.

O B.

Enable Einstein Conversation Insights, assign permission sets, define recording managers, and
customize insights with up to 50 competitor names.

O C.

Enable Einstein Conversation Insights, enable sales recording, assign permission sets, and
customize insights with up to 50 products.

Answer

A
Explanation

UC wants insights into product and competitor mentions during sales calls, leveraging
Einstein Conversation Insights. Let’s evaluate the options.

Option A: Enable Einstein Conversation Insights, connect a recording
provider, assign permission sets, and customize insights with up to 25
products.Einstein Conversation Insights analyzes call recordings to identify
keywords like product and competitor names. Setup requires enabling the feature,
connecting an external recording provider (e.g., Zoom, Gong), assighing permission
sets (e.g., Einstein Conversation Insights User), and customizing insights by defining
up to 25 products or competitors to track. Salesforce documentation confirms the 25-
item limit for custom keywords, making this the correct, precise answer aligning with
UC’s needs.

Option B: Enable Einstein Conversation Insights, assign permission sets,
define recording managers, and customize insights with up to 50
competitor names.There’s no "recording managers" role in Einstein Conversation
Insights setup—integration is with a provider, not a manager designation. The limit is
25 keywords (not 50), and the option omits the critical step of connecting a provider,
making it incorrect.

Option C: Enable Einstein Conversation Insights, enable sales recording,
assign permission sets, and customize insights with up to 50
products."Enable sales recording" is vague—Conversation Insights relies on
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external providers, not a native Salesforce recording feature. The keyword limit is 25,
not 50, making this incorrect despite being closer than B.

Why Option A is Correct:

Option A accurately reflects the setup process and limits for Einstein Conversation
Insights, meeting UC’s requirement per Salesforce documentation.

[References:, , Salesforce Help: Set Up Einstein Conversation Insights - Details provider
connection and 25-keyword limit., , Trailhead: Einstein Conversation Insights Basics -
Covers permissions and customization., , Salesforce Agentforce Documentation: Sales
Features - Confirms integration steps., , , ]

Questions # 6:

An Agentforce Specialist is creating a prompt template to assist support reps in drafting
responses to customer complaints.

To ensure the responses are empathetic and helpful, what is a key element to include in the
prompt template?

Options:

O A.

A direct instruction to the large language model (LLM) to role-play as a character

O B.

A list of keywords related to customer complaints

O C.

The entire history of the customer's previous interactions with the company

Answer

A
Explanation

The Prompt Builder Best Practices Guide emphasizes including a role instruction in
prompts to set tone and communication style. The document explains: “Role-playing
instructions (e.g., ‘You are an empathetic customer support agent’) are a best practice for
ensuring the LLM adopts the desired persona, tone, and style in responses.”
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Option A directly reflects this principle by instructing the LLM to role-play as a character,
resulting in empathetic, customer-centric responses.

Option B (listing keywords) provides no tone or intent guidance.

Option C (including full interaction history) risks token overload and redundancy, which
can degrade prompt performance.

Thus, Option A aligns with Salesforce’s prompt design best practices for tone and
empathy.

References (AgentForce Documents / Study Guide):
Salesforce Prompt Builder Design Guide: “Using Role Instructions for Empathy and
Tone”
AgentForce Prompt Engineering Handbook: “Persona and Context in Prompts”

AgentForce Study Guide: “Creating Effective Prompts for Customer-Facing Use
Cases”

Questions # 7:

A Salesforce Administrator is exploring the capabilities of Agent to enhance user interaction
within their organization. They are particularly interested in how Agent processes user
requests and the mechanism it employs to deliver responses. The administrator is evaluating
whether Agent directly interfaces with a large language model (LLM) to fetch and display
responses to user inquiries, facilitating a broad range of requests from users.

How does Agent handle user requests In Salesforce?

Options:

O A.

Agent will trigger a flow that utilizes a prompt template to generate the message.
O B.

Agent will perform an HTTP callout to an LLM provider.

O C.

Agent analyzes the user's request and LLM technology is used to generate and display the
appropriate response.

Page 9 of 40



Answer

C
Explanation

Agent is designed to enhance user interaction within Salesforce by leveraging Large
Language Models (LLMs) to process and respond to user inquiries. When a user submits a
request, Agent analyzes the input using natural language processing techniques. It then
utilizes LLM technology to generate an appropriate and contextually relevant response,
which is displayed directly to the user within the Salesforce interface.

Option C accurately describes this process. Agent does not necessarily trigger a flow
(Option A) or perform an HTTP callout to an LLM provider (Option B) for each user request.
Instead, it integrates LLM capabilities to provide immediate and intelligent responses,
facilitating a broad range of user requests.

[References:, Salesforce Agentforce Specialist Documentation - Agent Overview: Details
how Agent employs LLMs to interpret user inputs and generate responses within the
Salesforce ecosystem., Salesforce Help - How Agent Works: Explains the underlying
mechanisms of how Agent processes user requests using Al technologies.]

Questions # 8:

An Agentforce Specialist is creating a custom agent action. The topic is selected correctly, but
the action is not.

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

Options:

O A.

Action Scape

O B.

Action Instructions

O C.

Classification Description
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Answer
B
Explanation

Per the AgentForce Custom Action Development Guide, if a topic is correctly
triggered but the wrong action is executed, the issue typically lies in action
instructions. The documentation notes: “Action instructions provide the LLM with explicit
guidance on when and how to use a given action. Poorly written or ambiguous instructions
can cause the reasoning engine to select an incorrect action, even within the right topic.”

Option A (Action Scope) defines data inputs/outputs, not reasoning behavior.
Option C (Classification Description) pertains to topic-level intent, not action execution.

Thus, Option B — refining and testing the action instructions — ensures accurate
behavior and action selection.

References (AgentForce Documents / Study Guide):

AgentForce Action Creation Guide: “Testing and Refining Action Instructions”
AgentForce Builder User Guide: “Ensuring Correct Action Selection”

AgentForce Study Guide: “Troubleshooting Incorrect Action Mapping”

Questions # 9:

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?

Options:

O A.

Agent

O B.

Einstein Sales Summaries
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O C.

Einstein Work Summaries

Answer

C
Explanation

New customer support reps at Universal Containers can use Einstein Work
Summaries to quickly understand the details of a case without reading through each
case comment. Work Summaries leverage generative Al to provide a concise overview
of ongoing cases, summarizing all relevant information in an easily digestible format.

Agent can assist with a variety of tasks but is not specifically designed for
summarizing case details.

Einstein Sales Summaries are focused on summarizing sales-related activities,
which is not applicable for support cases.

For more details, refer to Salesforce documentation on Einstein Work Summaries.

Questions # 10:

Universal Containers implemented Agent for its users.
One user complains that Agent is not deleting activities from the past 7 days.

What is the reason for this issue?

Options:

O A.

Agent Delete Record Action permission is not associated to the user.
O B.

Agent does not have the permission to delete the user's records.

O C.

Agent does not support the Delete Record action.
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Answer

C
Explanation

Agent currently supports various actions like creating and updating records but does not
support the Delete Record action. Therefore, the user's request to delete activities from
the past 7 days cannot be fulfilled using Agent.

Unsupported Action: The inability to delete records is due to the current
limitations of Agent's supported actions. It is designed to assist with tasks like data
retrieval, creation, and updates, but for security and data integrity reasons, it does
not facilitate the deletion of records.

User Permissions: Even if the user has the necessary permissions to delete records
within Salesforce, Agent itself does not have the capability to execute delete
operations.

[References:, Salesforce Agentforce Specialist Documentation - Agent Supported Actions:,
Lists the actions that Agent can perform, noting the absence of delete operations.,
Salesforce Help - Limitations of Agent:, Highlights current limitations, including
unsupported actions like deleting records., , ]

Questions # 11:

Choose 1 option.

Before activating a custom agent action, an AgentForce Specialist would like to evaluate
multiple real-world user utterances to ensure the action is being selected appropriately.

Which tool should the AgentForce Specialist recommend?

Options:

O A.

Testing Center

O B.

AgentForce Builder

O C.
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Prompt Builder

Answer

A
Explanation

Comprehensive and Detailed Explanation From Exact Extract of AgentForce
Documents:

The AgentForce Testing Center is the recommended tool for validating and refining
agent behavior before activation. According to the AgentForce Quality Assurance and
Testing Framework, the Testing Center enables specialists to simulate and analyze how
the reasoning engine classifies user utterances, selects topics, and triggers actions across
multiple test cases.

This testing environment provides detailed diagnostics, showing classification confidence,
prompt resolution paths, and grounding behavior. It allows for adjustments before
production deployment to ensure accuracy and relevance in real-world scenarios.

Option B, AgentForce Builder, is used for creating and configuring agents, topics, and
actions but not for performing comparative or scenario-based testing. Option C, Prompt
Builder, is specifically for designing and testing individual prompt templates, not full
agent action selection across utterances.

Thus, the correct answer is Option A - Testing Center, as it provides the purpose-built
environment for multi-utterance validation and end-to-end agent testing.

[Reference: AgentForce Specialist Handbook — “Using Testing Center for Action Selection
Validation and Performance Evaluation.”, , ]

Questions # 12:

An Agentforce Agent has been developed with multiple topics and Agent Actions that use
flows and Apex. Which options are available for deploying these to production?

Options:

O A.

Deploy the flows and Apex using normal deployment tools and manually create the agent-
related items in production.

O B.
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Use only change sets because the Salesforce CLI does not currently support the deployment of
agent-related metadata.

O C.

Deploy flows, Apex, and all agent-related items using either change sets or the Salesforce
CLI/Metadata API.

Answer

C
Explanation

Why is "Deploy flows, Apex, and all agent-related items using either change sets
or the Salesforce CLI/Metadata API" the correct answer?

When deploying an Agentforce Agent with multiple topics and Agent Actions that
use flows and Apex, a complete deployment solution is required. Change sets and the
Salesforce CLI/Metadata API support the deployment of flows, Apex code, and
agent-related metadata.

Key Considerations for Agentforce Deployments:

Supports Deployment of All Required Components

Agentforce Agents include flows, Apex classes, topics, and agent actions.

Change sets and Salesforce CLI/Metadata API allow deployment of all

these components together, ensuring a smooth transition to production.
Agentforce Metadata Can Be Deployed Using Standard Tools

Change Sets: Allows admins to move configurations, custom objects, and

metadata between Salesforce environments.

Salesforce CLI/Metadata API: Enables scripted deployments, automating

the transfer of Agentforce configurations.

Ensures a Complete Migration Without Manual Configuration

Deploying all components together reduces the risk of misconfiguration.

Automating deployments using the Metadata API ensures consistency across
environments.
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Why Not the Other Options?
00 A. Deploy the flows and Apex using normal deployment tools and manually
create the agent-related items in production.
Incorrect because manually creating agent-related items in production introduces
risk and inconsistency.
This approach is error-prone and time-consuming, especially for large Agentforce

deployments.

[0 B. Use only change sets because the Salesforce CLI does not currently support
the deployment of agent-related metadata.

Incorrect because Salesforce CLI and Metadata API fully support Agentforce
deployments.

Change sets are useful but limited in large-scale, automated deployments.

Agentforce Specialist References

Salesforce Al Specialist Material confirms that Agentforce metadata (flows,
actions, and topics) can be deployed using Change Sets or the Metadata
API.

Questions # 13:

Universal Containers (UC) wants to ensure the effectiveness, reliability, and trust of its agents
prior to deploying them in production. UC would like to efficiently test a large and repeatable
number of utterances. What should the Agentforce Specialist recommend?

Options:

O A.

Leverage the Agent Large Language Model (LLM) Ul and test UC's agents with different
utterances prior to activating the agent.

O B.

Deploy the agent in a QA sandbox environment and review the Utterance Analysis reports to
review effectiveness.
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O C.

Create a CSV file with UC's test cases in Agentforce Testing Center using the testing template.

Answer

C
Explanation

The goal of Universal Containers (UC) is to test its Agentforce agents for effectiveness,
reliability, and trust before production deployment, with a focus on efficiently handling a
large and repeatable number of utterances. Let’'s evaluate each option against this
requirement and Salesforce’s official Agentforce tools and best practices.

Option A: Leverage the Agent Large Language Model (LLM) Ul and test UC's
agents with different utterances prior to activating the agent.While
Agentforce leverages advanced reasoning capabilities (powered by the Atlas
Reasoning Engine), there’s no specific "Agent Large Language Model (LLM) UI"
referenced in Salesforce documentation for testing agents. Testing utterances
directly within an LLM interface might imply manual experimentation, but this
approach lacks scalability and repeatability for a large number of utterances. It's
better suited for ad-hoc testing of individual responses rather than systematic
evaluation, making it inefficient for UC’s needs.

Option B: Deploy the agent in a QA sandbox environment and review the
Utterance Analysis reports to review effectiveness.Deploying an agentin a QA
sandbox is a valid step in the development lifecycle, as sandboxes allow testing in a
production-like environment without affecting live data. However, "Utterance
Analysis reports" is not a standard term in Agentforce documentation. Salesforce
provides tools like Agent Analytics or User Utterances dashboards for post-
deployment analysis, but these are more about monitoring live performance than
pre-deployment testing. This option doesn’t explicitly address how to efficiently test
a large and repeatable number of utterances before deployment, making it less
precise for UC’s requirement.

Option C: Create a CSV file with UC's test cases in Agentforce Testing
Center using the testing template.The Agentforce Testing Center is a dedicated
tool within Agentforce Studio designed specifically for testing autonomous Al agents.
According to Salesforce documentation, Testing Center allows users to upload a CSV
file containing test cases (e.g., utterances and expected outcomes) using a provided
template. This enables the generation and execution of hundreds of synthetic
interactions in parallel, simulating real-world scenarios. The tool evaluates how the
agent interprets utterances, selects topics, and executes actions, providing detailed
results for iteration. This aligns perfectly with UC’s need for efficiency (bulk testing
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via CSV), repeatability (standardized test cases), and reliability (systematic
validation), ensuring the agent is production-ready. This is the recommended
approach per official guidelines.

Why Option C is Correct:

The Agentforce Testing Center is explicitly built for pre-deployment validation of agents. It
supports bulk testing by allowing users to upload a CSV with utterances, which is then
processed by the Atlas Reasoning Engine to assess accuracy and reliability. This method
ensures UC can systematically test a large dataset, refine agent instructions or topics
based on results, and build trust in the agent’s performance—all before production
deployment. This aligns with Salesforce’s emphasis on testing non-deterministic Al
systems efficiently, as noted in Agentforce setup documentation and Trailhead modules.

[References:, , Salesforce Trailhead: Get Started with Salesforce Agentforce Specialist
Certification Prep - Details the use of Agentforce Testing Center for testing agents with
synthetic interactions., , Salesforce Agentforce Documentation: Agentforce Studio >
Testing Center - Explains how to upload CSV files with test cases for parallel testing., ,
Salesforce Help: Agentforce Setup > Testing Autonomous Al Agents - Recommends
Testing Center for pre-deployment validation of agent effectiveness and reliability., , ]

Questions # 14:

Choose 1 option.

Universal Containers (UC) wants to empower its marketing team with Al capabilities that help
employees quickly find campaign data, generate creative content, and manage project tasks.
The solution should also allow marketers to receive personalized support, surface relevant
information, and complete work directly in Salesforce.

Which Al solution should UC implement?

Options:

O A.

Sales Coach Agent
O B.

Service Agent

O C.

Employee Agent
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Answer

C
Explanation

According to the AgentForce Solutions Overview and Employee Agent
documentation, the Employee Agent is designed to empower internal teams, such as
marketing, sales, HR, and operations, by providing Al-driven assistance within
Salesforce. The guide explains: “Employee Agents help internal users find information,
automate tasks, generate content, and manage projects directly in Salesforce. They
surface personalized insights, support productivity, and leverage enterprise knowledge
sources.”

In the given scenario, the marketing team requires capabilities for content creation, data
lookup, and task management—all within Salesforce. This exactly matches the described
functionality of an Employee Agent.

Option A (Sales Coach Agent) focuses on coaching sales representatives through role-
play and performance feedback, while Option B (Service Agent) is built for customer
support interactions. Thus, Option C is correct, as the Employee Agent fits the marketing
productivity and knowledge use case described.

References (AgentForce Documents / Study Guide):

AgentForce Product Overview: “Employee Agent Capabilities”
AgentForce Study Guide: “Empowering Internal Teams with Al Agents”

AgentForce Implementation Guide: “Deploying Employee Agents for Marketing Use
Cases”

Questions # 15:

Coral Cloud Resorts wants visibility into credit usage associated with testing.

Which feature supports this?

Options:
O A.
Agentforce Analytics

O B.
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B. Digital Wallet
O C.

Testing Center

Answer

C
Explanation

The AgentForce Testing Center Guide specifies that all testing activity—including
prompt tests, structured batch runs, and evaluation sessions—consumes Al credits,
which can be monitored directly through the Testing Center interface. The
documentation states: “Testing Center provides visibility into testing performance,
outcomes, and credit usage. Administrators can view test credit consumption metrics to
understand resource utilization across agents and environments.”

Agentforce Analytics (Option A) provides insights into performance, engagement, and
operational metrics but does not directly track credit consumption tied to testing. Digital
Wallet (Option B) manages Al credit balances across orgs but does not offer test-specific
tracking. Therefore, Testing Center is the correct answer since it explicitly supports
monitoring credit usage during agent testing activities.

References (AgentForce Documents / Study Guide):

AgentForce Testing Center Guide: “Monitoring Credit Consumption During Testing”
AgentForce Admin Handbook: “Tracking Usage and Test Costs”

AgentForce Study Guide: “Testing Resource Visibility and Credit Management”

Questions # 16:

An Agentforce is tasked with analyzing Agent interactions looking into user inputs, requests,
and queries to identify patterns and trends.

What functionality allows the AX Specialist to achieve this?

Options:

O A.
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User Utterances dashboard
O B.

Agent Event Logs dashboard
O C.

Al Audit & Feedback Data dashboard

Answer

A
Explanation

The User Utterances dashboard (Option A) is the correct functionality for analyzing
user inputs, requests, and queries to identify patterns and trends. This dashboard
aggregates and categorizes the natural language inputs (utterances) from users, enabling
the Agentforce Specialist to:

Identify Common Queries: Surface frequently asked questions or recurring issues.

Detect Intent Patterns: Understand how users phrase requests, which helps refine
intent detection models.

Improve Bot Training: Highlight gaps in training data or misclassified utterances
that require adjustment.

Why Other Options Are Incorrect:

B. Agent Event Logs dashboard: Focuses on agent activity (e.g., response times,
resolved cases) rather than user input analysis.

C. Al Audit & Feedback Data dashboard: Tracks Al model performance, audit
trails, and user feedback scores but does not directly analyze raw user utterances or
queries.

[:, Salesforce Einstein Agentforce Specialist Certification Guide: Emphasizes the User
Utterances dashboard as the primary tool for analyzing user inputs to improve
conversational Al., Trailhead Module: "Einstein Bots Basics" highlights using the dashboard
to refine bot training based on user interaction data., Salesforce Help Documentation:
Describes the User Utterances dashboard as critical for identifying trends in customer
interactions., , , , ]
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Questions # 17:

Universal Containers (UC) has a mature Salesforce org with a lot of data in cases and
Knowledge articles. UC is concerned that there are many legacy fields, with data that might
not be applicable for Einstein Al to draft accurate email responses.

Which solution should UC use to ensure Einstein Al can draft responses from a defined data
source?

Options:

O A.

Service Al Grounding

O B.

Work Summaries

O C.

Service Replies

Answer

A
Explanation

Service Al Grounding is the solution that Universal Containers should use to ensure
Einstein Al drafts responses based on a well-defined data source. Service Al Grounding
allows the Al model to be anchored in specific, relevant data sources, ensuring that any Al-
generated responses (e.g., email replies) are accurate, relevant, and drawn from up-to-
date information, such as Knowledge articles or cases.

Given that UC has legacy fields and outdated data, Service Al Grounding ensures that only
the valid and applicable data is used by Einstein Al to craft responses. This helps improve
the relevance of responses and avoids inaccuracies caused by outdated or irrelevant
fields.

Work Summaries and Service Replies are useful features but do not address the need
for grounding Al outputs in specific, current data sources like Service Al Grounding
does.

For more details, you can refer to Salesforce’s Service Al Grounding documentation
for managing Al-generated content based on accurate data sources.
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Questions # 18:

Universal Containers has set up a Service Agent to allow customers to look up their order
status. The topic setup includes:

Name: Order Inquiry

Classification Description: Handles user requests to look up order status, including tracking
details and delivery estimates for orders placed within the last 90 days.

Scope: Your job is only to assist authenticated users in looking up the status of their orders
placed within the last 90 days. If the order is pending delivery, provide the tracking number
and estimated delivery date. Do not handle inquiries for orders older than 90 days.

Which information will be used by the Agentforce reasoning engine to choose this topic?

Options:

O A.

Topic Name and Classification Description
O B.

Topic Name and Scope

O C.

Classification Description and Scope

Answer

C
Explanation

The AgentForce Reasoning Engine Guide explains that the engine relies primarily on
the Classification Description and Scope fields to determine which topic best matches
the user’s intent. The documentation notes: “Classification Description defines the
purpose and context of a topic, while Scope provides the operational boundaries for when
and how that topic should be triggered. Together, they guide the LLM in selecting the
appropriate topic at runtime.”

Option A includes “Topic Name,” which is used mainly for administrative organization, not
reasoning. Option B omits the Classification Description, which contains the intent
signal critical for matching. Therefore, Option C is correct since both the Classification
Description and Scope are essential for topic selection by the reasoning engine.
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References (AgentForce Documents / Study Guide):

AgentForce Reasoning Engine Overview: “How Topics Are Selected”

AgentForce Builder Guide: “Role of Classification Description and Scope in Topic
Selection”

AgentForce Study Guide: “Optimizing Topic Matching Logic”

Questions # 109:

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

Options:

O A.

Generating record queries based on conversation history

O B.

Offering real-time language translation during conversations
O C.

Identifying copilot actions to respond to user utterances

Answer

C
Explanation

The primary function of the planner service in the Agent system is to identify copilot
actions that should be taken in response to user utterances. This service is responsible
for analyzing the conversation and determining the appropriate actions (such as querying
records, generating a response, or taking another action) that the Agent should perform
based on user input.

Questions # 20:
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Choose 1 option.

Universal Containers (UC) stores case details and updates in several custom fields and custom
objects related to the case. UC

would like its Agentforce Service Agent to be able to provide information in these fields and
related records as part of an answer

back to its customers when the customer is asking for updates.

Which best practice should UC follow to grant access to this information for the Agentforce
Service Agent?

Options:

O A.

Update the Object and Field access in the AgentforceServiceAgentUserPsg permission set
group that is already

assigned to the Agentforce Service Agent user,
O B.

Create a new permission set with the Einstein Agent License and enable Read access to the
custom fields and

custom objects, and assign it to the Agentforce Service Agent user.
O C.

Update the Object and Field access in the Einstein Agent User Profile so that the Agentforce
Service Agents will always get the necessary access.

Answer

A
Explanation

Per the AgentForce Security and Permission Management Guide, the
AgentForceServiceAgentUserPsg (Permission Set Group) controls access privileges for
Service Agents, including which Salesforce objects, fields, and related data they can read
or interact with.

When extending an agent’s access to additional custom fields or related objects, the
documented best practice is to update the existing permission set group assigned to
that agent type rather than creating new or profile-based permissions. This approach
maintains centralized permission governance, ensures license alignment, and avoids
conflicts or redundancy across multiple permission layers.
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Option B is incorrect because creating a new permission set with an Einstein Agent
License is unnecessary — the permission set group already includes license mappings.
Option C is not recommended, as editing the Einstein Agent User Profile can cause
system-wide effects and deviate from Salesforce’s principle of least privilege.

Therefore, the correct approach is Option A - Update the Object and Field access in
the AgentForceServiceAgentUserPsg permission set group, ensuring secure and
proper access for the Service Agent to custom case data.

[Reference: AgentForce Administration Guide — “Managing Data Access via Permission
Set Groups for Agent Roles.”, , ]

Questions # 21:

Which configuration must An Agentforce complete for users to access generative Al-enabled
fields in the Salesforce mobile app?

Options:

O A.

Enable Mobile Generative Al.

O B.

Enable Mobile Prompt Responses.
O C.

Enable Dynamic Forms on Mobile.

Answer

A
Explanation

Context of the Question
Universal Containers (UC) has generative Al-enabled fields that users can
access in the desktop experience.

The Agentforce Specialist needs these same fields to be visible and usable in
the Salesforce Mobile App.
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Why Dynamic Forms on Mobile?

Dynamic Forms allow you to configure record pages so that fields and
sections can appear or be hidden based on certain criteria.

When you enable “Dynamic Forms for Mobile,” any generative Al-enabled fields
placed on the dynamic layout become accessible in the Salesforce mobile
experience.

There is no standard Setup option labeled “Enable Mobile Generative Al” or
“Enable Mobile Prompt Responses” as a universal toggle; the existing official
approach is to ensure dynamic forms (and the relevant fields) are supported on
mobile.

Conclusion

Ensuring that these Al-driven fields are visible on mobile is accomplished by
turning on Dynamic Forms on Mobile and adding those fields to the dynamic
layout. Therefore, Option C is correct.

Salesforce Agentforce Specialist References & Documents

Salesforce Documentation: Dynamic Forms OverviewExplains how to enable
Dynamic Forms for both desktop and mobile Uls, allowing newly added fields
(including generative Al-enabled ones) to display in the Salesforce Mobile App.

Salesforce Agentforce Specialist Study GuideReiterates that to expose
generative Al fields or components in mobile, you must configure dynamic forms and
ensure compatibility on mobile layouts.

Questions # 22:

Universal Containers would like to route SMS text messages to a service rep from an
Agentforce Service Agent. Which Service Channel should the company use in the flow to
ensure it's routed properly?

Options:

O A.

Messaging
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O B.
Route Work Action
O C.

Live Agent

Answer

A
Explanation

UC wants to route SMS text messages from an Agentforce Service Agent to a service rep
using a flow. Let’s identify the correct Service Channel.

Option A: MessagingIn Salesforce, the "Messaging" Service Channel (part of
Messaging for In-App and Web or SMS) handles text-based interactions, including
SMS. When integrated with Omni-Channel Flow, the "Route Work" action uses this
channel to route SMS messages to agents. This aligns with UC’s requirement for SMS
routing, making it the correct answer.

Option B: Route Work Action"Route Work" is an action in Omni-Channel Flow, not
a Service Channel. It uses a channel (e.g., Messaging) to route work, so this is a
component, not the channel itself, making it incorrect.

Option C: Live Agent'Live Agent" refers to an older chat feature, not the current
Messaging framework for SMS. It's outdated and unrelated to SMS routing, making it
incorrect.

Option D: SMS ChannelThere’s no standalone "SMS Channel" in Salesforce Service
Channels—SMS is encompassed within the "Messaging" channel. This is a misnomer,
making it incorrect.

Why Option A is Correct:

The "Messaging" Service Channel supports SMS routing in Omni-Channel Flow, ensuring
proper handoff from the Agentforce Service Agent to a rep, per Salesforce documentation.

[References:, , Salesforce Agentforce Documentation: Omni-Channel Integration >
Messaging - Details SMS in Messaging channel., , Trailhead: Omni-Channel Flow Basics -
Confirms Messaging for SMS., , Salesforce Help: Service Channels - Lists Messaging for
text-based routing., , , ]
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Questions # 23:

Universal Containers recently added a custom flow for processing returns and created a new
Agent Action. Which action should the company take to ensure the Agentforce Service Agent
can run this new flow as part of the new Agent Action?

Options:

O A.

Recreate the flow using the Agentforce agent user.

O B.

Assign the Manage Users permission to the Agentforce Agent user.
O C.

Assign the Run Flows permission to the Agentforce Agent user.

Answer

C
Explanation

UC has created a custom flow for processing returns and linked it to a new Agent Action
for the Agentforce Service Agent, an Al-driven agent for customer service tasks. The agent
must have the ability to execute this flow. Let’s assess the options.

Option A: Recreate the flow using the Agentforce agent user.Flows are
authored by admins or developers, not "recreated" by specific users like the
Agentforce agent user (a system user for agent operations). The issue isn’t the flow’s
creation context but its execution permissions. This option is impractical and
incorrect.

Option B: Assign the Manage Users permission to the Agentforce Agent
user.The "Manage Users" permission allows user management (e.g., creating or
editing users), which is unrelated to running flows. This permission is excessive and
irrelevant for the Service Agent’s needs, making it incorrect.

Option C: Assign the Run Flows permission to the Agentforce Agent
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user.The Agentforce Service Agent operates under a dedicated system user (e.qg.,
"Agentforce Agent User") with a specific profile or permission set. To execute a flow
as part of an Agent Action, this user must have the "Run Flows" permission, either
via its profile or a permission set (e.g., Agentforce Service Permissions). This ensures
the agent can invoke the custom flow for processing returns, aligning with
Salesforce’s security model and Agentforce setup requirements. This is the correct
answer.

Why Option C is Correct:

Granting the "Run Flows" permission to the Agentforce Agent user is the standard,
documented step to enable flow execution in Agent Actions, ensuring the Service Agent
can process returns as intended.

[References:, , Salesforce Agentforce Documentation: Agent Builder > Custom Actions -
Requires "Run Flows" for flow-based actions., , Trailhead: Set Up Agentforce Service
Agents - Lists "Run Flows" in agent user permissions., , Salesforce Help: Agentforce
Security > Permissions - Confirms flow execution needs., , , ]

Questions # 24:

A service agent is looking at a custom object that stores travel information. They recently
received a weather alert and now need to cancel flights for the customers that are related with
this itinerary. The service agent needs to review the Knowledge articles about canceling and

rebooking the customer flights.

Which Agent capability helps the agent accomplish this?

Options:
O A.

Execute tasks based on available actions, answering questions using information from
accessible Knowledge articles.

O B.
Invoke a flow which makes a call to external data to create a Knowledge article.
O C.

Generate a Knowledge article based off the prompts that the agent enters to create steps to
cancel flights.
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Answer

C
Explanation

In this scenario, the Agent capability that best helps the agent is its ability to execute
tasks based on available actions and answer questions using data from Knowledge
articles. Agent can assist the service agent by providing relevant Knowledge articles on
canceling and rebooking flights, ensuring that the agent has access to the correct steps
and procedures directly within the workflow.

This feature leverages the agent’s existing context (the travel itinerary) and provides
actionable insights or next steps from the relevant Knowledge articles to help the agent
quickly resolve the customer’s needs.

The other options are incorrect:
B refers to invoking a flow to create a Knowledge article, which is unrelated to the
task of retrieving existing Knowledge articles.

C focuses on generating Knowledge articles, which is not the immediate need for this
situation where the agent requires guidance on existing procedures.

[:, Salesforce Documentation on Agent, Trailhead Module on Einstein for Service, , ]

Questions # 25:

Universal Containers (UC) is implementing generative Al and wants to leverage a prompt
template to provide responses to customers that gives personalized product recommendations
to website visitors based on their browsing history.

Which initial step should UC take to ensure the chatbot can deliver accurate
recommendations’

Options:

O A.

Design universal product recommendations.

O B.

Write a response scrip for the chatbot.

O C.
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Collect and analyze browsing data.

Answer

C
Explanation

To enable personalized product recommendations using generative Al, the foundational
step for Universal Containers (UC) is collecting and analyzing browsing data (Option
C). Personalized recommendations depend on understanding user behavior, which
requires structured data about their browsing history. Without this data, the Al model
lacks the context needed to generate relevant suggestions.

Data Collection: UC must first aggregate browsing data (e.g., pages visited,
products viewed, session duration) to build a dataset that reflects user preferences.

Data Analysis: Analyzing this data identifies patterns (e.g., frequently viewed
categories) that inform how prompts should be structured to retrieve relevant
recommendations.

Grounding in Data: Salesforce’s Prompt Templates rely on grounding data to
generate accurate outputs. Without analyzing browsing data, the prompt template
cannot reference meaningful insights for personalization.

Options A and D are incorrect because:

Universal recommendations (A) ignore personalization, which is the core
requirement.

Writing a response script (D) addresses chatbot interaction design, not the
accuracy of recommendations.

[:, Salesforce Agentforce Specialist Certification Guide: Highlights the importance of
grounding prompts in relevant data sources to ensure accuracy., Trailhead Module:
"Einstein for Developers" emphasizes data preparation as a prerequisite for effective Al-
driven personalization., Salesforce Help Documentation: Recommends analyzing user
behavior data to tailor generative Al outputs in commerce use cases., , , ]

Questions # 26:

Universal Containers (UC) wants to make a sales proposal and directly use data from multiple
unrelated objects (standard and custom) in a prompt template. How should UC accomplish
this?
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Options:
O A.

Create a prompt template passing in a special custom object that connects the records
temporarily.

O B.

Create a prompt template-triggered flow to access the data from standard and custom
objects.

O C.
Create a Flex template to add resources with standard and custom objects as inputs.
O D.

Use a Record Snapshot to combine data from unrelated objects into a single prompt.

Answer

C
Explanation

UC needs to incorporate data from multiple unrelated objects (standard and custom) into
a prompt template for a sales proposal. Let’'s evaluate the options based on Agentforce
capabilities.

Option A: Create a prompt template passing in a special custom object that
connects the records temporarily.While a custom object could theoretically act
as a junction to link unrelated records, this approach requires additional setup (e.qg.,
creating the object, populating it with data via automation), and there’s no direct
mechanism in Prompt Builder to "pass in" such an object to a prompt template
without grounding or flow support. This is inefficient and not a native feature, making
it incorrect.

Option B: Create a prompt template-triggered flow to access the data from
standard and custom objects.There’s no such thing as a "prompt template-
triggered flow" in Salesforce. Flows can invoke prompt templates (e.qg., via the
"Prompt Template" action), but the reverse—triggering a flow from a prompt
template—is not a standard construct. While a flow could gather data from unrelated
objects and pass it to a prompt, this option’s terminology is inaccurate, and it’s not
the most direct solution, making it incorrect.
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Option C: Create a Flex template to add resources with standard and
custom objects as inputs.in Agentforce’s Prompt Builder, a Flex template (short
for Flexible Prompt Template) allows users to define dynamic inputs, including data
from multiple Salesforce objects (standard or custom), even if they’'re unrelated.
Resources can be added to the template (e.g., via merge fields or Data Cloud
queries), enabling the prompt to pull data directly from specified objects without
requiring a junction object or complex flows. This is ideal for generating a sales
proposal using disparate data sources and aligns with Salesforce’s documentation on
Flex templates, making it the correct answer.

Why Option C is Correct:

Flex templates are designed for scenarios requiring flexible data inputs, allowing UC to
directly reference multiple unrelated objects in the prompt template. This simplifies the
process and leverages Prompt Builder’'s native capabilities, as outlined in Salesforce
documentation.

[References:, , Salesforce Agentforce Documentation: Prompt Builder > Flex Templates -
Describes adding multiple object resources as inputs., , Trailhead: Build Prompt Templates
in Agentforce - Highlights Flex templates for dynamic data scenarios., , Salesforce Help:
Create Flexible Prompts - Confirms support for standard and custom object data., , , ]

Questions # 27:

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?

Options:

O A.

Record summary prompt template
O B.

Email generation prompt template
O C.

Flex prompt template

Answer

C
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Explanation

UC needs an Al solution to suggest products from a catalog for its sales team. Let’s assess
the prompt template types in Prompt Builder.

Option A: Record summary prompt templateRecord summary templates
generate concise summaries of records (e.g., Case, Opportunity). They’'re not
designed for product recommendations, which require dynamic logic beyond
summarization, making this incorrect.

Option B: Email generation prompt templateEmail generation templates craft
emails (e.g., customer outreach). While they could mention products, they’re not
optimized for standalone recommendations, making this incorrect.

Option C: Flex prompt templateFlex prompt templates are versatile, allowing
custom inputs (e.g., catalog data from objects or Data Cloud) and instructions (e.qg.,
“Suggest products based on customer preferences”). This flexibility suits UC’s need
to recommend products dynamically, making it the correct answer.

Why Option C is Correct:

Flex templates offer the customization needed to suggest products from a catalog,
aligning with Salesforce’s guidance for tailored Al outputs.

[References:, , Salesforce Agentforce Documentation: Prompt Builder > Flex Templates -
Details dynamic use cases., , Trailhead: Build Prompt Templates in Agentforce - Covers
Flex for custom scenarios., , Salesforce Help: Prompt Template Types - Confirms Flex
versatility., , , ]

Questions # 28:

Choose 1 option.

Coral Cloud Resorts wants to cover a broad range of user phrasing when testing its FAQ agent.

Which Testing Center feature meets that need?

Options:
O A.

Al-generated synthetic test utterances based on natural language variations
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O B.
Uploading only a small set of manually written prompts
O C.

Relying on live customer logs to capture phrasing diversity after deployment

Answer

A
Explanation

The AgentForce Testing Center Functional Overview highlights that Al-powered
synthetic test utterances allow teams to automatically generate natural language
variations of existing test prompts. This feature helps validate whether the agent can
correctly classify and respond to diverse user phrasing — a crucial step in ensuring
conversational robustness and intent coverage.

By expanding each test case into multiple paraphrased utterances, the Testing Center
evaluates how well the reasoning engine generalizes user intent, improving reliability
before deployment.

Option B is insufficient because manually written prompts cover limited language
diversity. Option C waits for live feedback, which exposes end users to unvalidated agent
behavior and is not a pre-deployment testing method.

Therefore, the correct choice is Option A - Al-generated synthetic test utterances
based on natural language variations.

[Reference: AgentForce Testing Center Guide — “Enhancing Intent Coverage with
Synthetic Utterance Generation.”, , ]

Questions # 29:

The Agentforce Specialist for Coral Cloud Resorts wants to create an agent that will automate
the resolution of a large portion of guest complaints related to their vacation experiences. The
agent will be able to offer upgrades, hotel credit, and other complimentary options. The agent
will also be in charge of escalating the case to a human when a guest has suffered a major
disruption (such as cancellation).

Following Salesforce best practices, which type of agent should the Agentforce Specialist
Create?
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Options:

O A.

Sales A Agent with a Flex prompt template
O B.

Custom Agent with a Flex prompt template
O C.

Service Agent with a Flex prompt template

Answer

C
Explanation

The AgentForce for Service Implementation Guide confirms that when automating
customer service and complaint resolution, the correct solution is a Service Agent.
The documentation states:

“Service Agents handle customer inquiries, complaints, and issue resolution workflows.
They can automate actions such as offering credits, applying upgrades, and escalating
severe cases to human support.”

Flex prompt templates are recommended for these scenarios, as they allow contextual
control and personalization based on the complaint details.

Option A (Sales Agent) focuses on sales-related tasks like lead nurturing.

Option B (Custom Agent) could work but lacks the pre-built integrations and actions
designed for service workflows.

Thus, Option C aligns with Salesforce’s best-practice model for customer issue
automation.

References (AgentForce Documents / Study Guide):

AgentForce for Service Guide: “Automating Complaint Resolution”

AgentForce Prompt Template Handbook: “Using Flex Templates in Service
Workflows”

AgentForce Study Guide: “Deploying Service Agents for Escalation and Resolution
Scenarios”
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Questions # 30:

An Agentforce Specialist at Universal Containers (UC) is building with no-code tools only. They
have many small accounts that are

only touched periodically by a specialized sales team, and UC wants to maximize the sales
operations team's time, UC wants to

help prep the sales team for calls by:

* Summarizing past purchases

* Displaying products the contact has shown interest in (with data captured via Data Cloud)
* Providing a recap of past email and phone conversations that have transcripts

Which approach should the Agentforce Specialist recommend to achieve this goal?

Options:

O A.

Deploy UC's own custom foundational model on this data first.

O B.

Fine-tune the standard foundational model due to the complexity of the data.
O C.

Use a prompt template grounded on CRM and Data Cloud data using standard foundation
models.

Answer

C
Explanation

The AgentForce No-Code Builder and Prompt Template Guide specifies that when
using Salesforce’s standard foundation models, users can ground prompts on CRM and
Data Cloud data without requiring fine-tuning or model deployment. The documentation
notes: “No-code users can leverage standard foundation models with prompt templates
grounded in Salesforce data, including CRM and Data Cloud, to summarize records,
highlight insights, and prepare agents for customer engagements.”

This approach allows the sales operations team to automatically summarize customer
data (purchases, interests, and communications) without needing model customization.
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Option A (deploying a custom foundational model) requires data science expertise, not
available in a no-code setup. Option B (fine-tuning) is unnecessary because standard
models with grounding are optimized for contextual data use.

Thus, Option C aligns with Salesforce’s recommended low-code/no-code configuration for
contextual Al assistance.

References (AgentForce Documents / Study Guide):

AgentForce Builder Guide: “No-Code Prompt Templates Grounded in CRM and Data
Cloud”

Salesforce Einstein Studio Overview: “Standard vs. Fine-Tuned Models”

AgentForce Study Guide: “Empowering Sales Teams with Grounded Prompts”
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