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Z| &l AT Specialist AI-201 F2MEE A (Q303-Q308):

EAE #303
Universal Containers would like to route a service agent conversation to a human agent queue.
‘Which tool connects the service agent to the human agent queue for escalation?

¢ A. Prompt Flow
e B. Outbound Omni-Channel Flow
e C. Screen Flow

He: B

Y.

Why is Outbound Omni-Channel Flow the Correct Answer?

In Agentforce, when a service agent's conversation needs to be escalated to a human agent queue, Outbound Omni-Channel Flow is
the appropriate tool to facilitate this process.

Key Features of Outbound Omni-Channel Flow in Agentforce:

Automates Escalation to a Human Agent Queue

It ensures that service requests are dynamically routed to the most appropriate human agent, based on availability, skills, and
predefined business logic.

Seamless Transition from Al to Human Agents

‘When Einstein Copilot or another Al-powered assistant identifies a case that requires human mtervention, Ommni-Channel Flow
automatically routes the conversation.

Ensures Proper Prioritization & Load Balancing

By leveraging Onmi-Channel routing rules, the system assigns conversations efficiently, avoiding delays in customer service.
Integration with Agentforce and Service Cloud

Works directly with Salesforce Service Cloud to route cases to the appropriate agent queue.

EE #304
Universal Containers wants to use an external large language model (LLM) in Prompt Builder.
What should An Agentforce recommend?

¢ A. Use BYO-LLM functionality in Einstein Studio.
e B. Use Apex to connect to an external LLM and ground the prompt.
e C. Use Flow and External Services to bring data from an external LLM.

HE. A

ME:

Bring Your Own Large Language Model (BYO-LLM) functionality in Emstein Studio allows organizations to integrate and use
external large language models (LLMs) within the Salesforce ecosystem. Universal Containers can leverage this feature to connect
and ground prompts with external LLMs, allowing for custom Al model use cases and seamless integration with Salesforce data.

EE #305

Universal Containers has seen a high adoption rate of a new feature that uses generative Al to populate a summary field of a custom
object, Competitor Analysis. All sales users have the same profile but one user cannot see the generative All-enabled field icon next
to the summary field.

What is the most likely cause of the issue?

e A. The user does not have the Prompt Template User permission set assigned.
e B. The prompt template associated with summary field is not activated for that user.
e (. The user does not have the field Generative Al User permission set assigned.

He: C

Y.

In Salesforce, Generative Al capabilities are controlled by specific permission sets. To use features such as generating summaries
with Al users need to have the correct permission sets that allow access to these finctionalities.

Generative Al User Permission Set: This is a key permission set required to enable the generative Al capabilities for a user. In this



case, the missing Generative Al User permission set prevents the user from seeing the generative Al-enabled field icon. Without this
permission, the generative Al feature in the Competitor Analysis custom object won't be accessible.

EE #3006
What is automatically created when a custom search index is created in Data Cloud?

e A. Apredefined Apex retriever class that can be edited by a developer to meet specific needs.
¢ B. A dynamic retriever to allow runtime selection of retriever parameters without manual configuration.
e C. A retriever that shares the name of'the custom search index.

HE: C

MY
In Salesforce Data Cloud, a custom search index is created to enable efficient retrieval of data (e.g., documents, records) for Al-
driven processes, such as grounding Agentforce responses.

HE #307
Universal Containers inplemented 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?

e A. Agent does not have the permission to delete the user's records.
¢ B. Agent does not support the Delete Record action.
e C. Agent Delete Record Action permission is not associated to the user.

He: B

MH.

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 ntegrity 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.
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