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FEY 2 HE
¢ Service and Support Applications: This domain covers case management systens, including case
FEY 71 assignment, queues, and automation through escalation rules, auto-response rules, and Einstein for Service.

o Sales and Marketing Applications: This domain addresses sales cycle management from leads to

FEw 22 opportunities, including productivity features, lead automation, campaign management, forecasting, and
Einstein for Sales capabilities.
¢ Productivity and Collaboration: This domain addresses activity management, Chatter collaboration,
FEw 23 Salesforce mobile app customization, and AppExchange applications including managed and unmanaged
packages.

o Agentforce Al: This domain introduces Al-powered agents in Salesforce, covering use cases, configuration
ey 74 in Agent Builder, security considerations, and troubleshooting agent permissions.
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¢ Data and Analytics Management: This domain focuses on data operations including importing, exporting,
and backing up data, maintaining data quality through validation rules, and creating reports and dashboards

FEYZ 5 ; . . .
while understanding sharing model impacts.
¢ Automation: This domain covers automation tools for streamlining business processes, including assignment
hEY 76 and escalation rules, Flow configuration for various scenarios, and approval process setup.

¢ Configuration and Setup: This domain covers foundational administrative tasks including company settings,
NEw 27 user interface configuration, user management with licenses and access controls, and implementing security
measures through login restrictions and the Salesforce sharing model.
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R #15

Ursa Major Solar (UMS) wants a place within Salesforce to discuss sensitive records. UMS would like to be able to add new
members but does not want non-members to be able to see any information about the forum. What should a Platform Administrator
configure to achieve this?

A. Chatter Private Group
B. Private Chatter Channel
C. Chatter Unlisted Group
D. Chatter Public Group

IEfE: C
R -

To facilitate the discussion of "sensitive records" where even the existence of the group must be hidden from non-members, a
Chatter Unlisted Group is the appropriate solution. Unlike a Private Group (Option B), which can be seen in searches and lists even
if the content is hidden, an Unlisted Group does not appear in search results and requires an explicit invitation to join. This ensures
that only members know the forum exists, meeting the highest privacy requirement. Public Groups (Option C) are visible to everyone
and are not suitable for sensitive discussions42. "Private Chatter Channel" (Option D) is not a standard term for this type of
collaboration group. Unlisted groups must be enabled in Chatter Settings before they can be created by administrators.

HH#16

A Platform Administrator at Cloud Kicks is setting up a new Salesforce mnstance. The business requirements mandate that the
marketers are given access to opportunities in order to maintain the campaign relationships on each opportunity. The administrator
decides to assign the Marketing User profile. What should the administrator do next to achieve this requirement?

A. Configure the assigned apps to include Opportunity.
B. Edit the object permissions to include Opportunity.

C. Edit the role to enable Sales access.
D. Add a custom permission set to include Opportunity.

IEf#: B
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fEERA -

Profiles in Salesforce serve as the foundation for what a user can "do" with records, specifically defining Object-Level Security
(Create, Read, Edit, Delete permissions). The standard Marketing User profile typically does not include full "Edit" access to the
Opportunity object by default, as marketing roles are traditionally focused on Leads and Campaigns. To fulfill the requirement of
allowing marketers to maintain campaign relationships on Opportunities, the administrator must ensure the profile has the necessary
object permissions. If the organization is using a custom profile based on the Marketing User template, the admin should edit the
object permissions directly on that profile to include "Read" and "Edit" for Opportunities. This allows the marketers to view the
records and update the "Primary Campaign Source" field. While a Permission Set could also grant this access, the question implies
the admin is currently configuring the profile itself. Adjusting the profile's object permissions is the direct way to align the user's
capabilities with the business's functional requirements.

B #17
Agentforce is escalating cases to the support team, but the support team complains they have no context and have to ask the
customer to repeat everything, Which configuration issue is the most likely cause of this issue?

A. The handoffis creating a new case instead of transferring the existing session.

B. The support tean's case page layout is missing the agent history component.

C. The agent's instructions are preventing the history and context from being saved.
D. The support team members are missing the Agentforce User permission set.

Ef#: B

A -

When an Al agent like Agentforce transfers a conversation to a human support representative, the goal is a "warm handoft" where
the rep can see exactly what the customer and the Al discussed. If reps are complaining about a lack of context, the most common
administrative cause is that the Conversation History component (or Agent History component) has not been added to the Case
Lightning Record Page. Without this component on their page layout, the rep sees the newly assigned case but cannot see the
transcript of the preceding chat session. To resolve this, the Platform Administrator should use the Lightning App Builder to add the
relevant history conmponent to the Case page used by the support team. Option D is less likely if escalation is working but context is
missing, Option A would prevent users from using Agentforce features but wouldn't specifically hide the transcript of a finished Al
nteraction. Ensuring the Ul includes the conversation history is critical for maintaining high customer satisfaction during handofls.

HP#18
Cloud Kicks has implemented an Employee Agent to answer benefits questions for its employees. How should a Platform
Administrator prevent the agent from responding to staff members' questions about the CEO's private health plan and benefits?

A. Train the agent on employee health plans instead of the CEO's health plan.

B. Configure assignment rules to assign the agent to employee data.

C. Modify the agent's instructions and guardrails to block questions related to the CEO's health plan.
D. Ensure the users' permissions and field-level security restrict access to the CEO's health plan.

IEf#: D

AR

In the context of Agentforce Al, grounding and data security are paramount. Salesforce Al agents, including Employee Agents,
respect the existing security model of the Salesforce organization.

This means that the most effective way to prevent an agent from accessing or disclosing sensitive information, such as a CEO's
private health plan, is to leverage Field-Level Security (FLS) and user permissions. When an agent "grounds" its response, it only
considers data that the running user (or the agent's service user) has the permission to view. Ifthe CEO's health records are stored in
fields or records that are restricted via FLS or Sharing Settings from the profiles or permission sets used by the agent's context, the
agent will simply not "see" that data during its retrieval phase. While modifying instructions and guardrails (Option C) provides an
additional layer of safety, it is not as foolproof as the underlying security architecture. Training the agent (Option D) is not a standard
configuration step for preventing specific record access in a production environment. Therefore, maintaining a robust security model
is the critical prerequisite for ensuring that Al agents provide accurate and safe responses without leaking confidential business
information.

R #19



The sales director at Cloud Kicks wants to be able to predict upcoming revenue in the next several fiscal quarters so they can set
goals and benchmark how reps are performing. Which two features should a Platform Administrator configure?

A. Forecasting

B. Opportunity List View
C. Sales Quotes

D. Opportunity Stages

IE%: A\ D

it

To "predict upcoming revenue" and "benchmark performance," Salesforce provides the Collaborative Forecasting feature.
Forecasting (Option B): This tool allows managers to see their pipeline summarized by time period (quarters) and category. It
provides a real-time view of what the team expects to close.

Opportunity Stages (Option D): Forecasting relies directly on the Opportunity Stage. Each stage is mapped to a "Forecast
Category" (e.g,, Pipeline, Best Case, Commit, Closed). By accurately defining these stages and their associated probabilities, the
Platform Administrator ensures that the forecast reflects a realistic revenue prediction.

Sales Quotes (Option A) are for generating customer-facing documents. List Views (Option C) are for managing individual records
but do not provide the multi-quarter aggregation and benchmarking capabilities required by the sales director.

B #20
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