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¢ Productivity and Collaboration: This domain addresses activity management, Chatter collaboration,
=A 1 Salesforce mobile app customization, and AppExchange applications including managed and unmanaged
packages.

e Service and Support Applications: This domain covers case management systens, including case
FH 2 assignment, queues, and automation through escalation rules, auto-response rules, and Einstein for Service.
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o Agentforce Al: This domain introduces Al-powered agents in Salesforce, covering use cases, configuration
FH 3 in Agent Builder, security considerations, and troubleshooting agent permissions.

¢ 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

=™ 4 ; . . .
T while understanding sharing model impacts.

¢ Automation: This domain covers automation tools for streamlining business processes, including assignment
FH 5 and escalation rules, Flow configuration for various scenarios, and approval process setup.

¢ Sales and Marketing Applications: This domain addresses sales cycle management from leads to
= 6 opportunities, including productivity features, lead automation, campaign management, forecasting, and
Emstein for Sales capabilities.
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AE #110
What is the next step an agent perforns when the tasks within an agentic loop are all unsatisfactory?

A. Gives an error message

B. Asks for additional information

C. Provides the best answer possible with caveats
D. Routes to a live agent

e B

ME:

In an agentic loop, the Al agent iteratively tries to solve a user's request by calling actions and evaluating the results. Ifthe results of
those actions are unsatisfactory (e.g., the data returned doesn't answer the prompt or a required input is missing), the agent's next
logical step is to ask for additional information. By clarifying the user's intent or requesting the missing data point, the agent can
initiate a new loop with better inputs. Giving up with an error message (Option B) or providing a "best guess" (Option A) are
considered failures of the reasoning process. Routing to a live agent (Option C) is an escalation step that typically happens after the
agent has failed to resolve the issue even after clarification, or if the user explicitly asks for human help.

AE#111

A new agent is being developed to help customer service reps process customer requests for a replacement product. The agent
needs to call an action that takes two inputs:

productld: An 18 character ID for the product being replaced

reasonCode: A three-digit code representing the reason for the replacement Which set of agent instructions should a Platform
Administrator use for these inputs, according to best practices for Agentforce instructions?

e A Instructions for productld: "The 18 character ID of the product. Retrieve this from the conversation history or the user's
mnput. Required." Instructions for reasonCode: "A three-digit code that specifies the reason for replacement. This is required
only when the product ID is present."
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¢ B. Instructions for productld: "The 18 character ID of the product." Instructions for reasonCode: "A numerical code."

e C. Instructions for productld: "The product ID. Retrieve this firom the conversation history or the user's input." Instructions for
reasonCode: "The three-digit replacement reason. This is required when the product ID is present."

¢ D. Instructions for productld: "ID from the product record." Instructions for reasonCode: "Code for the reason.”

HE: A

Y.

Effective Agentforce instructions must be explicit about the data format, the source of the data, and the requirements for the input.
Option D is the best choice because it provides the most detail for the Large Language Model (LLM). It specifies the format (18
character ID / three-digit code), the source (conversation history or user input), and the logic/dependency (required only when the
product ID is present). This level of detail prevents the agent from guessing or providing incomplete data to the underlying Salesforce
action. Options A and C are too vague and could lead to errors. Option B is better but lacks the explicit "Required" tag and format
details found in Option D. High-quality instructions act as a contract between the agent's natural language understanding and the
structured data requirements of the Salesforce system

HAE #112
The Activity Timeline is missing from the Account record page. What should a Platform Administrator do to correct this?

A. Run a report to verify whether any activities have been logged for that Account.

B. Add the standard Activities component to the Account Lightning record page.

C. Update the user's permission to allow Edit access to the Activity Timeline.

D. Add a button for the Activity Timeline in the Object Manager for the Account object.

H¥e: B

MH.

The Activity Timeline is a standard Lightning component that displays open tasks, upcoming events, and past activities (like logged
calls or sent emails) in a chronological view. If this timeline is missing from an Account page, it is usually because the component has
been removed from the Lightning Record Page layout. To fix this, the Platform Administrator should open the Account record in the
Lightning App Builder. From the list of standard components on the left, the admin must drag the Activities component onto the page
canvas-typically in the right-hand colunn or a dedicated tab. Once the page is saved and activated, the timeline will be visible to
users. Visibility of the timeline is a layout configuration, not a specific "Edit access" permission (Option B). Running a report (Option
C) might confirm if data exists, but it won't fix the UI issue. There is no "button” for the Activity Timeline in the Object Manager
(Option D); it is managed strictly as a component within the App Builder.

A2 #113
Which Salesforce feature allows a Platform Administrator to automate3 the routing of records to specific users for review and
decision-making based on predefined criteria?

A. Validation Rules
B. Schema Builder
C. Assignment Rules
D. Approval Process

4
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An Approval Process is the dedicated Salesforce feature for managing workflows that require human "review and decision-making,"
Unlike Assignment Rules (Option A), which sinply change the owner of a record, an Approval Process locks the record to prevent
further changes and routes a formal request to an "Approver." This approver can then choose to Approve, Reject, or Reassign the
request. The process can include nuiltiple steps, entry criteria (e.g., "only if discount > 10%"), and specific autormated actions that
occur once the final decision is made. Validation Rules (Option B) are used to prevent saving bad data, not for routing. Schema
Builder (Option D) is a visualization tool for the data model. Therefore, when a business process requires an official "sign-off" or
"decision," the Approval Process engine is the correct architectural choice.

EE #114
DreamHouse Realty has an approval process. A manager attenipts to approve a record but receives an error. What should a



Platform Administrator do to troubleshoot this issue?

A. Review the page layout to ensure the fields updated in the process are visible.
B. Add a delegated approver for the next approver in the process.

C. Update the field-level security to view on fields that are updated in the process.
D. Check if the user in the next approver is inactive or missing,

2
m

SH: D

ME:

A common cause of errors in an Approval Process is a breakdown in the "Approver" chain. If an approval step is configured to
route to a specific user or a manager who has been deactivated, Salesforce will throw an error when the current step tries to
advance. The Platform Administrator should check the "Next Approver" field on the record or the step definition in Setup to ensure
the target user is active and has a valid Salesforce license. While field visibility (Options B and C) is important for the user
experience, missing field access typically doesn't "error out" the approval engine itself; it just prevents the user from seeing the data.
Checking for inactive users is the first step in troubleshooting runtime errors in automated routing processes.

A2 #115
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