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Artificial Intelligence (Al)

Artificial Intelligence, refers to the development of machines and systems that can mimic human
intelligence to perform tasks like learning, reasoning, and problem-so(gt}g.

9

Artificial General

Autonomous Intelligence
& Agents ~

r—— . / Hey Einstein, can you
Predictive . D o Q update this order &

notify this customer?

Q How to

Sure thing! @ i T




Al Certifications

>

CERTIFIED

Al
Associate

Al Associate Exam Guide

Al Associate Trailmix

42

CERTIFIED

Al Specialist

\(b Al Specialist Trailmix

Al gécialist Exam Guide
2

CERTIFIED

CRM Analytics and
Einstein Discovery
Consultant

CRM Analytics and Einstein

Disc. Exam Guide

CRM Analytics and Einstein

Disc. Trailmix

Improve Qutcomes with
Einstein Discovery Trail



https://trailhead.salesforce.com/en/credentials/aispecialist
https://trailhead.salesforce.com/content/learn/trails/wave_analytics_einstein_discovery?trailmix_creator_id=strailhead&trailmix_slug=prepare-for-your-salesforce-ai-associate-credential
https://trailhead.salesforce.com/content/learn/trails/wave_analytics_einstein_discovery?trailmix_creator_id=strailhead&trailmix_slug=prepare-for-your-salesforce-ai-associate-credential
https://trailhead.salesforce.com/content/learn/trails/drive-productivity-with-einstein-ai
https://trailhead.salesforce.com/en/credentials/crmanalyticsandeinsteindiscoveryconsultant
https://trailhead.salesforce.com/en/credentials/crmanalyticsandeinsteindiscoveryconsultant
https://trailhead.salesforce.com/users/strailhead/trailmixes/prepare-for-your-salesforce-crm-analytics-and-einstein-disc-con
https://trailhead.salesforce.com/users/strailhead/trailmixes/prepare-for-your-salesforce-crm-analytics-and-einstein-disc-con
https://trailhead.salesforce.com/en/credentials/aiassociate
https://trailhead.salesforce.com/users/strailhead/trailmixes/prepare-for-your-salesforce-ai-associate-credential

Al Specialist

Einstein Trust Layer: 15%

e Identify the security, privacy, and grounding featLQg‘%f the Einstein Trust Layer.
¢ Implement and manage the Einstein Trust Lay%\

Generative Al in CRM Applications: 17%

¢ Given a scenario, identify the correc ?«éa;rative Al feature in Einstein for Sales.

¢ Given a scenario, identify the cor enerative Al feature in Einstein for Service.

Prompt Builder: 37% 6

e Given business requ@nts, identify when it's appropriate to use Prompt Builder.

Identify the righ?g roles to manage and execute prompt templates.

CERTIFIED

e Identify the iderations for creating a prompt template.
e Givenas, 10, identify the appropriate grounding technique.

Al Specialist

. Exp@e process for creating, activating, and executing prompt templates.

Ei opilot: 23%
o

Given business requirements, identify when it's appropriate to use Einstein Copilot.

(b » Explain how the large language model (LLM) identifies and executes a copilot action.
\\ o Leverage standard copilot actions and create custom copilot actions.
4(& ¢ Manage and monitor Copilot adoption.

Model Builder: 8%

¢ Given business requirements, identify when it's appropriate to use Model Builder.

» Configure standard, custom, and Bring Your Own Large Language Model (BYOLLM) generative models.


https://trailhead.salesforce.com/help?article=Salesforce-Certified-AI-Specialist-Exam-Guide

CERTIFIED

Al Specialist




Predictive

Type of machine learning that trains a model to make predictions or decisions based on data.

DATA
(INPU_T)_) Traditional

el Programming

DATA
(INPUT) ;
Machine

Oupt Sl Learning

Neural Networks \é g orredicen

‘b () 2.02 Competitor Type is Known and Route To Market is Reseller
(7 1.43 Deal Size Category is 5.0 and Supplies Subgroup is Car Electronics
(?) 1.16 Deal Size Category is 5.0

e How To Improve This

Q) -3.48 Set Supplies Group to Car Accessories
Q) -3.48 Set Supplies Group to Car Electronics



https://trailhead.salesforce.com/content/learn/modules/data-fundamentals-for-ai/discover-ai-techniques-and-applications
https://trailhead.salesforce.com/content/learn/modules/artificial-intelligence-fundamentals/understand-the-need-for-neural-networks

(GGenerative

Creates new content, such as images, videos, or text, based on a given input

Natural Language Processing? (NLP) (o‘é

Field of artificial intelligence (Al) that combines computer scie@nd linguistics to give computers the
ability to understand, interpret &3’

large language model (LLM). (:)0

Advanced computer models designed to underst%ﬁ and generate humanlike text

The ng@@ﬂM for the Right Task .

Shared T Salesforce Hosted Bring Your Own Model
Data retaine sforce Globally on Hyperforce Your model, your infrastructure
with jog ration
dWS  ANTHROP\C ”
@ I - @m‘ﬁ- ; Vertex Al
& =cohere

h}%‘ : i 1!"""


https://trailhead.salesforce.com/content/learn/modules/data-fundamentals-for-ai/discover-ai-techniques-and-applications
https://trailhead.salesforce.com/content/learn/modules/natural-language-processing-basics/get-to-know-natural-language-processing?trail_id=explore-generative-ai-tools
https://trailhead.salesforce.com/content/learn/modules/large-language-models/learn-the-basics-of-large-language-models?trail_id=explore-generative-ai-tools

Einstein 1 Platform

&

Einstein 1
Platform

Apps &

Workflows  vour Apps AppExchange

Low-Code Copilot
Al Builders Builder

Einstein Shield,
Trust Layer Data Privacy

Model
Ecosystem

DataCloud  feaiTime

Prompt
Builder

Structured &
Unstructured

Unified Metadata Framework

it

Sales v Marketing Commerce Tableau Industries

-

(‘?ﬂdel Einstein for Composable DevOps, Monitoring,
§ u

ilder Devs, Flow Apps and Flows Governance

Dynamic Data Toxicity Audit Trail, Zero Data
Grounding Masking Detection Feedback Retention

Your Models  gws
or LLMs

Unified Data Vector Your
Profiles Actions Database Lake



https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch

Data Cloud

Data platform that combines the power of the Salesforce Platform with the scalability of an infrastructure
that allows for processing data in near—real-time \\‘%

Actions ﬁﬂ

Q’
< .@@

Insights Segment Activation

Batch Transform

Streaming !

20950e.

Analyze Flows

®.

Export

Predlctlons
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https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/data-cloud-powered-experiences/learn-how-data-cloud-works
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https://trailhead.salesforce.com/content/learn/projects/connect-data-cloud-to-copilot-and-prompt-builder
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CERTIFIED Prog@ﬁe}t Builder

Al Specialist ‘\{:,Q’

Promwuder: 37%

(aven business requirements, identify when it's appropriate to use Prompt Builder.
» Identify the right user roles to manage and execute prompt templates.
» Identify the considerations for creating a prompt template,
» Given a scenario, identify the appropriate grounding technique.

« Explain the process for creating, activating, and executing prompt templates.



Prompt

Provide the LLMs with a set of instructions AND relevant data for the LLMs to generate quality
results



https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/prompt-fundamentals/get-started-with-prompts?trail_id=drive-productivity-with-einstein-ai

Prompt

Prompt Builder : Create and refine prompts to

get quality output from an LLM. Some of the e | o s | e | oy ? Hep v % Settings

typical features include the ability to write ~ - —

instructions, provide grounding data, configure (‘b{é

LLM parameters, and test the prompt against E— o g
Eeareh Tor or s rwurce to insert [ Account > summarization of Open Cases

an LLM ( ‘\@ 1 Template Properties

Grounded Data

=13

& Flows
Context * Einstein Studio Workspace @
. You'rea {!$Input:Sender.Title} and your na is {!$Input:Sender.Name} from {!$Input:Sender.CompanyName} . Your prospect]s 9
Prompt Template' Reusable template help to {!$Input:Recipient.Name}, a (!SInput:Rx itle} . They are based i1 {!SInput:Recipient.MﬂihngCit%4 ] Dufaui Workspecs s

generate data-d riven and ConSIStent OUtpUt at In the email, invite the prospect to af ent for customers of Cloud Kicks new and old to network and preview upcoming Dl
H H H H H products, in no more than 70 w; i to the prospect the possible benefits of attending the event and mention that you Default OpenAl GPT 4 32k Confi.. ¥
Scale USIng unlfled voice and persona“zatlon " would be happy to chat with tr{n‘fu’her at the event or online if they need more information.
view this model L3 .
You must treat equally individuals or persons from different socioeconomic statuses, sexual orientations, religions, races, Model Choice
Wh at ma keS a qood D rom Dt an d D rom Dt physical appearances, nat ies, gender identities, disabilities, and ages. When you do not have sufficient information, you
must choose the unkpown ®ption, rather than making ions based on any yp Policies
template? s
— Qnstructions
I n Stru Ctl O nS Fol| Q&mctions preci do not add any i ion not p
PO| ICI eS rize in 1 sentence, and use clear, concise, and straightforward language using the active voice and strictly avoiding the use
ller words and phrases and redundant language. Style , Language & Tone

Examples > -
Loca | e , Styl e & TO neS % Keep the el:n(ftlcfn of the summary relaxed. ‘

O utp ut Form at In the email, invite the prospect to attend the event in no more than 70 words.
Context

Model .J.\‘b

Grounded Data

Best Practices for Building Prompt Templates Prompt Builder Limitations



https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/prompt-fundamentals/get-started-with-prompts?trail_id=drive-productivity-with-einstein-ai
https://www.salesforce.com/ca/artificial-intelligence/prompt-builder/
https://trailhead.salesforce.com/content/learn/modules/prompt-fundamentals/understand-prompt-templates
https://admin.salesforce.com/blog/2024/the-ultimate-guide-to-prompt-builder-spring-24
https://admin.salesforce.com/blog/2024/the-ultimate-guide-to-prompt-builder-spring-24
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_best_practices.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_limitations.htm&type=5

Prompt Template

Prompt Template Types P

E Sales Email

Used to draft emails
for Sales

Bound to (inputs):
B User

E Contact
ﬂ Lead

Record (optional)
A Aa

WCOM Summary

‘b’ Used to customize
the default

Used to create text

that’s stored in a‘(g’

record fieldg QO summarization
& Copilot action
\&
Bound té&$ihputs): Bound to (inputs):

%&&m IZ) Record

Used to create text
that can be used
from custom entry
points

Bound to (inputs):

Up to 5 record/s
(optional)


https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://www.youtube.com/watch?v=UuPWXstNjgs

Grounding Options

Ground with Record Merge Fields Ground with RelatediList Merge Fields
Record merge fields connect your prompt templates to Ground your pro % templates with your object’s related lists to
Salesforce object fields. add depth a text to your grounding.
Ground with Flow Merge Fields Groun@ith Record Snapshots
Flows elevate your prompt templates beyond grounding with Gralfid your prompt templates with Record Snapshots for a
record fields. . . .
Q e convenient and powerful prompt authoring experience.

Ground with Apex Merge Fields %’
You can use an Apex merge field in a prompt template to return {:}Q‘ Ground with Retrieval Augmented Generation (RAG) in Data
data from a SOQL query or to return data from an external APJ.\& Cloud

Q} Enhance your prompt templates by incorporating context from
Ground with Data Cloud DMO Merae Fields \Q’t unstructured text sources organized in a vector database such

as knowledge articles, emails, and chat transcripts by using

Ground your prompt templates with data model objec MOs)
Einstein Search.

from Data Cloud in Prompt Builder. \\
\?


https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_template.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_merge_fields.htm&language=en_US&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_flows.htm&language=en_US&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_apex.htm&language=en_US&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_dmo.htm&language=en_US&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_related_list.htm&language=en_US&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_record_snapshots.htm&language=en_US&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_rag.htm&language=en_US&type=5
https://help.salesforce.com/s/articleView?id=sf.prompt_builder_ground_rag.htm&language=en_US&type=5

Prompt Template Lifecycle

W
Lifecycle of a Prompt Templat%\@%in Salesforce &»
N

Ground with your
data

Create prompt 0
templates

Design reusable pro:ﬁ?
that return a congs
result from Ge& Ms

o

\{b OOTB Templates ]
A\
..x‘b [ Field Generations ]

o l

Improve the quality of
your prompt templates

[ CRM Data ]

[ Prompt Flows

[ Data Cloud J

Flex Tempiates ’

@
& O

Test and iterate
prompt templates

Call prompt templates to
supercharge productivity
within the flow of work

Test and refine
prompt femplates

Secured by Einstein
Trust Layer

J
| e |
[ J

Version control

o -
Deploy prompt
templates
Invoke using Flows or
Apex or LWCs to take -

actions beyond
generated results

"

. x


https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://www.youtube.com/playlist?list=PLnobS_RgN7JbHXRR7jaJWFQRvhQScaATL

Permission Sets

Permission Sets

On this page you can create, view, and manage permission sets.

| All V| Edit | Delete | Create New View

%;&(\
2o

N T

=
©
£

)

Action
Clone
Clone
Clone
Clone
Clone
Clone
Clone
Clone
Clone
Clone
Clone
Clone
Del | Clone

O0000000oo0c0oooo0o

Permission Set Label *

E360 Messaging_Integration User

Einstein Al-Generated Search Answers

Einstein Activity Capture Included

Einstein Article Recommendation for Conversations
Einstein Conversation Insights Included

Einstein Copilot for Salesforce Admin

Einstein Copilot for Salesforce User
Einstein Sales Call Summaries
Einstein Sales Emails

Einstein Sales Summaries User
Einstein Service Email Assistant User
Email Response User

External Data

N

0\7
Description Q
Allows inte rhser to access features specific to E360 Messaging.
Provi ér access to Einstein Al-Generated Search Answers.
G dgt’cess to use Einstein Activity Capture.
users access to Einstein Article Recommendation for Conversations.
ets sales reps & managers record voice & video calls, process calls to generat...
Allows users to build and manage in-org copilots.
Gives users access to the Einstein Copilot Al assistant in Salesforce.
Allows users to generate summaries for calls.
Access Sales Emails features to write emails using Einstein for Sales.
Lets users create sales summaries for accounts, contacts, leads, and opportunitie...
Use Service Email Assistant features to write emails with Einstein.
Give users access to Einstein Service Replies for email.

Gives read/view all permissions for records and fields for External Reservation an...

AlB|C/IDEBllF|IG|H[I|J|K|ILIM|N|O|P|Q|R|S|T|U

License

Cloud Integration User

Einstein GPT Search Answers

Sales Cloud Unlimited

Einstein GPT Article Recommendations for Convers:
Sales Cloud Unlimited

Einstein GPT Copilot

Einstein GPT Copilot

Einstein Conversation Insights Al User License
Einstein GPT Sales Emails

Einstein Sales Summaries

Einstein Service Email Assistant

Einstein GPT Service Replies For Email


https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
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CERTIFIED Eingﬁéfn Trust Layer

Al Specialist

?
>

Einstein Trust Layer: 15%

« Identify the security, privacy, and grounding features of the Einstein Trust Layer.

e Implement and manage the Einstein Trust Layer.



The Einstein Trust Layer

Data platform that combines the power of the Salesforce Platform with the scalability of an infrastructure
that allows for processing data in near—real-time \\‘%

Inside the Einstein Trust Layer \‘(\

in the Salesforce

Trust Boundary
‘b' Toxic
A : . ~ Data -
'+ Audit Trail Demas'&. Language  Generation ,
§ Detection

Einstein Trust@er Hosted models

16) Secure Zero Data

Salesforce o5 Gateway Retention
ADDS Secure Data ) ynamic . Data . Prompt
PP Prompt Retrievalc.ofb Grounding . Masking * Defense

External models
with a shared
trust boundary

Company Data


https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/the-einstein-trust-layer
https://developer.salesforce.com/blogs/2023/10/inside-the-einstein-trust-layer?_ga=2.176541349.1440964203.1729425076-1350753927.1717681278

Data Masking

Einstein Trust Layer uses data masking to help prevent sensitive information from exposure to third-party
large language models (LLMs) \\“\

Recipent Type

} a Contact

[Prompt Template Workspace 0 ]

Introduce yourself and welcome the contact. Let them know that you're sending this email to verify their information. List the following information as a bullet kst
Full Name: Andy Young

Company Name: Dickenson PLC

Business Phone Number. (785) 241-6200

Mobile Phone Number: (785) 265-5350

Emall: a_young@dickenson com

SSN. 243930486 0
Credit Card on file: 378282246310005

Use clear and straightforward language. using active voice, and avoiding the use of filer words End with asking them 1o call Coral Cloud Resort to verify their information on§ fle

<

‘(3 Data Masking Details

Preview Ko
| ea
|Resolulion° . The following data has been masked. Learn more in Salesforce Help.
4

Your name is <PERSON_1> and you're 3 Sales associate at Coral Cloud Resort writing an email t0 3 new contact to verify their ~

Now create the email

information on record i Thesnsten ™ placeholder Text v | True Value
Demasked vali
instructions: \ | Subject: erfcationct1  <CREDIT_CARD_0> 378282246310005
’ ; : Body:Dear ecca

l!::::lur:mf«mal;rna wmm‘ e e - I'hope thi I find i ot a_yowg@d»ckmson:om

Full Name: <PERSON_0> s email finds yt

o L Deea el theinfomstonwe e <PERSON_0> Andy Young

Business Phone Number: <US_PHONE_NUMBER 1>

Mobile Phone Number: <US_PHONE_NUMBER 0> - Full Name: Andy Young < PERSON_1> 2ecca
<US_PHONE_NUMBER_0> (785) 265-5350
<US_PHONE_NUMBER_1> (785) 241-6200

<US_SSN_0> 243930486


https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/llm-data-masking-in-the-einstein-trust-layer/configure-llm-data-masking-policies

Audit and Feedback

Verify Masked Data

Review Toxicity Scores

Safety Scores

Fee

Create Report 0

Category Select a Report Type 0
Recently Used

(@ comnt °]
Al &F
Data Cloud Showing results for GenAl Q’
Accounts & Contacts Report Type Name Category (}
Opportunties GenAlGatewayRequestTag ﬁa ~
Customer Support Reports GenAlGatewayRequest i =
Leads with y Data Cloud v
Campaigns with yResp \ Data Cloud -
Activities GenAlGatewayRequest with GenAlContentQuality % tandard Data Cloud v
Contracts and Orders GenAlFeedback Standard Data Cloud B
Price Books, Products and Assets with i Standard Data Cloud -
Administrative Reports with Detail @ Standard Data Cloud v
File and Content Reports GenAlContentCategory X \\ Standard Data Cloud -
Individuals GenAlFeedbackDetall % Standard Data Cloud ()
Other Reports QenAlGatewayResponse Standard Data Cloud ~

This tool uses

Loarn mare

Q}\% r—

/ﬂ Einstein - Escalated Open Cases Field .

° or harmiul responaes.

generative Al-
Click any generative Al-enabled fiwld icon - 1o creats field
values. Not perfect? Tell Einstein how to fix it using natural

NI, which can produ

ing out tha detads? Einsten helps you fiil out
enabled fields

language like, “Make it shorter”
ck Data PN ks
~ Here s | came up
.
In review .
N\ a total of e Poiest
:‘:‘:ﬂ" 1% factually incorrect
e il w i
improver t containg based. toxic, or harmbul
attontion taxt
13 tanu er stytw is wieng
Uss | Other
Tell me what 12 Cancel
>
Report: GenAlGatewayResponse with GenAlContentCategory
ity by Date and Feature Responses
Show with toxicity a than 0.85 sorted by date and feature
| Timestamp * [v Feature * [] DetectorType ~ Category ¥| Value ¢ [¥] Response Text =
(] o14r2024 (11) ‘Conversation Catch-Up (1) Toxemy salety score  0.9988225  {<br> "result’: {<br> ‘natural’: “The guest reported a big problem with their

Subtotal

EinsteinAssistant (2) TOXICITY safety_score
TOXIGITY safety_score

Subtotal

‘SalesEmailsCustomPrompt (1) TOXICITY safety_score

product, which was broken. They provided the receipt number and expressed the
need to retumn the product as soon as possible. <br> "issue_resolution" [{<br>
issue": "Product return request”,<br> ‘resolution": *The agent guided the guest
through the return process.<br> Ji<br> },<br> "additional":{<br> "Speakers':
[*Amazebot", *Guest", *Bassem'],<br> *NumOfChats": 1<br> }<br>}

09987072 {<br> "draft_or_refine": "refine*<br>}

0.99847025  {<br>"subject": “Your Exciting Vacation Awaits at Coral Cloud Resorts".
<br>"body"; *Hi Sofi to have you staying with us
at Goral Cloud Resorts next month! Our team can't wait to give you top-notch
service In a beautiful spot that promises a relaxing and refreshing time.\n\\While:
You're here, why not join our Kundalini Yoga Morning session? It's a great way to
get , plus it helps with
balance. You'll feel refreshed and ready to take on the day\n\nWe're really
looking forward to your arrival and making sure you have a fun, relaxing, and
‘memorable vacation. Thanks, and see you soon.\n\nWarm regards,\nBassem
Ismaiel\nGuest Services AgentinCoral Cloud Resorts"<br>}

099877363  {<br>"subject"; *Exciling Vacation Awaits at Coral Cloud Resorts",<br>"body":
*Dear Sofia Rodriguez \n\nWe are thrilled to have you staying with us at Coral
Cloud Resorts next month! Our team is dedicated to providing you with high-
quality service in a beautiful location that promises a relaxing and rejuvenating
experience \n\nDuring your stay, we recommend taking part in our Kundalini Yoga
Morning session. This unique activty offers not only physical benefits but also
‘mental clarity and emotional balance. It can positively impact your overall well-
being, leaving you refreshed and energized for the day ahead \n\nThe resort team
is eagerly anticipating your arrival and is committed to ensuring you have a fun,
relaxing, and memorable vacation. We look forward to meeting you and creating

rds \nB:



https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://help.salesforce.com/s/articleView?id=sf.generative_ai_trust_arch2.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.generative_ai_audit_data_mask.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.generative_ai_audit_toxicity.htm&language=en_US&type=5
https://developer.salesforce.com/docs/atlas.en-us.chatterapi.meta/chatterapi/connect_responses_einstein_llm_generations_safety_score.htm
https://help.salesforce.com/s/articleView?id=sf.generative_ai_feedback_review_feedback.htm&type=5
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CERTIFIED Eine;sf’ein Copilot

Al Specialist

Einstein Co “23%

« Giverybusiness requirements, identify when it's appropriate to use Einstein Copilot.
» Explain how the large language model (LLM) identifies and executes a copilot action.
» Leverage standard copilot actions and create custom copilot actions.

* Manage and monitor Copilot adoption.



Einstein Copilot

©
(x

< Topic Details

*Topic Label

General CRM

* Classification Description @ \\%
Engages and interacts with the user about an: x@
that could be CRM data related. This could b uch

as identify and summarize records, answer,gueri&€,
aggregate data, find and query objec& records,

Trusted conversational Al agent .1t has
the capability to perform business tasks
on behalf of the users

L3

di
or drafting and refining emails.
N\ 4
*Scope @
¥ @r questions for the user
@ M data related,

affunctions. i.e:

eCordDetails(),
GetActivitiesTimglip€(), GetActivityDetails(), WebSearch()

2
The fo injhstruc(ions are used to run this topic.
* tign O
g e are multiple available data retrieval functions at

o our disposal. You can use each one of them multiple
:E times if needed. You should use functions as many times

as necessary until you have all the data required to fulfill

Your job is to interact a|
about anything Salesfor§
combining all data rg

Topic : An agent topic is a category of
actions related to a particular job to be
done by agents

Action : It's how agents and copilot gets

things done.

the request of the user. You can perform extra calls if you

%\ think you can get additional relevant information.
Y

*Instruction @

Do not declare your intent i.e. "I will now retrieve the
data" - Just fetch the data.

N4
Reasoning Engine Al system thabk%'nics 4
human-like decision-making and om—
problem-solving capabilities based on

certain rules, data, and logic

Identify the object type (i.e., leads, opportunities,
accounts) the user asks about. If unclear, confirm with
the user and make a suggestion based on the query
context and history.

E « Topic Details

on
[ X4

o
&
®

Topic Configuration  This Topic's Actions

(41)[x]

Manage the actions assigned to your topic. To add or

remove actions, your agent must be deactivated.

{ Q Search actions...

Jle]

4 items - Sorted by Agent Action Label(asc)
Agent Action Label 1 v

Generate Personalized Schedule
Check Weather
Get Record Details

B Identify Record by Name
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How Copilot Work

CRM User LLM

= . LLM
Reasoning Engine

Chat

Ask Question Plan

cute Output
P2
\¥4

. S i
= C-éxecute Services Q ummarize case
Topic
ﬁ Sure, the case has been summarized.
Actions Q’ S Urgent: Cancellation of White Water
n
- 46) Rafting Rush Experience for the Sofia

Rodriguez Family is a Case owned by Admin
Standard Actions K{:F

< User with a high priority status. The case
involves Sofi Rodriguez, who expressed
Apex disappointment due to the unexpected
cancellation of an event at White Water
significant part of their vacation plans. The

Rafting Rush Experience, which was a
case was created via phone due to this new

problem.

Ground Data

Copy

salesforce

) B ) MuleSoft
Considerations for Agents and Copilot

Q Suggest alternate activities

h Analyzing your request «/
Figuring out next steps + 4+
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Model Builder: 8%

* Given business requirements, identify when it's appropriate to use Model Builder.

« Configure standard, custom, and Bring Your Own Large Language Model (BYOLLM) generative models.



Model Builder

1. ACCESS

Einstein Studio

\
®

%
.

LLM Additional Parameter

Q‘b’ Model (LLM)

2. BUILD

Setup

Created Predictiv@pdel

Connected P&
Model (BY

Predic&@ Jobs

alesforce-Enabled
erative Model
\ onnected Generative

Model Playground

. >

3. UTILIZE

Model Details

Overview

Training
Predictions

Activity
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Generative Al in CR plications: 17%

* Given a scenario, identify the correct generative Al feature in Einstein for Sales.

» Given a scenario, identify the correct generative Al feature in Einstein for Service.



Einstein for Sales

Sales Emaill

Forecast Guidance (Agent Action)

Close Plan (Agent Action)

Q‘:’Q’ s

Sales Summaries

% Summary for Borderfree GW

Einstein Opportunity Summary ©

Created Oct 12 at 12:50 PM

The deal named Borderfr
stage and is associated wit
Inc... The deal amour
on January 9, 2023,

Bently in the Negotiation/Revi
nt Intermediate Chanticleer

w

6602 and the deal is expected to close

Who's Involved

The deal involves two contacts, including the CEO. There is one internal
team member involved in the deal.

Activities

In the past 30 days, there have been 2 meetings and 1 call related to the
deal.

Copy to Clipboard

Call Explorer

Video Call
TrailTech Discussion

Call Started Call Durationgy nguage Call Type Related Record

9/7/2023, 1021 AM

003524 \ ish Google Meet

Meeting Playback

Participants #

Customer

Adventure for

Insights
‘Automatic Insights

Questions (2)| |Pricing (2

Budget (1) | Authority (1)

~ Competitors Insights

Peak Systems (3) se o o s o

Call Summaries

nture for Life

it | Shar v
Owner N
@ rerz
e Transcript  Call Summary  Acton ftems  More *
9 Einstei Created by Einstein
Customer Impression
dthe

& Explore: TrailTech Discussion — " X and

Why was Peak Systems mentioned?

Inthe conversation between Alex Zhang and Gabiella Siva, Peak Systems e

was mentioned because Gabriella brought it up. She mentioned Peak M
Systems as a competitor and highiighted some of its impressive features, 1"
such as coaching tools, sharing capabilties, and accessibity features. This  d the
comparison was made to understand how TraiTech, the product Alex
represents,stacks up against Peak Systems in these key areas ure gap

— s with
[ « 2 (

Transcript  Call Summary  Action ltems  More ~

£9 Einstein Created by Einstein

Customer Impression
The customer seemed satisfied with the call and appreciated the
assistance provided by the seller. They expressed gratitude and
ended the call on a positive note.

Call Summary
During the call, Alex Zhang from Northern Trail presented the
benefits of TraiTech, highlighting its features, customization
options, and automation capabilities, while also acknowledging
Peak Systems' advantage in coaching. Both partes discussed the
potential benefits of TrailTech for Adventure for Life's sales
operations. Gabriela Silva was particularly interested in feature gap
comparison between TrailTech and Peak Systems to make an
informed decision for her company.

Next Steps.
+ Customer to review the information provided and discuss with
the team
o | [ 1 # edit @ CopytoClipboord
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Einstein for Service

Service Replies

Conversation Past Chats Details

@ Chat started by Visitor - 3:26:14 PM

SFOC Agent - 3:26:19 PM

Hi, i need help checking my order status

Visitor - 3:26:31 PM

s 2|2 =]

There, you will be able to see the status of your order)

Thank you for reaching out. How can | help you today

Sure, | can help you with that. To check your order status, you can log
in to your account on our website and go to the 'Order History' section.

l [ crRr ®
@ Einstein Recommendations o
Last Updated 3:26:31 PM - 3 Items
Sure, | can help you with that. To check your order status, you can log

in to your account on our website and go to the ‘Order History'
section. There, you will be able to see the status of your order.

Source  Knowledge

Not Helpful

that. Could you please provide me with your

»

g/der number?

Source Context

Post | Edit Not Helpful

Of course! I'l be happy to help you with your order status. Can you

&

Source Context

Post | Edit

N

please provide me with your order number?
ANW

Knowledge Creation

Search Answers

Q§7
AN

O

Work Summaries

Conversation Details

a Conversal

Yes, | got it reset. Thanks!

Guest - 12013/2023, 3:16 PM

Ry
Q

No thats all

Guest - 12713

£ vso

Alnpoan

AN
A0
0

Active | End Chat

Great! Is there anything else i can help you with today?

© Read

‘Admin U + 12113/2023, 316 PM

Great, and thank you for choose us for your business needs!

Admin U + 12/13/2023, 317 PM / Delivered

L

Wrap-Up o

+. Einstein Recommendations Applied

*Order Return Name

ABC Order Return

® Issue 5

Logging into the account

Subject & ® Resolution o
Password Reset ‘ The admin sent a
password reset email
and provided
Status * Summary 5
[ --None-- M ] The guest contacted the

chat support for
assistance with logging /|

(18] id Einstein write a good summary?

=3

Mobile Pre-Work Brief

PRE-WORK BRIEF

Your work plan involves a low-priority rebuild
job for Heath Axworth, with a work order
number of 00000917, The job will be done
according to the Global Price Book, and there
is a scheduled service appointment with
appointment number SA-0837. The
appointment has a duration of 120 minutes an.

SERVICE APPOINTMENT ..
Y e e e

“San Ffar? isco

Cooians ot pak

portosos

# Actions

%
Pre-Work Brief

You have a work order to repair the wooden
fence on the west side of the property. The
fence has several broken slats and needs to be
reinforced. The customer has complained
about a delay in the fence repair. They are
unhappy with the timeline and are requesting a
status update. Your work type involves the
repair of damaged fences, including fixing
broken slats, reinforcing posts, and painting if
necessary. You will conduct a thorough
assessment of the damaged fence, prepare a
detailed estimate for the repair work, present
the repair estimate to the customer and obtain
their approval, procure the necessary materials
for the fence repair based on the approved
estimate, conduct a quality check to ensure
that the fence repair meets the company's
‘standards, invite the customer to inspect the
repaired fence and ensure their satisfaction,
and complete all necessary documentation,
including photos and final invoices.

verify that you've logged all products that were
consumed for this job.

Was this hetptut? - e
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