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Artificial Intelligence (AI)
Artificial Intelligence, refers to the development of machines and systems that can mimic human 
intelligence to perform tasks like learning, reasoning, and problem-solving. 



AI Certifications

AI Specialist Exam Guide

Improve Outcomes with 
Einstein Discovery Trail

AI Specialist Trailmix

CRM Analytics and Einstein 
Disc. Exam Guide

CRM Analytics and Einstein 
Disc. Trailmix

AI Associate Exam Guide

AI Associate Trailmix

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


AI Specialist

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


Foundation



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

Neural Networks

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


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

Natural Language Processing? (NLP)

Field of artificial intelligence (AI) that combines computer science and linguistics to give computers the 
ability to understand, interpret

large language model (LLM). 

Advanced computer models designed to understand and generate humanlike text

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

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

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


Overview Demo

https://trailhead.salesforce.com/content/learn/projects/connect-data-cloud-to-copilot-and-prompt-builder


Prompt Builder



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 
typical features include the ability to write 
instructions, provide grounding data, configure 
LLM parameters, and test the prompt against 
an LLM

Prompt Template: Reusable template help to 
generate data-driven and consistent output at 
scale using unified voice and personalization .

What makes a good prompt and prompt 
template? 

● Instructions
● Policies
● Examples
● Locale , Style & Tones
● Output Format
● Context
● Model
● 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 

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
Record merge fields connect your prompt templates to 
Salesforce object fields.

Ground with Flow Merge Fields
Flows elevate your prompt templates beyond grounding with 
record fields.

Ground with Apex Merge Fields
You can use an Apex merge field in a prompt template to return 
data from a SOQL query or to return data from an external API.

Ground with Data Cloud DMO Merge Fields
Ground your prompt templates with data model objects (DMOs) 
from Data Cloud in Prompt Builder.

Ground with Related List Merge Fields
Ground your prompt templates with your object’s related lists to 
add depth and context to your grounding.

Ground with Record Snapshots
Ground your prompt templates with Record Snapshots for a 
more convenient and powerful prompt authoring experience.

Ground with Retrieval Augmented Generation (RAG) in Data 
Cloud
Enhance your prompt templates by incorporating context from 
unstructured text sources organized in a vector database such 
as knowledge articles, emails, and chat transcripts by using 
Einstein Search.

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

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


Permission Sets

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


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

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)

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
Feedback Data

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


Einstein Copilot



Einstein Copilot
Trusted conversational AI agent .It has 
the capability to perform business tasks 
on behalf of the users

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.

Reasoning Engine AI system that mimics 
human-like decision-making and 
problem-solving capabilities based on 
certain rules, data, and logic

https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/einstein-copilot-basics/explore-einstein-copilot?trail_id=build-ai-assistants-with-einstein-copilot
https://help.salesforce.com/s/articleView?id=sf.copilot_topics.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.copilot_actions.htm&type=5
https://www.salesforce.com/blog/what-is-a-reasoning-engine/


How Copilot Work

Considerations for Agents and Copilot

https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://help.salesforce.com/s/articleView?id=sf.copilot_considerations.htm&type=5


Model Builder



Model Builder

LLM Additional Parameter

https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/build-ai-models-in-einstein-studio
https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://developer.salesforce.com/docs/atlas.en-us.chatterapi.meta/chatterapi/connect_requests_einstein_llm_additional_config_input.htm


Generative AI in CRM 
Applications



Einstein for Sales

Sales Email

Forecast Guidance (Agent Action)

Close Plan (Agent Action)

Sales Summaries

Call Explorer

Call Summaries

https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/einstein-copilot-sales-actions-for-sellers-quick-look
https://help.salesforce.com/s/articleView?id=release-notes.rn_sales_einstein_gpt_sales_emails.htm&release=246&type=5
https://help.salesforce.com/s/articleView?id=sf.copilot_actions_ref_get_forecast_guidance.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.copilot_actions_ref_close_plan.htm&type=5
https://help.salesforce.com/s/articleView?id=release-notes.rn_sales_summaries_einstein_generative_ai.htm&release=246&type=5
https://help.salesforce.com/s/articleView?id=sf.eci_call_explorer.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.eci_call_summaries.htm&language=en_US&type=5


Einstein for Service

Service Replies

Knowledge Creation

Search Answers

Work Summaries

Mobile Pre-Work Brief

https://trailhead.salesforce.com/content/learn/modules/starting_force_com/starting_understanding_arch
https://trailhead.salesforce.com/content/learn/modules/einstein-for-service-quick-look
https://help.salesforce.com/s/articleView?id=sf.einstein_replies_intro.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.knowledge_creation_parent.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.search_es_enable_search_answers.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.cc_generative_ai_use_work_summaries.htm&type=5
https://help.salesforce.com/s/articleView?id=release-notes.rn_fieldservice_248_einstein_pre_work_brief.htm&release=248&type=5


Thank You
Q&A  


