
Salesforce Agentforce Specialist Certification Study Guide – Agentforce Concepts and 
Tools 

Introduction to Agentforce Concepts and Tools 

The Salesforce Agentforce Specialist Certification validates expertise in leveraging 
Agentforce, Salesforce’s AI-driven platform for automating customer interactions across 
Sales Cloud, Service Cloud, and beyond. The second topic, Agentforce Concepts and 
Tools, typically accounts for around 25% of the exam (approximately 15 questions), 
following Prompt Engineering. This section focuses on understanding the core 
components, architecture, and tools that power Agentforce, enabling specialists to 
configure and deploy AI agents effectively. Mastery of this topic is essential for grasping 
how Agentforce integrates with Salesforce’s ecosystem and delivers business value. 

Agentforce Concepts and Tools encompass the platform’s building blocks—such as 
agents, actions, plans, and integration mechanisms—along with the tools used to manage 
them, like Agent Builder and Flow Builder. This guide provides a thorough breakdown of 
these elements, offering over 4,000 words of detailed content to ensure you’re fully 
prepared for this critical exam domain. 

 

Overview of Agentforce 

Agentforce is Salesforce’s next-generation AI platform, designed to create autonomous, 
intelligent agents that handle customer-facing tasks with minimal human intervention. 
Unlike traditional chatbots, Agentforce agents are proactive, context-aware, and capable of 
executing complex workflows by leveraging generative AI, Salesforce data, and predefined 
plans. This topic introduces the conceptual framework and practical tools that make 
Agentforce a game-changer in CRM automation. 

What is Agentforce? 

Agentforce combines large language models (LLMs) with Salesforce’s robust data 
infrastructure to deliver AI agents that: 

• Understand Intent: Interpret customer queries using natural language processing 
(NLP). 

• Take Action: Execute tasks like updating records, sending emails, or escalating 
cases. 

• Learn and Adapt: Improve over time based on feedback and usage patterns. 



• Integrate Seamlessly: Work within Salesforce’s ecosystem, including Data Cloud 
and Einstein AI. 

Key Objectives of This Topic 

• Understand the architecture and components of Agentforce. 

• Identify the roles of agents, actions, and plans. 

• Explore tools like Agent Builder, Flow Builder, and Data Cloud integration. 

• Learn how to configure and deploy agents for specific use cases. 

 

Core Concepts of Agentforce 

1. Agents: The Heart of Agentforce 

Agents are the intelligent entities within Agentforce that interact with users and perform 
tasks. They’re powered by LLMs and configured to align with business goals. 

• Types of Agents:  

o Service Agents: Handle customer support tasks (e.g., case resolution, 
FAQs). 

o Sales Agents: Assist with lead nurturing, follow-ups, and opportunity 
management. 

o Custom Agents: Tailored for unique organizational needs (e.g., HR 
onboarding). 

• Capabilities:  

o Interpret customer inputs (e.g., “Where’s my order?”). 

o Execute predefined actions (e.g., query order status). 

o Escalate to humans when needed (e.g., complex complaints). 

• Configuration: Agents are built and managed via Agent Builder, where you define 
their scope, behavior, and data access. 

2. Actions: Building Blocks of Agent Behavior 

Actions are the specific tasks an agent can perform. They range from simple operations to 
complex workflows. 



• Standard Actions:  

o Query Data: Retrieve information from Salesforce objects (e.g., “Get order 
details”). 

o Update Records: Modify fields (e.g., change case status to “Closed”). 

o Send Messages: Draft and send emails or chat replies. 

• Custom Actions:  

o Built using Flow Builder or Apex to extend functionality (e.g., “Calculate 
discount eligibility”). 

o Integrated via invocable actions for flexibility. 

• Execution: Actions are triggered by agent plans or user inputs, grounded in 
Salesforce data for accuracy. 

3. Plans: Orchestrating Agent Workflows 

Plans are predefined sequences of actions that guide agents through complex tasks. 
They’re like blueprints for agent behavior. 

• Structure:  

o Steps: Sequential tasks (e.g., “Check inventory, then notify customer”). 

o Conditions: Logic to determine paths (e.g., “If order is delayed, escalate”). 

o Outcomes: Desired results (e.g., “Case resolved” or “Lead qualified”). 

• Examples:  

o Order Delay Plan: Query status, draft apology email, offer discount. 

o Lead Follow-Up Plan: Retrieve lead data, send personalized email, schedule 
call. 

• Configuration: Plans are created in Agent Builder, often linked to Flows for 
advanced logic. 

4. Data Integration: Powering Agent Intelligence 

Agentforce relies on Salesforce data to function effectively, pulling from objects, fields, and 
Data Cloud. 

• Sources:  



o Standard Objects: Accounts, Contacts, Cases, Opportunities. 

o Custom Objects: Organization-specific records (e.g., “SupportTickets__c”). 

o Data Cloud: Unified customer profiles for 360-degree context. 

• Access: Agents use secure APIs and retrievers to fetch data, governed by the 
Einstein Trust Layer. 

• Impact: Data integration ensures agents provide relevant, up-to-date responses 
(e.g., “Your order #12345 ships tomorrow”). 

 

Tools for Agentforce Implementation 

1. Agent Builder: Designing and Managing Agents 

Agent Builder is the primary tool for creating and configuring Agentforce agents. It’s a low-
code interface accessible via Setup. 

• Features:  

o Agent Creation: Define name, purpose, and scope (e.g., “Service Agent for 
Case Management”). 

o Action Assignment: Link standard or custom actions to agents. 

o Plan Setup: Build workflows for multi-step tasks. 

o Testing: Simulate agent interactions to validate behavior. 

• Process:  

1. Navigate to Setup > Agentforce > Agent Builder. 

2. Create a new agent with a unique name and description. 

3. Assign actions and plans. 

4. Test and deploy to production. 

• Permissions: Requires “Manage Agentforce” or “Customize Application” rights. 

2. Flow Builder: Extending Agent Functionality 

Flow Builder integrates with Agentforce to create custom actions and complex plans. 

• Use Cases:  



o Conditional Logic: “If case priority is ‘High’, escalate to supervisor.” 

o Data Updates: “Update opportunity stage after agent interaction.” 

o External Calls: “Invoke an API to check inventory.” 

• Integration:  

o Flows are linked to agents as invocable actions. 

o Variables pass data between agents and Flows (e.g., case ID). 

• Benefits: Adds flexibility beyond standard actions, enabling tailored automation. 

3. Data Cloud: Enhancing Context 

Data Cloud unifies customer data from multiple sources, providing agents with a holistic 
view. 

• Role in Agentforce:  

o Supplies rich datasets for grounding (e.g., purchase history, preferences). 

o Enables cross-channel insights (e.g., web, mobile, CRM data). 

• Configuration:  

o Map Data Cloud objects to agent actions. 

o Use retrievers to fetch real-time profiles. 

• Example: “Based on your recent purchase of {!DataCloud.Product__c}, here’s a 
related offer.” 

4. Einstein Trust Layer: Ensuring Integrity 

The Einstein Trust Layer governs Agentforce operations, ensuring security and compliance. 

• Functions:  

o Data Masking: Protects PII (e.g., masks credit card numbers). 

o Secure Execution: Limits agent actions to authorized tasks. 

o Monitoring: Tracks agent activity for audits. 

• Impact: Agents operate within safe boundaries, maintaining trust and regulatory 
adherence. 

 



Exam Objectives for Agentforce Concepts and Tools 

The exam tests your understanding and application of Agentforce’s foundational elements. 
Key focus areas include: 

1. Understanding Agentforce Architecture:  

o Explain how agents, actions, and plans interact. 

o Describe the role of data integration. 

2. Configuring Agents with Agent Builder:  

o Create and customize agents for specific use cases. 

o Assign actions and plans effectively. 

3. Leveraging Flow Builder:  

o Build custom actions to extend agent capabilities. 

o Integrate Flows with Agentforce. 

4. Utilizing Data Cloud:  

o Connect agents to unified customer data. 

o Troubleshoot data access issues. 

5. Applying the Einstein Trust Layer:  

o Ensure agent actions comply with security standards. 

o Interpret audit logs for compliance. 

 

Detailed Breakdown of Agentforce Components 

Agents in Action 

• Example: A Service Agent named “CaseBot”:  

o Purpose: Resolve common support queries. 

o Actions: Query case status, update records, send replies. 

o Plan: “If case is open > 24 hours, notify customer and escalate.” 

o Deployment: Embedded in Service Console. 



• Configuration Steps:  

1. In Agent Builder, create “CaseBot” with a service scope. 

2. Add actions: “Get Case Details,” “Send Email.” 

3. Define plan: Check case age, trigger actions. 

4. Test with sample cases, deploy to agents. 

Actions: From Simple to Complex 

• Standard Action: “Send Email”:  

o Inputs: Recipient ({!Contact.Email}), subject, body. 

o Output: Email sent via Salesforce. 

• Custom Action: “Check Inventory”:  

o Built in Flow Builder. 

o Logic: Query {!Product2.Inventory__c}, return “In Stock” or “Backordered.” 

o Linked to agent for order inquiries. 

• Execution Flow:  

o Agent receives input: “Is my item in stock?” 

o Triggers “Check Inventory” action. 

o Responds: “Item #XYZ is in stock.” 

Plans: Orchestrating Success 

• Sample Plan: “Lead Qualification”:  

o Step 1: Retrieve {!Lead.Score__c}. 

o Step 2: If score > 80, send follow-up email; else, assign to nurture campaign. 

o Outcome: Lead moved to next stage. 

• Configuration:  

o In Agent Builder, define steps and conditions. 

o Test with sample leads to ensure logic holds. 

Data Integration Examples 



• Scenario: Customer asks, “When will my order ship?”  

o Data Source: {!Order.ShippingDate__c} from Orders object. 

o Agent Response: “Your order ships on {!Order.ShippingDate__c}.” 

• Data Cloud Use: “Based on your last purchase from 
{!DataCloud.LastPurchase__c}, we recommend [product].” 

 

Real-World Scenarios and Practice Questions 

Scenario 1: Customer Service Automation 

Need: Automate responses to order status inquiries. 

• Agent: “OrderBot”:  

o Actions: Query {!Order.Status}, send chat reply. 

o Plan: Retrieve status, respond, escalate if “Delayed.” 

• Output: “Your order #45678 is ‘Shipped.’ Tracking soon!” 

Question: What tool configures “OrderBot”? 

• Answer: Agent Builder. 

Scenario 2: Sales Lead Nurturing 

Need: Follow up with high-potential leads. 

• Agent: “SalesBot”:  

o Actions: Get {!Lead.Score__c}, send email. 

o Plan: If score > 70, email; else, wait 48 hours. 

• Output: “Hi {!Lead.FirstName}, let’s discuss {!Product.Name}!” 

Question: How is the email action customized? 

• Answer: Via Flow Builder as an invocable action. 

Scenario 3: Inventory Check 

Need: Check stock for customer queries. 

• Agent: “StockBot”:  



o Action: Custom Flow querying {!Product2.Inventory__c}. 

o Plan: Check stock, reply with status. 

• Output: “Item #ABC is in stock.” 

Question: What ensures data accuracy? 

• Answer: Grounding with {!Product2.Inventory__c}. 

 

Troubleshooting Agentforce Issues 

Common Problems 

1. Action Fails:  

o Cause: Missing permissions or data. 

o Fix: Verify field access, test in sandbox. 

2. Plan Skips Steps:  

o Cause: Faulty conditions. 

o Fix: Debug logic in Agent Builder. 

3. Data Not Retrieved:  

o Cause: Incorrect object mapping. 

o Fix: Check Data Cloud or object settings. 

Debugging Tips 

• Simulate agent interactions in Agent Builder. 

• Review Flow execution logs for errors. 

• Monitor Trust Layer for security blocks. 

 

Study Strategies and Resources 

Hands-On Practice 

• Setup: Use a Developer Org to build 15 agents. 

• Tasks: Configure actions, plans, and data links. 



• Testing: Simulate customer queries. 

Memorization Aids 

• Flashcards:  

o “Agent” | “AI entity for tasks.” 

o “Plan” | “Sequence of actions.” 

• Mnemonic: “ACT” – Agents, Actions, Tools. 

Resources 

• Trailhead: “Agentforce Fundamentals,” “Flow Builder Basics.” 

• Salesforce Docs: “Agent Builder Guide.” 

• Community: Trailblazer AI discussions. 

 

Summary Table: Agentforce Concepts and Tools 

Component Description 

Agents Intelligent entities for customer interactions 

Actions Tasks agents perform (standard or custom) 

Plans Workflows guiding agent behavior 

Agent Builder Tool for agent creation and management 

Flow Builder Extends actions with custom logic 

Data Cloud Unifies customer data for context 

 


