Salesforce Agentforce Specialist Certification Study Guide - Prompt Engineering
Introduction to the Salesforce Agentforce Specialist Certification

The Salesforce Agentforce Specialist Certification is a cutting-edge credential launched by
Salesforce to validate expertise in its Al-driven Agentforce platform. Introduced as part of
the broader Salesforce Al ecosystem at Dreamforce 2024, this certification targets
professionals who configure, manage, and optimize Al agents to enhance customer
engagement across Sales Cloud, Service Cloud, and beyond. As of March 14, 2025, the
exam remains free until December 31, 2025, providing a unique opportunity to gain a high-
demand skillset without cost.

The exam comprises 60 multiple-choice/multiple-select questions, requires a 105-minute
completion time, and has a passing score of 73%. It’s structured into five key domains, with
Prompt Engineering being the first and most significant, accounting for approximately
30% of the exam (around 18-20 questions). This topic tests your ability to design, activate,
and manage prompts using Salesforce’s Prompt Builder, ensuring Al responses are
accurate, secure, and aligned with business objectives. This expanded study guide
provides over 4,000 words of in-depth content to help you master Prompt Engineering
comprehensively.

What is Prompt Engineering in Salesforce Agentforce?

Prompt Engineering is the process of crafting precise, actionable instructions—known as
prompts—that guide large language models (LLMs) to generate useful outputs. In
Salesforce Agentforce, Prompt Engineering is facilitated by the Prompt Builder, a low-code
tool that empowers administrators and specialists to create reusable prompt templates.
These templates integrate seamlessly with Salesforce data, enabling Al agents to deliver
contextually relevant responses for tasks like customer support automation, sales email
drafting, and knowledge article summarization.

The Role of Prompt Engineering

Prompt Engineering is the backbone of Agentforce’s Al capabilities. It bridges the gap
between raw Al potential and practical business applications by ensuring responses are:

e Accurate: Grounded in Salesforce data to avoid hallucinations (Al-generated
inaccuracies).

o Efficient: Standardized through templates to streamline repetitive tasks.



e Personalized: Tailored to individual customers or contexts using dynamic data.
e Compliant: Aligned with Salesforce’s Einstein Trust Layer for security and privacy.
Why It’s Critical for the Exam

As the first topic, Prompt Engineering sets the foundation for understanding how
Agentforce operates. The exam emphasizes practical skills—such as building prompts,
grounding them with data, and troubleshooting issues—over theoretical knowledge.
Mastering this section ensures you’re equipped to handle real-world Agentforce
implementations.

Core Concepts of Prompt Engineering
1. Prompt Builder: The Heart of Prompt Engineering

Prompt Builder is Salesforce’s dedicated tool for creating, testing, and deploying prompt
templates. It’s accessible via Setup and integrates with Salesforce objects, fields, and Data
Cloud to provide a robust framework for Al-driven automation.

e Key Components:
o Template Name: A unique identifier (e.g., “Order Status Update”).

o Instructions: The directive for the LLM (e.g., “Write a polite response
explaining a delay”).

o Merge Fields: Dynamic placeholders (e.g., {{Contact.FirstName}) that pull
data from Salesforce.

o Output Settings: Controls tone (e.g., “formal”), length (e.g., “50 words”), and
format (e.g., “email”).

 Workflow:
1. Define the prompt in Prompt Builder.
2. The promptis processed through the Einstein Trust Layer, which masks sensitive
data.
3. The LLM generates a response, incorporating Salesforce data as specified.

¢ Permissions: Requires “Customize Application” or “Manage Prompts” permissions
to create/edit templates.



2. Grounding: Making Al Contextually Aware

Grounding ensures Al responses are rooted in factual, relevant data rather than generic or
fabricated content. In Agentforce, grounding leverages Salesforce’s ecosystem for
precision.

o Types of Grounding:

o Static Grounding: Embeds fixed data in the prompt (e.g., “Include our return
policy: 30 days.”).

o Dynamic Grounding: Uses real-time Salesforce data (e.g., {!Order.Status}).

o Contextual Grounding: Incorporates session or user context (e.g., prior chat
history).

o Benefits:
o Reduces errors by tying responses to verifiable data.
o Enhances personalization by reflecting current records.
o Supports compliance by limiting Al improvisation.
e Tools for Grounding:
o Merge Fields: Link to standard/custom objects (e.g., {!{Case.CaseNumber}).
o Data Cloud Retrievers: Fetch complex datasets for advanced grounding.
3. Prompt Design Principles

Effective prompts require intentional design. Poor prompts lead to vague, irrelevant, or
overly verbose outputs.

o Clarity: Use straightforward language (e.g., “List the top 3 benefits of our product”
vs. “Talk about our product”).

¢ Specificity: Define the task precisely (e.g., “Write a 75-word email” vs. “Write
something”).

¢ Tone: Match the brand voice (e.g., “friendly and casual” or “professional and
concise”).

e Constraints: Set boundaries (e.g., “Avoid mentioning competitors” or “Keep it under
100 words”).

e Context: Provide background (e.g., “The customer asked about shipping delays”).



4. The Einstein Trust Layer: Security and Compliance

The Einstein Trust Layer is Salesforce’s Al governance framework, ensuring prompts and
responses adhere to ethical and legal standards.

e Core Features:

o Data Masking: Strips Pll (e.g., Social Security numbers) from prompts before

LLM processing.

o Secure Data Retrieval: Pulls Salesforce data safely without exposing it

externally.
o Audit Trails: Logs prompt usage for transparency and compliance.
¢ Implications for Prompt Engineering:

o Prompts must avoid requesting sensitive data directly (e.g., “Include the
customer’s credit card number” is flagged).

o Responses are monitored to prevent bias or harmful content.

Exam Objectives for Prompt Engineering

The Salesforce Agentforce Specialist Exam tests specific competencies in Prompt
Engineering. Here’s a detailed breakdown:

1. Ildentifying Use Cases for Prompt Builder:

o Determine when Prompt Builder is appropriate (e.g., automating email
responses) versus when it’s not (e.g., real-time diagnostics).

o Example: Use for drafting case resolutions, not for complex case routing.
2. Creating and Activating Prompt Templates:

o Masterthe end-to-end process: creation, testing, activation, and

deployment.
o Understand integration points (e.g., Flows, Lightning Pages).
3. Managing Prompt Templates:
o Assign permissions (e.g., System Admin, Custom Permission Sets).

o Edit or deactivate templates based on evolving needs.



4. Optimizing Responses with Grounding:

o Apply dynamic grounding to enhance accuracy.

o Troubleshootissues like missing merge field data.
5. Ensuring Compliance:

o Leverage the Einstein Trust Layer to protect data.

o Design prompts that align with organizational policies.

In-Depth Exploration of Prompt Engineering
Step-by-Step: Building a Prompt Template
Let’s create a prompt template step-by-step, simulating a real exam scenario.
1. Navigate to Prompt Builder:
o Go to Setup > Feature Settings > Einstein > Prompt Builder.
o Ensure you have “Manage Prompts” permission.
2. Start a New Template:
o Click New Prompt Template.
o Name: “Case Resolution Email”.
o Description: “Automated email for resolved customer cases.”

3. Write the Prompt:

o Instructions: “Generate a friendly 75-word email to {!Contact.FirstName}
confirming that their case {{Case.CaseNumber} has been resolved. Include
the resolution details from {{Case.Resolution__c} and invite them to reply if

further assistance is needed.”

o Merge Fields: {{Contact.FirstName}, {{Case.CaseNumber},

{!Case.Resolution__c}.

4. Testthe Prompt:

o Use Preview with a sample case record.



Example Output: “Hi Sarah, great news! Your case #00012345 is resolved.
Our team updated your account as per {!{Case.Resolution__c}. If you need
more help, just reply. Thanks for choosing us!”

o

5. Activate and Deploy:
o Save and activate the template.

o Embedin a Flow triggered on case closure.

6. Monitor Compliance:

o Check Einstein Trust Layer logs to confirm PIl masking.

Grounding Examples
¢ Ungrounded Prompt: “Write a case update.”
o Output: “Yourissue is fixed!” (Vague, unhelpful).

e Grounded Prompt: “Write a case update using {!{Case.Status} and
{!Case.LastModifiedDate}.”

o Output: “Your case is now ‘Closed’ as of {{Case.LastModifiedDate}.”

Advanced Prompt Design Techniques

o Multi-Step Prompts: Break complex tasks into parts (e.g., “First summarize the

case, then suggest next steps”).

e Conditional Logic: Use IF statements in Flows to adjust prompts (e.g., “If
{!Case.Priority}is ‘High’, escalate tone”).

Iterative Testing: Refine prompts based on LLM outputs to eliminate ambiguity.

Real-World Scenarios and Practice Questions
Scenario 1: Automating Order Delay Responses
Business Need: A retailer wants to apologize for delayed orders via email.

Prompt: “Write a 50-word email apologizing to {!{Contact.FirstName} for the delay of

order {!{Order.OrderNumber}. Provide the new delivery date
{!Order.ExpectedDeliveryDate} and offer a 5% discount code ‘SORRY5’.”



e Output: “Dear {{Contact.FirstName}, we’re sorry for the delay with order
#{!Order.OrderNumber}. It’s now expected by {!Order.ExpectedDeliveryDate}. Please
use SORRYS5 for 5% off your next purchase. Thank you for your understanding!”

Practice Question:
e Q:What ensures the discount code aligns with company policy?
e A: Static grounding by embedding “SORRY5” in the prompt.
Scenario 2: Lead Follow-Up Email
Business Need: Sales reps need personalized follow-ups for leads.

¢ Prompt: “Draft a 100-word professional email to {!{Lead.FirstName} about
{!Product.Name}. Mention their industry {!Lead.Industry}, highlight a benefit, and
propose a call next week.”

¢ Output: “Hello {!Lead.FirstName}, I’'m introducing {!Product.Name}, designed for
the {!Lead.Industry} industry. It boosts efficiency by 20%. Can we schedule a call
next week to explore how it fits your needs?”

Practice Question:

e Q:Howdoyou fix a blank industry field in the output?

e A:Checkthe{!Lead.Industry} field mapping or add a default value in the prompt.
Scenario 3: Knowledge Article Summary
Business Need: Summarize articles for agents.

e Prompt: “Summarize {{KnowledgeArticle.Title} in 50 words using
{'KnowledgeArticle.Content__c}. Keep it concise and avoid technical terms.”

o Output: “{!KnowledgeArticle.Title}: This article explains a simple fix for common

»

login issues. Restart the app and clear cache to resolve most problems quickly.
Practice Question:
e Q:What’s the risk of not specifying “avoid technical terms”?

e A:The LLM mightinclude jargon, confusing non-technical users.

Troubleshooting Prompt Engineering Issues



Common Problems and Solutions
1. Blank Merge Fields:
o Cause: Incorrect field mapping or missing data.
o Fix: Verify field APl names and ensure records are populated.
2. Off-Tone Responses:
o Cause: Unspecified tone in the prompt.
o Fix: Add “Use a professional tone” to instructions.
3. Overly Long Outputs:
o Cause: No length constraint.
o Fix: Specify “Keep it under 75 words.”
4. Hallucinations:
o Cause: Lack of grounding.
o Fix: Add merge fields or Data Cloud retrievers.
Debugging Tips
¢ Use Preview in Prompt Builder to test iteratively.
e Logoutputsin asandboxto analyze patterns.

e Consult Einstein Trust Layer logs for compliance issues.

Study Tips and Resources
Hands-On Practice
e Developer Org: Set up a free Salesforce Developer Edition to practice.
¢ Challenges: Build 10 unique prompt templates (e.g., support, sales, marketing).
¢« Simulations: Mimic exam scenarios by timing your template creation.
Memorization Tools
o Flashcards:

o “Grounding” | “Tying Al responses to Salesforce data.”



o “Prompt Builder” | “Low-code tool for Al templates.”
¢ Acronym: “SPARK” — Specificity, Purpose, Accuracy, Relevance, Knowledge.
Recommended Resources
e Trailhead: “Prompt Engineering Basics” and “Agentforce Fundamentals.”
e Salesforce Help: “Prompt Builder Documentation.”

e Community: Engage in the Trailblazer Community’s Al forums.

FAQ: Prompt Engineering for the Exam
1. How many prompt templates should | practice creating?
o Aim for 15-20 across different use cases to build confidence.

2. What if a merge field doesn’t work?

o Double-check the APl nhame and ensure the user has field-level security

access.
3. Canluse Prompt Builder without Data Cloud?
o Yes, but Data Cloud enhances grounding for complex datasets.
4. How does the Einstein Trust Layer affect prompts?
o Itmasks PIl and restricts outputs to compliant content.
5. What’s the hardest part of this topic?

o Troubleshooting vague or inconsistent Al outputs requires practice.

Summary Table: Prompt Engineering Essentials

Concept Description
Prompt Builder Tool for creating reusable Al prompt templates
Grounding Static, dynamic, or contextual data integration for accuracy

Einstein Trust Layer Secures prompts with masking, retrieval, and auditing



Concept Description
Best Practices Clarity, specificity, tone, constraints, context

Exam Focus Template creation, grounding, compliance (30% of exam)



