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Salesforce Architecture Overview

EotzEl CRMEE 2|0 #+2 %= Commerce

Salesforce Platform
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Dashboard
Draft Dashboard

As of Feb 2, 2023 2:14 AM -Viewing as Joonsoo Ahn

+ Follow " Refresh

salesforce

Order Rev by Sales Channel = Orders by Status = =~ O
y by B2B &=
- Sum of Pretax Subtotal Status
FE25zt Record Gount: 5.7k
oS $0 $300x $600x $900k $1.2m $1.5u  $1.8m Created @
& alpine  $118 Draft @
: NTO  $555 oved
L
5 Activated 1
% o NTOManaged $724.4 Waiting to Fulfil @
E
i 8 Fulfilled
o — s
8 Pickup @
“ NTO-SFRA I$2?u Cancelled
['s
£ .
3 quadstar ‘$3.5K Partially Fulfiled @
View Report (Order Rev by Sales Channel) View Report (Orders by Status)
= o
T= HE AR
— . . 4 BiZ 3
I RO A Inventory High Velocit = Reasons for Change Order = HE, HE W
=2 FEERTH L ry Hig y g ( : SNl
AL
=0c 9| ~ Sum of Quantity Reason
] 0 60 120 180 240 300 Fecord Count Unknown @

Men's Rainier L4 Windproof Soft Shell ...
Women's Portland Jacket

Men's Retro Seasonal Newberry Jacket
Men's Short-sleeve Baytrail Jacq Shirt
Hyper Kazoo

Toddler Glacier Full-zip Hoodie

Product: Product Name

wavona 4 |

View Report (Inventory High Velocity)

Men's Short-sieeve Horizon Polo Changed Mind @
Women's Ambition Short-sleeve

Women's Rovereto Running Shoes Damaged @

Men's Retro Newberry Vest No longer needed @&

Bought by mistake @

IMen's Drew Peak Full-zip Hoodie Others (Combined) @

View Report (Reasons for Change Order)
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2ol Mg =2

7

Fg Lauren Bailey fm Omega, ... v x W Omega, ... v X W Omega, ... v
——
Contact . i . . i
Lauren Bailey = Details Sales Service Field Service Marketing Commerce
SN—
1T (@] <A
Account Name Title 2 El'l- '—I T od Fmail Preferred Contact Channg
Omega, Inc. SVP, Tec = bailey@example.com Email G Orders (6+) New
Order Number Status Order Amount Created Date
Details Service Field Service Marketing Commerce 00000623 Activated $4,049.94 1/3/2022, 8:58 AM v
Activated £4,049.94 1/3/2022, 8:58 AM -
Opportunities (3) * all n Activated $4,049.94 1/3/2022, 8:58 AM v
- ew
3 items - Sorted by Close Date - Updated 4 minutes ago Activated $4,049.84 1/3/2022, 8:58 AM v
Activated £4,049.94 1/3/2022, 8:58 AM -
0 tunity N A t St cl D...

Pporiunity Name Y | Ameun i v |CloseD.. ¥ v Activated $4,049.94 1/3/2022, 8:58 AM v

1 Omega, Inc. - Add-0n Business - 18K $44,016.67 Discovery 2/4/2022 v

View All
2 Omega, Inc. - Add-On Business - 48K $41,860.00 Closed Won 11/4/2021 v
3 Omega, Inc. - New Business - 40K $40,000.00 Discovery 6/7/2021 -
" E Carts (6+)
View A
//
/I/ Cart Name Created Date Grand Total Amountin C... Status
Cart 1/3/2022, 8:58 AM $65,170.27 Closed v
Cart 1/3/2022, 8:58 AM $65,170.27 Closed -
Cart 1/3/2022, 8:58 AM $65,170.27 Closed L4
Ct e | =
CartOf] &7l LHE 1/3/2022, 8:58 AM $65,170.27 Closed v
T_'_IX_) _____________ 1/3/2022, 8:58 AM $65,170.27 Closed -
Cart 1/3/2022, 8:58 AM $4,373.94 Closed -
View All
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Embedded Analytics
& MD Tools

XA cllo] & =3
H|E Custom Attribute
ZHH Q1 e
A/B HAH
‘4312 M Dashboards

Einstein Al

HE=H
HHA QIAOIE
Al Search
Complete the Set
Predictive Sorting
Search &H

\E

Agentforce (GPT)
(2024~)

Commerce Concierge

GPT Page Designer
ADLE HHE 2 A

Order Concierge
einstein GPT




Inputs

Event Triggers
Conversations
File, Image Uploads
Voice
APIs, Workflows

Any Channel
or Headless

i e )
B 800

Enterprise

Agentforce Architecture

& Agentforce

Agent Skills Library Agent Topics Agent Instructions
OOTB | Custom | Partner Jobs-to-be-done | Roles What to do & not to do

Agentforce Studio
Agent Builder | Prompt Builder | Testing Center, ALM | Agent Actions (tools, APIs)

Atlas Reasoning Engine
Planning | Autonomy | Orchestration | Refinement Loops | Memory

Trust Layer
Guardrails | Permissions | Injection Defense | Toxicity Detection | Audit Trail

Your Models
Vol » G A or LLMs ws @ A O  Ayum

Data Cloud Lakehouse Federated RAG, Vector DB Unstructured Content

Connectors and APIs  (©

L]

e ——————— ., \

al

et
- - Enterprise E E @ Q Lakes and e
Workflows & = \\) b Content @ o Warehouses ar

aws

salesforce

Outcomes

Lookup Order @

Change Size W

Process Claim ¥

Update Inventory Af

Nurture Lead @

\

Handoff to Humans

or Agent API .
) Gemini

ORACLE




AGENTFORCE
DEMO



%C’Wa’ Cloud Resorts ¢ Coral Cloud Experience Agent V' &

salesforce

Welcome to Coral CI

tropical escape nestl

Today » 4:41 PM
Book an Exp

At Coral Clouds, you'll uncover a deep connection to th ’ -
sanctuary. Embrace the breathtaking natural beauty and @ Coral Cloud Experience Agent joined « 4:41 PM

Each day is an opportunity for new discoveries and soul-

depths of th QHISIMIR, Al AH|A OfjO|MEQIL|CE,
O{E| =ASENR?

Coral Cloud Experience Agent » 4:41 PM

b an

Adventure Activities é‘

Type your message... 14,2024

No sessions are scheduled on this day.



Behind the Scene
(Agent Builder)



« ﬁ Agent Builder Tour_expert fx Settings ? Help v

H Topics IEI IEI Conversation Preview I:E:I IEI

changes, your agent must be deactivated. Put your topics to the test

x Manage the topics assigned to your agent. To make

| | Cj ‘ Start a conversation to preview how your agent bullds a plan and executes actions based

| Q, Search topics...
! on user Interactions.

'e 8 items - Sorted by Topic Label(asc)

.4" Topic Label T ~
Tour expert General FAQs (+] 4
- —
= - Y
Tour_Availability_Checker |. v_| > ‘o’
Tour_Cancellation_Policy_Informer (] "'l”“-"' "
L3 'y
Tour_Feedback_Collector |:| *.’
Tour_ltinerary_Explainer |:| e
Tour_Package_Details_Responder |E| Let's chat!
Tour_Pricing_Information_Provider |':'| Hella! I'm your Salesforce Agentforce Service Agent.
— What you're about to experience is a prototype
Tour_Travel_Requirements_Advisor |:| designed to showcase the immense potential of...

Show More

Describe your task or ask a guestion...




—

ﬁ Agent Builder Tour_expert

Topics

Manage the topics assignad to your agent. To make
changes, your agent must be deactivated.

[1)(x]

‘ Q. Search topics...

(2

8 items - Sorted by Topic Label{asc)

Topic Label T '

Tour expert General FAQs

Tour_Availability_Checker

Tour_Cancellation_Policy_Informer

Tour_Feedback_Collector

Tour_ltinerary_Explainer

Tour_Package_Details_Responder

Tour_Pricing_Information_Provider

Tour_Travel_Requirements_Advisor

Put your topics to the test

Start a conversation to preview how your agent bullds a plan and executes actions based
on user Interactions.

t1 Settings ? Help v

Conversation Preview |E| |E|

Let's chat!

Hella! I'm your Salesforce Agentforce Service Agent.
What you're about to experience is a prototype
designed to showcase the immense potential of...
Show More

Describe your task or ask a question...
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«

ﬁ Agent Builder

Tour_expert

Topics

Manage the topics assigned to your agent. To make
changes, your agent must be deactivated.

[31)(x]

‘ Q, Search topics...

L]

8 items - Sorted by Topic Label(asc)

Topic Label T v

Tour expert General FAQs

Tour_Availability_Checker

Tour_Cancellation_Policy_Informer

Tour_Feedback_Collector

Tour_ltinerary_Explainer

Tour_Package_Details_Responder

Tour_Pricing_Information_Provider

Tour_Travel_Requirements_Advisor

Put your topics to the test

Start a conwversation to preview how your agent bullds a plan and executes actions based
on user Interactions.

@1 Settings

? Help v

(@] [e]

Conversation Preview

Let's chat!

Hello! I'm your Salesforce Agentforce Service Agent.

What you're about to experience is a prototype
designed to showcase the immense potential of...
Show More

Describe your task or ask a question...




« ﬁ Agent Builder Tour_expert fx Settings ? Help v

H Topics IEI IEI Conversation Preview I:E:I IEI

changes, your agent must be deactivated. Put your topics to the test

x Manage the topics assigned to your agent. To make

| | Cj ‘ Start a conversation to preview how your agent bullds a plan and executes actions based

| Q, Search topics...
! on user Interactions.

'e 8 items - Sorted by Topic Label(asc)

.4" Topic Label T ~
Tour expert General FAQs (+] 4
- —
= - Y
Tour_Availability_Checker |. v_| > ‘o’
Tour_Cancellation_Policy_Informer (] "'l”“-"' "
L3 'y
Tour_Feedback_Collector |:| *.’
Tour_ltinerary_Explainer |:| e
Tour_Package_Details_Responder |E| Let's chat!
Tour_Pricing_Information_Provider |':'| Hella! I'm your Salesforce Agentforce Service Agent.
— What you're about to experience is a prototype
Tour_Travel_Requirements_Advisor |:| designed to showcase the immense potential of...

Show More

Describe your task or ask a guestion...




« ﬁ Agent Builder Tour_expert L Settings ? Help v

« Topic Details IEI IEI IEI Conversation Preview IEI IEI

Put your topics to the test

x Topic Configuration | This Topic's Actions

Manage the actions assigned to your topic. To add or

l!-!! remove actions, your agent must be deactivated. Start a conversation to preview how your agent bulids a plan and executes actions based
p \ — on user interactions.
e ‘ Q, Search actions... H [ ‘
1items « Sorted by Agent Action Label(asc)
@
Agent Action Label T v
S | . -
ProvideTourPackageDetails [ =] ‘%
' I
<)

.Q‘ﬂ

—

Let's chat!

Hella! I'm your Salesforce Agentforce Service Agent.
What you're about to experience is a prototype
designed to showcase the immense potential of...
Show More

Describe your task or ask a question...




&« Il Agent Builder Einstein Copilot x Settings ? Help v

salesforce

H Topics |E| |E| Conversation Preview |E| |E|

make changes, your agent must be Put your topics to the test

x Manage the topics assigned to your agent. To ‘ New w ‘
|..| deactivated.

Start a conversation to preview how your agent bullds a plan and executes actions based
0N user interactions.

| Q, Search topics... H (& ‘

2 items - Sorted by Topic Label{asc)

Topic Label 1T L

CustomerServiceAssistant |T| . -

MigrationDefaultTopic |E| N ’
q.

Let's chat!

Hi! I'm Einstein, an Al assistant. | can do things like
search for infarmation, summarize records, and draft
and revise emails. What can | help you with?

Describe your task or ask a gquestion...




—

Il Acgent Builder Einstein Copilot

Topics

Manage the topics assigned to your agent. To
make changes, your agent must be
deactivated.

rx Settings ? Help v

(51 (%] Conversation Preview (@] [¢)

| Q, Search topics...

2 items - Sorted by Topic Label(asc)
Topic Label T
CustomerServiceAssistant

MigrationDefaultTopic

‘ New w ‘
Put your topics to the test
Start a conversatlon to preview how your agent bullds a plan and executes actions based

1( ] on User interacticns.

e
v

L

(A s -

4
)
b

Let's chat!

Hi! I'm Einstein, an Al assistant. | can do things like
search for information, summarize records, and draft
and revise emails. What can | help you with?

Describe your task or ask a question...

salesforce



émmm

‘ Q. Search Setup

s @e2na @

A Setup Home  Object Manager -
Quick Find
Q SETUP [ Flow Trigger Explorer ] New Flow ]
Flows
Setup Home

Salesforce Foundations
Service Setup Assistant
Hyperforce Assistant
Release Updates

Lightning Experience Transition
Assistant

Salesforce Mobile App
Lightning Usage
Optimizer

Manage Subscription

Sales Cloud Everywhere

ADMINISTRATION
5 Users
> Data

5 Email

PLATFORM TOOLS

> Apps
Feature Settings

Slack

Data Cloud

w  Harnkin

# it iy

Flow Definitions

AllFlows v [¥]

Try the Automation Lightning App!

These new features are available only in the Automation Lightning app:
+ Search for automations
» Sort your list views with more options
» Organize your automations with categories and subcategories

If you don't see the app in the App Launcher, check that Enable the Automation Lightning App is selected in Process Automation Settings.

50+ items - Sorted by Flow Label - Filtered by All flow definitions - Updated 30 minutes ago

Flow Label T Process Type Trigger e T... » | Package State Last Mo... » | Last Modifie...
Add Case Comment Autolaunched Flow Managed-Install...

Add Experiences to P...  Prompt Flow Capability Unmanaged OrgFarm EPIC  3/6/2025, 5:55 AM
Agent Configuration R...  Screen Flow Managed-Install... OrgFarm EPIC  3/6/2025, 8:39 PM

Approvals Workflow: ...

Screen Flow

Managed-Install...

Approvals Workflow: ...

Screen Flow

Managed-Install...

Basic Approval Request

Flow Orchestration for C...

Managed-Install...

Cancel Order

Autolaunched Flow

Managed-Install...

Change Case Owner t...

Screen Flow

Managed-Install...

Chats Routed to Agen...

Omni-Channel Flow

Managed-Install...

Chats Routed to Agen...

Omni-Channel Flow

Managed-Install...

D& RO &R R R R’ R

V0| R 0RO 000

MANAOE -1

| Jajalajajajajiajaliaja

salesforce




e Coral Cloud Resorts

‘ Q. Search Setup

@ ea @

«ss  Setup Home  Object Manager

Q. Quick Find

Setup Home

Salesforce Foundations
Service Setup Assistant
Hyperforce Assistant
Release Updates

Lightning Experience Transition
Assistant

Salesforce Mobile App
Lightning Usage
Optimizer

Manage Subscription

Sales Cloud Everywhere

ADMINISTRATION
> Users
> Data

> Email

PLATFORM TOOLS
> Apps
‘ > Feature Settings
> Slack

> Data Cloud

N Harnki

SETUP
Flows

o A

Try the Automation Lightning App!

These new features are available only in the Automation Lightning app:

« Search for automations
« Sort your list views with more options

« Organize your automations with categories and subcategories
If you don’t see the app in the App Launcher, check that Enable the Automation Lightning App is selected in Process Automation Settings.

Flow Definitions

AllFlows v (%]

50+ items + Sorted by Flow Label - Filtered by All flow definitions + Updated a few seconds ago

Flow Trigger Explorer ][ New Flow }

&v

c¢

Flow Label T “ | Process Type v

>

Package State v

Last Modifie... v

Add Case Comment Autolaunched Flow

Managed-Install...

Add Experiences to P...  Prompt Flow

Unmanaged

OrgFarm EPIC  3/6/2025, 5:55 AM

Agent Configuration R...  Screen Flow

Managed-Install...

OrgFarm EPIC  3/6/2025, 8:39 PM

Approvals Workflow: ...  Screen Flow

Managed-Install...

Approvals Workflow: ...  Screen Flow

Managed-Install...

Basic Approval Request  Flow Orchestration for C...

Managed-Install...

Cancel Order Autolaunched Flow

Managed-Install...

Change Case Owner t... Screen Flow

Managed-Install...

Chats Routed to Agen... Omni-Channel Flow

Managed-Install...

Chats Routed to Agen... Omni-Channel Flow

Managed-Install...

NeCK Ser A nched DWW

D80 |0REMER|IE
V@ RER0R0®000)| s

Mianaaed-in

Jjajajaiajialiaialaialc)



Inputs

Event Triggers
Conversations
File, Image Uploads
Voice
APIs, Workflows

Any Channel
or Headless

i e )
B 800

Enterprise

Agentforce Architecture

& Agentforce

Agent Skills Library Agent Topics Agent Instructions
OOTB | Custom | Partner Jobs-to-be-done | Roles What to do & not to do

Agentforce Studio
Agent Builder | Prompt Builder | Testing Center, ALM | Agent Actions (tools, APIs)

Atlas Reasoning Engine
Planning | Autonomy | Orchestration | Refinement Loops | Memory

Trust Layer
Guardrails | Permissions | Injection Defense | Toxicity Detection | Audit Trail

Your Models
Vol » G A or LLMs ws @ A O  Ayum

Data Cloud Lakehouse Federated RAG, Vector DB Unstructured Content

Connectors and APIs  (©

L]

e ——————— ., \

al

et
- - Enterprise E E @ Q Lakes and e
Workflows & = \\) b Content @ o Warehouses ar

aws

salesforce

Outcomes

Lookup Order @

Change Size W

Process Claim ¥

Update Inventory Af

Nurture Lead @

\

Handoff to Humans

or Agent API .
) Gemini

ORACLE




Commerce Concierge N

e 88, Mz &d 24 s oteS 8ol 142 Mz 238 2o =HE MS

<

Commerce Concierge
(Agentforce)

| would like to purchase a large
quantity of chairs to match the color
scheme of this hotel room.

Of course | can help you with that.
The image has a warm, neutral color
scheme with natural accents. Here
are some options that would work
well in this space:

. RIZHOIX|, B, ATEA
st5g B8l HE/7 22

X 2|

H - e Point Reyes Occasional Chair

L Natt Perennials Perfor
?%fg $2,395

Chelsea Wing Chair
Brushed Canvas / Brass

b= sa005

| »  Tate Swivel Armchair
2 Chestnut / Como Leathe
\ $4,205

Shop all chairs
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