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Motivations

1. Tasks for CRM Centric Tasks

a. WorkBench series: Service Now

b. CRMArena series: APl agents
2. Browser Agents v.s. Computer-use agents

a. Which paradigm is more close to production ready?
3. RL environment

a. Fine Grained Reward
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Tasks

User Research Knowledge Base

Task Templates

Y

Task Instances

A

Pre/Post-processing

Create a queue with the name \
[XX] . InC]-Ude the ObjeCt [YY] and (a) Tasks distribution in different domains.
members [ZZ] ° Difficulty Distribution by Split (Normalized to 100%)

Set up a queue called "enterprise
client support,’ associate it with the
Case object, and include Alice Bob
and Sofia Bennett as members.

admin
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Evaluator {

"Task Complete": false,
"Score": 0.75,
n . "Failure Reasons": [
Set up a queue called "enterprise ['Agent failed to Members [Alce Bob,‘Sofia Bennett]
is added to the queue"]],

client support”, and associate it with "Rubrc’ [

{"milestone": "Create queue with name

the Case object, and include entrprise, cent. Support,

"is_success": true,

as members | “wesht:03

{"milestone": "The queue has the right supported object
type Case",
"is_success": true,
"weight": 0.2
. B
"g rou nd_truth_d ict": { {"milestone": "Email notification is sent to ",

"is_success": true,

"Queue_name": "enterprise_client_support", "waight': 0.25
"group_type": "Case", }

{"milestone": "Members ['Alice Bob', 'Sofia Bennett'] is
added to the queue",

w, "is_success": false,

"email_address": ", "weight": 0.25
} L

}
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Evaluator

Set up a queue called
"enterprise client support”, and
associate it with the Case
object, and include Alice Bob
and Sofia Bennett as members

"ground_truth_dict": {

"Queue_name":
"enterprise_client_support",

"group_type": "Case”,

"role_members": ["Alice Bob","Sofia
Bennett"],

"email_address": ",

}

Discussion

[Safety & Integrity] How to
capture whether the trajectory
is “clean”?

How to automate the tasks &
evaluators creation?
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Environment
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Key Questions

Success Rate

1. Browser-Use Agent v.s. Computer-Use Agent
2. Demonstration (Narrative Memory)
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How does demonstration help?
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Sample 1:

TASK:Create a Queue with the name "Shoe
Case Support". Only send email to members
under the distribution list
"support.shoe@papaltd.com". Add the Object
"Customer". Include "Role: Customer Support,
North America" as the Member.
EXPERIENCE:

Successful plan:

- Log in and open Setup.

- Navigate to Users > Queues.
- Click New Queue.

- Configure the queue:

- Queue Label: Shoe Case Support.

- Queue Email: support.shoe@papaltd.com.
- Add supported object:

- Select Customer and click Add to Selected
Objects.

- Add members:

- In Queue Members, choose Role, select Role:
Customer Support, North America, and click Add
to Selected Members.

- Save the queue.
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Key Questions

3. Agentic Framework v.s. E2E model
4. Latency and Success trade-off
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Key Questions

5. Demonstration: Generation, Representation & Optimization

Almost done! Your last step is to assign the permission set group to your users:

1. On the permission set group’s overview page, click Manage Assignments and then Add Assignments.
2. Select the u ign the group, and then click Next.
3. Optionally, select an expiration date for the user assignment to expire. This option can be useful if you want users to be

Create a Permission Set

TaS k O 1 Let’s give creating a permission set a try.

1. From Setup, in the Quick Find box, enter Permission Sets @ , and then select Permission Sets.

2. Click New. .
RO b U St 3. Enter your permission set’s label and description. .
4. Optionally, you can select whether only users with certain licenses are assigned this permission set.

Task 0_2 Rep|ay 5. Click Save.

Demo 1

Task0_3 | & 4
Demo 2

. . (®)
Task 0 4 > interpolation éf Learning Engine

Task 0 5 J

Feedback Analyzer Agent
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Limitations & Future Work

1. Realistic toB workflows involve multiple platforms
2. Memory Optimization & Evolution
3. Accurately capture the integrity of the agent execution

4. (semi/fully) Automated Tasks & Evaluator Generation



