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HM #26
Genesys Cloud CX Voice is

A. Another name for Genesys Cloud CX.

B. A third-party service that provides external Phone Trunks.

C. An internet-based telephony service that can be purchased and activated for use with Genesys Cloud CX.
D. A help bot that is available within Genesys Cloud CX chat.

H
R

: C

fE:

Genesys Cloud CX Voice is an internet-based telephony service that can be purchased and activated for use with Genesys Cloud
CX. Genesys Cloud CX Voice provides a fully managed phone system that connects your phone devices with Genesys Cloud CX
cloud services. With Genesys Cloud CX Voice, you do not need to configure or maintain any external trunks or telephony
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infrastructure. Reference: hitps:/help.mypurecloud.convarticles/about- genesys-cloud-voice/
httpsz//help.mypurecloud.convarticles/activate- genesys-cloud-voice/

HE #27
Which view displays current metrics and information about queues if you have a membership?

A. My Queues Activity
B. Queues Performance
C. Queues Activity

D. Queues

Ef#: A
R -

Reference:

My Queues Activity is a view that displays current metrics and information about the queues you are a member of; such as the
number of waiting interactions, the number of current interactions, and the number of agents on queue. You can access this view by
clicking Performance > Workspace > My Queues Activity. You can customize this view with filters and column controls to show
only certain data. Reference: https//help.mypurecloud.convarticles/my-queues-activity-view/
https:/help.mypurecloud.convarticles/customize- views/

HHE #28
What do a Service Level of 80 and a Service Level Target of 20 for Voice interactions mean?

A. 80% of calls must be answered within 20 seconds.
B. 80% of agents must answer calls within 20 seconds.
C. 80 calls must be answered every 20 seconds.

D. 20 chats and calls must be answered in 80 seconds.

Ef#: A

B #29

Carlos is an administrator who needs to extract data on a group of agents handling customer service calls and track their
performance. These statistics allow him to estimate their average handling time.

Which of the following options would help him perform his task?

A. Directory
B. Workspaces
C. Documrents
D. Activity

IEf#: D

R #30
Which of the following entities is used to ensure that people within your organization have the rights and permissions that they need

within Genesys Cloud CX?

A. Roles

B. Groups

C. Workgroups
D. Rooms

EfE: A
A -

Roles are used to define the permissions and access levels for users within Genesys Cloud CX. Roles can be assigned to users



individually or through groups. Roles determine what features and finctions users can access and what they can do within those
features. Reference: hitps:/help.mypurecloud.convarticles/about-roles/ https://help.mypurecloud.convarticles/add-roles-to-a-user/

B #31
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