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HE#73

Which two engagement types are typically part of a cross-channel journey?
(Choose two)
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Response:

A. Page view to content offer

B. Web engagement to agent chat

C. Database event to WFM rule

D. Phone queue transfer to outbound fax

EfE: A. B

R #74
When setting up a Predictive Routing queue, which two conditions should ideally be met for optimal performance?
Response:

A. High agent turnover

B. Minimal use of wrap-up codes
C. Consistent outcome tagging

D. Large volume of historical data

EfE: C. D

B #75

A queue can only use Predictive Routing after 30 days of historical data has been collected.
(True/False)

Response:

o A True
e B. False

IEf%: B

HH #76
‘While routing an interaction to an agent, how does Genesys Cloud route the interaction if the timeout period expires?
Response:

A. The interaction is automatically rejected and returned to the customer.

B. Bullseye routing method is used as the default routing method in this scenario.
C. The interactions are routed using the predefined fallback routing method.

D. The interactions are routed using the Standard ACD method.

Ef#: C

B #77
What does a high segment drop-oft rate typically indicate?
Response:

A. A successful targeting strategy

B. Visitors are exiting before meaningful engagement
C. Overloaded agent queues

D. Accurate journey prediction

H
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: B
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