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P& #96
Which of the following statements are true? (Choose three.)

e A. A queue report only counts interactions handled by an agent.
¢ B. An Abandon is an interaction that disconnects before an agent handles it.
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¢ (. Reports once created cannot be configured.
¢ D. Anagent-based report counts any interactions an agent worked with.
¢ E. Fach report contains a predefined set of metrics.

%R. ABE
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Explanation

A queue report only counts interactions that spent time in the queue, but an agent-based report counts any interactions an agent
worked with, an Abandon is an interaction that disconnects before an agent handles it, and each report contains a predefined set of
metrics are three true statements about reports in Genesys Cloud CX Performance menu. A report is a tool that allows you to view
various metrics and details related to your contact center performance and activities in Genesys Cloud CX. A report can help you
measure and improve various aspects of your contact center, such as:

* Agent performance

* Queue performance

* Interaction quality

* Customer satisfaction

* Workforce management

Some true statements about reports are:

* A queue report only counts interactions that spent time in the queue, but an agent-based report counts any interactions an agent
worked with. This means that the totals in a queue report and an agent-based report may not match exactly, even if they include the
same agents or queues. This is because a queue is a stand-alone entity from the perspective of Genesys Cloud CX reports, and
queue metrics and agent metrics can differ for various reasons, such as:

* An interaction spends time in mutltiple queues

* An interaction abandons before an agent handles it

* Anagent is a member of more than one queue

* An Abandon is an interaction that disconnects before an agent handles it. This means that the interaction

* was offered to a queue or an agent, but the customer or caller disconnected before reaching an agent. An Abandon can affect
various metrics, such as:

* Abandon Count

* Abandon Rate

* Service Level

* Average Speed of Answer

* Each report contains a predefined set of metrics. This means that each report has a specific purpose and scope, and shows only
the relevant metrics for that purpose and scope. You cannot add or remove metrics froma report, but you can set various
parameters for reports, such as:

* Which users or queues to include

* Which media types to include

* What date range to report on

* When to run the report

Sone false statements about reports are:

* Offered always equals Answered plus Abandoned plus Transfer. This is not always true, because some interactions may not be
counted as Answered, Abandoned, or Transfer for various reasons, such as:

* The interaction was transferred to voicemail after a timeout

* The interaction was transferred to another queue or resource group

* The interaction was handled by an IVR or a bot

* Reports once created cannot be configured. This is not true, because you can configure reports by editing or deleting them in
Genesys Cloud CX Performance menu . You can also configure reports by changing various options , such as :

* Report name

* Report format

* Report frequency

* Report recipients

References: https//help.mypurecloud.convarticles/reports-overview/
https://help.mypurecloud.convarticles/queue-report-and-agent-report-totals-difter-by-design/
https://help.mypurecloud.convarticles/why-does-the-ofered-metric-not-always-equal-the-answered-plus-abando
https/help.mypurecloud.convarticles/edit-a-report/

P& #97

Your customizations in the interaction view remain in effect even if you leave the view and return to it later.



e A False
e B. True

ZX: B
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Your customizations in the interaction view remain in effect even if you leave the view and return to it later is a true statement. The
interaction view is a view that shows various metrics and details related to interaction performance and activities in Genesys Cloud
CX Performance menu. The interaction view can help you measure and improve various aspects of your interaction performance
and activities, such as:

Interaction volume

Interaction quality

Interaction outcomes

Interaction flows

Your customizations in the interaction view remain in effect even if you leave the view and return to it later because:

You can customize the interaction view by using various filters and columns to show only certain data. For example, you can choose
to show only certain columns or filter to see certain types of interactions. You can also save your filter and column settings as a
saved view to switch quickly between different data of interest in the same view.

Your customizations remain as you navigate from view to view or leave and return to a view. This means that Genesys Cloud CX
remembers your preferences and settings for the interaction view and applies them when you access the view again. This can help
you save time and effort when you want to see the same data again.

R #98
Which of following file formats are available to export a report? (Choose three.)

A. .pdf
B. .docx
C. xlsx
D. .xls
E txt
F. .do

C
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FIRE #99
Unused reports need to be disabled manually to prevent unnecessary load on the system.

e A. False
e B. True

Z%: B

R R #100
In Genesys Cloud CX, you can prevent users from calling U.S. premium-rate numbers by:

A. Creating a number-plan to identify premium-rate numbers.

B. Specifying the premium-rate numbers you would like to restrict access to, while subscribing to Genesys Cloud CX.
C. Configuring trunks to identify premium-rate numbers.

D. Manually training users to prevent calling premium-rate numbers.

ZR: C
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