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NEW QUESTION # 57
Which evaluation method in Predictive Routing uses agent-level performance and contact attributes to optimize decisions?
Response:

A. Outcome-Based Evaluation

B. Queue Time Reduction

C. Routing Script Overrides

D. Conversation History Matching

Answer: A

NEW QUESTION # 58
‘While routing an interaction to an agent, how does Genesys Cloud route the interaction if the timeout period expires?
Response:

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

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

C. The interactions are routed using the predefined fallback routing method.

D. Bullseye routing method is used as the default routing method in this scenario.

Answer: C

NEW QUESTION # 59

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

Response:

A. Page view to content offer

B. Database event to WEM rule

C. Web engagement to agent chat

D. Phone queue transfer to outbound fax

Answer: A,C

NEW QUESTION # 60
‘Which metric is most commonly analyzed in GPR test results to determine its effectiveness?
Response:

A. Outcone uplift percentage
B. Predicted agent sentiment
C. Average handle time (AHT)
D. Number of active agents

Answer: A

NEW QUESTION # 61
Which area in Genesys Cloud provides analytics specifically for Predictive Engagement activities?
Response:

A. SIP Trunk Statistics Panel

B. Workforce Management Dashboard
C. Script Editor Analytics View

D. Action Map Analytics Dashboard

Answer: D
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