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H #43
How do you represent your organization when you contact the Genesys Cloud CX support team?

A. Company Name
B. Agent Name

C. Organization ID
D.ID

Ef#: C

R -

Explanation

Organization ID is how you represent your organization when you contact the Genesys Cloud CX support team. Organization ID is
a unique identifier that is assigned to your organization when you sign up for Genesys Cloud CX. Organization ID helps the Genesys
Cloud CX support team to locate your organization's account information and provide faster and better service. You can find your
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organization ID by clicking Admin > Account Settings > Organization Settings in Genesys Cloud CX window. References:
httpsz//help.mypurecloud.convarticles/organization-id/
httpsz/help.mypurecloud.convarticles/contact-genesys-cloud-customer-care/

HE #44
Select all the question types available while creating an Evaluation Form (Choose three.)

A. Multiple Choice
B. Multiple Response
C. Yes/No

D. Range

E. Fill in the blank

Ef#: AL B. C

W #45

You cannot add variables to a script.

o A True
e B. False

Ef#: B

fEEHL:

Explanation

You can add variables to a script. A variable is a placeholder for a value that can change during the execution of a script. Variables
can store various types of data, such as text, numbers, booleans, etc. You can use variables to display or collect information in a
script, such as customer name, account number, order status, etc. You can create your own custom variables or use built-in
variables that are provided by Genesys Cloud CX. References: https:/help.mypurecloud.convarticles/about-variables-and-
expressions/

https/help.mypurecloud.convarticles/add-script-variable/

https/help.mypurecloud.convarticles/built-in-script-variables/

B #46
Which of the following attributes ensure that the interactions are routed to the most qualified agent? (Choose two.)

A. Index Ratings

B. Languages

C. Skills

D. Medians

E. Knowledge levels

Ef#: B. C

AR :

Explanation

Languages and skills are two attributes that ensure that the interactions are routed to the most qualified agent.

Languages and skills are ratings that indicate an agent's proficiency or preference for handling certain types of interactions or
customers. For example:

* Languages indicate an agent's ability to speak or write in different languages.

* Skills indicate an agent's capability or willingness to handle different media types or queues.

Genesys Cloud CX routing uses these attributes to match each interaction with an agent who has the highest ratings for those
attributes. References: httpsz/help.mypurecloud.convarticles/about-acd-evaluation-methods/
https/help.mypurecloud.convarticles/add- language- skills-to-an-agent-profile/
https//help.mypurecloud.convarticles/add-acd-skills-to-an-agent-profile/



R #47
Which of the following are AND Evaluation Methods? (Choose three.)

A. Bullseye matching
B. Best available skills
C. Disregard skills

D. Agent availability
E. All skills matching

IEf#: A. B, E

TR

Explanation

AND Evaluation Methods are used to evaluate the skills of agents and interactions based on logical AND operations. This means
that all the required skills must match for an agent to be eligble for an interaction.

There are three types of AND Evaluation Methods: All skills matching, Best available skills, and Bullseye matching. All skills
matching evaluates agents based on the number of skills they have in common with the interaction. Best available skills evaluates
agents based on the highest skill proficiency level they have in common with the interaction. Bullseye matching evaluates agents
based on predefined rings of skill requirements that relax as the selection pool expands from one ring to the next. References:
https:/help.mypurecloud.convarticles/evaluation-methods/

https:/help.mypurecloud.convarticles/bullseye-routing/
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