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HA #124
Which of the following statements defines a critical question in an Evaluation Form?

e A Critical questions are used to prioritize questions that are critical to the success of an interaction. A separate critical score
is calculated for critical questions.

¢ B. Critical questions are multiple choice questions that have a higher weightage than non-critical questions.

e C. Ifanswered "No", critical questions will result in an evaluation score of zero for the interaction.
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e D. Critical questions are questions that the agent must answer.

EfE: C
fR
Reference:

Critical questions are questions that have a significant impact on the quality of an interaction. If answered "No", critical questions will
result in an evaluation score of zero for the interaction, regardless of how other questions are answered. Critical questions are used
to identify interactions that fail to meet minimum quality standards. Reference: https:/help.mypurecloud.convarticles/create-an-
evaluation-forny https/help.mypurecloud.convarticles/evaluate- interactions/

H #125
Genesys Cloud CX ACD assigns interactions to the most appropriate agent available.
Which of'the following attributes is used to determine the best available agent? (Choose three.)

A. Language skills

B. Additional attribute ratings

C. ACD skills

D. Tie since last ACD interaction
E. Staffing requirements

Ef#: AL B. C

fEE -

Language skills, additional attribute ratings, and ACD skills are three attributes that are used to determine the best available agent for
an interaction in Genesys Cloud CX ACD. These attributes are ratings that indicate an agent's proficiency or preference for handling
certain types of interactions or custormers. For example:

Language skills indicate an agent's ability to speak or write in different languages.

Additional attribute ratings indicate an agent's knowledge or experience with specific products, services, topics, etc.

ACD skills indicate an agent's capability or willingness to handle different media types or queues.

Genesys Cloud CX ACD uses these attributes to match each interaction with an agent who has the highest ratings for those
attributes. Reference: https:/help.mypurecloud.convarticles/about-acd-evaluation-methods/
https7/help.mypurecloud.convarticles/add- language-skills-to-an-agent-profile/ https://help.mypurecloud.convarticles/add-additional-
attribute-ratings-to-an-agent-profile/ https:/help.mypurecloud.convarticles/add-acd-skills-to-an-agent-profile/

R #126
‘What additional finctionality does Commumicate bring to Genesys Cloud CX?

A. Call center features, such as ACD and scripting,

B. Unified communications features, such as telephony, unified messaging, voice conferencing, and auto-attendant.
C. Directory capabilities, such as advanced search, profiles, and keyword searching,

D. Knowledge-based features, such as FAQs and communities.

IEf#: A

HH #127
Which of the following statements are true? (Choose three.)

A. Each report contains a predefined set of metrics.

B. An Abandon is an interaction that disconnects before an agent handles it.
C. An agent-based report counts any interactions an agent worked with.

D. A queue report only counts interactions handled by an agent.

E. Reports once created cannot be configured.

EfE: A. B. C



HA #128
What is the maximum limit for creating performance dashboards for private users?

Ef#:
RN -

A0
B. 1
C.2
D.3

A

Explanation

The maximum limit for creating performance dashboards for private users is 10. A performance dashboard is a customizable view
that shows real-time or historical data for various aspects of Genesys Cloud CX operations, such as queues, agents, interactions,
etc. You can create performance dashboards for your own use (private) or share them with other users (public). The limit for
creating public performance dashboards is 50. References:
https:/help.mypurecloud.convarticles/about-performance-dashboards/
https:/help.mypurecloud.convarticles/create-a-performance-dashboard/
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