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You cannot add variables to a script.

o A True
e B. False

EM: B
L

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
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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. Reference: https//help.mypurecloud.convarticles/about-variables-and-
expressions/ https://help.mypurecloud.convarticles/add-script-variable/ https//help.mypurecloud.convarticles/built-in-script-
variables/

HH #54
Which of'the following best defines the performance view for Queues?

A. Used to view real-time metrics, such as status, time in status, calls answered, average talk time, and average ACW.

B. Used to view real-time and historical metrics, such as service level %, abandon %, customers waiting, and active agents.
C. Used to view historical data only.

D. Used to monitor real-time contact center metrics.

Ef#: B
A :

Reference:

The performance view for Queues is used to view real-time and historical metrics, such as service level %, abandon %, customers
waiting, and active agents in Genesys Cloud CX Performance menu. The performance view for Queues is a view that shows various
metrics and details related to queue performance and activities in Genesys Cloud CX. The performance view for Queues can help
you measure and improve various aspects of your queue performance and activities, such as:

Service level

Abandon rate

Average speed of answer

Average handle time

Interaction volume

The performance view for Queues is used to view real-time and historical metrics, such as service level %, abandon %, customers
waiting, and active agents because:

Real-time metrics are metrics that show the current data for agents, queues, skills, interactions, and flows. Real-time metrics are
updated every 10 minutes in Genesys Cloud CX Performance menu . You can see the current values of various metrics, such as
service level %, abandon %, customers waiting, and active agents.

Historical metrics are metrics that show the past data for agents, queues, skills, interactions, and flows. Historical metrics are stored
every 10 minutes in Genesys Cloud CX Performance menu . You can see the historical values of various metrics by using the date
filter or the pre-set day filter.

Service level % is a metric that shows the percentage of interactions that were answered within a target time threshold during a
specified period of time. Service level % can help you measure the quality and efficiency of your queue performance and activities.
You can see the real-time and historical service level % of a queue in the performance view for Queues.

Abandon % is a metric that shows the percentage of interactions that were abandoned by the customer or caller before reaching an
agent during a specified period of time. Abandon % can help you measure the quality and efficiency of your queue performance and
activities. You can see the real-time and historical abandon % of a queue in the performance view for Queues.

Customers waiting is a metric that shows the number of customers or callers who are currently waiting in a queue to be connected to
an agent. Customers waiting can help you measure the demand and capacity of your queue performance and activities. You can see
the real-time customers waiting of a queue in the performance view for Queues.

Active agents is a metric that shows the number of agents who are currently logged in to Genesys Cloud CX and are available to
handle interactions in a queue. Active agents can help you measure the availability and productivity of your queue performance and
activities. You can see the real-time active agents of a queue in the performance view for Queues.

B #55
Which one of the following Genesys Cloud CX configuration options provides a way to ensure that phones of a specific make and

model are all deployed with the same settings?

A. Managed IP Phones

B. Default Station Configuration
C. Base Settings

D. IP Phone Templates

IEf: C



H I #56
Select all available options for adding widgets to a performance dashboard. (Choose four.)

A. Interaction
B. Metric

C. Chart

D. Text

E. Grid

F. Agent Status

IE%: B\ C\ D\ E

TR

Explanation

Grid, Text, Metric, and Chart are four available options for adding widgets to a performance dashboard. A widget is a component
that displays data in a specific format on a performance dashboard. You can add different types of widgets to customize your
dashboard and show the data that you need. The other available options for adding widgets are Agent Status and Web Content.
References:

https:/help.mypurecloud.convarticles/add-widgets-to-a-performance-dashboard/
https:/help.mypurecloud.convarticles/widget-types/

B #57
All of the following are steps that need to be conpleted to configure an Edge appliance, EXCEPT

A. Create a Site

B. Associate the network interface
C. Configure a trunk

D. Create an Edge Group

E. Configure the Edge Connectors
F. Assign the Edge to a Site

G. Authenticate the Edge

EfE: C

fi .-

Explanation

Configuring a trunk is not a step that needs to be conmpleted to configure an Edge appliance. A trunk is a connection between
Genesys Cloud CX and an external telephony provider, such as a carrier or a PBX. A trunk is not part of the Edge configuration,
but rather a separate entity that can be associated with an Edge group. The steps that need to be completed to configure an Edge
appliance are:

* Create a Site

* Create an Edge Group

* Associate the network interface

* Authenticate the Edge

* Configure the Edge Connectors

* Assign the Edge to a Site References: https://help.mypurecloud.convarticles/configure-an-edge-device/

* https:/help.mypurecloud.convarticles/about-trunks/
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