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HM #99
Which of the following statements is NOT true regarding numbering plan?

A. Tt has to be created manually.

B. Numbering plan is also known as a dial plan.

C. Numbering plan can be added or modified based on the organizational requirerments.

D. It is a telecommumnication scheme where telephone numbers are assigned to subscribers and telephony endpoints.

Ef: A
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Genesys Cloud CX is fully supported on which of the following browsers? (Choose two.)

A. Chrome

B. Opera

C. Safari

D. Firefox

E. Internet Explorer

Eﬁ: A\ D
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Explanation

Firefox and Chrome are two browsers that fully support Genesys Cloud CX. Genesys Cloud CX is a web-based application that
requires a compatible browser to run properly. Firefox and Chrome are the recommended browsers for Genesys Cloud CX
because they offer the best performance and functionality.

Safari is also supported but with some limitations. Internet Explorer and Opera are not supported by Genesys Cloud CX.
References: https:/help.mypurecloud.convarticles/supported-browsers/

https:/help.mypurecloud.convarticles/browser- limitations/

HMA #101
Which of the following best defines the performance view for Agents?

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

B. Used to view historical data only.

C. Used to view real-time and historical metrics, such as service level %, abandon %, customers waiting, and active agents.
D. Used to view real-time metrics, such as status, time in status, calls answered, average talk time, and average ACW.

Ef#: C

R #102
Select the factors which can cause report generation failures and increased runtimes. (Choose two.)

A. Reviewing and ensuring the usage of scheduled reports.

B. Asking every team member to run and save a copy of the report.

C. Running reports during peak hours.

D. Adjusting report parameters in order to include fewer agents, queues, and interactions.

EM#: B. C
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Running reports during peak hours and asking every team member to run and save a copy of the report are two factors that can
cause report generation failures and increased runtimes. Running reports during peak hours can put additional load on the system and
affect its performance and availability. Asking every team member to run and save a copy of the report can create redundant data
and consume unnecessary storage space. To avoid these issues, you can follow some best practices for running reports, such as:
Run reports during off-peak hours or schedule them for later delivery.

Share reports with other users instead of creating multiple copies.

Adjust report parameters to include only relevant data and filters.

Review and delete unused or outdated reports regularly. Reference: https:/help.mypurecloud.convarticles/best-practices-for-
running-reports/ httpsz/help.mypurecloud.convarticles/share-a-report/

Z R #103
Which of the following statements are true? (Choose three.)

A. Reports once created cannot be configured.

B. An agent-based report counts any interactions an agent worked with.

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

D. An Abandon is an interaction that disconnects before an agent handles it.
E. Each report contains a predefined set of metrics.
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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

Customrer 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 multiple queues

An interaction abandons before an agent handles it

An agent 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

Some 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 mteraction 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
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