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QUESTION 1

Which view helps the supervisors to determine performance issues with a specific skill in one or more queues? 

A. Agents 

B. Queues Activity 

C. Skills Performance 

D. Interactions 

Correct Answer: C 

Reference: https://help.mypurecloud.com/articles/skills-performance-view/ 

 

QUESTION 2

Which definition matches the performance view for Dashboard? 

A. It is used to monitor real-time contact center metrics. 

B. It is used to view real-time metrics, such as status, time in status, calls answered, average talk time, and average
ACW. 

C. It is used to view real-time and historical metrics, such as service level %, abandon %, customers waiting, and active
agents. 

D. It is used to view historical data only. 

E. It is used to view metrics for completed phone calls and chats, such as the user, remote telephone number,
date/time, and duration. 

Correct Answer: B 

 

QUESTION 3

You just ran the Queue Metrics Interval report and unsure how the average speed of answer (ASA) was calculated.
Where can you find this information for Genesys Cloud Contact Center? 

A. Resource Center 

B. Google 

C. Contact Center User Manual 

D. CIC Data Dictionary 

Correct Answer: A 
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QUESTION 4

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

A. 10 

B. 15 

C. 20 

D. 25 

Correct Answer: C 

Reference: https://help.mypurecloud.com/articles/performance-dashboards-overview/ 

 

QUESTION 5

Select the possible factors which increase the report runtime and failures. (Choose two.) 

A. Adjust report parameters so that report includes fewer agents, queues, and interactions. 

B. Run reports during peak hours. 

C. Review and ensure the usage of scheduled reports. 

D. Ask every team member to run and save a copy of the report. 

Correct Answer: BC 
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