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Exam Code  GE0-802 

Product Supported: This exam supports Genesys Inbound Voice software version 8. Candidates 
using an earlier version of Inbound Voice are advised to contact their local 
Genesys Training Center before registering for this exam. 

Type of Exam  Multiple choice and multiple select questions 

Certification Level Professional level 

Length   80 questions (80 points possible) 

Passing Score  70% correct (56 points = 70%)  

Exam Language English-only 

Timing GE0-802: The exam is timed for 100 minutes.  

 GE0-802e: The exam is timed for 120 minutes for non-English speaking 
candidates 

 

Exam Location  Kryterion online or exam testing centers worldwide 

Genesys certification exams can be taken on your own online or scheduled 
at one of 750 Kryterion test centers worldwide, providing you with two 
convenient means of getting certified at your own time and location. 

IMPORTANT: If you are taking the exam online, please download and read 
the proctored online exam setup and requirements.  

 

Exam Price Check with Genesys University Training Registration for current price 
information.  Prices may vary depending on country where exam will be 
delivered. You will need to obtain an exam voucher code which will be used 
during the payment process. Check if your company has prepaid your exam 
fees or if your company qualifies for exam discounts. 

 

Exam Registration Exam candidates must first contact their local Genesys Training Center before 
registering for an exam. The Genesys Training Coordinator will collect your 
exam fees and give you a certification voucher code to use when registering 
for your exam.  

You will be asked to log-in or complete a profile for a New User. You may 
select a date, time and location for your exam. Use the exam voucher 
number in the field Promotion Code during exam registration. Be sure to 
check the expiration date of your exam voucher code. 

Exam Reschedule If you need to reschedule your exam, please do so no less than 72 hours 
from the scheduled date and time in your region. Penalty fees will incur for 
exams rescheduled less than 3 days before the scheduled date and time. 

Canceling Exam You can cancel your scheduled exam however, please keep in mind that the 
voucher number is for one-time use. You will not be able to use the same 
voucher number if you schedule an exam after you cancel a prior 

http://www.kryteriononline.com/docs/PreparingForYourExam.pdf
mailto:training-registration@genesyslab.com
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appointment. You will need to contact Genesys Training for a replacement 
voucher. All voucher numbers are tracked and monitored.  

 

Eligibility and Target Audience 

The Genesys Certified Professional (GCP) program is open to current Genesys customers, partners 
and employees only. Passing the exam is only one part of the certification process. Genesys will 
need to verify that you are eligible for Genesys Certification before we can issue you a certificate and 
recognize your status as a Genesys Certified Professional. If you have any questions regarding your 
eligibility, please contact your local Genesys University training center. 
  
The GCP8 – Developer, Inbound Voice Routing (CGP8 – DIV) certification is primarily targeted at 
consultants, system administrators and approved subcontractors worldwide that assist Genesys 
partners and customers in creating and/or maintaining IRD-developed routing strategies. 

 

Preparing for the Exam 

Genesys University highly recommends that candidates seeking certification follow the certification 
preparatory training track. The preparatory track, coupled with hands-on experience will increase the 
probability of passing the exam.  You are not required, however, to complete the training courses 
prior to taking the certification exam. If you feel you have considerable, real-world experience using 
Genesys Inbound Voice products (specifically Genesys 8), then you may register and take the exam 
at any time. 
 
In either case, Genesys University encourages you to review the materials in this Study Guide to help 
you prepare for the GCP8 – DIV exam. 

 

GCP8-DIV Certification Recommended Preparatory Training Track 

 Genesys Framework 8 Foundation (FWK8-FND) 1-day 

 Building Basic Routing Strategies with IRD 8 (IRD8.1-DEV_1) 4-days  

 Building Advanced Routing Strategies with IRD 8 (IRD8.1-DEV_2) 5-days 
 

 

FWK8-FND IRD8.1-DEV 1 IRD8.1-DEV 2 

http://www.genesyslab.com/resources/pdfs/fwk8-fnd.pdf
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Exam Skill-Set Requirements 

Exam candidates must be able to: 

 Plan routing strategies based on business requirements with an understanding of all 
interaction flow scenarios and describe their impact on other systems, such as reporting, 
workforce, and desktop applications 

 Add and change routing-related objects and application options in the Configuration Layer 

 Identify and use objects and functions in IRD to create routing strategies for a single- or multi-
site contact center, including business priority routing, service-level routing, skills-based 
routing, database-based routing, user-defined object-based routing (agent, queue, and so 
forth) interaction data, statistics, variables, and subroutines. 

 Access, update, and use data with routing strategies, including stored business data, 
attached data, interaction attributes, configuration data, lists, etc  

 Test routing strategies including debugging and monitoring strategies, developing and 
implementing test plans, and interpreting log messaging 

 Deploy and manage routing strategies including versioning, importing, exporting, and 
scheduling 

 

GCP8-DIV Exam Topics 

The GCP8-DIV exam topics are organized into seven topic categories that represent the tasks 
required by a Developer when designing and supporting a Genesys Framework 8 Inbound Voice 
routing solution with Interaction Routing Designer. The required knowledge and skill sets might be 
obtained from the FWK8-FND, IRD8.1-DEV_1 and IRD8.1-DEV_2 training courses, Transfer of 
Information (TOI) presentations, sales presentations, technical documentation or working with IRD 
Routing at an experienced level. The emphasis and number of questions for each topic category 
varies depending on the tasks typically performed at a foundation-level by a Developer, Inbound 
Voice. 
 
 
 
 

1. Solution Overview, Architecture and Functionality 

The certification candidate must be able to 

 Demonstrate an understanding of the Genesys inbound voice routing solution using IRD 

 Identify and define terms used pertaining to inbound voice routing 

 Explain the architecture and functionally of the Genesys Framework and software 
providing inbound voice routing 

 Demonstrate an understanding of the Enterprise Routing Solution (ERS) 

 Describe how routing strategies are implemented 

 Detail a call flow for a typical inbound voice interaction 
 
 

2. Routing Strategy & Design 

The certification candidate must be able to:  

 Describe how to assess the needs, goals, and policies of the business and apply in 
developing inbound voice routing strategies 

 Add or change routing related objects and application options to achieve routing result 

 Identify and use objects and functions in IRD to create routing strategies, including: 
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o Business Priority Routing 
o Service-Level Routing 
o Skills-Based Routing 
o Database-Based Routing 
o User-Defined Object-Based Routing 
o Interaction Data 
o Statistics 
o Variables 
o Subroutines 

 
 

3. Configuration Options 

The certification candidate must be able to: 

 Describe the impact of various routing-related options configured within the Configuration 
Layer 

 Identify where options that affect routing are set 

 Name and describe routing related application options 

 Understand the impact of modifying option values 
 
 

4. Interaction Routing Designer – User Interface 

The certification candidate must be able to: 

 Demonstrate the ability to use Interaction Routing Designer 8 
o Identify GUI configurations 

 Deploy and Manage routing strategies 

 Demonstrate knowledge of the features of IRD8 
o Versioning 
o Importing strategies 
o Exporting strategies 
o Scheduling 
o Macros 

 
 

5. Interaction Flow and Messaging 

The certification candidate must be able to: 

 Analyze call flow 

 Recognize and describe URS log messaging that is available 

 Describe the T-Library log messaging involved in interaction routing 

 Describe log levels available 
 
 

6. Universal Routing Server Functions 

The certification candidate must be able to: 

 Identify and demonstrate knowledge of routing related functions within URS. 

 Display advanced knowledge of the use of functions within IRD to be able to: 
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o Manipulate data 
o SIP messages 

 Access, update and use Configuration Layer data within routing strategies, including 
o Stored business data 
o Attached data 
o List Objects 
o Special Day Tables 
o Quota Tables  

 Manipulate interaction priority 

 Manipulate Date/Time 

 Identify and describe List and String manipulation functions 

 Display knowledge of the use of functions, including function nesting 
 

 

7. Routing and Reporting 

The certification candidate must be able to 

 Describe how to leverage the  relationship between routing and Genesys Solution 
Reporting 

o Virtual Queues 
o Reporting related Configuration Layer options 

 

Reference Materials Available 

Your training course materials are an excellent source of information for exam review.  Other 
Genesys reference materials you can use for exam preparation are available from the Genesys 
website: 
 

 Genesys Tech Support Website: http://genesyslab.com/support/home/index/ 
o Select Documentation and search by product and major release 

 
 

http://genesyslab.com/support/home/index/
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Genesys Certification Registration 

Step 1: Obtain your exam voucher code by contacting your local Genesys University Training 
Registration representative. A sample voucher code attached to an confirmation email is shown 
below. 

 

Step 2: Visit the Genesys Certification Registration website (beginning September 3, 2013). Create a 
new profile and register to schedule your exam. 

 

Step 3: During checkout, enter the voucher code in the field Promotion Code. 
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Practice Questions 

The sample questions below are additional questions that have not been used in the 
actual exam, but are representative of typical questions that an exam candidate may 
face.  
 
 
1. In what part of the IRD application does a developer access the debugger? 

A. Strategy List View  
B. Strategy Design View  
C. Loading View  

 
 
2. What is the URS option that controls the amount of time URS will wait to send 
    another interaction to a specific target after initially selecting the target and issuing  
    a Request Route Call? 
 

A. Request timeout  
B. Reconnect time  
C. Transition time  
D. Verification time  
E. Transfer time  

 
 
3. The situation specified will return which type error? 
 
    The S Data function refers to a Stat Server that is not in the URS connection list. 
 

A. -001  Timeout  
B. 0001  Unknown error  
C. 0008  Routing done  
D. 0013  Remote error  
E. 0014  Unknown server  
F. 0015  Closed server  
G. 0018  Unknown object  
H. 0000  Not an error  

 
 

4.  A variable of type ‘Script’ will persist across subsequent executions of a strategy. 
     True or False? 
  True     False 

 
 
5.  URS always requires a connection to at least one DB Server.  True or False? 
  True     False 
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6.  You can route an interaction based on telephony data.  True or False? 
  True     False 
  
 
7.  Interaction Data must always be retrieved from a customer database.  True or 
False? 
  True     False 
 
 
8.  It is recommended that variables not share names with configuration objects.  
True or False? 
  True     False 
 
 
9.   A Virtual Queue is a resource that must exist on the switch.  True or False? 
  True     False 
 
10.  Predefined statistics that begin with 'R stat', such as R Stat Load Balance or R 
Stat Calls In Queue are calculated by URS, and not Stat Server.  True or False? 
  True     False 
 
 
11.  Filters can be applied to statistics calculated by URS.  True or False? 
  True     False 
 
 
12.  In the IRD Database Wizard object, assigning output will cause the returned 
database values to be stored in Router memory as variables. True or False? 
 
 
13.  The Database Wizard object always requires an output to be configured.  True 
or False? 
  True     False 
 
 
14.  Selecting a target according to reusable Routing Rules is not allowed in a 
subroutine.  True or False? 
  True     False 
 
15.  In a Service Level Routing Rule, setting a value for the Prediction Threshold is 
optional.  True or False? 
  True     False 
 
16.  A variable with Scope of type 'Script' will persist across multiple executions of 
the strategy.  True or False? 
  True     False 
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17.  When you assign a value to a variable, the value inherits the variable type.  True 
or False? 
  True     False 
 
18.  The predefined routing statistic 'Stat Calls Answered' may be applied against 
ACD queues. True or False? 
  True     False 
 
19.  Which of the following properties are required when configuring a Table Access 
object? (Choose 3) 

A.  Database Access Point 
B.  Database Table 
C.  Field 
D.  Format 

 
20.  Objects must first be created in the Configuration Layer in order to access 
database information with the Database Wizard object in IRD.  True or False? 
  True     False 
 
21.  When a database is accessed for routing decisions, all of the fields of the 
database table must be defined in Configuration layer.  True or False? 
  True     False 
 
22.  The Service Level Routing Rule shown can route interactions without the virtual 
queue being defined.  True or False? 
  True     False 
 
23.  If the URS option on route error is left with its default value of 'delete', then when 
an Event Error is received from the T-Server regarding a call URS has routed to a 
Routing object, it will delete the call from memory and stop the strategy.  True or 
False? 
  True     False 
 
24.  The sort order in the Database Wizard object must be defined or the strategy 
will flow out of the red port of the object block.  True or False? 
  True     False 
 
25.  The compiler in IRD is activated automatically when you save a strategy.  True 
or False? 
  True     False 
 
26.  IRD supports versioning of strategies.  True or False? 
  True     False 
 
27.  Using IRD, you can insert comments in a strategy.  True or False? 
  True     False 
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28.  When compiling strategies, IRD indicates errors by highlighting in red all objects 
with errors.  True or False? 
  True     False 
 
29.  You cannot delete or edit a Routing Rule within a Strategy Design view.  True or 
False? 
  True     False 
 
30.  Based on the IRD graphic shown, if you currently wanted to monitor the 
execution of the ANI Strategy, the only actions required would be 1) assure the 
Trace Flag is turned on and 2) open a monitor window.  True or False? 
  True     False 
 
31.  Variable usage should be closely monitored, as it can increase network load.  
True or False? 
  True     False 
 
32.  All statistics in the list shown can be used within the S Data function.  True or 
False? 
  True     False 
 
33.  Which of the following functions can you use to override the default behavior of 
choosing an interaction to route based on current wait time (FIFO)? (Choose 5) 

A.  Priority 
B.  Priority Tuning 
C.  Increment Priority 
D.  Set Interaction Age 
E.  Set VQ Priority 
F.  StrAcsiiTok 
G.  StrSub 

 
34.  A List object, defined in the Configuration Layer, is a logical grouping of user-
defined strings.  True or False? 
   True      False 
 
 
35.  A Quota Table defines the number of calls allowed per time interval.  True or 
False? 
  True     False 
 
 
36.  To In the scenario shown, this expression will correctly assign the menu choice 
to the variable var-choice. True or False? 
  True     False 
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37.  The initial version of a routing strategy targets a skill expression (e.g. English 
>0).  A new version of the strategy is being proposed in which the target will be a 
virtual agent group (e.g. English Agents) which is defined by the same skill 
expression the initial strategy was targeting.  The URS option report targets are set 
to true.  How will reporting be affected? 

A   no effect on reporting 
B.  activity on the skill can be monitored at the agent group level 
C.  R Target Agent Group will display English>0 
D.  R Target Agent Group will display English Agents 
E.  both B and C 
F.  both B and D 

 
 
38.  URS can consider the following criteria when routing interactions: 

A.  Customer value 
B.  Least-used resource across contact centers 
C.  The enterprise's operating hours. 
D.  Service-level requirements for the enterprise's customers 
E.  All of the above 
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For more information about Genesys Certification, please contact your local Genesys 
University training center or click here: 

http://www.genesyslab.com/about/training/certification_programs.asp 
 
 
ANSWERS TO SAMPLE QUESTIONS: 
1. correct_answer = “c” 
2. correct_answer = “c” 
3. correct_answer = “e” 
4. correct_answer = “f” 
5. correct_answer = “t” 
6. correct_answer = “f” 
7. correct_answer = “t” 
8. correct_answer = “f” 
9. correct_answer = “t” 
10. correct_answer = “f” 
11. correct_answer = “t’ 
12. correct_answer = “f” 
13. correct_answer = “f” 
14. correct_answer = “t” 
15. correct_answer = “t” 
16. correct_answer = “f” 
17. correct_answer = “f” 
18. correct_answer = “abd” 
19. correct_answer = “t” 
20. correct_answer = “f” 
21. correct_answer = “t” 
22. correct_answer = “t” 
23. correct_answer = “f” 
24. correct_answer = “f” 
25. correct_answer = “t” 
26. correct_answer = “t” 
27. correct_answer = “t” 
28. correct_answer = “t” 
29. correct_answer = “f” 
30. correct_answer = “f” 
31. correct_answer = “f” 
32. correct_answer = “abcde” 
33. correct_answer = “t” 
34. correct_answer = “t” 
35. correct_answer = “t” 
36. correct_answer = “f” 
37. correct_answer = “e” 

 
 
 

 
 

http://www.genesyslab.com/about/training/certification_programs.asp

