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Genesys Info Mart Physical Data Model for an Oracle Database

Genesys Info Mart Physical Data Model for
an Oracle Database

Welcome to the Physical Data Model for an Oracle Database for release 8.5.0. This document,
formerly called a Reference Manual, acquaints you with the subject areas and tables that make up
the Genesys Info Mart star schemas.

Starting with release 8.5.014.14 on August 30, 2019, Genesys Info Mart is part of 9.0.
This document is valid only for the 8.5 releases of this product before Genesys Info
Mart was part of 9.0. For 8.5 releases of Genesys Info Mart after August 30, 2019, see
the Current version of this document.

This document will help you make informed business decisions, based on the information that is
collected by Genesys Info Mart. It will also help you understand how you can use the data that is
collected by Genesys Info Mart to create reports. In brief, you will find the following information in this
document:

¢ Overview and general information about the Info Mart database — Genesys Info Mart Database Schema
and Genesys Info Mart Tenant User Schema and Tenant Views

¢ New in This Release information, including a Summary of Info Mart Schema Changes
¢ Descriptions of each dimensional model table and its columns and indexes — see Info Mart Tables
* Descriptions of each dimension view and its columns — see Info Mart Views

¢ Descriptions of important service tables and administrative views — see Info Mart Service and Staging
Tables and Administrative Views

e Summary lists of:
¢ Indexes
e References

e Partitioned tables
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About This Document

Intended Audience

This Oracle Physical Data Model reference is intended for operational managers and business
analysts who want to query the information that is collected by Genesys Info Mart in order to make
informed business decisions. It is intended also for IT reporting specialists, business intelligence team
members, and data warehousing team members who want to understand how they can use the
information that is collected by Genesys Info Mart to create reports that support informed business
decisions. In addition, system integrators and system administrators may find helpful the data in the
control tables and views for data validation and troubleshooting purposes.

This document assumes that you have a basic understanding of:

¢ Relational database management systems (RDBMSs).
e Structured Query Language (SQL).

* Data warehousing.

Abbreviations for Database Terms

The following abbreviations characterize fields throughout this document, to provide more detailed
information about all tables, including a concise listing of primary and foreign keys for each table,
default field values, mandatory fields, and from which source the Genesys Info Mart Server gathers
Info Mart data:

e P, for primary key

e M, for mandatory field

e F, for foreign key (where the term is used loosely to indicate a surrogate key reference to a field in
another table, not a formal constraint)

e DV, for default value

Abbreviations for index characterizations include the following:

e U, for unique

e C, for cluster

Genesys Info Mart Physical Data Model for an Oracle Database 8
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Related Resources

Genesys Info Mart uses source data from several Genesys products. Because of this, Genesys
strongly recommends that you read the following documentation in order to better understand the
data that is presented in the Genesys Info Mart:

e Genesys Info Mart Deployment Guide

* Genesys Info Mart Operations Guide

e Genesys Info Mart User’s Guide

» Database Size Estimator

e Business Continuity Deployment Guide (unchanged from 8.1.4)

e Interaction Concentrator Deployment Guide

e Interaction Concentrator Physical Data Model for your particular RDBMS

¢ Genesys Administrator Extension (GAX) Help

¢ Framework Configuration Manager Help (8.1)

e Genesys Technical Publications Glossary, which provides a list of Genesys and computer-telephony
integration (CTI) terms and acronyms

¢ Release Notes for this product, which are available on the Genesys Documentation website
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What's New In the Documentation

The following information is new or has changed significantly since earlier versions of this document.
The most recent changes appear first.

Starting with release 8.5.014.14 on August 30, 2019, Genesys Info Mart is part of 9.0.
This document is valid only for the 8.5 releases of this product before Genesys Info
Mart was part of 9.0. For 8.5 releases of Genesys Info Mart after August 30, 2019, see
the Current version of this document for your RDBMS.

The GPM_DIM1 dimension table and nine new columns in the GPM_FACT table have been added in
release 8.5.014.09, to store the new KVPs for enhanced reporting on Genesys Predictive Routing (GPR).
In addition, the description of the GPM_RESULT column in the GPM_RESULT table has been updated to
include additional values. The GPM_DIM1 dimension table has been added to the list of tables included
in Data Export.

The CHAT_THREAD_FACT and MEDIA_ORIGIN tables have been added in release 8.5.014.09, to support
Chat Thread reporting. In addition, a new column in the CHAT SESSION_FACT table, THREAD_ID, has
been included for future use. The CHAT_THREAD_FACT and MEDIA_ORIGIN tables have been added to
the list of tables included in Data Export, as well.

A note has been added to the ANCHOR_FLAGS table description to clarify that the data stored in this
table doesn't apply to new Chat Thread reporting.

The END_DATE_TIME_KEY and RESOURCE_GROUP_COMBINATION_KEY were added to the
SM_MEDIA_NEUTRAL_STATE_FACT table in release 8.5.013.06.

The CDR_FACT and CDR_DIM1 tables have been added in release 8.5.013.06, in preparation for support
of Call Detail Record (CDR) reporting. The CDR_FACT table has been added to the list of tables included
in Data Export, as well. In the CTL_GDPR_HISTORY table description, the CDR_FACT table columns ANI
and DNIS have been added to the list of columns that potentially contain personally identifiable
information (PII).

Missing or incorrect partition keys have been corrected in the list of partitioned GIDB tables on the Info
Mart Partitioning page.

The following new tables have been added in release 8.5.012.15, to store data from CX Contact about
contact list records that were suppressed from an outbound campaign. The LDR_* tables have been
added to the list of tables included in Data Export as well.

 LDR_FACT e LDR_LIST

* LDR_CAMPAIGN « LDR_POSTAL_CODE
* LDR_DEVICE * LDR_RECORD

* LDR_GROUP

In the CTL_GDPR_HISTORY table description, the LDR_FACT table columns CLIENT_ID and CONTACT_INFO
have been added to the list of columns that potentially contain personally identifiable information (PIl).

Descriptions have been added for the five COBROWSE_* tables in preparation for future support for Co-
browse reporting. The COBROWSE_* tables have been added to the list of tables included in Data
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Export as well.

¢ Information about the Data Export capability has been expanded on the About Data Export Capability
page, as a result of Genesys Info Mart adding on-premises support for this capability in release
8.5.011.22.

* The GSW_CALL TYPE column has been added to IRF_USER_DATA_GEN_1.

* A new page, Summary of Info Mart Schema Changes, summarizes the changes that have occurred in
the Info Mart schema since release 8.1. The changes can be sorted or filtered by release, table, column,
or type of change (table added, column modified, and so on).

¢ The following tables have been added, to support the reporting on chat session and chat bot activity
that was introduced in release 8.5.011:

« CHAT SESSION_FACT « BGS_SESSION_DIM
« CHAT SESSION_DIM + BGS_BOT DIM
« BGS_SESSION_FACT « BGS_ BOT_NAME_DIM

e The START_DATE_TIME_KEY in the GPM_FACT table was made part of the composite primary key, even in
nonpartitioned databases.

¢ To cover support for employee General Data Protection Regulation (GDPR) requests introduced in
release 8.5.010.16, the descriptions of the CTL_GDPR_HISTORY table and columns have been extended.

e The UPDATE_AUDIT_KEY column was added to the following tables in release 8.5.010.16:
Extension:DynamicPageList (DPL), version
2.01 : Warning: No results.

* To support GDPR compliance, a description of the CTL_ GDPR_HISTORY table has been added.
e For support of alternative data streams:

* A new column, HWM VALUE2 has been added to the CTL TRANSFORM_HISTORY table. The
AUDIT_KEY column was added in a previous release.

¢ To extend support for Callback reporting:

* Two new dimension tables, CALLBACK_DIAL_RESULTS and CALLBACK_DIM_4 have been added. Lists
of tables, indexes, and references—including the list of tables included in Data Export—have been
updated to include the new tables.

* The following new columns have been added to the CALLBACK FACT table:

CALLBACK_DIAL_RESULTS KEY ~ EWT WHEN_REJECTED PRIORITY_WHEN_C_CONNECTED
CALLBACK_DIM_4_KEY FIRST OUT_IXN_ID PRIORITY_WHEN_CB_ACCEPTED
CUSTOMER_ANI LAST_OUT_IXN_ID SERVICE_END TS

DIAL_1_TS through ORIGINATION_IXN_ID WAITED_BEFORE_OFFER_TIME
DIAL_ 5 TS

ORS_SESSION_ID
EWT THRESHOLD WHEN_OFFERED
POS_WHEN_LAST DIAL

EWT_WHEN_LAST DIAL
PRIORITY_ WHEN_A_CONNECTED

e The default value has been removed from GPM_FACT.MESSAGE.

e To support reporting on Genesys Predictive Routing, descriptions of four new GPM_* tables have been
added:

« GPM_FACT

Genesys Info Mart Physical Data Model for an Oracle Database 11
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« GPM_RESULT
« GPM_PREDICTOR
« GPM_MODEL

Lists of tables, indexes, and references—including the list of tables included in Data Export—have been updated to include the
new tables.

e To support reporting on interaction flows that involve applications developed with Genesys Designer, for
which support is available in certain Genesys Engage cloud deployments:

» Descriptions of the SDR_* tables have been added to this document.

* Error code 26 has been added to INTERACTION_FACT.STATUS and STG_TRANSFORM_DISCARDS.CODE

e For Genesys Callback support, descriptions of the following columns have been updated to indicate
new, additional values:

* INTERACTION_TYPE.INTERACTION_SUBTYPE (OutboundCallback) and INTERACTION_SUBTYPE_CODE
(OUTBOUNDCALLBACK)

e TECHNICAL _DESCRIPTOR.TECHNICAL RESULT (Deferred and Incomplete) and
TECHNICAL_RESULT_CODE (DEFERRED and INCOMPLETE)

e TECHNICAL_DESCRIPTOR.RESULT_REASON (CallbackAccepted) and RESULT_REASON_CODE
(CALLBACKACCEPTED)

e Description of a new column, USERDATA FLAG, has been added to the MSF table. The column indicates
that user data is attached to the MSF record. This flag facilitates an unambiguous join between the MSF
and fact extension tables to retrieve correct user data that is attached during mediation.

A new fact table, SM_MEDIA NEUTRAL_STATE_FACT, has been added to support reporting on media-
neutral agent states. (The table has not yet been added to the Facts subject area diagram.)

The new user-data propagation rule, IRF_INITIAL, has been added to the list of valid values for the
PROPAGATION_RULE column in the CTL_UD_TO_UDE_MAPPING control table.

ANCHOR_FLAGS table:

» Description of a new flag, CUSTOMER_LEFT FIRST, has been added. The flag indicates which party
ended a chat session.

e The value in the following columns will always be 0 unless populate-thread-facts = true:
e FIRST_ENGAGE_FOR_AGENT THRD
+ FIRST_REPLY_FOR_AGENT THRD
+ FIRST_ENGAGE_THRD

* A note has been added to the MEDIATION_SEGMENT_FACT (MSF) table description that, starting with
release 8.5.003, Genesys Info Mart populates an MSF record for the starting Interaction Queue of an
Inbound Interaction, even if populate-mme-ixnqueue-facts is configured to false.

* INTERACTION_RESOURCE_FACT (IRF) table:

» Descriptions of two new columns, FOCUS TIME_COUNT and FOCUS_TIME_DURATION, have been
added. These columns enable reporting on the time that a particular interaction has been in focus
(that is, actively being processed) on the agent desktop. If data regarding agent's focus time is
provided by the agent desktop for this particular interaction, the count is increased in the
FOCUS_TIME_COUNT column; otherwise, the value is 0. FOCUS_TIME_DURATION indicates the total
time that the agent spent actively processing the interaction, as reported by the agent desktop.

» Descriptions of two new columns, ASM_COUNT and ASM_ENGAGE_DURATION, have been added.

Genesys Info Mart Physical Data Model for an Oracle Database 12
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These columns enable reporting on the time that the engaged agent is waiting to be connected to
the customer (ASM engage duration) separately from regular talk time. The columns are populated
only in Outbound VoIP environments, with Outbound Contact campaigns running in an ASM dialing
mode, if the new configuration option, No results, is set to true

* The ANCHOR_FLAGS KEY column description has been updated to account for the role this column
now plays in indicating which party ended a chat session.

» Clarification has been added that in release 8.5.004, the name of the IRF_ANCHOR_SENT_TS column
(which had been changed from IRF_ANCHOR_DATE_TIME_KEY in release 8.5.003) was further
changed to IRF_ANCHOR_TS. The purpose of the column has been expanded. For chat interactions,
the column now stores the time when the customer left the chat, or the time when the agent
stopped the chat session, if data about the party that ended a chat session is available from
Interaction Concentrator.

» Clarification has been added that in release 8.5.003, the name of the IRF_ANCHOR_DATE_TIME_KEY
column was changed to IRF_ANCHOR_SENT_TS. For offline multimedia interactions, this field was
populated with the time when the first response left the contact center. This field was populated
only if IRFIRF_ANCHOR had a value of 2. This field was set to NULL for all other IRFs that were
associated with the same interaction.

* The description of a previously reserved column, LAST INTERACTION _RESOURCE, has been updated.
The column is supported for voice interactions in release 8.5.003 and is supported for all media
types starting with release 8.5.004. This field is set to 1 for a single IRF out of all IRF records that
are associated with a given interaction, to indicate the last resource to enter the interaction. This
field is set to 0 for all other IRFs that are associated with the same interaction.

* CONS_INIT_TALK_COUNT, CONS_RCV_RING_COUNT, CONS_RCV_RING_DURATION,
CONS_RCV_TALK COUNT, and CONS_RCV_TALK_DURATION now also apply to chat consultations.

* The CUSTOMER * COUNT and CUSTOMER_* DURATION metrics that specifically exclude voice and
email consultations (for example, CUSTOMER_RING_COUNT) also exclude chat consultations.

* A note has been added to CONS_INIT_TALK DURATION to confirm that, even if
CONS_INIT _TALK COUNT is nonzero, CONS_INIT_TALK_DURATION does not apply to chat
consultations to avoid double-counting, because the agent who initiated the consultation continued
to be active in the chat with the customer for the whole time.

¢ A newly introduced value, Person, has been added to the list of values for the
RESOURCE_.RESOURCE_SUBTYPE column.

* In the INTERACTION_TYPE table, InternalConferencelnvite (and INTERNALCONFERENCEINVITE) have
been added to the INTERACTION_SUBTYPE (and INTERACTION_SUBTYPE_CODE) columns.

* CREATE_AUDIT_KEY and UPDATE_AUDIT_KEY columns have been added in the IRF_USER_DATA_CUST 1,
IRF_USER_DATA _GEN_1, and IRF_USER_DATA_KEYS tables.

e In the TECHNICAL DESCRIPTOR table, IntroducedTransfer (and INTRODUCEDTRANSFER) have been
added to the list of possible values in the RESULT_REASON (and RESULT REASON _CODE) and
ROLE_REASON (and ROLE_REASON_CODE) columns.

* In the information about Info Mart Partitioning, the GIDB Fact Tables section notes that two options
introduced in release 8.1.402.07, partitioning-interval-size-gidb-mm and partitioning-interval-size-gidb-
ocs, enable you to tailor partition sizes to suit the characteristics of your deployment, to improve
performance.

Genesys Info Mart Physical Data Model for an Oracle Database 13
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Genesys Info Mart Database

Genesys Info Mart produces a data mart containing several star schemas you can use for contact
center historical reporting. Genesys Info Mart includes a software platform and a set of predefined
tasks. You configure these tasks to extract and transform data from Interaction Concentrator
databases (Interaction Databases [IDBs]). The transformed data is loaded into dimension and fact
database tables in Genesys Info Mart. You can query the data in these tables using SQL, to display
detailed data, reveal patterns, and predict trends.

Genesys Info Mart data resides in the Genesys Info Mart database schema. A separate Tenant User
database schema can be added for each tenant as required. This page describes how data is
organized and how it can be accessed through views.

The term voice interactions refers to traditional telephony calls while the term
multimedia interactions refers to interactions that are processed through Genesys
eServices/Multimedia solution, including 3rd Party Media interactions.

Star Schemas

Genesys Info Mart uses multidimensional modeling to create a constellation of star schemas. These
star schemas create a database for storing contact center data that can be retrieved by using SQL
queries. Star schemas support queries that speed the retrieval of the stored data.

Fact and Dimension Tables

The types of tables that make up the Genesys Info Mart star schemas are fact tables and dimension
tables. Fact tables are the large tables in the middle of a star schema. They represent business
measures, such as how long customers wait in a queue, how long and how often agents put
customers on hold, or how long agents talk to customers. Fact tables are surrounded by a set of
slowly-changing dimension tables. Fact tables represent a many-to-many relationship between
dimensions; that is, there are many facts in a single fact table, and these facts are related to many
dimensions in various dimension tables. Fact tables reference dimensions by using surrogate key
columns. Dimension tables describe the attributes that are common to many facts in the associated
fact tables. For example, dimensions that are related to interactions might include the date and time
at which each interaction started, the required skills for the various service types that are requested
by customers, and the value of various customers to the business.

Views

Genesys Info Mart supplies read-only views for both single-tenant and multi-tenant deployments.
Dimension views provide read-only access to certain configuration details. Tenant-specific views can
be created by using a Genesys-provided script to give each tenant access to only its own data and
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prevent users from accidentally changing the contents of the underlying database.

Indexes

Genesys Info Mart supplies out-of-box indexes to facilitate purging and transformation of data. The
number of indexes would be smaller in a partitioned database where purging is based on partitions.

Genesys Info Mart Physical Data Model for an Oracle Database 15
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Genesys Info Mart Database Schema

The Genesys Info Mart database schema contains the dimensions and facts that the extract,
transform, and load (ETL) loads. The schema also includes five categories of internal tables that ETL
jobs use for data processing.

Genesys Info Mart Database Schema Tables

Specifically, this database schema contains the following tables:

e Dimension tables
* Fact tables

e Control tables

* GIDB tables

¢ Merge tables

e Temporary tables

e Staging tables

Many fact tables and the aggregate tables that come with either the Genesys historical reporting
presentation layer (Genesys CX Insights [GCXI]) or the Reporting and Analytics Aggregates (RAA)
package share the same dimension tables. The Genesys Info Mart ETL frequently loads the dimension
and fact tables throughout the day to enable reporting on both recent and historical contact center
activity. For more information, see Fact Tables and Dimension Tables.

Genesys Info Mart database schema includes a set of dimension views, in addition to
dimension tables. For a discussion of dimension views, see Dimension Views.

Whereas most control (service) tables are intended for internal purposes, certain CTL_* tables contain
operational data that is helpful to system integrators and system administrators in their data
validation and troubleshooting tasks. For more information, see Info Mart Service and Control Tables.

GIDB stands for Global Interaction Database. This part of the Info Mart database is designed to keep
all records that are extracted from various IDBs and subsequently merged, so that coherent reporting
data at the lowest level of detail is gathered from the entire contact center and stored within a single
data warehouse for as long as customers require detailed data. Genesys Info Mart further processes
(transforms) GIDB data to create data representations useful for end-user reports. For more
information, see GIDB Tables.

Merge tables within the Info Mart database are intended for internal purposes only. They provide
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temporary storage for those interaction records that may be subject to the merge process. For more
information, see Merge Tables.

Most staging (STG_*) tables are intended for internal purposes only, with the exception of two tables
that are useful for troubleshooting errors in the source data that cause ETL jobs to either generate
exceptions or fail. For more information, see Info Mart Service and Control Tables.

All temporary (TMP_¥*) tables are intended for internal purposes only. For more information, see
Temporary Tables.

The fact and dimension tables are depicted in the “Info Mart Database Owner/Schema” portion of the
following diagram.

GENESY 3 INFO MART DATABASE SCHEMA
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Dimension Views

The Genesys Info Mart database contains read-only views to present certain configuration details,

Genesys Info Mart Physical Data Model for an Oracle Database 17



Genesys Info Mart Database Genesys Info Mart Database Schema

based on data in GIDB tables. These views provide configuration data that is not present in any
tables in the dimensional model, but that Genesys Info Mart extracts to GIDB and uses for
transformation of other data. Downstream reporting applications should query configuration data in
Genesys Info Mart by using these views. In essence, these views are dimensions that serve the same
purpose as dimension tables: to describe facts with attributes of a contact center environment.

The Genesys Info Mart database schema contains the following predefined dimension views:

* CALLING_LIST * PLACE

« CALLING_LIST TO_CAMP_FACT « PLACE_GROUP_FACT

« CAMPAIGN + RESOURCE_GROUP_FACT
« CAMPAIGN « RESOURCE_SKILL_FACT
+ GROUP_ * SKILL

« GROUP_TO_CAMPAIGN_FACT « TENANT

The Genesys Info Mart Data Organization and Tenant Views diagram shows dimension views along
with dimension tables.

User Data Tables

Genesys Info Mart provides both predefined and custom tables, to store user data supplied with
interactions. This data allows interaction resource facts (IRFs) and, starting with release 8.1.2,
mediation segment facts (MSFs) to be described by deployment-specific business attributes that
characterize the interaction, such as service type and customer segment. A unified processing
mechanism extracts deployment-specific business attributes from both call-based TEvents or
Multimedia reporting protocol events (data that is attached by T-Server or Interaction Server,
respectively) and EventUserEvents or EventCustomReporting events (data that is attached by other
Genesys applications). Because the same logic is used to process these two types of data, they are
collectively referred to as user data.

A customizable database schema enables you to treat each key-value pair (KVP) field as either a fact
or a dimension and to store user-data KVPs in fact and dimension tables.

The following tables facilitate user-data processing:

« IRF_USER_DATA KEYS
+ CTL_UD_TO_UDE_MAPPING
« CTL_UDE_KEYS_TO_DIM_MAPPING

The target table for storage of user data depends on whether the user-data key name is predefined or
custom, and whether the value is of high or low cardinality.

e High-cardinality user data refers to data for which there can be a very large number of possible values.
A Customer ID number is an example of high-cardinality user data.

e Low-cardinality user data refers to data that has a limited range of possible values; there may be
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multiple values of a specific type for a single interaction. Customer segment, service type, and service
subtype are good examples of low-cardinality user data.

The following dimension, fact, and fact extension tables store user data:

e INTERACTION DESCRIPTOR — This table is provided with the default schema to store Genesys-defined,
low-cardinality KVPs, such as service type and customer segment. This table requires no customization.

* |IRF_USER_DATA_GEN_1 — This table is provided with the default schema to store Genesys-defined, high-
cardinality KVPs, such as case ID and customer ID. This table requires no customization.

e |RF_USER_DATA_CUST * — Any number of IRF_USER_DATA CUST _* fact extension tables can be added
to the Info Mart schema to store high-cardinality user data. Genesys provides a template script for table
creation. Use database performance considerations as your major guidance in determining the number
of user-data tables that you deploy in your environment.

e USER _DATA CUST DIM * — Up to 800 USER_DATA_CUST _DIM_* tables can be added to the Info Mart
schema to store low-cardinality user data. Genesys provides a template script for table creation. The

IRF_USER_DATA_KEYS table has to be expanded accordingly to facilitate processing of low-cardinality
user data.

For information about the template script and instructions on how to add custom user-data tables to
the schema, refer to Preparing Custom User-Data Storage in the Deployment Guide.

The Deployment Guide also provides information about the CTL UD TO UDE_MAPPING and
CTL UDE_KEYS TO DIM_MAPPING service tables that are used for configuring user-data processing
and storage.

Time-Related Fields

The Genesys Info Mart model allows for uniform treatment of time references. The start and end
timestamps in most fact tables represent the number of seconds that have elapsed since midnight of
January 1, 1970. The start and end date and time in most tables are also stored as dimension
references to the DATE_TIME dimension.

The following four columns are standard in most of the fact tables:

e START DATE_TIME_KEY — Identifies the start of a 15-minute interval in which the fact began. Use this
value as a key to join the fact tables to any configured DATE_TIME dimension, in order to group the
facts that are related to the same interval and/or convert the START_TS timestamp to an appropriate
time zone.

» END_DATE_TIME_KEY — ldentifies the start of a 15-minute interval in which the fact ended. Use this
value as a key to join the fact tables to any configured DATE_TIME dimension, in order to group the

facts that are related to the same interval and/or convert the END_TS timestamp to an appropriate time
zone.

e START_TS — The date and time at which the fact began, as a Coordinated Universal Time (UTC) value.
The UTC value is the number of seconds that have elapsed since midnight on January 1, 1970, not
counting leap seconds (also known as UNIX time).

e END_TS — The date and time at which the fact ended, as a Coordinated Universal Time (UTC) value. The
UTC value is the number of seconds that have elapsed since midnight on January 1, 1970, not counting
leap seconds (also known as UNIX time).
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Genesys Info Mart Tenant User Schema and
Tenant Views

A Genesys-provided script, named make gim view for tenant.sql, is used to create read-only
views to access data in the Genesys Info Mart fact and dimension tables.

The views are created in:

e Genesys Info Mart database schema, in both multi-tenant and single-tenant environments

e Tenant User database schema, in a multi-tenant environment

In @ multi-tenant environment, the two types of views can be used in combination.

Views in the Genesys Info Mart Database Schema

The purpose of these views (referred to as tenant-specific views in the Genesys Info Mart Data
Organization and Tenant Views diagram) is to provide read-only access to data in the Genesys Info
Mart database schema for tenant users who are working only with the data for a particular tenant. A
separate set of views is created for each particular tenant. When the tenant administrator creates
these views by using the make gim view for tenant.sql script, the script generates the names for
created views.

Multi-tenant deployment applications should query Genesys Info Mart data by using these read-only
views, instead of querying the tables and views that reside in the Genesys Info Mart database
schema.

To restrict data access in single-tenant deployments, use the same script to create a similar set of
read-only views. The data organization for the Tenant User that is shown in the Genesys Info Mart
Data Organization and Tenant Views diagram is applicable to single-tenant deployments in which
data-access views are created.

Views In the Tenant User Database Schema

These views (shown within the Tenant User database schema in Genesys Info Mart Data Organization
and Tenant Views) can be used to make data access more specific to the needs of a particular tenant
user. The tenant administrator creates these views in separate Tenant User database schemas by
using the same make gim view for tenant.sql script.

Because each tenant’s data is exposed through a different database schema, tenant administrators
can control user access to tenant-specific data.
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Each Tenant User schema has a view on a single DATE_TIME table, so each schema supports a single
time zone. To provide reports in multiple time zones, the downstream report developer must use a

separate Tenant User schema for each time zone.

The Genesys Info Mart Data Organization and Tenant Views diagram shows a Tenant User schema
that contains table views for only one tenant. However, to simplify deployment of the reporting
solution, Genesys Info Mart supports creating table views for more than one tenant in the same
Tenant User schema. Therefore, the tenant administrator does not need to create a separate Tenant
User schema for each combination of time zone and tenant. Instead, the tenant administrator can
include all tenants, or a group of tenants, in a single schema per time zone. For more information,
see Creating Read-Only Tenant Views in the Genesys Info Mart 8.5 Deployment Guide.

Each Tenant User database schema contains:

¢ Dimension views

e Fact views

The structure of the views created in the Tenant User database schema is identical to that of their
underlying dimension and fact tables or views in the Genesys Info Mart database schema. For this
reason, subject area diagrams and descriptions for the Tenant User views are not provided in this

document.

A Tenant User database schema contains the following views, as well as additional views that are
created for custom user data tables. For internal reasons in the case of some of the dimension views,
the Tenant User schema includes views of both the dimension view and its underlying table.

+ ANCHOR_FLAGS

« ATTEMPT_DISPOSITION

« BGS_BOT _DIM

+ BGS_BOT_NAME_DIM

« BGS_SESSION_DIM

« BGS_SESSION_FACT

« CALLBACK_DIAL_RESULTS

« CALLBACK DIM 1

« CALLBACK DIM 2

« CALLBACK DIM 3

« CALLBACK DIM_ 4

« CALLBACK_FACT

« CALLING_LIST METRIC_FACT
« CALL_RESULT

+ CAMPAIGN_GROUP_SESSION_FACT
« CAMPAIGN_GROUP_STATE

CAMPAIGN_GROUP_STATE_FACT
CDR_DIM1

CDR_FACT

CHAT SESSION_DIM
CHAT_SESSION_FACT
CHAT THREAD_FACT
COBROWSE_END_REASON
COBROWSE_FACT
COBROWSE_MODE
COBROWSE_PAGE
COBROWSE_USER_AGENT
CONTACT ATTEMPT FACT
CONTACT_INFO_TYPE
DATE_TIME
DIALING_MODE

GPM_DIM1
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« GPM_FACT

« GPM_MODEL

« GPM_PREDICTOR

« GPM_RESULT

« GROUP_ANNEX

« INTERACTION_DESCRIPTOR
« INTERACTION_FACT

« INTERACTION_RESOURCE_FACT
« INTERACTION_RESOURCE_STATE
« INTERACTION_TYPE

« IRF_USER_DATA GEN_1

« IRF_USER_DATA KEYS

« IXN_RESOURCE_STATE_FACT
« LDR_CAMPAIGN

« LDR_DEVICE

« LDR_FACT

« LDR_GROUP

« LDR_LIST

+ LDR_POSTAL_CODE

« LDR_RECORD

« MEDIATION_SEGMENT FACT
+ MEDIA ORIGIN

« MEDIA TYPE

« POST_CALL_SURVEY DIM_1
+ POST_CALL SURVEY DIM 2
« POST_CALL_SURVEY DIM 3
+ POST_CALL_SURVEY DIM 4
« POST_CALL_SURVEY DIM 5
« POST_CALL_SURVEY DIM 6
« RECORD_FIELD_GROUP_1

« RECORD _FIELD_GROUP_2

« RECORD_STATUS

« RECORD_TYPE

« REQUESTED_SKILL

« REQUESTED_SKILL_COMBINATION

RESOURCE_
RESOURCE_ANNEX
RESOURCE_GROUP_COMBINATION
RESOURCE_STATE
RESOURCE_STATE_REASON
ROUTING_TARGET
SDR_ACTIVITIES_FACT
SDR_ACTIVITY
SDR_APPLICATION
SDR_CALL_DISPOSITION
SDR_CALL_TYPE

SDR_CUST ATRIBUTES
SDR_CUST ATRIBUTES_FACT
SDR_ENTRY_POINT
SDR_EXIT_POINT

SDR_EXT _HTTP_REST
SDR_EXT_REQUEST
SDR_EXT_REQUEST FACT
SDR_EXT REQUEST OUTCOME
SDR_EXT_SERVICE_OUTCOME
SDR_GEO_LOCATION
SDR_INPUT
SDR_INPUT_OUTCOME
SDR_LANGUAGE
SDR_MESSAGE
SDR_MILESTONE
SDR_SESSION_FACT
SDR_SURVEY_ANSWERS
SDR_SURVEY_FACT
SDR_SURVEY _I1
SDR_SURVEY_I2
SDR_SURVEY_QUESTIONS
SDR_SURVEY_QUESTIONS |1
SDR_SURVEY_QUESTIONS |2
SDR_SURVEY_QUESTIONS_S1
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+ SDR_SURVEY_QUESTIONS_S2 + SM_RES_STATE_REASON_FACT
+ SDR_SURVEY_S1 « STRATEGY

+ SDR_SURVEY_S2 « TECHNICAL_DESCRIPTOR

+ SDR_SURVEY_SCORES + TIME_ZONE

+ SDR_SURVEY_STATUS « WORKBIN

« SDR_SURVEY_TRANSCRIPT_FACT
+ SDR_USER_INPUT

« SDR_USER_INPUTS_FACT

« SDR_USER_MILESTONE_FACT

+ SM_MEDIA_NEUTRAL_STATE_FACT
« SM_RES_SESSION_FACT

« SM_RES_STATE_FACT

« CALLING_LIST TO_CAMP_FACT_
« GROUP_TO_CAMPAIGN_FACT
« PLACE_GROUP_FACT_

« RESOURCE_GROUP_FACT _

« RESOURCE_SKILL_FACT_
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New In This Release

This page supplements the New in Release 8.5.0 page in the Deployment Guide, to provide

information about schema-related changes introduced in Genesys Info Mart 8.5.0 releases, starting
with the most recent release.

Starting with release 8.5.014.14 on August 30, 2019, Genesys Info Mart is part of 9.0.
This document is valid only for the 8.5 releases of this product before Genesys Info

Mart was part of 9.0. For 8.5 releases of Genesys Info Mart after August 30, 2019, see
the Current version of this document.

For information about related documentation changes that were made in this document, see What's
New in the Documentation.

New in Release 8.5.014.09

* Predictive Routing enhancements — Genesys Info Mart now supports enhanced reporting on
Genesys Predictive Routing (GPR) usage, including more detailed reporting about scores, thresholds,
predictors, and routing. To enable the enhanced reporting, a new Info Mart dimension table, GPM_DIM1,
and nine new columns in the GPM_FACT table store the new KVPs from Predictive Routing - URS
Strategy Subroutines release 9.0.015.00 or higher. In addition, the values provided in some existing
KVPs have been modified.

For more information about the reporting KVPs sent by GPR, see Integrate with Genesys Reporting
in the GPR Deployment and Operations Guide.

¢ Support for Chat Thread reporting — In Genesys Engage cloud deployments with Advanced Chat,
Genesys Info Mart supports reporting on chat threads:

* New tables, CHAT_THREAD_FACT and MEDIA_ORIGIN, store data for chat thread statistics.

* A new column in the CHAT SESSION_FACT table, THREAD_ID, has been included for future use, to
associate chat session with chat thread reporting.

New in Release 8.5.013.06

* Enhanced omnichannel reporting — Two new columns in the SM_MEDIA_ NEUTRAL_STATE_FACT

table, END_DATE_TIME_KEY and RESOURCE_GROUP_COMBINATION_KEY, enhance support for reporting
across all media channels.

* Support for Call Detail Records (CDRs) — In preparation for future support of CDRs for billing or

Genesys Info Mart Physical Data Model for an Oracle Database 24



New in This Release Genesys Info Mart Tenant User Schema and Tenant Views

other monitoring purposes, new CDR_* tables have been added to the Info Mart database schema. The
make_gim SQL scripts have been modified to include the new table definitions and KVP mappings.

Although the CDR_* tables are populated in cloud deployments, they are considered reserved for
internal use.

New Iin Release 8. 5.012.15

® In Genesys Engage cloud deployments with Co-browse Server 9.0.003.02 or higher, Genesys Info Mart now supports reporting on

Co-browse sessions. The following fact and dimension tables, which were originally added to the Info Mart schema in release
8.5.011.14, are no longer reserved:

« COBROWSE_END_REASON « COBROWSE_PAGE

« COBROWSE_FACT « COBROWSE_USER_AGENT
« COBROWSE_MODE

In Outbound Contact deployments with CX Contact release 9.0.000.09 or higher, Genesys Info Mart now supports reporting on
contact list records that were suppressed from an outbound campaign. The following new tables, which are defined in the
database-creation scripts (make_gim.sql, make_gim_partitioned.sql, make_gim_multilang.sql, or
make_gim_multilang_partitioned.sql), store relevant fact and dimension data:

- LDR_FACT e LDR_LIST

« LDR_CAMPAIGN « LDR_POSTAL_CODE
« LDR_DEVICE « LDR_RECORD

« LDR_GROUP

The LDR_* tables are populated with data that Genesys Info Mart obtains from CX Contact through Elasticsearch. The new tables

supplement existing reporting about campaign activity and calling list usage sourced from Outbound Contact Server (OCS)
through ICON.

Genesys Info Mart support for CX Contact reporting on unattempted records is defined out-of-box and cannot be customized. For

links to more information about CX Contact historical reporting, see the New in Release 8.5.012 item in the Genesys Info Mart 8.5
Deployment Guide.

New in Release 8. 5.011.18

® The GSW_CALL_TYPE column has been added to IRF_USER_DATA_GEN_1 to provide additional information about OCS calls and
about outbound call flows in SIP Cluster deployments where SIP Server can disable recording and monitoring.

New in Release 8.5.011.14

® In eServices deployments with Chat Server release 8.5.302.03 or higher, Genesys Info Mart supports detailed reporting on

asynchronous (async) chat sessions.

The following new columns have been added to the CHAT _SESSION_FACT and CHAT_SESSION_DIM tables, to store async chat
statistics in the Info Mart dimensional model database schema:
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« CHAT SESSION_FACT.ASYNC_DORMANT COUNT « CHAT SESSION_FACT.ACTIVE_IDLE_DURATION
« CHAT SESSION_FACT.ASYNC_DORMANT DURATION CHAT SESSION_FACT.HANDLE_COUNT

« CHAT_SESSION_FACT.ASYNC_IDLE_COUNT * CHAT_SESSION_FACT.HANDLE_DURATION

« CHAT SESSION_FACT.ASYNC_IDLE_DURATION  + CHAT_SESSION_DIM.ASYNC_MODE

« CHAT_SESSION_FACT.ACTIVE_IDLE_COUNT

For links to more information about async chat historical reporting, see the New in Release 8.5.011.14 item in the Genesys Info
Mart 8.5 Deployment Guide.

¢ Database schema improvements related to user data processing are as follows:

* The index on the START _DATE_TIME_KEY (I_* SDT) in the user data tables is now defined for
partitioned databases. The index improves the performance of the export job, for which purpose the
export job will add the index, when necessary, to existing databases at runtime. Previously, the
indexes were added to the IRF_USER_DATA GEN 1, IRF_USER_DATA KEYS, and
IRF_USER_DATA CUST_* tables in the schema-creation script for nonpartitioned databases
(make_gim_UDE_template.sql), but not in the script for partitioned databases
(make_gim_UDE_template_partitioned.sql).

* To optimize the performance of the migration job, the columns that store foreign key references to
user data dimension tables in the IRF_USER_DATA_KEYS table are added as nullable and without
default values.

e The STG_TRANSFORM_DISCARDS.TABLE_NAME column has been increased from 30 to 255 characters.

* In preparation for future support of a new data source, the following new tables have been added to the Info Mart database

schema:
e COBROWSE_FACT » COBROWSE_PAGE
« COBROWSE_END REASON « COBROWSE_USER_AGENT

« COBROWSE_MODE

New in Release 8.5.011

® In eServices deployments with Chat Server release 8.5.203.09 or higher, Genesys Info Mart supports detailed reporting on
Genesys Chat sessions. In deployments that include Bot Gateway Server (BGS) release 9.0.002 or higher, Genesys Info Mart also
supports reporting on chat bot activity. (BGS is currently available only in restricted release.)

The following new tables, which are defined in the database-creation scripts (make_gim.sql, make_gim_partitioned.sql,
make_gim_multilang.sql, or make_gim_multilang_partitioned.sql), store chat- and BGS-related data:

« CHAT SESSION_FACT « BGS_SESSION_DIM
« CHAT_SESSION_DIM « BGS_BOT_DIM
« BGS_SESSION_FACT -« BGS_BOT_NAME_DIM

A control table, CTL_XML_CONFIG, is used internally to map Chat Server KVPs and BGS reporting data attributes to the respective
CHAT_* and BGS_* tables during transformation.

For links to more information about chat session and chat bot historical reporting, see the New in Release 8.5.011 item in the
Genesys Info Mart 8.5 Deployment Guide.

e To improve the robustness of queries that involve the GPM_FACT table (for example, when converting
from a nonpartitioned to a partitioned database), the START_DATE_TIME_KEY is now part of the
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composite primary key for the GPM_FACT table in nonpartitioned as well as partitioned databases.

New in Release 8.5.010.16

e Support for General Data Protection Regulation (GDPR) compliance has been extended to employee
requests. The scope of the CTL_GDPR_HISTORY history table has been similarly extended.

e The UPDATE_AUDIT_KEY column was added to the following tables:

CALLBACK_FACT SDR_EXT_REQUEST FACT SDR_USER_INPUTS_FACT
GPM_FACT SDR_SESSION_FACT SDR_USER_MILESTONE_FACT
SDR_ACTIVITIES_FACT SDR_SURVEY FACT
SDR_CUST ATRIBUTES_FACT SDR_SURVEY TRANSCRIPT FACT

For tables that might contain personally identifiable information (PII), the presence of the audit key enables enhanced GDPR
support in deployments that include the Data Export feature.

New in Release 8.5.010

¢ To enable customers to comply with General Data Protection Regulation (GDPR) Right to Access (export)
or Right of Erasure ("forget") requests from their customers ("consumers"), Genesys Info Mart exports
or redacts customer-specified personally identifiable information (Pll) stored in Info Mart fact tables.
New control tables (CTL_GDPR_HISTORY, CTL_GDPR_HWM, CTL_KEY_TO_CAF_MAPPING) and a number
of new temporary (TMP_*) tables support this functionality. The CTL_GDPR_HISTORY table reports the
actual Pll data that was requested for export or was redacted because of a "forget" request.

e In future releases, Genesys Info Mart will support obtaining data from data streams that do not go
through Interaction Concentrator. In preparation for future support of these alternative data channels,
the following schema changes have been made:

* A new column in the CTL_ TRANSFORM_HISTORY table, HWM_ VALUEZ2, provides supplemental
information for HWMs that might require nonnumeric values for context.

* In Microsoft SQL Server deployments, the data types of some columns in a number of dimension
tables have changed, to support Unicode characters in both single- and multi-language databases.
For full details, see the Physical Data Model for Microsoft SQL Server.

New in Release 8.5.009.20

* New tables and columns, which are defined in the database-creation scripts (make_gim.sql,
make_gim_partitioned.sql, make_gim_multilang.sql, or make_gim_multilang_partitioned.sql),
extend support for Callback reporting by providing more data about dialing attempts and dial results.

* Two new dimension tables, CALLBACK DIAL RESULTS and CALLBACK DIM 4, have been added.

* The following columns have been added to the CALLBACK FACT table:
CALLBACK DIAL _RESULTS_KEY  CUSTOMER_ANI DIAL_5 TS

CALLBACK_DIM_4_KEY DIAL_1_TS through EWT_THRESHOLD_WHEN_OFFERED
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EWT_WHEN_LAST_DIAL ORIGINATION_IXN_ID PRIORITY_WHEN_C_CONNECTED
EWT_WHEN_REJECTED ORS_SESSION_ID PRIORITY_WHEN_CB_ACCEPTED
FIRST_OUT_IXN_ID POS_WHEN_LAST_DIAL SERVICE_END_TS
LAST_OUT_IXN_ID PRIORITY_WHEN_A_CONNECTED WAITED_BEFORE_OFFER_TIME

The columns are populated with actual data when you use a Genesys Mobile Services (GMS) release that provides the required
user data KVPs. For more information about the KVPs that GMS supports, see Genesys Mobile Services (GMS) — for Callback in
the Genesys Info Mart Deployment Guide.

If you use the Data Export feature, ensure that you modify your target database schema and import
processing to match the Info Mart schema changes.

e The index |_GPM_FACT_SDT, on the START DATE_TIME_KEY in the GPM_FACT table, is now defined for
partitioned databases. The index improves the performance of queries that are bounded by time.
Previously, the index was added to the GPM_FACT table in the schema-creation script for nonpartitioned
databases (make_gim.sql), but not in the script for partitioned databases
(make_gim_partitioned.sql).

New in Release 8.5.009

* In premise deployments, Genesys Info Mart now supports reporting on Genesys Predictive Routing (GPR)
usage and the impact of predictive routing on agent and interaction-handling KPIs for voice, web, and
mobile channels. The following new GPM_* tables in the Info Mart schema store GPR-related data:

« GPM_FACT

« GPM_RESULT

« GPM_PREDICTOR
« GPM_MODEL

e Audit keys were added to the CTL_ TRANSFORM_HWM and CTL_TRANSFORM_HISTORY control tables, as
well as to a number of staging tables.

New in Release 8.5.008.29

* The following new SDR_* fact and dimension tables, which are defined in the database-creation scripts
(make_gim.sql, make_gim_partitioned.sql, make_gim_multilang.sql, or
make_gim_multilang_partitioned.sql), have been added:

 SDR_SURVEY FACT
« SDR_SURVEY_QUESTIONS
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« SDR_SURVEY _ANSWERS

* In deployments that support Session Detail Record (SDR) reporting, the way Genesys Info Mart stores
URL values in the SDR_EXT_HTTP_REST table has changed. For more information, see
SDR_EXT HTTP_REST.URL.

New in Release 8.5.008

e The following changes have been made to CALLBACK FACT columns: The data type of DS_AUDIT_KEY
has been increased from 10 to 19 digits; a default value (0) has been added for
LAST CALLBACK OFFERED _TS.

¢ Additional schema changes support reporting on interaction flows that involve applications developed

with Genesys Designer. (Support for Genesys Designer is available in certain Genesys Engage cloud
implementations.) In particular:

* The following new column has been added to the previously implemented SDR_* fact and dimension
tables: SDR_CALL_TYPE.MEDIA TYPE.

* The following SDR_USER_INPUTS_FACT columns have been modified: START_TS_MS is no longer
mandatory; UTTERANCE and INTERPRETATION have been increased to 512 chars.

¢ To support internal performance improvements, additional fields have been added to indexes in the
GIDB_GC_* tables.

New in Release 8.5.007

¢ In deployments that use ICON 8.1.512.08 or higher, Genesys Info Mart now supports storage of e-mail
subjects up to 1024 characters. The data type for INTERACTION_FACT.SUBJECT has been extended from
255 to 1024 characters to accommodate this enhancement. You can also store up to 1024 characters in
fields with character data types in custom user data fact tables, as defined now in the user-data
template scripts (make_gim_UDE_template*.sql). Previously, the limit was 255 characters.

¢ Genesys Info Mart support for data storage in multiple languages has been extended to Microsoft SQL
Server. A new database-creation script (make_gim_multilang.sql or
make_gim_multilang_partitioned.sql) uses nvarchar instead of varchar data types to enable you
to take advantage of Unicode characters in Microsoft SQL Server deployments, provided that ICON and
Genesys Configuration Layer components have been configured as required (see Configuring for Multi-
Language Support in the Interaction Concentrator Deployment Guide). Note that in the Unicode schema

certain internally used fields, such as CTL_UD_TO_UDE_MAPPING.UDE_TABLE_NAME, retain the varchar
data type.

There is no migration path from an existing Info Mart database to a Unicode one. Contact Genesys Customer
Care if you need assistance with data transfer.
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e Additional schema changes support reporting on interaction flows that involve applications developed
with Genesys Designer. (Support for Genesys Designer is available in certain Genesys Engage cloud
implementations.) In particular:

* The following new SDR_* fact and dimension tables, which are defined in the make_gim.sql and
make_gim_partitioned.sql scripts, have been added: SDR_ACTIVITIES_FACT, SDR_ACTIVITY,
SDR_SURVEY |1, SDR_SURVEY |2, SDR_SURVEY_QUESTIONS |1, SDR_SURVEY_QUESTIONS |2,
SDR_SURVEY_QUESTIONS_S1, SDR_SURVEY_QUESTIONS_S2, SDR_SURVEY_S1, SDR_SURVEY_S2,
SDR_SURVEY SCORES, SDR_SURVEY_STATUS.

* The following new columns have been added to the previously implemented SDR_* fact and
dimension tables: SDR_CALL DISPOSITION.FINAL _DISPOSITION,
SDR_SESSION_FACT.SDR_SURVEY_QUESTIONS I1_KEY,
SDR_SESSION_FACT.SDR_SURVEY_QUESTIONS 12_KEY,

SDR_SESSION_FACT.SDR_SURVEY QUESTIONS S1_KEY,
SDR SESSION FACTSDR SURVEY_QUESTIONS _ 52 KEY, SDR_SURVEY_STATUS.OFFER.

New in Release 8.5.006

* A new propagation rule, IRF_ROUTE, enhances the flexibility of user-data reporting with the capability
to store the final KVP value that is present during mediation, regardless of whether the call is
abandoned in mediation or delivered to a handling resource (where additional changes might be made
to the key’s value).

* A new column, TARGET _ADDRESS, has been added to the INTERACTION_RESOURCE_FACT (IRF) table.
For voice interactions, if the IRF row represents a resource initiating an interaction or consultation, this
column contains the target media address that received the interaction or consultation; otherwise, a
null value is recorded in this column.

e In eServices outbound scenarios where an outbound interaction is originated outside the scope of
eServices (for example, by OCS) and is placed into an Interaction Queue, an IRF record is now created
when a strategy handles and completes the interaction without agent involvement. When user data
changes initiated by the strategy are reported, they are associated with the new IRF record.

New In Release 8.5.005

¢ Following the initial 8.5.005 release, starting with release 8.5.005.20, a new table,
SDR_SURVEY _TRANSCRIPT_FACT, has been added to the schema to support survey transcription data.

® Genesys Info Mart now supports reporting on Genesys Callback activity on voice, web, or mobile channels, in deployments with
Genesys Mobile Services (GMS). Genesys Info Mart support for Genesys Callback reporting is provided out-of-box.

Callback applications provide Callback-related data that Genesys Info Mart processes and stores in dedicated tables, which were
initially introduced in an earlier Genesys Info Mart release:

« CALLBACK_FACT
« CALLBACK_DIM_1
« CALLBACK_DIM_2
« CALLBACK_DIM 3

Additionally, new values have been added to the following columns in conjunction with Callback support implementation:
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* OUTBOUNDCALLBACK in the INTERACTION_TYPE.INTERACTION_SUBTYPE column
e DEFERRED and INCOMPLETE in the TECHNICAL_DESCRIPTOR.TECHNICAL_RESULT column
e CALLBACKACCEPTED in the TECHNICAL_DESCRIPTOR.RESULT_REASON column

Genesys Callback reporting requires Interaction Concentrator 8.1.500.04 or higher and GMS 8.5.102.11 or higher, with Genesys
Callback properly configured. For links to more information about configuring GMS, ICON, and other components to support
Genesys Callback reporting, see the Genesys Info Mart Deployment Guide.

¢ Additional schema changes support reporting on interaction flows that involve applications developed
with Genesys Designer. (Support for Genesys Designer is available in certain Genesys Engage cloud
implementations.) In particular:

e The following new SDR_* fact and dimension tables, which are defined in the make_gim.sqgl and
make_gim_partitioned.sql scripts, have been added: SDR_CUST_ATRIBUTES,
SDR_CUST_ATRIBUTES_FACT, SDR_SURVEY |1, SDR_SURVEY_I2, SDR_SURVEY_S1, SDR_SURVEY_S2,
SDR_SURVEY_STATUS, SDR_SURVEY_SCORES.

New in Release 8.5.004

¢ Genesys Info Mart now supports reporting on how much time a particular interaction was in focus (that
is, actively being processed) on the agent desktop. Two new columns, FOCUS_TIME_COUNT and
FOCUS_TIME_DURATION in the INTERACTION_RESOURCE_FACT (IRF) table, store focus time data. This
functionality requires Workspace Desktop Edition (WDE) release 8.5.112.08 or higher and Interaction
Concentrator release 8.1.507.06 or higher.

¢ Genesys Info Mart now stores data that enables you to determine who ended a chat session. If a
customer leaves the chat session before the agent, a new flag, called CUSTOMER_LEFT_FIRST, is added
to the ANCHOR_FLAGS dimension and is set in the IREANCHOR_FLAGS_KEY field. For conference calls,
the flag is set for each IRF record that is active when the customer left the chat session. The time when
the customer left the chat, or the time when the agent stopped the chat session is stored in the
IRF.IRF_ANCHOR _TS column. (IRF_ANCHOR _TS is the new name for the column that was called
IRF_ANCHOR_SENT_TS in release 8.5.003 and IRF_ANCHOR_DATE_TIME_KEY prior to that.) The
IRF_ANCHOR_TS column is populated in each IRF record that is active when the customer leaves the
chat session. To support this functionality, Interaction Concentrator release 8.1.507.06 or higher is
required.

e In Outbound VolIP environments, with Outbound Contact campaigns running in an Active Switching
Matrix (ASM) dialing mode, the time that the engaged agent is waiting to be connected to the customer
(ASM engage duration) is now reported separately from regular talk time, if so configured. Two new
columns, ASM_COUNT and ASM_ENGAGE_DURATION in the IRF table, are populated based on the
setting for the new configuration option, populate-irf-asm-engage-duration. (The default option value is
false.) Genesys Info Mart requires that OCS attaches a special KVP, GSW_CALL_TYPE="ENGAGING", to
identify engaging calls.

e To improve processing of user data that is attached during mediation, a new column, USERDATA FLAG,
has been added to the MEDIATION_SEGMENT_FACT (MSF) table. This flag facilitates an unambiguous
join between the MSF and fact extension tables to retrieve correct user data that is attached during
mediation.

e The field IRF.LAST_INTERACTION_RESOURCE is now supported for all media types. Release 8.5.003
supported this field only for voice interactions. Prior to release 8.5.003, this field was reserved.

e Starting with release 8.5.003.17, to distinguish an agent from other persons in a contact center, a newly
introduced value, Person, is set in the RESOURCE_.RESOURCE_SUBTYPE column for any persons who
are not agents. The previously existing value, Agent, is now used in the
RESOURCE_.RESOURCE_SUBTYPE column only to identify Agents (that is, the resources for whom the
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IsAgent flag is set in the Person configuration object). Both subtypes are associated with the Agent
resource type that is stored in the RESOURCE_.RESOURCE_TYPE column.

New in Release 8.5.003

¢ To enhance Tenant metrics to include active multimedia interactions that have not yet been handled,
two new columns, ANCHOR_ID and ANCHOR_SDT KEY, are added to the INTERACTION_FACT table.
Values in these columns are derived as follows:

* For interactions that have been completed or handled, Genesys Info Mart populates the value of
ANCHOR _ID based on the INTERACTION_RESOURCE_ID of the INTERACTION_RESOURCE_FACT (IRF)
record with IRF_ANCHOR = 1. The ANCHOR_SDT _KEY value in this case equals the
START_DATE_TIME_KEY of the same IRF record.

* For active multimedia interactions that have not yet reached a handling resource (that is, are still in
mediation), Genesys Info Mart populates the value of ANCHOR_ID based on the
MEDIATION_SEGMENT_ID of the MEDIATION_SEGMENT_FACT (MSF) record for the most recent
mediation DN. The ANCHOR_SDT_KEY value in this case equals the START_DATE_TIME_KEY of the
same MSF record.

¢ To enable Unicode characters support on Oracle databases, the fields with the varchar data types now
use the explicit CHAR character length semantics.

¢ To accommodate additional custom record fields with high cardinality values, 20 new columns
(RECORD_FIELD_41 through RECORD_FIELD_60) of the varchar data type are added to the
CONTACT_ATTEMPT_FACT table.

e A new column, CREATE_AUDIT_KEY, has been added to the SM_MEDIA_NEUTRAL_STATE_FACT table.

e In the INTERACTION_RESOURCE_FACT table, the name of the IRF_ANCHOR_DATE_TIME_KEY column is
changed to IRF_ANCHOR_SENT_TS.

* A previously reserved field, LAST_INTERACTION_RESOURCE, in the INTERACTION_RESOURCE_FACT table
is now populated for voice interactions.

* New combinations in the TECHNICAL_DESCRIPTOR table are added for multimedia online interactions
that are placed into archive queues.

* Completed/Archived/InConference/Unspecified

* Completed/Archived/InConference/ConferenceInitiator
e Completed/Archived/InConference/Conferenceloined

e Completed/Archived/InitiatedConsult/Unspecified

» Completed/Archived/ReceivedConsult/Unspecified

* Completed/Archived/ReceivedRequest/Unspecified

e Completed/Canceled/InConference/Unspecified

* Completed/Canceled/InConference/Conferencelnitiator
* Completed/Canceled/InConference/Conferenceloined

e Completed/Canceled/InitiatedConsult/Unspecified

* Completed/Canceled/ReceivedConsult/Unspecified

* Completed/Canceled/ReceivedRequest/Unspecified
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e Subsequent to the changes that were originally introduced in release 8.1.402, this release includes

additional schema changes to prepare for support of additional interaction flows, such as the Voice
Callback feature of Genesys Mobile Services.

* PUSH_DELIVERY_CONFIRMED TS field has been added to the CALLBACK FACT table.

* CUSTOMER_READY_TO_START_IXN_TS field has been added to the CALLBACK_FACT table.

* DESIRED_TIME field in the CALLBACK_FACT table has been renamed to DESIRED_TIME_TS.

* A constraint, NOT NULL, has been added for the DESIRED_TIME_TS field (with a default value of 0).

e For the deployments that rely on Genesys Info Mart for reporting on Post-Call Survey user data, new
tables can be added to the Info Mart installation database by using the appropriate post-call survey
script (make_gim_post_call_survey.sql, make_gim_post_call_survey_partitioned.sql,
make_gim_post_call_survey_multilang.sql, or

make_gim_post_call_survey_multilang_partitioned.sql).

New in Release 8.5.002

» To support reporting on media-neutral agent states, a new fact table, SM_MEDIA_NEUTRAL_STATE_FACT,
stores the summarized states for each agent across all media. Population of the table is controlled by a
new configuration option, populate-media-neutral-sm-facts. Priority of agent states relative to each
other is controlled with an existing configuration option, sm-resource-state-priority.

e To provide Call Detail Record (CDR) data, a new database view, CDR, has been added to the Info Mart
schema. The CDR view is based on the INTERACTION_RESOURCE_FACT table and MEDIA_TYPE,
INTERACTION_TYPE, RESOURCE_, TECHNICAL_DESCRIPTOR, and DATE_TIME dimension tables. The
DATE_TIME dimension is presented as a new CDR_DATE_TIME view, for purposes of CDR data reporting.

New In Release 8.5.001

To assist in exporting and archiving data, audit keys (CREATE_AUDIT KEY and UPDATE AUDIT KEY) have
been added to user-data fact extension tables:

« IRF_USER DATA CUST 1
« IRF_USER DATA GEN 1
« IRF_USER DATA KEYS

To improve performance for downstream reporting applications, organization of the user-data fact and
dimension tables has been changed to a clustered model (referred to as index-organized in Oracle).

A new role reason and technical result reason, IntroducedTransfer, identify IRFs for agents involved
in an introduced transfer. For information about when a conference qualifies as an introduced transfer,
see the description of the new configuration option, introduced-transfer-threshold.

A new interaction subtype, InternalConferencelInvite, supports simplified, more meaningful
reporting on chat conferences or consultations through a queue, by identifying the subordinate
interactions that the agent desktop uses to implement the interaction flow.
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e Support for reporting on chat consultations affects the population of various IRF metrics. For more
information, see IRF details in the section about documentation changes.

* Population of thread-related columns in the ANCHOR FLAGS table is no longer enabled by default. A new
configuration option, populate-thread-facts, controls whether thread-related metrics will be populated.
Enabling this functionality might negatively impact Genesys Info Mart performance.

* The initial 8.5.001 release includes schema and configuration changes to prepare Genesys Info Mart to
support reporting on interaction flows that involve applications developed with Genesys Designer. In
addition, release 8.1.402.07 included schema and configuration changes to prepare Genesys Info Mart
to support additional interaction flows, such as the Voice Callback feature of Genesys Mobile Services.
The following observable changes in the Info Mart schema support functionality in a future release:

* New SDR * fact and dimension tables

* A new CALLBACK FACT table and new callback dimension tables (CALLBACK DIM 1,
CALLBACK DIM 2, CALLBACK DIM 3)

* User data mapping for additional KVPs

Genesys Info Mart Physical Data Model for an Oracle Database

34



New in This Release Summary of Info Mart Schema Changes

Ssummary of Info Mart Schema Changes

The following table summarizes Genesys Info Mart schema changes between 8.x releases, for all
supported RDBMS types. Some of the changes listed might not apply to the RDBMS you use.

Starting with release 8.5.014.14 on August 30, 2019, Genesys Info Mart is part of 9.0.
This document is valid only for the 8.5 releases of this product before Genesys Info
Mart was part of 9.0. For 8.5 releases of Genesys Info Mart after August 30, 2019, see
the Current version of this document.

Tip
Type in the Search box to quickly filter the table by release, table name, type of

change, and so on. Alternatively, click a column header to sort the table to group
entries. Click the table name in an entry to link to a full description of the table.

Table Column Chraerlmg:sdein Type of change infol\:rzgiion
BGS_BOT _DIM 8.5.011 Table added See table
BGS_BOT_NAME_DIM 8.5.011 Table added See table
BGS_SESSION_DIM 8.5.011 Table added See table
BGS_SESSION_FACT 8.5.011 Table added See table
CALLBACK DIAL_RESULTS 8.5.009.20 Table added See table

8.1.402. Supported
for on-premises
CALLBACK DIM_1 deployments Table added See table
starting with
release 8.5.005.

8.1.402. Supported
for on-premises
CALLBACK_DIM_2 deployments Table added See table
starting with
release 8.5.005.

8.1.402. Supported
CALLBACK DIM_3 for on-premises Table added See table
deployments

More
information

Changed in

Tabl lumn
able Colu release

Type of change
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Table Column

CALLBACK_DIM_4

CALLBACK_FACT

CDR_DIM1
CDR_FACT
CHAT_SESSION_DIM
CHAT SESSION_FACT
CHAT THREAD_FACT
COBROWSE_END_REASON
COBROWSE_FACT
COBROWSE_MODE
COBROWSE_PAGE
COBROWSE_USER_AGENT
CTL_GDPR_HISTORY
GPM_DIM1
GPM_FACT
GPM_MODEL
GPM_PREDICTOR
GPM_RESULT
GROUP_ANNEX
LDR_CAMPAIGN
LDR_DEVICE
LDR_FACT
LDR_GROUP
LDR_LIST
LDR_POSTAL_CODE
LDR_RECORD
MEDIA_ORIGIN

POST_CALL_SURVEY_DIM_1

POST_CALL_SURVEY_DIM_2

Table Column

Changed in

release
starting with

release 8.5.005.

8.5.009.20

8.1.402. Supported
for on-premises

deployments
starting with

release 8.5.005.

8.5.013.06
8.5.013.06
8.5.011
8.5.011
8.5.014.09
8.5.011.14
8.5.011.14
8.5.011.14
8.5.011.14
8.5.011.14
8.5.010
8.5.014.09
8.5.009
8.5.009
8.5.009
8.5.009
8.1.4
8.5.012.15
8.5.012.15
8.5.012.15
8.5.012.15
8.5.012.15
8.5.012.15
8.5.012.15
8.5.014.09

8.5.003. Supported

in certain

deployments only.
8.5.003. Supported

in certain

Changed in

release

Type of change

Table added

Table added

Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added
Table added

Table added

Table added

Type of change

More
information

See table

See table

See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table

See table

See table

More
information
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Table Column

POST CALL_SURVEY DIM_3

POST_CALL_SURVEY DIM 4

POST_CALL_SURVEY_DIM_5

POST_CALL_SURVEY_DIM_6

SDR_ACTIVITIES_FACT

SDR_ACTIVITY

SDR_APPLICATION

SDR_CALL_DISPOSITION

SDR_CALL_TYPE

SDR_CUST_ATRIBUTES

SDR_CUST_ATRIBUTES_FACT

SDR_ENTRY_POINT

SDR_EXIT_POINT

Table Column

Changed in
release

deployments only.

8.5.003. Supported
in certain
deployments only.

8.5.003. Supported
in certain
deployments only.

8.5.003. Supported
in certain
deployments only.

8.5.003. Supported
in certain
deployments only.

8.5.007. Supported
in Genesys Engage
cloud deployments
only.

8.5.007. Supported
in Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.005. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.005. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.001. Supported

Changed in
release

Type of change

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table Column

SDR_EXT_HTTP_REST

SDR_EXT_REQUEST

SDR_EXT_REQUEST FACT

SDR_EXT_REQUEST_OUTCOME

SDR_EXT_SERVICE_OUTCOME

SDR_GEO_LOCATION

SDR_INPUT

SDR_INPUT_OUTCOME

SDR_LANGUAGE

SDR_MESSAGE

Table Column

Changed in
release

in Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.004.009.
Supported in
Genesys Engage
cloud deployments
only.

8.5.004.009.
Supported in
Genesys Engage
cloud deployments
only.

8.5.004. Supported
in Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.004.009.
Supported in
Genesys Engage
cloud deployments
only.

8.5.004.009.
Supported in
Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

Changed in
release

Type of change

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table Column

SDR_MILESTONE

SDR_SESSION_FACT

SDR_SURVEY_ANSWERS

SDR_SURVEY_FACT

SDR_SURVEY 11

SDR_SURVEY 2

SDR_SURVEY_QUESTIONS

SDR_SURVEY_QUESTIONS |1

SDR_SURVEY_QUESTIONS |2

SDR_SURVEY_QUESTIONS_S1

SDR_SURVEY_QUESTIONS_S2

SDR_SURVEY_S1

Table Column

Changed in
release

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.001

8.5.008.29.
Supported in
certain Genesys
Engage cloud
deployments only.

8.5.008.29.
Supported in
certain Genesys
Engage cloud
deployments only.

8.5.005. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.005. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.008.29.
Supported in
certain Genesys
Engage cloud
deployments only.

8.5.007. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.007. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.007. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.007. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.005. Supported
in certain Genesys
Engage cloud

Changed in
release

Type of change

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Table added

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table

SDR_SURVEY_S2

Column

SDR_SURVEY_SCORES

SDR_SURVEY_STATUS

SDR_SURVEY_TRANSCRIPT_FACT

SDR_USER_INPUT

SDR_USER_INPUTS_FACT

SDR_USER_MILESTONE_FACT

SM_MEDIA_NEUTRAL_STATE_FACT
CUSTOMER_LEFT FIRSE.5.004

CALLBACK_DIAL_RESBTES0KRBY20
CALLBACK_DIM_4_KEY8.5.009.20

ANCHOR_FLAGS
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT

CALLBACK_FACT

CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT

Table

CUSTOMER_ANI

Changed in
release

deployments only.

8.5.005. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.005. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.005. Supported
in certain Genesys
Engage cloud
deployments only.

8.5.005.20.
Supported in
certain Genesys
Engage cloud
deployments only.

8.5.004.09
8.5.004.09

8.5.001. Supported
in Genesys Engage
cloud deployments
only.

8.5.002

8.5.009.20

CUSTOMER_READY T@®.5T00F IXN_TS

DESIRED_TIME_TS

DIAL_1_TS
DIAL 2 TS
DIAL_3_TS
DIAL 4 TS
DIAL 5_TS

8.5.003 (renamed
from
DESIRED_TIME)

8.5.009.20
8.5.009.20
8.5.009.20
8.5.009.20
8.5.009.20

EWT_THRESHOLD WHEN.@FFRRED
EWT_WHEN_LAST DIA8.5.009.20
EWT_WHEN_REJECTE[B.5.009.20

Column

Changed in
release

Type of change

Table added

Table added

Table added

Table added

Table added
Table added

Table added

Table added

Column added
Column added
Column added
Column added
Column added

Column added

Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added

Type of change

More
information

See table

See table

See table

See table

See table
See table

See table

See table
See table
See table
See table
See table
See table

See table

See table
See table
See table
See table
See table
See table
See table
See table

More
information
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Table

CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT

CHAT_SESSION_DIM ASYNC_MODE

Changed in
Solm release
FIRST OUT IXN ID  8.5.009.20
LAST OUT IXN_ID  8.5.009.20

ORIGINATION_IXN_ID 8.5.009.20
ORS_SESSION_ID  8.5.009.20
POS_WHEN_LAST DIAB.5.009.20
PRIORITY_WHEN_A_CG\NEQITED
PRIORITY_WHEN_CB_ACEBREERD
PRIORITY_WHEN_C_C@G\NECTED
PUSH_DELIVERY_CONBBMED TS
SERVICE_END TS  8.5.009.20
UPDATE_AUDIT KEY 8.5.010.16
WAITED_BEFORE_OFFBF5. DIME20
8.5.011.14

CHAT_SESSION_FACT ACTIVE_IDLE_COUNT 8.5.011.14
CHAT_SESSION_FACT ACTIVE_IDLE_DURATIGN5.011.14
CHAT_SESSION_FACT ASYNC_DORMANT_CO8K81011.14
CHAT_SESSION_FACT ASYNC_DORMANT_DUBAT0ON.14
CHAT_SESSION_FACT ASYNC_IDLE_COUNT 8.5.011.14
CHAT_SESSION_FACT ASYNC_IDLE_DURATIO8I5.011.14

CHAT_SESSION_FACT HANDLE_COUNT

8.5.011.14

CHAT_SESSION_FACT HANDLE _DURATION 8.5.011.14

CHAT_SESSION_FACT THREAD_ID

CONTACT_ATTEMPT_FAlrbugh

CTL_TRANSFORM_HISTRORNT_KEY
CTL_TRANSFORM_HISHYRY VALUE2

8.5.014.09

RECORD FIELD 31 2:2:003

RECORD FIELD 60 tnrough

8.5.009
8.5.010

CTL_UD_TO_UDE_MAPENG/ERT_EXPRESSIOR.1.201

GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT

Table

ADJUSTED SCORE  8.5.014.09
DEFAULT_SCORE 8.5.014.09
DEFAULT_SCORES_COBI§T014.09
DEFAULT_SCORE_USEB.5.014.09
FINAL_SCORE_THRESHB.D14.09
GLOBAL_SCORES_COUH.014.09

GPM_DIM1_KEY 8.5.014.09
Changed in
Column release

(RECORD_FIELD_41

RECORD_FIELD_60)

Type of change

Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added

Column added

Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added

Type of change

More
information

See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table

See table

See table

See table
See table
See table
See table
See table
See table
See table
See table
See table
See table

More
information
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Table Column ChraeTgaesdein Type of change infol\:;raiion
GPM_FACT INITIAL_SCORE_THRESH®DD4.09 Column added See table
GPM_FACT SUITABLE_AGENTS_C@J5014.09 Column added See table
GPM_FACT UPDATE_AUDIT_KEY 8.5.010.16 Column added See table
INTERACTION_FACT ANCHOR_ID 8.5.003 Column added See table
INTERACTION_FACT ANCHOR_SDT KEY  8.5.003 Column added See table
INTERACTION_RESOURGHIM FBQUNT 8.5.004 Column added See table
INTERACTION_RESOURGHE FARGAGE_DURATI®N.004 Column added See table
INTERACTION_RESOURCEWSCTME_COUNT 8.5.004 Column added See table
INTERACTION_RESOUROEWBACMME_DURATIGNS5.004 Column added See table

8.5.003 (renamed
INTERACTION_RESOURRIE ANCHOR_SENT_TSrom Column added See table

IRF_ANCHOR_DATE_TIME_KEY)

8.5.004 (renamed
INTERACTION_RESOURRE ANCHOR_ TS from Column added See table

IRF_ANCHOR_SENT_TS)
INTERACTION_RESOURBRGECTADDRESS 8.5.006 Column added See table
IRF_USER_DATA_CUSTCREATE_AUDIT KEY 8.5.001 Column added See table
IRF_USER_DATA CUSTUPDATE_AUDIT_KEY 8.5.001 Column added See table
IRF_USER_DATA_GEN_CREATE_AUDIT_KEY 8.5.001 Column added See table
IRF_USER_DATA GEN_GSW_CALL TYPE 8.5.011.18 Column added See table
IRF_USER_DATA_GEN_SERVICE_ID 8.1.402 Column added See table
IRF_USER_DATA_GEN_$ERVICE_START TS 8.1.402 Column added See table
IRF_USER_DATA_GEN_WPDATE_AUDIT_KEY 8.5.001 Column added See table
IRF_USER_DATA_KEYSCREATE_AUDIT KEY 8.5.001 Column added See table
IRF_USER_DATA_KEYSUPDATE_AUDIT_KEY 8.5.001 Column added See table
MEDIATION_SEGMENTUSERDATA FLAG 8.5.004 Column added See table
SDR_ACTIVITIES_FACTUPDATE_AUDIT_KEY 8.5.010.16 Column added See table
SDR_CALL_DISPOSITIGAWNAL_DISPOSITION 8.5.007 Column added See table
SDR_CALL TYPE MEDIA TYPE 8.5.008 Column added See table
SDR_CUST_ATRIBUTESJPBATE_AUDIT KEY 8.5.010.16 Column added See table
SDR_EXT_REQUEST_FAIPDATE_AUDIT_KEY 8.5.010.16 Column added See table
SDR_SESSION_FACT SDR_SURVEY_I1 KEY 8.5.005 Column added See table
SDR_SESSION_FACT SDR_SURVEY_I2_KEY 8.5.005 Column added See table
SDR_SESSION_FACT SDR_SURVEY_QUESTIGNS0M7 KEY Column added See table
SDR_SESSION_FACT SDR_SURVEY_QUESTIGNSOR7 KEY Column added See table
SDR_SESSION_FACT SDR_SURVEY_QUESTIBNS08Y_KEY Column added See table

Table Column Changed In Type of change . More_

release information
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Table

SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SURVEY_FACT

Column

Changed in
release

SDR_SURVEY_QUESTIGNS08Z KEY
SDR_SURVEY_S1_KEY 8.5.005
SDR_SURVEY_S2_KEY 8.5.005
SDR_SURVEY_SCORESBIEN05
SDR_SURVEY_STATUS &EY005

UPDATE_AUDIT_KEY
UPDATE_AUDIT_KEY

SDR_SURVEY_STATUS OFFER
SDR_SURVEY_TRANSCBFPAFECAUDIT KEY
SDR_USER_INPUTS_FAGRDATE_AUDIT_KEY
SDR_USER_MILESTONBPRATE_AUDIT KEY
SM_MEDIA_NEUTRAL_SREATEALIDIT KEY
SM_MEDIA_NEUTRAL_SMATEDAAETTIME_KEY 8.5.013.06

SM_MEDIA_NEUTRAL_SESTEURGETGROUP_C@MEINATON_KEY

CALLBACK_FACT

DESIRED_TIME

8.5.010.16
8.5.010.16
8.5.007

8.5.010.16
8.5.010.16
8.5.010.16
8.5.003

8.5.003 (renamed
to
DESIRED_TIME_TS)

8.5.003 (renamed

INTERACTION_RESOURRE ANCHOR_DATE_TIME_KEY

IRF_ANCHOR_SENT_T

8.5.004 (renamed

INTERACTION_RESOURRE ANCHOR_SENT TS0

SDR_SURVEY_STATUS RECORDING

CALLBACK DIM_1

CALLBACK_DIM_1

CALLBACK_DIM_1

Table

IRF_ANCHOR_TS)

8.5.008

CALLBACK_OFFER_TYRE5.010

CALLBACK_TYPE

CHANNEL

Column

8.5.010

8.5.010

Changed in
release

Type of change

Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added
Column added

Column
discontinued

Column
ﬁiscontinued

Column
discontinued

Column
discontinued

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language

Type of change

More
information

See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table
See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table

CALLBACK_DIM_1

CALLBACK_DIM_2

CALLBACK_DIM_2

CALLBACK_DIM_2

CALLBACK_DIM_2

CALLBACK_DIM_3

CALLBACK_FACT

CALLBACK_FACT

CALLBACK_FACT

Table

Column

CONNECT_ORDER

CALL_DIRECTION

Changed in
release

8.5.010

8.5.010

DIAL_DIALOG_RESULT8.5.010

FINAL_DIAL_RESULT 8.5.010

OFFER_TIMING

FINAL_TARGET

DS_AUDIT_KEY

FIRST_OUT_IXN_ID

8.5.010

8.5.010

8.5.008

8.5.010

LAST CALLBACK_ OFFEREDOES

Column

Changed in
release

Type of change

databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(data type
increased from 10
to 19 digits)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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More
information

Changed in

Table Column release

Type of change

CALLBACK_FACT

CALLBACK_FACT

CALLBACK_FACT

COBROWSE_FACT

LAST OUT IXN_ID  8.5.010

ORIGINATION_IXN_ID 8.5.010

ORS_SESSION_ID  8.5.010

PAGE_QUERY 8.5.012.15

CTL_UD_TO_UDE_MAPPROFPAGATION_RULE 8.5.001

CTL_UD_TO_UDE_MAPPRORPAGATION _RULE 8.5.006

GPM_FACT

GPM_FACT

GPM_FACT

GPM_MODEL

MEDIA_SERVER_IXN_G&JE010

MESSAGE

8.5.009.20

START DATE_TIME_KE®.5.011

MODEL 8.5.010

(default value
added)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(No longer a
mandatory field)

Column modified
(IRF_INITIAL value
is added).

Column modified
(IRF_ROUTE value
is added)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(default value no
longer defined)

Column modified
(added to the
composite primary
key in
nonpartitioned
databases)

Column modified
(in Microsoft SQL
Server, data type

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

More
information

Changed in

Table Column release

Type of change
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Table

GPM_MODEL

GPM_PREDICTOR

GPM_PREDICTOR

GPM_RESULT

GPM_RESULT

GPM_RESULT

GPM_RESULT

GPM_RESULT

Table

Column

MODEL_ID

PREDICTOR

PREDICTOR_ID

CUSTOMER_FOUND

GPM_MODE

GPM_RESULT

GPM_STATUS

GPM_USE

Column

Changed in
release

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

Changed in
release

More

Type of change information

modified in single-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server,data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL See table
Server, data type

More

Type of change information
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Changed in

Table Column release

INTERACTION_DESCRIBUSRNESS RESULT  8.5.010

INTERACTION_DESCRIEUSROMER_SEGMENT8.5.010

INTERACTION_DESCRIBERRICE_SUBTYPE  8.5.010

INTERACTION_DESCRIBERRICE_TYPE 8.5.010
INTERACTION_FACT STATUS 8.5.001
INTERACTION_FACT SUBJECT 8.5.007

INTERACTION_RESOURGECHART FLAGS_KEY 8.5.004

INTERACTION_RESOURINSAMIT _TALK_COU85.001

INTERACTION_RESOURITENSARTV RING_COUMNS.001

Changed in

Tabl lumn
able Colu release

Type of change

modified in single-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
and multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
and multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
and multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
and multi-
language
databases)

Column modified
(error code 26
added)

Column modified
(data type
extended from 255
to 1024
characters)

Column modified
(scope extended)

Column modified
(scope expanded
to include chat
consultations)

Column modified
(scope expanded
to include chat

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Changed in

Tabl lumn
able Colu release

INTERACTION_RESOURTINSARTV RING_DURHON1
INTERACTION_RESOURITENSARTV TALK_COUBIF.001

INTERACTION_RESOURINSARTV_TALK_DURSTH®O1

INTERACTION_RESOU R@S_TF_ANTERACTlON_RE%O@%%E”d

INTERACTION_RESOURUEBACDURATION  8.1.2, 8.1.3, 8.1.4
INTERACTION_RESOURCRJFACI_POINT_DURATION 8.1.3, 8.1.4
INTERACTION_TYPE INTERACTION_SUBTYPES5.001
INTERACTION_TYPE INTERACTION_SUBTYPE5.005

INTERACTION_TYPE INTERACTION_SUBTYPE 5COME

INTERACTION_TYPE INTERACTION_SUBTYPE SCOI3ZE

CUSTOM_DATA 1

IRF_USER_DATA CUSTtHrough 8.5.005.09
CUSTOM_DATA 16
Changed in
Table Column .

More
information

Type of change

consultations)

Column modified
(scope expanded
to include chat
consultations)

See table

Column modified
(scope expanded
to include chat
consultations)

See table

Column modified
(scope expanded
to include chat
consultations)

See table

Column modified
(behavior
changed)

See table

Column modified
(behavior
changed)

See table

Column modified
(behavior
changed)

See table

Column modified
(InternalConferencedavidlele
subtype added)

Column modified
(OutboundCallback See table
subtype added)

Column modified
(INTERNALCONFERENCEI Idlkle
subtype added)

Column modified
(OUTBOUNDCALLBACK See table
subtype added)

Column modified
(data types for the
CUSTOM_DATA 13
through
CUSTOM_DATA 16
columns in the
make_gim_UDE_temfjdatelsql
script, which used
to provide
examples of date/
time and numeric
data types and
default values,

More
information

Type of change
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More
information

Changed in

Table Column release

Type of change
were changed to
character data

types).

Column modified
(data types for
CUSTOM_DATA 1
through
CUSTOM_DATA 16
were extended
from 255 to 1024
characters, as
defined now in the
user-data template
script,
make_gim_UDE_template*.sql)

CUSTOM_DATA 1
IRF_USER_DATA_CUSTtHrough 8.5.007
CUSTOM_DATA 16

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

POST CALL SURVEY_[SVRYEY IAGENTSCORE.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

POST_CALL_SURVEY_[SVRYEY ICALLSCORE 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

POST_CALL_SURVEY_[HURYEY ICOMPANYSC®BH10 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

POST_CALL_SURVEY_[HUVRYEY_IPRODUCTSCBRBE10 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

POST CALL SURVEY [HURYEY Q1 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-

POST_CALL_SURVEY_[SVRYEY |Q2 8.5.010 See table

More
information

Changed in

Tabl lumn
able Colu release

Type of change
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Table Column

POST CALL_SURVEY_ [BNRYEY |Q3

POST_CALL_SURVEY_[SWRYEY |Q4

POST_CALL_SURVEY_[SNRYVEY SQ1

POST CALL_SURVEY MENRYEY SQ2

POST CALL SURVEY_[SVRBEY SQ3

POST_CALL_SURVEY_[SWRBEY SQ4

POST CALL SURVEY_[SURBEY SQ5

Table Column

Changed in
release

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

Changed in
release

More
Type of change information
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

More

Type of change information
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Table Column

POST_CALL_SURVEY_ [EWRBEY SQ6

POST CALL_SURVEY_MSVRSEY SQ7

POST_CALL_SURVEY_[EWRYEY IQ5

POST CALL_SURVEY_[SVR¥EY_IQ6

POST_CALL_SURVEY_[SWRYEY SQ10

POST CALL_SURVEY_MSNRYEY SQ8

POST CALL_SURVEY_ MHVRYEY SQ9

POST CALL_SURVEY_MSNRSEY Q10

Table Column

Changed in
release

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

Changed in
release

More

Type of change information

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL See table

More

Type of change information
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Table Column

POST_CALL_SURVEY_MSNRSEY |Q7

POST CALL_SURVEY_MSVRBEY |Q8

POST CALL_SURVEY_ MSNRBEY Q9

Changed in
release

8.5.010

8.5.010

8.5.010

POST_CALL_SURVEY_[HVRGEY_COMPLETE 8.5.010

POST_CALL_SURVEY_[HURGEY_IRECOMMENBSEORE

POST_CALL_SURVEY_[HNRGEY RECORDING 8.5.010

RESOURCE_ RESOURCE_SUBTYPE 8.5.003.17

SDR_ACTIVITIES_FACTSESSION_ID

Table Column

8.5.010

Changed in
release

More

Type of change information

Server, data type
modified in single-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified

(new value,

Person, added for See table
the Agent resource

type)

Column modified
(in Microsoft SQL See table
Server, data type

More

Type of change information
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More
information

Changed in

Table Column release

Type of change
modified in multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_ACTIVITY NAME 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_APPLICATION  APPLICATION_ID 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_APPLICATION  APPLICATION_TITLE 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_APPLICATION  APPLICATION_VERSIO8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
SDR_CALL DISPOSITIANSPOSITION _CATEGO®®5.010 modified in single-  See table
and multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
SDR_CALL DISPOSITIGNSPOSITION_TYPE 8.5.010 modified in single-  See table
and multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_CALL TYPE CALL_TYPE 8.5.010 Column modified See table

More
information

SDR_CALL_DISPOSITIGMWNAL_DISPOSITION 8.5.010 See table

Changed in

Table Column release

Type of change
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Changed in
Table Column release
SDR_CALL TYPE MEDIA_TYPE 8.5.010

SDR_CUST_ATRIBUTERATRIBUTE_NAME 8.5.010

SDR_ENTRY_POINT  DNIS 8.5.010

SDR_EXIT_POINT  APPLICATION_EXIT_POBNS.010

SDR_EXT_HTTP_REST URL 8.5.008.29
SDR_EXT_HTTP_REST URL 8.5.010
SDR_EXT REQUEST METHOD 8.5.010

SDR_EXT_REQUEST REQUEST_NAME 8.5.010

Changed in

Table Column release

More

Type of change information

(in Microsoft SQL
Server, data type
modified in single-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(behavior See table
changed)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-

See table

More

Type of change information
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More
information

Changed in

Table Column release

Type of change
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_EXT_REQUEST REQUEST_TYPE 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_EXT_REQUEST_OSUCOMIS 8.5.010 See table

Column modified

(in Microsoft SQL

Server, data type
SDR_EXT_SERVICE_OWSERWEE_NAME 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified
(in Microsoft SQL
Server, data type
SDR_EXT SERVICE_OSERWEE RESPONSE 5010 modified in single-  See table
and multi-
language
databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_GEO_LOCATION COUNTRY_CODE 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
SDR_GEO _LOCATION COUNTRY_NAME 8.5.010 modified in single-  See table
and multi-
language
databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_GEO_LOCATION REGION 8.5.010 modified in single-  See table

and multi-

language

databases)

More
information

Changed in

Table Column release

Type of change
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Changed in
Table Column release
SDR_GEO_LOCATION TIMEZONE 8.5.010
SDR_INPUT INPUT_NAME 8.5.010
SDR_INPUT INPUT _TYPE 8.5.010

SDR_INPUT_OUTCOMESELECTED_OPTION  8.5.010

SDR_INPUT_OUTCOMESTRIKEOUT 8.5.010

SDR_INPUT_OUTCOMESUCCESS 8.5.010

SDR_LANGUAGE LANGUAGE_CODE 8.5.010

SDR_LANGUAGE LANGUAGE_NAME  8.5.010

Changed in

Tabl lumn
able Colu release

More

Type of change information

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

More

Type of change information
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More
information

Changed in

Table Column release

Type of change
Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_MESSAGE MESSAGE_FILE 8.5.010 See table

Column modified

(in Microsoft SQL

Server, data type
SDR_MILESTONE MILESTONE 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_MILESTONE MILESTONE_PATH 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_SURVEY_ ANSWEB®RVEY ANSWER STR3.5.010 modified in single- See table

language

databases)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

SDR_SURVEY_FACT INTERACTION_ID 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

SDR_SURVEY_FACT SESSION_ID 8.5.010 See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

SDR_SURVEY_QUESTIQWESTION 8.5.010 See table

Column modified

(in Microsoft SQL
SDR_SURVEY_QUESTIORS |1 8.5.010 Server, data type See table

modified in single-

and multi-

More
information

Changed in

Tabl lumn
able Colu release

Type of change
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Table Column

SDR_SURVEY_QUESTIODS |1

SDR_SURVEY_QUESTIODS_I1

SDR_SURVEY_QUESTIONS |1

SDR_SURVEY_QUESTIODS_|I1

SDR_SURVEY_QUESTIOR) 12

SDR_SURVEY_QUESTIODG_|2

SDR_SURVEY_QUESTIONG_|2

Table Column

Changed in
release

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

Changed in
release

More
Type of change information
language
databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type See table
modified in single-

and multi-

More

Type of change information
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Table Column

SDR_SURVEY_QUESTIODES_|2

SDR_SURVEY_QUESTIODG_|2

SDR_SURVEY_QUESTIGRS S1

SDR_SURVEY_QUESTIGRS_S1

SDR_SURVEY_QUESTIGNS S1

SDR_SURVEY_QUESTIGRE S1

SDR_SURVEY_QUESTIGRS S1

Table Column

Changed in
release

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

Changed in
release

More

Type of change information

language
databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type See table
modified in single-

and multi-

More

Type of change information
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Table Column

SDR_SURVEY_QUESTIGRI.052

SDR_SURVEY_QUESTIGRS S2

SDR_SURVEY_QUESTIGRS_S2

SDR_SURVEY_QUESTIGRS S2

SDR_SURVEY_QUESTIGNS S2

SDR_SURVEY_S1 SQ1

SDR_SURVEY_S1 SQ2

Table Column

Changed in
release

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

Changed in
release

More
Type of change information
language
databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type See table
modified in single-

and multi-

More

Type of change information
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More
information

Changed in

Table Column release

Type of change
language
databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_SURVEY_S1 SQ3 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_SURVEY_S1 SQ4 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_SURVEY_S1 SQ5 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_SURVEY_S2 SQ10 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_SURVEY_S2 SQ6 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL

Server, data type
SDR_SURVEY_S2 SQ7 8.5.010 modified in single-  See table

and multi-

language

databases)

Column modified

(in Microsoft SQL
SDR_SURVEY_S2 SQ8 8.5.010 Server, data type See table

modified in single-

and multi-

More
information

Changed in

Tabl lumn
able Colu release

Type of change
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Table Column

SDR_SURVEY_S2 SQ9

SDR_SURVEY_STATUS COMPLETE

SDR_SURVEY_STATUS OFFER

SDR_SURVEY_STATUS RECORDING

SDR_SURVEY_TRANSCRESEIEACTD

SDR_USER_INPUT USER_INPUT_TYPE

SDR_USER_INPUTS_FARITERPRETATION

SDR_USER_INPUTS_FAGITERPRETATION

Table Column

Changed in
release

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.010

8.5.008

8.5.010

Changed in
release

More
Type of change information
language
databases)

Column modified

(in Microsoft SQL

Server, data type

modified in single-  See table
and multi-

language

databases)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

See table

Column modified
(in Microsoft SQL
Server, data type
modified in single-
language
databases)

See table

Column modified
(data type
increased from 50
to 512 characters)

See table

Column modified

(in Microsoft SQL

Server, data type See table
modified in multi-

language

More

Type of change information
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Table Column

SDR_USER_INPUTS_FAETART TS_MS

SDR_USER_INPUTS_FACGTTERANCE

SDR_USER_INPUTS_FACGTTERANCE

STG_TRANSFORM_DISC@BRES

STG_TRANSFORM_DISTNRIES NAME

DIM_ATTRIBUTE_1
USER_DATA_CUST_DINHrough
DIM_ATTRIBUTE_5

ATTEMPT_DISPOSITIONarious columns

CALL_RESULT Various columns

CAMPAIGN_GROUP_SB&Siolk FAGIMns

CAMPAIGN_GROUP_ST¥ditous columns

Table Column

Changed in
release

8.5.008

8.5.008

8.5.010

8.5.001

8.5.011.14

8.5.010

8.5.003

8.5.003

8.5.003

8.5.003

Changed in
release

Type of change

databases)

Column modified
(no longer
mandatory)

Column modified
(data type
increased from 50
to 512 characters)

Column modified
(in Microsoft SQL
Server, data type
modified in multi-
language
databases)

Column modified
(error code 26
added)

Column modified
(data type
increased from 30
to 255 characters)

Column modified
(in Microsoft SQL
Server, data type
modified in single-
and multi-
language
databases)

Column modified
(In Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table Column

CAMPAIGN_GROUP_ST¥ditoBAEDIumns

CONTACT_ATTEMPT_FA@Tious columns

CONTACT_INFO_TYPE Various columns

CTL_AUDIT_LOG Various columns

CTL_ETL HISTORY  Various columns

CTL_EXTRACT_HISTORYarious columns

CTL_PURGE_HISTORY Various columns

CTL_TRANSFORM_HISVAR¥us columns

Table Column

Changed in
release

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

Changed in
release

Type of change

(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table Column

CTL_UDE_KEYS_TO_DIVarlibARRINIGMNS

CTL_UD_TO_UDE_MAP®&NiGuUs columns

DATE_TIME Various columns

DIALING_MODE Various columns

GROUP_ANNEX Various columns

INTERACTION_DESCRIFa@O®uUS columns

INTERACTION_FACT Various columns

INTERACTION_RESOURGE dusCdolumns

Table Column

Changed in
release

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

Changed in
release

Type of change

(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table Column

INTERACTION_RESOURGE dhFAGEUMNS

INTERACTION_TYPE Various columns

IRF_USER_DATA CUSTVarious columns

IRF_USER_DATA_GEN_Yarious columns

MEDIATION_SEGMENTVBAIGUS columns

MEDIA TYPE Various columns

RECORD_FIELD_GROWPadious columns

RECORD_FIELD_GROUPaious columns

Table Column

Changed in
release

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

Changed in
release

Type of change

(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table Column

RECORD_STATUS Various columns

RECORD_TYPE Various columns

REQUESTED_SKILL_COMBUNATIONmMNS

RESOURCE_ Various columns

RESOURCE_ANNEX Various columns

RESOURCE_STATE  Various columns

RESOURCE_STATE_REAG@OOUS columns

ROUTING_TARGET  Various columns

Table Column

Changed in
release

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

Changed in
release

Type of change

(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Table Column

SDR_APPLICATION  Various columns

STG_IDB_FK VIOLATIOWarious columns

STG_TRANSFORM_DISUAMRRES columns

STRATEGY Various columns

TECHNICAL _DESCRIPTZRious columns

TIME_ZONE Various columns

USER_DATA CUST DIMWakious columns

WORKBIN Various columns

Table Column

Changed in
release

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

8.5.003

Changed in
release

Type of change

(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

Column modified

Type of change

More
information

See table

See table

See table

See table

See table

See table

See table

See table

More
information
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Changed in
Table Column release

Changed in
Table Column release

More

Type of change information

(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)

More

Type of change information

Genesys Info Mart Physical Data Model for an Oracle Database

69



Subject Areas Summary of Info Mart Schema Changes

Subject Areas

Genesys Info Mart contains several subject areas that are of interest for contact center historical
reporting. Each subject area is presented as a star schema that contains a central fact table
surrounded by the dimension tables and views that describe it.

Creating Queries

Use the lists of related tables/views on the Subject Area pages to determine how best to query the
information that is stored by Genesys Info Mart. For example, to report information on the history of
each place in a place group:

1. Review the Place_Group subject area list of related tables/views. The PLACE_GROUP_FACT _table is
related to dimension tables and dimension views that describe it. (As described in Dimension Views,
this document provides information about the PLACE_GROUP_FACT view, not the PLACE_GROUP_FACT _
table.)

2. Construct a query that constrains the facts that are queried, based on the attributes of the dimension
tables and views in the Place Group subject area.

You can create queries that retrieve information from a single subject area. For example, you can
query the tables in the Resource Group subject area in order to retrieve information about the history
of agent group membership. You can also create queries that combine information from multiple
subject areas. For example, to determine how many interactions a particular agent group handles on
a given day, you can create a query that combines information from the Resource_Group and
Interaction_Resource subject areas.

As shown on the Facts subject area page, some fact tables contain direct references to other fact
tables. Information from related fact tables can be used in combination. In addition, information from
the following fact tables and views, which do not have direct references to each other, can be used in
combination:

* INTERACTION_RESOURCE_FACT and PLACE_GROUP_FACT_

+ INTERACTION_RESOURCE_FACT and RESOURCE_GROUP_FACT _
« INTERACTION_RESOURCE_FACT and RESOURCE_SKILL_FACT_

Please refer to the specific tables and views for each subject area for complete
descriptions of all the columns. The related tables and views are listed on each
subject area page, or see Info Mart Tables and Info Mart Views for a complete list of
links.
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List of Subject Areas

The Info Mart dimensional model includes the following subject areas.

Subject Area

Calling_List_Metric
Calling_List_To_Campaign

Campaign_Group_Session

Campaign_Group_State

Campaign_Group_To_Campaign

Contact_Attempt

Facts

Interaction

Interaction_Resource

Interaction_Resource_State

Mediation_Segment

Place_Group

Resource_Group
Resource_Skill

Summary_Resource_Session

Summary_Resource_State

Summary_Resource_State Reason

Description

Represents a snapshot of outbound campaign
calling list metrics.

Represents the associations between calling lists
and campaigns.

Represents campaign groups as they are being
loaded and unloaded.

Represents campaign groups from the perspective
of states they go through, such as “Loaded",
"Started", and "Unloading".

Represents the associations between agent groups
or place groups and campaigns.

Represents outbound campaign contact record
attempts. An attempt may or may not include
dialing.

Represents the relationships between subject area
facts.

Represents interactions from the perspective of a
customer experience.

Represents a summary of each attempt to handle
an interaction. It encompasses the mediation
process that is required to offer the interaction to a
target handling resource, as well as the activities of
that target handling resource.

Allows facts to be described by the state of the
associated agent resource. Each row describes one
distinct media-specific agent state.

Represents interaction activity from the
perspective of contact center ACD queues, virtual
queues, interaction queues, and interaction
workbins, as well as groups thereof.

Represents the membership of places among place
groups.

Represents the membership of contact center
resources among resource groups.

Represents the skill resumes of agent resources.

Represents agent resource media sessions from
login to logout, summarized to the media type.

Represents agent resource states, summarized to
the media type.

Represents agent resource state reasons,
summarized to the media type.

Genesys Info Mart Physical Data Model for an Oracle Database 71



Subject Areas

Facts Subject Area

Facts Subject Area

In addition to referring to dimension tables, some fact tables refer to other fact tables. This subject
area diagram depicts the interrelationships between subject area fact tables.
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Al RS

Facts Subject Area View Large

Subject Area Dimensional Model Tables

Table/View
CALLBACK _FACT

CALLING_LIST_METRIC_FACT

CAMPAIGN_GROUP_SESSION_FACT
CAMPAIGN_GROUP_STATE_FACT

CONTACT ATTEMPT FACT

INTERACTION_FACT

INTERACTION_RESOURCE_FACT

IXN_RESOURCE_STATE_FACT

MEDIATION_SEGMENT_FACT

Description
Represents a callback-related event.

Represents a snapshot of outbound campaign
calling list metrics.

Represents the loading and unloading of an
outbound campaign group session.

Represents the states of a campaign group session.

Represents a processing attempt for an outbound
campaign contact.

Represents interactions from the perspective of a
customer experience.

Represents a summary of each attempt to handle
an interaction. It encompasses the mediation
process that is required to offer the interaction to a
target handling resource, as well as the activities of
that target handling resource.

Provides detailed interaction-handling state
information in the context of an interaction
resource fact. It facilitates interval-based reporting
for interaction-related resource states.

Describes interaction activity with respect to ACD
queues, virtual queues, interaction queues, and
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Facts Subject Area

Table/View

SM_MEDIA_NEUTRAL_STATE_FACT
SM_RES_SESSION_FACT
SM_RES_STATE_FACT
SM_RES_STATE_REASON_FACT
CALLING_LIST_TO_CAMP_FACT view
GROUP_TO_CAMPAIGN_FACT view
PLACE_GROUP_FACT view

RESOURCE_GROUP_FACT view

RESOURCE_SKILL_FACT view

Description
interaction workbins.

Represents agent resource states, summarized
across all media.

Represents agent resource media sessions from
login to logout, summarized to the media type.

Represents agent resource states, summarized to
the media type.

Represents agent resource state reasons,
summarized to the media type.

Describes the association of a calling list to an
outbound campaign.

Describes the association of an agent or place
group to an outbound campaign.

Describes the membership of places in place
groups.

Describes the membership of resources in resource

groups.
Describes an agent's skills and proficiency levels.

Genesys Info Mart Physical Data Model for an Oracle Database

73



Subject Areas Calling_List_Metric Subject Area

Calling List Metric Subject Area

This subject area provides a snapshot of outbound campaign calling list metrics.
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Calling_List_Metric Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

Represents a snapshot of outbound campaign
calling list metrics.

DATE TIME Allows facts to be descrl_bed b_y attributes of a
- calendar date and 15-minute interval.

CALLING_LIST_METRIC_FACT

Genesys Info Mart Physical Data Model for an Oracle Database

74



Subject Areas Calling_List To_Campaign Subject Area

Calling List To Campaign Subject Area

The subject area provides the associations between outbound campaign calling lists and campaigns.
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Calling_List_To_Campaign Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

Allows facts to be described by attributes of a

DEIE A calendar date and 15-minute interval.

. Describes the association of a calling list to an
CALLING_LIST TO_CAMP_FACT view outbound campaign.

CAMPAIGN view Allows facts to be dgscrlbed based on attributes of
an outbound campaign.

. Allows facts to be described based on attributes of
CAMPAIGN view an outbound campaign.
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Campaign Group Session Subject Area

This subject area represents outbound campaign groups that are being loaded and unloaded.
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Campaign_Group_Session Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

Represents the loading and unloading of an

R outbound campaign group session.

Allows facts to be described by attributes of a

DATE_TIME calendar date and 15-minute interval.
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Campaign Group State Subject Area

This subject area represents campaign groups from the perspective of states they go through, such
as Loaded, Started, and Unloading.
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Campaign_Group_State Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description
CAMPAIGN GROUP STATE Allows facts to be dgscrlbed based on attributes of
- - an outbound campaign group status.
CAMPAIGN_GROUP_STATE_FACT Represents the states of a campaign group session.
DATE_TIME Allows facts to be described by attributes of a

calendar date and 15-minute interval.
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Campaign Group To Campaign Subject

Area

This subject area represents the associations between agent groups or place groups and outbound
campaigns.
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Campaign_Group_To_Campaign Subject Area View
Large

Subject Area Dimensional Model Tables

Table/View

DATE_TIME

GROUP_TO_CAMPAIGN_FACT view

Description

Allows facts to be described by attributes of a
calendar date and 15-minute interval.

Describes the association of an agent or place
group to an outbound campaign.

Genesys Info Mart Physical Data Model for an Oracle Database

78



Subject Areas

Contact_Attempt Subject Area

Contact Attempt Subject Area

This subject area represents outbound campaign contact record attempts. An attempt may or may

not include dialing.
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Contact_Attempt Subject Area View Large

Subject Area Dimensional Model Tables

Table/View

ATTEMPT_DISPOSITION
CALL_RESULT
CONTACT_ATTEMPT_FACT
CONTACT_INFO_TYPE

DATE_TIME

Description

Indicates what event caused termination of a
contact attempt.

Enables facts to be described based on attributes
of an outbound campaign call result.

Represents a processing attempt for an outbound
campaign contact.

Allows facts to be described based on attributes of
an outbound campaign contact information type.

Allows facts to be described by attributes of a
calendar date and 15-minute interval.
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Table/View

DIALING_MODE

MEDIA_TYPE

RECORD_FIELD_GROUP_1

RECORD_FIELD_GROUP_2

RECORD_STATUS
RECORD_TYPE
RESOURCE_

TIME_ZONE

Description

Allows facts to be described based on attributes of
an outbound campaign dialing mode.

Allows facts to be described based on media type,
such as Voice.

Allows contact attempt facts to be described by
deployment-specific outbound campaign calling list
field values.

Allows contact attempt facts to be described by
deployment-specific outbound campaign calling list
field values.

Allows facts to be described based on attributes of
an outbound campaign record status.

Allows facts to be described based on attributes of
an outbound campaign record type.

Allows facts to be described based on the
attributes of contact center resources.

Allows facts to be described based on attributes of
a time zone.
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Interaction Subject Area

This subject area represents interactions from the perspective of a customer experience.
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Interaction Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

Allows facts to be described by attributes of a

DlE Tl calendar date and 15-minute interval.

Allows interaction facts to be described by
deployment-specific business attributes that
characterize the interaction, such as service type
and customer segment.

INTERACTION_DESCRIPTOR

Represents interactions from the perspective of a

LERACUIC LI customer experience.

Allows facts to be described based on interaction

INTERACTION_TYPE type, such as Inbound, Outbound or Internal.

Allows facts to be described based on media type,

MEDIA_TYPE such as Voice.

Allows facts to be described based on a
REQUESTED_SKILL combination of requested skills and minimum skill
proficiencies.

Allows facts to be described by a single string field
REQUESTED_SKILL_COMBINATION that represents the full combination of requested
skills and proficiencies.
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Interaction Resource Subject Area

This subject area represents a summary of each attempt to handle an interaction. It encompasses the
mediation process that is required to offer the interaction to a target handling resource, as well as the

activities of that target handling resource.
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Interaction_Resource Subject Area View Large

Subject Area Dimensional Model Tables

Table/View

ANCHOR_FLAGS
DATE_TIME

INTERACTION_DESCRIPTOR

INTERACTION_RESOURCE_FACT

Description

Enables identification of the beginning of the
handling of an interaction or interaction thread
from the perspective of the handling resource, such
as an agent's first participation in an interaction.

Allows facts to be described by attributes of a
calendar date and 15-minute interval.

Allows interaction facts to be described by
deployment-specific business attributes that
characterize the interaction, such as service type
and customer segment.

Represents a summary of each attempt to handle
an interaction. It encompasses the mediation
process that is required to offer the interaction to a
target handling resource, as well as the activities of
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Interaction_Resource Subject Area

Table/View

INTERACTION_TYPE

IRF_USER_DATA CUST 1

IRF_USER_DATA_GEN _1

IRF_USER_DATA_KEYS

MEDIA_TYPE

REQUESTED_SKILL

REQUESTED_SKILL_COMBINATION

RESOURCE_

RESOURCE_GROUP_COMBINATION

RESOURCE_STATE
ROUTING_TARGET

STRATEGY

TECHNICAL_DESCRIPTOR

USER_DATA_CUST DIM_1

Description
that target handling resource.

Allows facts to be described based on interaction
type, such as Inbound, Outbound or Internal.

Is provided as a sample of a table to store high-
cardinality data that comes as deployment-specific,
user-defined business attributes that characterize
the interaction. By default, this table is not
included in the schema.

Allows interaction resource facts and, if so
configured, mediation segment facts to be
described by Genesys-defined (predefined) string
attributes that may come attached with
interactions.

Allows specification of up to 800 deployment-
specific, user-defined string attributes that may
come attached with interactions. Use this table to
define low-cardinality dimensions if you require
storing low-cardinality KVP data for reporting
purposes.

Allows facts to be described based on media type,
such as Voice.

Allows facts to be described based on a
combination of requested skills and minimum skill
proficiencies.

Allows facts to be described by a single string field
that represents the full combination of requested
skills and proficiencies.

Allows facts to be described based on the
attributes of contact center resources.

Allows facts to be described based on the
membership of resources in a combination of
resource groups.

Allows facts to be described by the states of the
contact center resources.

Allows facts to be described by routing targets that
are selected by the router.

Allows facts to be described by the associated
routing strategy or IVR application.

Allows facts to be described by the role of the
associated contact center resource and the
technical result of the association.

Is provided as a sample of a table to store
deployment-specific, user-defined, low-cardinality
dimensions based on data that come attached with
interactions. By default, this table is not included in
the schema.
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Interaction Resource State Subject Area

This subject area provides detailed interaction-handling state information in the context of an
interaction resource fact. It facilitates interval-based reporting for interaction-related resource states.
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Interaction_Resource_State Subject Area View Large

Subject Area Dimensional Model Tables

Table/View

DATE_TIME
INTERACTION_RESOURCE_STATE
IXN_RESOURCE_STATE_FACT

MEDIA_TYPE

RESOURCE_

Description

Allows facts to be described by attributes of a
calendar date and 15-minute interval.

Allows facts to be described by the states of
contact center resources, as resources are offered
and handle interactions.

Provides detailed interaction-handling state
information in the context of an interaction
resource fact. It facilitates interval-based reporting
for interaction-related resource states.

Allows facts to be described based on media type,
such as Voice.

Allows facts to be described based on the
attributes of contact center resources.
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Mediation Segment Subject Area

This subject area represents interaction activity from the perspective of contact center queues (ACD
queues, virtual queues, interaction queues, and interaction workbins) and groups thereof.

Mediation_Segment Subject Area View Large

Subject Area Dimensional Model Tables

Table/View

DATE_TIME

INTERACTION_TYPE
MEDIATION_SEGMENT_FACT

MEDIA_TYPE

RESOURCE_

RESOURCE_GROUP_COMBINATION

TECHNICAL_DESCRIPTOR

WORKBIN

Description

Allows facts to be described by attributes of a
calendar date and 15-minute interval.

Allows facts to be described based on interaction
type, such as Inbound, Outbound or Internal.

Describes interaction activity with respect to ACD
queues, virtual queues, interaction queues, and
interaction workbins.

Allows facts to be described based on media type,
such as Voice.

Allows facts to be described based on the
attributes of contact center resources.

Allows facts to be described based on the
membership of resources in a combination of
resource groups.

Allows facts to be described by the role of the
associated contact center resource and the
technical result of the association.

Allows facts to be described based on the type and
owner of the workbin instance, such as an agent, a
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Table/View Description

place, or a group thereof.
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Place Group Subject Area

This subject area depicts the membership of places among place groups.
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Place_Group Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description
Allows facts to be described by attributes of a
DATE_TIME calendar date and 15-minute interval.
PLACE_GROUP_FACT view gDreoSucp:Isbes the membership of places in place
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Resource Group Subject Area

This subject area represents the membership of contact center resources among resource groups.
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Resource_Group Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description
Allows facts to be described by attributes of a
DIAUE 12 calendar date and 15-minute interval.
RESOURCE_ Allows facts to be described based on the

attributes of contact center resources.

Describes the membership of resources in resource

RESOURCE_GROUP_FACT view groups.
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Resource Skill Subject Area

This subject area represents the skill resumes of agent resources.
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Resource_Skill Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description
Allows facts to be described by attributes of a
DEIE A calendar date and 15-minute interval.
Allows facts to be described based on the
RESOURCE_ attributes of contact center resources.
RESOURCE_SKILL FACT view Describes an agent's skills and proficiency levels.
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Summary Resource Session Subject Area

This subject area represents agent resource media sessions from login to logout, summarized to the

media type.
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Subject Area Dimensional Model Tables

Table/View

DATE_TIME
MEDIA_TYPE

RESOURCE_
RESOURCE_GROUP_COMBINATION

SM_RES_SESSION_FACT

Description

Allows facts to be described by attributes of a
calendar date and 15-minute interval.

Allows facts to be described based on media type,
such as Voice.

Allows facts to be described based on the
attributes of contact center resources.

Allows facts to be described based on the
membership of resources in a combination of
resource groups.

Represents agent resource media sessions from
login to logout, summarized to the media type.
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Summary Resource State Subject Area

This subject area represents agent resource states, summarized to the media type.

Summary_Resource_State Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

Allows facts to be described by attributes of a
DlE Tl calendar date and 15-minute interval.

MEDIA TYPE Allows fact; to be described based on media type,
- such as Voice.

Allows facts to be described based on the
RESOURCE- attributes of contact center resources.

Allows facts to be described based on the
RESOURCE_GROUP_COMBINATION membership of resources in a combination of
resource groups.

Allows facts to be described by the states of the
RESOERCERSIAIE contact center resources.

SM MEDIA NEUTRAL STATE FACT Represents aggnt resource states, summarized
_ _ — - across all media.

Represents agent resource states, summarized to
SM_RES_STATE_FACT the media type.
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Summary Resource State Reason Subject
Area

This subject area represents agent resource state reasons, summarized to the media type.

Summary_Resource_State_Reason Subject Area View
Large

Subject Area Dimensional Model Tables

Table/View Description
DATE TIME Allows facts to be descrl_bed b_y attributes of a
- calendar date and 15-minute interval.
MEDIA TYPE Allows fact; to be described based on media type,
- such as Voice.
RESOURCE_ Allows facts to be described based on the

attributes of contact center resources.

Allows facts to be described based on the
RESOURCE_GROUP_COMBINATION membership of resources in a combination of
resource groups.

Allows facts to be described by the states of the

HESORBINEIE 1S contact center resources.

Allows facts to be described by the state reason of

RESOURCE_STATE_REASON the associated agent resource.

Represents agent resource state reasons,

ShLRES SR [HEREO [F-C summarized to the media type.
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INfo Mart Tables

Info Mart tables fall into one of the following categories, out of which only the first one contains data

that is suitable for reporting purposes:

* Fact tables

* Dimension tables

* Info Mart service and control tables
e GIDB tables

¢ Merge tables

* Temporary tables

¢ Staging tables

Fact Tables

The fact tables all include the FACT suffix in the table name. The following Info Mart tables are fact

tables, which are described in this document:

+ BGS_SESSION_FACT

« CALLBACK_FACT

« CALLING_LIST METRIC_FACT

+ CAMPAIGN_GROUP_SESSION_FACT
« CAMPAIGN_GROUP_STATE_FACT
« CDR_FACT

+ CHAT_SESSION_FACT

« CHAT THREAD_FACT

+ COBROWSE_FACT

« CONTACT_ATTEMPT_FACT

« GPM_FACT

« INTERACTION_FACT

« INTERACTION_RESOURCE_FACT
« IXN_RESOURCE_STATE_FACT

LDR_FACT

MEDIATION_SEGMENT FACT
SDR_ACTIVITIES_FACT
SDR_CUST_ATRIBUTES_FACT
SDR_EXT _REQUEST FACT
SDR_SESSION_FACT
SDR_SURVEY_FACT
SDR_SURVEY_TRANSCRIPT FACT
SDR_USER_INPUTS_FACT
SDR_USER_MILESTONE_FACT
SM_MEDIA_NEUTRAL_STATE_FACT
SM_RES_SESSION_FACT
SM_RES_STATE_FACT
SM_RES_STATE_REASON_FACT

The Info Mart schema also includes the following Fact tables, which are not described in this
document. Instead, as described in Dimension Views, this document provides detailed information
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about the parallel views:

« CALLING_LIST TO_CAMP_FACT_
« GROUP_TO_CAMPAIGN_FACT_
« PLACE_GROUP_FACT

Fact Extension Tables

RESOURCE_GROUP_FACT_
RESOURCE_SKILL_FACT_

Special tables referred to as fact extension tables complement the INTERACTION RESOURCE_FACT
(IRF) and, depending on configuration, MEDIATION_SEGMENT FACT (MSF) tables. The following are

Info Mart fact extension tables:

+ IRF_USER_DATA CUST *
« IRF_USER_DATA GEN_1
« IRF_USER_DATA KEYS

Dimension Tables

The following are Info Mart dimension tables, which are described in this document:

« ANCHOR_FLAGS
« ATTEMPT_DISPOSITION

+ BGS_BOT DIM

« BGS_BOT_NAME_DIM

« BGS_SESSION_DIM

« CALLBACK_DIAL_RESULTS
« CALLBACK DIM_1

« CALLBACK DIM 2

« CALLBACK DIM_3

« CALLBACK DIM 4

* CALL_RESULT

+ CAMPAIGN_GROUP_STATE
« CDR_DIM1

« CHAT_SESSION_DIM

+ COBROWSE_END_REASON
« COBROWSE_MODE

COBROWSE_PAGE
COBROWSE_USER_AGENT
CONTACT_INFO_TYPE
DATE_TIME

DIALING_MODE

GPM_DIM1

GPM_MODEL

GPM_PREDICTOR

GPM_RESULT

GROUP_ANNEX
INTERACTION_DESCRIPTOR
INTERACTION_RESOURCE_STATE
INTERACTION_TYPE
IRF_USER_DATA_KEYS
LDR_CAMPAIGN

LDR_DEVICE
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LDR_GROUP

LDR_LIST
LDR_POSTAL_CODE
LDR_RECORD
MEDIA_ORIGIN
MEDIA_TYPE
POST_CALL_SURVEY DIM_1
POST_CALL_SURVEY DIM 2
POST_CALL_SURVEY_DIM 3
POST_CALL_SURVEY DIM 4
POST_CALL_SURVEY_DIM 5
POST_CALL_SURVEY DIM 6
RECORD_FIELD_GROUP_1
RECORD_FIELD_GROUP_2
RECORD_STATUS
RECORD_TYPE
REQUESTED_SKILL
REQUESTED_SKILL_COMBINATION
RESOURCE_
RESOURCE_ANNEX
RESOURCE_GROUP_COMBINATION
RESOURCE_STATE
RESOURCE_STATE_REASON
ROUTING_TARGET
SDR_ACTIVITY
SDR_APPLICATION
SDR_CALL_DISPOSITION
SDR_CALL_TYPE
SDR_CUST_ATRIBUTES
SDR_ENTRY_POINT

« SDR_EXIT_POINT

« SDR_EXT_HTTP_REST

« SDR_EXT_REQUEST

+ SDR_EXT_REQUEST OUTCOME
« SDR_EXT_SERVICE_OUTCOME
« SDR_GEO_LOCATION

* SDR_INPUT

« SDR_INPUT_OUTCOME

+ SDR_LANGUAGE

+ SDR_MESSAGE

« SDR_MILESTONE

« SDR_SURVEY_ANSWERS

+ SDR_SURVEY |1

« SDR_SURVEY |2

+ SDR_SURVEY_QUESTIONS

« SDR_SURVEY_QUESTIONS |1
« SDR_SURVEY_QUESTIONS_I2
+ SDR_SURVEY_QUESTIONS_S1
« SDR_SURVEY_QUESTIONS_S2
« SDR_SURVEY S1

+ SDR_SURVEY_S2

« SDR_SURVEY_SCORES

« SDR_SURVEY_STATUS
 SDR_USER_INPUT

« STRATEGY

« TECHNICAL_DESCRIPTOR

« TIME_ZONE

« USER_DATA_CUST DIM_1

« WORKBIN

Some tables, such as TECHNICAL DESCRIPTOR, are populated with data upon Info Mart initialization.
Other tables are populated based on the resources and configuration of your contact center, the
configuration of the Genesys Info Mart application object, and the configuration of other Genesys
applications from which the Genesys Info Mart Server gathers data. Still other tables, such as

MEDIA TYPE, after being populated upon Info Mart initialization, can be further extended at runtime.
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Dimension Views

Genesys Info Mart database schema includes a number of dimension views that are provided on top
of certain dimension tables. Dimension views can be used for reporting similarly to dimension tables.
Moreover, where both a table and a view are available in the schema, dimension views are
recommended to be queried for reporting purposes. For this reason, this document does not provide
detailed descriptions of the following tables:

+ CALLING_LIST TO_CAMP_FACT_
GROUP_TO_CAMPAIGN_FACT _
PLACE_GROUP_FACT _
RESOURCE_GROUP_FACT _

RESOURCE_SKILL_FACT_

See Genesys Info Mart Views for descriptions of dimension views, including those that correspond to
the above tables.

Time Dimension Tables

The DATE_TIME table is the default time dimension table that is created in the Info Mart database
during schema initialization. During initialization, Genesys Info Mart populates this table with
calendar data for a configurable number of days in the future; new rows are added to the table at a
configured frequency, as part of regular maintenance.

Custom time dimension tables can be added to the Info Mart schema at any point to support the
need for multiple calendars. When tables are created, Genesys Info Mart populates these tables with
calendar data for a configurable number of days in the future; it further maintains these tables,
similarly to the DATE_TIME table maintenance.

Info Mart Service and Control Tables

The following control tables can be referenced to trace processing of Genesys Info Mart data while
testing new reports or to troubleshoot behavior of ETL jobs:

« CTL_AUDIT_LOG

e CTL_ETL_HISTORY

e CTL_EXTRACT_HISTORY

e CTL_TRANSFORM_HISTORY
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Genesys recommends that you query operational data through views rather than from
the control tables directly.

The following control tables are configured and used for user data processing:

« CTL_UD_TO_UDE_MAPPING
« CTL_UDE_KEYS_TO_DIM_MAPPING

Starting with release 8.5.010, the CTL_GDPR_HISTORY table provides details about personally
identifiable information (PIl) that is associated with General Data Protection Regulation (GDPR)
“export” or “forget” requests and that was stored in Info Mart fact tables at the time the request was
processed. In addition to making the PII data available for customers to retrieve in response to
"export" requests, the table provides a detailed audit trail of all the fields that were interrogated to
satisfy the GDPR requests. In this way, the table serves as an execution report on "export" and
"forget" processing.

The following Info Mart table can be referenced to check what purging activities have been
completed:

e CTL_PURGE_HISTORY
The following Info Mart table is for reference only:
+ CTL_SCHEMA_INFO

The following control tables are listed for completeness of the schema description. They serve purely
internal purposes and should not be used for either reporting or administrative needs:

« CTL_AUDIT_LOG_KEY « CTL_SCHEDULED JOBS

« CTL_DS « CTL_TIME_ZONE_OFFSET
« CTL_EXTRACT HWM « CTL_TRANSFORM_HWM
« CTL_EXTRACT METRICS « CTL_TRANSFORM_TODO
+ CTL_PROCESSING_STATUS « CTL_WORKFLOW_STATUS

See also Info Mart Service and Staging Tables and Administrative Views.

GIDB Tables

The Global Interaction Database (GIDB) section of the Info Mart database comprises the following
tables:

+ GIDB_G_AGENT STATE_HISTORY MM + GIDB_G_AGENT STATE_RC_MM
+ GIDB_G_AGENT _STATE_HISTORY_V « GIDB_G_AGENT_STATE_RC_V
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GIDB_G_CALL_HISTORY MM
GIDB_G_CALL_HISTORY V
GIDB_G_CALL_MM
GIDB_G_CALL_STAT V
GIDB_G_CALL_V
GIDB_G_CUSTOM_DATA S_MM
GIDB_G_CUSTOM DATA S V
GIDB_G_DND_HISTORY_MM
GIDB_G_DND_HISTORY_V
GIDB_G_IR_HISTORY_MM
GIDB_G_IR_HISTORY_V
GIDB_G_IR_MM

GIDB_G_IR_V
GIDB_G_IS_LINK_HISTORY_V
GIDB_G_IS_LINK_V
GIDB_G_LOGIN_SESSION_MM
GIDB_G_LOGIN_SESSION_V
GIDB_G_PARTY_HISTORY MM
GIDB_G_PARTY_HISTORY V
GIDB_G_PARTY_MM
GIDB_G_PARTY_V
GIDB_G_ROUTE_RES VQ HIST MM
GIDB_G_ROUTE_RES_VQ HIST V
GIDB_G_ROUTE_RESULT MM
GIDB_G_ROUTE_RESULT V
GIDB_G_SECURE_UD_HISTORY_MM
GIDB_G_SECURE_UD_HISTORY_V
GIDB_G_USERDATA_HISTORY_MM
GIDB_G_USERDATA_HISTORY_V
GIDB_G_VIRTUAL_QUEUE_MM
GIDB_G_VIRTUAL_QUEUE_V
GIDB_GC_ACTION_CODE
GIDB_GC_AGENT
GIDB_GC_ANNEX
GIDB_GC_APPLICATION

GIDB_GC_ATTR_VALUE
GIDB_GC_BUS_ATTRIBUTE
GIDB_GC_CALLING_LIST
GIDB_GC_CAMPAIGN
GIDB_GC_ENDPOINT
GIDB_GC_FIELD
GIDB_GC_FILTER
GIDB_GC_FOLDER
GIDB_GC_FORMAT
GIDB_GC_GROUP
GIDB_GC_IVR
GIDB_GC_IVRPORT
GIDB_GC_LOGIN
GIDB_GC_OBJ_TABLE
GIDB_GC_PLACE
GIDB_GC_SCRIPT
GIDB_GC_SKILL
GIDB_GC_SWITCH
GIDB_GC_TABLE_ACCESS
GIDB_GC_TENANT
GIDB_GC_TIME_ZONE
GIDB_GC_TREATMENT
GIDB_GC_VOICE_PROMPT
GIDB_GCX_AGENT PLACE

GIDB_GCX_CAMPGROUP_INFO

GIDB_GCX_CAMPLIST_INFO

GIDB_GCX_ENDPOINT_PLACE

GIDB_GCX_FORMAT FIELD
GIDB_GCX_GROUP_AGENT

GIDB_GCX_GROUP_ENDPOINT

GIDB_GCX_GROUP_PLACE

GIDB_GCX_GROUP_ROUTEDN
GIDB_GCX_LIST TREATMENT

GIDB_GCX_LOGIN_INFO
GIDB_GCX_SKILL_LEVEL
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+ GIDB_GCX_SUBCODE « GIDB_GO_FIELDHIST
+ GIDB_GM_F_USERDATA + GIDB_GO_METRICS

+ GIDB_GM_L_USERDATA « GIDB_GO_SEC_FIELDHIST

+ GIDB_GO_CAMPAIGN + GIDB_GOX_CHAIN_CALL

+ GIDB_GO_CAMPAIGNHISTORY « GIDB_GX_SESSION_ENDPOINT MM
+ GIDB_GO_CHAIN « GIDB_GX_SESSION_ENDPOINT V

+ GIDB_GO_CHAINREC_HIST

GIDB tables are populated as a result of data extraction from all IDBs that are deployed to feed data
into Genesys Info Mart. Each row corresponds to a record that is extracted from a given IDB. The data
that is related to interaction processing is extracted to media-dependent tables whose names are
appended with _MM (for multimedia interactions) or _V (for voice interactions). The data for complete
and active agent reason codes is extracted from G_AGENT_STATE_RC and G_AGENT_STATE_RC_A IDB
tables, respectively, and written into the same GIDB_G_AGENT_STATE_RC_* table; any duplicated
records are merged as the GIDB data is transformed for the dimensional model.

In addition to extracting all the fields from a certain IDB table, Genesys Info Mart populates values for
the following columns that are specific to the Info Mart database:

 CREATE_AUDIT_KEY

* UPDATE_AUDIT_KEY (provided for those tables that can be updated)

Genesys Info Mart does not extract data from the IDB system fields that have no meaning for contact
center reports. Otherwise, the meaning of the data in each row is the same as in the corresponding
IDB record. For example, the GIDB_GC_PLACE table in the Info Mart database corresponds to the
GC_PLACE table in IDB. Refer to the Interaction Concentrator Physical Data Model for your particular
RDBMS for information about the data that is stored in corresponding GIDB tables.

Merge Tables

The merge tables of the Info Mart database are the following:

« G_CALL
« GIR

« G_IS_LINK

« GSYS_DNPREMOTELOCATION

If data is being extracted from multiple IDBs, and if merging of call data is required (for example, for
multi-site calls), Merge tables temporarily store data for these calls.

This document provides no descriptions for merge tables because they are used for internal
processing and contain no final reporting data.
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Temporary Tables

The Info Mart schema contains a large number of temporary (TMP_*) tables. These tables are used by
the ETL jobs during data processing.

This document provides no listing or descriptions of TMP_* tables because they are used for internal
processing and contain no final reporting data.

Staging Tables

The Info Mart schema contains a number of staging (STG_*) tables. Unlike in release 7.x, staging
tables no longer make up a separate database, but instead are created as part of the Info Mart
database. A majority of these tables are used by the ETL jobs to store temporary data between
execution cycles.

The following two staging tables store errors that are written during ETL job execution (the
transformation job, in particular) and are helpful in troubleshooting the source data that causes these
errors:

+ STG_IDB_FK_VIOLATION

* STG_TRANSFORM_DISCARDS
The following staging tables store temporary data about active multimedia interactions and facilitate
purging, from fact tables, of multimedia data that is related to ongoing interactions that meet
configured criteria:

e STG_ACTIVE_IF

e STG_ACTIVE_IRF

+ STG_ACTIVE_IRF_REPLIES

+ STG_ACTIVE_MSF
The following staging tables keep track of interaction threads and of agent participation in threads.
While a thread is active, metrics for the thread are updated in these staging tables, as applicable,
and the data persists until the thread is closed.

e STG_ACTIVE_THREAD

e STG_THREAD_AGENT

e STG_ THREAD_AGENTRPY
Aside from the STG_IDB_FK VIOLATION and STG_TRANSFORM_DISCARDS tables, this document

provides no listing or descriptions of the STG_* tables, because they are used for internal processing
and contain neither final reporting data nor troubleshooting data.
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List of Dimensional Model Tables

The following fact and dimension tables are described in this document. The descriptions provide
information about many aspects of each table's columns, each table's indexes (if any), and the
subject areas of which each table is a member. The tables are presented in alphabetical order.

Table

ANCHOR_FLAGS

ATTEMPT DISPOSITION
BGS_BOT DIM
BGS_BOT_NAME_DIM

BGS_SESSION_DIM
BGS_SESSION_FACT

CALLBACK_DIAL_RESULTS
CALLBACK_DIM_1

CALLBACK_DIM_2

CALLBACK_DIM_3

CALLBACK_DIM_4

CALLBACK_FACT

CALLING_LIST_METRIC_FACT
CALL_RESULT
CAMPAIGN_GROUP_SESSION_FACT

CAMPAIGN_GROUP_STATE

CAMPAIGN_GROUP_STATE_FACT
CDR_DIM1
CDR_FACT

CHAT_SESSION_DIM

Description

Enables identification of the beginning of the
handling of an interaction or interaction thread
from the perspective of the handling resource, such
as an agent's first participation in an interaction.

Indicates what event caused termination of a
contact attempt.

Allows BGS session facts to be described based on
the function of the bot.

Allows BGS session facts to be described based on
the name of the bot.

Allows BGS session facts to be described based on
characteristics of the session.

Represents bot activity in a chat session.

Allows callback facts to be described based on the
results of the dialing attempts.

Allows callback facts to be described based on
characteristics of the callback offer and attempts.

Allows callback facts to be described based on
attributes of the callback attempt.

Allows callback facts to be described based on
attributes that characterize the state of the
callback.

Allows callback facts to be described based on
attributes that characterize the callback dialing
attempt.

Represents a callback-related event.

Represents a snapshot of outbound campaign
calling list metrics.

Enables facts to be described based on attributes
of an outbound campaign call result.

Represents the loading and unloading of an
outbound campaign group session.

Allows facts to be described based on attributes of
an outbound campaign group status.

Represents the states of a campaign group session.
Reserved for future use.
Reserved for future use.

Allows chat session facts to be described based on
characteristics of the session.
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Table
CHAT _SESSION_FACT
CHAT_THREAD_FACT

COBROWSE_END_REASON
COBROWSE_FACT

COBROWSE_MODE

COBROWSE_PAGE

COBROWSE_USER_AGENT

CONTACT_ATTEMPT_FACT
CONTACT_INFO_TYPE
DATE_TIME

DIALING_MODE

GPM_DIM1
GPM_FACT

GPM_MODEL

GPM_PREDICTOR

GPM_RESULT

GROUP_ANNEX

INTERACTION_DESCRIPTOR

INTERACTION_FACT

INTERACTION_RESOURCE_FACT

Description

Represents chat session activity in a multimedia
interaction.

Represents chat session activity in a given thread.

Allows Co-browse facts to be described based on
reasons for Co-browse sessions to finish.

Allows to describe a web page visit shared by an
agent and a customer during a Co-browse session.

Allows Co-browse facts to be described based on
the modes that are used in a Co-browse session.

Allows Co-browse session facts to be described
based on characteristics of the web pages that are
shared during Co-browse sessions.

Allows Co-browse facts to be described based on
characteristics of the customer's system that is
used to view web pages in a Co-browse session.

Represents a processing attempt for an outbound
campaign contact.

Allows facts to be described based on attributes of
an outbound campaign contact information type.

Allows facts to be described by attributes of a
calendar date and 15-minute interval.

Allows facts to be described based on attributes of
an outbound campaign dialing mode.

Allows Predictive Routing facts to be described
based on miscellaneous characteristics of the
predictor and routing attempt.

Represents Predictive Routing events.

Allows Predictive Routing facts to be described
based on characteristics of the model used to
match interactions with routing targets.

Allows Predictive Routing facts to be described
based on characteristics of the predictor used for
scoring.

Allows Predictive Routing facts to be described
based on characteristics of the Predictive Routing
result.

Stores additional configuration data to support
Genesys Interactive Insights capability to control
visibility of certain data and reports.

Allows interaction facts to be described by
deployment-specific business attributes that
characterize the interaction, such as service type
and customer segment.

Represents interactions from the perspective of a
customer experience.

Represents a summary of each attempt to handle
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Table

INTERACTION_RESOURCE_STATE

INTERACTION_TYPE

IRF_USER_DATA CUST 1

IRF_USER_DATA_GEN_1

IRF_USER_DATA_KEYS

IXN_RESOURCE_STATE_FACT

LDR_CAMPAIGN

LDR_DEVICE

LDR_FACT

LDR_GROUP

LDR_LIST

LDR_POSTAL_CODE

LDR_RECORD

MEDIATION_SEGMENT_FACT

Description

an interaction. It encompasses the mediation
process that is required to offer the interaction to a
target handling resource, as well as the activities of
that target handling resource.

Allows facts to be described by the states of
contact center resources, as resources are offered
and handle interactions.

Allows facts to be described based on interaction
type, such as Inbound, Outbound or Internal.

Is provided as a sample of a table to store high-
cardinality data that comes as deployment-specific,
user-defined business attributes that characterize
the interaction. By default, this table is not
included in the schema.

Allows interaction resource facts and, if so
configured, mediation segment facts to be
described by Genesys-defined (predefined) string
attributes that may come attached with
interactions.

Allows specification of up to 800 deployment-
specific, user-defined string attributes that may
come attached with interactions. Use this table to
define low-cardinality dimensions if you require
storing low-cardinality KVP data for reporting
purposes.

Provides detailed interaction-handling state
information in the context of an interaction
resource fact. It facilitates interval-based reporting
for interaction-related resource states.

Allows CX Contact record facts to be described
based on characteristics of the outbound
campaign.

Allows CX Contact record facts to be described
based on device characteristics of the contact list
records.

Describes contact list records that CX Contact
reported as unattempted.

Allows CX Contact record facts to be described
based on the name of the agent group or place
group associated with the outbound campaign.

Allows CX Contact record facts to be described
based on characteristics of contact lists.

Allows CX Contact record facts to be described
based on postal code values of contact list records.

Allows CX Contact record facts to be described
based on contact information type, record type,
record status, and disposition.

Describes interaction activity with respect to ACD
queues, virtual queues, interaction queues, and
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Table

MEDIA_ORIGIN
MEDIA_TYPE

POST_CALL_SURVEY_DIM_1

POST_CALL_SURVEY_DIM_2

POST_CALL_SURVEY_DIM_3

POST_CALL_SURVEY_DIM_4

POST_CALL_SURVEY_DIM_5

POST_CALL_SURVEY DIM 6

RECORD_FIELD_GROUP_1

RECORD_FIELD_GROUP_2

RECORD_STATUS

RECORD_TYPE

REQUESTED_SKILL

REQUESTED_SKILL_COMBINATION

RESOURCE_

RESOURCE_ANNEX

RESOURCE_GROUP_COMBINATION

RESOURCE_STATE

Description
interaction workbins.

Allows chat session thread facts to be described
based on where the session originated.

Allows facts to be described based on media type,
such as Voice.

Allows interaction resource facts to be described
based on the scores assigned by customers.

Allows interaction resource facts to be described
based on post-call survey responses provided by
customers.

Allows interaction resource facts to be described
based on responses provided by customers during
post-call survey.

Allows interaction resource facts to be described
based on post-call survey responses provided by
customers.

Allows interaction resource facts to be described
based on post-call survey responses provided by
customers.

Allows interaction resource facts to be described
based on the post-call survey completion and
customer recommendation score.

Allows contact attempt facts to be described by
deployment-specific outbound campaign calling list
field values.

Allows contact attempt facts to be described by
deployment-specific outbound campaign calling list
field values.

Allows facts to be described based on attributes of
an outbound campaign record status.

Allows facts to be described based on attributes of
an outbound campaign record type.

Allows facts to be described based on a
combination of requested skills and minimum skill
proficiencies.

Allows facts to be described by a single string field
that represents the full combination of requested
skills and proficiencies.

Allows facts to be described based on the
attributes of contact center resources.

Stores additional configuration data for
configuration objects of type Person.

Allows facts to be described based on the
membership of resources in a combination of
resource groups.

Allows facts to be described by the states of the
contact center resources.
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Table

RESOURCE_STATE_REASON
ROUTING_TARGET
SDR_ACTIVITIES_FACT
SDR_ACTIVITY
SDR_APPLICATION
SDR_CALL_DISPOSITION
SDR_CALL_TYPE

SDR_CUST _ATRIBUTES
SDR_CUST _ATRIBUTES_FACT
SDR_ENTRY_POINT
SDR_EXIT_POINT
SDR_EXT_HTTP_REST
SDR_EXT REQUEST

SDR_EXT_REQUEST FACT

SDR_EXT REQUEST OUTCOME

SDR_EXT_SERVICE_OUTCOME
SDR_GEO_LOCATION
SDR_INPUT
SDR_INPUT_OUTCOME
SDR_LANGUAGE
SDR_MESSAGE

SDR_MILESTONE

SDR_SESSION_FACT

Description

Allows facts to be described by the state reason of
the associated agent resource.

Allows facts to be described by routing targets that
are selected by the router.

Records activities that the user encountered while
the call was being processed by the Application.

Allows SDR facts to be described based on the
activities in the application session.

Allows SDR facts to be described based on the
attributes of the Designer application.

Allows SDR facts to be described based on the
disposition of the interaction.

Allows SDR facts to be described based on the call
type.

Allows SDR facts to be described based on
attributes attached to SDR for reporting purposes.

Records attribute values that applications attach to
SDR for reporting purposes.

Allows SDR facts to be described based on the
DNIS.

Allows SDR facts to be described based on the exit
point of the self-service application.

Allows SDR facts to be described based on the
URLs invoked for external HTTP requests.

Allows SDR facts to be described based on
attributes of external service requests.

Represents a particular invocation of an external
service.

Allows SDR facts to be described based on the
outcome of external service requests.

Allows SDR facts to be described based on the
outcome of custom services.

Allows SDR facts to be described based on the
geographical location of the data center.

Allows SDR facts to be described based on the
input block.

Allows SDR facts to be described based on the
outcome of the caller's voice or DTMF input.

Allows SDR facts to be described based on the
language in which the call was conducted.

Allows SDR facts to be described based on the
prompt messages that were used.

Allows SDR facts to be described based on the
milestones that the user reached.

Represents caller activity in an SDR application.

Genesys Info Mart Physical Data Model for an Oracle Database 105



Info Mart Tables

Summary_Resource_State Reason Subject Area

Table

SDR_SURVEY_ANSWERS
SDR_SURVEY_FACT
SDR_SURVEY_I1
SDR_SURVEY _I2
SDR_SURVEY_QUESTIONS
SDR_SURVEY_QUESTIONS |1
SDR_SURVEY_QUESTIONS_I2
SDR_SURVEY_QUESTIONS_S1
SDR_SURVEY_QUESTIONS_S2
SDR_SURVEY_S1
SDR_SURVEY_S2
SDR_SURVEY_SCORES

SDR_SURVEY_STATUS

SDR_SURVEY_TRANSCRIPT FACT

SDR_USER_INPUT
SDR_USER_INPUTS_FACT

SDR_USER_MILESTONE_FACT

SM_MEDIA_NEUTRAL_STATE_FACT

SM_RES_SESSION_FACT

SM_RES_STATE_FACT

SM_RES_STATE_REASON_FACT

STRATEGY

TECHNICAL_DESCRIPTOR

Description

Enables SDR facts to be described based on
answers to questions in the post-call survey.

Represents post-call survey activity in an SDR
application.

Allows SDR facts to be described based on
responses to survey questions 1Q1-1Q5.

Allows SDR facts to be described based on
responses to survey questions 1Q6-1Q10.

Enables SDR facts to be described based on
questions in the post-call survey.

Allows SDR facts to be described based on custom
survey questions IQ1-1Q5.

Allows SDR facts to be described based on custom
survey questions 1Q6-1Q10.

Allows SDR facts to be described based on custom
survey questions SQ1-SQ5.

Allows SDR facts to be described based on custom
survey questions SQ6-SQ10.

Allows SDR facts to be described based on
responses to survey questions SQ1-SQ5.

Allows SDR facts to be described based on
responses to survey questions SQ6-SQ10.

Allows SDR facts to be described based on the
satisfaction level expressed by survey respondents.

Allows SDR facts to be described based on survey
status.

Captures transcriptions of voice messages left
during survey.

Allows SDR facts to be described based on the type
of user input — voice or DTMF.

Represents user input activity in an SDR session.

Identifies the milestones that the user
encountered.

Represents agent resource states, summarized
across all media.

Represents agent resource media sessions from
login to logout, summarized to the media type.

Represents agent resource states, summarized to
the media type.

Represents agent resource state reasons,
summarized to the media type.

Allows facts to be described by the associated
routing strategy or IVR application.

Allows facts to be described by the role of the
associated contact center resource and the
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Table Description
technical result of the association.

TIME ZONE Allt_)ws facts to be described based on attributes of
- a time zone.

Is provided as a sample of a table to store
deployment-specific, user-defined, low-cardinality
USER_DATA CUST DIM_1 dimensions based on data that come attached with
interactions. By default, this table is not included in
the schema.

Allows facts to be described based on the type and
WORKBIN owner of the workbin instance, such as an agent, a
place, or a group thereof.
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Table ANCHOR FLAGS

Description

Modified: 8.5.004 (CUSTOMER _LEFT FIRST column added); 8.5.001 (population of
FIRST_* THRD metrics made conditional)

In partitioned databases, this table is not partitioned.

This dimension table contains possible combinations of flags that indicate the first participation of an
agent in a particular interaction, in a reply within a particular interaction, in a particular interaction
thread, or in a reply within a particular interaction thread, as well as the first participation by any
handling resource in the thread. Each row represents the mapping of a distinct combination of values
that are actually set in the ANCHOR_FLAGS KEY field in the INTERACTION_RESOURCE_FACT table by
means of a bit mask.

This dimension enables IRFs to be described based on a number of aspects of participation in an
interaction thread at the same time, and it enables downstream reporting applications to report
thread metrics for agent and other handling resources at the agent level and at the tenant level.

Interaction thread metrics accounted for in the ANCHOR_FLAGS table do not apply to
Chat Thread reporting with Advanced Chat.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.
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Column List

Legend

Column Data Type P
ANCHOR FLAGS KHYMBER(10) X
FIRST ENGAGE FONMUMBERTL)XN
FIRST_REPLY_FOR DMNHABERINIY
FIRST ENGAGE_FONMUMBER(1YHRD
FIRST_REPLY_FOR MGBARERTHRD
FIRST ENGAGE_THWIMBER(1)
CUSTOMER_LEFT_NBBIBER(1)
CREATE_AUDIT _KENUMBER(19)
UPDATE_AUDIT_KEYUMBER(19)

X X X X X X X X X =

ANCHOR_FLAGS_KEY

The surrogate key that is used to join this dimension to the fact tables.

FIRST ENGAGE_FOR_AGENT_IXN

In the IRF for an agent, indicates whether this is the first participation by that agent in the
interaction: 0 = No, 1 = Yes.

This flag is set in the IRF for an agent’s first connection into the interaction — for example, when the
agent accepts a route, accepts a transfer or conference, or pulls an interaction from a queue or
workbin (excluding workbin hold). Unlike the other flags, which can be set for multimedia interactions
only, this flag can also apply to voice interactions.

This flag applies to participation in either the inbound or outbound portions of an interaction; for
example, it will be set when the agent’s first participation in an interaction is in an OutboundReply to
an Inbound interaction.

This flag does not apply if the IRF does not show the agent connecting to the interaction — for
example, if the agent is offered an interaction but does not accept. This flag also does not apply to
collaborations.

FIRST _REPLY_FOR_AGENT IXN

In the IRF for an agent, indicates whether this is the first participation by that agent in a reply within
the interaction: 0 = No, 1 = Yes.

This flag is set in the IRF for an agent’s first connection into an OutboundReply for the interaction —
for example, when the agent initiates an OutboundReply, accepts a route, accepts a transfer, or pulls
an interaction from a queue or workbin (excluding workbin hold). If the interaction contains more
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than one OutboundReply, this flag applies to the agent’s first participation in any one of them. The
OutboundReply does not need to be successful (in other words, sent).

This flag does not apply if the IRF does not show the agent connecting to the interaction — for
example, if the agent is offered an OutboundReply but does not accept. This flag also does not apply
to collaborations.

Note: An agent’s first participation in an OutboundReply for an interaction might also be the agent’s
first participation in the interaction, which is indicated in FIRST_ENGAGE_FOR_AGENT_IXN.

FIRST ENGAGE_FOR_AGENT THRD

In the IRF for an agent, indicates whether this is the first participation by that agent in any of the
interactions in a thread: 0 = No, 1 = Yes.

This flag is set in the IRF for an agent’s first connection into any one of the interactions in the thread
— for example, when the agent accepts a route, accepts a transfer or conference, or pulls an
interaction from a queue or workbin (excluding workbin hold).

This flag applies to participation in either the inbound or outbound portions of an interaction; for
example, it will be set if the agent’s first participation in the interaction thread is in an
OutboundReply to an Inbound interaction.

This flag does not apply if the IRF does not show the agent connecting to the interaction — for
example, if the agent is offered an interaction but does not accept. This flag also does not apply to
collaborations.

Starting with release 8.5.001, this flag is set only if the populate-thread-facts configuration option
is set to true. Otherwise, the value of this field is always 0.

FIRST REPLY FOR_AGENT THRD

In the IRF for an agent, indicates whether this is the first participation by the agent in a reply for any
of the interactions in the thread: 0 = No, 1 = Yes.

This flag is set in the IRF for an agent’s first connection into an OutboundReply for any one of the
interactions in the thread — for example, when the agent initiates an OutboundReply, accepts a
route, accepts a transfer, or pulls an interaction from a queue or workbin (excluding workbin hold).
The OutboundReply does not need to be successful (in other words, sent).

This flag does not apply if the IRF does not show the agent connecting to the interaction — for
example, if the agent is offered an OutboundReply but does not accept. This flag also does not apply
to collaborations.

Note: An agent’s first participation in an OutboundReply for a thread might also be the agent’s first
participation in the thread, which is indicated in FIRST ENGAGE_FOR_AGENT_THRD.

Starting with release 8.5.001, this flag is set only if the populate-thread-facts configuration option
is set to true. Otherwise, the value of this field is always 0.
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FIRST_ENGAGE_THRD

Indicates whether this is the first participation, by any handling resource, in the interaction thread: 0
= No, 1 = Yes.

This flag is set in the IRF for the handling resource (agent or strategy) that first participates in the
thread — for example, when an agent accepts an Inbound interaction, or when a strategy generates
an AutoResponse.

IRFs in which this flag is set also have IRF_ANCHOR = 1.

Starting with release 8.5.001, this flag is set only if the populate-thread-facts configuration option
is set to true. Otherwise, the value of this field is always 0.

CUSTOMER_LEFT_FIRST

Introduced: Release 8.5.004
Indicates whether the customer left a chat first: 0 = No, 1 = Yes.

This flag is set in the IRF for each agent engaged in the chat or chat consultation, if data about the

party that ended a chat session is available from Interaction Concentrator. In IRFs in which this flag is
set, IRF_ANCHOR_TS records the time the customer left the chat.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify recently modified data.

Index List

No indexes are defined.

Subject Areas

¢ Interaction_Resource — Represents a summary of each attempt to handle an interaction. It
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encompasses the mediation process that is required to offer the interaction to a target handling
resource, as well as the activities of that target handling resource.
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Table ATTEMPT DISPOSITION

Description

Modified: 8.5.003 (In Oracle, fields with VARCHAR data types use explicit CHAR character-length
semantics)

In partitioned databases, this table is not partitioned.

This table indicates a cause for contact attempt termination. Outbound Contact Server (OCS)
provides this data as a cause of the final transition to Unloaded state for a contact attempt record.
This data may be useful in a report to classify the causes for the termination of the outbound
processing. For example, the ChainRejected and ChainReschedToContinue dispositions distinguish
between rejected and rescheduled records, respectively. In addition, the final transition has a
descriptor that provides further details of the transition — for example, whether rescheduling was
caused by an agent or by the system. This release supports the descriptor for the
CHAINEVENTRECORDRESCHEDULE disposition only.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ATTEMPT_DISPOSINOMBERY10) X X
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Column Data Type P M F DV
VARCHAR2(255
CAUSE CHAR)
CAUSE_ID NUMBER(10)
VARCHAR2(255
CAUSE_CODE CHAR)
VARCHAR2(255
DESCRIPTOR CHAR)
ARCHAR2(255
DESCRIPTOR _COD HAR)
CREATE_AUDIT_KENUMBER(19) X X
UPDATE_AUDIT_KENUMBER(19) X X

ATTEMPT _DISPOSITION_KEY

The key that uniquely identifies the disposition. The value combines the state and the descriptor that
provides additional details. The key value enables you to calculate the state by using appropriate bit
masks. The first eight bits specify the cause, which equals the integer value that is supplied by

Outbound Contact Server. The next eight bits specify the descriptor that is generated by Genesys Info
Mart.

CAUSE

The cause as specified in the OCS model. This value can change with localization.

CAUSE_ID

An integer that equals the value that is supplied by Outbound Contact Server to specify the cause.

CAUSE_CODE

The cause code that is equivalent to the OCS model cause. This value does not change with
localization.

DESCRIPTOR

Specifies whether the final transition was caused by an agent or by the system, or whether this is
unknown. Because not all outbound dispositions support descriptor, most dispositions have only an
'Unknown' value. This is a string value that can be localized or changed, based on reporting needs.
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DESCRIPTOR_CODE

The code of the descriptor. This field is set to one of the following values:

e BY_AGENT
e BY_SYSTEM
* UNKNOWN

This value is not localizable and should not be changed.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify recently modified data.

Index List

No indexes are defined.

Subject Areas

e Contact Attempt — Represents outbound campaign contact record attempts. An attempt may or may
not include dialing.
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Table BGS BOT DIM

Description

Introduced: 8.5.011

In partitioned databases, this table is not partitioned.

This dimension table allows Bot Gateway Server (BGS) session facts to be described based on the
characteristics of the bot used in the session, such as category and function.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
VARCHAR2(50
BOT_CATEGORY CHAR) X NO_VALUE
VARCHAR2(50
BOT_FUNCTION CHAR) X NO_VALUE
CREATE_AUDIT_KENUMBER(19) X X
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ID

The primary key of this table. This ID is referenced from other tables as BGS_BOT_DIM_KEY.

BOT_CATEGORY

The generic category describing the type of function performed by the bot, such as Monitoring,
Dialog, Notification, or Service. For information about how you can define and set bot categories, see
Integrating BGS with Genesys Historical Reporting in the Bot Gateway Server Quick Start Guide.

BOT_FUNCTION

The specific bot functionality, such as Translator, Advisor, Escalation, Recording, Al, or Questioner. For
information about how you can define and set bot functions, see Integrating BGS with Genesys
Historical Reporting in the Bot Gateway Server Quick Start Guide.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools—that is, applications that need to identify newly added data.

Index List
CODE U C Description
Ensures that the
combinations of values
| BGS BOT DIM X that are stored in the
dimension table are
unique.
Index |_BGS_BOT DIM
Field Sort Comment
BOT_CATEGORY Ascending
BOT_FUNCTION Ascending
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Subject Areas

No subject area information available.
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Table BGS BOT NAME DIM

Description

Introduced: 8.5.011

In partitioned databases, this table is not partitioned.

This dimension table allows Bot Gateway Server (BGS) session facts to be described based on the
name of the bot used in the session.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
VARCHAR2(50
BOT_NAME CHAR) X NO_VALUE
CREATE_AUDIT_KENUMBER(19) X X
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ID

The primary key of this table. This ID is referenced from other tables as BGS_BOT_NAME_DIM _KEY.

BOT_NAME

The ChatBotID-ChatBotName pair that identifies the bot, where:

e ChatBotID is the ID of the BGS bot plugin. This ID, which is hardcoded inside the bot, is always present.

¢ ChatBotName is the name of the "external" bot (for example, if the bot plugin implements a connector
to other bot frameworks). The ChatBotName value is not always present.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools—that is, applications that need to identify newly added data.

Index List
CODE U C Description
Ensures that the
combinations of values
|_BGS_BOT_NAME_DIM X that are stored in the

dimension table are
unique.

Index |_BGS_BOT_NAME_DIM

Field Sort Comment

BOT_NAME Ascending

Subject Areas

No subject area information available.
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Table BGS SESSION DIM

Description

Introduced: 8.5.011

In partitioned databases, this table is not partitioned.

This dimension table allows Bot Gateway Server (BGS) session facts to be described based on
characteristics of the session, such as how the session ended.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
REJECTED_TO_STARUMBER(10) X 0
ENDED _ABNORMANLYMBER(10) X
VARCHAR2(50
ENDED_BY CHAR) X NO_VALUE
VARCHAR2(50
END_REASON CHAR) X NO_VALUE
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Column Data Type P M F DV
VARCHAR2(50
END_RESULT CHAR) X NO_VALUE
CREATE_AUDIT_KENUMBER(19) X X

ID

The primary key of this table. This ID is referenced from other tables as BGS_SESSION_DIM_KEY.

REJECTED_TO_START

Indicates whether the session was rejected before it started: 0 = No, 1 = Yes.

If the session was rejected (REJECTED_TO_START=1), the columns for other session statistics in this
table are populated with the default values defined in the schema.

ENDED_ABNORMALLY

Indicates whether the session ended abnormally for a technical reason (for example, a protocol or
connection error resulted in disconnection of the bot from the session): 0 = No, 1 = Yes.

ENDED_BY

The type of participant that initiated termination of the BGS session. Possible values are:

* AGENT
e CLIENT
* SYSTEM
 BOT
 CBP

For more information about the meaning of the values, see Integrating BGS with Genesys Historical
Reporting in the Bot Gateway Server Quick Start Guide.

END_REASON

The reason the BGS session was terminated. For information about possible values, see Integrating
BGS with Genesys Historical Reporting in the Bot Gateway Server Quick Start Guide.
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Table BGS_SESSION_DIM

END_RESULT

The business result of the session: Success or Fail. In the initial BGS implementation of support for
reporting, BGS does not populate the applicable data attribute, and END_RESULT will always be

populated with the default value defined in the schema.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools—that is, applications that need to identify newly added data.

Index List

CODE

| BGS_SESSION_DIM X

Index |_BGS_SESSION_DIM

Field
REJECTED_TO_START
ENDED_ABNORMALLY
ENDED_BY
END_REASON
END_RESULT

Subject Areas

Ascending
Ascending
Ascending
Ascending
Ascending

No subject area information available.

Sort

Description

Ensures that the
combinations of values
that are stored in the
dimension table are
unique.

Comment
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Table BGS SESSION FACT

Description

Introduced: 8.5.011

In partitioned databases, this table is partitioned.

Each row in this table describes a chat bot session managed by Bot Gateway Server (BGS). The
statistics reported in each record summarize session activity for a particular bot instance or process.

BGS is currently available only in restricted release. For more information about
including chat bot functionality in your eServices deployment, contact your Genesys
account representative.

Each fact is based on application data attributes in a reporting event produced by BGS when the bot
session ends. BGS stores the event in an Elasticsearch database. Genesys Info Mart extracts the data
directly from the Elasticsearch database and transforms it to combine the statistics in each event into
a single BGS_SESSION_FACT record. Rows are inserted on receipt of the reporting event and are not
updated.

The MEDIA_SERVER_IXN_GUID links the BGS_SESSION_FACT record with the CHAT_SESSION_FACT
record, as well as with the related INTERACTION_FACT (IF).

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.
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Column List

Legend

Column Data Type P

VARCHAR2(50
CHAR)

START_TS NUMBER(10)
START_DATE_TIMEN(HMBER(10) X
END_TS NUMBER(10)
END_DATE_TIME_KEYMBER(10)
TENANT_KEY NUMBER(10)

MEDIA_SERVER_IXK@%&EB‘RZGO

INTERACTION_SDTNKIMBER(10)
DURATION NUMBER(10)
MESSAGES_SENT NUMBER(10)
MESSAGES_RECEIVEIMBER(10)
MEDIA TYPE_KEY NUMBER(10)

)

)

CBS_ID

BGS_BOT_NAME_DNVMEHER (10
BGS_BOT DIM_KEWUMBER(10
BGS_SESSION_DIMNKMBER(10)
CREATE_AUDIT_KENUMBER(19)
UPDATE_AUDIT_KENUMBER(19) X

X X X X X X X X X X X X X X x x =
<

CBS_ID
The ID assigned by BGS to every bot instance or process connected to the Chat Server session. In

combination with START_DATE_TIME_KEY, CBS_ID forms the value of the composite primary key for
this table in nonpartitioned as well as partitioned databases.

START_TS

The UTC-equivalent value of the date and time at which the bot session was initiated in BGS,
regardless of whether the session was accepted or rejected.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the bot session was initiated in BGS, regardless of
whether it was accepted or rejected. Use this value as a key to join the fact tables to any configured
DATE_TIME dimension, in order to group the facts that are related to the same interval and/or convert

Genesys Info Mart Physical Data Model for an Oracle Database 125



Info Mart Tables Table BGS_SESSION_FACT

the START_TS timestamp to an appropriate time zone. In combination with CBS_ID,
START _DATE_TIME_KEY forms the value of the composite primary key for this table in nonpartitioned
as well as partitioned databases.

END_TS

The UTC-equivalent value of the date and time at which the BGS session ended or was rejected.

END_DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the BGS session ended or was rejected. Use this
value as a key to join the fact tables to any configured DATE_TIME dimension, in order to group the
facts that are related to the same interval and/or convert the END_TS timestamp to an appropriate
time zone.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables.

MEDIA_SERVER_IXN_GUID

The interaction GUID, as reported by Interaction Server. This value is the ID of the chat session. This
GUID might not be unique. The value allows you to associate bot session details with chat session
details by using the following references:

CHAT SESSION FACT.MEDIA SERVER IXN GUID =
BGS SESSION FACT.MEDIA SERVER IXN GUID

AND CHAT SESSION FACT.START DATE TIME KEY =
BGS SESSION FACT.INTERACTION SDT KEY

You can also associate bot session details directly with interaction details by using the following
references:

INTERACTION FACT.MEDIA SERVER IXN GUID =
BGS SESSION FACT.MEDIA SERVER IXN GUID

AND INTERACTION FACT.START DATE TIME KEY =
BGS SESSION FACT.INTERACTION SDT KEY
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INTERACTION_SDT_KEY
The value of the START _DATE_TIME_KEY field of the INTERACTION_FACT record that is identified by the
MEDIA_SERVER_IXN_GUID field. In a partitioned database, INTERACTION_SDT_KEY in combination with

MEDIA SERVER_IXN_GUID forms the value of the composite primary key for the INTERACTION_FACT
table.

DURATION

The duration, in milliseconds, of the BGS session.

MESSAGES_SENT

The number of messages sent by the bot in the BGS session.

MESSAGES_RECEIVED

The number of messages received by the bot in the BGS session.

MEDIA_TYPE_KEY
The surrogate key that is used to join the MEDIA TYPE dimension to the fact tables. The

MEDIA_TYPE_KEY references the MEDIA_TYPE dimension record where the value of the reporting data
attribute matches MEDIA_TYPE.MEDIA_NAME_CODE.

BGS_BOT NAME_DIM_KEY

The surrogate key that is used to join the BGS_BOT_NAME_DIM dimension to the fact table, to identify
the name of the bot used in the session.

BGS_BOT DIM_KEY

The surrogate key that is used to join the BGS_BOT_DIM dimension to the fact table, to identify the
category and function of the bot used in the session.

BGS_SESSION_DIM_KEY

The surrogate key that is used to join the BGS_SESSION_DIM dimension to the fact table, to describe
characteristics of the session.
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CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools—that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools—that is, applications that need to identify recently modified data.

Index List
CODE U C Description
Improves access time,
|_BGS_SESSION_FACT_SDT based on the Start Date
Time key.
Index |_BGS_SESSION_FACT SDT
Field Sort Comment

START DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table CALL RESULT

Description

Modified: 8.5.003 (in Oracle, fields with VARCHAR data types use explicit CHAR character-length
semantics)

In partitioned databases, this table is not partitioned.

This table enables facts to be described based on attributes of an outbound campaign call result.
Each row describes one call result.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend

Column Data Type P M F DV
CALL_RESULT KEYNUMBER(10) X X

VARCHAR2(32
CHAR)

RCHAR2(32
AR)

CREATE_AUDIT_KENUMBER(19) X X

CALL_RESULT

CALL_RESULT CO
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Column Data Type P M
UPDATE_AUDIT KENUMBER(19) X

CALL_RESULT KEY

The surrogate key that is used to join this dimension table to the fact tables.

CALL_RESULT

The description of the call result. This value can change with localization.

The following are possible values:

None Fax Detected
Abandoned Forwarded

Agent CallBack Error General Error

All Trunks Busy Group CallBack Error
Answer Held

Answering Machine Detected No Answer

Bridge No Dial Tone

Busy No Established Detected
Call Drop Error No Port Available
Cancel Record No Progress

Cleared No RingBack Tone
Conferenced NU Tone

Consult Ok

Converse-On Overflowed

Covered Pager Detected
Deafened Picked

Dial Error Queue Full

Do Not Call Redirected

Dropped Remote Release
Dropped On No Answer Silence

CALL_RESULT_CODE

SIT Detected

SIT IC (Intercept)

SIT Invalid Number
SIT NC (No Circuit)
SIT RO (Reorder)

SIT Unknown Call State
SIT VC (Vacant Code)
Stale

Switch Error

System Error
Transfer Error
Transferred

Unknown Call Result
Wrong Number
Wrong Party

The code for the call result description. This value does not change with localization.

The following are possible values:

NONE CLEARED

ABANDONED CONFERENCED
AGENT_CALLBACK_ERROR CONSULT
ALL_TRUNKS_BUSY CONVERSE_ON

ANSWER COVERED
ANSWERING_MACHINE_DETECTED DEAFENED

BRIDGE DIAL_ERROR

BUSY DO_NOT_CALL
CALL_DROP_ERROR DROPPED
CANCEL_RECORD DROPPED_ON_NO_ANSWER

FAX_DETECTED
FORWARDED
GENERAL_ERROR

GROUP_CALLBACK_ERROR

HELD
NO_ANSWER
NO_DIAL_TONE

NO_ESTABLISHED_DETECTED

NO_PORT_AVAILABLE
NO_PROGRESS
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NO_RINGBACK_TONE SILENCE SWITCH_ERROR
NU_TONE SIT_DETECTED SYSTEM_ERROR

OK SIT_IC TRANSFER_ERROR
OVERFLOWED SIT_INVALID_NUMBER TRANSFERRED
PAGER_DETECTED SIT_NC UNKNOWN_CALL_RESULT
PICKED SIT_RO WRONG_NUMBER
QUEUE_FULL SIT_UNKNOWN_CALL_STATE WRONG_PARTY
REDIRECTED SIT_VC

REMOTE_RELEASE STALE

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools--that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools--that is, applications that need to identify recently modified data.

Index List

No indexes are defined.

Subject Areas

e Contact Attempt — Represents outbound campaign contact record attempts. An attempt may or may
not include dialing.
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Table CALL TYPE

This table is reserved.
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Table CALLBACK DIAL RESULTS

Description

Introduced: 8.5.009.20

In partitioned databases, this table is not partitioned.

This dimension table allows callback facts to be described based on the results of up to five callback
dialing attempts.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
DIAL_1 RESULT \éﬁ'i(li?ARZ(64 X UNKNOWN
DIAL_2 RESULT \éﬁlz%?ARZ(64 X UNKNOWN
DIAL_3_RESULT \éﬁii?ARz(GzL X UNKNOWN
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Column Data Type P M F DV
VARCHAR2(64
DIAL 4 RESULT CHAR) X UNKNOWN
VARCHAR2(64
DIAL 5 RESULT CHAR) X UNKNOWN
CREATE_AUDIT_KENUMBER(19) X X

ID

The primary key of this table. This ID is referenced from other tables as
CALLBACK DIAL_RESULTS KEY.

DIAL_ 1 _RESULT
Based on KVP: CB DIAL 1 RESULT

The result of the first dialing attempt. Possible values are:

* CREATE_CALL_ERROR * CONNECTED

* BUSY e FAILED_TO_ESTABLISH_CUSTOMER_ORIGINATED_MEDIA
* NO_ANSWER e PUSH_DELIVERY_CONFIRMED

* ANSWERING_MACHINE * PUSH_SEND_ERROR

» ERROR_TONE * PUSH_DELIVERY_NOT_CONFIRMED

* FAX * USERORIGINATED_CONNECTED

* PERSON e UNKNOWN

DIAL_2_RESULT
Based on KVP: CB DIAL 2 RESULT

The result of the second dialing attempt. See DIAL 1 RESULT for the possible values.

DIAL 3 RESULT
Based on KVP: CB_DIAL_3_RESULT

The result of the third dialing attempt. See DIAL_1 RESULT for the possible values.

DIAL 4 RESULT

Based on KVP: CB_DIAL 4 RESULT
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The result of the fourth dialing attempt. See DIAL 1 RESULT for the possible values.

DIAL_5 RESULT

Based on KVP: CB_DIAL 5 RESULT

The result of the fifth dialing attempt. See DIAL 1 RESULT for the possible values.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools--that is, applications that need to identify newly added data.

Index List

CODE

|_CALLBACK_DIAL_RESULTSX

Index |_CALLBACK_DIAL RESULTS

Field
DIAL 1 _RESULT
DIAL 2 RESULT
DIAL_3_RESULT
DIAL 4 RESULT
DIAL 5 _RESULT

Subject Areas

Ascending
Ascending
Ascending
Ascending
Ascending

No subject area information available.

Sort

Description

Ensures that the
combinations of values
that are stored in the
dimension table are
unique.

Comment
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Table CALLBACK DIM 1

Description

Introduced: 8.1.402. Supported for on-premises deployments starting with release 8.5.005.
Modified: 8.5.010 (in Microsoft SQL Server, data types for the following columns modified in
multi-language databases: CHANNEL, CALLBACK OFFER _TYPE, CALLBACK TYPE,
CONNECT_ORDER)

In partitioned databases, this table is not partitioned.

This dimension table allows callback facts to be described based on characteristics of the callback
offer and attempts.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
VARCHAR2(255
CHANNEL CHAR) X UNKNOWN
CALLBACK OFFER VAREHAR2(255 X UNKNOWN
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Column Data Type P M F DV
CHAR)
VARCHAR2(255
CALLBACK TYPE CHAR) X UNKNOWN
VARCHAR2(255
CONNECT_ORDERCHAR) X UNKNOWN
CREATE_AUDIT KENUMBER(19) X X

ID

The primary key of this table. This ID is referenced from other tables as CALLBACK DIM_1 KEY.

CHANNEL

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM CHANNEL

The interaction channel from which the callback originated. This field is set to one of the following
values:

* VR

- WEB

 MOBILE
UNKNOWN

CALLBACK_OFFER_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM_CALLBACK OFFER TYPE

The type of callback offer that was presented to the customer. For example, after business hours,
SCHEDULED is the only available option; during business hours, business rules might allow only the
WAIT_FOR_AGENT option or a combination of SCHEDULED and WAIT_FOR_AGENT. This field is set to
one of the following values:

e SCHEDULED

+ WAIT_FOR_AGENT

e COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

 IMMEDIATE

* UNKNOWN
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CALLBACK_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB_DIM_TYPE

The type of callback the customer requested. This field is set to one of the following values:

IMMEDIATE - The interaction is created right away while the customer is waiting for the agent (in an
online chat session or waiting for a voice call).

WAIT_FOR_AGENT - The interaction is delayed until the agent is about to become available or actually
becomes available (as in an agent first scenario).

e SCHEDULED - The time for the callback interaction is negotiated with the customer.

UNKNOWN - The type is unknown. This value is also used when the callback offer was declined.

CONNECT_ORDER

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM _CONNECT ORDER

The order in which the final callback interaction was connected. This field is set to one of the
following values:

CUSTOMER_FIRST

* AGENT_FIRST_PREVIEW
AGENT_FIRST_NO_PREVIEW
UNKNOWN

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools--that is, applications that need to identify newly added data.

Index List
CODE U C Description
Ensures that the
combinations of values
|_CALLBACK DIM_1 X that are stored in the
dimension table are
unique.
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Index |_CALLBACK DIM 1

Field Sort Comment
CHANNEL Ascending
CALLBACK OFFER_TYPE Ascending
CALLBACK TYPE Ascending
CONNECT_ORDER Ascending

Subject Areas

No subject area information available.
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Table CALLBACK DIM 2

Description

Introduced: 8.1.402. Supported for on-premises deployments starting with release 8.5.005.
Modified: 8.5.010 (in Microsoft SQL Server, data types for the following columns modified in
multi-language databases: DIAL DIALOG_RESULT, CALL DIRECTION, FINAL DIAL RESULT,
OFFER_TIMING)

In partitioned databases, this table is not partitioned.

This dimension table allows callback facts to be described based on attributes of the final callback
attempt.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
CREATE_AUDIT KENUMBER(19) X X
DIAL_DIALOG_RESVI:'A%?ARZ(255 X UNKNOWN
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Column Data Type P M F DV
VARCHAR2(255
CALL DIRECTION “3AG) X UNKNOWN
F|NAL_D|AL_RESUL§’C&%'AR2(255 X UNKNOWN
VARCHAR2(255
OFFER TIMING  £3AG) X UNKNOWN
ID

The primary key of this table. This ID is referenced from other tables as CALLBACK_DIM_2_KEY.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools--that is, applications that need to identify newly added data.

DIAL_DIALOG_RESULT

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM DIAL DIALOG_RESULT

The result of the final dialog for the callback. This field is set to one of the following values:

* RIGHT_PERSON

e RESCHEDULED
CANCELLED
TRANSFERRED_TO_RP
UNKNOWN

CALL_DIRECTION

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM CALL DIRECTION

The direction of the final callback interaction. This field is set to one of the following values:

e CUSTOMER_TERMINATED - Scenarios in which the contact center is dialing out to the customer's
number.

e CUSTOMER_ORIGINATED - Scenarios in which the contact center notifies the customer-facing application
that it is time for the callback interaction, after which the application creates the interaction (such as a
call or chat), obtaining the phone number if necessary. In this scenario, a customer call comes into the
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contact center as a regular inbound call, but it is recognized as the callback interaction.

* UNKNOWN

FINAL_DIAL_RESULT

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM FINAL DIAL RESULT

The result of the final callback dialing attempt. This field is set to one of the following values:

« CREATE_CALL_ERROR

« BUSY

« NO_ANSWER

« ANSWERING_MACHINE

« ERROR_TONE

* FAX

« PERSON

+ CANCEL

+ CONNECTED

« FAILED_TO_ESTABLISH_CUSTOMER_ORIGINATED_MEDIA
« PUSH_DELIVERY_CONFIRMED

+ PUSH_SEND_ERROR

« PUSH_DELIVERY_NOT_CONFIRMED
« USERORIGINATED_CONNECTED

« UNKNOWN

Notes:

e FAILED_TO_ESTABLISH_CUSTOMER_ORIGINATED_MEDIA is a result that must be reported by the user
application; otherwise, there is no CTI data that will enable Genesys Callback product to identify this
result.

e For PUSH_DELIVERY_CONFIRMED, the PUSH_DELIVERY_CONFIRMED_TS field in the CALLBACK_FACT table
provides the timestamp when the application confirmed that the push was delivered.

OFFER_TIMING

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM OFFER TIMING

Specifies whether the callback offer was made during operational (business) or non-operational
hours. This field is set to one of the following values:
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¢ ON-HOURS
¢ OFF-HOURS
¢ UNKNOWN
Index List
CODE U C Description
Ensures that the
combinations of values
|_CALLBACK_DIM_2 X that are stored in the
dimension table are
unique.
Index |_CALLBACK_DIM 2
Field Sort Comment
DIAL_DIALOG_RESULT Ascending
CALL_DIRECTION Ascending
FINAL_DIAL RESULT Ascending
OFFER_TIMING Ascending

Subject Areas

No subject area information available.
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Table CALLBACK DIM 3

Description

Introduced: 8.1.402. Supported for on-premises deployments starting with release 8.5.005.
Modified: 8.5.010 (in Microsoft SQL Server, data type for FINAL_ TARGET modified in multi-
language databases)

In partitioned databases, this table is not partitioned.

This dimension table allows callback facts to be described based on attributes that characterize the
state of the callback.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
CREATE_AUDIT_KENUMBER(19) X X
VARCHAR2(255
FINAL TARGET CHAR) X UNKNOWN
DISPOSITION VARCHAR2(50 X UNKNOWN
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Column Data Type P M F DV
CHAR)

ID

The primary key of this table. This ID is referenced from other tables as CALLBACK_DIM_3_KEY.

CREATE_AUDIT_KEY
The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the

lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools--that is, applications that need to identify newly added data.

FINAL_TARGET

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB DIM FINAL TARGET

The routing target that was used to find the agent.

DISPOSITION
Based on KVP: CB_DISPOSITION

The state of the callback, in the format state.substate. If the state cannot be reported, the field is set
to the default value, UNKNOWN.

Supported states are:

e SCHEDULED
* QUEUED
* ROUTING
PROCESSING
e COMPLETED

Supported substates are:

* REDIAL_LIMIT_REACHED
e CANCELLED

* AGENT
ABANDONED_IN_QUEUE
REJECTED
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« PUSH_SEND

+ PUSH_DELIVERY_CONFIRMED
« PUSH_SEND_ERROR

« FAILED

« CONNECTED

« TRANSFERRED_TO RP

Index List

CODE

| CALLBACK_DIM_3 X

Index |_CALLBACK_DIM_3

Field
FINAL TARGET
DISPOSITION

Subject Areas

Sort
Ascending
Ascending

No subject area information available.

Description

Ensures that the
combinations of values
that are stored in the
dimension table are
unique.

Comment
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Table CALLBACK DIM 4

Description

Introduced: 8.5.009.20

In partitioned databases, this table is not partitioned.

This dimension table allows callback facts to be described based on attributes that characterize the
callback dialing attempt.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List

Legend

Column Data Type P
ID NUMBER(10) X
ABANDONED DURNUMBBROIFPER
DIAL IGNORING_ANAIMBIER(T0)
CREATE_AUDIT_KENUMBER(19)

X X X x =2
o
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ID

The primary key of this table. This ID is referenced from other tables as CALLBACK _DIM_4 KEY.

ABANDONED DURING CB_OFFER
Based on KVP: CB_N_ABANDONED DURING_CALLBACK_OFFER

Indicates whether the caller dropped the call without explicitly accepting or rejecting the callback
offer: 0 = No, 1 = Yes.

DIAL_IGNORING_AVAILABILITY
Based on KVP: _CB_IXN_START_IGNORING_AVAILABILITY

Indicates whether the callback queue is being flushed, and dialing (or push notification) is being
forced regardless of actual agent availability: 0 = No, 1 = Yes.

A value of 1 might occur at the end of the day, when contact center personnel are trying to close the
queue for the day and do not want to leave any callbacks for the next day.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools--that is, applications that need to identify newly added data.

Index List
CODE U C Description
Ensures that the
combinations of values
| CALLBACK DIM_4 X that are stored in the
dimension table are
unique.
Index |_CALLBACK_DIM 4
Field Sort Comment
ABANDONED DURING_CB_OFFER  Ascending
DIAL IGNORING_AVAILABILITY Ascending
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Subject Areas

No subject area information available.
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Table CALLBACK FACT

Description

Introduced: 8.1.402. Supported for on-premises deployments starting with release 8.5.005.
Modified: 8.5.010.16 (UPDATE_AUDIT_KEY added); 8.5.010 (in Microsoft SQL Server, data type
for various ID columns modified in multi-language databases, as identified in the column
descriptions); 8.5.009.20 (21 new columns added, as identified in the column descriptions);
8.5.003 (PUSH_DELIVERY_CONFIRMED TS and CUSTOMER READY_TO_START IXN_TS added;
DESIRED_TIME renamed to DESIRED_TIME_TS, which has been made mandatory)

In partitioned databases, this table is partitioned.

Each row in this table describes a callback-related event, such as a callback offer, callback
cancellation, or successful callback. The facts are based on data passed from Callback applications.
Rows are inserted at receipt of a callback-related event and are not updated. The SERVICE_ID links
the CALLBACK FACT record with the related IRF record. There are no associated MSF records.

Note: Reporting on declined callback offers is available in Genesys Engage cloud deployments only.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List

Legend
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Column Data Type
ADDED TS NUMBER(10)
DS AUDIT_KEY  NUMBER(19)
EVENT SEQUENCENUMBER(10)
CREATE_AUDIT_KENUMBER(19)
TENANT_KEY NUMBER(10)

VARCHAR2(255
CHAR)

FINAL RECORD  NUMBER(10)
EWT_READY_TO_SRAMBER(10)
EWT WHEN_OFFEREIMBER(10)
POS_READY TO_STHVIBER(10)
POS_WHEN_OFFERHBMBER(10)
CALLBACK_OFFER NUMBER(10)
WAIT_AGENT OFFINNMBERELO)
ESTABLISH_MEDIANYMBERIEO)
CONN_WAITING ANEMBER(EO)
CALLBACK_ACCEPNEMBER(10)
CALLBACK_OFFERKNMMBER(10)
READY START MEMNWBMBER{EO)
CUSTOMER_CONNKOUMBER®E.0)
AGENT _ADDED_TONUMBER(10)

)

)

)

)

X X X 79

SERVICE_ID

O O © O o

o O O O

XFER_TO_AGENT_MUMBER(10
ABANDONED WAINNMBER(10
TIMEOUT_WAITINGNUMBER(10
IXN_REQ AGENT NUMBER(10
CALLBACK_OFFERNDMBER(10)
CALLBACK_ACCEPNEIMBER(10)
CALLBACK_ATTEMNUMBER(10)
SERVICE_START TNUMBER(10)
START _DATE_TIMENCGMBER(10) X
CALLBACK_OFFERNWMBER{IH)ON
LAST CALLBACK OWGMBER(IS)
LAST CALLBACK OWFMBERKD)

CUSTOM ER_PHON%Q\AW@E&QSS

DESIRED_TIME
*Discontinued
in release
8.5.003

OO O O O O o o

X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X x x =
o

NUMBER(10)
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Column Data Type P M F DV

(renamed to
DESIRED _TIME_TS)

DESIRED_TIME_TSNUMBER(10)
PUSH_DELIVERY CMIMBEREDOTS
CUSTOMER_READWUMBERYRD)IXN_TS
CALLBACK_DIM_1 NBMBER(10)
CALLBACK_DIM_2 NEBMBER(10)
CALLBACK_DIM_3 NBMBER(10)
RESOURCE_KEY NUMBER(10)
DIAL 1 TS NUMBER(10)
DIAL 2 TS NUMBER(10)
DIAL 3.TS NUMBER(10)
DIAL 4 TS NUMBER(10)
DIAL 5 TS NUMBER(10)
EWT_WHEN_REJECNEBIBER(10)

VARCHAR2(20
CHAR)

SERVICE_END_ TS NUMBER(10)
WAITED BEFORE_ONEAIBER(18)
EWT_WHEN_LAST NWWMBER(10
POS_WHEN_LAST RUMBER(10
PRIORITY_WHEN_QBUMBERRIED
PRIORITY_WHEN_(NUMBER(IHD
PRIORITY_WHEN_ANUMBER(IHD
EWT THRESHOLD NUNVBERIEDERED

RCHAR2(64
AR)

VARCHAR2(64
FIRST_OUT_IXN_I DCHAR)

VARCHAR2(64
CHAR)

VARCHAR2(64
CHAR)

CALLBACK_DIAL_RNBMBBRKED) X
CALLBACK_DIM_4 NEMBER(10)
UPDATE_AUDIT_KENUMBER(19) X

X X X X X X X

X X X X

CUSTOMER_ANI

)
)

ORIGINATION_IXN_XQ

LAST_OUT_IXN_ID

ORS_SESSION_ID

x

ADDED TS

The UTC-equivalent value of the date and time at which the event with callback data is received.
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DS_AUDIT_KEY
Modified: 8.5.008 (data type increased from 10 to 19 digits)

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The value of this field
equals the audit key of the GIDB table from which the callback-related data is taken.

EVENT_SEQUENCE

The number of this event relative to other events associated with the same callback service.

CREATE_AUDIT_KEY
The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the

lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools--that is, applications that need to identify newly added data.

TENANT_KEY
Based on KVP: CB TENANT DBID

The surrogate key that is used to join the TENANT dimension to the fact tables, to indicate the tenant
of the IRF resource. The value of this field is identical to the value in the corresponding IRF record.
Use this value to restrict data access.

SERVICE_ID
Based on KVP: CB_SERVICE_ID

The ID of the callback service request. Depending on the scenario, the value equals the ID of the GMS
service instance or ID of the ORS session.

FINAL RECORD
Based on KVP: CB_FINAL_RECORD

Indicates whether this is a final record about this callback service: 0 = No, 1 = Yes.

EWT_READY_TO START IXN
Based on KVP: CB_EWT WHEN_READY_TO START MEDIA_IXN

The value of Expected Wait Time (EWT), in seconds, for the service request at the time the contact
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center was ready to start the first callback interaction, such as an outbound dialing attempt.

EWT WHEN_OFFERED
Based on KVP: CB_EWT WHEN_CALLBACK_WAS_OFFERED

The value of EWT, in seconds, at the time the callback was offered.

POS_READY TO START IXN
Based on KVP: CB_POS_WHEN_READY_TO_START_MEDIA IXN

The customer position in the queue at the time the contact center was ready to start the first
callback interaction, such as an outbound dialing attempt.

POS WHEN_OFFERED
Based on KVP: CB_POS WHEN_CALLBACK_WAS_OFFERED

The customer position in the queue at the time callback was offered.

CALLBACK OFFER TIME
Based on KVP: CB_D_CALLBACK_OFFER

The duration of the callback offer, in seconds.

WAIT AGENT OFFLINE_TIME
Based on KVP: CB_D_WAITING_FOR_AGENT OFFLINE

The amount of time, in seconds, the customer was waiting offline for an agent to become available.

ESTABLISH_MEDIA IXN_TIME
Based on KVP: CB_D_ESTABLISH_MEDIA_IXN

The amount of time, in seconds, it took to establish the callback interaction, such as an outbound
call.

Genesys Info Mart Physical Data Model for an Oracle Database 154



Info Mart Tables Table CALLBACK FACT

CONN_WAITING_AGENT _TIME
Based on KVP: CB_D_CUSTOMER_CONNECTED_WAITING_FOR_AGENT

The amount of time, in seconds, the customer was waiting to be connected to the agent after the
callback interaction was established.

CALLBACK ACCEPTED_TS
Based on KVP: CB_T _CALLBACK_ACCEPTED

The UTC timestamp at the time the callback offer was accepted.

CALLBACK _OFFERED_TS
Based on KVP: CB_T_CALLBACK_OFFERED

The UTC timestamp at the time the callback was offered.

READY_START MEDIA_IXN_TS
Based on KVP: CB_T_READY_TO_START_MEDIA_IXN

The UTC timestamp at the time the contact center was ready to start the callback interaction. The
value matches the time of either an outbound dialing attempt or a push notification prompting the
customer to start a call or chat session.

CUSTOMER_CONNECTED TS
Based on KVP: CB_T CUSTOMER _CONNECTED

The UTC timestamp at the time the customer was reconnected to the contact center and started
waiting for an agent to be connected.

AGENT ADDED TO_IXN
Based on KVP: CB_N_AGENT ADDED TO_IXN

Indicates whether the agent was successfully added to the callback interaction: 0 = No, 1 = Yes.

XFER_TO_AGENT FAILED

Based on KVP: CB_N TRANSFER_TO AGENT FAILED
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Number of times the callback interaction failed to transfer to the agent.

ABANDONED_WAITING
Based on KVP: CB_N_CUSTOMER_ABANDONED_WHILE_WAITING_FOR_AGENT

Indicates whether the customer abandoned the callback interaction while waiting to be connected to
an agent: 0 = No, 1 = Yes.

TIMEOUT _WAITING
Based on KVP: CB_N_TIMEOUT WHILE_WAITING_FOR_AGENT

Indicates whether the customer was disconnected because the timeout for waiting for an agent was
reached: 0 = No, 1 = Yes.

IXN_REQ AGENT
Based on KVP: CB_N_IXN_REQ AGENT

For internal use.

CALLBACK OFFERED
Based on KVP: CB_N_CALLBACK_OFFERED

Indicates whether callback was offered, at least once, during the session: 0 = No, 1 = Yes.

CALLBACK _ACCEPTED
Based on KVP: CB_N_CALLBACK_ACCEPTED

Indicates whether a callback offer was accepted: 0 = No, 1 = Yes.

CALLBACK_ATTEMPTS
Based on KVP: CB_N_CALLBACK_MEDIA_ATTEMPTS

The total number of callback attempts or notifications, both successful and unsuccessful.
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SERVICE_START TS
Based on KVP: CB_T SERVICE_START

The UTC timestamp at the time the callback service started. This value represents either the time of
the callback request or the time that the callback offer was played, depending on deployment.

START DATE_TIME_KEY
Based on KVP: CB_T_SERVICE_START

This is the DATE_TIME_KEY equivalent of the SERVICE_START TS value.

CALLBACK_OFFERS_PER_SESSION
Based on KVP: CB_N_CALLBACK_OFFERS_PER_SESSION

The number of times a callback was offered to the customer during the current interaction.

LAST_CALLBACK_OFFERED_TS

Modified: 8.5.008 (default value added)
Based on KVP: CB T LAST CALLBACK OFFERED

The UTC timestamp of the final callback offer during the current interaction.

LAST CALLBACK OFFER TIME
Based on KVP: CB_D_LAST CALLBACK OFFER

The duration, in seconds, of the final callback offer.

CUSTOMER PHONE_NUMBER
Based on KVP: CB_CUSTOMER_PHONE_NUMBER

The customer phone number that was used for the callback interaction, if available.

DESIRED_TIME
Discontinued: Release 8.5.003 (renamed to DESIRED_TIME_TS)

The UTC equivalent of the scheduled callback time that was promised to the customer. For ASAP
callback requests, this time equals to the CALLBACK_ACCEPTED_TS value.
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DESIRED_TIME_TS

Introduced: Release 8.5.003 (renamed from DESIRED_TIME)
Based on KVP: CB T DESIRED TIME

The UTC equivalent of the scheduled callback time that was promised to the customer. For ASAP
callback requests, this time equals to the CALLBACK_ACCEPTED_TS value.

PUSH_DELIVERY_CONFIRMED_TS

Introduced: Release 8.5.003
Based on KVP: CB T PUSH DELIVERY _CONFIRMED

The UTC timestamp at the time the application confirmed receipt of push notification. This field is
populated for Inbound Callback scenarios.

CUSTOMER_READY TO_START IXN_TS

Introduced: Release 8.5.003
Based on KVP: CB T CUSTOMER_READY TO_START MEDIA IXN

The UTC timestamp at the time the customer is ready to start the callback interaction. This field is
populated for Inbound Callback scenarios. Typically, the value is set to the time when the application
sends a request for an access number to dial and an access code to match the call. In cases when no
special confirmation is sent about push delivery, this value is the same as
_CB_T_PUSH_DELIVERY_CONFIRMED.

Note: Genesys recommends to use a separate confirmation for push delivery.

CALLBACK DIM_1_KEY

The surrogate key that is used to join the CALLBACK DIM_1 dimension to the fact table, by the record
ID.

CALLBACK_DIM_2_KEY

The surrogate key that is used to join the CALLBACK DIM_2 dimension to the fact table, by the record
ID.

CALLBACK_DIM_3_KEY

The surrogate key that is used to join the CALLBACK DIM_3 dimension to the fact table, by the record
ID.
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RESOURCE_KEY
Based on KVP: CB_DIM VQ DBIDand _CB_DIM VQ

The surrogate key that is used to join the RESOURCE_ dimension to the fact tables, to identify the
virtual queue where the callback request was waiting for execution.

DIAL 1 TS

Introduced: Release 8.5.009.20
Based on KVP: CB T DIAL_1

The UTC timestamp of the first dialing attempt.

If the KVP is missing from UserEvents, the value of this field is 0.

DIAL 2 TS

Introduced: Release 8.5.009.20
Based on KVP: _CB_T DIAL 2

The UTC timestamp of the second dialing attempt.

If the KVP is missing from UserEvents, the value of this field is 0.

DIAL 3_TS

Introduced: Release 8.5.009.20
Based on KVP: CB T DIAL 3

The UTC timestamp of the third dialing attempt.

If the KVP is missing from UserEvents, the value of this field is 0.

DIAL 4 TS

Introduced: Release 8.5.009.20
Based on KVP: CB T DIAL 4

The UTC timestamp of the fourth dialing attempt.

If the KVP is missing from UserEvents, the value of this field is 0.

Genesys Info Mart Physical Data Model for an Oracle Database 159



Info Mart Tables Table CALLBACK FACT

DIAL_5 TS

Introduced: Release 8.5.009.20
Based on KVP: _CB_T DIAL 5

The UTC timestamp of the fifth dialing attempt.

If the KVP is missing from UserEvents, the value of this field is 0.

EWT_WHEN_REJECTED

Introduced: Release 8.5.009.20
Based on KVP: CB OFFER EWT INBOUND VQ

Estimated Wait Time for the queue where rejected callbacks and calls not offered callbacks are being
placed. This value is identical to EWT_WHEN_OFFERED if the same Virtual Queue is used to place
accepted callbacks.

If the KVP is missing from UserEvents, the value of this field is 0.

CUSTOMER_ANI

Introduced: Release 8.5.009.20
Based on KVP: CB CUSTOMER_ANI

The ANI of the customer for in-queue scenarios. This value might match CUSTOMER_PHONE_NUMBER
if the same number is confirmed or entered, or the field might be empty if the ANI is not detected.

SERVICE_END TS

Introduced: Release 8.5.009.20
Based on KVP: CB T SERVICE_END

The UTC timestamp at the time the callback service was completed or terminated.

If the KVP is missing from UserEvents, the value of this field is 0.

WAITED_BEFORE_OFFER_TIME

Introduced: Release 8.5.009.20
Based on KVP: CB D CUSTOMER WAITED BEFORE_OFFER

The amount of time, in seconds, the customer waited in the queue before a callback was offered.

If the KVP is missing from UserEvents, the value of this field is 0.
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EWT WHEN_LAST DIAL

Introduced: Release 8.5.009.20
Based on KVP: CB EWT WHEN_READY TO START LAST MEDIA IXN

EWT, in seconds, at the time the last callback dialing attempt was made or the last push notification
sent.

If the KVP is missing from UserEvents, the value of this field is 0.

POS_WHEN_LAST DIAL

Introduced: Release 8.5.009.20
Based on KVP: CB POS WHEN READY TO_START LAST MEDIA IXN

The position of the callback in the queue at the time the last dialing attempt was made or the last
push notification sent.

If the KVP is missing from UserEvents, the value of this field is 0.

PRIORITY_ WHEN_CB_ACCEPTED

Introduced: Release 8.5.009.20
Based on KVP: CB_PRIORITY WHEN_CALLBACK_ACCEPTED

The priority of the interaction (real or virtual) at the time the callback offer was accepted.

If the KVP is missing from UserEvents, the value of this field is 0.

PRIORITY_ WHEN_C_CONNECTED

Introduced: Release 8.5.009.20
Based on KVP: CB PRIORITY WHEN CUSTOMER_CONNECTED

The priority of the virtual interaction at the time the customer was connected.

If the KVP is missing from UserEvents, the value of this field is 0.

PRIORITY_WHEN_A_CONNECTED

Introduced: Release 8.5.009.20
Based on KVP: CB_PRIORITY_AT THE_END_OF_ONLINE_WAIT

The priority of the virtual interaction at the time the customer was connected to the agent. If the
customer abandoned the call while waiting in the queue, then this value is the priority of the call at
the time the customer disconnected.
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If the KVP is missing from UserEvents, the value of this field is 0.

EWT_THRESHOLD_WHEN_OFFERED

Introduced: Release 8.5.009.20
Based on KVP: CB EWT THRESHOLD WHEN_OFFERED

The value of the EWT threshold the callback application used to decide whether the callback offer
should be made.

If the KVP is missing from UserEvents, the value of this field is 0.

ORIGINATION_IXN_ID

Introduced: Release 8.5.009.20

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB_ORIGINATION_IXN_ID

The ID of the interaction for which the callback was originally offered and accepted. For voice calls,
this is the call ID of the original inbound call. For chat scenarios, this is the chat interaction ID.

FIRST _OUT_IXN_ID
Introduced: Release 8.5.009.20

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB FIRST OUT_IXN_ID

The call ID of the first outbound call created by the callback module.

LAST OUT_IXN_ID

Introduced: Release 8.5.009.20
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB LAST OUT_IXN_ID

The call ID of the last outbound call created by the callback module.

ORS_SESSION_ID

Introduced: Release 8.5.009.20
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB ORS SESSION_ID

The Orchestration Server (ORS) session ID used to manage the callback. If multiple sessions were
used (for example, because an ORS session terminated unexpectedly during the callback), the last
session ID is reported.
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CALLBACK DIAL RESULTS KEY

Introduced: Release 8.5.009.20

The surrogate key that is used to join the CALLBACK DIAL RESULTS dimension to the fact table, by
the record ID.

If the KVP is missing from UserEvents, the value of this field is -2.

CALLBACK DIM 4 KEY

Introduced: Release 8.5.009.20
The surrogate key that is used to join the CALLBACK DIM_4 dimension to the fact table, by the record
ID.

If the KVP is missing from UserEvents, the value of this field is -2.

UPDATE_AUDIT_KEY

Introduced: Release 8.5.010.16

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify recently modified data.

Index List

No indexes are defined.

Subject Areas

e Facts — Represents the relationships between subject area facts.
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Table CALLING LIST METRIC FACT

Description

In partitioned databases, this table is partitioned.

Each row represents a set of outbound campaign calling list metrics, calculated by Outbound Contact
Server in configurable snapshots. Rows in this table are not updated; they are inserted or deleted
only.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List

Legend

Column Data Type P
CALLING_LIST METRIEIFBERTLHEY X
TENANT_KEY NUMBER(10)
CREATE_AUDIT KENUMBER(19)
UPDATE_AUDIT_KENUMBER(19)
CAMPAIGN_KEY NUMBER(10)
CALLING_LIST KEYNUMBER(10)

X X X X X X =
X X X X X

Genesys Info Mart Physical Data Model for an Oracle Database 164



Info Mart Tables Table CALLING_LIST _METRIC_FACT

Column Data Type P M DV
START_DATE_TIMENKEMBER(10) X
CAMP_GROUP_SES$UMBHRELD) KEY
CAMP_GROUP_SES$UMBER(IOXEY

GMT_TS NUMBER(10)

TOTAL_RECORDS NUMBER(10

)
NOT_PROCESSED_REMBERELO)
)
)

X X X m

TOTAL_CONTACTSNUMBER(10
NOT_PROCESSED NOMBER{T0
ACTIVE_FLAG NUMBER(1)
PURGE_FLAG NUMBER(1)

CALLING_LIST METRIC_FACT KEY

The primary key of this table.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables.

CREATE_AUDIT_KEY
The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the

lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify recently modified data.

CAMPAIGN_KEY

The surrogate key that is used to join the CAMPAIGN dimension to the fact tables.

CALLING_LIST KEY

The surrogate key that is used to join the CALLING_LIST dimension to the fact tables.
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START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the fact began. Use this value as a key to join the
fact tables to any configured DATE_TIME dimension.

CAMP_GROUP_SESS_FACT _SDT KEY
The value of the START_DATE_TIME_KEY field of the record in the CAMPAIGN_GROUP_ SESSION_FACT
table. On a partitioned database, CAMP_GROUP_SESS_FACT_SDT_KEY in combination with

CAMP_GROUP_SESSION_FACT_KEY forms a value of the composite primary key for the
CAMPAIGN_GROUP_SESSION_FACT table.

CAMP_GROUP_SESSION_FACT_KEY

The value of the primary key of the CAMPAIGN_GROUP_SESSION_FACT table.

GMT TS

The GMT-equivalent date and time at which measurement occurred, as the number of seconds that
have elapsed since midnight on January 1, 1970.

TOTAL_RECORDS

The total number of records in the calling list.

NOT PROCESSED RECORDS

The total number of records in the calling list that are ready to be processed and that have never
been processed as part of this calling list.

TOTAL_CONTACTS

The total number of contacts in the calling list (where a set of chained records for the same customer
is considered to be one contact).

NOT_PROCESSED_CONTACTS

The total number of contacts in the calling list that have not been processed (where a set of chained
records for the same customer is considered to be one contact).
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ACTIVE_FLAG

Indicates whether the calling list metric is currently active. Always 0.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
Improves access time,
|_CLMF_SDT based on the Start Date
Time key.
| CLMF_TNT Improves access time,

based on the Tenant.

Index |_CLMF_SDT

Field Sort Comment
START_DATE_TIME_KEY Ascending

Index |_CLMF_TNT

Field Sort Comment
TENANT_KEY Ascending

Subject Areas

e Calling_List Metric — Represents a snapshot of outbound campaign calling list metrics.

¢ Facts — Represents the relationships between subject area facts.
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Table CAMPAIGN GROUP SESSION FACT

Description

Modified: 8.5.003 (in Oracle, fields with VARCHAR data types use explicit CHAR character-length
semantics)

In partitioned databases, this table is partitioned.

Each row represents an outbound campaign group session, where a session is started when a
campaign group is loaded and ended when a campaign group is unloaded. The grain of the fact is an
accumulating snapshot that represents the duration of the campaign group session.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
CAMP_GROUP_SESSUMBER(IOKEY X X
GROUP_KEY NUMBER(10) X X
CAMPAIGN_KEY NUMBER(10) X X
TENANT_KEY NUMBER(10) X X
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Column Data Type P M F DV
START_DATE_TIMENKEMBER(10) X X
END DATE TIME_ KRYMBER(10) X X
CREATE_AUDIT KENUMBER(19) X X
UPDATE_AUDIT_KENUMBER(19) X X
START_TS NUMBER(10)
END TS NUMBER(10)

TOTAL_DURATION NUMBER(10)
v (64
CAM PA|GN_GR0UPC_§1§%W_|‘B

ACTIVE_FLAG NUMBER(1)
PURGE_FLAG NUMBER(1)

CAMP_GROUP_SESSION_FACT_KEY

The primary key of this table.

GROUP_KEY

The surrogate key that is used to join the GROUP_ dimension to the fact tables.

CAMPAIGN_KEY

The surrogate key that is used to join the CAMPAIGN dimension to the fact tables.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables.

START _DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the campaign group session began. Use this value
as a key to join the fact tables to any configured DATE_TIME dimension, in order to group the facts
that are related to the same interval and/or convert the START_TS timestamp to an appropriate time
zone.

END_DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the campaign group session ended. Use this value
as a key to join the fact tables to any configured DATE_TIME dimension, in order to group the facts
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that are related to the same interval and/or convert the END_TS timestamp to an appropriate time
zone.

CREATE_AUDIT_KEY
The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the

lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify newly added data.

UPDATE_AUDIT _KEY
The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the

lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that need to identify recently modified data.

START TS

The UTC-equivalent value of the date and time at which the campaign group session began.

END TS
The meaning depends on the value of ACTIVE_FLAG. For an inactive row, this field represents the
UTC-equivalent value of the date and time at which the campaign group session ended. For an active

row, this value represents a UTC-equivalent value of the date and time far in the future, so that
applications do not have to test for null.

TOTAL_DURATION

The meaning depends on the value of ACTIVE_ FLAG. For an inactive row, the total duration, in
seconds, of the campaign group session. For an active row, the duration, in seconds, that the
campaign group session was active, from start time to the time that the ETL last executed.

CAMPAIGN_GROUP_SESSION_ID

The ICON source SessID for the campaign group session with which this session fact is related.

ACTIVE_FLAG

Indicates whether the campaign group session is currently active: 0 = No, 1 = Yes.
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PURGE_FLAG

This field is reserved.

Index List

CODE

| CGSEF_SID

| CGSEF_DT

| CGSEF_TNT

Index |_CGSEF_SID

Field

CAMPAIGN_GROUP_SESSION_ID

START_DATE_TIME_KEY

Index |_CGSEF_DT

Field
START_DATE_TIME_KEY
END_DATE_TIME_KEY

Index |_CGSEF_TNT

Field
TENANT_KEY

Subject Areas

Ascending
Ascending

Ascending

Ascending

Ascending

Sort

Sort

Sort

Description

Ensures that the facts
that are stored in the
table are for unique
sessions.

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Tenant.

Comment

Comment

Comment

e Campaign_Group_Session — Represents campaign groups as they are being loaded and unloaded.

¢ Facts — Represents the relationships between subject area facts.
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Table CAMPAIGN GROUP_STATE

Description

Modified: 8.5.003 (in Oracle, fields with VARCHAR data types use explicit CHAR character-length
semantics)

In partitioned databases, this table is not partitioned.

Allows facts to be described based on attributes of an outbound campaign group status. Each row
describes one campaign group status. Rows exist for the Loaded, Started, and Unloading statuses.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
CAMPAIGN_GROUMNBMYERKHY) X X

Y R2(32
CAM PAIGN_GROUPG'%&%'EA
y
CAM PA|GN_GR0UP§%%EA_%B%

CREATE_AUDIT_KENUMBER(19) X X
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Column Data Type P M F DV
UPDATE_AUDIT KENUMBER(19) X

CAMPAIGN_GROUP_STATE_KEY

The primary key of this table and the surrogate key that is used to join this dimension table to the
fact tables.

CAMPAIGN_GROUP_STATE

The campaign group session state. This field is set to one of the following values:

e Null

e Loaded

» Started

e Unloading

This value can change with localization.

CAMPAIGN_GROUP_STATE_CODE

The code for the campaign group session state. This field is set to one of the following values:

* NULL
 LOADED
STARTED
UNLOADING

This value does not change with localization.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify recently modified data.
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Index List

No indexes are defined.

Subject Areas

e Campaign_Group_State — Represents campaign groups from the perspective of states they go through,
such as “Loaded", "Started", and "Unloading".
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Table CAMPAIGN GROUP STATE FACT

Description

Modified: 8.5.003 (in Oracle, fields with VARCHAR data types use explicit CHAR character-length
semantics)

In partitioned databases, this table is partitioned.

Each row in this table represents the state of an outbound campaign group. The states that are
recorded are Loaded, Started, and Unloading. The grain of the fact is an accumulating snapshot that
represents the duration of the campaign group in the given state.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List

Legend
Column Data Type P M F DV
CAMP_GROUP_STANEMBER(KgY X X
TENANT_KEY NUMBER(10) X X
CAMPAIGN_KEY NUMBER(10) X X
GROUP_KEY NUMBER(10) X X
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Column Data Type P M DV
CAMPAIGN_GROUMNBEMBERKHY) X
CAMP_GROUP_SES$UMBHRELD) KEY
CAMP_GROUP_SES$UMBER(IOXEY
START _DATE_TIMENUEMBER(10)
END_DATE_TIME_KEYMBER(10
CREATE_AUDIT _KENUMBER(19

)
)
UPDATE_AUDIT_KBNUMBER(19)
)
)

X X X X X X X m

X X X X

START_TS NUMBER(10
END_TS NUMBER(10
TOTAL_DURATION NUMBER(10)

CAMPAIGN_GROU ﬁé_ﬁ%%ﬁ\?_ﬁ%“

ACTIVE_FLAG NUMBER(1)
PURGE_FLAG NUMBER(1)

CAMP_GROUP_STATE_FACT_KEY

The primary key of this table.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables.

CAMPAIGN_KEY

The surrogate key that is used to join the CAMPAIGN dimension to the fact tables.

GROUP_KEY

The surrogate key that is used to join the GROUP_ dimension to the fact tables.

CAMPAIGN_GROUP_STATE_KEY

The surrogate key that is used to join the CAMPAIGN_GROUP_STATE dimension to the fact tables.

CAMP_GROUP_SESS_FACT SDT KEY

The value of the START _DATE_TIME_KEY field of the record in the CAMPAIGN_GROUP_SESSION_FACT
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table. On a partitioned database, CAMP_GROUP_SESS_FACT_SDT_KEY in combination with
CAMP_GROUP_SESSION_FACT _KEY forms a value of the composite primary key for the
CAMPAIGN_GROUP_SESSION_FACT table.

CAMP_GROUP_SESSION_FACT_KEY

The value of the primary key of the CAMPAIGN_GROUP_SESSION_FACT table. This surrogate key is
used to join this campaign group state fact to its campaign group session fact. In other words, this
key places the campaign group state within the context of a campaign group session.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which this state for the campaign group began. Use this
value as a key to join the fact tables to any configured DATE_TIME dimension, in order to group the
facts that are related to the same interval and/or convert the START_TS timestamp to an appropriate
time zone.

END_DATE_TIME_KEY
Identifies the start of a 15-minute interval in which this state for the campaign group ended. Use this
value as a key to join the fact tables to any configured DATE_TIME dimension, in order to group the

facts that are related to the same interval and/or convert the END_TS timestamp to an appropriate
time zone.

CREATE_AUDIT_KEY
The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the

lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that need to identify newly added data.

UPDATE_AUDIT _KEY
The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the

lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that need to identify recently modified data.

START TS

The UTC-equivalent value of the date and time at which the campaign group entered this state.
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END_TS
The meaning depends on the value of ACTIVE_FLAG. For an inactive row, this field represents the
UTC-equivalent value of the date and time at which this state for the campaign group ended. For an

active row, this value represents a UTC-equivalent value of the date and time far in the future, so that
applications do not have to test for null.

TOTAL_DURATION

The meaning depends on the value of ACTIVE_FLAG. For an inactive row, the total duration, in
seconds, of the campaign group in started state. For an active row, the amount of time, in seconds,
that the campaign group has been in started state, from the time that it entered started state to the
time that the ETL last executed.

CAMPAIGN_GROUP_SESSION_ID

The ICON source SessID for the campaign group session with which this session fact is related.

ACTIVE_FLAG

Indicates whether the campaign group state is currently active: 0 = No, 1 = Yes.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
Improves access time,
|_CGSTF_STD based on the Start Date
Time key.

Improves access time,
|_CGSTF_CGSF based on the Campaign
Group Session Fact key.

Improves access time,

|_CGSTF_TNT based on the Tenant.
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Index |_CGSTF_STD

Field Sort Comment
START _DATE_TIME_KEY Ascending

Index |_CGSTF_CGSF

Field Sort Comment
CAMP_GROUP_SESSION_FACT _KEY Ascending

Index |_CGSTF_TNT

Field Sort Comment
TENANT_KEY Ascending

Subject Areas

e Campaign_Group_State — Represents campaign groups from the perspective of states they go through,
such as “Loaded", "Started", and "Unloading".

e Facts — Represents the relationships between subject area facts.
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Table CDR DIM1

Description

Introduced: 8.5.013.06

In partitioned databases, this table is not partitioned.

Reserved for future use.

Tip

Column List

Legend

Column
ID
DIRECTION
DEVICE_DBID

DEVICE_NAME

DEVICE_CLASS

Data Type
NUMBER(10)
NUMBER(10)
NUMBER(10)

VARCHAR2(255
CHAR)

NUMBER(10)

CREATE_AUDIT_KENUMBER(19)

X X X X X x =2

To assist you in preparing supplementary documentation, click the following link to
download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

DV
-1
-1
UNKNOWN
0
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ID

DIRECTION

DEVICE_DBID

DEVICE_NAME

DEVICE_CLASS

CREATE_AUDIT_KEY

Index List

CODE
| CDR_DIM1

Index |_CDR_DIM1

Field
DIRECTION
DEVICE_DBID
DEVICE_NAME
DEVICE_CLASS

Subject Areas

Ascending
Ascending
Ascending
Ascending

No subject area information available.

Sort

Description

Reserved for future use.

Comment
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Table CDR FACT

Description

Introduced: 8.5.013.06

In partitioned databases, this table is partitioned.

Reserved for future use.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
DN \éﬁiil;ARZ(255 )
PARTYUUID \éﬁ'i%'ARZ(M y )
CALLUUID \C/ﬁ'iik)iARZ(M )
CALL_ID \éﬁiﬁ:}?ARz(M )
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Column Data Type P M F DV
VARCHAR2(64
ROOT_CALLUUID ARG
VARCHAR2(255
DNIS CHAR)
VARCHAR2(255
Al CHAR)
START DATE_ TIMENUMBER(10) X X X
INITIATED TS~ NUMBER(L0) X
ESTABLISHED TS NUMBER(10)
RELEASED TS  NUMBER(0) X
CDR DIM1 KEY NUMBER(10) X -2
CREATE_AUDIT KENUMBER(19) X X
)

UPDATE_AUDIT KENUMBER(19

DN

PARTYUUID

CALLUUID

CALL_ID

ROOT_CALLUUID

DNIS

ANI

START _DATE_TIME_KEY

INITIATED_TS
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ESTABLISHED_TS

RELEASED_TS

CDR_DIM1_KEY

CREATE_AUDIT_KEY

UPDATE_AUDIT_KEY

Index List
CODE U C Description
| CDR_FACT SDT Reserved for future use.

Index |_CDR_FACT SDT

Field Sort Comment
START DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table CHAT SESSION DIM

Description

Introduced: 8.5.011
Modified: 8.5.011.14 (ASYNC_MODE column added to table and index)

In partitioned databases, this table is not partitioned.

This dimension table allows chat session facts to be described based on characteristics of the
session, such as where the session originated and how it ended.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List
Legend
Column Data Type P M F DV
ID NUMBER(10) X X
VARCHAR2(50
ENDED_BY CHAR) X unknown
VARCHAR2(50
ENDED _REASON CHAR) X unknown
LANGUAGE_NAMEVARCHAR2(50 X unknown
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Column Data Type P M F DV
CHAR)
VARCHAR2(64
MEDIA_ORIGIN CHAR) X unknown
ASYNC_MODE NUMBER(10) X 0
CREATE_AUDIT_KENUMBER(19) X X

ID

The primary key of this table. This ID is referenced from other tables as CHAT_SESSION_DIM_KEY.

ENDED_BY
Based on KVP: csg SessionEndedBy

The type of participant that initiated termination of the Chat Server session. Possible values are:

e CLIENT

e AGENT
SUPERVISOR
 BOT

* SYSTEM

For more information about the meaning of the values, see the Integrating with Genesys Historical
Reporting page in the eServices Administrator's Guide.

ENDED_REASON
Based on KVP: csg SessionEndedReason

The reason the Chat Server session was terminated. Possible values are:

* DISCONNECT
* QUIT
* FORCE
* INACTIVE
e DB_ERROR
For more information about the meaning of the values, and the types of participants for which they

apply, see the Integrating with Genesys Historical Reporting page in the eServices Administrator's
Guide.
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LANGUAGE_NAME
Based on KVP: csg LanguageName

The name of the language used in the chat session, as defined in the Chat Server application.

MEDIA_ORIGIN
Based on KVP: csg MediaOrigin

Identifies where the chat session originated (web chat, social media channels, SMS, and so on).

ASYNC_MODE

Introduced: Release 8.5.011.14
Based on KVP: csg _ChatAsyncMode

Identifies whether the chat session is regular (0) or asynchronous (1).

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools—that is, applications that need to identify newly added data.

Index List
CODE U C Description
Ensures that the
combinations of values
| CHAT _SESSION_DIM X that are stored in the
dimension table are
unique.
Index |_CHAT _SESSION_DIM
Field Sort Comment
ASYNC_MODE Ascending
ENDED_BY Ascending
ENDED_REASON Ascending
LANGUAGE_NAME Ascending

Genesys Info Mart Physical Data Model for an Oracle Database 187



Info Mart Tables Table CHAT_SESSION_DIM

Field Sort Comment
MEDIA_ORIGIN Ascending

Subject Areas

No subject area information available.
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Table CHAT SESSION FACT

Description

Introduced: 8.5.011
Modified: 8.5.014.09 (THREAD_ID column added); 8.5.011.14 (8 new columns added specific to
asynchronous chat, as identified in the column descriptions)

In partitioned databases, this table is partitioned.

In on-premises deployments with Genesys Chat managed by Chat Server and in cloud deployments
with Genesys Chat or Advanced Chat, each row in this table describes a chat session. A chat session
is a single chat interaction from the point of view of the server that manages chat activity, and a
single conversation from the point of view of the customer. Multiple agents can participate in a single
chat interaction (session).

Each fact is based on user data sent in an Interaction Server reporting event when the chat session
ends. Genesys Info Mart extracts the KVP data from the G_USERDATA_HISTORY table in IDB, and the
transformation job combines the statistics in each event into a single CHAT _SESSION_FACT record.
Rows are inserted on receipt of the reporting event and are not updated. The chat statistics reported
in each record are summarized by session and are not connected to specific agents or, in
deployments that include Bot Gateway Server (BGS), bots.

The MEDIA_SERVER_IXN_GUID links the CHAT_SESSION_FACT record with the related
INTERACTION_FACT (IF). In deployments that include BGS, the MEDIA_SERVER_IXN_GUID also links the
CHAT_SESSION_FACT record with the related BGS_SESSION_FACT records. In this way, Genesys Info
Mart enables you to generate reports that provide details about Genesys Chat activity at the
interaction level, session level, and chat bot level.

Terminology note

The meanings of terms such as interaction, session, thread, and conversation have evolved with
Genesys chat implementations, and these terms might have different technical meanings in different
contexts, depending on the type and version of chat implementation in your deployment.

e For the CHAT _SESSION_FACT table, the reporting entity is a set of chat messages with a particular
customer on a single topic. The messages occur in close time proximity to each other. From the point of
view of the server managing the chat activity, the messages occur within a single interaction.

In the Genesys Info Mart documentation, the reporting entity that is the subject of
CHAT_SESSION_FACT records is always referred to as a session. In certain chat implementations in
cloud deployments and, therefore, in documentation describing those deployments, such a set of
messages could be referred to as an interaction, and the term session could have a different
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meaning (see next bullet).

e For the CHAT_THREAD_FACT table, the reporting entity is a thread of multiple chat interactions with a
particular customer over time.

In the Genesys Info Mart documentation, the reporting entity that is the subject of
CHAT_THREAD_FACT records is always referred to as a thread. In certain chat implementations in
cloud deployments and, therefore, in documentation describing those deployments, these linked
interactions, or threads, are referred to as sessions or conversations. As noted in the previous
bullet, in the Genesys Info Mart documentation the term session always refers to the individual
interactions in a thread.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List

Legend

Column Data Type P

MEDIA_SERVER_IXK@%&TB‘RZ(GM X

ADDED TS NUMBER(10)
START_DATE_TIMENUMBER(10) X
END_DATE_TIME_KMYMBER(10)
TENANT_KEY NUMBER(10)
SESSION_DURATICNUMBER(10)

)

)

X X
U
N

MSG_FROM_AGENTK&MBER(LO
MSG_FROM AGENN&MBER (10
MSG_FROM_CUSTOMEFEERIQONT
MSG_FROM_CUSTOVUMBER(IE)
AGENT REPLY CONWMBER(10)
AGENT REPLY MAXUNMBER(D0)
AGENT REPLY DURAIMBER(10)
AGENT WAIT _COUNUMBER(10)
AGENT_WAIT _MAXNDWBERCIO)

X X X X X X X X X X X X X xXx x =

O O ©O O O O O o o o
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Column Data Type P
AGENT WAIT DURNUMBER(10)
CUSTOMER_REPLYNUMB¥R (10)
CUSTOMER_REPLYNUMBER(ROYION
CUSTOMER_REPLYNDWRBEROND)
CUSTOMER_WAIT NOMBER(10)
CUSTOMER_WAIT NUWMBEBRKIION
CUSTOMER_WAIT BUMBER(10)
UNTIL_FIRST AGENNUFBBRT1ON
UNTIL_FIRST REPLNUMBER(D0)
AGENTS_COUNT NUMBER(10)
MSG_FROM_ BOTS NIMBER(10)
MSG_FROM_BOTS MUMBER(10)
UNTIL_FIRST BOT NWMBERIMO)
BOTS_COUNT NUMBER(10)
ASYNC_DORMANTNUMBER(10)
ASYNC_DORMANT NMMBHERDND)
ASYNC_IDLE_COUMUMBER(10)
ASYNC_IDLE_DURAVUMBER(10)
ACTIVE_IDLE_COUNUMBER(10)
ACTIVE_IDLE_DURNUGIBER(10)
HANDLE_COUNT NUMBER(10)
HANDLE_DURATIONUMBER(10)

VARCHAR2(64
CHAR)

CHAT_SESSION_DINUKBER(10) X
MEDIA TYPE_KEY NUMBER(10)
CREATE_AUDIT_KENUMBER(19) X
UPDATE_AUDIT_KENUMBER(19)

X X X X X X X X X X X X X x =
O O O O O O O O O o o o o o

THREAD_ID

>
X X X X

MEDIA_SERVER_IXN_GUID

The interaction GUID, as reported by Interaction Server. This value is the ID of the chat session. This
GUID might not be unique. The value allows you to associate interaction details with the chat session
details by using the following references:

INTERACTION FACT.MEDIA SERVER IXN GUID =
CHAT SESSION FACT.MEDIA SERVER IXN GUID

AND INTERACTION FACT.START DATE TIME KEY =
CHAT _SESSION FACT.START DATE TIME KEY
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In combination with START_DATE_TIME_KEY, MEDIA_SERVER_IXN_GUID forms the value of the
composite primary key for this table in nonpartitioned as well as partitioned databases.

ADDED TS

The UTC-equivalent value of the date and time at which the event with chat data is received.

START DATE_TIME_KEY
Based on KVP: ChatServerSessionStartedAt

Identifies the start of a 15-minute interval in which the chat session began. Use this value as a key to
join the fact tables to any configured DATE_TIME dimension, in order to group the facts that are
related to the same interval and/or convert the timestamp from the KVP to an appropriate time zone.

In combination with MEDIA_SERVER_IXN_GUID, START_DATE_TIME_KEY forms the value of the
composite primary key for this table in nonpartitioned as well as partitioned databases.

END_DATE_TIME_KEY
Based on KVP: ChatServerSessionClosedAt
Identifies the start of a 15-minute interval in which the chat session ended. Use this value as a key to

join the fact tables to any configured DATE_TIME dimension, in order to group the facts that are
related to the same interval and/or convert the timestamp from the KVP to an appropriate time zone.

TENANT_KEY
Based on KVP: csg Tenantld

The surrogate key that is used to join the TENANT dimension to the fact tables.

SESSION_DURATION
Based on KVP: csg SessionTotalTime

The duration, in seconds, of the Chat Server session. Note that async chat sessions could last for a
few days.

MSG_FROM_AGENTS_COUNT

Based on KVP: csg MessagesFromAgentsCount
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The total number of all messages visible to the customer that were sent by all agents involved in the
chat. A chat session might involve several agents (for example, in the case of a conference or
transfer).

MSG_FROM_AGENTS_SIZE
Based on KVP: csg MessagesFromAgentsSize

The total size of all messages visible to the customer that were sent by all agents involved in the
chat. The size is expressed as number of characters, including spaces.

MSG_FROM_CUSTOMERS COUNT
Based on KVP: csg MessagesFromCustomersCount

The total number of messages sent by the customer.

MSG_FROM_CUSTOMERS_SIZE
Based on KVP: csg MessagesFromCustomersSize

The total size of the messages sent by the customer. The size is expressed as number of characters,
including spaces.

AGENT _REPLY_COUNT
Based on KVP: cse_AgentReplyTotalCount

The total number of agent replies to the customer.

AGENT_REPLY_MAX DURATION
Based on KVP: cse_AgentReplyMaxTime

The maximum amount of time, in seconds, the agent(s) spent replying to the customer (in other
words, the maximum amount of time that elapsed between the customer's response and the time the
first agent actually sent a reply). If the customer's response was a set of messages, the reply interval
is calculated from the time the first message in the set was received.

Note: For asynchronous (async) chat interactions, if a chat session was in a dormant state while a
customer message was received, the time until the agent(s) rejoined the session is excluded.
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AGENT_REPLY_DURATION
Based on KVP: cse_AgentReplyTotalTime
The total amount of time, in seconds, the agent(s) spent replying to the customer.

Note: For async chat interactions, if a chat session was in a dormant state while a customer message
was received, the time until the agent(s) rejoined the session is excluded.

AGENT WAIT_COUNT
Based on KVP: cse_AgentWaitTotalCount

The number of times the agent(s) waited for a reply from the customer.

AGENT_WAIT_MAX DURATION

Based on KVP: cse_AgentWaitMaxTime

The maximum amount of time, in seconds, the agent(s) spent waiting for a reply from the customer
(in other words, the maximum amount of time that elapsed between the last response from any
agent and the customer's reply). If the agent was waiting for a reply to a set of messages, the wait
interval is calculated from the time the last message in the set was sent.

Note: For async chat interactions, cumulative dormant time until a customer's reply is received is
excluded.

AGENT_ WAIT _DURATION
Based on KVP: cse_AgentWaitTotalTime

The total amount of time, in seconds, the agent(s) spent waiting for a reply from the customer. If
there were multiple agents on the chat, a time interval is counted only once.

Note: For async chat interactions, cumulative dormant time until a customer's reply is received is
excluded.

CUSTOMER_REPLY_COUNT
Based on KVP: cse_CustomerReplyTotalCount

The number of times the customer replied to the agent(s).
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CUSTOMER_REPLY_MAX DURATION
Based on KVP: cse_CustomerReplyMaxTime
The maximum amount of time, in seconds, the customer spent replying to the agent(s). If the

customer was replying to a set of messages, the reply interval is calculated from the time the first
message in the set was received.

CUSTOMER REPLY_DURATION
Based on KVP: cse_CustomerReplyTotalTime

The total amount of time, in seconds, the customer spent replying to the agent(s).

CUSTOMER _WAIT _COUNT
Based on KVP: cse_CustomerWaitTotalCount

The number of times the customer waited for a reply from an agent.

CUSTOMER_WAIT_MAX_DURATION
Based on KVP: cse_CustomerWaitMaxTime
The maximum amount of time, in seconds, the customer spent waiting for a reply from an agent. If

the customer was waiting for a reply to a set of messages, the wait interval is calculated from the
time the last message in the set was sent.

CUSTOMER_WAIT_DURATION
Based on KVP: cse_CustomerWaitTotalTime

The total amount of time, in seconds, the customer spent waiting for a reply from an agent.

UNTIL_FIRST AGENT_DURATION

Based on KVP: csg _SessionUntilFirstAgentTime

The amount of time, in seconds, the customer waited until the first agent visible to the customer
joined the session. An agent is not visible to the customer until the interaction has been successfully

routed to and accepted by the agent.

The meaning of a value of 0 (zero) depends on the value of AGENTS COUNT:

e If AGENTS_COUNT = 0, no agent ever joined the session.
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e If AGENTS_COUNT > 0, an agent joined very quickly or existed on the session from the start.

UNTIL_FIRST _REPLY_DURATION
Based on KVP: csg SessionUntilFirstReplyTime

The amount of time since the start of the session, in seconds, until the first agent submits into the
chat session the first greeting/message that is visible to the customer.

AGENTS_COUNT
Based on KVP: csg PartiesAsAgentCount

The number of unique parties that participated in the chat session as agents.

MSG_FROM_BOTS_COUNT
Based on KVP: csg MessagesFromBotsCount

The total number of messages visible to the customer that were sent by all bots that participated in
the chat session.

MSG_FROM BOTS SIZE
Based on KVP: csg MessagesFromBotsSize

The total size of all messages visible to the customer that were sent by all bots that participated in
the chat session. The size is expressed as number of characters, including spaces.

UNTIL_FIRST _BOT_DURATION
Based on KVP: csg SessionUntilFirstBotTime

The amount of time, in seconds, the customer waited until the first bot visible to the customer joined
the session.

BOTS_COUNT
Based on KVP: csg PartiesAsBotCount

The number of unique parties that participated in the chat session as bots.
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ASYNC_DORMANT_COUNT

Introduced: Release 8.5.011.14
Based on KVP: cse_AsyncDormantTotalCount

The total number of times that the async chat session was put in a dormant state (no agent was
connected to the async chat session with the customer).

ASYNC_DORMANT_DURATION

Introduced: Release 8.5.011.14
Based on KVP: cse_AsyncDormantTotalTime

The total amount of time, in seconds, that the async chat session spent in a dormant state (no agent

was connected to the async chat session with the customer). Routing time is excluded from this
value.

ASYNC_IDLE_COUNT

Introduced: Release 8.5.011.14
Based on KVP: cse_AsyncldleTotalCount

The total number of times when an inactivity period exceeded a configured threshold while no agent
was connected to the async chat session (that is, while the chat session was in a dormant state).

ASYNC _IDLE_DURATION

Introduced: Release 8.5.011.14
Based on KVP: cse_AsyncldleTotalTime

The total time of inactivity, in seconds, in the async chat session while no agent was connected (that
is, while the chat session was in a dormant state).

ACTIVE_IDLE_COUNT

Introduced: Release 8.5.011.14
Based on KVP: cse_ActiveldleTotalCount

The total number of times when an inactivity period exceeded a configured threshold while at least

one agent was connected to the async chat session (that is, while the chat session was technically in
an active state).

ACTIVE_IDLE_DURATION

Introduced: Release 8.5.011.14
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Based on KVP: cse_ActiveldleTotalTime

The total time of inactivity, in seconds, in the async chat session while at least one agent was
connected (that is, while the chat session was technically in an active state).

HANDLE_COUNT

Introduced: Release 8.5.011.14
Based on KVP: cse_SessionHandleTotalCount

The total number of times a session was in an active state, with at least one agent connected to the
chat session.

HANDLE_DURATION

Introduced: Release 8.5.011.14
Based on KVP: cse_SessionHandleTotalTime

The total time (in seconds) that at least one agent was connected to a chat session.

THREAD_ID

Introduced: Release 8.5.014.09
Based on KVP: thread Id

Identifier of the thread that the chat session is part of. This field is populated in cloud deployments
with Advanced Chat.

CHAT_SESSION_DIM_KEY

Based on KVP: csg SessionEndedByand csg_SessionEndedReasonand csg LanguageNameand
csg_MediaOriginand csg_ChatAsyncMode

The surrogate key that is used to join the CHAT_SESSION_DIM dimension to the fact table, to identify
typical characteristics of the chat session.

MEDIA TYPE_KEY

Based on KVP: csg MediaType

The surrogate key that is used to join the MEDIA TYPE dimension to the fact tables. The
MEDIA TYPE_KEY references the MEDIA_TYPE dimension record where the value of the KVP matches
MEDIA TYPE.MEDIA NAME_CODE.
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CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools—that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools—that is, applications that need to identify recently modified data.

Index List
CODE U C Description
Improves access time,
|_CHAT_SESSION_FACT SDT based on the Start Date
Time key.
Index |_CHAT _SESSION_FACT SDT
Field Sort Comment

START DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table CHAT THREAD FACT

Description

Introduced: 8.5.014.09

In partitioned databases, this table is partitioned.

This table is populated in cloud deployments with Advanced Chat. Each row in this table describes a

chat thread, providing accumulated statistics for all chat sessions within a thread, in a deployment
with Advanced Chat.

Each fact is based on user data about the chat thread sent in an Interaction Server reporting event
when a particular chat session ends. Genesys Info Mart extracts the KVP data from the
G_USERDATA_HISTORY table in IDB, and the transformation job combines the statistics in each event
into a single CHAT_THREAD_FACT record. Rows are inserted on receipt of the reporting event; rows
are updated when a subsequent reporting event is received about a new chat session that is part of
the same thread. The chat statistics reported in each record are summarized by thread and are not
connected to specific agents.

The THREAD_ID links the CHAT_THREAD_FACT record with the related CHAT_SESSION_FACT.

Terminology note

The meanings of terms such as interaction, session, thread, and conversation have evolved with
Genesys chat implementations, and these terms might have different technical meanings in different
contexts, depending on the type and version of chat implementation in your deployment.

* For the CHAT_SESSION_FACT table, the reporting entity is a set of chat messages with a particular
customer on a single topic. The messages occur in close time proximity to each other. From the point of
view of the server managing the chat activity, the messages occur within a single interaction.

In the Genesys Info Mart documentation, the reporting entity that is the subject of
CHAT_SESSION_FACT records is always referred to as a session. In certain chat implementations in
cloud deployments and, therefore, in documentation describing those deployments, such a set of
messages could be referred to as an interaction, and the term session could have a different
meaning (see next bullet).

e For the CHAT _THREAD_FACT table, the reporting entity is a thread of multiple chat interactions with a
particular customer over time.
In the Genesys Info Mart documentation, the reporting entity that is the subject of
CHAT_THREAD_FACT records is always referred to as a thread. In certain chat implementations in
cloud deployments and, therefore, in documentation describing those deployments, these linked
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interactions, or threads, are referred to as sessions or conversations. As noted in the previous
bullet, in the Genesys Info Mart documentation the term session always refers to the individual
interactions in a thread.

Tip
To assist you in preparing supplementary documentation, click the following link to

download a comma-separated text file containing information such as the data types
and descriptions for all columns in this table: Download a CSV file.

Hint: For easiest viewing, open the downloaded CSV file in Excel and adjust settings
for column widths, text wrapping, and so on as desired. Depending on your browser
and other system settings, you might need to save the file to your desktop first.

Column List

Legend

Column Data Type P

VARCHAR2(64
CHAR)

START DATE_TIMENUMBER(10) X
END_DATE_TIME_KEYMBER(10)
TENANT _KEY NUMBER(10)
SESSIONS_COUNTNUMBER(10)
HANDLE_DURATIONUMBER(10)
AGENTS_COUNT NUMBER(10)
ENGAGEMENTS COIUMBER(10)
AGENT_REPLY_DURATMBER(10)
MSG_FROM_AGENN&MBER(10)
MSG_FROM_ AGENNLMBER(10)
MSG_FROM CUSTOUMEBER (10
1

THREAD_ID

X X
N

O O O O O O o o o

)
MSG_FROM_CUSTOIMEEER(ZE)
MEDIA TYPE_KEY NUMBER(10)
)
)
)

P
N

MEDIA ORIGIN_KENUMBER(10
CREATE_AUDIT_KENUMBER(19
UPDATE_AUDIT_KEYUMBER(19

X X X X X X X X X X X X X X x x =
1
N
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THREAD ID
Based on KVP: thread Id

Identifier of the thread that the chat session is part of.

START _DATE_TIME_KEY
Based on KVP: cse_ChatThreadStartedAt

Identifies the start of a 15-minute interval in which the first session within the chat thread was
initiated. Use this value as a key to join the fact tables to any configured DATE_TIME dimension, in
order to group the facts that are related to the same interval and/or convert the timestamp from the

KVP to an appropriate time zone. In combination with THREAD ID, START DATE_TIME_KEY forms the
value of the composite primary key for this table in nonpartitioned as well as partitioned databases.

END_DATE_TIME_KEY
Based on KVP: ChatServerSessionClosedAt

Identifies the start of a 15-minute interval in which the most recent session within the chat thread
ended or was rejected. Use this value as a key to join the fact tables to any configured DATE_TIME

dimension, in order to group the facts that are related to the same interval and/or convert the
timestamp from the KVP to an appropriate time zone.

TENANT_KEY
Based on KVP: csg_Tenantld

The surrogate key that is used to join the TENANT dimension to the fact tables.

SESSIONS COUNT
Based on KVP: thrd_SessionsCount

The number of sessions in the thread.

HANDLE_DURATION
Based on KVP: thrd_HandleTime
The total time (in seconds) that at least one agent was connected to the thread. This value is

calculated as the sum of CHAT _SESSION_FACT.HANDLE_DURATION values for all chat sessions that are
part of the thread.
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AGENTS_COUNT
Based on KVP: thrd_PartiesAsAgentCount

The number of unigue agents that handled interactions within the thread.

ENGAGEMENTS_COUNT
Based on KVP: thrd_EngagementsCount
The number of engagements, manifested as occurrences of Agent Join events when an agent was in

active mode and performed some customer-related actions in the chat (for example, typed a
message).

AGENT_REPLY_DURATION
Based on KVP: thrd_AgentReplyTotalTime

The amount of time elapsed between a client's message and a subsequent agent's message,
summarized throughout the thread.

MSG_FROM_AGENTS
Based on KVP: thrd_MessagesFromAgentsCount

The total number of agents' messages in the thread.

MSG_FROM_AGENTS_SIZE
Based on KVP: thrd_MessagesFromAgentsSize

The total size of agents' messages in the thread, expressed as the number of characters, including
spaces.

MSG_FROM_CUSTOMERS
Based on KVP: thrd_MessagesFromCustomersCount

The total number of client messages in the thread.

MSG_FROM_CUSTOMERS_SIZE

Based on KVP: thrd_MessagesFromCustomersSize
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The total size of client messages in the thread, expressed as the number of characters, including
spaces.

MEDIA_TYPE_KEY
Based on KVP: csg MediaType

The surrogate key that is used to join the MEDIA TYPE dimension to the fact tables, to indicate the
type of media.

MEDIA_ORIGIN_KEY
Based on KVP: csg MediaOrigin

The surrogate key that is used to join the MEDIA_ORIGIN dimension to the fact tables, to indicate
where the chat originated.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data creation. This value can be useful for aggregation, enterprise application integration
(EAI), and ETL tools—that is, applications that need to identify newly added data.

UPDATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key specifies the
lineage for data update. This value can be useful for aggregation, enterprise application integration
(EAIl), and ETL tools—that is, applications that need to identify recently modified data.

Index List
CODE U C Description
Improves access time,
| CHAT THREAD_FACT _SDT based on the Start Date
Time key.
Index |_CHAT THREAD_FACT SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending
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Subject Areas

No subject area information available.
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Table COBROWSE END REASON

Description

Introduced: 8.5.011.14

In partitioned databases, this table is not partitioned.

This dimension table allows Co