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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,
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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).

Genesys Info Mart Physical Data Model for an Oracle Database 19



Genesys Info Mart Database Genesys Info Mart Tenant User Schema and Tenant Views

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
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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 