3 GENESYS

This PDF is generated from authoritative online content, and
is provided for convenience only. This PDF cannot be used
for legal purposes. For authoritative understanding of what
is and is not supported, always use the online content. To
copy code samples, always use the online content.

Genesys Info Mart Physical Data
Model for a PostgreSQL Database

Genesys Info Mart 8.5.0

12/30/2021



www.princexml.com
Prince - Non-commercial License
This document was created with Prince, a great way of getting web content onto paper.


Table of Contents

Genesys Info Mart Physical Data Model for a PostgreSQL Database
About This Document
What's New in the Documentation
Genesys Info Mart Database
Genesys Info Mart Database Schema
Genesys Info Mart Tenant User Schema and Tenant Views
New in This Release
Summary of Info Mart Schema Changes
Subject Areas
Facts Subject Area
Calling_List Metric Subject Area
Calling_List To_ Campaign Subject Area
Campaign_Group_Session Subject Area
Campaign_Group_State Subject Area
Campaign_Group_To_Campaign Subject Area
Contact_Attempt Subject Area
Interaction Subject Area
Interaction_Resource Subject Area
Interaction_Resource_State Subject Area
Mediation_Segment Subject Area
Place_Group Subject Area
Resource_Group Subject Area
Resource_Skill Subject Area
Summary_Resource_Session Subject Area
Summary Resource State Subject Area
Summary Resource State Reason Subject Area
Info Mart Tables
Table ANCHOR_FLAGS
Table ATTEMPT _DISPOSITION
Table BGS_BOT_DIM
Table BGS_BOT_NAME_DIM
Table BGS_SESSION_DIM
Table BGS_SESSION_FACT
Table CALL_RESULT
Table CALL_TYPE

10
14
16
20
24
35
70
72
74
75
76
77
78
79
81
82
84
85
87
88
89
90
91
92
93
108
113
116
119
121
124
129
132



Table CALLBACK DIAL_RESULTS
Table CALLBACK DIM 1

Table CALLBACK DIM 2

Table CALLBACK DIM 3

Table CALLBACK DIM 4

Table CALLBACK _FACT

Table CALLING_LIST_METRIC_FACT
Table CAMPAIGN_GROUP_SESSION_FACT
Table CAMPAIGN_GROUP_STATE
Table CAMPAIGN_GROUP_STATE_FACT
Table CDR_DIM1

Table CDR_FACT

Table CHAT_SESSION_DIM

Table CHAT SESSION_FACT

Table CHAT_THREAD_FACT

Table COBROWSE_END_REASON
Table COBROWSE_FACT

Table COBROWSE_MODE

Table COBROWSE_PAGE

Table COBROWSE_USER_AGENT
Table CONTACT _ATTEMPT _FACT

Table CONTACT INFO_TYPE

Table DATE_TIME

Table DIALING_MODE

Table GPM_DIM1

Table GPM_FACT

Table GPM_MODEL

Table GPM_PREDICTOR

Table GPM_RESULT

Table GROUP_ANNEX

Table INTERACTION_DESCRIPTOR
Table INTERACTION_FACT

Table INTERACTION_RESOURCE_FACT
Table INTERACTION _RESOURCE_STATE
Table INTERACTION_TYPE

Table IRF_USER DATA CUST 1

Table IRF_USER _DATA GEN_1

133
136
140
144
147
150
164
168
172
175
180
182
185
189
200
206
208
214
216
219
223
235
238
255
258
261
269
272
275
279
283
287
294
326
331
336
340



Table IRF_USER_DATA KEYS

Table IXN_RESOURCE_STATE_FACT
Table LDR_CAMPAIGN

Table LDR_DEVICE

Table LDR_FACT

Table LDR_GROUP

Table LDR_LIST

Table LDR_POSTAL_CODE

Table LDR_RECORD

Table MEDIA_ORIGIN

Table MEDIA_TYPE

Table MEDIATION_SEGMENT _FACT
Table POST_CALL_SURVEY DIM_1
Table POST_CALL_SURVEY_DIM_2
Table POST_CALL_SURVEY_DIM 3
Table POST_CALL_SURVEY_DIM 4
Table POST_CALL_SURVEY_DIM_5
Table POST_CALL_SURVEY_DIM_6
Table RECORD_FIELD_GROUP_1
Table RECORD_FIELD_GROUP_2
Table RECORD_STATUS

Table RECORD_TYPE

Table REQUESTED_SKILL

Table REQUESTED_SKILL_COMBINATION
Table RESOURCE_

Table RESOURCE_ANNEX

Table RESOURCE_GROUP_COMBINATION
Table RESOURCE_STATE

Table RESOURCE_STATE_REASON
Table ROUTING_TARGET

Table SDR_ACTIVITIES_FACT

Table SDR_ACTIVITY

Table SDR_APPLICATION

Table SDR_CALL_DISPOSITION
Table SDR_CALL_TYPE

Table SDR_CUST ATRIBUTES_FACT
Table SDR_CUST ATRIBUTES

345
348
353
356
359
363
365
367
369
372
374
378
387
390
394
398
402
405
408
410
412
415
418
421
424
432
436
439
443
447
451
454
456
459
463
466
469



Table SDR_ENTRY_POINT

Table SDR_EXIT_POINT

Table SDR_EXT HTTP_REST

Table SDR_EXT REQUEST

Table SDR_EXT REQUEST FACT
Table SDR_EXT_REQUEST OUTCOME
Table SDR_EXT_SERVICE_OUTCOME
Table SDR_GEO_LOCATION

Table SDR_INPUT

Table SDR_INPUT_OUTCOME

Table SDR_LANGUAGE

Table SDR_MESSAGE

Table SDR_MILESTONE

Table SDR_SESSION_FACT

Table SDR_SURVEY_ANSWERS
Table SDR_SURVEY_FACT

Table SDR_SURVEY |1

Table SDR_SURVEY |2

Table SDR_SURVEY_QUESTIONS
Table SDR_SURVEY_QUESTIONS_I1
Table SDR_SURVEY_QUESTIONS_I2
Table SDR_SURVEY_QUESTIONS_S1
Table SDR_SURVEY_QUESTIONS_S2
Table SDR_SURVEY_S1

Table SDR_SURVEY_S2

Table SDR_SURVEY_STATUS

Table SDR_SURVEY_SCORES

Table SDR_SURVEY_TRANSCRIPT_FACT

Table SDR_USER_INPUT
Table SDR_USER_INPUTS_FACT
Table SDR_USER_MILESTONE_FACT

Table SM_MEDIA_NEUTRAL_STATE_FACT

Table SM_RES_SESSION_FACT

Table SM_RES_STATE_FACT

Table SM_RES_STATE_REASON_FACT
Table STRATEGY

Table TECHNICAL DESCRIPTOR

471
473
475
478
481
485
487
490
493
496
499
501
503
506
513
515
518
521
524
526
530
533
537
540
544
547
550
553
556
558
562
565
569
574
580
586
589



Table TIME_ZONE
Table USER_DATA CUST DIM 1
Table WORKBIN
Genesys Info Mart Views
View CALLING_LIST
View CALLING_LIST TO _CAMP_FACT
View CAMPAIGN
View GROUP_
View GROUP_TO_CAMPAIGN_FACT
View PLACE
View PLACE_GROUP_FACT
View RESOURCE_GROUP_FACT
View RESOURCE_SKILL FACT
View SKILL
View TENANT
Reference List
Info Mart Indexes
Info Mart Partitioning
Info Mart Service and Staging Tables and Administrative Views
Table CTL_AUDIT_LOG
Table CTL_ETL HISTORY
Table CTL_EXTRACT _HISTORY
Table CTL_GDPR_HISTORY
Table CTL_PURGE_HISTORY
Table CTL_ TRANSFORM_HISTORY
Table CTL_UD _TO_UDE_MAPPING
Table CTL_UDE_KEYS _TO_DIM_MAPPING
View ADMIN_AUDIT_LOG
View ADMIN_ETL JOB_HISTORY
View ADMIN_ETL JOB_STATUS
View ADMIN_ETL _STEP_HISTORY
View ADMIN_EXTRACT_HISTORY
View CTL ETL HWM
Table STG_IDB_FK_VIOLATION
Table STG_TRANSFORM_DISCARDS
About Data Export Capability

595
601
604
607
608
609
611
613
615
617
618
620
622
624
625
626
641
652
656
658
661
664
668
673
676
679
683
685
687
688
689
690
691
692
695
699



Genesys Info Mart Physical Data Model for a PostgreSQL Database

Genesys Info Mart Physical Data Model for
a PostgreSQL Database

Welcome to the Physical Data Model for a PostgreSQL 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 PostgreSQL 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 a PostgreSQL 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

Genesys Info Mart Physical Data Model for a PostgreSQL Database 9
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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

Genesys Info Mart Physical Data Model for a PostgreSQL Database 10
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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 a PostgreSQL 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 a PostgreSQL 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 a PostgreSQL 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

Genesys Info Mart Physical Data Model for a PostgreSQL Database 14
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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 a PostgreSQL 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).
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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
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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 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

Genesys Info Mart Physical Data Model for a PostgreSQL Database 28



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

« 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
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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 More
Table Column release W 07 B information
(in Oracle, fields
with VARCHAR data
types use explicit
CHAR character-
length semantics)
Changed in More
Table Column release Type of change information
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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.
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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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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.
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Calling List Metric Subject Area

This subject area provides a snapshot of outbound campaign calling list metrics.

T

Calling_List Metric Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

Represents a snapshot of outbound campaign
CALLING_LIST_METRIC_FACT calling list metrics,

DATE TIME Allows facts to be descrl_bed b_y attributes of a
- calendar date and 15-minute interval.
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Calling List To Campaign Subject Area

The subject area provides the associations between outbound campaign calling lists and campaigns.
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Subject Area Dimensional Model Tables

Table/View Description

DATE TIME Allows facts to be descrl_bed by attributes of 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.

L

-

Campaign_Group_Session Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

Represents the loading and unloading of an

G EIRONIE SE 0N e 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.

Campaign_Group_State Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

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

CAMPAIGN_GROUP_STATE_FACT Represents the states of a campaign group session.

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

CAMPAIGN_GROUP_STATE

DATE_TIME
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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.

Campaign_Group_To_Campaign Subject Area View
Large

Subject Area Dimensional Model Tables

Table/View Description

Allows facts to be described by attributes of a

DRVE S calendar date and 15-minute interval.

Describes the association of an agent or place

GROUP_TO_CAMPAIGN_FACT view Group o an outbound campaign,
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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 Description

Indicates what event caused termination of a

ATTEMPT_DISPOSITION contact attempt.

Enables facts to be described based on attributes

CALL_RESULT of an outbound campaign call result.

Represents a processing attempt for an outbound

CONTACT_ATTEMPT_FACT campaign contact.

Allows facts to be described based on attributes of

CONTACT_INFO_TYPE an outbound campaign contact information type.

Allows facts to be described by attributes of a

Dl tlvle 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.

Interaction Subject Area View Large

Subject Area Dimensional Model Tables

Table/View

DATE_TIME

INTERACTION_DESCRIPTOR

INTERACTION_FACT
INTERACTION_TYPE

MEDIA_TYPE

REQUESTED_SKILL

REQUESTED_SKILL_COMBINATION

Description

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 interactions from the perspective of a
customer experience.

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

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.
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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.

R RNRBNEL 11D

i

1

i

AR
1:1

i

.

.?iﬁ‘

P
M

L]
i

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.
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Mediation_Segment Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

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

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

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

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 role of the
TECHNICAL_DESCRIPTOR associated contact center resource and the
technical result of the association.

Allows facts to be described based on the type and
WORKBIN -
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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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 ggslj:glsbes 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
BLAUE IS 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

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

DATE_TIME

RESOURCE_

RESOURCE_SKILL_FACT view

Description

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

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

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.

T T

Summary_Resource_Session Subject Area View Large

Subject Area Dimensional Model Tables

Table/View Description

DATE TIME Allows facts to be descrl_bed by attributes of a
= 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.

Represents agent resource media sessions from
et riEs BEs2 00 e 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.
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Summary_Resource_State 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.

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

HESORINEIE SatE contact center resources.

Represents agent resource states, summarized

SM_MEDIA NEUTRAL_STATE_FACT toee ol thodia,

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.
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Summary_Resource_State_Reason Subject Area View
Large

Subject Area Dimensional Model Tables

Table/View

DATE_TIME
MEDIA_TYPE

RESOURCE._
RESOURCE_GROUP_COMBINATION

RESOURCE_STATE
RESOURCE_STATE_REASON

SM_RES_STATE_REASON_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.

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

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

Represents agent resource state reasons,
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
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.
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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_KiBYeger X
FIRST ENGAGE_FQRImmHS(L)IXN
FIRST_REPLY_FOR mGB&FIC(XN
FIRST ENGAGE_FQturh@fit(lL)THRD
FIRST_REPLY_FOR mMGB&FICTHRD
FIRST ENGAGE_THRIPneric(1)
CUSTOMER_LEFT_FRitv®&ric(1)
CREATE_AUDIT KEumeric(19)
UPDATE_AUDIT_KEYumeric(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 _DISPOSITME eLEY X X
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Column Data Type P M F DV
CAUSE varchar(255)
CAUSE_ID integer

CAUSE_CODE varchar(255)
DESCRIPTOR varchar(255)
DESCRIPTOR_COD¥archar(255)
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(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.

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

« BY_AGENT
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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
(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.

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 integer X X
BOT_CATEGORY varchar(50) X NO_VALUE
BOT _FUNCTION varchar(50) X NO_VALUE
CREATE_AUDIT_KEMumeric(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 integer X X
BOT_NAME varchar(50) X NO_VALUE
CREATE_AUDIT KEYumeric(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 integer X X
REJECTED TO_STAiRteger X 0
ENDED_ABNORMAIrtéger X 0
ENDED_BY varchar(50) X NO_VALUE
END_REASON varchar(50) X NO_VALUE
END_RESULT varchar(50) X NO_VALUE
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Column Data Type P M F DV
CREATE_AUDIT_KEYumeric(19) 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:

e 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.

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
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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
(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
|_BGS_SESSION_DIM X that are stored in the
dimension table are
unique.
Index |_BGS_SESSION_DIM
Field Sort Comment
REJECTED_TO_START Ascending
ENDED_ABNORMALLY Ascending
ENDED_BY Ascending
END_REASON Ascending
END_RESULT Ascending

Subject Areas

No subject area information available.
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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
CBS_ID varchar(50) X
START_TS integer
START_DATE_TIMEimtEger X
END_TS integer
END_DATE_TIME_KiBYeger
TENANT_KEY integer
MEDIA _SERVER_IXiafeHHD(50)
INTERACTION_SDTirt&yer
DURATION integer
MESSAGES SENT integer
MESSAGES_RECEIfidieger
MEDIA TYPE_KEY integer
BGS_BOT_NAME_DinteEl
BGS BOT DIM_KEYnteger
BGS_SESSION_DIMnké&yer
CREATE_AUDIT _KEYumeric(19)
UPDATE_AUDIT _KEYumeric(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
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
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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

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
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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.

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.
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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 KEYinteger X X

CALL RESULT varchar(32)
CALL _RESULT _CODf&archar(32)
CREATE_AUDIT KEvumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
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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

Abandoned

Agent CallBack Error
All Trunks Busy

Answer

Answering Machine Detected
Bridge

Busy

Call Drop Error

Cancel Record

Cleared

Conferenced

Consult

Converse-On

Covered

Deafened

Dial Error

Do Not Call

Dropped

Dropped On No Answer

CALL_RESULT _CODE

Fax Detected
Forwarded

General Error

Group CallBack Error
Held

No Answer

No Dial Tone

No Established Detected
No Port Available

No Progress

No RingBack Tone
NU Tone

Ok

Overflowed

Pager Detected
Picked

Queue Full
Redirected

Remote Release
Silence

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

ABANDONED
AGENT_CALLBACK_ERROR
ALL_TRUNKS_BUSY
ANSWER

DEAFENED

DIAL_ERROR

DO_NOT CALL

DROPPED
DROPPED_ON_NO_ANSWER

ANSWERING_MACHINE_DETECTED FAX_DETECTED

BRIDGE

BUSY
CALL_DROP_ERROR
CANCEL_RECORD
CLEARED
CONFERENCED
CONSULT
CONVERSE_ON
COVERED

FORWARDED
GENERAL_ERROR
GROUP_CALLBACK_ERROR
HELD

NO_ANSWER

NO_DIAL TONE
NO_ESTABLISHED DETECTED
NO_PORT_AVAILABLE
NO_PROGRESS

NO_RINGBACK_TONE
NU_TONE

oK

OVERFLOWED
PAGER_DETECTED
PICKED

QUEUE_FULL
REDIRECTED
REMOTE_RELEASE
SILENCE
SIT_DETECTED
SIT_IC
SIT_INVALID_NUMBER
SIT_NC

SIT_RO
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SIT_UNKNOWN_CALL_STATE SYSTEM_ERROR WRONG_NUMBER
SIT_VC TRANSFER_ERROR WRONG_PARTY
STALE TRANSFERRED

SWITCH_ERROR UNKNOWN_CALL_RESULT

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 integer X X
DIAL_1 RESULT varchar(64) X UNKNOWN
DIAL_2 RESULT varchar(64) X UNKNOWN
DIAL_3 RESULT varchar(64) X UNKNOWN
DIAL_4 RESULT varchar(64) X UNKNOWN
DIAL_5 RESULT varchar(64) X UNKNOWN
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Column Data Type P M F DV
CREATE_AUDIT_KEYumeric(19) 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

e ERROR_TONE e PUSH_DELIVERY_NOT_CONFIRMED

* FAX * USERORIGINATED_CONNECTED

* PERSON * 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

The result of the fourth dialing attempt. See DIAL_1 RESULT for the possible values.
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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 integer X X
CHANNEL varchar(255) X UNKNOWN
CALLBACK_ OFFER vEYBRar(255) X UNKNOWN
CALLBACK TYPE varchar(255) X UNKNOWN
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Column Data Type P M F DV
CONNECT_ORDERvarchar(255) X UNKNOWN
CREATE_AUDIT KEumeric(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
COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT
IMMEDIATE

UNKNOWN

CALLBACK_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CB_DIM_TYPE
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The type of callback the customer requested. This field is set to one of the following values:

e 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.

Index |_CALLBACK_DIM 1

Field Sort Comment

CHANNEL Ascending
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Field Sort Comment
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 integer X X
CREATE_AUDIT KEvumeric(19) X X
DIAL_DIALOG_RESU#fchar(255) X UNKNOWN
CALL DIRECTION varchar(255) X UNKNOWN
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Column Data Type P M F DV
FINAL DIAL RESUWMarchar(255) X UNKNOWN
OFFER_TIMING  varchar(255) 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
 RESCHEDULED

e 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
contact center as a regular inbound call, but it is recognized as the callback interaction.

e UNKNOWN

Genesys Info Mart Physical Data Model for a PostgreSQL Database 141



Info Mart Tables Table CALLBACK DIM 2

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:

e CREATE_CALL_ERROR

e BUSY

* NO_ANSWER

* ANSWERING_MACHINE

» ERROR_TONE

* FAX

* PERSON

» CANCEL

 CONNECTED

e FAILED_TO_ESTABLISH_CUSTOMER_ORIGINATED_MEDIA
e PUSH_DELIVERY_CONFIRMED

* PUSH_SEND_ERROR

e PUSH_DELIVERY_NOT_CONFIRMED
* USERORIGINATED_CONNECTED

e 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:

¢ ON-HOURS

* OFF-HOURS

¢ UNKNOWN
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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 integer X X
CREATE_AUDIT_KEvumeric(19) X X
FINAL TARGET  varchar(255) X UNKNOWN
DISPOSITION varchar(50) X UNKNOWN
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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
(EAI), 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
« CANCELLED

« AGENT

« ABANDONED IN_QUEUE

« REJECTED

« PUSH_SEND

« PUSH_DELIVERY_CONFIRMED
« PUSH_SEND_ERROR
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« FAILED
+ CONNECTED
« TRANSFERRED_TO RP

Index List

CODE ) C

| CALLBACK_DIM_3 X

Index |_CALLBACK_DIM_3

Field Sort
FINAL TARGET Ascending
DISPOSITION Ascending

Subject Areas

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 integer X
ABANDONED_DURiN@&géB_OFFER
DIAL IGNORING_AVREgSBILITY
CREATE_AUDIT_KEMumeric(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

Genesys Info Mart Physical Data Model for a PostgreSQL Database 148



Info Mart Tables Table CALLBACK DIM 4

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 integer
DS AUDIT_KEY  numeric(19)
EVENT_SEQUENCEnNteger
CREATE_AUDIT _KEumeric(19)
TENANT_KEY integer
SERVICE_ID varchar(255)
FINAL_RECORD integer
EWT READY TO_SimtegeixN
EWT WHEN_OFFER&@Rger
POS_READY_TO_STAtIGEXN
POS_WHEN_OFFERAf2ger
CALLBACK_OFFER ifitiiger
WAIT_AGENT_OFFIliiNEGEME
ESTABLISH_MEDIAinkgaiME
CONN_WAITING_AGENGerIME
CALLBACK_ACCEPTtiegES
CALLBACK OFFERERXeG®r
READY START MElnfedéN TS
CUSTOMER_CONNHEE&ger TS
AGENT ADDED TOntéger
XFER_TO_AGENT_fategBr
ABANDONED_ WAIThE&ger
TIMEOUT_WAITINGnteger
IXN_REQ _AGENT integer
CALLBACK_OFFERMRXeger
CALLBACK_ACCEPimieger
CALLBACK ATTEMt®ger
SERVICE_START_TéSnteger
START_DATE_TIMEindeger X
CALLBACK_OFFER®EHRRISESSION
LAST_CALLBACK_Oft&dqHED TS
LAST_CALLBACK_ QOifddefTIME
CUSTOMER_PHONEaNtHdHRB5)

DESIRED_TIME
*Discontinued
in release
8.5.003
(renamed to
DESIRED TIME_TS)

X X X U
o O O O o O O o o

o 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 xXx x =2
o

integer
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Column Data Type P
DESIRED_TIME_TSinteger
PUSH_DELIVERY_CiaddgBMED TS
CUSTOMER_READYnT&y&fTART IXN_TS
CALLBACK_DIM_1 ikE&¥ger
CALLBACK_DIM_2 iKE¥ger
CALLBACK_DIM_3 ikE&¥ger
RESOURCE_KEY integer
DIAL_1 TS integer
DIAL 2 TS integer
DIAL 3 TS integer
DIAL 4 TS integer
DIAL 5 TS integer
EWT_WHEN_REJEGhESger
CUSTOMER_ANI  varchar(20)
SERVICE_END TS integer
WAITED_BEFORE_GftegRerTIME
EWT _WHEN_LAST ibtéger
POS WHEN_LAST integer
PRIORITY_WHEN_GBtég2EEPTED
PRIORITY WHEN_GnE&¢NECTED
PRIORITY_WHEN_AnG&y¢NECTED
EWT THRESHOLD ikiteigdr OFFERED
ORIGINATION_IXN \Brchar(64)
FIRST_OUT_IXN_IDvarchar(64)

LAST OUT IXN_ID varchar(64)
ORS_SESSION_ID varchar(64)
CALLBACK_DIAL_RiEGeg@s KEY X
CALLBACK_DIM_4 ikE¥ger
UPDATE_AUDIT_KEYumeric(19) X

X X X X X X xX =2

X X X X
1
N

>

ADDED TS

The UTC-equivalent value of the date and time at which the event with callback data is received.

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
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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_[XN

The value of Expected Wait Time (EWT), in seconds, for the service request at the time the contact
center was ready to start the first callback interaction, such as an outbound dialing attempt.
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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.

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.
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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

Number of times the callback interaction failed to transfer to the agent.
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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.

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.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 156



Info Mart Tables Table CALLBACK FACT

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.

DESIRED_TIME_TS

Introduced: Release 8.5.003 (renamed from DESIRED_TIME)
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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.

RESOURCE_KEY

Based on KVP: CB DIM VQ DBIDand CB_DIM VQ
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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.

DIAL_5 TS

Introduced: Release 8.5.009.20
Based on KVP: CB T DIAL 5

The UTC timestamp of the fifth dialing attempt.
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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.

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
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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.

If the KVP is missing from UserEvents, the value of this field is 0.

EWT_THRESHOLD_WHEN_OFFERED

Introduced: Release 8.5.009.20
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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.

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
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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
(EAIl), 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 _METRIGEMACTIREY X
TENANT_KEY integer
CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)
CAMPAIGN_KEY integer
CALLING_LIST_KEYinteger

X X X X X X =
X X X X X
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Column Data Type P M DV
START_DATE_TIMEinteger X
CAMP_GROUP_SESHtE4ET SDT KEY
CAMP_GROUP_SESSui@erfé(@9)KEY

GMT_TS integer

TOTAL_RECORDS integer

NOT_PROCESSED REEGRDS

TOTAL_CONTACTSinteger

NOT_PROCESSED iG€8¢EXCTS

ACTIVE_FLAG numeric(1)

PURGE_FLAG numeric(1)

X X X m

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.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 165



Info Mart Tables Table CALLING_LIST _METRIC_FACT

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_SESsuaMéerie(@9)KEY X X
GROUP_KEY integer X X
CAMPAIGN_KEY integer X X
TENANT_KEY integer X X
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Column Data Type P M F DV
START_DATE_TIMEinteger X X
END_DATE_TIME_KiBYeger X X
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
START TS integer
END_TS integer

TOTAL_DURATION integer
CAMPAIGN_GROUR/&ERar064) D
ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(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
that are related to the same interval and/or convert the END_TS timestamp to an appropriate time
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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
(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.

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_GROURN$E4EE_KEY X X

CAMPAIGN_GROUR/&THAEE(32)
CAMPAIGN_GROU R/&TAIEE(BZ)DE
CREATE_AUDIT KEvumeric(19) X X
UPDATE_AUDIT_KEYumeric(19)
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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
e Started

¢ 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
(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.
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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_STARENT&Gd( IBY X X
TENANT_KEY integer X X
CAMPAIGN_KEY integer X X
GROUP_KEY integer X X
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Column Data Type P M DV
CAMPAIGN_GROUHRNS@4EE_KEY X
CAMP_GROUP_SESHtE4ET SDT KEY
CAMP_GROUP_SESSui@erfé(@9)KEY
START DATE_TIMEinteger
END_DATE_TIME_KiBYeger
CREATE_AUDIT KEvumeric(19)
UPDATE_AUDIT_KEYumeric(19)
START_TS integer

END_TS integer
TOTAL_DURATION integer
CAMPAIGN_GROUR/&ERSI0HE ) D
ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

X X X X X X X m

X X X X

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
table. On a partitioned database, CAMP_GROUP_SESS FACT SDT KEY in combination with
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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
(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.

START_TS

The UTC-equivalent value of the date and time at which the campaign group entered this state.

END_TS

The meaning depends on the value of ACTIVE_FLAG. For an inactive row, this field represents the
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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.

Index | CGSTF_STD

Field Sort Comment
START_DATE_TIME_KEY Ascending
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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.

In partitioned databases, this table is not partitioned.

5.013.06

Reserved for future use.

Tip

Column List

Legend

Column
ID
DIRECTION
DEVICE_DBID
DEVICE_NAME
DEVICE_CLASS

Data Type
integer
integer
integer
varchar(255)
integer

CREATE_AUDIT KEumeric(19)

X X X X X X =

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 U
| CDR_DIM1 X

Index |_CDR_DIM1

Field Sort
DIRECTION Ascending
DEVICE_DBID Ascending
DEVICE_NAME Ascending
DEVICE_CLASS Ascending

Subject Areas

No subject area information available.

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 varchar(255) X
PARTYUUID varchar(64) X X
CALLUUID varchar(64) X
CALL ID varchar(64) X
ROOT_CALLUUID varchar(64)
DNIS varchar(255)
ANI varchar(255)
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Column Data Type P M F DV
START_DATE_TIMEindeger X X X
INITIATED_TS integer X
ESTABLISHED TS integer
RELEASED TS integer X
CDR_DIM1_KEY integer X -2
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X

DN
PARTYUUID
CALLUUID
CALL_ID

ROOT_CALLUUID

DNIS

ANI

START DATE_TIME_KEY

INITIATED_TS

ESTABLISHED_TS

RELEASED_TS
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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 integer X X
ENDED_BY varchar(50) X unknown
ENDED_REASON varchar(50) X unknown
LANGUAGE_NAMEvarchar(50) X unknown
MEDIA_ORIGIN varchar(64) X unknown
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Column Data Type P M F DV
ASYNC_MODE integer X 0
CREATE_AUDIT _KEYumeric(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

* 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:

e 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.

LANGUAGE_NAME

Based on KVP: csg LanguageName
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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
MEDIA ORIGIN Ascending
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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

Column List
Legend
Column Data Type
MEDIA SERVER _|XiXaf&HHD(64)
ADDED_TS integer

START_DATE_TIMEinteger
END_DATE_TIME_KiBYeger
TENANT_KEY integer
SESSION_DURATIGNteger
MSG_FROM_AGENT&e@@UNT
MSG_FROM_AGENT®eSEE
MSG_FROM_CUST@MEGS COUNT
MSG_FROM_CUST@itegeEr SIZE
AGENT_REPLY_COlinN&ger
AGENT_REPLY_MAJnt2dBATION
AGENT_REPLY_DURAGEIG
AGENT_WAIT_COUixteger
AGENT_WAIT_MAXiredeiTION

X X X X X X X X X X X X X X x =2

x

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.

1
N

O O O O O O o o o o

DV
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Column Data Type P
AGENT WAIT DURMKE&jer
CUSTOMER_REPLYirtogaT
CUSTOMER_REPLYiriiéxe DURATION
CUSTOMER_REPLYii¥8&&TION
CUSTOMER_WAIT inBa¢)éF
CUSTOMER_WAIT iMtegedURATION
CUSTOMER_WAIT iDtepdiON
UNTIL_FIRST AGENtdeéRATION
UNTIL_FIRST_REPLMtRY&ATION
AGENTS_COUNT integer
MSG_FROM_BOTS ifiteghim
MSG_FROM_BOTS i6téger
UNTIL_FIRST BOT iDté&FION
BOTS_COUNT integer
ASYNC_DORMANT ix@géyT
ASYNC _DORMANT Iimte8&f 10N
ASYNC_IDLE_COUNfteger
ASYNC_IDLE_DURAmt@gler
ACTIVE_IDLE_COUMEeger
ACTIVE_IDLE_DURATi€déer
HANDLE_COUNT integer
HANDLE_DURATIOMteger
THREAD_ID varchar(64)
CHAT_SESSION_DIMt&r X
MEDIA TYPE_KEY integer
CREATE_AUDIT_KEYumeric(19) X
UPDATE_AUDIT KEYumeric(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

>
xX X X X

1

N

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
THREAD_ID varchar(64)
START DATE_TIMEinteger X
END_DATE_TIME_KiBYeger
TENANT_KEY integer
SESSIONS_COUNTinteger
HANDLE_DURATIOMteger
AGENTS_COUNT integer
ENGAGEMENTS_Ca@iti&ger
AGENT_REPLY_DURAEG
MSG_FROM_AGENTrteger
MSG_FROM_AGENT®e8@E
MSG_FROM_CUST@iM&EgEr
MSG_FROM_CUST@itéger SIZE
MEDIA TYPE_KEY integer
MEDIA_ORIGIN_KEMteger
CREATE_AUDIT_KEumeric(19)
UPDATE_AUDIT_KEYumeric(19) X

X

xX X
'
N

O O ©O O O O o o o

x
|
N

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.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 202



Info Mart Tables Table CHAT THREAD_ FACT

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

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 integer X X
SESSION_END_REA/&@dthar(20) X Unknown
CREATE_AUDIT_KEYumeric(19) X X
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ID

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

SESSION_END_REASON

The reason why a Co-browse session ended, as provided by Co-browse Server. Possible reasons are:

+ DISCONNECTED_USER
« NONE
SESSION_OVER_LIMIT
STOPPED_BY_USER
TIMEOUT _INACTIVE

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
|_ COBROWSE_END_REASONK that are stored in the

dimension table are
unique.

Index | COBROWSE_END_ REASON

Field Sort Comment

SESSION_END_REASON Ascending

Subject Areas

No subject area information available.
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Table COBROWSE FACT

Description

Introduced: 8.5.011.14

In partitioned databases, this table is partitioned.

Each row in this table describes a web page visit shared by an agent and a customer during a Co-
browse session. The facts are based on data sent in reporting events from Co-browse Server to
Genesys Kafka instance when a Co-browse session ends. Genesys Info Mart inserts a new row when it
retrieves related data from Kafka instance; rows in this table are not updated. There is one row per
web page viewed in a Co-browse session.

The MEDIA_SERVER_IXN_GUID links the COBROWSE_FACT record with the INTERACTION_FACT (IF)
record for the Voice or Chat interaction that is associated with the Co-browse session. In this way,
Genesys Info Mart enables you to generate reports that provide details about Genesys Co-browse
activity in conjunction with the underlying interaction activity.

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
SESSION_ID varchar(50)
SESSION_TOKEN varchar(20)
FIRST_SESSION integer
MEDIA SERVER_IXWareh&p(50)
SESSION_START _Tiktedes
START DATE_TIMEinteger
SESSION_RW_FLAGnteger
SESSION_END TIMigtéger
SEGMENT _ID varchar(50)
SEGMENT _INDEX integer
SEGMENT_START_ThikigyarS
SEGMENT_END_TIMEeger

PAGE_ID varchar(50)
PAGE_INDEX integer
PAGE_URL varchar(512)

PAGE_QUERY varchar(255)
PAGE_START TIMEifteger
PAGE_END TIME_TiBteger
COBROWSE_USERimteg&i KEY
COBROWSE_END_REagem KEY
COBROWSE_MODENkKé&ger
COBROWSE_PAGE imteger
CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)

SESSION_ID

The identifier of the Co-browse session, as reported by Co-browse Server.

SESSION_TOKEN

The token assigned to the Co-browse session by Co-browse Server.

FIRST_SESSION

X X X X X X X X X X X X X X x =2

X X X X X X X

X X X X X

DV

Indicates whether this is the first Co-browse session initiated within a given Voice or Chat interaction.

The value is 1 for the first Co-browse session associated with the interaction; the value is O

otherwise.
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MEDIA_SERVER_IXN_GUID

The interaction GUID, as reported by Interaction Server for the Voice or Chat interaction associated
with the Co-browse session.

SESSION_START TIME_TS

The UTC-equivalent value of the date and time at which the Co-browse session started.

START _DATE_TIME_KEY
Identifies the start of a 15-minute interval in which the Co-browse 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 reporting object to an
appropriate time zone.

In combination with PAGE_ID, START _DATE_TIME_KEY forms the value of the composite primary key
for this table in nonpartitioned as well as partitioned databases.

SESSION_RW FLAG

Identifies whether WRITE mode was used in any segment of the Co-browse session.

SESSION_END_TIME_TS

The UTC-equivalent value of the date and time at which the Co-browse session ended.

SEGMENT_ID

The identifier of the segment within the Co-browse session, as reported by Co-browse Server.

SEGMENT_INDEX

The ordinal number of the segment within the Co-browse session. The value of 0 indicates the first
segment.

SEGMENT _START TIME_TS

The UTC-equivalent value of the date and time at which a given segment of the Co-browse session
started.
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SEGMENT_END_TIME_TS

The UTC-equivalent value of the date and time at which a given segment of the Co-browse session
ended.

PAGE_ID

The identifier of the page visited in a Co-browse session, as reported by Co-browse Server.

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

PAGE_INDEX

The ordinal number of the page visited during the Co-browse session. The value of 0 indicates the
first page. The numbering is sequential throughout all segments within the same session.

PAGE_URL

The URL of the page visited during the Co-browse session.

PAGE_QUERY

Modified: 8.5.012.15 (No longer a mandatory field)
The part of the page URL following the question mark ("?") sign (the query string). The field might be
empty.

PAGE_START TIME_TS

The UTC-equivalent value of the date and time at which a page visit started.

PAGE_END_TIME_TS

The UTC-equivalent value of the date and time at which a page visit ended.

COBROWSE_USER_AGENT KEY

The surrogate key that is used to join the COBROWSE_USER_AGENT dimension to the fact table, to
identify typical characteristics of the Co-browse session.
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COBROWSE_END REASON_KEY

The surrogate key that is used to join the COBROWSE_END_REASON dimension to the fact table, to
identify the reason for the Co-browse session to finish.

COBROWSE_MODE_KEY

The surrogate key that is used to join the COBROWSE_MODE dimension to the fact table, to identify
modes uses in the Co-browse session.

COBROWSE_PAGE_KEY

The surrogate key that is used to join the COBROWSE_PAGE dimension to the fact table, to identify
characteristics of the pages visited in the Co-browse session.

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,
|_ COBROWSE_FACT _SDT based on the Start Date
Time key.
Index |_COBROWSE_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 MODE

Description

Introduced: 8.5.011.14

In partitioned databases, this table is not partitioned.

This dimension table allows Co-browse facts to be described based on the modes that are used in a
Co-browse 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 integer X X
SEGMENT_MODE varchar(10) X Unknown
CREATE_AUDIT _KEumeric(19) X X
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ID

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

SEGMENT_MODE

The mode that is used during a given segment of the Co-browse session: POINTER, WRITE, or
UNKNOWN. In POINTER mode, the agent observes while the customer browses the web page. In
WRITE mode, the agent can actively click or enter data on the web page. In a single Co-browse
session, an agent can switch between the two modes; each switch is recorded as a separate segment
within a single Co-browse session.

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
| COBROWSE_MODE X that are stored in the

dimension table are
unique.

Index | COBROWSE_MODE

Field Sort Comment

SEGMENT_MODE Ascending

Subject Areas

No subject area information available.
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Table COBROWSE PAGE

Description

Introduced: 8.5.011.14

In partitioned databases, this table is not partitioned.

This dimension table allows Co-browse session facts to be described based on characteristics of the

web pages that are shared during Co-browse sessions.

Tip

Column List
Legend
Column Data Type P M
ID integer X X
PAGE_DOMAIN varchar(255) X
PAGE_PATH varchar(255) X
PAGE_TITLE varchar(255) X
CREATE_AUDIT _KEumeric(19) X

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

Unknown
Unknown

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

PAGE_DOMAIN

The domain of the web page shared in the Co-browse session.

PAGE_PATH

The path inside the domain that indicates the web page shared in the Co-browse session.

PAGE_TITLE

The title of the web page shared in the Co-browse session.

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
| COBROWSE_PAGE X that are stored in the
dimension table are
unique.
Index | COBROWSE_PAGE
Field Sort Comment
PAGE_DOMAIN Ascending
PAGE_PATH Ascending
PAGE_TITLE Ascending
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Subject Areas

No subject area information available.
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Table COBROWSE USER AGENT

Description

Introduced: 8.5.011.14

In partitioned databases, this table is not partitioned.

This dimension table 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. The system characteristics
include details about customer's device and browser.

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 integer X X
CREATOR_USER AtG&ifdhar(255) X Unknown
CREATOR_DEVICE Valréls&r(32) X Unknown
CREATOR_DEVICE vaitétdn(32) X Unknown
CREATOR_DEVICE ve#dthar(32) X Unknown
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Column Data Type P M F DV
CREATOR_OS _CLASarchar(32) X Unknown
CREATOR_OS_NAM#Erchar(32) X Unknown
CREATOR_OS_VERvarchar(32) X Unknown
CREATOR_AGENT Carshar(32) X Unknown
CREATOR_AGENT Weirietrar(32) X Unknown
CREATOR_AGENT Vé&Rhar(32) X Unknown
CREATE_AUDIT _KEYumeric(19) X X

ID

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

CREATOR_USER_AGENT

The type and version of the browser ("UserAgent") that the customer has used in the Co-browse
session.

CREATOR_DEVICE_CLASS

The type of the computing device, such as desktop or mobile, that the customer has used in the Co-
browse session.

CREATOR_DEVICE_BRAND

The brand of the customer's device used in the Co-browse session.

CREATOR_DEVICE_NAME

The name of the customer's device used in the Co-browse session.

CREATOR_OS_CLASS

The type of the operating system running on the customer's device used in the Co-browse session.

CREATOR_OS_NAME

The name of the operating system running on the customer's device used in the Co-browse session.
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CREATOR_OS_VER

The version of the operating system running on the customer's device used in the Co-browse session;
for example, Mac OS X.

CREATOR_AGENT_CLASS

The type of the application used by the customer in the Co-browse session; for example, Browser.

CREATOR_AGENT_NAME

The name of the application (browser) used by the customer in the Co-browse session; for example,
Chrome.

CREATOR_AGENT VER

The version of the application (browser) used by the customer in the Co-browse session.

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
|_COBROWSE_USER_AGENTX that are stored in the
dimension table are
unique.
Index | COBROWSE_USER AGENT
Field Sort Comment
CREATOR_USER_AGENT Ascending
CREATOR_DEVICE_CLASS Ascending
CREATOR _DEVICE_BRAND Ascending
CREATOR_DEVICE_NAME Ascending
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Field Sort Comment
CREATOR_OS_CLASS Ascending
CREATOR_OS_NAME Ascending
CREATOR_OS_VER Ascending
CREATOR_AGENT_CLASS Ascending
CREATOR_AGENT_NAME Ascending
CREATOR_AGENT_VER Ascending

Subject Areas

No subject area information available.
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Table CONTACT ATTEMPT FACT

Description

Modified: 8.5.003 (RECORD_FIELD 41 through RECORD_FIELD_60 added); 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 describes an Outbound Contact Server (OCS) processing attempt for an
outbound campaign contact. An attempt may or may not include dialing; an example of an attempt
that did not include dialing would be a preview record that is retrieved but then canceled without
dialing. The grain of the fact is an accumulating snapshot that represents the duration of the attempt.
Record-based columns are populated with data from the first record associated with the contact
attempt. Rows are inserted only when the attempt is completed, and they are not updated.

The CALL ATTEMPT _ID enables you to link a Contact Attempt Fact (CAF) record with the associated
Interaction Resource Fact (IRF).

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 P F DV
CONTACT_ATTEMPmuRAEricKE) X
TENANT_KEY integer

CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)
MEDIA_TYPE_KEY integer
START DATE_TIMEinteger
END_DATE_TIME_KiBYeger
DIALING_MODE_KEhteger
RESOURCE_KEY integer

RESOURCE_GROUMtegMBINATION_KEY -1
PLACE_KEY integer
CAMPAIGN_KEY  integer
GROUP_KEY integer

CPD_RESULT KEY integer
CALL_RESULT _KEYinteger
RECORD_TYPE_KEihteger
RECORD_STATUS_ Ki¥éger
CALLING_LIST_KEYinteger
CONTACT_INFO_TYREe&Y
TIME_ZONE_KEY integer

ATTEMPT _DISPOSITHERGe(EY
CAMP_GROUP_SESHtégen_SDT_KEY
CAMP_GROUP_SESsuaMerie(@9)KEY

X X X X X X X X X X X X X X X X X X X xXx X =

X X X X X X X X X X X X X X X X X X X X X X

CALLID varchar(64)

RECORD_FIELD GR@dget KEY X X
RECORD_FIELD GRidge? KEY X X
START_TS integer

END_TS integer

CALL ATTEMPT IDvarchar(64)

RECORD_ID integer

CHAIN_ID integer

CHAIN_N integer

CONTACT _INFO varchar(255)
ATTEMPT_ORDINAlnteger
DAILY FROM_SECQOnte§er
DAILY_UNTIL_SECOntie§er
DAILY_FROM_TIMEinteger
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Column Data Type P M F DV
DAILY_UNTIL TIMEinteger
DAILY_FROM_TIMEimtEeger
DAILY _UNTIL TIMEinteger
CONTACT _DAILY_FEOMstaMp(3)
CONTACT DAILY_Utirfiestimip(3)
DIAL_SCHED _TIMEinteger
DIAL_SCHED TIMEir€eger
CONTACT DIAL_SGithestaMp(3)
OVERDIAL_FLAG numeric(1)
CONTACT_COMPLETWETErAdE1 )
RPC_FLAG numeric(1)
CONVERSION_FLAGumeric(1)
CPD_DIAL_COUNT smallint
CPD_DIAL_DURATI(Ditetyes
CPD_COUNT smallint
CPD_DURATION_MHhteger
CPD_TRANSFER_Cerddllint
CPD_TRANSFER_DURAFEDN MS

RECORD _FIELD 1
through numeric(14,4)
RECORD _FIELD 10

RECORD_FIELD 11
through integer
RECORD_FIELD 30

RECORD_FIELD 31
through varchar(255)
RECORD_FIELD_60

ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

O O © O ©o o

CONTACT_ATTEMPT_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.
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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.

MEDIA_TYPE_KEY

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

START _DATE_TIME_KEY
Identifies the start of a 15-minute interval in which the contact attempt 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 contact attempt 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.

DIALING_MODE_KEY

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

RESOURCE_KEY
The surrogate key that is used to join the RESOURCE_ dimension to the fact and aggregate tables in

order to identify the person who indicated that this contact attempt is processed. Note that this
resource is not necessarily the same resource that handled the outbound call.

RESOURCE_GROUP_COMBINATION_KEY

The surrogate key that is used to join records in this table to a specific combination of resource
groups in the RESOURCE_GROUP_COMBINATION dimension. This field identifies the groups of which
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the Agent resource was a member when the contact attempt started. This field references the default
"No Group" (-2) value if the Agent does not belong to a group. This field references the "UNKNOWN"
(-1) value for the records that are associated with a discarded group combination.

PLACE_KEY

The surrogate key that is used to join the PLACE 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.

CPD_RESULT_KEY

The surrogate key that is used to join the CALL RESULT dimension to the fact tables for the dialer
result.

CALL_RESULT_KEY

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

RECORD_TYPE_KEY

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

RECORD_STATUS_KEY

The surrogate key that is used to join the RECORD_STATUS 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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CONTACT_INFO_TYPE_KEY

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

TIME_ZONE_KEY

The surrogate key that is used to join the TIME_ZONE dimension to the fact tables. It specifies the
time zone of the contact.

ATTEMPT_DISPOSITION_KEY

The key that uniquely identifies the disposition. The key value combines the state and the descriptor
that provides additional details. The first eight bits identify the cause of the contact attempt
termination. The key can be used to join the ATTEMPT_DISPOSITION table to the fact table.

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. This surrogate key is
used to join this contact attempt fact to its campaign group session fact. In other words, this key
places the contact attempt within the context of a campaign group session.

CALLID

The unique ID of the interaction, as retrieved from the CALLID field of the GOX_CHAIN_CALL IDB table.
The referenced interaction depends on the campaign dialing mode. For example, for Push Preview
dialing mode, CALLID refers to the multimedia interaction that is used to push the preview record to
an agent.

RECORD_FIELD GROUP 1 KEY

The surrogate key that is used to join the RECORD_FIELD_GROUP_1 dimension to the fact tables. It
optionally specifies a combination of configured field values for a contact attempt. If multiple records
were associated with the contact attempt, this value is populated from the first of these records.
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RECORD_FIELD_GROUP 2 KEY
The surrogate key that is used to join the RECORD_FIELD_GROUP_2 dimension to the fact tables. It

optionally specifies a combination of configured field values for a contact attempt. If multiple records
were associated with the contact attempt, this value is populated from the first of these records.

START TS

The UTC-equivalent value of the date and time at which the contact attempt began.

END_TS

The UTC-equivalent value of the date and time at which the contact attempt ended.

CALL_ATTEMPT _ID
The ID that is assigned to this processing attempt by OCS.

This value allows you to associate interaction details with contact attempt details using the following
references:

* IRF_USER_DATA_GEN_1.GSW_CALL_ATTEMPT_GUID = CONTACT_ATTEMPT_FACT.CALL_ATTEMPT_ID

« IRF_USER_DATA GEN_1.INTERACTION RESOURCE_ID =
INTERACTION_RESOURCE_FACT.INTERACTION_RESOURCE_ID

RECORD _ID

The unique identifier for the record in the calling list. If multiple records were associated with the
contact attempt, the RECORD _ID is the identifier for the first record associated with the attempt.

CHAIN_ID

The chain identifier of the record that is being attempted. If multiple records were associated with the
contact attempt, this value is populated from the first of these records.

CHAIN_N

The order of the record that is being attempted within the chain. If multiple records were associated
with the contact attempt, this value is populated from the first of these records.

For example, a customer, represented by CHAIN_ID=5, could have the following order of attempts
defined in this table:
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e The first link in the chain (CHAIN_N = 1) could represent the customer’s home telephone number
(RECORD_ID = 10).

e The second link in the chain (CHAIN_N = 2) could represent the customer’s work telephone number
(RECORD_ID = 11).

CONTACT _INFO
The contact_info of the record that is being attempted. If multiple records were associated with the

contact attempt, this value is populated from the first of these records. The CONTACT INFO_TYPE
dimension value indicates the type, such as HomePhone.

ATTEMPT_ORDINAL

The attempt number of the calling list record. If multiple records were associated with the contact
attempt, this value is populated from the first of these records.

DAILY FROM_SECONDS

Indicates the start of the time frame during which this record can be called (allowed calling window);
this value is measured in seconds from midnight. If multiple records were associated with the contact
attempt, this value is populated from the first of these records.

DAILY_UNTIL_SECONDS

Indicates the end of the time frame during which this record can be called (allowed calling window);
this value is measured in seconds from midnight. If multiple records were associated with the contact
attempt, this value is populated from the first of these records.

DAILY FROM_TIME

The UTC-equivalent value that corresponds to the start of the time frame during which this record can
be called. If multiple records were associated with the contact attempt, this value is populated from
the first of these records.

DAILY_UNTIL_TIME

The UTC-equivalent value that corresponds to the end of the time frame during which this record can
be called. If multiple records were associated with the contact attempt, this value is populated from
the first of these records.
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DAILY_FROM_TIME_KEY

Identifies the start of a 15-minute interval that corresponds to the start of the allowed calling window.
Use this value as a key to join the fact tables to any configured DATE_TIME dimension.

DAILY_UNTIL_TIME_KEY

Identifies the start of a 15-minute interval that corresponds to the end of the allowed calling window.
Use this value as a key to join the fact tables to any configured DATE_TIME dimension.

CONTACT_DAILY_ FROM_TIME
The starting date and time of the time frame during which this record can be called, in the time zone

of the contact. If multiple records were associated with the contact attempt, this value is populated
from the first of these records.

CONTACT _DAILY_UNTIL_TIME
The ending date and time of the time frame during which this record can be called, in the time zone

of the contact. If multiple records were associated with the contact attempt, this value is populated
from the first of these records.

DIAL_SCHED_TIME

The UTC-equivalent value of the date and time of the scheduled call. If multiple records were
associated with the contact attempt, this value is populated from the first of these records.

DIAL_SCHED TIME_KEY
Identifies the start of a 15-minute interval that corresponds to the scheduled time of the call. Use this

value as a key to join 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.

CONTACT DIAL SCHED_TIME

The date and time of the scheduled call, in the time zone of the contact. If multiple records were
associated with the contact attempt, this value is populated from the first of these records.

OVERDIAL_FLAG

A flag to indicate whether this attempt was overdialed, meaning that a contact was reached, but no
agent or IVR was available to handle the call: 0 = No, 1 = Yes.
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CONTACT_COMPLETE_FLAG

A flag to indicate whether this attempt led to the contact being completed: 0 = No, 1 = Yes.

RPC_FLAG
Indicates whether the right person was contacted during this processing attempt: 0 = No, 1 = Yes. If

multiple records were associated with the contact attempt, this value is populated from the first of
these records.

CONVERSION_FLAG
Indicates whether a conversion was made during this processing attempt: 0 = No, 1 = Yes. If multiple

records were associated with the contact attempt, this value is populated from the first of these
records.

CPD_DIAL_COUNT

Indicates whether dialing duration was provided by OCS: 0 = No, 1 = Yes.

CPD_DIAL_DURATION_MS
The time, in milliseconds, between the moment when dialing was initiated and the moment when the
dialed call was answered by the called party or when the call that did not reach the called party was
released.

Note that the time when the call was answered by the called party is available only when Call
Progress Detection (CPD) Server is used for dialing.

CPD_COUNT

Indicates whether this contact attempt had call progress detection performed againstit: 0 = No, 1 =
Yes.

CPD_DURATION_MS

The time, in milliseconds, from the moment when the call was answered by the called party until the
moment when CPD was done.

Note that both time stamps are available only when CPD Server is used for dialing.
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CPD_TRANSFER_COUNT

Indicates whether a transfer was used to deliver the call from the point of call progress detection to
the Agent or IVR.

CPD_TRANSFER_DURATION_MS

The time, in milliseconds, between the moment when CPD was completed and the moment when the
call was established on the Agent’s DN or IVR DN.

Note that the time when CPD was completed is available only when CPD Server is used for dialing.

RECORD_FIELD 1 through RECORD FIELD 10
Value of custom record fields 1 through 10, respectively. If multiple records were associated with the

contact attempt, this value is populated from the first of these records. These fields are a numeric
data type.

RECORD_FIELD 11 through RECORD_FIELD 30
Value of custom record fields 11 through 30, respectively. If multiple records were associated with the

contact attempt, this value is populated from the first of these records. These fields are a numeric
data type.

RECORD_FIELD 31 through RECORD_FIELD 60
Introduced: Release 8.5.003 (RECORD_FIELD 41 through RECORD FIELD 60)
Value of custom record fields 31 through 60, respectively. If multiple records were associated with the

contact attempt, this value is populated from the first of these records. These fields are a character
data type.

ACTIVE_FLAG

Indicates whether the contact attempt is currently active: 0 = No, 1 = Yes.

PURGE_FLAG

This field is reserved.
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Index List
CODE

| CAF_SDT
|_ CAF_TNT
| CAF_CGSF

| CAF_CID

Index |_CAF_SDT

Field
START DATE_TIME_KEY

Index |_CAF_TNT

Field
TENANT_KEY

Index |_CAF_CGSF

Field
CAMP_GROUP_SESSION_FACT_KEY

Index |_CAF_CID

Field
CALLID

Subject Areas

Ascending

Ascending

Ascending

Ascending

Sort

Sort

Sort

Sort

Description

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Tenant.

Improves access time,
based on the Campaign
Group Session Fact key.

Improves access time,
based on the Call ID.

Comment

Comment

Comment

Comment

e Contact Attempt — Represents outbound campaign contact record attempts. An attempt may or may

not include dialing.

e Facts — Represents the relationships between subject area facts.
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Table CONTACT INFO TYPE

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 contact information type.
Each row describes one contact information type, such as Home Phone.

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
CONTACT_INFO_TYREcH&Y X X

CONTACT _INFO_TYrirchar(32)
CONTACT_INFO_TYRiEFcGOME2)

CREATE_AUDIT KEvumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
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CONTACT_INFO_TYPE_KEY

The surrogate key that is used to join the Contact Info Type dimension table to the fact tables.

CONTACT _INFO_TYPE

The name of the contact information type. This field is set to one of the following values:

* No Contact Type e Pager

* Home Phone * Modem

e Direct Business Phone * Voice Mail

e Business With Extension e Pin Pager

* Mobile * E-Mail Address

e Vacation Phone e Instant Messaging

This value can change with localization.

CONTACT _INFO_TYPE_CODE

The code for the contact information type. This field is set to one of the following values:

« NO_CONTACT TYPE « PAGER

« HOME_PHONE « MODEM

+ DIRECT_BUSINESS_PHONE « VOICE_MAIL

+ BUSINESS_WITH_EXTENSION « PIN_PAGER

+ MOBILE « EMAIL_ADDRESS

« VACATION_PHONE + INSTANT_MESSAGING

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
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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 DATE TIME

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 by attributes of calendar date and 15-minute time interval. This
dimension is a calendar — either default or defined in configuration. The table is first populated for a
configurable time period in which the schema is initialized and is subsequently populated for the next
time period as part of maintenance. Configuration of a time zone and week-numbering rules affect
the data population for this table. Each row describes a 15-minute time interval for one calendar
date. A single row that contains a date in 2025 is included to serve a special purpose: this future date
earmarks a tentative end time for active facts so that applications do not have to test for null. This
table enables aggregation along an arbitrary time interval.

Custom DATE_TIME tables can be added to the schema at any point during or after the Genesys Info
Mart deployment. These tables have the same structure as the DATE_TIME table, are controlled with
dedicated configuration options, and are populated by using algorithms that are similar to those for
the DATE_TIME table.

By default, the DATE_TIME calendar is a Gregorian, not a fiscal, calendar. Values that describe the
weeks in which dates belong are fixed to begin on Sunday, with the exception of the first week of the
year, which may contain fewer than seven days and may start on a day other than Sunday. The last
week of a year may also contain fewer than seven days. This setting is referred to as "simple week
numbering" because the calendar year and the week-numbering year coincide. By customizing
settings in the date-time configuration section before Genesys Info Mart is initialized, you can change
the week starting day, the minimum number of days in the first week of the year, and the time zone.
Alternatively, by changing the fiscal-year-week-pattern setting, you can configure the calendar to
be a fiscal one.

If you want to change any of the fundamental features of the DATE_TIME dimension during runtime,
you must take special steps to avoid introducing inconsistencies into your calendar data and
compromising your reporting results. For information about changing calendar settings during
runtime, see the procedure about changing calendar options in the Genesys Info Mart Operations
Guide.

Day and month designations (such as "Sunday" and "January") are localizable; other abbreviations,
such as "Q" for quarter, are not.
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The DATE_TIME_NEXT_* keys facilitate the retrieval of data for a defined reporting interval by
identifying all of the rows in the table that define the upper boundary of the reporting interval.

The LABEL_* fields provide various string representations of a standard calendar date and/or
15-minute interval.

The RUNNING_* fields facilitate the search of facts for the last x number of years, quarters, months,
weeks, days, hours, or subhours.

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 F DV
DATE_TIME_KEY integer X

DATE_TIME_30MINirkeger
DATE_TIME_HOUR iKE&ger
DATE_TIME_DAY Kiiteger
DATE_TIME_WEEK iK&ger
DATE_TIME_MONTihtéger
DATE_TIME_QUARTRRG&TY
DATE_TIME_YEAR_itiE¥ger
DATE_TIME_NEXT igE¥ger
DATE_TIME_NEXT B&tsr KEY
DATE_TIME_NEXT_inGadRrKEY
DATE_TIME_NEXT_DR¥QKEY
DATE_TIME_NEXT_MVEBErKEY
DATE_TIME_NEXT_M&Ig&H_KEY
DATE_TIME_NEXT QUEGRFER_KEY
DATE_TIME_NEXT_iEAGeKEY

X X X X X X X X X X X X X X X X =
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Column Data Type P F DV
CREATE_AUDIT_KEYumeric(19) X
UPDATE_AUDIT_KEYumeric(19) X

CAL_DATE timestamp(3)
CAL_DAY_NAME varchar(32)
CAL_MONTH_NAMEarchar(32)
CAL_DAY NUM_IN shtztknt
CAL_DAY_NUM_IN dvigfirt
CAL_DAY _NUM_IN $fRARint
CAL_LAST_DAY_IN nfeitic(1)
CAL_LAST DAY _IN nvuenérid(1)
CAL_WEEK_NUM_|smyARt
WEEK YEAR smallint
CAL_WEEK_START tiA&&tamp(3)
CAL WEEK END_D#itestamp(3)
CAL_MONTH_NUM sstNa¥lERR
CAL_QUARTER_NU$MmENIiIMEAR
CAL_HALF_NUM_INsrviBARt

CAL YEAR_NUM smallint
CAL_HOUR_NUM_|Binf2i¥nt

CAL _HOUR_ 24 NUSMENIiBRY
CAL_MINUTE_NUMsiNaHi@t/R
CAL_30MINUTE_N$MaNntOUR
LABEL_YYYY varchar(32)
LABEL YYYY QQ varchar(32)
LABEL _YYYY_MM varchar(32)
LABEL YYYY WE varchar(32)
LABEL_YYYY_WE_Drarchar(32)
LABEL YYYY MM _W@rchar(32)
LABEL_YYYY_MM_D@rc¢iar(32)
LABEL YYYY MM _W@r¢tarB2)
LABEL_YYYY_MM_Darc¢Har8|
LABEL YYYY_MM_R@r¢ha2@30MI
LABEL_YYYY_MM_Darc¢hariB?2)
LABEL YYYY MM _W@r¢ta?@2|
LABEL YYYY MM _Dar¢hHarlZ2)NT
LABEL YYYY MM_DBr¢ta?@B25INT
LABEL_YYYY_MM_D@r¢tarfReNT

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 X X X x x =2
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Column Data Type P F DV
LABEL_YYYY_MM_ N@r¢ta?BR0INT
LABEL QQ varchar(32)
LABEL MM varchar(32)
LABEL WE varchar(32)
LABEL DD varchar(32)
LABEL HH varchar(32)
LABEL HH24 varchar(32)
LABEL_30MI varchar(32)
LABEL_MI varchar(32)
LABEL TZ varchar(32)

AMPM_INDICATORvarchar(4)
RUNNING_YEAR_Nlnteger
RUNNING_QUARTERt&G &Yl
RUNNING_MONTH ihtigler
RUNNING_WEEK_Nbtiéger
RUNNING_DAY_NUivteger
RUNNING_HOUR_Nitdger
RUNNING_30MIN_it&ger

X X X X X X X X X X X X X X X X X x =2

DATE_TIME_KEY

The primary key of this table. It is used to join a particular 15-minute interval in this table to the fact
and aggregate tables. This field increases monotonically to facilitate the calculation of time interval
ranges and is equal to the UTC-equivalent time at which the time interval started.

DATE_TIME_30MIN_KEY

The surrogate key that is used to join a particular 30-minute interval in this table to the fact and
aggregate tables. Two rows in this table share the same value, which is the DATE_TIME_KEY that
represents the start of the 30-minute interval.

DATE_TIME_HOUR_KEY

The surrogate key that is used to join a particular hour in this table to the fact and aggregate tables.
Four rows in this table share the same value, which is the DATE_TIME_KEY that represents the start of
the hour interval.
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DATE_TIME_DAY _KEY
The surrogate key that is used to join a particular day in this table to the fact and aggregate tables.

Ninety-six rows in this table share the same value, which is the DATE_TIME_KEY that represents the
start of the day interval.

DATE_TIME_WEEK_KEY
The surrogate key that is used to join a particular week in this table to the fact and aggregate tables.

Multiple rows in this table share the same value, which is the DATE_TIME_KEY that represents the
start of the week interval.

DATE_TIME_MONTH_KEY
The surrogate key that is used to join a particular month in this table to the fact and aggregate

tables. Multiple rows in this table share the same value, which is the DATE_TIME_KEY that represents
the start of the month interval.

DATE_TIME_QUARTER_KEY

The surrogate key that is used to join a particular quarter in this table to the fact and aggregate
tables. Multiple rows in this table share the same value, which is the DATE_TIME_KEY that represents
the start of the quarter interval.

DATE_TIME_YEAR_KEY

The surrogate key that is used to join a particular year in this table to the fact and aggregate tables.
Multiple rows in this table share the same value, which is the DATE_TIME_KEY that represents the
start of the year interval.

DATE_TIME_NEXT_KEY

Points to the next record of this table. This value is DATE_TIME_KEY+1.

DATE_TIME_NEXT_30MIN_KEY

Points to the DATE_TIME_30MIN_KEY record that represents the next 30-minute period.

DATE_TIME_NEXT_HOUR_KEY

Points to the DATE_TIME_HOUR _KEY record that represents the next hour.
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DATE_TIME_NEXT DAY _KEY

Points to the DATE_TIME_DAY_KEY record that represents the next calendar day.

DATE_TIME_NEXT WEEK_KEY

Points to the DATE_TIME_WEEK_KEY record that represents the next calendar week.

DATE_TIME_NEXT_MONTH_KEY

Points to the DATE_TIME_MONTH_KEY record that represents the next calendar month.

DATE_TIME_NEXT_QUARTER_KEY

Points to the DATE_TIME_QUARTER_KEY record that represents the next calendar quarter.

DATE_TIME_NEXT_YEAR_KEY

Points to the DATE_TIME_YEAR_KEY record that represents the next year.

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.

CAL_DATE

The date/time data type for a calendar date that is specific for this RDBMS.

CAL_DAY _NAME

The calendar day name — for example, "Sunday".
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CAL_MONTH_NAME

The calendar month name — for example, "January".

CAL_DAY NUM_IN_ WEEK

The day number in a week. By default, the values start with 1 for Sunday and end with 7 for Saturday.
If another day is configured as the first day of the week, the value 1 is populated for that day, the
value 2 is populated for the subsequent day, and so forth. For example, if Monday is configured as

the first day of the week (that is, the first-day-of-week configuration option is set to 2), the
CAL_DAY_NUM_IN_WEEK values start with 1 for Monday and end with 7 for Sunday.

CAL_DAY _NUM_IN_MONTH

The day number in the calendar month, starting with 1 and ending with 28, 29, 30, or 31, depending
on the month.

CAL_DAY_NUM_IN_YEAR

The day number in the calendar year, starting with 1 for January 1 and ending with 365 or 366 for
December 31.

CAL_LAST DAY IN_WEEK

The indicator for the last day of the calendar week: 0 = No, 1 = Yes. For example, this value may be 0
for Wednesday records and 1 for Saturday records.

CAL_LAST DAY_IN_MONTH

The indicator for the last day of the calendar month: 0 = No, 1 = Yes. For example, this value is set to
0 for January 16 and 1 for January 31.

CAL_WEEK_NUM_IN_YEAR
The week number in the calendar year, starting with 1 and ending with 53. The first week begins on

the first day of the calendar year and may contain fewer than seven days. Likewise, the last week,
ending with the last day of the year, may contain fewer than seven days.

WEEK_YEAR

The year number for the week to which this day belongs. By default, the week year matches the
calendar year. If the week numbering is configured to differ from the simple week numbering (for
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example, for the purpose of financial reports), the year number that is stored for the first and last
weeks differs from the year number of the calendar year.

CAL_ WEEK_START DATE

The start date of the calendar week to which this date belongs. All dates in the same calendar week
share the same calendar week start date. For example, if a week starts on Sunday, this value is
March 7, 2010 for all dates between March 7, 2010 and March 13, 2010.

CAL_ WEEK_END_DATE

The end date of the calendar week to which this date belongs. All dates in the same calendar week
share the same calendar week end date. For example, if a week starts on Sunday, this value is March
13, 2010 for all dates between March 7, 2010 and March 13, 2010.

CAL_MONTH_NUM_IN_YEAR

The month number in the calendar year, starting with 1 for January and ending with 12 for December.

CAL_QUARTER_NUM_IN_YEAR

The number of the quarter in the calendar year, starting with 1 for the first quarter (January 1
through March 31) and ending with 4 for the fourth quarter (October 1 through December 31).

CAL HALF_NUM_IN_YEAR

The number of the half of the calendar year, starting with 1 for January 1 through June 30 and ending
with 2 for July 1 through December 31.

CAL_YEAR_NUM

The Gregorian calendar year, expressed as a four-digit integer — for example, 2010.

CAL HOUR_NUM_IN_DAY

The hour of the day, expressed as an integer from 1-12. This field is intended to be used in
conjunction with the AMPM_INDICATOR field.

CAL_HOUR_24 NUM_IN_DAY

The hour of the day, as an integer from 00 to 23.
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CAL_MINUTE_NUM_IN_HOUR
The 15-minute number of the hour. This field is set to one of the following values:

e 0 —for 0 <=min< 15

15 — for 15 <= min < 30
¢ 30 — for 30 <= min < 45
45 — for 45 <= min < 60

CAL_30MINUTE_NUM_IN_HOUR
The 30-minute number of the hour. This field is set to one of the following values:

¢ 0 —for 0 <=min < 30

¢ 30 — for 30 <= min < 60

LABEL_YYYY

The current date expressed as a string in YYYY format, where YYYY represents a four-digit year. This
field is useful when it is used as a label in report headers. For example, the label that this field stores
for January 30, 2010, at 15:45 is "2010".

LABEL_YYYY_QQ

The current date, expressed as a string in YYYY QQ format, where QQ represents the number of the
quarter (1-4), followed by the letter "Q", which is not localizable. This field is useful when it is used as
a label in report headers. For example, the label that this field stores for January 30, 2010, at 15:45 is
"2010 1Q".

LABEL_YYYY MM

The current date, expressed as a string in YYYY-MM format, where MM represents the two-digit
month. This field is useful when it is used as a label in report headers. For example, the label that this
field stores for January 30, 2010, at 15:45 is "2010-01".

LABEL_YYYY WE

The current date, expressed as a string in YYYY-Www format, where Www represents the two-digit
week number of the year, preceded by the letter "W". This field is useful when it is used as a label in
report headers. For example, with simple week numbering, the label that this field stores for January
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30, 2010, at 15:45 is "2010-W05" (January 30, 2010 fell in the fifth week of the year).

LABEL_YYYY_WE_D

The current date expressed as a string in YYYY-Www-D format, where Www represents the two-digit
week number of the year, preceded by the letter "W", and D represents the day number in the week.
This field is useful when used as a label in report headers. For example, with simple week numbering,
the label that this field stores for January 30, 2010, at 15:45 is "2010-05-1" (January 30, 2010 fell in
the fifth week of the year, and Sunday is the first day of the week).

LABEL_YYYY MM DD

The current date, expressed as a string in YYYY-MM-DD format, where DD represents the two-digit
day of the month. This field is useful when it is used as a label in report headers. For example, the
label that this field stores for January 30, 2010, at 15:45 is "2010-01-30".

LABEL_YYYY_MM_DD _HH

The current date, expressed as a string in YYYY-MM-DD HH format, where hour (HH) values range
from 01 to 12. This field is useful when it is used as a label in report headers. For example, the label
that this field stores for January 30, 2010, at 15:45 is "2010-01-30 03".

LABEL_YYYY MM DD HH24

The current date, expressed as a string in YYYY-MM-DD HH format where hour (HH) values range from
01 to 24. This field is useful when it is used as a label in report headers. For example, the label that
this field stores for January 30, 2010, at 15:45 is "2010-01-30 15".

LABEL_YYYY_MM_DD_HH_30MI

The current date, expressed as a string in YYYY-MM-DD HH:mm format, where hour (HH) values range
from 01 to 12 and mm represents the closest 30-minute period that is less than or equal to the actual
minute. This field is useful when it is used as a label in report headers. For example, the label that
this field stores for January 30, 2010, at 15:45 is "2010-01-30 03:30".

LABEL_YYYY_MM_DD _HH24 30M|

The current date, expressed as a string in YYYY-MM-DD HH:mm format, where hour (HH) values range
from 01 to 24 and mm represents the closest 30-minute period that is less than or equal to the actual
minute. This field is useful when it is used as a label in report headers. For example, the label that
this field stores for January 30, 2010, at 15:45 is "2010-01-30 15:30".
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LABEL_YYYY_ MM _DD_HH_MI

The current date, expressed as a string in YYYY-MM-DD HH:mm format, where hour (HH) values range
from 01 to 12 and mm represents the actual minute. This field is useful when it is used as a label for
report headers. For example, the label that this field stores for January 30, 2010, at 15:45 is
"2010-01-30 03:45".

LABEL_YYYY MM _DD_HH24 M|

The current date, expressed as a string in YYYY-MM-DD HH:mm format, where hour (HH) values range
from 01 to 24 and mm represents the actual minute. This field is useful when it is used as a label for
report headers. For example, the label that this field stores for January 30, 2010, at 15:45 is
"2010-01-30 15:45".

LABEL_YYYY MM DD _HH_15INT

The current date, expressed as a string in YYYY-MM-DD 15INT format, where 15INT represents the
15-minute interval within the day. Hour values range from 01 to 12. This field is useful when it is used
as a label for report headers. For example, the label that this field stores for January 30, 2010, at
15:45 is "2010-01-30 03:45-04:00".

LABEL_YYYY MM DD _HH24 15INT

The current date, expressed as a string in YYYY-MM-DD 15INT format, where 15INT represents the
15-minute interval within the day and includes the hour, in a range from 01 to 24. This field is useful
when it is used as a label for report headers. For example, the label that this field stores for January
30, 2010, at 15:45 is "2010-01-30 15:45-16:00".

LABEL_YYYY MM DD _HH_30INT

The current date, expressed as a string in YYYY-MM-DD 30INT format, where 30INT represents the
30-minute interval within the day and includes the hour, in a range from 01 to 12. This field is useful
when it is used as a label for report headers. For example, the label that this field stores for January
30, 2010, at 15:45 is "2010-01-30 03:30-04:00".

LABEL_YYYY MM DD _HH24 30INT

The current date, expressed as a string in YYYY-MM-DD 30INT format, where 30INT represents the
30-minute interval within the day and includes the hour, in a range from 01 to 24. This field is useful
when it is used as a label for report headers. For example, the label that this field stores for January
30, 2010, at 15:45 is "2010-01-30 15:30-16:00".
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LABEL_QQ

A string representation of the current date, expressed in QQ format, where QQ represents the number
of the quarter (1-4), followed by the letter "Q", which is not localizable. This field is useful when it is
used as a label for report headers. For example, the label that this field stores for January 30, 2010,
at 15:45 is "1Q".

LABEL_MM

A string representation of the current date, expressed in MM format, where MM represents the two-
digit month. This field is useful when it is used as a label for report headers. For example, the label
that this field stores for January 30, 2010, at 15:45 is "01".

LABEL_WE

A string representation of the current date, expressed in Www format, where Www represents the
two-digit week number of the year, preceded by the letter "W". This field is useful when it is used as
a label for report headers. For example, with simple week numbering, the label that this field stores
for January 30, 2010, at 15:45 is "WO05". (January 30, 2010 falls in the fifth week of the year.)

LABEL_DD

A string representation of the current date, expressed in DD format, where DD represents the two-
digit day of the month. This field is useful when it is used as a label for report headers. For example,
the label that this field stores for January 30, 2010, at 15:45 is "30".

LABEL_HH

A string representation of the current date, expressed in HH format, where hour (HH) values range
from 01 to 12. This field is useful when it is used as a label for report headers. For example, the label
that this field stores for January 30, 2010, at 15:45 is "03".

LABEL_HH24

A string representation of the current date, expressed in HH format, where hour (HH) values range
from 01 to 24. This field is useful when it is used as a label for report headers. For example, the label
that this field stores for January 30, 2010, at 15:45 is "15".

LABEL_30MI

A string representation of the current date, expressed in mm format, where mm represents the
closest 30-minute period that is less than or equal to the actual minute. For example, the label that
this field stores for January 30, 2010, at 15:45 is "30".
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LABEL_MI

A string representation of the current date, expressed in mm format, where mm represents the actual
minute. For example, the label that this field stores for January 30, 2010, at 15:45 is "45".

LABEL_TZ

A string representation of the time zone designator, as defined in ISO 8601 standard. For the time
zone in which the UTC offset is equal zero, the letter "Z" is stored as the time zone designator. The
zone designator for other time zones is specified by the offset from UTC in the format HH:<mm>,
where HH represents hours and mm represents minutes, if applicable. For example, if the time that is
being described is one hour ahead of UTC, the stored value would be "+01".

AMPM_INDICATOR

Indicates the period between midnight and noon ("AM") or between noon and midnight ("PM").

RUNNING_YEAR_NUM

The running year number, starting with 1 for the year that is populated as the first year in this
calendar. The date-time-start-year configuration option controls the starting year. By default, the
calendar starts with the year that precedes the DATE_TIME table initialization. For example, if the
Genesys Info Mart database is initiated in year 2010, this field stores the value of 2 for rows that are
generated for 2010 dates.

RUNNING_QUARTER_NUM

The running quarter number, starting with 1 as the first quarter of the first year that is populated for
this calendar. Running values do not reset at the beginning of each year, so that this value is 1-4,
respectively, for the four quarters of the first populated year (for example, 2009); 5-8, respectively,
for the four quarters of the second populated year (in this example, 2010); and so forth.

RUNNING_MONTH_NUM

The running month number, starting with 1 as the first month of the first year that is populated for

this calendar. Running values do not reset at the beginning of each year, so that this value is 1-12,

respectively, for the 12 months of the first populated year (for example, 2009); 13-24, respectively,
for the 12 months of the second populated year (in this example, 2010); and so forth.

RUNNING_WEEK_NUM

The running week number, starting with 1 as the first week of the first year that is populated for this
calendar. Running values do not reset at the beginning of each year, so that, with simple week
numbering, this value is 1-53, respectively, for the 53 weeks of the first populated year (for example,
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2009); 54-107, respectively, for the 53 weeks of the second populated year (in this example, 2010);
and so forth.

RUNNING_DAY NUM

The running day number, starting with 1 as the first day of the first year that is populated for this
calendar. Running values do not reset at the beginning of each year, so that this value is 1-365,
respectively, for the 365 days of the first populated year (for example, 2009); 366-730, respectively,
for the 365 days of the second populated year (in this example, 2010); and so forth.

RUNNING_HOUR_NUM

The running hour number, starting with 1 as the first hour of the first day of the first year that is
populated for this calendar. Running hours do not reset at the beginning of each day, so that this
value is 1-24, respectively, for the 24 hours of the first populated day (for example, 1/1/2009); 25-48,
respectively, for the 24 hours of the second populated day (in this example, 1/2/2009); and so forth.

RUNNING_30MIN_NUM

The running 30-minute number, starting with 1 as the first 30-minute interval of the first hour of the
first day of the first year that is populated for this calendar. Running 30-minute periods do not reset
at the beginning of each hour, so that this value is 1-2, respectively, for the two 30-minute intervals
of the first hour of 1/1/2009, if 2009 is the first year populated for this calendar; 3-4, respectively, for
the two 30-minute intervals in the second hour of this day; and so forth.

Index List
CODE U C Description
Improves access time,
IDX_DT 30 based on a 30-minute
key.

Improves access time,
IDX_DT_NEXT30 based on the next
30-minute key.

Improves access time,
IDX_DT_NEXT based on the key of the
next record.

Improves access time,
based on the 30-minute

IDX_DT_30_INT key, the next 30-minute
key, and the primary
key.

Improves access time,

IDX_DT_HOUR_INT based on the hour key,
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CODE U C Description

the next hour key, and
the primary key.

Improves access time,

based on the day key,
IDX_DT_DAY_INT the next day key, and

the primary key.

Improves access time,
based on the month
IDX_DT_MONTH_INT key, the next month

key, and the primary
key.

Improves access time,
IDX_DT_CAL_DATE based on the calendar
date.

Index IDX_DT 30

Field Sort Comment
DATE_TIME_30MIN_KEY Ascending

Index IDX_DT_NEXT30

Field Sort Comment
DATE_TIME_NEXT_30MIN_KEY Ascending

Index IDX_DT_NEXT

Field Sort Comment
DATE_TIME_NEXT_KEY Ascending

Index IDX_DT_30_INT

Field Sort Comment
DATE_TIME_30MIN_KEY Ascending
DATE_TIME_NEXT_30MIN_KEY Ascending
DATE_TIME_KEY Ascending

Index IDX_DT_HOUR_INT

Field Sort Comment
DATE_TIME_HOUR_KEY Ascending
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Field
DATE_TIME_NEXT _HOUR_KEY
DATE_TIME_KEY

Index IDX_DT_DAY_INT

Field
DATE_TIME_DAY_KEY
DATE_TIME_NEXT_DAY_KEY
DATE_TIME_KEY

Index IDX_DT_MONTH_INT

Field
DATE_TIME_MONTH_KEY
DATE_TIME_NEXT_MONTH_KEY
DATE_TIME_KEY

Index IDX_DT_CAL_DATE

Field
CAL_DATE

Subject Areas

Ascending
Ascending

Ascending
Ascending
Ascending

Ascending
Ascending
Ascending

Ascending

Sort

Sort

Sort

Sort

Comment

Comment

Comment

Comment

e Calling_List_Metric — Represents a snapshot of outbound campaign calling list metrics.

e Calling_List_To_Campaign — Represents the associations between calling lists and campaigns.

e Campaign_Group_Session — Represents campaign groups as they are being loaded and unloaded.

e Campaign_Group_State — Represents campaign groups from the perspective of states they go through,

such as “Loaded", "Started", and "Unloading".

e Campaign_Group_To Campaign — Represents the associations between agent groups or place groups

and campaigns.

e Contact Attempt — Represents outbound campaign contact record attempts. An attempt may or may

not include dialing.

e Interaction — Represents interactions from the perspective of a customer experience.

e Interaction Resource — 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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e Interaction_Resource State — Allows facts to be described by the state of the associated agent
resource. Each row describes one distinct media-specific agent state.

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

e Place_Group — Represents the membership of places among place groups.
* Resource_Group — Represents the membership of contact center resources among resource groups.
* Resource_ Skill — Represents the skill resumes of agent resources.

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

e Summary_ Resource State — Represents agent resource states, summarized to the media type.

e Summary_Resource_State Reason — Represents agent resource state reasons, summarized to the
media type.
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Table DIALING_ MODE

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 allows facts to be described based on attributes of an outbound campaign dialing mode.
Each row describes one dialing mode.

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
DIALING_MODE_KEhteger X X

DIALING_MODE varchar(32)
DIALING_MODE_C@Brehar(32)
CREATE_AUDIT KEvumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
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DIALING_MODE_KEY

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

DIALING_MODE

The dialing mode. This field is set to one of the following values:

* None e Progressive with seizing e Progressive GVP
¢ Unknown Dialing Mode e Predictive with seizing e Predictive GVP
e Predictive * Power e Power GVP

* Progressive e Power with seizing

* Preview * Push Preview

These values change with localization.

DIALING_MODE_CODE

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

* NONE  PROGRESSIVE_WITH_SEIZING  PROGRESSIVE_GVP
* UNKNOWN_DIALING_MODE * PREDICTIVE_WITH_SEIZING * PREDICTIVE_GVP
» PREDICTIVE * POWER » POWER_GVP

* PROGRESSIVE * POWER_WITH_SEIZING

* PREVIEW e PUSH_PREVIEW

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
(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.
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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 GPM DIM1

Description

Introduced: 8.5.014.09

In partitioned databases, this table is not partitioned.

This table allows Predictive Routing facts to be described based on miscellaneous characteristics of
the predictor and routing 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 integer X X
PREDICTOR_TYPE varchar(32) X unknown
ROUTING_CRITERI&archar(32) X unknown
CREATE_AUDIT_KEMumeric(19) X X
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ID

The primary key of this table. This ID is referenced from other tables as GPM_DIM1 _KEY.

PREDICTOR TYPE
Based on KVP: gpmPredictorType

Describes the type of KPI for which the predictor is used.

ROUTING_CRITERIA
Based on KVP: gpmRoutingMethod

Reserved for future use.

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
| GPM_DIM1 X that are stored in the
dimension table are
unique.
Index |_GPM_DIM1
Field Sort Comment
PREDICTOR_TYPE Ascending
ROUTING_CRITERIA Ascending
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Subject Areas

No subject area information available.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 260



Info Mart Tables Table GPM_FACT

Table GPM FACT

Description

Introduced: 8.5.009

Modified: 8.5.014.09 (DEFAULT SCORE, DEFAULT SCORE_USED, DEFAULT SCORES_COUNT,
GLOBAL SCORES_COUNT, ADJUSTED_SCORE, INITIAL SCORE_THRESHOLD,

FINAL SCORE_THRESHOLD, SUITABLE_AGENTS _COUNT, GPM_DIM1 KEY added); 8.5.011
(START _DATE_TIME_KEY became part of the composite primary key in nonpartitioned as well as
partitioned databases); 8.5.010.16 (UPDATE_AUDIT _KEY added); 8.5.010 (in Microsoft SQL
Server, data type for MEDIA_SERVER_IXN_GUID modified in multi-language databases)

In partitioned databases, this table is partitioned.

Each row in this table describes an attempt to route an interaction to an agent using Predictive
Routing. The facts are based on data sent in UserEvents by your routing solution for interactions on
voice, web, and mobile channels. Rows are inserted on receipt of a Predictive Routing-related event
and are not updated. There is one row per interaction routing attempt per agent.

The MEDIA_SERVER_IXN_GUID links the GPM_FACT record with the related INTERACTION_FACT (IF),
and the RESOURCE_KEY enables you to then link further to an INTERACTION_RESOURCE_FACT (IRF).
In this way, the GPM_FACT table enables you to generate reports that provide interaction-level detail
about Predictive Routing usage and its impact on KPIs, as well as evaluate the results for various
models and predictors.

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
MEDIA SERVER_IXiaketHp(64)
ROUTE_ATTEMPT linteger
RESOURCE_KEY integer
START_DATE_TIMEinteger
ADDED_TS integer
MESSAGE varchar(255)
AGENT_SCORE  numeric(10,5)
GLOBAL SCORE numeric(10,5)
MEDIAN_SCORE numeric(10,5)
MAX_SCORE numeric(10,5)
MIN_SCORE numeric(10,5)
SCORE_ABOVE_MBhRircKar(10)
AGENT_RANK integer
TARGET _SIZE integer
WAIT_TIME integer
GPM_RESULT KEY integer
GPM_PREDICTOR_Kitéger
GPM_MODEL_KEY integer
DEFAULT_SCORE numeric(10,5)
DEFAULT SCORE_listeiger
DEFAULT SCORES iffeghim
GLOBAL_SCORES_{ndéeger
ADJUSTED_SCOREnumeric(10,5)
INITIAL_SCORE_THRESGHDLD
FINAL_SCORE_THRE&¢@ED
SUITABLE_AGENTSNEEHENT
GPM_DIM1 KEY integer X -2
CREATE_AUDIT_KEumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X

X X X X 9
X X X X X =2
=

o O O O o

unknown

X X X X X X X X X X X X
>
N o

MEDIA SERVER_IXN_GUID

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
Based on KVP: CALLID
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The interaction GUID, as reported by the interaction media server. This GUID might not be unique. In
the case of T-Server voice interactions, the GUID is the Call UUID. This value allows you to associate
interaction details with Predictive Routing results by using the following references:

INTERACTION FACT.MEDIA SERVER IXN GUID =
GPM_FACT.MEDIA SERVER IXN GUID

AND INTERACTION FACT.START DATE TIME KEY =
GPM_FACT.START DATE TIME KEY

In combination with RESOURCE_KEY, ROUTE_ATTEMPT _ID, and (starting with release 8.5.011)
START _DATE_TIME_KEY, the MEDIA_SERVER _IXN_GUID forms the value of the composite primary key
for this table.

ROUTE_ATTEMPT _ID
Based on KVP: gpmRouteAttemptid

The sequence number of the attempt to route an interaction using Predictive Routing. In combination
with RESOURCE_KEY, MEDIA_SERVER_IXN_GUID, and (starting with release 8.5.011)

START _DATE_TIME_KEY, the ROUTE_ATTEMPT _ID forms the value of the composite primary key for this
table.

RESOURCE_KEY
Based on KVP: gpmAgentDBIDand AGENT_CFG_TYPE_IDand AGENT CFG _TYPE

The surrogate key that is used to join the RESOURCE_ dimension to the fact table, to identify the
agent resource that was the target of the Predictive Routing attempt. In combination with
MEDIA_SERVER_IXN_GUID, ROUTE_ATTEMPT _ID, and (starting with release 8.5.011)
START_DATE_TIME_KEY, the RESOURCE_KEY forms the value of the composite primary key for this
table.

START DATE_TIME_KEY

Modified: 8.5.011 (added to the composite primary key in nonpartitioned databases)

Identifies the start of a 15-minute interval in which the interaction started. 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.
Starting with release 8.5.011, in combination with MEDIA_SERVER_IXN_GUID, RESOURCE_KEY, and
ROUTE_ATTEMPT_ID, the START_DATE_TIME_KEY forms the value of the composite primary key for this
table in nonpartitioned as well as partitioned databases.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 263



Info Mart Tables Table GPM_FACT

ADDED_TS

The UTC-equivalent value of the date and time at which the event with Predictive Routing data is
received.

MESSAGE

Modified: 8.5.009.20 (default value no longer defined)
Based on KVP: gpmMessage

The message that displays when the Predictive Routing result, as reported by the GPM_RESULT KEY,
is an error.

AGENT_SCORE
Based on KVP: gpmAgentScore

The score of the agent to whom the interaction was routed.

GLOBAL SCORE
Based on KVP: gpmGlobalScore

The average score calculated for a sub-group of agents in the target group, for whom the global
model was utilized in score computation.

MEDIAN_SCORE
Based on KVP: gpmMedianScore

The median score for the target group of agents to which the agent belongs.

MAX_SCORE
Based on KVP: gpmMaxScore

The score of the best matching agent in the target group.

MIN_SCORE
Based on KVP: gpmMinScore

The score of the worst matching agent in the target group
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SCORE_ABOVE_MEDIAN
Based on KVP: gpmScoreAboveMedian

Indicates whether the score for the selected agent was better than the median score for the target
group. This field is set to one of the following values: 0 (= No), 1 (= Yes), unknown.

AGENT_RANK
Based on KVP: gpmAgentRank

The rank of the agent in the target group, based on agent scores sorted in descending order.

TARGET _SIZE
Based on KVP: gpmTargetSize

The size of the scored target group (in other words, the length of the list of agents received from the
scoring engine).

WAIT TIME
Based on KVP: gpmWaitTime

The amount of time, in seconds, the interaction spent in the queue used for Predictive Routing
decision-making.

GPM_RESULT _KEY

Based on KVP: gpmResult

The surrogate key that is used to join the GPM_RESULT dimension to the fact table, to identify the
result of the Predictive Routing attempt.

GPM_PREDICTOR_KEY

Based on KVP: gpmPredictorand gpmPredictorld

The surrogate key that is used to join the GPM_PREDICTOR dimension to the fact table, to identify the
predictor used for scoring.

GPM_MODEL_KEY

Based on KVP: gpmModeland gpmModelld
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The surrogate key that is used to join the GPM_MODEL dimension to the fact table, to identify the
model used to calculate agent scores for the interaction.

DEFAULT_SCORE

Introduced: Release 8.5.014.09
Based on KVP: gpmDefaultAgentScore

The default agent score for the associated interaction, as specified in configuration.

DEFAULT_SCORE_USED

Introduced: Release 8.5.014.09
Based on KVP: gpmDefaultScoreUsed

Specifies how the agent score is derived.

¢ 0 - The agent score for the associated interaction is based on the scoring response returned by GPR.

e 1 -The agent score for the associated interaction is based on configuration.

DEFAULT _SCORES_COUNT

Introduced: Release 8.5.014.09
Based on KVP: gpmDefaultScoredAgents

The number of agents assigned the default score for the associated interaction.

GLOBAL_SCORES_COUNT

Introduced: Release 8.5.014.09
Based on KVP: gpmGlobalScoreCount

The number of agent scores returned for the interaction using the global model.

ADJUSTED_SCORE

Introduced: Release 8.5.014.09
Based on KVP: gpmAdjustedAgentScore

The final agent score used to route the associated interaction to the selected agent. This score is
calculated from AGENT_SCORE adjusted for an agent occupancy factor.
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INITIAL_SCORE_THRESHOLD

Introduced: Release 8.5.014.09
Based on KVP: gpminitialScoreThreshold

The initial threshold score required for an agent to be considered a match for an interaction, as
specified in configuration.

FINAL_SCORE_THRESHOLD

Introduced: Release 8.5.014.09
Based on KVP: gpmFinalScoreThreshold

The final threshold value used to route the associated interaction to the selected agent.

SUITABLE_AGENTS_COUNT

Introduced: Release 8.5.014.09
Based on KVP: gpmSuitableAgentsCount

The number of agents who had scores greater than, or equal to, the initial threshold value when the
scoring response was received.

GPM_DIM1_KEY

Introduced: Release 8.5.014.09
The surrogate key that is used to join the GPM_DIM1 dimension to the fact table, to identify
miscellaneous characteristics of the predictor and routing attempt.

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

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.
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Index List
CODE U

| GPM_FACT_SDT

Index |_GPM_FACT SDT

Field
START_DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.

Sort

Description

Improves access time,
based on the Start Date
Time key.

Comment
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Table GPM MODEL

Description

Introduced: 8.5.009
Modified: 8.5.010 (in Microsoft SQL Server, data type for the MODEL and MODEL _ID columns
modified in single-language databases)

In partitioned databases, this table is not partitioned.

This table allows Predictive Routing facts to be described based on characteristics of the model used
to match interactions with routing targets. The model is the variant of the predictor used to calculate
agent scores for the interaction.

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 integer X X
MODEL varchar(255) X unknown
MODEL_ID varchar(32) X unknown
CREATE_AUDIT KEvumeric(19) X X
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ID

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

MODEL

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmModel

The name of the model in the Journey Optimization Platform (JOP).

MODEL_ID

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmModelld

The UUID of the model.

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
|_GPM_MODEL X that are stored in the
dimension table are
unique.
Index |_GPM_MODEL
Field Sort Comment
MODEL Ascending
MODEL_ID Ascending
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Subject Areas

No subject area information available.
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Table GPM_PREDICTOR

Description

Introduced: 8.5.009
Modified: 8.5.010 (in Microsoft SQL Server, data type for the PREDICTOR and PREDICTOR _ID
columns modified in single-language databases)

In partitioned databases, this table is not partitioned.

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

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 integer X X
PREDICTOR varchar(255) X unknown
PREDICTOR _ID varchar(32) X unknown
CREATE_AUDIT_KEvumeric(19) X X
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ID

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

PREDICTOR

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmPredictor

The name of the predictor in the Journey Optimization Platform (JOP). If an error is encountered, the
section name in the PredictorsCfg Transaction List object is used as the predictor name.

PREDICTOR_ID

Modified: 8.5.010 (in Microsoft SQL Server,data type modified in single-language databases)
Based on KVP: gpmPredictorld

The UUID of the predictor used for scoring.

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
|_GPM_PREDICTOR X that are stored in the
dimension table are
unique.
Index |_GPM_PREDICTOR
Field Sort Comment
PREDICTOR Ascending
PREDICTOR_ID Ascending
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Subject Areas

No subject area information available.
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Table GPM_RESULT

Description

Introduced: 8.5.009

Modified: 8.5.010 (in Microsoft SQL Server, data type for the following columns modified in
single-language databases: GPM_MODE, GPM_STATUS, GPM_RESULT, GPM_USE,
CUSTOMER_FOUND)

In partitioned databases, this table is not partitioned.

This table allows Predictive Routing facts to be described based on characteristics of the Predictive
Routing 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
ID integer X X
GPM_MODE varchar(20) X unknown
GPM_STATUS varchar(20) X unknown
GPM_RESULT varchar(255) X
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Column Data Type P M F DV
GPM_USE varchar(10) X unknown
CUSTOMER_FOUNWMarchar(10) X unknown
CREATE_AUDIT_KEYumeric(19) X X

ID

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

GPM_MODE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmMode

The mode in which Predictive Routing is operating, as specified in configuration. This field is set to
one of the following values:

e prod

o off

e dry-run

e ab-test-time-sliced

e unknown

GPM_STATUS

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmStatus

Indicates the scenario under which the interaction was processed. This field is set to one of the
following values:

e agent-surplus
e call-surplus

e unknown

For more information about the agent-surplus and call-surplus scenarios, see the information about
interaction flows in the Predictive Routing Deployment and Operations Guide.

GPM_RESULT

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmResult
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The result of Predictive Routing processing. This field is set to one of the following values:

e 1-o0k
e 2 - Authentication to scoring engine failed
e 3 - Scoring request failed

* 4 - Agent list is empty

5 - URS overload, ixn skipped

* 6 - Predictor not found

e 7 - Failed to build scoring request

¢ 8 - SetldealAgent or SetReadyCondition execution error
e 9 - Interaction log not found in global map

e 10 - Unknown error

¢ 11 - Channel is not supported

e 12 - Reserved for future use

e 13 - Call Abandoned

e 14 - Call Routing Failed

e 15 - Predictive Routing is turned off or is not used for this interaction

In the case of errors, the MESSAGE field in the GPM_FACT table displays the error message.

GPM_USE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmUse

The meaning depends on the mode in which Predictive Routing is operating (see GPM_MODE). This
field is set to one of the following values:

¢ 1-When the mode is ab-test-time-sliced, indicates that the interaction was selected for Predictive
Routing. When the mode is prod, indicates the normal case, when Predictive Routing occurred without
error.

¢ 0 -When the mode is ab-test-time-sliced, indicates the interaction was processed with skill-based
routing. When the mode is dry-run, indicates that the interaction completed without error.

e unknown - For any mode, indicates that an error occurred in one of the Predictive Routing subroutines,
and the solution defaulted to skill-based routing.

CUSTOMER_FOUND

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: gpmCustomerFound
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Indicates if features from the customer record were successfully retrieved from the customer
relationship management (CRM) database and used to calculate agent scores. This field is set to one
of the following values: 0 (= No), 1 (= Yes), 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
|_ GPM_RESULT X that are stored in the
dimension table are
unique.
Index |_GPM_RESULT
Field Sort Comment
GPM_MODE Ascending
GPM_STATUS Ascending
GPM_RESULT Ascending
GPM_USE Ascending
CUSTOMER_FOUND Ascending

Subject Areas

No subject area information available.
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Table GROUP_ANNEX

Description

Introduced: 8.1.4

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 stores additional configuration data for configuration objects of the following types:

* Agent Group
* DN Group

The data is based on the records that are stored in the GC_ANNEX table of the configuration IDB for
these configuration objects. Genesys Interactive Insights uses the data to control visibility for certain
data and reports.

A new row is issued for each geographical location, business line, or organizational structure attribute
that is specified for a resource group as a configuration option on the Annex tab of the corresponding
configuration object. Changing the name of the specified option causes a new row to be created.
Changing the name of the specified section causes a new row to be created for each option that is
associated with this section. Deleting the section causes all records for associated options to be
terminated.

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 M F DV

GROUP_KEY integer X X
TENANT_KEY integer X X
SECTIONNAME varchar(255) X X
KEYNAME varchar(255) X X
VALUE varchar(255)
END_TS integer X
CFGOBJECTID integer X
CFGOBJECTTYPE numeric(3) X
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT KEYumeric(19) X X
ACTIVE_FLAG numeric(1) X

GROUP_KEY

The primary key that is used to join this table to the GROUP_ dimension.

TENANT_KEY

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

SECTIONNAME
The name of the configuration section on the Annex tab of the configuration object in which the

specified option is located. This value equals the value of the GC_ANNEX.SECTIONNAME IDB field for
a respective Agent Group or DN Group record.

KEYNAME

The name of the configuration option that specifies the geographical location, business line, or
organization structure and that is set on the Annex tab of the configuration object. This value equals
the value of the GC_ANNEX.KEYNAME field in IDB for a respective Agent Group or DN Group record.

VALUE

The value of the specified configuration option that is set on the Annex tab of the configuration
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object. This value equals the value of the GC_ANNEX.VALUE field in IDB for a respective Agent Group
or DN Group record.

END TS
The UTC-equivalent value of the date and time at which the configuration was changed (for example,

the option, section, or object was removed). This value equals the value of the GC_ANNEX.DELETED
field in IDB for a respective Agent Group or DN Group record.

CFGOBJECTID

The DBID of the configuration object. This value equals the value of the GC_ANNEX.CFGOBJECTID
field in IDB for a respective Agent Group or DN Group record.

CFGOBJECTTYPE

The type of the configuration object: Agent Group or DN Group. This value equals the value of the
GC_ANNEX.CFGOBJECTTYPE field in IDB for a respective Agent Group or DN Group record.

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.

ACTIVE_FLAG

Indicates whether the specified configuration option is currently active: 0 = No, 1 = Yes.

Index List

CODE U C Description

Improves access time,

| GROUP_ANNEX_END_TS i e
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CODE U

|_GROUP_ANNEX X

Index |_GROUP_ANNEX_END_TS

Field
END_TS Ascending

Index |_GROUP_ANNEX

Field
CFGOBJECTID Ascending
CFGOBJECTTYPE Ascending
KEYNAME Ascending
SECTIONNAME Ascending

Subject Areas

No subject area information available.

Sort

Sort

Description
Timestamp.

Improves access time,
based on dimension
values.

Comment

Comment
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Table INTERACTION DESCRIPTOR

Description

Modified: 8.5.010 (in Microsoft SQL Server, data type for the following columns modified in
single- and multi-language databases: CUSTOMER_SEGMENT, SERVICE_TYPE, SERVICE_SUBTYPE,
BUSINESS RESULT); 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 allows interaction facts to be described by deployment-specific business attributes that
characterize the interaction, such as service type, service subtype, customer segment, and business
result. Because the business attribute values may change over the lifetime of an interaction, each

interaction resource fact has an interaction descriptor that snapshots the current value of the
attributes.

Each row in this table describes a distinct combination of business attributes that characterize the
interaction. A new row is issued for each distinct combination of business attributes. The values are
populated from the user data (attached data or UserEvent-based KVP data) according to a
propagation rule, configurable for each column.

Although the maximum length of the underlying IDB fields is 255 characters, Genesys
Info Mart restricts the maximum length of the fields related to user data KVPs in this
dimension table to 170 for RDBMSs other than Oracle. Refer to the RDBMS

Considerations on the User Data Mapping page in the Genesys Info Mart Deployment
Guide for more information.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
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release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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
INTERACTION DESGBBEOR KEY X X
TENANT_KEY integer X X
CREATE_AUDIT KEYumeric(19) X X
CUSTOMER_SEGME#lichar(255) X DEFAULT_CUSTOMER_SEGMEN
SERVICE_TYPE varchar(255) X DEFAULT_SERVICE_TYPE
SERVICE_SUBTYPEvarchar(255) X DEFAULT_SERVICE_SUBTYPE
BUSINESS RESULTvarchar(255) X DEFAULT_BUSINESS_RESULT

PURGE_FLAG numeric(1)

INTERACTION_DESCRIPTOR_KEY

The primary key of this table and the surrogate key that is used to join this dimension table to the
fact tables.

TENANT_KEY

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
INTERACTION_RESOURCE_FACT record. This value can be used to restrict data access.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 284



Info Mart Tables Table INTERACTION_DESCRIPTOR

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.

CUSTOMER_SEGMENT

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

The value of a customer, relative to a business line. For example, customers can be categorized
according to maximum spending limit, such as platinum, gold, and silver; similarly, for service-related
transactions, they could be categorized according to the service package that they have bought. The
default value, DEFAULT CUSTOMER_SEGMENT, is the same as the default value populated for the
CUSTOMER_SEGMENT KVP in the CTL_UD_TO_UDE_MAPPING table.

SERVICE_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

The service that is being requested by the customer. It can be used to categorize interactions
according to their product or service offering. The default value, DEFAULT _SERVICE_TYPE, is the same
as the default value populated for the SERVICE_TYPE KVP in the CTL_UD_TO_UDE_MAPPING table.

SERVICE_SUBTYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

The detailed type of service that is being requested by the customer. It can be used to categorize
interactions according to particular product or service requests. The default value,

DEFAULT _SERVICE_SUBTYPE, is the same as the default value populated for the SERVICE_SUBTYPE
KVP in the CTL_ UD_TO_UDE_MAPPING table.

BUSINESS_RESULT

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

The result of the interaction, from a business perspective; for example, the interaction resulted in a
sale or in a new customer account being opened. The default value, DEFAULT_BUSINESS_RESULT, is
the same as the default value populated for the BUSINESS RESULT KVP in the

CTL _UD_TO_UDE_MAPPING table.

PURGE_FLAG

This field is reserved.
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Index List

CODE U C Description

Ensures that the
combinations of values
| INTERACTION_DESCRIPTOR that are stored in the
dimension table for
each tenant are unique.

Index |_INTERACTION_DESCRIPTOR

Field Sort Comment
TENANT_KEY Ascending
CUSTOMER_SEGMENT Ascending
SERVICE_TYPE Ascending
SERVICE_SUBTYPE Ascending
BUSINESS_RESULT Ascending

Subject Areas

e Interaction — Represents interactions from the perspective of a customer experience.

e Interaction_Resource — 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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Table INTERACTION FACT

Description

Modified: 8.5.003 (ANCHOR ID and ANCHOR_SDT KEY added); 8.5.003 (in Oracle, fields with
VARCHAR data types use explicit CHAR character-length semantics)

In partitioned databases, this table is partitioned.

This table represents the interaction from the perspective of a customer experience. The grain of the
fact is an accumulating snapshot that summarizes facts that are related to a given interaction.

For multimedia interactions, the grain of the fact is the same as for voice interactions in the majority
of cases. A new INTERACTION_FACT row is generated for:

e Each new root interaction (identified by a unique ROOTIRID)

e Each new inbound interaction, even if this interaction is associated with an existing root interaction (has
the same ROOTIRID value) as could be the case with an inbound customer reply interaction

¢ A late outbound reply (a multimedia interaction representing an e-mail reply that is created after the
parent interaction has already been terminated)

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
INTERACTION_ID numeric(19)
TENANT_KEY integer

INTERACTION_TYPmticger

MEDIA TYPE_KEY integer
MEDIA_SERVER_R®Om&Xik(2D)
MEDIA_SERVER_IXhuiberic(20)
MEDIA_SERVER_R@&mMcHAN5GYID
MEDIA_SERVER_IXWaket&n(50)
SOURCE_ADDRES%archar(255)
TARGET ADDRESSvarchar(255)

SUBJECT varchar(1024)
STATUS smallint
START_TS integer
END TS integer

START_DATE_TIMEimEger
END_DATE_TIME_KiBYeger
CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)
ANCHOR_ID numeric(19)
ANCHOR_SDT_KEYinteger
ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

INTERACTION_ID

X X X x =2

X X X X

DV

The primary key of this table. One interaction fact can contain multiple calls, represented by the

underlying interaction resource facts, because of consultations, transfers, and so forth.

TENANT_KEY

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

INTERACTION_TYPE_KEY

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

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

MEDIA SERVER_ROOT IXN_ID

If an interaction belongs to a thread but is not the root interaction of the thread, this field indicates
the interaction ID of the root interaction in the thread; otherwise, this field is null. This value might
not be unique.

Note: A configuration option, max-thread-duration-after-inactive-in-days, affects the definition
of a thread in Genesys Info Mart, and, therefore, affects how this field is set. If a new interaction is a
continuation of an old thread that has already expired (because of the configuration option), then
Genesys Info Mart does not consider the interaction to be the continuation of a thread; instead, the
interaction is considered to be the beginning (root) of a new thread. As such, this field will be null for
the new interaction, and subsequent continuations of the new thread will refer to this interaction as
the root interaction.

MEDIA_SERVER_IXN_ID

The interaction ID, as reported by the interaction media server for the first call in the interaction. This
ID might not be unique. In the case of voice interactions, the ID is the numeric version of the
hexadecimal T-Server Conn ID. This field is not populated for multimedia.

MEDIA_SERVER_ROOT IXN_GUID

If an interaction belongs to a thread but is not the root interaction of the thread, this field indicates
the root interaction GUID that represents the original interaction in the thread, as reported by the
interaction media server and ICON; otherwise, this field is null. This value might not be unique.

Note: A configuration option, max-thread-duration-after-inactive-in-days, affects the definition
of a thread in Genesys Info Mart, and, therefore, affects how this field is set. If a new interaction is a
continuation of an old thread that has already expired (because of the configuration option), then
Genesys Info Mart does not consider the interaction to be the continuation of a thread; instead, the
interaction is considered to be the beginning (root) of a new thread. As such, this field will be null for
the new interaction; however, subsequent continuations of the new thread will still refer to the
original root interaction GUID, as reported by ICON.

MEDIA_SERVER_IXN_GUID

The interaction GUID, as reported by the interaction media server. This GUID might not be unique. In
the case of T-Server voice interactions, the GUID is the Call UUID. In the case of multimedia, the GUID
is the Interaction ID from Interaction Server.
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SOURCE_ADDRESS

The source media address that initiated the interaction, such as ANI for voice media or the From e-
mail address for multimedia. This value may represent a network resource address.

TARGET_ADDRESS

The target media address that received the interaction, such as DNIS for voice media. This field is not
populated for multimedia interactions because there can be multiple target addresses. This value
may represent a network resource address.

SUBJECT

Modified: 8.5.007 (data type extended from 255 to 1024 characters)
The subject of the primary media server interaction.

STATUS

Modified: 8.5.001 (error code 26 added)

Transformation status of the interaction fact data. This field is set to one of the following values:
¢ 0 — No errors were encountered.
* 1 — An unspecified error was encountered.

e 2 — An unexpected error occurred during data transformation for the INTERACTION_RESOURCE_FACT
table.

3 — The G_IS_LINK table is missing data about either an outgoing (source) or an incoming (target) multi-
site call.

4 — The G_IS_LINK includes data about multiple incoming (target) multi-site calls that have the same IS-
Link value.

5 — The G_IS_LINK includes data about multiple outgoing (source) multi-site calls that have the same
IS-Link value.

6 — The G_IS_LINK includes data about multiple (more than two) bidirectional multi-site calls (most
likely, because the data source for the call data was a T-Server of a release prior to 8.0).

e 7 — The CALLID value that is specified in IS_LINK does not match the CALLID in IS_LINK_HISTORY.

e 8 — The value of the IPurpose key is not a number.

9 — The G_PARTY_HISTORY table contains no record with ChangeType = 1 ("party_created") for a certain
party.

10 — The G_PARTY_HISTORY table contains multiple records with ChangeType = 1 ("party_created") for
the same party.

e 11 — The record in the G_PARTY table refers to a nonexistent parent record.

* 12 — The call sequence cannot be established, because a party that is a source of the multi-site call
cannot be found. (In other words, a party cannot be identified for this multi-site call that represents a
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called party in a source call, that either redirected or routed the call to an external site, or initiated a
single-step transfer to an external site.)

* 13 — The record in the GO_CAMPAIGN table refers to a nonexistent group ID.

* 14 — The cycle was found in the results of the IRF transformation.

e 15 — Merge processing discarded a stuck G_CALL record.

e 16 — Merge processing discarded a stuck G_IR record.

¢ 17 — A negative duration was detected during IRF, MSF, or IRSF transformation.
e 18 — The value of the ServiceObjective KVP is not a number.

* 19 — The record in the G_CALL table refers to a nonexistent call.

e 20 — A history record with the change type of terminated is followed by another history record for the
same party.

e 21 — The value of the VQID in the G_ROUTE_RESULT table is not unique.

e 22 — The value of the VQID in the G_VIRTUAL_QUEUE table is not unique.

e 23 — The value of the MEDIATION_SEGMENT_ID in transformation results is not unique.
e 24 — The value of the PARTYGUID in transformation results is not unique.

¢ 25 — No parties are detected as being associated with this call.

e 26 — Value validation failed during UserEvent transformation or ElasticSearch transformation.

START TS

The UTC-equivalent value of the date and time at which the interaction began.

END_TS

The UTC-equivalent value of the date and time at which the interaction ended, including any ACW
time. If ACW occurs, the record is updated after ACW completes, which might happen in a subsequent
ETL cycle.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the interaction started. 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 interaction 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.
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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
(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.

ANCHOR_ID

Introduced: Release 8.5.003

Identifies the fact (IRF or MSF) that can be considered the current anchor for this interaction in
relevant reports. Since multimedia interactions are populated while they are still active, some reports
might capture a multimedia interaction before it reaches a handling resource, and later reports might
capture the interaction after it has reached a handling resource.

This field is populated as follows:

* For voice interactions and for multimedia interactions that have been handled, the value of ANCHOR_ID
is based on the INTERACTION_RESOURCE_ID of the INTERACTION_RESOURCE_FACT (IRF) record with
IRF_ANCHOR = 1.

¢ For active multimedia interactions that have not yet reached a handling resource (that is, are still in
mediation), the value of ANCHOR_ID is based on the MEDIATION_SEGMENT _ID of the
MEDIATION_SEGMENT_FACT (MSF) record for the most recent mediation DN.

ANCHOR_SDT KEY

Introduced: Release 8.5.003
The START _DATE_TIME_KEY value of the fact (IRF or MSF) that is identified by ANCHOR _ID.

This field is populated as follows:

e For voice interactions and for multimedia interactions that have been handled, the value of
ANCHOR_SDT_KEY equals the START _DATE_TIME_KEY of the IRF identified by ANCHOR_ID.

¢ For active multimedia interactions that have not yet reached a handling resource (that is, are still in
mediation), the value of ANCHOR_SDT_KEY equals the START_DATE_TIME_KEY of the MSF identified by
ANCHOR ID.
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ACTIVE_FLAG

Indicates whether the interaction is currently active: 0 = No, 1 = Yes.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
Improves access time,
I_IF_SDT based on the Start Date
Time key.
Improves access time,
|_IF_CID based on the Call ID.
Index |_IF_SDT
Field Sort Comment
START_DATE_TIME_KEY Ascending
Index |_IF_CID
Field Sort Comment
MEDIA SERVER_IXN_GUID Ascending

Subject Areas

e Facts — Represents the relationships between subject area facts.

e Interaction — Represents interactions from the perspective of a customer experience.
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Table INTERACTION RESOURCE_FACT

Description

Modified: 8.5.006 (TARGET _ADDRESS column added); 8.5.004 (IRF_ANCHOR_SENT TS renamed
to IRF_ANCHOR TS; LAST INTERACTION_RESOURCE column populated for all media types; scope
of ANCHOR_FLAGS_KEY extended; columns added: FOCUS_TIME_COUNT,
FOCUS_TIME_DURATION, ASM_COUNT, ASM_ENGAGE_DURATION); 8.5.003
(IRF_ANCHOR_DATE_TIME_KEY column renamed to IRF_ ANCHOR_SENT TS;

LAST INTERACTION RESOURCE column populated for voice); 8.5.003 (in Oracle, fields with
VARCHAR data types use explicit CHAR character-length semantics); 8.5.001 (scope of some
CONS _* fields expanded to include chat consultations)

In partitioned databases, this table is partitioned.

This table represents a summary of an attempt to:

Start a new interaction.
Handle an existing interaction.

Mediate and handle an interaction.

IRF resources include handling resources (such as agents, self-service IVRs, and DNs that have no
associated agents) and mediation resources in which the IRF ends in mediation (such as queues,
routing points, and non-self service IVRs).

A row is added to this table as a result of one of the following call scenarios:

A new interaction was initiated by a contact center resource.

An attempt to transfer an interaction or an attempt to consult or conference additional contact center
resources was initiated by a handling resource.

An interaction was delivered to a handling resource, either directly or through one or more mediation
resources.

An interaction was delivered to a handling resource as a result of consultation, transfer, or conference,
either directly or through one or more mediation resources.

An interaction was abandoned at a mediation resource while trying to reach a handling resource.

An attempt to deliver a transfer or consultation or an attempt to initiate a conference was abandoned
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while the transferred, consultation, or conferenced interaction was at a mediation resource, trying to
reach a handling resource.

e Starting with release 8.5.003, in eServices outbound scenarios where an outbound interaction is created
outside the scope of eServices (for example, by OCS) and placed into an Interaction Queue, a strategy
handles the interaction without agent involvement.

This table facilitates the creation of reports and serves as one of the primary tables from which
aggregation tables are populated.

The grain of the fact is an accumulating snapshot of a contact center resource's contiguous
participation in the interaction, including the time that is spent wrapping up the interaction.

IRF start and end dates and times are stored as facts in the UTC time zone. They are also stored as
DATE_TIME dimension references.

Media-neutral counts and durations are provided to categorize the time that is spent on various
activities, such as time that is spent in mediation in queues, routing points, and IVRs.

Customer-related counts and durations are provided to categorize the time that is spent on the
interactions in which customers are present, regardless of whether the customer is internal or
external.

Tip
For clarifications about customer and non-customer metrics, refer to the information
about Populating Interaction Resource Data in the Genesys Info Mart User's Guide.

The RESOURCE_ dimension represents the resource that is involved with this interaction resource
fact.

The PLACE dimension indicates the place at which the IRF was processed.

The TECHNICAL DESCRIPTOR dimension identifies the role of the resource and the technical result of
its involvement with respect to the IRF.

The INTERACTION_DESCRIPTOR dimension identifies the customer segment (indicating the value of
the customer) and the type of service that is being requested.

The STRATEGY dimension identifies the Genesys routing strategy that processed the IRF.

The ROUTING_TARGET and REQUESTED_SKILL dimensions indicate the activities of the Genesys
router by identifying the target that was selected and the list of skills that were requested to process
the IRF.

The ANCHOR_FLAGS dimension identifies aspects of a handling resource’s participation in
interactions that are relevant for metrics about unique participations in an interaction or thread.

As previously indicated, many interaction attributes are formally modeled. However, deployment-
specific attributes are represented in the model in the form of user-defined attached data. Low-
cardinality string user data that is associated with the interaction resource are represented by using
the IRF_USER_DATA KEYS and USER_DATA CUST DIM 1 dimensions. Numeric user data and high-
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cardinality string user data that are associated with the interaction resource are represented by using
the IRF_USER _DATA GEN_1 and IRF_USER_DATA CUST 1 fact extension tables.

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
INTERACTION_ RESQUWRERC(DI) X X
TENANT_KEY integer X X
INTERACTION_TYPmti€eer X X
MEDIA _TYPE_KEY integer X X
TECHNICAL_DESCRiRE@eR_KEY X X
MEDIA_RESOURCEirteger X X
RESOURCE_GROUmMte@MBINATION_KEY X X
PLACE_KEY integer X X
STRATEGY_KEY integer X X
ROUTING_TARGETIimEger X X
REQUESTED_SKILLink&yer X X
INTERACTION_SDTirkeyger X
INTERACTION_ID numeric(19) X X
RES_PREVIOUS_SMNEI#&iE_KEY X X
RES_PREV_SM_STAREeGAET SDT KEY X
RES_PREVIOUS_SMumerie(ROCT_KEY X
RESOURCE_KEY integer X X
LAST RP_RESOURGiteger X X
LAST QUEUE_RES@iti&gér KEY X X
LAST_VQUEUE_RESQEREE_KEY X X
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Column Data Type P
LAST IVR_RESOURGEe¢&Y
PREV_IRF_SDT KEYnteger
PREV_IRF_ID numeric(19)
MEDIATION_SEGMENEgeDT KEY
MEDIATION_SEGMBNMéDic(19)
MEDIATION_RESOUHREBELEY
MEDIATION_STARTirRéger TIME_KEY
INTERACTION_RESSW&GAt ORDINAL
IRF_ANCHOR numeric(1)

IRF_ANCHOR _DATE_TIME_KEY
*Discontinued
in release
8.5.003
(renamed to
IRF_ANCHOR_SENT TS)

IRF_ANCHOR_SENT TS
*Discontinued

in release
8.5.004
(renamed to
IRF_ANCHOR TS)

IRF_ANCHOR_TS integer
ANCHOR_FLAGS_KirYeger
LAST_INTERACTIONURES@(RCE
LAST _MEDIATION_BEEeQEENT SDT_KEY
LAST _MEDIATION_BafdEas(mlIp
RECEIVED_FROM_liXbedéiS SDT KEY
RECEIVED FROM_IXNNRESCIXCE_ID
PARTYGUID varchar(50)
TARGET _ADDRESSvarchar(255)
LEAD_CLIP_DURATIftEger
TRAIL_CLIP_DURATIH&ger
ROUTING_POINT_DOtR&EON
QUEUE_DURATIONinteger
IVR_PORT_DURATI@tieger
HANDLE_COUNT smallint
CUSTOMER_HANDEMAIMINT
PREVIOUS_MEDIATI2&gEtJRATION
MEDIATION_DURATHD&ber
MEDIATION_COUN3Smallint
MET_SERVICE_OBJBGM¥ECFLAG

integer

integer

X X X X
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Column Data Type P M F DV
SHORT ABANDONBDNFéAE1)
STOP_ACTION numeric(1)
DIAL_ COUNT smallint
DIAL_DURATION integer
RING_COUNT smallint
RING_DURATION integer
TALK_COUNT smallint
TALK _DURATION integer
HOLD_COUNT smallint
HOLD_DURATION integer
AFTER_CALL_WOREm@EDIAET
AFTER_CALL WORIiGtBGEATION
CUSTOMER_DIAL G@iNift
CUSTOMER DIAL [Hiteg&irON
CUSTOMER_RING_smiélhit
CUSTOMER RING_DUtsp8aHON
CUSTOMER_TALK_ &8Nt
CUSTOMER TALK DigditON
CUSTOMER_HOLD s@fallME
CUSTOMER HOLD imtdg8arION
CUSTOMER_ACW_6&mdNint
CUSTOMER_ACW_Diti&#atON
POST _CONS_XFERsmalKnEOUNT
POST_CONS_XFERift&gerDURATION
POST CONS_XFERsH@UIMCOUNT
POST_CONS_XFERimt&gér DURATION
POST CONS_XFERSAI&IGNEOUNT
POST_CONS_XFERimtiaf@rDURATION
CONF_INIT TALK Eohéllint
CONF_INIT_TALK_Dite&GEON
CONF_INIT_HOLD_€&raalNmt
CONF_INIT_HOLD_IDt&fanoN
CONF_JOIN_RING_GmiaNiht
CONF_JOIN_RING_iN#&d&tON
CONF_JOIN TALK G@&naNint
CONF_JOIN_TALK_IMtR4&EION
CONF_JOIN_HOLD sroalhfit
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Column Data Type P M F DV
CONF_JOIN_HOLD ibtéR®&FION
CONFERENCE_INITSATADNTOUNT
CONS_INIT_DIAL CtrNITht
CONS_INIT DIAL_ ObfegeON
CONS_INIT_TALK GEnaMint
CONS_INIT TALK_DhiegBION
CONS_INIT_HOLD_¢i@alNft
CONS_INIT HOLD_ intsy&riON
CONS_RCV_RING_G@iaNint
CONS_RCV_RING_t&g&rON
CONS_RCV_TALK_GeriaNint
CONS_RCV_TALK [ntegerON
CONS_RCV_HOLD il Nt
CONS_RCV_HOLD int&y&riON
CONS_RCV_ACW_Gotallint
CONS _RCV_ACW_Dhie4eioN
AGENT TO_AGENTs®@N8tCOUNT
AGENT TO_AGENTINE€d¢$ DURATION
FOCUS_TIME_COUBKMallint
FOCUS_TIME_DURATt€ger
ASM_COUNT smallint
ASM_ENGAGE_DURAE Gt

CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
START_DATE_TIMEim@&ger X X
END_DATE_TIME_KiBYeger X
START TS integer
END_TS integer

ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

INTERACTION_RESOURCE_ID

The primary key of this table.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables, to indicate the tenant

Genesys Info Mart Physical Data Model for a PostgreSQL Database 299



Info Mart Tables Table INTERACTION_RESOURCE_FACT

of the IRF resource.

INTERACTION_TYPE_KEY

The surrogate key that is used to join this table to the INTERACTION_TYPE dimension, to identify the
type of the interaction. For multimedia interactions, this value reflects the interaction type/subtype of
the Interaction Server interaction that is placed in the virtual queue, interaction queue, or workbin.

MEDIA TYPE_KEY

The surrogate key that is used to join this table to the MEDIA TYPE dimension, to identify the media
type that is associated with this handling attempt. For multimedia interactions, this value is derived
from the Interaction Server interaction and can differ from the respective value in
INTERACTION_FACT,; for example, an inbound chat interaction may include an e-mail response.

TECHNICAL_DESCRIPTOR_KEY

The surrogate key that is used to join the TECHNICAL_DESCRIPTOR dimension to the fact tables, to
indicate the role and result of the participation of the IRF resource in the interaction.

MEDIA_RESOURCE_KEY

The surrogate key that is used to join this table to the RESOURCE_ dimension. This key represents the
media resource that is associated with the IRF resource. For an agent or IVR IRF resource, this key
refers to the DN of the agent or of the IVR; for a routing point or queue resource (including interaction
queue or workbin), this key holds the same value as RESOURCE_KEY.

RESOURCE_GROUP_COMBINATION_KEY

The surrogate key that is used to join this table to the RESOURCE_GROUP_COMBINATION dimension,
to identify a specific combination of resource groups to which the IRF resource belonged when the IRF
began. This field references the default "No Group" (-2) dimension value if the IRF resource belongs
to no group. This field references the "UNKNOWN" (-1) value for the records that are associated with
a discarded group combination.

PLACE_KEY

The surrogate key that is used to join the PLACE dimension, to the fact tables to identify the place
that is associated with the media resource key.
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STRATEGY_KEY

The surrogate key that is used to join this table to the STRATEGY dimension, to identify the name of
the routing strategy that was used during mediation of this IRF. The value is based on the last routing
point that was involved in IRF mediation. This key references the default "Unspecified" dimension
value if IRF mediation did not involve a Genesys routing strategy.

ROUTING_TARGET_KEY

The surrogate key that is used to join this table to the ROUTING_TARGET dimension, to identify the
routing target that was used during mediation of this IRF. The value is based on the last routing point
that was involved in IRF mediation. This key references the default "Unspecified" dimension value if
IRF mediation did not involve a Genesys routing strategy.

REQUESTED_SKILL_KEY

The surrogate key that is used to join the REQUESTED_SKILL COMBINATION dimension and, indirectly,
the REQUESTED _SKILL dimension to the fact tables, to identify the requested skills that are
associated with the interaction. If requested skills were not specified for this interaction, this key
references the default "No Skill" (-2) dimension value.

INTERACTION_SDT_KEY

The value of the START DATE_TIME_KEY field of the INTERACTION_FACT record that is identified by the
INTERACTION_ID field. On a partitioned database, INTERACTION_SDT_KEY in combination with
INTERACTION_ID forms a value of the composite primary key for the INTERACTION_FACT table.

INTERACTION_ID

The value of the interaction fact primary key.

RES_PREVIOUS_SM_STATE_KEY

The surrogate key that is used to join this table to the RESOURCE_STATE dimension, to indicate the
agent's summarized state for the particular media type, immediately prior to the start of the agent's
involvement with the interaction. This field enables the reporting of interactions that are received or
initiated during ACW or Not Ready agent state. If the IRF resource is other than an agent, this key
references the default "Unknown" state value.

RES_PREV_SM_STATE_FACT SDT KEY

The value of the START_DATE_TIME_KEY field of the record in the SM_RES_STATE_FACT table. On a
partitioned database, RES PREV_SM _STATE FACT SDT KEY in combination with
RES_PREVIOUS_SM_STATE_FACT_KEY forms a value of the composite primary key for the
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SM_RES_STATE_FACT table.

RES_PREVIOUS_SM_STATE_FACT_KEY

The value of the primary key of the SM_RES_STATE_FACT table. This surrogate key is used to join this
table to the SM_RES_STATE_FACT table, to indicate the agent's summarized state for the particular
media type, immediately prior to the start of the agent's involvement with the interaction. This field
enables the reporting of interactions that are received or initiated during ACW or Not Ready agent
state. If the IRF resource is other than an agent, this value is NULL.

RESOURCE_KEY

The surrogate key that is used to join the RESOURCE_ dimension to the fact tables, to identify the IRF
resource.

LAST RP_RESOURCE_KEY

For voice interactions, used to join this table to the RESOURCE_ dimension, to indicate the last routing
point that the interaction passed through prior to arriving at the IRF resource. For multimedia
interactions, this key references the RESOURCE_ dimension that represents the last routing strategy.
The key references the default "No Resource" (-2) dimension value if the IRF mediation did not
involve a routing point resource (for voice interactions) or routing strategy (for multimedia
interactions). If the IRF ended in a routing point resource (for voice interactions) or routing strategy
(for multimedia interactions), this value is the same as RESOURCE_KEY.

LAST QUEUE_RESOURCE_KEY

Used to join this table to the RESOURCE_ dimension, to indicate the resource key of the last queue
that the interaction passed through prior to arriving at the IRF resource. The "last queue" refers to
the last ACD queue (for voice interactions) or interaction queue or workbin (for multimedia
interactions). The key references the default "No Resource" (-2) dimension value if the IRF mediation
did not involve a queue resource. If the interaction that this IRF represents ended in a queue
resource, this value is the same as RESOURCE_KEY.

LAST VQUEUE_RESOURCE_KEY

Used to join this table to the RESOURCE_ dimension, to indicate the resource key of the last virtual
queue that the interaction passed through prior to arriving at the IRF resource, whether the
interaction was distributed directly from this virtual queue or through another mediation resource.
The key references the default "No Resource" (-2) dimension value if the IRF mediation did not
involve a virtual queue resource. If the interaction that this IRF represents ended in a virtual queue
resource, this value is the same as RESOURCE_KEY.
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LAST IVR_RESOURCE_KEY

Used to join this table to the RESOURCE_ dimension, to indicate the resource key of the last non-self
service IVR that the interaction passed through prior to arriving at the IRF resource. (Self-service IVRs
generate their own IRF row and are not part of the mediation to the IRF resource.) The key references
the default "No Resource" (-2) dimension value if the IRF mediation did not involve an IVR resource. If
the interaction that this IRF represents ended in an IVR resource, this value is the same as
RESOURCE_KEY. The field is populated for voice interactions only.

PREV_IRF_SDT_KEY

The value of the START DATE_TIME_KEY field of the INTERACTION_RESOURCE_FACT record that is
identified by PREV_IRF_ID. On a partitioned database, PREV_IRF_SDT_KEY in combination with
PREV_IRF_ID forms a value of the composite primary key for the INTERACTION_RESOURCE_FACT table.

PREV_IRF_ID

The value of the primary key of the INTERACTION_RESOURCE_FACT table. Identifies the interaction
resource fact, if any, that caused the creation of this IRF in case of internal, consultation, or
transferred interactions.

For voice interactions, this field is set to one of the following values:

* NULL, when this IRF is independent of any other interaction resource facts.

* For a resource that receives an internal or consultation call, the INTERACTION_RESOURCE_ID value of
the IRF record that was created for the initiator of the call. This logic also applies to two-step transfers
and two-step conferences.

* For a resource that initiates a consultation call, the INTERACTION_RESOURCE_ID value of the IRF record
that was created for the same resource in relation to the original call.

» For a resource that receives a transferred call in a single-step transfer, the INTERACTION_RESOURCE_ID
value of the IRF record that was created for the transferring resource.

» For a resource that receives a single-step conference call, the INTERACTION_RESOURCE_ID value of the
IRF record that was created for the resource that initiated the conference, if this information is
available; otherwise, the INTERACTION_RESOURCE_ID value of the oldest IRF record that was created
for the resource that potentially initiated the conference.

e For a resource that receives a redirected call, the INTERACTION_RESOURCE_ID value of the IRF record
that was created for the resource that is redirecting the original call.

For multimedia interactions, this field is set to one of the following values:

¢ NULL, when this IRF is independent of any other interaction resource facts.

» For a resource that receives an internal or consultation interaction, the INTERACTION_RESOURCE_ID
value of the IRF record that was created for the initiator of the interaction.

» For a resource that receives a transferred interaction, the INTERACTION_RESOURCE_ID value of the IRF
record that was created for the transferring resource.

» For a resource that receives a conference interaction, the INTERACTION_RESOURCE_ID value of the IRF
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record that was created for the resource that initiated the conference, if this information is available.

e For a resource that receives a redirected interaction, the INTERACTION_RESOURCE_ID value of the IRF
record that was created for the resource that is redirecting the original interaction.

e For a resource that initiates an outbound reply e-mail message, the INTERACTION_RESOURCE_ID value
of the IRF record that was created for the same resource in relation to the original e-mail message.

» For a resource that initiates an e-mail collaboration, the INTERACTION_RESOURCE_ID value of the IRF
record that was created for the same resource in relation to the original e-mail message.

» For a resource that replies to a collaboration e-mail, the INTERACTION_RESOURCE_ID value of the IRF
record that was created for the same resource in relation to the original collaboration e-mail message.

* For a resource that receives an e-mail collaboration reply, the INTERACTION_RESOURCE_ID value of the
IRF record that was created for the resource that replied to a collaboration e-mail.

MEDIATION_SEGMENT SDT KEY

The value of the START_DATE_TIME_KEY field of the MEDIATION_SEGMENT_FACT record that is
identified by the MEDIATION_SEGMENT ID field. On a partitioned database,
MEDIATION_SEGMENT_SDT_KEY in combination with MEDIATION_SEGMENT _ID forms a value of the
composite primary key for the MEDIATION_SEGMENT_FACT table.

MEDIATION_SEGMENT _ID
The value of the primary key of the MEDIATION_SEGMENT_FACT table. Identifies the mediation

resource that distributed the interaction. This value is populated for the following mediation
resources:

e An ACD or virtual queue (for voice interactions)

e Avirtual queue, an interaction queue, or workbin (for multimedia interactions)
This field is also populated with propagated mediation information for an IRF resource that:

¢ |nitiated a consultation interaction (for voice or multimedia interactions).

 Initiated an reply (for offline multimedia interactions).
In these scenarios, to indicate the mediation resource that distributed the parent interaction to this
IRF resource, the value is propagated from MEDIATION_SEGMENT _ID of the previous IRF record for the
same IRF resource. The MEDIATION_COUNT equals 0 in the IRF records where
MEDIATION_SEGMENT _ID contains only propagated information.

This value is NULL in all other cases.

MEDIATION_RESOURCE_KEY

The key to the RESOURCE_ dimension that identifies the mediation resource that distributed the
interaction. The key is provided for the following mediation DNs:
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e An ACD or a virtual queue (for voice interactions)

e A virtual queue, an interaction queue, or workbin (for multimedia interactions)
This field is also populated with propagated mediation information for an IRF resource that:

¢ |nitiated a consultation interaction (for voice or multimedia interactions).

* Initiated an reply (for offline multimedia interactions).
In these scenarios, to indicate the mediation resource that distributed the parent interaction to this
IRF resource, the value is propagated from MEDIATION_RESOURCE_KEY of the previous IRF record for
the same IRF resource. The MEDIATION_COUNT equals 0 in the IRF records where
MEDIATION_RESOURCE_KEY contains only propagated information.

This key references the default "No Resource" (-2) dimension value in all other cases.

MEDIATION_START DATE_TIME_KEY
Identifies the start of a 15-minute interval in which the interaction began mediation to the IRF
resource. 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.

INTERACTION_RESOURCE_ORDINAL

This field is reserved.

IRF_ANCHOR

This field is set to 1 for a single IRF out of all IRFs that are associated with a given interaction, to
indicate that this row represents either:

e The first resource that handled an interaction (usually an agent or self-service IVR application).

¢ The resource in which the interaction was abandoned or stopped, if no resource handled the interaction.

In the case of offline multimedia interactions (such as e-mail), this field is set to 2 for the row that
represents the agent that first sent a response successfully.

This field is set to O for all other IRFs that are associated with the same interaction.

IRF_ANCHOR_DATE_TIME_KEY
Discontinued: Release 8.5.003 (renamed to IRF_ ANCHOR_SENT _TS)

For offline multimedia interactions, this field helps to identify the start of a 15-minute interval in
which the first reply for this interaction was sent. Use this value as a surrogate key to join to any
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configured DATE_TIME dimension.

This field is set to the key value for an IRF that has the IRF_ANCHOR value of 2 and that has been
created for offline multimedia interactions.

This value is set to NULL for:

e An IRF that has the IRF_ANCHOR value of 0, regardless of media type.
* An IRF that has the IRF_ANCHOR value of 1, but is created for an offline e-mail interaction.
e An IRF that is created for a voice interaction.

Starting with release 8.5.003, when this column was renamed to IRF_ ANCHOR _SENT TS, population of
this field changed.

IRF_ANCHOR_SENT TS

Introduced: Release 8.5.003 (renamed from IRF_ ANCHOR_DATE_TIME_KEY)
Discontinued: Release 8.5.004 (renamed to IRF_ANCHOR _TS)

For offline multimedia interactions, this field is populated with the time when the first response left
the contact center (the TERMINATED TS value of the first successful reply). This field is populated
only if IRFIRF_ANCHOR has a value of 2; otherwise the field has a value of NULL.

In releases earlier than 8.5.003, this column was named IRF_ANCHOR_DATE_TIME_KEY and behavior
was different. Starting with release 8.5.004, when this column was renamed to IRF_ANCHOR TS,
population of this field was expanded to include chat interactions.

IRF_ANCHOR _TS

Introduced: Release 8.5.004 (renamed from IRF_ANCHOR_SENT _TS)

For offline multimedia interactions, this field is populated with the time when the first response left
the contact center (the TERMINATED TS value of the first successful reply). This field is populated for
offline multimedia interactions only if IRF.IRF_ANCHOR has a value of 2.

Starting with release 8.5.004, this field is populated for online multimedia interactions (chat) in each
IRF record that is active when the customer leaves the chat session, if data about the party that
ended a chat session is available from Interaction Concentrator:

e |If the customer leaves a chat session before the agent, this field records the time when the customer
left.

e If the customer does not leave a chat session before the agent, this field records the time when the chat
session was stopped by the agent.

The value of this field is NULL in all other cases.

In releases earlier than 8.5.004, this column was named IRF_ANCHOR_DATE_TIME_KEY or
IRF_ANCHOR_SENT TS, and behavior was different.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 306



Info Mart Tables Table INTERACTION_RESOURCE_FACT

ANCHOR_FLAGS_KEY

Modified: 8.5.004 (scope extended)
The surrogate key that is used to join the ANCHOR_FLAGS dimension to the fact tables, to provide
indications about first participations in interactions and threads.

Starting with release 8.5.004, this flag also indicates whether the customer left a chat first, if data
about the party that ended a chat session is available from Interaction Concentrator. In chat
conferences, the flag is set for each IRF record that was active when the customer left. The time that
the customer left the chat is recorded in the IRF_ANCHOR TS field.

LAST_INTERACTION_RESOURCE

Modified: 8.5.003 and 8.5.004 (behavior changed)

Identifies the last resource to enter the interaction. 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.

Prior to release 8.5.003, this field was reserved. In release 8.5.003, this field was populated for voice
interactions. Starting with release 8.5.004, this column is supported for all media types.

LAST MEDIATION_SEGMENT SDT KEY

The value of the START_DATE_TIME_KEY field of the MEDIATION_SEGMENT_FACT record that is
identified by the LAST_MEDIATION_SEGMENT ID field. On a partitioned database,
MEDIATION_SEGMENT_SDT_KEY in combination with MEDIATION_SEGMENT _ID forms a value of the
composite primary key for the MEDIATION_SEGMENT _FACT table.

LAST MEDIATION_SEGMENT ID

The value of the primary key of the MEDIATION_SEGMENT_FACT table. Identifies the MSF row that
describes the last mediation resource that was involved in the interaction during an attempt to reach
a handling resource, regardless of whether the attempt to reach the handling resource succeeded.

The field is also populated with propagated mediation information for an IRF resource that:

¢ Initiates a consultation interaction (for voice or multimedia interactions)

¢ Initiates a reply (for offline multimedia interactions)

The propagated information indicates the last mediation resource that was involved in the attempt to
distribute the parent interaction to this IRF resource. In these cases, the value of the field is the

LAST _MEDIATION_SEGMENT _ID of the previous IRF record for the same IRF resource. In IRF records in
which the LAST_MEDIATION_SEGMENT_ID contains only propagated information, the value of the
MEDIATION_COUNT is 0.

The value of this field is NULL in all other cases.
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RECEIVED_FROM_IXN_RES_SDT KEY

The value of the START _DATE_TIME_KEY field of the INTERACTION_RESOURCE_FACT record that is
identified by the RECEIVED_FROM_IXN_RESOURCE_ID field. On a partitioned database,
RECEIVED_FROM _IXN_RES SDT KEY in combination with RECEIVED_FROM_ IXN_RESOURCE_ID forms a
value of the composite primary key for the INTERACTION_RESOURCE_FACT table.

RECEIVED_FROM_IXN_RESOURCE_ID

The value of the primary key of the INTERACTION_RESOURCE_FACT table. Identifies the resource, if
any, that originated the consultation with, transfer to, or conference with, the handling resource that
is the subject of this IRF record.

The value of this field is NULL in all other cases.

PARTYGUID

The unique ID of the party instance, as generated by ICON. This ID remains unchanged during the
lifetime of the party.

TARGET_ADDRESS

Introduced: Release 8.5.006

The target media address that received the interaction, such as DNIS for voice media. This field,
which is applicable to voice interactions, is populated only when the corresponding value in the
TECHNICAL DESCRIPTOR.RESOURCE_ROLE_CODE field is either "INITIATED" or "INITIATEDCONSULT";
otherwise, this field is null.

LEAD_CLIP_DURATION

For interactions that span multiple time intervals, facilitates the aggregation of interval aggregates

by providing the lead duration, in seconds, of the participation of the IRF resource in the interaction.
This duration is measured from the start of the participation of the IRF resource in the interaction to
the end of the first interval.

TRAIL_CLIP_DURATION

For interactions that span multiple time intervals, facilitates the aggregation of interval aggregates
by providing the trailing duration, in seconds, of the participation of the IRF resource in the
interaction. This duration is measured from the start of the last interval to the end of the participation
of the IRF resource in the interaction.
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ROUTING_POINT_DURATION

Modified: 8.1.2, 8.1.3, 8.1.4 (behavior changed)

The sum of the durations, in seconds, that this IRF spent in routing point resources (for voice
interactions) or in routing strategy resources (for multimedia interactions) prior to arriving at the IRF
resource.

For multimedia interactions that involve very large numbers of parties or VQs, such that Genesys Info
Mart abbreviates the representation of unsuccessful routing attempts, population of this field
changed between release 8.1.1 and release 8.1.2, and again between release 8.1.3 and release 8.1.4.
For more information, see the Genesys Info Mart 8.1 Reference Manual for your RDBMS.

QUEUE_DURATION

Modified: 8.1.2, 8.1.3, 8.1.4 (behavior changed)

The sum of the durations, in seconds, that this IRF spent in ACD queue resources (for voice
interactions) or in interaction queue or workbin resources (for multimedia interactions) prior to
arriving at the IRF resource.

For multimedia interactions that involve very large numbers of parties or VQs, such that Genesys Info
Mart abbreviates the representation of unsuccessful routing attempts, population of this field
changed between release 8.1.1 and release 8.1.2, and again between release 8.1.3 and release 8.1.4.
For more information, see the Genesys Info Mart 8.1 Reference Manual for your RDBMS.

IVR_PORT_DURATION

The sum of the durations, in seconds, that this IRF spent in IVR resources prior to arriving at the IRF
resource.This field is populated for voice interactions only.

HANDLE_COUNT

For voice interactions, the value 1 indicates that an IVR or agent resource either accepted an offered
interaction or consultation, or initiated an interaction or consultation. The value 0 indicates one of the
following:

* The interaction was not offered to an IVR or agent resource, as would be the case if the interaction was
abandoned while in a queue.

¢ The IVR or agent resource did not accept an offered interaction or consultation, as would be the case if
the interaction was abandoned while ringing at the IVR or agent resource or rerouted on no answer.

For multimedia interactions, the value is 1 when the IRF resource (agent) was connected to the
interaction. The value is 0, otherwise.

CUSTOMER_HANDLE_COUNT

For voice interactions, the value 1 indicates that an IVR or agent resource either accepted an offered
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interaction when the customer was present, or initiated an outbound interaction. The value 0
indicates one of the following:

e The interaction was not offered to an IVR or agent resource, as would be the case if the interaction was
abandoned while in a queue.

e The IVR or agent resource did not accept an offered interaction when the customer was present, as
would be the case if the interaction was abandoned while ringing at the IVR or agent resource or
rerouted on no answer.

The value 0 is also populated for initiated and received consultations, because the customer is not
present.

For multimedia interactions, this value equals the value of HANDLE_COUNT if the activity that is
performed by the IRF resource is customer-related. In the case of e-mail interactions, this includes an
agent's handling of an inbound e-mail message from a customer or an internal e-mail message from
another agent ("internal customer"), or handling of a reply e-mail message back to the customer.
Consultations (called collaborations, for e-mail) are not considered directly customer-related and are
excluded from the count.

PREVIOUS_MEDIATION_DURATION

The total amount of time, in seconds, of all previous IRFs having the technical result of the following:

¢ Redirected/RoutedOnNoAnswer

* Redirected/Unspecified

This duration reflects previous attempts to deliver an interaction and includes ring time (for voice
interactions) or alerting time (for multimedia interactions).

MEDIATION_DURATION

The elapsed time, in seconds, that the customer interaction spent in mediation (in queues, routing
points, or non-self service IVRs) prior to reaching the resource that is represented by the IRF row. This
time is measured from the mediation start time of the IRF to the moment at which the interaction
arrives at the resource that is represented by the IRF row. This value does not include ring time (for
voice interactions) or alerting time (for multimedia interactions) at the IRF resource. For an IRF row
that represents a mediation resource in which an interaction ended, MEDIATION_DURATION includes
the mediation time at this mediation resource.

MEDIATION_COUNT

Indicates whether the routing of this IRF occurred through a mediation DN prior to arriving at the
resource: 0 = No, 1 = Yes.
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MET_SERVICE_OBJECTIVE_FLAG

Indicates whether the customer received service within the required timeframe, based on the value
of the SERVICE_OBJECTIVE field value that is stored in the IRF_USER_DATA_GEN_1 table: 0 = No, 1 =
Yes.

SHORT_ABANDONED_FLAG

Indicates whether the interaction was abandoned inside the short-abandoned threshold (determined
by the short-abandoned-threshold configuration option) while at the IRF resource.

STOP_ACTION

For voice calls, serves as a flag to indicate whether the party that is the subject of the IRF row
initiated release of the call. For multimedia interactions, serves as a flag to indicate whether the
interaction was stopped by one of the parties or by some outside entity (for example, Interaction
Server or a Media Server).

While the valid values are consistent for voice and multimedia interactions, their meaning is slightly
different.

For voice calls, this field is set to one of the following values:

e NULL (unknown) — The default value that indicates that either the flag is not applicable or information
on which party released the call is not available from IDB. This is the case when an empty string is the
value of GSYS_EXT VCH2 in the G_CALL_STAT table in IDB and, therefore, in the GIDB_G_CALL_STAT V
table in GIDB.

e 1 (true) — The resource that is the subject of the IRF row initiated release of the call. This value is the
only reliable indicator that the subject of the IRF row was a party to the call at the time when the call
was released.

e 0 (false) — The resource that is the subject of the IRF row did not initiate release of the call.
For multimedia interactions, this field is set to one of the following values:

* NULL — The interaction was not stopped at the associated IRF resource. This is the default value.
e 1 (true) — The interaction was stopped by the associated IRF resource.

e 0 (false) — The interaction was stopped at the associated IRF resource by an entity that was not a party
to the interaction (for example, a Media Server).

Note: For voice calls, the STOP_ACTION flag is a reliable indicator of whether the subject of the IRF
row initiated release of the call except for scenarios for which limitations are described in the
Interaction Concentrator 8.1 documentation and may still exist in subsequent releases. These
scenarios include, for example, two-step transfer or two-step conference, or a call being terminated
while ICON is down.
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DIAL_COUNT

Indicates whether the IRF resource initiated this voice interaction: 0 = No, 1 = Yes. The count applies
only to self-service IVRs and agent resources that are associated with the voice interaction resource
fact.

Note: This is a base count that applies only to the related IRF resource if it initiated the interaction.
Initiated consultations are excluded from consideration.

DIAL_DURATION

The number of seconds that the IRF resource spent initiating this voice interaction. The duration
starts when the dialing event is sent, includes the mediation time that the initiator incurs while
waiting for the target resource to connect, and ends when the call is either established or terminated
prior to being answered. The duration applies only to self-service IVRs and agent resources that are
associated with the voice interaction resource fact.

Note: This is a base duration that applies only to the related IRF resource if it initiated the
interaction. Initiated consultations are excluded from consideration.

RING_COUNT

For voice interactions, indicates whether the IRF resource was in a Ringing state for this voice
interaction resource: 0 = No, 1 = Yes. The field applies only to self-service IVRs and agent resources
that are associated with the voice interaction resource fact.

For multimedia interactions, indicates whether the IRF resource was offered a multimedia interaction:
0 = No, 1 = Yes.

Note: This is a base count that applies only to the related IRF resource when it initially received the
interaction. Received consultations are excluded from consideration.

RING_DURATION

For voice interactions, the number of seconds that the voice interaction was ringing at the self-
service IVR or agent resource that is associated with the voice interaction resource fact.

For multimedia interactions, the number of seconds that the party that is associated with this
resource interaction was in an alerting state. For multimedia interactions, duration is set to 0 while an
interval is open. (An interval is "open" when the IRF is active and when the current state of the
resource that is associated with the IRF is still in progress — thus, affecting the value of duration.)

Note: This is a base duration that applies only to the related IRF resource when it initially received
the interaction. Received consultations are excluded from consideration.
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TALK_COUNT

For voice interactions, indicates whether the self-service IVR or agent resource was in Connected
state for this voice interaction: 0 = No, 1 = Yes.

For multimedia interactions, indicates whether the agent resource was handling a multimedia
interaction: 0 = No, 1 = Yes.

Note: This is a base count that applies only to the related IRF resource when it either initially
received or initiated the interaction. Consultations are excluded from consideration.

TALK_DURATION

For voice interactions, the number of seconds that the self-service IVR or agent resource spent
talking on this voice interaction.

For multimedia interactions, the number of seconds that the agent resource was handling a
multimedia interaction. For multimedia interactions, duration is set to 0 while an interval is open. (An
interval is "open" when IRF is active and when the current state of the resource that is associated
with the IRF is still in progress — thus, affecting the value of duration.)

Note: This is a base duration that applies only to the related IRF resource when it either initially
received or initiated the interaction. Consultations are excluded from consideration.

HOLD COUNT

When this field is populated for voice interactions, the value is the count of the number of times that
the self-service IVR or agent resource placed the interaction on hold for this voice interaction
resource.

Depending on the value of the populate-workbin-as-hold configuration option, this field also
applies to multimedia interactions. This field is populated for an Agent or a Place handling resource
that is associated with the IRF. The count represents the number of times that the handling resource
saves into its own personal workbin an interaction that the resource either received or initiated.
(Refer to the Terminology page in the Genesys Info Mart Deployment Guide for the definition of a
personal workbin.)

Notes:

¢ If the multimedia handling resource that is associated with the IRF places the interaction into any one of
its own personal workbins, the count increases for each placement, whether the resource previously
used the same or a different personal workbin for the same interaction.

e This is a base count that applies only to the related IRF resource when it either received or initiated the
interaction. Consultations (for voice interactions) and collaborations (for multimedia interactions) are
excluded from consideration.
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HOLD_DURATION

When this field is populated for voice interactions, the value is the number of seconds that the
resource that is associated with this voice interaction placed the interaction on hold. The duration
applies to self-service IVRs and agent resources that are associated with the voice interaction
resource fact.

Depending on the value of the populate-workbin-as-hold configuration option, this field also
applies to multimedia interactions. This field is populated for an IRF that represents an Agent or Place
handling resource that saves an interaction into its own personal workbin. The hold duration starts
when the related IRF resource places the interaction in its personal workbin and ends when either
this resource or any other resource takes the interaction out of the workbin. The hold durations are
accumulated as the number of hold counts increases for the related IRF resource in that particular
type of the workbin (an Agent or a Place).

Note: This is a base duration that applies only to the related IRF resource when it either received or
initiated the interaction. Consultations (for voice interactions) and collaborations (for multimedia
interactions) are excluded from consideration.

AFTER_CALL WORK_COUNT

Indicates whether the IRF resource was in ACW state for this voice interaction: 0 = No, 1 = Yes.
Received consultations are excluded from consideration. This field is populated for voice interactions
only.

AFTER_CALL_WORK_DURATION

The number of seconds that the IRF resource that is associated with this voice interaction was in ACW
state. Received consultations are excluded from consideration. This field is populated for voice
interactions only.

CUSTOMER_DIAL_COUNT

Indicates whether the IRF resource initiated an outbound, customer-related interaction: 0 = No, 1 =
Yes. The count excludes initiated consultations. This field is populated for voice interactions only.

CUSTOMER_DIAL_DURATION

The number of seconds that the IRF resource spent initiating an outbound, customer-related
interaction. The duration starts when the dialing event is sent, includes the mediation time that the
initiator incurs while waiting for the target resource to connect, and ends when the call is either
established or terminated on no answer. Initiated consultations are excluded from consideration. This
field is populated for voice interactions only.
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CUSTOMER_RING_COUNT

Indicates whether the IRF resource was offered a customer-related interaction: 0 = No, 1 = Yes. This
count includes internal interactions.

The count excludes:

¢ Received consultations and joined conferences, for voice interactions or chat consultations.

¢ Handling of a consultation e-mail message, whether on the initiating or receiving side (e-mail
collaboration), for Genesys eServices/Multimedia e-mail interactions.

CUSTOMER_RING_DURATION

For voice interactions, the number of seconds that the interaction was ringing at the resource during
an interaction handling attempt while a customer was present.

For multimedia interactions, this value equals the number of seconds that the customer-related
interaction was alerting at the resource during an interaction handling attempt. For e-mail
interactions, this measure includes an agent's handling of an inbound e-mail message from a
customer or an internal e-mail message from another agent ("internal customer"), or handling of a
reply e-mail message to the customer. This measure excludes handling of a consultation e-mail
message (e-mail collaboration) or chat consultation, whether on the initiating or receiving side.

Note: For multimedia interactions, duration is set to 0 while an interval is open. (An interval is "open"
when IRF is active and when the current state of the resource that is associated with the IRF is still in
progress — thus, affecting the value of duration.)

Internal interactions are included in this measure for both voice and multimedia.

CUSTOMER TALK COUNT

Indicates whether the resource connected with a customer for this interaction resource: 0 = No, 1 =
Yes. This count includes internal interactions. For voice interactions, conferences (whether initiated or
joined) are also included. For multimedia interactions, this value equals TALK_COUNT.

The count excludes:

¢ Consultations (whether initiated or received), for voice interactions or chat consultations.

e Handling of a consultation e-mail message, whether on the initiating or receiving side (e-mail
collaboration), for Genesys eServices/Multimedia e-mail interactions.

CUSTOMER_TALK_DURATION

The number of seconds that the agent processed a customer-related interaction at this resource
during an interaction handling attempt. This measure includes internal interactions.

e For voice interactions, this is the time that the resource spent talking with a customer. The duration
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includes talk duration of conferenced interactions.

e For e-mail interactions, this is the time that is spent on handling an inbound e-mail message from a
customer or an internal e-mail message from another agent ("internal customer"), or handling an
outbound e-mail message to the customer.

Note: For multimedia interactions, the duration is set to 0 while an interval is open. (An interval is
"open" when IRF is active and when the current state of the resource that is associated with the IRF is
still in progress — thus, affecting the value of duration.)

The count excludes:

¢ Consultations (whether initiated or received), for voice interactions or chat consultations.

* Handling of a consultation e-mail message, whether on the initiating or receiving side (e-mail
collaboration), for Genesys eServices/Multimedia e-mail interactions.

CUSTOMER_HOLD_COUNT

When this field is populated for voice interactions, the value is the total number of times that the
resource placed the customer on hold for this voice interaction resource. Consultations (whether
initiated or received) are excluded from consideration; conferences (whether initiated or joined) are
included.

Depending on the value of the populate-workbin-as-hold configuration option, this field also
applies to multimedia interactions and equals to the value of HOLD_COUNT. This field is populated for
an Agent or a Place handling resource that is associated with the IRF. The count represents the
number of times that the handling resource saves into its own personal workbin a customer
interaction that the resource either received or initiated. Collaborations are excluded from
consideration.

CUSTOMER_HOLD_DURATION

When this field is populated for voice interactions, the value is the number of seconds that the
resource had the customer on hold for this voice interaction resource. The duration excludes hold
durations that are associated with initiated or received consultations, but includes hold durations of
conferenced interactions.

Depending on the value of the populate-workbin-as-hold configuration option, this field also
applies to multimedia interactions and equals to the value of HOLD_DURATION. This field is populated
for an IRF that represents an Agent or Place handling resource that saves into its own personal
workbin a customer interaction that the resource either received or initiated. The duration excludes
hold durations that are associated with initiated or received collaboration requests. The hold
durations are accumulated as the number of hold counts increases for the related IRF resource in that
particular type of the workbin (an Agent or a Place).

CUSTOMER_ACW_COUNT

Indicates whether the agent resource entered interaction-related Wrap state that pertains to this
customer voice interaction resource: 0 = No, 1 = Yes. Initiated consultations and received
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consultations are excluded from consideration. This field is populated for voice interactions only.

CUSTOMER_ACW_DURATION
The number of seconds that the resource was in interaction-related Wrap state that pertains to this

customer voice interaction resource. The duration excludes ACW duration that is associated with
initiated consultations and received consultations. This field is populated for voice interactions only.

POST_CONS_XFER_TALK COUNT

Indicates that the IRF resource was connected to an interaction that was transferred to him/her after
participating in a consultation: 0 = No, 1 = Yes. This field is populated for voice interactions only.

POST_CONS_XFER_TALK DURATION

The total amount of time, in seconds, that the IRF resource was connected to an interaction that was
transferred to him/her after participating in a consultation. This field is populated for voice
interactions only.

POST_CONS_XFER_HOLD_COUNT

The total number of times that the receiving resource placed the customer on hold for this voice
interaction resource that was transferred to him/her after participating in a consultation. This field is
populated for voice interactions only.

POST_CONS_XFER_HOLD_DURATION

The total number of seconds that the receiving resource had the customer on hold for this voice
interaction resource that was transferred to him/her after participating in a consultation. This field is
populated for voice interactions only.

POST_CONS_XFER_RING_COUNT

Indicates whether the IRF resource was offered a transferred interaction. This value applies only to
the portion of the IRF that represents a post-consultation transfer: 0 = No, 1 = Yes. This field is
populated for voice interactions only.

POST_CONS_XFER_RING_DURATION

The number of seconds that a transferred interaction was alerting (ringing). This value applies only to
the portion of the IRF that represents a post-consultation transfer. This field is populated for voice
interactions only.
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CONF_INIT_TALK_COUNT

For voice interactions, indicates whether a conference, that was initiated by the IRF resource, was
connected (established). This value applies only to the portion of the IRF that represents the IRF
resource as a conference initiator: 0 = No, 1 = Yes.

For multimedia interactions, this field indicates the number of conferences that were initiated by the

IRF resource that were connected (established). Note that, for a multimedia resource, this count
equals 0, 1, or a value greater than 1.

CONF_INIT_TALK_DURATION

For voice interactions, equals the amount of time, in seconds, that a conference, that was initiated by
the IRF resource, was connected (established). This value applies only to the portion of the IRF that
represents the IRF resource as a conference initiator.

For multimedia interactions, this field is populated in a manner similar to voice, and it applies to the
portion of the IRF that represents the IRF resource as a conference initiator.

CONF_INIT_HOLD _COUNT
The number of times that the IRF resource put on hold a conference that the resource initiated. This

value applies only to the portion of the IRF that represents the IRF resource as a conference initiator.
This field is populated for voice interactions only.

CONF_INIT_HOLD_DURATION
The amount of time, in seconds, that the IRF resource put on hold a conference that the resource

initiated. This value applies only to the portion of the IRF that represents the IRF resource as a
conference initiator. This field is populated for voice interactions only.

CONF_JOIN_RING_COUNT

Indicates whether the resource was offered the opportunity to join a conference for this voice or
multimedia interaction resource: 0 = No, 1 = Yes.

CONF_JOIN_RING_DURATION

The number of seconds that this voice or multimedia interaction resource spent ringing or alerting at
the resource who was offered to join a conference.

Note: For multimedia interactions, duration is set to 0 while an interval is open. (An interval is "open"
when IRF is active and when the current state of the resource that is associated with the IRF is still in
progress — thus, affecting the value of duration.)
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CONF_JOIN_TALK_COUNT
Indicates whether a conference that was joined by the IRF resource was connected (established). This

value applies only to the portion of the IRF that represents the IRF resource as a conference joiner, in
a voice or multimedia interaction: 0 = No, 1 = Yes.

CONF_JOIN_TALK DURATION

The amount of time, in seconds, that a conference that was joined by the IRF resource was connected
(established). This value applies only to the portion of the IRF that represents the IRF resource as a
conference joiner, in a voice or multimedia interaction.

Note: For multimedia interactions, duration is set to 0 while an interval is open. (An interval is "open"

when IRF is active and when the current state of the resource that is associated with the IRF is still in
progress — thus, affecting the value of duration.)

CONF_JOIN_HOLD_COUNT
The number of times that the IRF resource put on hold a conference that he/she joined. This value

applies only to the portion of the IRF that represents the IRF resource as a conference joiner. This
field is populated for voice interactions only.

CONF_JOIN_HOLD DURATION
The total amount of time, in seconds, that the IRF resource put on hold a conference that he/she

joined. This value applies only to the portion of the IRF that represents the IRF resource as a
conference joiner. This field is populated for voice interactions only.

CONFERENCE_INITIATED_COUNT
The count of conferences that were initiated by the IRF resource.
Note: For multimedia interactions, this field indicates the number of the conferences that were

initiated by the IRF resource that were connected (established). This value is the same as
CONF_INIT_TALK_COUNT.

CONS_INIT_DIAL_COUNT

Indicates whether the IRF resource initiated a consultation: 0 = No, 1 = Yes. This field is populated for
voice interactions only.
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CONS_INIT_DIAL_DURATION

The number of seconds that the IRF resource spent initiating consultations. This applies only to the
portion of the IRF that represents the IRF resource as a consultation initiator. This field is populated
for voice interactions only.

CONS_INIT TALK_COUNT

Modified: 8.5.001 (scope expanded to include chat consultations)

Indicates whether a consultation (for voice or chat interactions) or e-mail collaboration (for e-mail
interactions) that was initiated by the IRF resource was connected (established): 0 = No, 1 = Yes. This
applies only to the portion of the IRF that represents the IRF resource as a consultation initiator.

CONS_INIT_TALK_DURATION

The number of seconds that the consultation initiator spent talking (for voice interactions) or
collaborating (for e-mail interactions) with another resource. This excludes talk or collaboration
duration that is associated with subsequent transfers or conferences and applies only to the portion
of the IRF that represents the IRF resource as a consultation initiator.

Notes:

¢ For multimedia interactions, duration is set to 0 while an interval is open. (An interval is "open" when
IRF is active and when the current state of the resource that is associated with the IRF is still in
progress — thus, affecting the value of duration.)

e This field is not populated for chat consultations (CONS_INIT_TALK _COUNT is nonzero), to avoid double-
counting, since the agent who initiated the consultation continued to be active in the chat with the
customer.

CONS_INIT_HOLD COUNT
The number of times that the IRF resource put on hold a consultation that he/she initiated. This value

applies only to the portion of the IRF that represents the IRF resource as a consultation initiator. This
field is populated for voice interactions only.

CONS_INIT_HOLD DURATION
The number of seconds that the IRF resource put on hold a consultation that he/she initiated. This

value applies only to the portion of the IRF that represents the IRF resource as a consultation initiator.
This field is populated for voice interactions only.

CONS_RCV_RING_COUNT

Modified: 8.5.001 (scope expanded to include chat consultations)
Indicates whether the IRF resource was offered a consultation (for voice or chat interactions) or
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collaboration (for e-mail interactions). This applies only to the portion of the IRF that represents the
IRF resource as the recipient of a consultation or collaboration: 0 = No, 1 = Yes.

CONS_RCV_RING_DURATION

Modified: 8.5.001 (scope expanded to include chat consultations)

The number of seconds that a consultation (for voice or chat interactions) or collaboration (for e-mail
interactions) that was offered to the IRF resource was alerting (ringing). This applies only to the
portion of the IRF that represents the IRF resource as the recipient of a consultation or collaboration
invite.

Note: For multimedia interactions, duration is set to 0 while an interval is open. (An interval is "open"
when IRF is active and when the current state of the resource that is associated with the IRF is still in
progress — thus, affecting the value of duration.)

CONS_RCV_TALK_COUNT

Modified: 8.5.001 (scope expanded to include chat consultations)

Indicates whether a consultation (for voice or chat interactions) or collaboration (for e-mail
interactions) that was offered to the IRF resource was connected (established). This applies only to
the portion of the IRF that represents the IRF resource as the recipient of a consultation or
collaboration: 0 = No, 1 = Yes.

CONS_RCV_TALK_DURATION

Modified: 8.5.001 (scope expanded to include chat consultations)

The number of seconds that a consultation (for voice or chat interactions) or collaboration (for e-mail
interactions) that was offered to the IRF resource was connected. This applies only to the portion of
the IRF that represents the IRF resource as the recipient of a consultation or collaboration.

Note: For multimedia interactions, duration is set to 0 while an interval is open. (An interval is "open"
when IRF is active and when the current state of the resource that is associated with the IRF is still in
progress — thus, affecting the value of duration.)

CONS_RCV_HOLD_COUNT

When this field is populated for voice interactions, the value is the number of times that the IRF
resource put on hold a consultation that he/she received. This applies only to the portion of the IRF
that represents the IRF resource as the recipient of a consultation.

Depending on the value of the populate-workbin-as-hold configuration option, this field also
applies to multimedia interactions. This field is populated for an Agent or a Place handling resource
that is associated with the IRF. The count represents the number of times that the IRF resource saves
into its own personal workbin a collaboration interaction that the resource received.
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CONS_RCV_HOLD_DURATION

When this field is populated for voice interactions, the value is the number of seconds that the IRF
resource put on hold a consultation that he/she received. This applies only to the portion of the IRF
that represents the IRF resource as the recipient of a consultation.

Depending on the value of the populate-workbin-as-hold configuration option, this field also
applies to multimedia interactions. This field is populated for an IRF that represents an Agent or Place
handling resource that saves into its own personal workbin a collaboration interaction that the
resource received. The hold durations are accumulated as the number of hold counts for received
collaborations increases for the related IRF resource in that particular type of the workbin (an Agent
or a Place).

CONS_RCV_ACW_COUNT

Indicates whether the IRF resource had ACW after a received consultation. This applies only to the
portion of the IRF that represents the IRF resource as the recipient of a consultation: 0 = No, 1 = Yes.
This field is populated for voice interactions only.

CONS_RCV_ACW_DURATION

The number of seconds that the IRF resource spent in ACW after a received consultation. This applies
only to the portion of the IRF that represents the IRF resource as the recipient of a consultation. This
field is populated for voice interactions only.

AGENT TO AGENT CONS_COUNT

Populated only for the agent who initiated a consultation voice interaction, this field is the sum of
states when this agent and target agent(s) were connected to each other during the consultation.

AGENT TO _AGENT CONS_DURATION

The number of seconds for which the agent resource who initiated a consultation voice interaction
was connected to another agent. This excludes the duration for which the agent was connected to an
IVR or voice treatment while waiting to be connected to the target agent. This field is populated for
voice interactions only.

FOCUS_TIME_COUNT

Introduced: Release 8.5.004

For Genesys Workspace Desktop Edition (WDE) agents, who might have more than one interaction
open on their desktops simultaneously (for example, an e-mail and chat, or e-mail and voice call), a
value greater than 0 indicates that the agent was actively working on the interaction that is the
subject of the IRF — in other words, the agent had the interaction in focus — provided that WDE has
been configured to report focus time.
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Where focus time has been provided, the value of this field is usually 1. For offline multimedia
interactions, the value might be greater than 1 if the populate-workbin-as-hold configuration
option is set to true and the IRF represents multiple handlings by the same agent, with intervening
workbin time represented as Hold time; in this case, each focus time reported for the agent's
participation will add to the count.

Otherwise, the value of this field is 0.

FOCUS_TIME_DURATION

Introduced: Release 8.5.004

For interactions with the focus time reported in FOCUS_TIME_COUNT, this field indicates the total
time, in seconds, that the agent spent actively processing the interaction, as reported by the agent
desktop.

Otherwise, the value of this field is O.

Whether the duration includes ACW time depends on agent behavior. For example, WDE reports the
end of focus time for voice calls when the agent marks the interaction as Done. If the agent continues
to work on the call after the call ended, but does not mark the interaction as Done and does not
change to the After Call Work state, the time after the call ended will be reported as focus time
and not ACW.

ASM_COUNT

Introduced: Release 8.5.004

For voice interactions, indicates whether an attempt to engage an agent into an outbound voice
interaction was received for this IRF resource: 0 = No, 1 = Yes. The field applies only to resources in
deployments with Outbound Contact in a VolP environment where campaigns are running in an ASM
(Active Switching Matrix) dialing mode.

Note: If the agent answers the call, one of the following counts in the IRF is also set to 1:

* CONS_RCV_TALK _COUNT if the agent resource is connected to the customer

e TALK_COUNT if the call is terminated before the customer is connected

ASM_ENGAGE_DURATION

Introduced: Release 8.5.004

For voice interactions, the number of seconds that the engaged agent resource is waiting to be
connected to the customer before either the connection is established or the call is terminated. The
field applies only to agent resources in deployments with Outbound Contact in a VoIP environment
where campaigns are running in an ASM (Active Switching Matrix) dialing mode. If an agent resource
is not engaged in an ASM-dialed call, the duration is set to 0.
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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.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the participation of the IRF resource in the
interaction 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 participation of the IRF resource in the
interaction 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.

START_TS

The UTC-equivalent value of the date and time at which the participation of the IRF resource in the
interaction began.

END_TS

The UTC-equivalent value of the date and time at which the participation of the IRF resource in the
interaction ended, including any ACW time. If ACW occurs, the record is updated after ACW
completes, which might happen in a subsequent ETL cycle. For multimedia, this value also depends
on the value of the ACTIVE_FLAG field. For an active row (where ACTIVE_FLAG=1), this field instead
represents a UTC-equivalent value of the date and time far in the future, so that applications do not
have to test for null.

ACTIVE_FLAG

Indicates whether the IRF is currently active: 0 = No, 1 = Yes.
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PURGE_FLAG

This field is reserved.

Index List
CODE
| IRF_SDT
|_IRF_PT_GUID

IDX_IRF_IID

Index |_IRF_SDT

Field
START DATE_TIME_KEY

Index |_IRF_PT_GUID

Field
PARTYGUID
START_DATE_TIME_KEY

Index IDX_IRF_IID

Field
INTERACTION_ID

Subject Areas

* Facts — Represents the relationships between subject area facts.

Ascending

Ascending
Ascending

Ascending

Sort

Sort

Sort

Description

Improves access time,
based on the Start Date
Time key.

Reserved.

Improves access time,
based on the
INTERACTION ID.

Comment

Comment

Comment

e Interaction_Resource — 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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Table INTERACTION RESOURCE_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.

This dimension table contains possible interaction-related resource states. STATE_ NAME_CODE
identifies the resource state, while a combination of a state descriptor and a state role provides
additional details.

This table allows facts to be described by the interaction-related state of the associated IRF resource.

Each row describes one distinct interaction-related state, combined with a state descriptor and state
role.

Note: States are not generated for routing point or ACD queue IRF resources, as these resources
have only one 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
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Column Data Type P M F DV
INTERACTION_RESIOt&Rfef STATE _KEY X X
CREATE_AUDIT _KEvumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X

STATE_NAME varchar(64)
STATE_NAME_COD¥archar(32)
STATE_ROLE varchar(64
STATE_ROLE_CODWarchar(32
STATE_DESCRIPTOWVarchar(64
STATE_DESCRIPTORafchart32
PURGE_FLAG numeric(1)

)
)
)
)

INTERACTION_RESOURCE_STATE_KEY

The primary key of this table and the surrogate key that is used to join this dimension table 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.

STATE_NAME

The media-neutral resource state. This field is set to one of the following values:

 Initiate
o Alert
» Connect
e Hold
* Wrap

e Unknown
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See STATE_NAME_CODE for descriptions of possible states. This value can change with localization.

STATE_NAME_CODE

The code of the media-neutral resource state. One of the following values:
¢ INITIATE — Indicates that a resource initiated an interaction and that there is no other party on the
interaction yet. This state is part of State=3 (connected) that is reported by ICON.

e ALERT — Indicates that a resource is being alerted of an attempt for a new interaction to be connected
to the agent’s device. This state corresponds to State=2 (alerting) that is reported by ICON.

« CONNECT — Indicates a state in which the agent is known to be participating in the call, according to
the state of the agent's device. This state is part of State=3 (connected) that is reported by ICON.

¢ HOLD — Indicates a state in which the agent places another party on hold. This state corresponds to
State=4 (hold) that is reported by ICON.

« WRAP — This state may occur after the interaction is disconnected, when the agent goes to an After Call
Work (ACW) state, or "wrap up" state, and when the reporting has enough information to associate this
WRAP state to a specific interaction (either ACW started during a specific single interaction or it was
initiated within a certain timeout after completion of the related interaction).

« UNKNOWN — The state in which there is no relationship between the call and the device.

This value does not change with localization.

STATE_ROLE

The media-neutral role of the resource state. This field is set to one of the following values:

e |nitiator
e Receiver

e Unknown

This value can change with localization.

STATE_ROLE_CODE

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

* INITIATOR
* RECEIVER
* UNKNOWN

This value does not change with localization.
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STATE_DESCRIPTOR

For voice interactions, the detailed classification that describes the resource state. This field is set to
one of the following values:

* Inbound

e Internal

e Outbound

e QOutbound_OCS
* Consult

¢ Unknown

The value can change with localization.

STATE_DESCRIPTOR_CODE

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

« INBOUND
« INTERNAL

« OUTBOUND

« OUTBOUND_OCS
« CONSULT

« UNKNOWN

This value does not change with localization.

PURGE_FLAG

This field is reserved.

Index List

No indexes are defined.
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Subject Areas

e Interaction_Resource State — Allows facts to be described by the state of the associated agent
resource. Each row describes one distinct media-specific agent state.
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Table INTERACTION TYPE

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 allows facts to be described based on interaction type, such as Inbound, Outbound, or
Internal. Each row describes one interaction type.

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
INTERACTION_TYPEt€6er X X

INTERACTION TYP&archar(64)
INTERACTION_TYPEatRE32)
INTERACTION_SUBvatiebar(64)
INTERACTION_SUBVafeBat(32E
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Column Data Type P M F DV
IGNORE numeric(1)
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X

INTERACTION_TYPE_KEY

The primary key of this table. This key is also the surrogate key that is used to join this dimension to
the fact tables.

INTERACTION_TYPE

The interaction type. This field is set to one of the following values:

e Unknown
¢ Internal
¢ Inbound

¢ Outbound

This value can change with localization.

INTERACTION_TYPE_CODE

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

» UNKNOWN
* INTERNAL
* INBOUND
 OUTBOUND

This value does not change with localization.

INTERACTION_SUBTYPE

Modified: 8.5.005 (OutboundCallback subtype added); 8.5.001 (InternalConferencelnvite
subtype added)
The interaction subtype. This field is set to one of the following values:

¢ Unspecified ¢ InternalConferencelnvite
* InternalCollaborationinvite e InboundCollaborationReply
¢ InternalCollaborationReply ¢ InboundCustomerReply
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InboundDisposition
InboundNDR

InboundNew

InboundReport
OutboundAutoResponse
OutboundAcknowledgement
OutboundCallback

OutboundCollaborationinvite

OutboundContact
OutboundNew
OutboundNotification
OutboundRedirect
OutboundReply

Any other subtype value that is detected in
extracted multimedia data (and that is
converted to upper case)

Of these values, the following are most likely to be seen from the interaction fact:

This value can change with localization.

INTERACTION_SUBTYPE_CODE

Unspecified
InboundNew
InboundCustomerReply
OutboundContact
OutboundNew
OutboundNotification

Modified: 8.5.005 (OUTBOUNDCALLBACK subtype added); 8.5.001 (INTERNALCONFERENCEINVITE
subtype added)
The code name of the interaction subtype. This field is set to one of the following values:

UNSPECIFIED
INTERNALCOLLABORATIONINVITE
INTERNALCOLLABORATIONREPLY
INTERNALCONFERENCEINVITE
INBOUNDCOLLABORATIONREPLY
INBOUNDCUSTOMERREPLY
INBOUNDDISPOSITION
INBOUNDNDR

INBOUNDNEW

INBOUNDREPORT
OUTBOUNDAUTORESPONSE

OUTBOUNDACKNOWLEDGEMENT
OUTBOUNDCALLBACK
OUTBOUNDCOLLABORATIONINVITE
OUTBOUNDCONTACT
OUTBOUNDNEW
OUTBOUNDNOTIFICATION
OUTBOUNDREDIRECT
OUTBOUNDREPLY

Any other subtype value that is detected in
extracted multimedia data (and that is
converted to upper case)

Genesys Info Mart Physical Data Model for a PostgreSQL Database

333



Info Mart Tables Table INTERACTION_TYPE

Of these values, the following are most likely to be seen from the interaction fact:

* UNKNOWN

* INBOUNDNEW

* INBOUNDCUSTOMERREPLY
* OUTBOUNDCONTACT

» OUTBOUNDNEW

» OUTBOUNDNOTIFICATION

This value does not change with localization.

IGNORE

Applicable to multimedia interactions only, this flag indicates to Genesys Info Mart whether to
process interactions of the type described by this row. This field is set to either one of the following
values:

¢ 0 - Interactions of this type are transformed. This value is set by default for most interaction types,
including those that are added to this dimension at runtime.

e 1 - Interactions of this type are ignored during transformation. This value is set by default for inbound
interactions with subtype values of InboundDisposition and InboundReport.

Note: When an interaction that is set to be ignored is a parent (root) to other interactions, neither
parent nor child interactions will be transformed, even if the child interactions are of a different type
than the parent interaction.

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. The value of
-1 indicates that a record was populated at runtime.

Index List

No indexes are defined.
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Subject Areas

e Interaction — Represents interactions from the perspective of a customer experience.

e Interaction_Resource — 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.

e Mediation_Segment — Represents interaction activity from the perspective of contact center ACD
queues, virtual queues, interaction queues, and interaction workbins, as well as groups thereof.
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Table IRF USER DATA CUST 1

Description

Modified: 8.5.007 (data types for CUSTOM_DATA 1 through CUSTOM_DATA 16 were extended
from 255 to 1024 characters); 8.5.005.09 (data types of CUSTOM_DATA 13 through
CUSTOM_DATA 16 changed to character data types); 8.5.003 (in Oracle, fields with VARCHAR
data types use explicit CHAR character-length semantics); 8.5.001 (CREATE_AUDIT KEY and
UPDATE_AUDIT KEY added)

In partitioned databases, this table is partitioned.

IRF_USER_DATA_CUST_1 is included in the schema document for sample purposes only. Tables such
as IRF_USER_DATA CUST 1 are not part of the default Genesys Info Mart database schema. If one or
more tables are required to store deployment-specific, user-defined string attributes that may come
attached with interactions, use the Genesys-provided script as an example of how to add these tables
to the schema. For full details, see Preparing Custom User-Data Storage on the Info Mart Database
Scripts page in the Genesys Info Mart Deployment Guide.

The name of this table and the column names are configurable and may differ in your deployment.

The table stores high-cardinality data for up to 16 key-value pairs (KVPs) that are associated with
interactions. Each row describes a combination of user-defined custom attributes that characterize
the interaction. A new row is issued for each new interaction resource fact. If the DN- or Script-level
&' UNIQ--nowiki-00000002-QINU" "'®.link-msf-userdata configuration option or, starting with
release 8.5.003, the application-level link-msf-userdata-voice or link-msf-userdata-mm
configuration options are specified, a new row is also issued for each new mediation segment fact, to
store the user data for an interaction that is in mediation. The row is populated according to a
propagation rule, configurable for each KVP.

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 DV
INTERACTION RESQWRERC(DI) X
START DATE_TIMEint@ger

TENANT_KEY integer
CREATE_AUDIT_KEvumeric(19)
UPDATE_AUDIT_KEYumeric(19)

CUSTOM DATA 1
through varchar(1024)
CUSTOM _DATA 16

X X X X X =
X X X X X m

INTERACTION_RESOURCE_ID

A reference either to an INTERACTION_RESOURCE_FACT record or, if storage of mediation user data is
configured, to a MEDIATION_SEGMENT _FACT record. This is the primary key of this table.

START _DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the IRF or MSF resource's participation in the
interaction began. The value of this field is identical to the START_DATE_TIME_KEY value in the IRF or
MSF record that is identified by the INTERACTION _RESOURCE_ID value. This value can be used to
enable local indexes with partitioning.

TENANT_KEY

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 that is in the corresponding IRF
record. This value can be used to restrict data access.

CREATE_AUDIT_KEY

Introduced: Release 8.5.001

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.
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UPDATE_AUDIT_KEY

Introduced: Release 8.5.001

The surrogate key used to join to the CTL_AUDIT_LOG dimension. 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.

CUSTOM_DATA 1 through CUSTOM_DATA 16

Modified: 8.5.007 (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); 8.5.005.09 (data types for the CUSTOM_DATA 13 through
CUSTOM_DATA_16 columns in the make_gim_UDE_template.sql script, which used to provide
examples of date/time and numeric data types and default values, were changed to character data
types).

Stores the value of a certain user-data key. The name of this column, which is configurable and
typically matches the user-data key name, may differ in your deployment. If a default value is
configured, it is stored when a KVP is missing for an interaction.

These fields are an example for character-type KVP values. In principle, these fields support
character, date/time, or numeric values. The exact data type is specified in the script that you use
when creating the custom user data table.

For date/time data types, the format in which Genesys Info Mart stores date/time values is yyyy-mm-
ddThh24:mi:ss. ff; if the KVP value that you want to store is not in this format, you must also specify
a conversion expression in the script. (The conversion expression is stored in the
CTL_UD_TO_UDE_MAPPING.CONVERT_EXPRESSION field.)

Index List
CODE U C Description
Improves access time,
| IRF_USER DATA CUST 1 SDT based on the Start Date
Time key.
Index |_IRF_USER_DATA CUST 1 _SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending

Subject Areas

e 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.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 339



Info Mart Tables Table IRF_USER DATA GEN_1

Table IRF USER DATA GEN 1

Description

Modified: 8.5.011.18 (GSW_CALL_TYPE added); 8.5.003 (in Oracle, fields with VARCHAR data
types use explicit CHAR character-length semantics); 8.5.001 (CREATE_AUDIT_KEY and
UPDATE_AUDIT KEY added)

In partitioned databases, this table is partitioned.

IRF_USER_DATA_GEN_1 allows interaction resource facts and mediation segment facts to be
described by Genesys-defined (predefined) string attributes that may come attached with
interactions. You cannot change the name of this table or the names of the table columns.

The table stores high-cardinality data for a set of predefined KVPs that are associated with
interactions. (The Revenue and Satisfaction KVPs are also included in this table although the
associated attributes are not currently predefined in Genesys Configuration Database.) Each row
describes a combination of user-defined custom attributes that characterize the interaction. A new
row is issued for each new interaction resource fact. If the DN-level &'~ UNIQ--
nowiki-00000003-QINU" "'®.link-msf-userdata configuration option or, starting with release
8.5.003 the application-level link-msf-userdata-voice or link-msf-userdata-mm configuration
options are specified, a new row is also issued for each new mediation segment fact, to store the user
data for an interaction that is in mediation. The values are populated from user data (attached data
or UserEvent-based KVP data) according to a propagation rule, configurable for each column.

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 DV
INTERACTION RESQWRERC(D) X
START DATE_TIMEinteger

TENANT_KEY integer

CREATE_AUDIT KEumeric(19)
UPDATE_AUDIT_KEYumeric(19)

CASE_ID varchar(255

CUSTOMER _ID varchar(255

(255)
(255)
SERVICE_OBJECTIW®&rchar(255)
(255)
(255)

X X X X X =
X X X X X m

REVENUE varchar(255
SATISFACTION varchar(255
IPURPOSE varchar(10)
GSW _CALL_ATTEMParchiatps50)
SERVICE_ID varchar(255)

SERVICE_START Té$nteger
GSW_CALL TYPE varchar(255)

INTERACTION_RESOURCE_ID

A reference either to an INTERACTION_RESOURCE_FACT record or, if storage of mediation user data is
configured, to a MEDIATION_SEGMENT _FACT record. This is the primary key of this table.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the IRF or MSF resource's participation in the
interaction began. The value of this field is identical to the START_DATE_TIME_KEY value in the IRF or
MSF record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to
enable local indexes with partitioning.

TENANT_KEY

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 that is in the corresponding
INTERACTION_RESOURCE_FACT record. This value can be used to restrict data access.
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CREATE_AUDIT_KEY

Introduced: Release 8.5.001

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

Introduced: Release 8.5.001

The surrogate key used to join to the CTL_AUDIT_LOG dimension. 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.

CASE_ID
The case ID, as it appears in an external case management application. This column enables linkage

between Genesys Info Mart and third-party applications, and the values may be useful for repeat-
caller analysis.

CUSTOMER ID
The customer ID, as it appears in an external CRM application. It enables Genesys Info Mart tables to

be joined to external data mart tables. This column enables linkage between Genesys Info Mart and
third-party applications, and the values may be useful to calculate metrics of the "per customer™

type.

SERVICE_OBJECTIVE

The maximum elapsed time, in seconds, before the customer should receive service. For voice
interactions, this is measured from the interaction start time to the time that an agent resource or
self-service IVR should answer the call. For multimedia, this is the time from the start time of the

interaction to the time that an agent resource, or AutoResponse Strategy, should start to handle
(accept) the interaction.

REVENUE

The amount of revenue generated for a customer interaction.

SATISFACTION

The numerical customer-satisfaction score for the customer interaction.
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IPURPOSE

The flag that indicates how to classify an IVR. A value of 1 (Self-Service) indicates that the IVR is
considered to be a handling resource; a value of 0 indicates that the IVR is considered to be a
mediation resource. This field's value is ignored for non-IVR parties.

GSW_CALL_ATTEMPT GUID

Stores the GSW_CALL_ATTEMPT_GUID call attempt ID that is assigned by OCS. This value allows you
to associate interaction details with contact attempt details using the following references:

« IRF_USER_DATA GEN_1.GSW_CALL_ATTEMPT GUID = CONTACT ATTEMPT FACT.CALL ATTEMPT_ID

« IRF_USER_DATA GEN_1.INTERACTION_RESOURCE_ID =
INTERACTION_RESOURCE_FACT.INTERACTION_RESOURCE_ID

SERVICE_ID

Introduced: Release 8.1.402

In deployments that have been configured to support reporting on Genesys Callback, this field
reports the ID of the callback service request. Depending on the scenario, the value equals the ID of
the Genesys Mobile Services (GMS) service instance or ID of the Orchestration Server (ORS) session.

SERVICE_START TS

Introduced: Release 8.1.402

For the callback service identified in the SERVICE_ID field, the UTC timestamp when 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.

GSW_CALL TYPE

Introduced: Release 8.5.011.18
Stores the GSW_CALL TYPE value that is attached by OCS or, for SIP Cluster call flows where
recording and monitoring of outbound calls can be disabled, by SIP Server.

Index List
CODE U C Description
Improves access time,
|_IRF_USER_DATA GEN_1 SDT based on the Start Date
Time key.
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Index |_IRF_USER_DATA_GEN_1_SDT

Field Sort Comment
START _DATE_TIME_KEY Ascending

Subject Areas

e Interaction_Resource — 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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Table IRF USER DATA KEYS

Description

Modified: 8.5.001 (CREATE_AUDIT_KEY and UPDATE_AUDIT_KEY added)

In partitioned databases, this table is partitioned.

IRF_USER_DATA KEYS 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.

The table includes a foreign key that references either an IRF record or an MSF record. The table also
includes references to foreign key columns for the predefined dimensions that are based on user data
and to a configurable number of Custom_Key columns.

Each row describes a combination of foreign keys to predefined and custom dimensions that
characterize the interaction. A new row is issued for each new interaction resource fact. If the DN- or
Script-level &'""UNIQ--nowiki-00000000-QINU" "'®.link-msf-userdata configuration option or,
starting with release 8.5.003, the application-level link-msf-userdata-voice or link-msf-userdata-
mm configuration options are specified, a new row is also issued for each new mediation segment
fact, to store the user data for an interaction that is in mediation.

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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Info Mart Tables Table IRF_USER_DATA KEYS

Column List
Legend
Column Data Type P M F DV

INTERACTION_RESQUWREkC(D9) X X X
START _DATE_TIMEinteger X X
TENANT_KEY integer X X
INTERACTION _DES6BBEOR KEY X X -2
CREATE_AUDIT_KEYumeric(19) X X -1
UPDATE_AUDIT KEYumeric(19) X X 0

INTERACTION_RESOURCE_ID

A reference either to an INTERACTION_RESOURCE_FACT record or, if storage of mediation user data is
configured, to a MEDIATION_SEGMENT _FACT record. This is the primary key of this table.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the IRF or MSF resource's participation in the
interaction began. The value of this field is identical to the START_DATE_TIME_KEY value in the IRF or
MSF record that is identified by the INTERACTION _RESOURCE_ID value. Use this value as a key to join
the fact tables to any configured DATE_TIME dimension, in order to group the facts related to the
same interval and/or convert the START_TS timestamp to an appropriate time zone. This value can
also be used to enable local indexes with partitioning.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables to indicate the tenant
of the IRF or MSF resource. The value of this field is identical to the value that is in the IRF or MSF
record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to restrict
data access.

INTERACTION_DESCRIPTOR_KEY

The surrogate key that is used to join the INTERACTION_DESCRIPTOR dimension to the fact tables to
identify the business attributes, such as customer segment and service type, that are associated with
the interaction. If a call did not include these attributes during a specific fact, this key references the
default "Unspecified" dimension value.
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CREATE_AUDIT_KEY

Introduced: Release 8.5.001

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

Introduced: Release 8.5.001

The surrogate key used to join to the CTL_AUDIT_LOG dimension. 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,
|_IRF_USER_DATA KEYS SDT based on the Start Date
Time key.
Index |_IRF_USER_DATA KEYS SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending

Subject Areas

e Interaction_Resource — 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.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 347



Info Mart Tables Table IXN_RESOURCE_STATE_FACT

Table IXN RESOURCE STATE FACT

Description

In partitioned databases, this table is partitioned.

Each row in this table describes an interaction-related state of an agent. The grain of the fact is an
accumulating snapshot that represents the duration of the state. The start and end dates and times
are stored as seconds since midnight of January 1, 1970. The place that is associated with the
resource state is also included as a dimensional reference.

If an agent handles multiple interactions simultaneously, this table may include facts that happen
simultaneously on different interactions, but that are associated with the same agent.

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
IXN_RESOURCE_STATHR AT IRNEY X X
START DATE_TIMEinteger X X
END_DATE_TIME_KBYeger X X
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Column Data Type P DV
TENANT_KEY integer

MEDIA TYPE_KEY integer
RESOURCE_KEY integer

MEDIA_ RESOURCEir€EYer
PLACE_KEY integer
INTERACTION_ RESiQt&Rfelf STATE_KEY
INTERACTION_TYPIteger
CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)
INTERACTION_RESOtRfEE SDT KEY
INTERACTION_RESQUMERC(D9)
START TS integer

END_TS integer
TOTAL_DURATION integer
LEAD_CLIP_DURATIftgger

TRAIL CLIP_DURATiI®@&ger
TARGET_ADDRESSvarchar(255)
ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

X X X X X X X X x =2

X X X X X X X X X X X m

IXN_RESOURCE_STATE_FACT KEY

The primary key of this table, generated by Genesys Info Mart.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the interaction resource state 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

Identifies the start of a 15-minute interval in which the interaction resource state 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.
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TENANT_KEY

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

MEDIA TYPE_KEY

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

RESOURCE_KEY

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

MEDIA RESOURCE_KEY
The surrogate key that is used to join this table to the RESOURCE_ dimension. This key represents the
media resource that is associated with the IRF resource. For an IRF resource such as an agent or IVR,

this key refers to the DN of the agent or of the IVR. For a routing point or queue resource (including
ACD queue, interaction queue, or workbin), this key holds the same value as RESOURCE_KEY.

PLACE_KEY

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

INTERACTION_RESOURCE_STATE_KEY

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

INTERACTION_TYPE_KEY

The surrogate key that is used to join the INTERACTION_TYPE 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.
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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.

INTERACTION_RESOURCE_SDT _KEY
The value of the START _DATE_TIME_KEY field of the INTERACTION_RESOURCE_FACT record that is
identified by the INTERACTION RESOURCE ID field. On a partitioned database,

INTERACTION_RESOURCE_SDT _ “KEY in combination with INTERACTION RESOURCE_ID forms a value of
the composite primary key for the INTERACTION_RESOURCE_FACT table.

INTERACTION_RESOURCE_ID

The value of the primary key of the INTERACTION_RESOURCE_FACT table. This surrogate key is used
to join the interaction resource state fact to the interaction resource fact.

START TS

The UTC-equivalent value of the date and time at which the interaction resource state fact began.

END_TS

The UTC-equivalent value of the date and time at which the interaction resource state fact ended.

TOTAL_DURATION

The total duration, in seconds, that the resource has been in the state, irrespective of the interval(s)
in which the state endures.

LEAD_CLIP_DURATION

For resource states that span multiple time intervals, this field facilitates the aggregation of interval
aggregates by providing the lead duration, in seconds, of the resource state, which is measured from
the start of the resource state to the end of the first interval.

TRAIL_CLIP_DURATION

For resource states that span multiple time intervals, this field facilitates the aggregation of interval
aggregates by providing the trailing duration, in seconds, of the resource state, which is measured
from the start of the last interval to the end of the resource state.
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TARGET_ADDRESS

The target media address that received the interaction, such as DNIS for voice media. This field is
populated only when the corresponding value in the
INTERACTION_RESOURCE_STATE.STATE_NAME_CODE field is "INITIATED"; otherwise, this field is null.

ACTIVE_FLAG

Indicates whether the resource state is currently active: 0 = No, 1 = Yes.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
Improves access time,
|_ IRSF_SDT based on the Start Date
Time key.
Index |_IRSF_SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending

Subject Areas

e Facts — Represents the relationships between subject area facts.

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

Description

Introduced: 8.5.012.15

In partitioned databases, this table is not partitioned.

This dimension table allows CX Contact record facts to be described based on characteristics of the
outbound campaign. Each row describes one campaign.

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 integer X
CREATE_AUDIT_KEMumeric(19)
CAMPAIGN_GROUR/&NAINHT(255)
CAMPAIGN_GROUHLineric(19)
CAMPAIGN_TEMPLAX&ECINAI255)

unknown
-1

unknown

X X X X X =2
x
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Table LDR_CAMPAIGN

ID

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

CAMPAIGN_GROUP_NAME

The name of the campaign group.

CAMPAIGN_GROUP_ID

The DBID of the campaign group as assigned by Configuration Server.

CAMPAIGN_TEMPLATE_NAME

The name of the template on which the campaign is based.

Index List

CODE ) C

|_ LDR_CAMPAIGN X

Index |_LDR_CAMPAIGN

Field Sort
CAMPAIGN_GROUP_NAME Ascending
CAMPAIGN_GROUP_ID Ascending
CAMPAIGN_TEMPLATE_NAME Ascending

Description

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

Comment
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Subject Areas

No subject area information available.
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Table LDR DEVICE

Description

Introduced: 8.5.012.15

In partitioned databases, this table is not partitioned.

This dimension table allows CX Contact record facts to be described based on device characteristics
of the contact list records. Each row describes one record from the contact list.

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 integer X X
CREATE_AUDIT _KEYumeric(19) X X
DEVICE_COUNTRY va@ibar(10) X unknown
DEVICE_AREA_CO&rchar(10) X unknown
DEVICE_STATE_COWxtrchar(10) X unknown
DEVICE_TIMEZONEarchar(50) X unknown
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Table LDR_DEVICE

ID

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

DEVICE_COUNTRY_CODE

The country code of the record from the contact list.

DEVICE_AREA_CODE

The area code of the record from the contact list.

DEVICE_STATE_CODE

The state code of the record from the contact list.

DEVICE_TIMEZONE

The time zone indicated in the record from the contact list.

Index List

CODE U C

| LDR_DEVICE X

Index |_LDR_DEVICE

Field Sort
DEVICE_COUNTRY_CODE Ascending

Description

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

Comment
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Field Sort Comment
DEVICE_AREA CODE Ascending
DEVICE_STATE_CODE Ascending
DEVICE_TIMEZONE Ascending

Subject Areas

No subject area information available.
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Table LDR FACT

Description

Introduced: 8.5.012.15

In partitioned databases, this table is partitioned.

Each row in this table describes a contact list record that was not attempted because CX Contact
suppressed the record during preloading of an outbound campaign. Suppressed (unattempted)
records do not reach the Outbound Contact Server (OCS) processing phase of outbound campaigns.
Rows are inserted into the table when a contact list record is suppressed; rows are updated only
when personally identifiable information (PIl) is redacted from the database fields as a result of
General Data Protection Regulation (GDPR) "forget" requests.

Each row in this table describes a contact list record that was not attempted because CX Contact
suppressed the record during preloading

The LDR_LIST_KEY enables you to link an LDR_FACT record with the LDR_LIST table; LDR_LIST.LIST_ID
contains the DBID of the contact list object and can be joined further to CALLING_LIST METRIC_FACT
and other Info Mart tables.

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 P M F DV

CREATE_AUDIT_KEYumeric(19) X

UPDATE_AUDIT_KEYumeric(19) X

ID varchar(50) X X

START DATE_TIMEinteger X X X

RECORD_ID numeric(19)

CLIENT_ID varchar(64)

CHAIN_ID numeric(19)

CHAIN_NUMBER numeric(19)
CONTACT_INFO varchar(255)
DEVICE_MASK numeric(19)

LDR_CAMPAIGN_Kiteger X -2
LDR_GROUP_KEY integer X -2
LDR_LIST_KEY integer X -2
LDR RECORD_KEYinteger X -2
LDR_POSTAL CODmtiegeér X -2
LDR _DEVICE_KEY integer X -2

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.

ID

An identifier Genesys Info Mart generates based on the long UUID timestamp reported by CX Contact.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the event regarding the suppressed contact list
records was generated by CX Contact.
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Table LDR_FACT

RECORD_ID

The identifier of the record from the contact list.

CLIENT_ID

The unique client identifier of the contact from the contact list.

CHAIN_ID

The chain identifier of the record from the contact list.

CHAIN_NUMBER

The order of the contact list record within the chain.

CONTACT_INFO

The contact information (device) for the contact from the contact list.

DEVICE_MASK

The bit mask of the record from the contact list.

LDR_CAMPAIGN_KEY

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

LDR_GROUP_KEY

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

LDR_LIST KEY

The key that is used to join the LDR_LIST dimension to the fact tables.
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Table LDR_FACT

LDR_RECORD_KEY

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

LDR_POSTAL CODE_KEY

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

LDR_DEVICE_KEY

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

Index List
CODE U C

| LDR_FACT_SDT

Index |_ LDR_FACT SDT

Field Sort
START _DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.

Description

Improves access time,
based on the Start Date
Time key.

Comment
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Table LDR_GROUP

Description

Introduced: 8.5.012.15

In partitioned databases, this table is not partitioned.

This dimension table allows CX Contact record facts to be described based on the name of the agent
group or place group associated with the outbound campaign. Each row describes one group of
agents or places.

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 integer X X
CREATE_AUDIT KEumeric(19) X X
GROUP_NAME varchar(255) X unknown
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Table LDR_GROUP

ID

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

GROUP_NAME

The name of the agent group or place group.

Index List

CODE ) C

| LDR_GROUP X

Index |_LDR_GROUP

Field Sort
GROUP_NAME Ascending

Subject Areas

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 LDR LIST

Description

Introduced: 8.5.012.15

In partitioned databases, this table is not partitioned.

This dimension table allows CX Contact record facts to be described based on characteristics of
contact lists. Each row describes one contact list.

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 integer X X
CREATE_AUDIT_KEMumeric(19) X X
LIST NAME varchar(255) X unknown
LIST_ID numeric(19) X -1
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ID

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

LIST_NAME

The name of the contact list.

LIST ID

DBID that Configuration Server assigned to the Calling List configuration object that represents the
contact list.

Index List
CODE U C Description
Ensures that the
combinations of values
| LDR_LIST X that are stored in the
dimension table are
unique.
Index |_LDR_LIST
Field Sort Comment
LIST_NAME Ascending
LIST_ID Ascending

Subject Areas

No subject area information available.
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Table LDR POSTAL CODE

Description

Introduced: 8.5.012.15

In partitioned databases, this table is not partitioned.

This dimension table allows CX Contact record facts to be described based on postal code values of
contact list records. Each row describes one postal code.

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 integer X X
CREATE_AUDIT_KEMumeric(19) X X
POSTAL_CODE varchar(32) X unknown
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Table LDR_POSTAL_CODE

ID

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

POSTAL_CODE

Postal code of the record from the contact list.

Index List

CODE ) C

| LDR_POSTAL_CODE X

Index |_LDR_POSTAL_CODE

Field Sort
POSTAL_CODE Ascending

Subject Areas

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 LDR RECORD

Description

Introduced: 8.5.012.15

In partitioned databases, this table is not partitioned.

This dimension table allows CX Contact record facts to be described based on characteristics of the
contact list records, such as contact information type, record type, record status, and disposition.

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 integer X X
CREATE_AUDIT _KEYumeric(19) X X
CONTACT _INFO_TYRirchar(32) X unknown
RECORD_TYPE varchar(32) X unknown
RECORD_STATUS varchar(32) X unknown
DISPOSITION varchar(255) X unknown
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ID

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

CONTACT_INFO_TYPE

The type of the contact device. This field is set to one of the following values:

* No Contact Type * Pager

e Home Phone * Modem

* Direct Business Phone * Voice Mail

¢ Business With Extension e Pin Pager

* Mobile * E-Mail Address

e Vacation Phone ¢ Instant Messaging
RECORD_TYPE

The type of the record from the contact list. This field is set to one of the following values:

* No Record Type e Personal Rescheduled
¢ Unknown Record Type ¢ Personal Callback

e General e Campaign Callback

¢ Campaign Rescheduled * No Call

RECORD_STATUS

The status of the record from the contact list. This field is set to one of the following values:

* No Record Status e Cancelled

¢ Ready e Agent Error

e Retrieved e Chain Updated
e Updated ¢ Missed Callback
e Stale ¢ Chain Ready
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DISPOSITION

The reason for filtering out the record from the campaign during the pre-loading phase, as reported
by CX Contact.

Index List
CODE U C Description
Ensures that the
combinations of values
| LDR RECORD X that are stored in the
dimension table are
unique.
Index |_LDR_RECORD
Field Sort Comment
CONTACT_INFO_TYPE Ascending
RECORD_TYPE Ascending
RECORD_STATUS Ascending
DISPOSITION Ascending

Subject Areas

No subject area information available.
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Table MEDIA ORIGIN

Description

Introduced: 8.5.014.09

In partitioned databases, this table is not partitioned.

This dimension table allows chat thread facts to be described based on where the chat session
originated. This dimension table is populated only in cloud deployments with Advanced Chat.
Depending on specific media, the media origin values are either the same as, or complementary to,
the media types stored in the MEDIA TYPE table. For instance, for Facebook public messaging,
Facebook is the value recorded both as MEDIA_NAME in the MEDIA_TYPE table and as MEDIA_ORIGIN
in the MEDIA_ORIGIN table. For Facebook private messaging, however, the value recorded as

MEDIA _NAME in the MEDIA_TYPE table would be CHAT, while the value recorded as MEDIA_ORIGIN in
the MEDIA_ORIGIN table would be Facebook.

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 integer X X
MEDIA ORIGIN  varchar(64) X unknown
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Column Data Type P M F DV
CREATE_AUDIT_KEYumeric(19) X

ID

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

MEDIA_ORIGIN
Based on KVP: csg MediaOrigin

Identifies where the chat session originated (web chat, social media channels, SMS, and so on).

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
| MEDIA ORIGIN X that are stored in the

dimension table are
unique.

Index |_MEDIA_ORIGIN

Field Sort Comment

MEDIA ORIGIN Ascending

Subject Areas

No subject area information available.
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Table MEDIA TYPE

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 allows facts to be described based on media type, such as voice. Each row describes one
media type.

New 3rd Party Media media types can be populated in this dimension manually. Genesys
recommends that you manually insert online media types into this table prior to their use, so that
they are processed and represented properly starting with their first appearance in data. The
Genesys Info Mart Server also adds new 3rd Party Media media types to this table as they are
encountered, storing them as offline media by default. For media types that are truly online media,
the IS_ONLINE value should be changed manually in this case. Refer to Setting up media types for
online interactions on the Completing Database Preparation page in the Genesys Info Mart
Deployment Guide for instructions.

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 P M F DV
MEDIA TYPE_KEY integer X X
MEDIA_NAME varchar(255) X
MEDIA NAME_COD#archar(255) X
IS ONLINE numeric(1)
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT _KEYumeric(19) X X

MEDIA TYPE_KEY
The primary key of this table and the surrogate key that is used to join this dimension table to the

fact and aggregate tables. A value of 1001 and higher, assigned either by Genesys Info Mart or as a
result of manual media type population, indicates a 3rd Party Media media type.

MEDIA_NAME

The media name. For voice and multimedia, it is one of the following values:
* None
* Voice

¢ Email

* Chat
For 3rd Party Media media types, this value:

e |Is originally sourced from Interaction Server and is subsequently read directly from the underlying ICON
application that supplies data to Info Mart. Examples include SMS, Facebook, and Twitter.

e |s supplied when a new (typically, online) media type is manually added to the schema.

This value can change with localization.

MEDIA NAME_CODE

The media name code. For voice and multimedia, it is one of the following values:

* NONE
* VOICE
EMAIL
 CHAT

For 3rd Party Media media types, this value:
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e |s originally sourced from Interaction Server and is subsequently read directly from the underlying ICON
application that supplies data to Info Mart. Examples include SMS, Facebook, and Twitter.

* |Is supplied when a new (typically, online) media type is manually added to the schema.

This value does not change with localization.

IS_ONLINE

Indicates whether a customer is involved in the interaction in real time while an agent is handling the
interaction. The value is set to 1 for media types that are associated with online interactions (for
example, chat, including asynchronous chat). The value is set to 0 for media types associated with
offline interactions (for example, e-mail). This flag instructs Genesys Info Mart what transformation
logic to apply to interactions of this media type.

Note: The value should be confirmed carefully when a new, online 3rd Party Media media type is
added to the schema. Genesys Info Mart checks the value of this flag during transformation of the
interactions of a given media type. A subsequent change to this flag's value does not change how the
interaction was transformed.

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.

Note: For 3rd Party Media media types that are added to the schema manually, this field stores the
value of -1, which Genesys recommends that you supply in order to distinguish a row that is not
inserted or updated by Genesys Info Mart.

UPDATE_AUDIT_KEY

The surrogate key used to join to the CTL_AUDIT_LOG dimension. 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.

Note: For 3rd Party Media media types that are added to the schema manually, this field stores the
value of -1, which Genesys recommends that you supply in order to distinguish a row that is not
inserted or updated by Genesys Info Mart.

Index List
CODE U C Description
|_MEDIA_TP_MCD X Ensures that the

combinations of values
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CODE U C Description

that are stored in the
dimension table are
unique.

Index |_MEDIA_TP_MCD

Field Sort Comment

MEDIA_NAME_CODE Ascending

Subject Areas

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

Interaction — Represents interactions from the perspective of a customer experience.

Interaction_Resource — 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.

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

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

Summary_ Resource _Session — Represents agent resource media sessions from login to logout,
summarized to the media type.

Summary Resource_State — Represents agent resource states, summarized to the media type.

Summary Resource State Reason — Represents agent resource state reasons, summarized to the
media type.
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Table MEDIATION SEGMENT FACT

Description

Modified: 8.5.004 (USERDATA FLAG added); 8.5.003 (in Oracle, fields with VARCHAR data types
use explicit CHAR character-length semantics)

In partitioned databases, this table is partitioned.

This table describes interaction activity with respect to mediation DNs, including virtual and ACD
queues, as well as Genesys eServices/Multimedia interaction queues and workbins. The grain of the
fact spans the time from when the interaction enters the mediation DN to when the interaction
leaves the mediation DN in one of the following three ways:

¢ Abandoned in the mediation DN

e Cleared from the mediation DN (for virtual queues only)

» Distributed from the mediation DN, including the time that it takes the interaction to be answered by
the target resource or to be abandoned while alerting at the target resource

For voice, only completed ACD queue and virtual queue activity is populated; for multimedia, both
active and completed virtual queue activity is populated.

Availability of active virtual queue data in Genesys Info Mart depends on the vqg-write-
mode configuration option in Interaction Concentrator.

In releases prior to 8.5.003, the populate-mme-ixnqueue-facts configuration option disables the
population of eServices/Multimedia Interaction Queue activity to the MSF table. Starting with release
8.5.003, an MSF record is populated for the starting Interaction Queue of an Inbound Interaction,
even if populate-mme-ixnqueue-facts is set to false.

The mediation segment start and end dates and times are stored as facts in the UTC format.
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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
MEDIATION_SEGMBNméDic(19) X
TENANT_KEY integer
START_DATE_TIMEimtieger
END_DATE_TIME_KiBYeger
INTERACTION_TYPEIt€Eer
MEDIA TYPE_KEY integer
TECHNICAL DESCRiea@s KEY
RESOURCE_KEY integer
RESOURCE_GROUMt&gMBINATION_KEY
WORKBIN_KEY  integer
INTERACTION_SDTirkkeyer
INTERACTION_ID numeric(19)
IXN_RESOURCE_SDhiitegef
IXN_RESOURCE_IDnumeric(19)
TARGET _IXN_RESObRGErSDT KEY
TARGET IXN RESQURGErit)19)

MEDIA SERVER_IXMarf&t&p(50)
MEDIATION_GUID varchar(50)
ENTRY_ORDINAL integer
MEDIATION_DURATHD&ger
ONLINE_DURATIONnteger
ANSWER _THRESH@1tBger
SHORT_ABANDONBDNféAG1)

X X X X X X X X X =

X X X X X X X X X X X X X X X
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Column Data Type P M F DV
MET THRESHOLD rrus@ric(1)
ACTIVE_FLAG numeric(1)
USERDATA FLAG numeric(1)

START_TS integer
END_TS integer
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X

MEDIATION_SEGMENT _ID

The primary key of this table.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables, to indicate the tenant
to which the mediation DN belongs.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the interaction entered the mediation DN. 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 interaction left the mediation DN. 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. For an active row that represents a multimedia interaction that is currently at the
mediation DN (where ACTIVE_FLAG=1), this field references the date and time far in the future, so
that applications do not have to test for null.

INTERACTION_TYPE_KEY

The surrogate key that is used to join this table to the INTERACTION_TYPE dimension, to identify the
interaction's type. For voice interactions, this value matches the related INTERACTION_FACT row. For
multimedia interactions, this value reflects the interaction type/subtype of the Interaction Server
interaction that is placed in the virtual queue, interaction queue, or workbin.
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MEDIA_TYPE_KEY

The surrogate key that is used to join this table to the MEDIA_TYPE dimension, to identify the media
type that is associated with this handling attempt. For voice interactions, this value matches the
related INTERACTION_FACT row. For multimedia interactions, this value is derived from the Interaction
Server interaction and can differ from the respective value in INTERACTION_FACT; for example, an
inbound chat interaction may include an e-mail response.

TECHNICAL_DESCRIPTOR_KEY

The surrogate key that is used to join the TECHNICAL_DESCRIPTOR dimension to the fact tables, to
indicate the result of the mediation segment, such as Abandoned, Cleared, or Diverted.

RESOURCE_KEY

The surrogate key that is used to join the RESOURCE_ dimension to the fact tables, to indicate the
mediation DN resource.

RESOURCE_GROUP_COMBINATION_KEY

The surrogate key that is used to join records in this table to a specific combination of resource
groups in the RESOURCE_GROUP_COMBINATION dimension. This field identifies the groups of which
the mediation DN resource was a member when the interaction entered the mediation DN. This field
references the default "No Group" (-2) value if the mediation DN does not belong to a group. This
field references the "UNKNOWN" (-1) value for the records that are associated with a discarded group
combination.

WORKBIN_KEY

In MSF records that are created as a result of workbin time that is considered to be mediation, this
field is the surrogate key that is used to join this table to the WORKBIN dimension, to identify the type
of resource that is associated with the workbin and the specific resource that is associated with the
mediation. For MSF records that are not associated with workbin mediation, this field is populated
with the specified default value (-2).

For a summary of the conditions under which workbin time is considered to be mediation, see the
description of the populate-workbin-as-hold configuration option in the Genesys Info Mart
Deployment Guide.

INTERACTION_SDT_KEY

The value of the START_DATE_TIME_KEY field of the record in the INTERACTION_FACT table. On a
partitioned database, INTERACTION_SDT KEY in combination with INTERACTION_ID forms a value of
the composite primary key for the INTERACTION_FACT table.
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INTERACTION_ID

The value of the interaction fact primary key.

IXN_RESOURCE_SDT KEY

The value of the START_DATE_TIME_KEY field of the INTERACTION_RESOURCE_FACT record that is
identified by the IXN_RESOURCE_ID field. On a partitioned database, IXN_RESOURCE_SDT KEY in
combination with IXN_RESOURCE_ID forms a value of the composite primary key for the
INTERACTION_RESOURCE_FACT table.

IXN_RESOURCE_ID

The value of the primary key of the INTERACTION_RESOURCE_FACT table. In MSF records that are part
of an attempt (successful or unsuccessful) to reach a handling resource, this field is the ID of the IRF
that represents the attempt. This field can be used to join the MSF table to the IRF table. If the
interaction passes through multiple mediation resources during the attempt to reach a handling
resource, many MSF records will reference the same master IRF record. If the attempt is successful,
the referenced IRF is the IRF for the handling resource that was reached. If the attempt is
unsuccessful, the referenced IRF is the IRF for the last mediation resource (the resource in which the
interaction ended).

This field is not populated if ICON has not been configured to populate the G ROUTE_RES VQ HIST
table (in other words, if route-res-vqid-hist-enabled in the ICON application is set to false).

TARGET IXN_RESOURCE_SDT KEY

The value of the START_DATE_TIME_KEY field of the INTERACTION_RESOURCE_FACT record that is
identified by the TARGET IXN_RESOURCE_ID field. On a partitioned database,
TARGET_IXN_RESOURCE_SDT_KEY in combination with TARGET_IXN_RESOURCE_ID forms a value of
the composite primary key for the INTERACTION_RESOURCE_FACT table.

TARGET IXN_RESOURCE_ID
The value of the primary key of the INTERACTION_RESOURCE_FACT table. Identifies the target of the

distribution from this mediation DN. This field can be used to join this table to the
INTERACTION_RESOURCE_FACT table.

MEDIA_SERVER_IXN_GUID

The unique interaction ID, as reported by the interaction media server. In the case of voice T-Server,
the GUID is the call’s UUID. In the case of multimedia, the GUID is either of the following:

e The interaction ID from Interaction Server, in a record that is created for virtual queue

e The call ID of the party that is associated with the mediation DN, in a record that is created for an
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interaction queue or workbin

MEDIATION_GUID

The unique ID that represents the interaction in the virtual queue, as reported by URS through ICON.
URS uses this ID to resolve calls that are stuck in a virtual queue. For ACD queue activity (associated
with voice interactions), this field contains the party GUID for the ACD queue party, as reported by
ICON. For interaction queue or workbin activity (associated with multimedia interactions), this field
contains the party GUID for the interaction queue or workbin party, as reported by ICON.

ENTRY_ORDINAL

Indicates the order of entrance of this mediation segment relative to other mediation segments of the
same master IRF record. The other mediation segments are MSF records that have the same
IXN_RESOURCE_ID.

This field is not populated if ICON has not been configured to populate the G ROUTE_RES VQ HIST
table (in other words, if route-res-vqid-hist-enabled in the ICON application is set to false).

MEDIATION_DURATION

The time, in seconds, from when the interaction enters the mediation DN to when the interaction is
removed, for any reason.

For ACD queues, interaction queues, or interaction workbins, the mediation duration does not include
any time spent in a strategy or a virtual queue, except for bounce-back scenarios (a subset of
"runaway strategy" scenarios in which an interaction is bounced between the mediation resource and
a strategy, as the strategy repeatedly retries busy agents). In bounce-back scenarios, all the time
that the interaction spends in a particular mediation resource is combined into a single MSF record,
and the mediation duration in the MSF for that resource includes all the interim strategy time.

For virtual queues, the adjust-vg-time-by-strategy-time configuration option controls whether the
mediation duration includes or excludes the time that the interaction spent in the strategy but
outside the virtual queue. For an active multimedia interaction that is currently at a mediation DN,
this value is 0.

For multimedia interactions that involve very large numbers of parties or VQs, such that Genesys Info
Mart abbreviates the representation of unsuccessful routing attempts ("runaway strategy" scenarios),
population of this field changed between release 8.1.1 and release 8.1.2.

* Inrelease 8.1.1, a new MSF record is created every time an interaction enters a virtual queue. This field
includes only the duration until the interaction leaves the virtual queue.

¢ In release 8.1.2, a single MSF record is created for a particular virtual queue, regardless of the number
of times that an interaction returns to this virtual queue. This field includes all the time that the
interaction spends in a particular virtual queue during mediation. (Refer to the Genesys Info Mart 8.1
Deployment Guide for information about how the max-parties-per-call configuration option controls
when excessive numbers of parties are skipped.)
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ONLINE_DURATION

Part of the MEDIATION_DURATION before the interaction went offline, for Genesys eServices/
Multimedia chat and online 3rd Party Media interactions. For voice calls, ONLINE_DURATION and
MEDIATION_DURATION are equal. For e-mail messages and offline 3rd Party Media interactions,
ONLINE_DURATION equals 0.

ANSWER_THRESHOLD

The number of seconds that establishes a threshold for an interaction to be both distributed from the
mediation DN and accepted by the target resource. This value is derived from the value of the g-
answer-threshold-voice configuration option for voice interactions or the media-specific g-answer-
threshold configuration option for multimedia interactions.

SHORT_ABANDONED_FLAG

Indicates whether the interaction was abandoned in the mediation DN within the defined threshold, in
which case the value is 1, or abandoned in the mediation DN outside this threshold, in which case the
value is 0. The threshold is defined by the g-short-abandoned-threshold-voice configuration option for
voice interactions or by the media-specific g-short-abandoned-threshold configuration option for
multimedia interactions. If the interaction was not abandoned at all, this value is 0.

MET _THRESHOLD_ FLAG
Indicates whether the interaction was distributed from the mediation DN and accepted by a resource
within the defined threshold. If so, the value of this field is 1; otherwise, the value is 0. The threshold

is defined by the g-answer-threshold-voice configuration option for voice interactions or by the
media-specific g-answer-threshold configuration option for multimedia interactions.

ACTIVE_FLAG

Indicates whether the mediation DN segment is currently active: 0 = No, 1 = Yes.

USERDATA FLAG
Introduced: Release 8.5.004
This flag facilitates an unambiguous join between the MSF and fact extension tables to retrieve

correct user data that is attached during mediation. If user data is associated with this MSF record,
the value of this field is 1; otherwise, the value is 0.

START TS

The UTC-equivalent value of the date and time at which the interaction entered the mediation DN.
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END_TS

The UTC-equivalent value of the date and time at which the interaction that left the mediation DN
(was diverted, cleared, or abandoned while queued) reached the target resource or was abandoned.
For multimedia, this value also depends on the value of the ACTIVE_FLAG field. For an active row
(where ACTIVE_FLAG=1), this field instead represents a UTC-equivalent value of the date and time far
in the future, so that applications do not have to test for null.

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,
|_MSF_SDT based on the Start Date
Time key.

Improves access time,
|_MSF_IID based on the
INTERACTION ID.

Index |_MSF_SDT

Field Sort Comment
START _DATE_TIME_KEY Ascending
Index |_MSF_IID
Field Sort Comment
INTERACTION_ID Ascending
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Subject Areas

e Facts — Represents the relationships between subject area facts.

e Mediation_Segment — Represents interaction activity from the perspective of contact center ACD
queues, virtual queues, interaction queues, and interaction workbins, as well as groups thereof.
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Table POST CALL SURVEY DIM 1

Description

Introduced: 8.5.003. Supported in certain deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for the following columns modified in
single-language databases: SURVEY IAGENTSCORE, SURVEY ICOMPANYSCORE,
SURVEY_ICALLSCORE, SURVEY_IPRODUCTSCORE, SURVEY_IQ1)

In partitioned databases, this table is not partitioned.

This dimension table enables interaction resource facts to be described based on the scores
customers assign to the call, agent, product, and company during post-call survey.

The POST_CALL_SURVEY_DIM * tables are not part of the default Genesys Info Mart database
schema. In deployments that rely on Genesys Info Mart for reporting on Post-Call Survey user data
that may come attached with interactions, use the applicable Genesys-provided
make_gim_post_call_survey*.sql script to add these tables to the schema.

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 P M F DV

ID integer X X

TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
SURVEY_IAGENTSM@Rdhar(32) X -1
SURVEY_ICOMPANV&G&DRE32) X -1
SURVEY_ICALLSCORdchar(32) X -1
SURVEY_IPRODUCVaEDRE(32) X -1
SURVEY_1Q1 varchar(32) X -1

ID

The primary key for this table.

TENANT_KEY
The surrogate key that is used to join the TENANT dimension to the fact tables to indicate the tenant
of the IRF or MSF resource. The value of this field is identical to the value that is in the IRF or MSF

record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to restrict
data access.

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.

SURVEY_IAGENTSCORE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iAgentScore

The score assigned to the agent by the customer during post-call survey.

SURVEY_ICOMPANYSCORE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iCompanyScore

The overall score assigned to the company by the customer during post-call survey.
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SURVEY_ICALLSCORE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iCallScore

The score assigned to the call by the customer during post-call survey.

SURVEY_IPRODUCTSCORE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iProductScore

The score assigned to the product by the customer during post-call survey.

SURVEY_1Q1

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey_iQl

The answer from the caller to Integer-response question 1 during a post-call survey.

Index List
CODE U C Description
|_ POST_CALL_SURVEY _DIM X Improves access time.

Index |_POST CALL SURVEY DIM 1

Field Sort Comment
TENANT_KEY Ascending
SURVEY_IAGENTSCORE Ascending
SURVEY_ICOMPANYSCORE Ascending
SURVEY_ICALLSCORE Ascending
SURVEY_IPRODUCTSCORE Ascending
SURVEY_IQ1 Ascending

Subject Areas

No subject area information available.
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Table POST CALL SURVEY DIM 2

Description

Introduced: 8.5.003. Supported in certain deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for the SURVEY_IQ* columns modified in
single-language databases and for the SURVEY_SQ* columns modified in single- and multi-
language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables interaction resource facts to be described based on responses provided
by customers during post-call survey.

The POST_CALL_SURVEY_DIM * tables are not part of the default Genesys Info Mart database
schema. In deployments that rely on Genesys Info Mart for reporting on Post-Call Survey user data
that may come attached with interactions, use the applicable Genesys-provided
make_gim_post_call_survey*.sql script to add these tables to the schema.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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
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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 integer X X
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
SURVEY _1Q2 varchar(32) X -1
SURVEY_1Q3 varchar(32) X -1
SURVEY_1Q4 varchar(32) X -1
SURVEY_SQ1 varchar(255) X NO_VALUE
SURVEY _SQ2 varchar(255) X NO_VALUE

ID

The primary key for this table.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables to indicate the tenant
of the IRF or MSF resource. The value of this field is identical to the value that is in the IRF or MSF
record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to restrict
data access.

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.

SURVEY_1Q2

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iQ2

Genesys Info Mart Physical Data Model for a PostgreSQL Database 391



Info Mart Tables Table POST _CALL SURVEY _DIM 2

The answer from the caller to Integer-response question 2 during a post-call survey.

SURVEY_1Q3

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iQ3

The answer from the caller to Integer-response question 3 during a post-call survey.

SURVEY_1Q4

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iQ4

The answer from the caller to Integer-response question 4 during a post-call survey.

SURVEY_SQ1

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQl

The answer from the caller to String-response question 1 during a post-call survey.

SURVEY_SQ2

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ2

The answer from the caller to String-response question 2 during a post-call survey.

Index List
CODE U C Description
| POST_CALL SURVEY DIM 2 Improves access time.
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Index |_POST_CALL_SURVEY DIM 2

Field Sort Comment
TENANT_KEY Ascending
SURVEY_IQ2 Ascending
SURVEY_IQ3 Ascending
SURVEY_IQ4 Ascending
SURVEY_SQ1 Ascending
SURVEY_SQ2 Ascending

Subject Areas

No subject area information available.
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Table POST CALL SURVEY DIM 3

Description

Introduced: 8.5.003. Supported in certain deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the SURVEY_SQ* columns modified in
single- and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables interaction resource facts to be described based on responses provided
by customers during post-call survey.

The POST_CALL_SURVEY_DIM_* tables are not part of the default Genesys Info Mart database
schema. In deployments that rely on Genesys Info Mart for reporting on Post-Call Survey user data
that may come attached with interactions, use the applicable Genesys-provided
make_gim_post_call_survey*.sql script to add these tables to the schema.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
SURVEY SQ3 varchar(255) X NO_VALUE
SURVEY_SQ4 varchar(255) X NO_VALUE
SURVEY_SQ5 varchar(255) X NO_VALUE
SURVEY_SQ6 varchar(255) X NO_VALUE
SURVEY_SQ7 varchar(255) X NO_VALUE

ID

The primary key for this table.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables to indicate the tenant
of the IRF or MSF resource. The value of this field is identical to the value that is in the IRF or MSF
record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to restrict
data access.

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.

SURVEY_SQ3

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ3

The answer from the caller to String-response question 3 during a post-call survey.
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SURVEY_SQ4

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ4

The answer from the caller to String-response question 4 during a post-call survey.

SURVEY_SQ5

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ5

The answer from the caller to String-response question 5 during a post-call survey.

SURVEY_SQ6

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ6

The answer from the caller to String-response question 6 during a post-call survey.

SURVEY_SQ7

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ7

The answer from the caller to String-response question 7 during a post-call survey.

Index List
CODE U C Description
|_POST_CALL SURVEY_DIM 3 Improves access time.

Index |_POST _CALL_SURVEY DIM_3

Field Sort Comment
TENANT_KEY Ascending
SURVEY_SQ3 Ascending

Genesys Info Mart Physical Data Model for a PostgreSQL Database

396



Info Mart Tables

Table POST_CALL_SURVEY_DIM_3

Field
SURVEY SQ4
SURVEY_SQ5
SURVEY_SQ6
SURVEY_SQ7

Subject Areas

Ascending
Ascending
Ascending
Ascending

No subject area information available.

Sort

Comment

Genesys Info Mart Physical Data Model for a PostgreSQL Database

397



Info Mart Tables Table POST _CALL SURVEY DIM 4

Table POST CALL SURVEY DIM 4

Description

Introduced: 8.5.003. Supported in certain deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for the SURVEY_IQ* columns modified in
single-language databases and for the SURVEY_SQ* columns modified in single- and multi-
language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables interaction resource facts to be described based on responses provided
by customers during post-call survey.

The POST_CALL_SURVEY_DIM * tables are not part of the default Genesys Info Mart database
schema. In deployments that rely on Genesys Info Mart for reporting on Post-Call Survey user data
that may come attached with interactions, use the applicable Genesys-provided
make_gim_post_call_survey*.sql script to add these tables to the schema.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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
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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 integer X X
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
SURVEY_SQ8 varchar(255) X NO_VALUE
SURVEY_SQ9 varchar(255) X NO_VALUE
SURVEY_SQ10 varchar(255) X NO_VALUE
SURVEY_1Q5 varchar(32) X -1
SURVEY_1Q6 varchar(32) X -1

ID

The primary key for this table.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to the fact tables to indicate the tenant
of the IRF or MSF resource. The value of this field is identical to the value that is in the IRF or MSF
record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to restrict
data access.

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.

SURVEY_SQ8

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
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Based on KVP: survey sQ8

The answer from the caller to String-response question 8 during a post-call survey.

SURVEY_SQ9

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ9

The answer from the caller to String-response question 9 during a post-call survey.

SURVEY_SQ10

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey s10

The answer from the caller to String-response question 10 during a post-call survey.

SURVEY_IQ5

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iQ5

The answer from the caller to Integer-response question 5 during a post-call survey.

SURVEY_1Q6

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iQ6

The answer from the caller to Integer-response question 6 during a post-call survey.

Index List
CODE U C Description
|_ POST_CALL_SURVEY_DIM % Improves access time

Genesys Info Mart Physical Data Model for a PostgreSQL Database

400



Info Mart Tables Table POST _CALL SURVEY DIM 4

Index |_POST_CALL_SURVEY DIM_4

Field Sort Comment
TENANT_KEY Ascending
SURVEY_SQ8 Ascending
SURVEY_SQ9 Ascending
SURVEY_SQ10 Ascending
SURVEY_IQ5 Ascending
SURVEY_IQ6 Ascending

Subject Areas

No subject area information available.
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Table POST CALL SURVEY DIM 5

Description

Introduced: 8.5.003. Supported in certain deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for the SURVEY_IQ* columns modified in
single-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables interaction resource facts to be described based on responses provided
by customers during post-call survey.

The POST_CALL_SURVEY_DIM_* tables are not part of the default Genesys Info Mart database
schema. In deployments that rely on Genesys Info Mart for reporting on Post-Call Survey user data
that may come attached with interactions, use the applicable Genesys-provided
make_gim_post_call_survey*.sql script to add these tables to the schema.

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 integer X X
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Column Data Type P M F DV
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
SURVEY_IQ7 varchar(32) X 1
SURVEY_1Q8 varchar(32) X -1
SURVEY_IQ9 varchar(32) X -1
SURVEY_IQ10 varchar(32) X -1

ID

The primary key for this table.

TENANT_KEY
The surrogate key that is used to join the TENANT dimension to the fact tables to indicate the tenant
of the IRF or MSF resource. The value of this field is identical to the value that is in the IRF or MSF

record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to restrict
data access.

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.

SURVEY_IQ7

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey_iQ7

The answer from the caller to Integer-response question 7 during a post-call survey.

SURVEY_IQ8

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iQ8

The answer from the caller to Integer-response question 8 during a post-call survey.

SURVEY_IQ9

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
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Based on KVP: survey i09

The answer from the caller to Integer-response question 9 during a post-call survey.

SURVEY_IQ10

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey i10

The answer from the caller to Integer-response question 10 during a post-call survey.

Index List
CODE U C Description
| POST _CALL SURVEY_DIM % Improves access time.

Index |_POST CALL SURVEY DIM_5

Field Sort Comment
TENANT_KEY Ascending
SURVEY_IQ7 Ascending
SURVEY_IQ8 Ascending
SURVEY_IQ9 Ascending
SURVEY_IQ10 Ascending

Subject Areas

No subject area information available.
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Table POST CALL SURVEY DIM 6

Description

Introduced: 8.5.003. Supported in certain deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for the SURVEY_* columns modified in
single-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables interaction resource facts to be described based on survey completion
and a recommendation score, provided by customers during post-call survey.

The POST_CALL_SURVEY_DIM_* tables are not part of the default Genesys Info Mart database
schema. In deployments that rely on Genesys Info Mart for reporting on Post-Call Survey user data
that may come attached with interactions, use the applicable Genesys-provided
make_gim_post_call_survey*.sql script to add these tables to the schema.

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 integer X X
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Column Data Type P M F DV
TENANT_KEY integer X
CREATE_AUDIT_KEYumeric(19) X X
SURVEY_|IRECOM MENDISAT(3RE) X -1
SURVEY_COMPLET®archar(10) X NO_VALUE
SURVEY _RECORDIM&rchar(10) X NO_VALUE

ID

The primary key for this table.

TENANT_KEY
The surrogate key that is used to join the TENANT dimension to the fact tables to indicate the tenant
of the IRF or MSF resource. The value of this field is identical to the value that is in the IRF or MSF

record that is identified by the INTERACTION_RESOURCE_ID value. This value can be used to restrict
data access.

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.

SURVEY_IRECOMMENDSCORE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey iRecommendScore

The user's rating (on a scale of 0-10) of the company, product, or service. Used to calculate Net
Promoter Score (NPS).

SURVEY_COMPLETE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey sComplete

Indicates whether a survey was completed. (TRUE = completed)

SURVEY_RECORDING

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
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Based on KVP: survey sRecording

Indicates whether the application attempted to record a voice message from the caller, after the
caller completed the survey.

Index List
CODE U C Description
|_POST_CALL SURVEY_DIM % Improves access time.

Index |_POST_CALL_SURVEY DIM 6

Field Sort Comment
TENANT_KEY Ascending
SURVEY_IRECOMMENDSCORE Ascending
SURVEY_COMPLETE Ascending
SURVEY_RECORDING Ascending

Subject Areas

No subject area information available.
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Table RECORD FIELD GROUP 1

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 allows contact attempt facts to be described by deployment-specific field values of
outbound campaign calling lists. Each row describes a distinct combination of calling list field values.
A new row is issued for each distinct combination of calling list field values that are encountered in
the contact attempt source data. Calling list field values must be of low cardinality, to prevent this
dimension from becoming as large as the fact tables.

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
RECORD _FIELD GR@&get KEY X X
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
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Column Data Type P M F DV
RECORD _FIELD 1 STRING 1
Through varchar(255)

RECORD_FIELD 1 STRING_10
PURGE_FLAG numeric(1)

RECORD_FIELD GROUP 1 KEY

The primary key of this table and the surrogate key that is used to join this dimension table to the
fact tables.

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
(EAI), and ETL tools—that is, applications that need to identify newly added data.

RECORD_FIELD_1_STRING_1 Through RECORD_FIELD 1 STRING_10

The text string value number one through ten, respectively, of a custom record field.

PURGE_FLAG

This field is reserved.

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 RECORD FIELD GROUP 2

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 allows contact attempt facts to be described by deployment-specific field values of
outbound campaign calling lists. Each row describes a distinct combination of calling list field values.
A new row is issued for each distinct combination of calling list field values that are encountered in
the contact attempt source data. Calling list field values must be of low cardinality, to prevent this
dimension from becoming as large as the fact tables.

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
RECORD _FIELD GR@&geR_KEY X X
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
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Column Data Type P M F DV
RECORD _FIELD 2 STRING 1
Through varchar(255)

RECORD_FIELD 2 STRING_10
PURGE_FLAG numeric(1)

RECORD_FIELD GROUP 2 KEY

The primary key of this table and the surrogate key that is used to join this dimension table to the
fact tables.

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
(EAI), and ETL tools—that is, applications that need to identify newly added data.

RECORD_FIELD_2_STRING_1 Through RECORD_FIELD_2_STRING_10

The text string value number one through ten, respectively, of a custom record field.

PURGE_FLAG

This field is reserved.

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 RECORD STATUS

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.

RECORD_STATUS allows facts to be described based on attributes of an outbound campaign record
status. Each row describes one record status, such as Updated or Canceled.

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
RECORD_STATUS_Kitéger X X

RECORD_STATUS varchar(32)
RECORD_STATUS ¢é&rokar(32)
CREATE_AUDIT KEvumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
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RECORD_STATUS_KEY

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

RECORD_STATUS

The description of the record status. This field is set to one of the following values:

* No Record Status » Cancelled

¢ Ready e Agent Error

e Retrieved ¢ Chain Updated
¢ Updated ¢ Missed Callback
e Stale ¢ Chain Ready

This value can change with localization.

RECORD_STATUS_CODE

The code of the record status description that is stored in the RECORD_STATUS column. This field is
set to one of the following values:

» NO_RECORD_STATUS CANCELLED

* READY * AGENT_ERROR

e RETRIEVED e CHAIN_UPDATED

* UPDATED » MISSED_CALLBACK
* STALE * CHAIN_READY

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
(EAIl), 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 Contact_Attempt — Represents outbound campaign contact record attempts. An attempt may or may
not include dialing.
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Table RECORD TYPE

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.

RECORD_TYPE allows facts to be described based on attributes of an outbound campaign record type.
Each row describes one record type, such as General and PersonalCallback.

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
RECORD_TYPE_KEihteger X X

RECORD _TYPE  varchar(32)
RECORD_TYPE_COWHrchar(32)
CREATE_AUDIT KEvumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
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RECORD_TYPE_KEY

The primary key of this table and the surrogate key that is used to join this dimension table to the
fact tables.

RECORD_TYPE
The record type. This field is set to one of the following values:
¢ No Record Type ¢ Personal Rescheduled
¢ Unknown Record Type ¢ Personal Callback
¢ General e Campaign Callback
¢ Campaign Rescheduled ¢ No Call

This value can change with localization.

RECORD_TYPE_CODE

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

* NO_RECORD_TYPE * PERSONAL_RESCHEDULED
» UNKNOWN_RECORDTYPE » PERSONAL_CALLBACK

* GENERAL * CAMPAIGN_CALLBACK

* CAMPAIGN_RESCHEDULED e NO_CALL

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
(EAIl), 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 Contact_Attempt — Represents outbound campaign contact record attempts. An attempt may or may
not include dialing.
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Table REQUESTED SKILL

Description

In partitioned databases, this table is not partitioned.

REQUESTED_SKILL allows facts to be described based on a combination of requested skills and
minimum skill proficiencies. This multivalue bridge table bridges facts with the SKILL dimension. Each
row describes one requested skill (and its minimum proficiency level) among a distinct combination
of requested skills. Each distinct combination of skills shares a unique requested skill combination
key column. A new set of rows is issued for each distinct combination of skills and skill proficiency
levels that are encountered as attached data in the interaction source data.

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 numeric(19) X X
SKILL_KEY integer X X
TENANT_KEY integer X X
SKILL_COMBINATIOtegEeY X
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Column Data Type P M F DV
CREATE_AUDIT_KEYumeric(19) X
UPDATE_AUDIT_KEYumeric(19) X X
SKILL LEVEL integer

PURGE_FLAG numeric(1)

ID

The primary key of this table.

SKILL_KEY

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

TENANT_KEY

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

SKILL_COMBINATION_KEY

The surrogate key that is used to join the REQUESTED_SKILL 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
(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.

SKILL_LEVEL

The requested minimum skill level or proficiency.
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PURGE_FLAG

This field is reserved.

Index List

No indexes are defined.

Subject Areas

e Interaction — Represents interactions from the perspective of a customer experience.

e Interaction_Resource — 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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Table REQUESTED SKILL COMBINATION

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

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
SKILL_COMBINATIOi&gEeY X
TENANT_KEY integer
SKILL_COMBINATIQ@Er&T&Ri(265)
SKILL_COMBINATIdretax(XEY)
SKILL_COUNT smallint X

X X X =
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Column Data Type P M F DV
CREATE_AUDIT KEvumeric(19) X
UPDATE_AUDIT_KEYumeric(19) X X

PURGE_FLAG numeric(1)

SKILL_COMBINATION_KEY

This is the primary key of this table and the surrogate key that is used to join the REQUESTED_SKILL
dimension table to the fact tables.

TENANT_KEY

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

SKILL_COMBINATION_STRING

A single string representation of all skills and proficiencies that are requested by the interaction.

SKILL_COMBINATION_AUX_KEY

This field is internal.

SKILL_COUNT

The count of the number of requested skills.

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.
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PURGE_FLAG

This field is reserved.

Index List

No indexes are defined.

Subject Areas

e Interaction — Represents interactions from the perspective of a customer experience.

e Interaction_Resource — 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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Table RESOURCE

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 allows facts to be described based on the attributes of the associated resource; routing
points, queues, IVRs, and agents are all resources. Each row describes one resource. A new row is
issued for each configured DN--such as routing point, queue DN, position, extension, IVR DN, and
agent--identified by its ID in the contact center configuration. The subtype column specifies the
media-specific DN type, while the type column recasts the media-specific DN type as a media-neutral
type. For example, External Routing Point, Routing Point, Routing Queues, Service Numbers, and
Virtual Routing Point DNs are all considered Routing Points; ACD Queue is considered a Queue. For
Genesys eServices/Multimedia, Script objects that represent Interaction Queues and Workbins are
considered Queues; Script objects that represent Routing Strategies are considered Routing Points.

Deleting a script, routing point, queue, or another DN and re-creating it under the same name causes
a new row to be issued. Changing agent attributes--such as last name, first name, and employee ID--
causes an update to an existing row. Deleting an agent and re-creating it with the same attributes
causes a new row to be issued.

Note: The Genesys Info Mart ETL does not populate the EXTERNAL_RESOURCE_ID and IVR_NAME
columns.

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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Table RESOURCE_

Column List
Legend
Column Data Type
RESOURCE_KEY integer
TENANT_KEY integer

CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT KEYumeric(19)
SWITCH_DBID integer
SWITCH_NAME varchar(255)
IVR_NAME varchar(255)
RESOURCE_TYPE varchar(255)
RESOURCE_TYPE_w@iaBkar(32)
RESOURCE_SUBTY¥é&rchar(255)
RESOURCE_NAME varchar(255)
AGENT FIRST NAM@rchar(64)
AGENT_LAST NAM&archar(64)
EMPLOYEE_ID varchar(255)
EXTERNAL_RESOUR&IEN&Y(255)
RESOURCE_CFG_DiBteger
RESOURCE_CFG_TKREgér
RESOURCE_ALIAS varchar(255)
NETWORK_RESOURGHEétti&(@)
GMT_START_TIME timestamp(3)
GMT_END _TIME timestamp(3)

PURGE_FLAG numeric(1)

RESOURCE_KEY

The surrogate key that is used to join the RESOURCE_ dimension table to the fact and aggregate

tables.

TENANT_KEY

X X X x =2

>

DV

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

SWITCH_DBID

The database identifier assigned to the switch by Configuration Server (the DBID of the switch), for
the switch identified in the SWITCH_NAME field.

SWITCH_NAME

The switch name on which the queue, routing point, or IVR DN is configured. It provides a natural
hierarchy for queues, routing points, or IVR DNs that are configured on the same switch.

IVR_NAME

The IVR name on which the IVR DN is configured. It provides a natural hierarchy for IVR DNs that are
configured on the same IVR.

RESOURCE_TYPE

The resource type. This field is set to one of the following values:

e Unknown

* Agent

¢ Queue

¢ RoutingPoint
* IVRApplication
e |VRPort

e Other

This value can change with localization.
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Table RESOURCE_

RESOURCE_TYPE_CODE

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

This value does not change with localization.

UNKNOWN
AGENT

QUEUE
ROUTINGPOINT
IVRAPPLICATION
IVRPORT

OTHER

RESOURCE_SUBTYPE

Modified: 8.5.003.17 (new value, Person, added for the Agent resource type)
The detailed resource type. Click the plus sign to see a listing of permissible values.

The following list of permissible values presents the resource subtypes in the following format:

RESOURCE_TYPE
RESOURCE_SUBTYPE

Unknown
Unknown

Agent
Agent

Person

Queue
ACDQueue

VirtualQueue
InteractionQueue
InteractionWorkBin

RoutingPoint
RoutingPoint

VirtualRoutingPoint
ExternalRoutingPoint
ServiceNumber

RoutingQueue

RoutingStrategy

¢ IVRApplication

UnknownDNType
Extension
ACDPosition
VoiceTreatmentPort
VoiceMail
MobileStation
CallProcessingPort
FAX

Modem

MusicPort

Trunk

TrunkGroup

TieLine
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* IVRApplication (continued)

TieLineGroup

Mixed
NetworkDestination
ServiceNumber
CommunicationDN
E-mailAddress

VoiceOverlPPort

VideoOverlPPort
Chat

CoBrowse
VoiceOverlPService
Workflow

AccessResource

¢ Other

UnknownDNType
Extension
ACDPosition
ACDQueue
RoutingPoint
VirtualQueue
VirtualRoutingPoint

VoiceTreatmentPort

RESOURCE_NAME

The resource name, such as any of the following:

e The routing point or queue directory number

The IVR application name
The IVR directory number
The multimedia interaction queue

The workbin

VoiceMail
CallProcessingPort
FAX

Modem

MusicPort

Trunk

TrunkGroup
TieLine
TieLineGroup

Mixed
ExternalRoutingPoint
NetworkDestination
ServiceNumber
RoutingQueue
CommunicationDN
E-mailAddress
VoiceOverlPPort
VideoOverlPPort
Chat

CoBrowse
VoiceOverlPService
Workflow

AccessResource
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e The routing strategy name

e The user name of the agent as specified in the Person object's properties in the Configuration Database

AGENT_FIRST_NAME

If the resource is an agent, this value is the first name of the agent, as specified in the Person object's
properties in the Configuration Database. Otherwise, the value is null.

AGENT_LAST_NAME

If the resource is an agent, this value is the last name of the agent, as specified in the Person object's
properties in the Configuration Database. Otherwise, the value is null.

EMPLOYEE_ID

The employee ID of an agent resource, as it appears in the contact center configuration.

EXTERNAL RESOURCE_ID
The employee ID of an agent, as it appears in an external human resource application. It enables

Genesys Info Mart tables to be joined to external data mart tables. This field is reserved for future
use.

RESOURCE_CFG_DBID

The database identifier for the routing point, queue, IVR DN, or agent object in the contact center
configuration.

Note: In a deployment with SIP Cluster solution, Genesys Info Mart generates an internal ID to
populate this field for a DN resource that does not have a corresponding configuration object.

RESOURCE_CFG_TYPE_ID

The contact center configuration integer type that is associated with the routing point, queue, IVR
DN, or agent object.

Note: In a deployment with SIP Cluster solution, Genesys Info Mart sets this field to 0 (zero) for a DN
resource that does not have a corresponding configuration object.

RESOURCE_ALIAS

Contains the DN's alias, as specified in contact center configuration if this resource is a DN.
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Otherwise, this field is null.

NETWORK_RESOURCE_FLAG

Indicates whether the data-supplying resource is a premise T-Server or a network T-Server: 0 =
Premise, 1 = Network.

GMT _START TIME

The GMT-equivalent date and time at which the resource was added to IDB, which can differ from the
date and time at which the resource was actually added to contact center configuration.

GMT_END_TIME

The GMT-equivalent date and time at which the resource was removed from contact center
configuration.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
IDX_RES_CFG_DBID X Reserved.
Improves access time,
IDX_RES TYPE_CODE based on the code for
the resource type.
| RES_KEY_CFG_DBID X Reserved.
Index IDX_RES_CFG_DBID
Field Sort Comment
RESOURCE_CFG_DBID Ascending
RESOURCE_CFG_TYPE_ID Ascending
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Index IDX_RES_TYPE_CODE

Field Sort Comment
RESOURCE_TYPE_CODE Ascending

Index |_RES_KEY_CFG_DBID

Field Sort Comment
RESOURCE_KEY Ascending
RESOURCE_CFG _DBID Ascending
RESOURCE_CFG_TYPE_ID Ascending

Subject Areas

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

e Interaction_Resource — 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.

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

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

e Resource_Group — Represents the membership of contact center resources among resource groups.
» Resource_Skill — Represents the skill resumes of agent resources.

e Summary_Resource Session — Represents agent resource media sessions from login to logout,
summarized to the media type.

e Summary Resource State — Represents agent resource states, summarized to the media type.

e Summary Resource State Reason — Represents agent resource state reasons, summarized to the
media type.
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Table RESOURCE _ANNEX

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 stores additional configuration data for configuration objects of type Person.

The data is based on the records for these configuration objects that are stored in the GC_ANNEX
table of the configuration IDB. Genesys Interactive Insights uses the data associated with Person
configuration objects to control visibility for certain data and reports.

A new row is issued for each configuration option on the Annex tab of the corresponding

configuration object. Changing the value of the specified option causes an update to an existing row.
Changing the name of the specified option causes a new row to be created. Changing the name of

the specified section causes a new row to be created for each option that is associated with this
section. Deleting the section causes all records for associated options to be terminated.

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 P M F DV

RESOURCE_KEY integer X X

TENANT_KEY integer X X
SECTIONNAME varchar(255) X X

KEYNAME varchar(255) X X

VALUE varchar(255)

END_TS integer X

CFGOBJECTID integer X

CFGOBJECTTYPE numeric(3) X
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT KEYumeric(19) X X
ACTIVE_FLAG numeric(1) X

RESOURCE_KEY

The primary key that is used to join this table to the RESOURCE_ dimension.

TENANT_KEY

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

SECTIONNAME

The name of the configuration section on the Annex tab of the configuration object in which the
specified option is located. This value equals the value of the GC_ANNEX.SECTIONNAME IDB field for
a respective DN, Person, or Switch record.

KEYNAME

The name of the configuration option that is set on the Annex tab of the configuration object. If the
object type is Person, the option specifies the geographical location, business line, or organization
structure. This value equals the value of the GC_ANNEX.KEYNAME field in IDB for a respective DN,
Person, or Switch record.

VALUE

The value of the configuration option that is set on the Annex tab of the configuration object. This
value equals the value of the GC_ANNEX.VALUE field in IDB for a respective DN, Person, or Switch
record.
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END_TS
The UTC-equivalent value of the date and time at which the configuration was changed (for example,

the option, section, or object was removed). This value equals the value of the GC_ANNEX.DELETED
field in IDB for a respective DN, Person, or Switch record.

CFGOBJECTID

The DBID of the configuration object. This value equals the value of the GC_ANNEX.CFGOBJECTID
field in IDB for a respective DN, Person, or Switch record.

CFGOBJECTTYPE

The type of the configuration object. This value equals the value of the GC_ANNEX.CFGOBJECTTYPE
field in IDB for a respective DN, Person, or Switch record.

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.

ACTIVE_FLAG

Indicates whether the specified configuration option is currently active: 0 = No, 1 = Yes.

Index List
CODE U C Description
Improves access time,
|_RESOURCE_ANNEX X based on dimension
values.
Improves access time,
|_ RESOURCE_ANNEX_END_TS based on the End

Timestamp.
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Index |_RESOURCE_ANNEX

Field Sort Comment
CFGOBJECTID Ascending
CFGOBJECTTYPE Ascending
KEYNAME Ascending
SECTIONNAME Ascending

Index | RESOURCE_ANNEX_END_TS

Field Sort Comment
END_TS Ascending

Subject Areas

No subject area information available.
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Table RESOURCE GROUP_COMBINATION

Description

In partitioned databases, this table is not partitioned.

This table allows facts to be described based on the set of groups to which contact center resources
(for example, agents or queues) belong. This multivalue bridge table bridges facts with the GROUP_
dimension. Each row describes one group among a distinct combination of groups. Each distinct
combination of groups shares a unique resource group combination key column. A new set of rows is
issued for each distinct combination of groups to which a resource belongs. Once created, resource
group combinations are reused.

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
GROUP_COMBINATHR& &EY X X
GROUP_KEY integer X X X
TENANT_KEY integer X X
CREATE_AUDIT KEvumeric(19) X X
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Column Data Type P M F DV
UPDATE_AUDIT KEYumeric(19) X

GROUP_COMBINATION_KEY
The surrogate key that is used to join this dimension with the fact and aggregate tables. All the rows

that represent the groups that make up the group combination share the same
GROUP_COMBINATION_KEY.

GROUP_KEY

The surrogate key that is used to join this table to the GROUP_ dimension, to identify one group
among the groups that make up the resource group combination.

TENANT_KEY

The surrogate key that is used to join records in this table to a specific tenant in the TENANT
dimension, to identify to which tenant the groups belong.

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.

Index List

No indexes are defined.

Subject Areas

e Interaction_Resource — 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
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resource, as well as the activities of that target handling resource.

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

Summary_Resource_Session — Represents agent resource media sessions from login to logout,
summarized to the media type.
Summary_Resource State — Represents agent resource states, summarized to the media type.

Summary Resource_State Reason — Represents agent resource state reasons, summarized to the
media type.
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Table RESOURCE 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.

This resource state dimension contains possible agent states. The states have two levels of
granularity: state type and state name. Each state type may include several state names, so that
several agent states could be grouped by type. This table allows facts to be described by the state of
the associated agent resource. Each row describes one distinct media-specific agent state. Each
media-specific agent state is also described as a media-neutral state type, so that facts can be
described in either a media-specific or a media-neutral way.

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
RESOURCE_STATE ixteger X X
STATE_TYPE varchar(64)
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Column Data Type P M F DV
STATE_TYPE_CODEvarchar(32)
STATE_NAME varchar(64)
STATE_NAME_COD¥archar(32)
CREATE_AUDIT _KEumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X

RESOURCE_STATE_KEY

The primary key of this table and the surrogate key that is used to join this dimension to the fact
tables.

STATE_TYPE

The media-neutral resource state. This field is set to one of the following values:

e Unknown

¢ Ready

¢ WorkingReady

* NotReady

e WorkingNotReady

This value can change with localization.

STATE_TYPE_CODE

The code for the media-neutral resource state. This field is set to one of the following values:

* UNKNOWN

* READY

* WORKINGREADY

* NOTREADY

* WORKINGNOTREADY

This value does not change with localization.

STATE_NAME

The media-specific or detailed resource state. This value can change with localization.
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The possible voice and multimedia values (sourced from IDB) are the following:

e Unknown

e Busy

¢ Ready

¢ NotReady

e AfterCallWork (voice only)
¢ LoggedOnOnly

The following media-specific values are part of this dimension for voice media, but they are not used
in Genesys Info Mart 8.x:

e WaitForNextCall * NotReadyForNextCall ¢ CallConsult
e OffHook e AfterCallWork ¢ Calllnternal
¢ CallDialing ¢ CallOnHold ¢ CallOutbound

¢ CallRinging ¢ CallUnknown Callinbound

STATE_NAME_CODE
The media-specific or detailed resource state code. This value does not change with localization.

The possible voice and multimedia values (sourced from IDB) are the following:

* UNKNOWN

e BUSY

* READY

* NOTREADY

e AFTERCALLWORK (voice only)
e LOGGEDONONLY

The following media-specific values are part of this dimension for voice media, but they are not used
in Genesys Info Mart 8.x:

* WAITFORNEXTCALL * NOTREADYFORNEXTCALL e CALLCONSULT
* OFFHOOK e AFTERCALLWORK e CALLINTERNAL
» CALLDIALING e CALLONHOLD » CALLOUTBOUND
e CALLRINGING e CALLUNKNOWN e CALLINBOUND

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.
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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 Interaction_Resource — 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.

e Summary_Resource State — Represents agent resource states, summarized to the media type.

e Summary_Resource_State Reason — Represents agent resource state reasons, summarized to the
media type.
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Table RESOURCE STATE REASON

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 allows facts to be described by the state reason of the associated agent resource at a
particular DN resource. Each row describes a hardware or software reason and a work mode.

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
RESOURCE_STATE iRte&®®N_KEY X X
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT KEYumeric(19) X X

REASON_TYPE varchar(64)

Genesys Info Mart Physical Data Model for a PostgreSQL Database 443



Info Mart Tables Table RESOURCE_STATE_REASON

Column Data Type P M F DV
REASON_TYPE_CO@drchar(32)
HARDWARE_REAS®archar(255)
SOFTWARE_REASO/arefar(255)
SOFTWARE_REASG/arthat(255)
WORKMODE varchar(64)
WORKMODE_CODWarchar(32)
PURGE_FLAG numeric(1)

RESOURCE_STATE_REASON_KEY

The primary key of this table and the surrogate key that is used to join this dimension to the fact
tables.

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.

REASON_TYPE

The type of the reason—either Hardware or Software. This value can change with localization.

REASON_TYPE_CODE

The reason type code—either HARDWARE or SOFTWARE. This value does not change with
localization.
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HARDWARE_REASON

The hardware reason.

SOFTWARE_REASON_KEY

The key name with which the software reason was attached.

SOFTWARE_REASON_VALUE

The value with which the software reason was attached.

WORKMODE

The work mode. This field is set to one of the following values:

AgentWorkModeUnknown
AgentManualln
AgentAutoln
AgentlLegalGuard
AgentAfterCallWork
AgentAuxWork
AgentWalkAway
AgentReturnBack

This value can change with localization.

WORKMODE_CODE

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

AGENT_WORK_MODE_UNKNOWN
AGENT_MANUAL_IN
AGENT_AUTO_IN
AGENT_LEGAL_GUARD

AGENT AFTER_CALL_WORK
AGENT_AUX_WORK
AGENT_WALK_AWAY
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* AGENT_RETURN_BACK

This value does not change with localization.

PURGE_FLAG

This field is reserved.

Index List

No indexes are defined.

Subject Areas

e Summary_ Resource State Reason — Represents agent resource state reasons, summarized to the
media type.
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Table ROUTING TARGET

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 allows facts to be described by routing targets that are selected by the router. It enables
aggregation, based on the number of times that the router selected each target or how many
interactions a given resource processed because it was a member of a particular target.

Each row describes a routing target that has been used by the router. Refer to the
ROUTING_TARGET TYPE column for a list of target types. A new row is issued for each distinct routing
target that is encountered as attached data in the interaction source data.

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
ROUTING_TARGETIimEger X X
TENANT_KEY integer X X
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Column Data Type P M F DV
CREATE_AUDIT_KEYumeric(19) X
UPDATE_AUDIT_KEYumeric(19) X X

ROUTING_TARGETVaYéltar(64)

ROUTING TARGETVaréttaf(6dE
TARGET_OBJECT SEAfBEERS55)
AGENT _GROUP_NAJMdEchar(255)
PLACE_GROUP_NAWiEchar(255)
SKILL_EXPRESSIONarchar(255)
PURGE_FLAG numeric(1)

ROUTING_TARGET_KEY

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

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
(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.

ROUTING_TARGET _TYPE

The type of routing target. This field is set to one of the following values:

¢ Unspecified e Agent Group With Skill Expr * Queue Group

e Default e Skill Expression e Regular DN

* Agent e Place Group e Campaign Group
* Place e Routing Point e Destination Label
¢ Agent Group ¢ Queue ¢ Workbin
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This value can change with localization.

ROUTING_TARGET TYPE_CODE

The code of the routing target type. This field is set to one of the following values:

* UNSPECIFIED * AGENT GROUP WITH SKILL * QUEUE GROUP
EXPR

e DEFAULT * REGULAR DN
e SKILL EXPRESSION

* AGENT  CAMPAIGN GROUP
» PLACE GROUP

* PLACE » DESTINATION LABEL
* ROUTING POINT

* AGENT GROUP  WORKBIN
* QUEUE

This value does not change with localization.

TARGET _OBJECT_SELECTED

The object that is targeted by the Router.

AGENT_GROUP_NAME

The agent group that is targeted by the Router.

PLACE_GROUP_NAME

The place group that is targeted by the Router.

SKILL_EXPRESSION

The skill expression that is used in conjunction with the agent group that is targeted by the Router.
The skill expression is formulated by the routing strategy.

PURGE_FLAG

This field is reserved.
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Index List

No indexes are defined.

Subject Areas

e Interaction_Resource — 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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Table SDR_ACTIVITIES FACT

Description

Introduced: 8.5.007. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010.16 (UPDATE_AUDIT_KEY added); 8.5.010 (in Microsoft SQL Server, data type
for SESSION_ID modified in multi-language databases)

In partitioned databases, this table is partitioned.

This fact table contains a record of the activities that the user encountered while the call was being
processed by the Application. A new row is added for each activity (for example, booking an airline
ticket).

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
SESSION_ID varchar(50) X X
START DATE_TIMEinteger X X X
SEQUENCE_ID integer X X
START_TS_MS numeric(19) X
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Column Data Type P M F DV
END_TS_MS numeric(19) X
SDR_ACTIVITY_KEYnteger X -2
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X

SESSION_ID
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)
The ID as assigned to the session by Orchestration Server. In combination with SEQUENCE_ID, the

SESSION_ID forms a value of the composite primary key for this table. You can use the SES_SION_ID to
link the SDR_ACTIVITIES_FACT record with an SDR_SESSION_FACT.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the activity started. 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.

SEQUENCE_ID

The unique identifier of the activity within the SDR. In combination with SESSION_ID, the
SEQUENCE_ID forms a value of the composite primary key for this table.

START TS_MS

The UTC-equivalent value, in milliseconds, of the date and time at which the activity started.

END_TS_MS

The UTC-equivalent value, in milliseconds, of the date and time at which the activity ended.

SDR_ACTIVITY_KEY

The surrogate key that is used to join the SDR_ACTIVITY 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
(EAI), and ETL tools — that is, applications that need to identify newly added data.
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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
CODE U C Description
Improves access time,
|_SDR_ACTIVITIES_FACT _SDT based on the Start Date
Time key.
Index |_SDR_ACTIVITIES_FACT SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 453



Info Mart Tables Table SDR_ACTIVITY

Table SDR_ACTIVITY

Description

Introduced: 8.5.007. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (data type for the NAME column modified in single-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the
activities encountered during the application session. Each row describes one activity (for example,
booking an airline ticket).

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 integer X X
CREATE_AUDIT_KEvumeric(19) X X
NAME varchar(255) X
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ID

The primary key of this table.

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.

NAME

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)

The name of the activity as defined in the Designer application.

Index List

CODE ) C

|_SDR_ACTIVITY X

Index |_SDR_ACTIVITY

Field Sort
NAME Ascending

Subject Areas

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 SDR_APPLICATION

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for the APPLICATION_* columns modified
in single-language databases); 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 dimension table enables Session Detail Record (SDR) facts to be described based on attributes of

the Designer application that managed the session. Each row describes one application.

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 integer X X
CREATE_AUDIT KEvumeric(19) X X
APPLICATION_VERSHpthar(50) X NO_VALUE
APPLICATION TITLEarchar(255) X NO_VALUE
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Column Data Type P M F DV
APPLICATION_ID varchar(50) X NO_VALUE

ID

The primary key of this table.

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.

APPLICATION_VERSION
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)

The custom version of the Designer application to be used for reporting purposes. The optional
custom version to display in reports is set in the application settings.

APPLICATION_TITLE
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)

The custom name (or title) of the Designer application to be used for reporting purposes. The
optional custom title to display in reports is set in the application settings.

APPLICATION_ID

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The unique ID of the Designer application.

Index List
CODE U C Description
Ensures that the
combinations of values
|_SDR_APPLICATION X that are stored in the
dimension table are
unique.
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Index |_SDR_APPLICATION

Field Sort Comment
APPLICATION_VERSION Ascending
APPLICATION_TITLE Ascending
Ascending

APPLICATION_ID

Subject Areas

No subject area information available.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 458



Info Mart Tables Table SDR_CALL_DISPOSITION

Table SDR_CALL DISPOSITION

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for the FINAL DISPOSITION column
modified in single-language databases and for the DISPOSITION_TYPE and
DISPOSITION_CATEGORY columns in single- and multi-language databases); 8.5.007
(FINAL_DISPOSITION column added)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the
disposition, which represents the status of the interaction at the time it exited the call flow. Each row
describes one possible disposition, such as whether the interaction was routed to an agent or the
caller hung up.

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 integer X X
CREATE_AUDIT _KEvumeric(19) X X
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Column Data Type P M F DV
DISPOSITION_TYPBsarchar(255) X NO_VALUE
DISPOSITION CATMafukér(255) X NO_VALUE
FINAL_DISPOSITIOMarchar(50) X NO_VALUE

ID

The primary key of this table.

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.

DISPOSITION_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
The disposition, or status, assigned to a call when the caller exited the call flow. Possible values are:

» default * Abandoned in Self Service
e System Error * Abandoned in Queue

e Application Timeout e Completed in Self Service
e Terminated - Terminate Call ¢ Routed to Agent

e Terminated - Business Hours * Routed to DN

¢ Terminated - Special Days ¢ Routing Incomplete

e Terminated - Emergency ¢ Default Routed

e Terminated - Menu Option * Routed to Voicemail

For more information about the disposition types and what they represent, see the Designer
Summary Dashboard.

DISPOSITION_CATEGORY

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Custom disposition category that an application may specify, to help categorize user-specific
outcomes of application. The values depend on the application. Below are examples of the values
that an application might provide:
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Info Mart Tables

Table SDR_CALL_DISPOSITION

e Transfer

* Abandoned
e Self Helped
» Deflection

e Missing

FINAL_DISPOSITION

Introduced: Release 8.5.007

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The disposition, or status, assigned to a call at the time it exited the call flow, such as whether it was
routed to an agent, terminated due to it being a special day or outside of regular business hours, or

the caller hung up. One of the following values:

e default

e System Error

e Application Timeout

e Terminated - Terminate Call
e Terminated - Business Hours
e Terminated - Special Days

e Terminated - Emergency

¢ Terminated - Menu Option

Index List

CODE

| SDR_CALL_DISPOSITION X

Index |_SDR_CALL_DISPOSITION

Field
DISPOSITION_TYPE
DISPOSITION_CATEGORY
FINAL_DISPOSITION

Ascending
Ascending
Ascending

Sort

Abandoned in Self Service
Abandoned in Queue
Completed in Self Service
Routed to Agent

Routed to DN

Routing Incomplete
Default Routed

Routed to Voicemail

C Description

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

Comment
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Subject Areas

No subject area information available.
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Table SDR CALL TYPE

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the CALL_TYPE and MEDIA_TYPE
columns modified in single-language databases); 8.5.008 (MEDIA TYPE column added)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the call
type.

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 integer X X
CREATE_AUDIT_KEvumeric(19) X X
CALL TYPE varchar(255) X NO_VALUE
MEDIA _TYPE varchar(50) X voice
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ID

The primary key of this table.

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.

CALL_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The type of the call, as specified by the application that processed the call.

MEDIA_TYPE

Introduced: Release 8.5.008
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The media type of the interaction. One of the following values:

e voice

e chat

* msgbased

Index List
CODE U C Description
Ensures that the
combinations of values
|_SDR_CALL _TYPE X that are stored in the
dimension table are
unique.
Index |_SDR_CALL TYPE
Field Sort Comment
CALL TYPE Ascending
MEDIA_TYPE Ascending
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Subject Areas

No subject area information available.
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Table SDR CUST ATRIBUTES FACT

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010.16 (UPDATE_AUDIT KEY added)

In partitioned databases, this table is partitioned.

This fact table contains a record of the attribute values that applications attach to SDR for reporting
purposes. A new row is added for each attribute that is attached (for example, DNIS of the
destination phone number). A row is updated when a new value is reported for an existing attribute.

The SDR attributes are different from UserEvent (attached) data.

Note that the word "attribute" is misspelled in the database table name.

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 P M F DV
CREATE_AUDIT_KEYumeric(19) X
SESSION_ID varchar(50) X X
START_DATE_TIMEinteger X X X
ATRIBUTE_VALUE varchar(1024) X
SDR_CUST_ATRIBUMESQ&EY X X -2
UPDATE_AUDIT _KEYumeric(19) X

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.

SESSION_ID

The ID of the session assigned by Orchestration Server. This is the primary key of this table. You can
use the SESSION _ID to link the SDR_CUST _ATRIBUTES_FACT record with an SDR_SESSION_FACT.

START _DATE_TIME_KEY
Identifies the start of a 15-minute interval in which the activity started. 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.

ATRIBUTE_VALUE

The value(s) of the attribute, as provided by the application.

SDR_CUST_ATRIBUTES_KEY

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

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.
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Index List
CODE U C Description
Improves access time,
| SDR_CUST ATRIBUTES FACT SDT based on the Start Date
Time key.
Index |_SDR_CUST_ATRIBUTES_FACT _SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table SDR CUST ATRIBUTES

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for ATRIBUTE_NAME modified in single-
language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the
attributes that applications attach to SDR for reporting purposes.

Note that the word "attribute" is misspelled in the database table name.

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 integer X X
CREATE_AUDIT KEumeric(19) X X
ATRIBUTE_NAME varchar(50) X
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Table SDR_CUST_ATRIBUTES

ID

The primary key of this table.

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.

ATRIBUTE_NAME

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)

The name of the attribute attached by the application.

Index List

CODE ) C

| SDR_CUST _ATRIBUTES X

Index |_SDR_CUST ATRIBUTES

Field Sort
ATRIBUTE_NAME Ascending

Subject Areas

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 SDR_ENTRY POINT

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for DNIS modified in single-language
databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on how the
interaction entered the contact center. Each row describes one DNIS.

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 integer X X
DNIS varchar(50) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X
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ID

The primary key of this table.

DNIS

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The destination phone number dialed by the customer.

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
| SDR_ENTRY_POINT X that are stored in the

dimension table are
unique.

Index |_SDR_ENTRY_POINT

Field Sort Comment

DNIS Ascending

Subject Areas

No subject area information available.
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Table SDR EXIT POINT

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for APPLICATION_EXIT_POINT modified in
single-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the point at
which the self-service phase completed and the VoiceXML application exited.

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 integer X X
APPLICATION_EXITvafahar(50) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X
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Table SDR_EXIT_POINT

ID

The primary key of this table.

APPLICATION_EXIT_POINT

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The point reached in the Designer application when the self-service phase completed and the

application exited.

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 ) C

| SDR_EXIT_POINT X

Index |_SDR_EXIT_POINT

Field Sort
APPLICATION_EXIT_POINT Ascending

Subject Areas

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 SDR EXT HTTP REST

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for URL modified in single-language
databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the URLs
used by the application for calls to external RESTful services. Each row describes one URL.

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 integer X X
URL varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X
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ID

The primary key of this table.

URL

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases);
8.5.008.29 (behavior changed)

The URL invoked for the external HTTP request. In releases earlier than 8.5.008.29, Genesys Info Mart
stores the full URL actually invoked for the request (&' UNIQ--nowiki-00000007-QINU" "'®). Starting
with release 8.5.008.29, the high-cardinality portions of the URL that follow the first forward
slash—specifically, the path, query, and fragment—are not stored, so that URL values fit within the
limits of low-cardinality dimension tables.

For example, in release 8.5.008.29 and later, the following request:
&'""UNIQ--nowiki-00000008-QINU "'
is stored as:

&"'""UNIQ--nowiki-00000009-QINU" "'<&

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
| SDR_EXT HTTP_REST X that are stored in the

dimension table are
unique.

Index |_SDR_EXT _HTTP_REST

Field Sort Comment

URL Ascending
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Subject Areas

No subject area information available.
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Table SDR _EXT REQUEST

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the following columns modified in
single-language databases: REQUEST NAME, REQUEST TYPE, METHOD)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on attributes of
requests the application made for external services.

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 integer X X
REQUEST_NAME varchar(255) X NO_VALUE
REQUEST TYPE varchar(50) X NO_VALUE
METHOD varchar(10) X NO_VALUE
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Column Data Type P M F DV
CREATE_AUDIT_KEYumeric(19) X

ID

The primary key of this table.

REQUEST_NAME

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The name of the external service requested by the application.

REQUEST_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The type of HTTP request. Possible values are:

* httpfetch

e customservice

METHOD

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The HTTP method used for the external service request or response. Possible values are:

* get

* post

* put

e delete

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.
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Table SDR_EXT_REQUEST

Index List

CODE )

| SDR_EXT_REQUEST X

Index |_SDR_EXT REQUEST

Field Sort
REQUEST_NAME Ascending
REQUEST _TYPE Ascending
METHOD Ascending

Subject Areas

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 SDR EXT REQUEST FACT

Description

Introduced: 8.5.004.09. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010.16 (UPDATE_AUDIT KEY added)

In partitioned databases, this table is partitioned.

Each row in this table describes a particular invocation of an external service, starting when the
request was made and ending with the outcome of the service.

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
CREATE_AUDIT_KEYumeric(19) X
SESSION_ID varchar(50) X X
START_DATE_TIMEimtEger X X X
SEQUENCE_ID integer X X
START_TS_MS numeric(19) X
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Column Data Type P M F DV
DURATION_MS numeric(19) X 0
SDR_EXT_REQUESIhtiéger X X &
SDR_EXT _HTTP RHAted& X X -2
SDR_EXT_REQUESIht@Ya@COME_KEY X X o
SDR_EXT_SERVICEMbeJEOME_KEY X X -2
SDR_APPLICATIONintEeger X X -2
UPDATE_AUDIT_KEYumeric(19) X

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.

SESSION_ID

The ORS session ID. You can use the SESSION_ID to link the SDR_EXT _REQUEST FACT record with an
SDR_SESSION_FACT.

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.

SEQUENCE_ID

The unique identifier of the external request block within the SDR. In combination with SESSION_ID,
the SEQUENCE_ID forms a value of the composite primary key for this table.

START TS_MS

The UTC-equivalent value, in milliseconds, of the date and time at which the request for an external
service was submitted.

DURATION_MS

The duration, in milliseconds, of the external service.
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SDR_EXT_REQUEST_KEY

The surrogate key that is used to join this table to the SDR_EXT_REQUEST dimension, to identify the
external request.

SDR_EXT_HTTP_REST KEY

The surrogate key that is used to join this table to the SDR_EXT _HTTP_REST dimension, to identify the
external request.

SDR_EXT_REQUEST_OUTCOME_KEY

The surrogate key that is used to join this table to the SDR_EXT_REQUEST_OUTCOME dimension, to
identify the outcome of the external request.

SDR_EXT_SERVICE_OUTCOME_KEY

The surrogate key that is used to join this table to the SDR_EXT_SERVICE_OUTCOME dimension, to
identify the outcome of the external service.

SDR_APPLICATION_KEY

The surrogate key that is used to join this table to the SDR_APPLICATION dimension, to identify the
Designer application that managed the session.

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
(EAIl), and ETL tools — that is, applications that need to identify recently modified data.

Index List
CODE U C Description
Improves access time,
| SDR_EXT _REQUEST FACT SDT based on the Start Date
Time key.
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Index |_SDR_EXT REQUEST FACT SDT

Field Sort Comment
START _DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table SDR_EXT REQUEST OUTCOME

Description

Introduced: 8.5.004.09. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for SUCCESS modified in single-language
databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the
outcome of requests the application made for external services.

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 integer X
RESPONSE_CODE integer
SUCCESS varchar(10)
CREATE_AUDIT_KEvumeric(19)

False

X X X X =2
=
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ID

The primary key of this table.

RESPONSE_CODE

The HTTP response status code.

SUCCESS

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Indicates whether the request completed successfully: True or False.

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
|_SDR_EXT_REQUEST_OUTOOME that are stored in the
dimension table are
unique.
Index | SDR_EXT_REQUEST OUTCOME
Field Sort Comment
RESPONSE_CODE Ascending
SUCCESS Ascending

Subject Areas

No subject area information available.
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Table SDR_EXT SERVICE OUTCOME

Description

Introduced: 8.5.004. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for SERVICE_NAME and
SERVICE_RESPONSE_DESC modified in single- and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the
outcome of a custom service or an HTTP REST request, if one has been requested for the call.

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 integer X X
SERVICE_NAME  varchar(255) X NO_VALUE
SERVICE_RESPONSEteq#DE X -1
SERVICE_RESPONSE&roR&(512) X NO_VALUE
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Column Data Type P M F DV
CREATE_AUDIT_KEYumeric(19) X

ID

The primary key of this table.

SERVICE_NAME
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language

databases)
The name of the custom service.

SERVICE_RESPONSE_CODE

The service-specific code as returned from the custom service.

SERVICE_RESPONSE_DESC

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
The service-specific description as returned from the custom 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.

Index List
CODE U C Description
Ensures that the
combinations of values
| SDR_EXT_SERVICE_OUTCOME that are stored in the
dimension table are
unique.
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Index |_SDR_EXT_SERVICE_OUTCOME

Field Sort Comment
SERVICE_NAME Ascending
SERVICE_RESPONSE_CODE Ascending
SERVICE_RESPONSE_DESC Ascending

Subject Areas

No subject area information available.
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Table SDR_GEO_LOCATION

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.

Modified: 8.5.010 (in Microsoft SQL Server, data type for COUNTRY_CODE modified in single-
language databases and for COUNTRY_NAME, REGION, and TIMEZONE modified in single- and
multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the
geographical location of the caller.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
COUNTRY _CODE varchar(50) X NO_VALUE
COUNTRY_NAME varchar(255) X NO_VALUE
REGION varchar(255) X NO_VALUE
TIMEZONE varchar(255) X NO_VALUE
CREATE_AUDIT KEvumeric(19) X X

ID

The primary key of this table.

COUNTRY_CODE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The code for the country in which the caller is located.

COUNTRY_NAME

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
The name of the country in which the caller is located.

REGION

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
The region in which the caller is located.

TIMEZONE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
The time zone in which the caller is located.
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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.

Index List
CODE U C Description
Ensures that the
combinations of values
|_ SDR_GEO_LOCATION X that are stored in the
dimension table are
unique.
Index |_SDR_GEO_LOCATION
Field Sort Comment
COUNTRY_CODE Ascending
COUNTRY_NAME Ascending
REGION Ascending
TIMEZONE Ascending

Subject Areas

No subject area information available.
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Table SDR_INPUT

Description

Introduced: 8.5.004.09. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for INPUT_NAME and INPUT _TYPE
modified in single-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the input
block that provided menu-driven or user input to the application.

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 integer X X
INPUT_NAME varchar(255) X NO_VALUE
INPUT_TYPE varchar(50) X NO_VALUE
CREATE_AUDIT_KEvumeric(19) X X
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ID

The primary key of this table.

INPUT_NAME

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The name of the input block in the application.

INPUT_TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The type of input block. Possible values are:

* menu

e userinput

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
|_SDR_INPUT X that are stored in the
dimension table are
unique.
Index |_SDR_INPUT
Field Sort Comment
INPUT_NAME Ascending
INPUT_TYPE Ascending
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Subject Areas

No subject area information available.
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Table SDR_INPUT OUTCOME

Description

Introduced: 8.5.004.09. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the following columns modified in
single-language databases: SELECTED_OPTION, STRIKEOUT, SUCCESS)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the
outcome of the caller's voice or DTMF input, such as whether a particular menu selection succeeded
and the number of input attempts for a particular menu selection that were not received or matched.

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 integer X X
SELECTED_OPTIONarchar(255) X NO_VALUE
NO_INPUT_COUNTinteger X 0
NO_MATCH_COUNTnteger X 0
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Column Data Type P M F DV
STRIKEOUT varchar(10) X False
SUCCESS varchar(10) X True
CREATE_AUDIT_KEYumeric(19) X X

ID

The primary key of this table.

SELECTED_OPTION
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)

The name of the menu option block that the caller selected in the menu during self-service — for
example, Billing.

NO_INPUT COUNT

The total count of instances when the caller's input was not heard or received.

NO_MATCH_COUNT

The total count of instances when the caller's input did not match a set of possible values predefined
in the Designer application.

STRIKEOUT

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Indicates whether the maximum number of retries was hit: True or False.

SUCCESS

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Indicates whether a match occurred between the caller's input and a menu option: True or False.

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.
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Index List
CODE U C Description
Ensures that the
combinations of values
|_SDR_INPUT_OUTCOME X that are stored in the
dimension table are
unique.
Index |_SDR_INPUT_OUTCOME
Field Sort Comment
SELECTED_OPTION Ascending
NO_INPUT_COUNT Ascending
NO_MATCH_COUNT Ascending
STRIKEOUT Ascending
SUCCESS Ascending

Subject Areas

No subject area information available.
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Table SDR_LANGUAGE

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for LANGUAGE_CODE and
LANGUAGE_NAME modified in single-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the

language in which the call was conducted. Each row describes one language.

Tip

and descriptions for all columns in this table: Download a CSV file.

Column List

Legend

Column Data Type P
ID integer X
LANGUAGE_CODEvarchar(50)
LANGUAGE_NAMEvarchar(255)
CREATE_AUDIT_KEvumeric(19)

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

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

NO_VALUE
NO_VALUE
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ID

The primary key of this table.

LANGUAGE_CODE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The language code that identifies the language, as defined in the application.

LANGUAGE_NAME

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The name of the language identified by the LANGUAGE_CODE, as defined in the application.

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
| SDR_LANGUAGE X that are stored in the
dimension table are
unique.
Index |_SDR_LANGUAGE
Field Sort Comment
LANGUAGE_CODE Ascending
LANGUAGE_NAME Ascending

Subject Areas

No subject area information available.
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Table SDR MESSAGE

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for MESSAGE_FILE modified in single-
language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the prompt
messages that were used during self-service. Each row in the table describes one message file.

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 integer X X
MESSAGE_FILE  varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X
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ID

The primary key of this table.

MESSAGE_FILE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The name of the file that was used to play a prompt message, as specified by the application.

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 ) C

| SDR_MESSAGE X

Index | SDR_MESSAGE

Field Sort
MESSAGE_FILE Ascending

Subject Areas

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 SDR_MILESTONE

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for MILESTONE and MILESTONE_PATH
modified in single- and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on milestones
that the user reached during the call. Each row describes a combination of milestones that are
defined in the Application.

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 integer X X
MILESTONE varchar(255) X NO_VALUE
MILESTONE_PATH varchar(512) X NO_VALUE
CREATE_AUDIT KEvumeric(19) X X
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ID

The primary key of this table.

MILESTONE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Indicates the milestone that the caller passed, including the last milestone. Possible values are:
e STRIKEOUT
e BAILOUT

DEFLECTION

FINAL

SELFHELPED

MILESTONE_PATH

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Indicates the paths taken by callers as they move through the application flows.

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
| SDR_MILESTONE X that are stored in the
dimension table are
unique.
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Index |_SDR_MILESTONE

Field Sort Comment
MILESTONE Ascending
MILESTONE_PATH Ascending

Subject Areas

No subject area information available.
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Table SDR SESSION FACT

Description

Introduced: 8.5.001
Modified: 8.5.010.16 (UPDATE_AUDIT KEY added); 8.5.005 (SDR_SURVEY * keys added);
8.5.007 (SDR_SURVEY _QUESTIONS * keys added)

In partitioned databases, this table is partitioned.

This table describes caller activity within an SDR 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
CREATE_AUDIT_KEYumeric(19) X
SESSION_ID varchar(50) X X
INTERACTION_ID varchar(50) X X
CONNECTION_ID varchar(255) X NO_VALUE
ANI varchar(50) X NO_VALUE
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Column Data Type P M F DV
AS DURATION_MSnumeric(19) X
SS _DURATION_MSnumeric(19) X
START_TS_MS numeric(19) X
END TS _MS numeric(19) X
START DATE_TIMEinteger X X X
END_DATE_TIME_KiBYeger X X
INPUT_COUNT integer X 0
MENU_COUNT integer X 0
DTMF_PATH varchar(255) X NO_VALUE
SDR_ENTRY_POINTink&yer X X -2
SDR_EXIT_POINT_Kiiteger X X -2
SDR_APPLICATIONindeger X X -2
SDR_GEO_LOCATI(nteiger X X -2
SDR_LANGUAGE_KBEYeger X X -2
STRIKEOUT_SDR_NhEE§EONE_KEY X X -2
BAILOUT SDR_MILEREQAE KEY X X -2
DEFLECTION_SDR iviég&T ONE_KEY X X -2
FINAL_SDR_MILESTiGtN§eKEY X X =7
SELF_HELPED_SDRnMigEETONE_KEY X X -2
DEFLECTION_SDR iMe§®AGE_KEY X X -2
SDR_CALL_DISPOSHti€gerKEY X X -2
SDR_CALL_TYPE_KibYeger X X -2
SDR_SURVEY_SCORIEEgEEY X X -2
SDR_SURVEY_I1_Kkteger X X -2
SDR_SURVEY |2 _Kinteger X X -2
SDR_SURVEY_S1_Kiteger X X -2
SDR_SURVEY_S2_ Hiteger X X -2
SDR_SURVEY_ QUEMitaNE 11_KEY X X 2
SDR_SURVEY QUEBItHgRE 12 KEY X X -2
SDR_SURVEY_QUEMEEDNE S1_KEY X X -2
SDR_SURVEY QUEBitHgRE S2 KEY X X -2
SDR_SURVEY_STATbS®derY X X =7
UPDATE_AUDIT KEYumeric(19) X

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
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(EAI), and ETL tools — that is, applications that need to identify newly added data.

SESSION_ID

The ID as assigned to the session by Orchestration Server. You can use the SESSION_ID to link other
SDR_* FACT records with the SDR_SESSION_FACT.

INTERACTION_ID

The unique identifier of the interaction, as assigned by SIP Server. Use this field to join
SDR_SESSION_FACT with a corresponding interaction record in the INTERACTION_FACT table, by using
the following condition:

SDR_SESSION FACT.INTERACTION ID = INTERACTION FACT.MEDIA SERVER IXN GUID

CONNECTION_ID

The connection ID of the call, as assigned by SIP Server.

ANI

The phone number of the caller.

AS_DURATION_MS

The duration, in milliseconds, of the Assisted Service phase.

SS_DURATION_MS

The duration, in milliseconds, of the Self-Service phase.

START TS_MS

The UTC-equivalent value, in milliseconds, of the date and time at which the call or the application
started.

END_TS_MS

The UTC-equivalent value, in milliseconds, of the date and time at which the call or the application
completed.
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START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the call 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 call 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 START TS timestamp to an appropriate time zone.

INPUT_COUNT

The number of user input blocks the caller encountered during the session.

MENU_COUNT

The number of menu blocks the caller encountered during the session.

DTMF_PATH

The sequence of DTMF keys that the caller pressed when going through the application's menu.

SDR_ENTRY_POINT_KEY

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

SDR_EXIT POINT _KEY

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

SDR_APPLICATION_KEY

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

SDR_GEO_LOCATION_KEY

The key that is used to join the SDR_GEO_LOCATION dimension to the fact tables.
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SDR_LANGUAGE_KEY

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

STRIKEOUT_SDR_MILESTONE_KEY

The key that is used to join the STRIKEOUT milestone value in the SDR_MILESTONE dimension to the
fact tables.

BAILOUT SDR_MILESTONE_KEY

The key that is used to join the BAILOUT milestone value in the SDR_MILESTONE dimension to the
fact tables.

DEFLECTION_SDR_MILESTONE_KEY

The key that is used to join the DEFLECTION milestone value in the SDR_MILESTONE dimension to the
fact tables.

FINAL_SDR_MILESTONE_KEY

The key that is used to join the FINAL milestone value in the SDR_MILESTONE dimension to the fact
tables.

SELF_HELPED SDR_MILESTONE_KEY

The key that is used to join the SELF_HELPED milestone value in the SDR_MILESTONE dimension to
the fact tables.

DEFLECTION_SDR_MESSAGE_KEY

The key that is used to join the DEFLECTION_MESSAGE value in the SDR_MESSAGE dimension to the
fact tables.

SDR_CALL_DISPOSITION_KEY

The key that is used to join the SDR_CALL_DISPOSITION dimension to the fact tables.
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SDR_CALL TYPE_KEY

The key that is used to join the SDR_CALL _TYPE dimension to the fact tables.

SDR_SURVEY_SCORES_KEY

Introduced: Release 8.5.005

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

SDR_SURVEY _I1_KEY

Introduced: Release 8.5.005

The key that is used to join the SDR_SURVEY |1 dimension to the fact tables.

SDR_SURVEY _[2_KEY

Introduced: Release 8.5.005

The key that is used to join the SDR_SURVEY |2 dimension to the fact tables.

SDR_SURVEY_S1_KEY

Introduced: Release 8.5.005

The key that is used to join the SDR_SURVEY_S1 dimension to the fact tables.

SDR_SURVEY_S2_KEY

Introduced: Release 8.5.005

The key that is used to join the SDR_SURVEY_S2 dimension to the fact tables.

SDR_SURVEY_QUESTIONS_I1_KEY

Introduced: Release 8.5.007

The key that is used to join the SDR_SURVEY_QUESTIONS I1 dimension to the fact tables.

SDR_SURVEY_QUESTIONS_I2_KEY

Introduced: Release 8.5.007

The key that is used to join the SDR_SURVEY_QUESTIONS_I2 dimension to the fact tables.

Genesys Info Mart Physical Data Model for a PostgreSQL Database

511



Info Mart Tables Table SDR_SESSION_FACT

SDR_SURVEY_QUESTIONS_S1 KEY

Introduced: Release 8.5.007
The key that is used to join the SDR_SURVEY_QUESTIONS_S1 dimension to the fact tables.

SDR_SURVEY_QUESTIONS_S2_KEY

Introduced: Release 8.5.007
The key that is used to join the SDR_SURVEY_QUESTIONS_S2 dimension to the fact tables.

SDR_SURVEY_STATUS_KEY

Introduced: Release 8.5.005
The key that is used to join the SDR_SURVEY_STATUS dimension to the fact tables.

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

START DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table SDR SURVEY ANSWERS

Description

Introduced: 8.5.008.29. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for SURVEY_ANSWER_STR modified in
single-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on answers to
survey gquestions.

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 integer X
SURVEY_ANSWER imN€&ger
SURVEY_ANSWER \&rRhar(255)
CREATE_AUDIT_KEvumeric(19)

-1
NO_VALUE

X X X x =2
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Table SDR_SURVEY_ANSWERS

ID

The primary key of this table.

SURVEY_ANSWER _INT

The integer response.

SURVEY_ANSWER_STR

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)

The verbal (string) response.

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

| SDR_SURVEY ANSWERS X

Index |_SDR_SURVEY_ANSWERS

Field Sort
SURVEY_ANSWER_INT Ascending
SURVEY_ANSWER_STR Ascending

Subject Areas

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 SDR SURVEY FACT

Description

Introduced: 8.5.008.29. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010.16 (UPDATE_AUDIT KEY added); 8.5.010 (data type for SESSION_ID and
INTERACTION_ID modified in multi-language databases)

In partitioned databases, this table is partitioned.

Each row in this table describes a post-call survey event, including the question asked and the
response received. The facts are based on data passed from Designer applications. Rows are inserted
after the survey is completed and are not updated. If the customer rejects the survey offer, no row is
created. The INTERACTION_ID links the SDR_SURVEY_FACT record with the related INTERACTION_FACT
record.

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
SESSION_ID varchar(50) X X
START _DATE_TIMEinteger X X X
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Column Data Type P
SEQUENCE_ID integer X
START_TS_MS numeric(19)
INTERACTION_ID varchar(50)

SDR_SURVEY QUEBitEgEE KEY
SDR_SURVEY_ANSIWERfRIKEY

CREATE_AUDIT KEvumeric(19)
UPDATE_AUDIT_KEYumeric(19)

X X X X X X =

X X X X X
1
N

SESSION_ID

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)

The ID as assigned to the session by Orchestration Server. In combination with SEQUENCE_ID and the
START _DATE_TIME_KEY, the SESSION_ID forms the value of the composite primary key for this table.
You can use the SESSION_ID to link the SDR_SURVEY_FACT record with an SDR_SESSION_FACT.

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 combination with SESSION_ID and
SEQUENCE_ID, the START _DATE_TIME_KEY forms the value of the composite primary key for this
table.

SEQUENCE_ID
The unique identifier of the activity within the SDR. In combination with SESSION_ID and the

START_DATE_TIME_KEY, the SEQUENCE_ID forms the value of the composite primary key for this
table.

START TS_MS

The UTC-equivalent value, in milliseconds, of the date and time at which the activity started.

INTERACTION_ID

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)

The unique identifier of the interaction, as assigned by SIP Server. Use this field to join
SDR_SURVEY_FACT with a corresponding interaction record in the INTERACTION_FACT table, by using
the following condition:

SDR SURVEY FACT.INTERACTION ID = INTERACTION FACT.MEDIA SERVER IXN GUID
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SDR_SURVEY_QUESTIONS_KEY

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

SDR_SURVEY_ANSWERS_KEY

The key that is used to join the SDR_SURVEY_ANSWERS 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
(EAI), and ETL tools—that is, applications that need to identify newly added data.

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
CODE U C Description
Improves access time,
|_ SDR_SURVEY _FACT SDT based on the Start Date
Time key.
Index |_SDR_SURVEY FACT SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table SDR_SURVEY |1

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on responses
to survey questions 1Q1-1Q5. The capital letter (I) preceding the digits in the table name indicates that
this table stores, and the corresponding question accepts, an integer response.

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 integer X X
CREATE_AUDIT KEumeric(19) X X
Q1 integer X -1
1Q2 integer X -1
1Q3 integer X -1
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Column Data Type P M F DV
1Q4 integer X -1
1Q5 integer X -1

ID

The primary key of this table.

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.

Q1
Based on KVP: survey iQl

The answer from the caller to Integer-response question 1.

1Q2
Based on KVP: survey iQ2

The answer from the caller to Integer-response question 2.

1Q3
Based on KVP: survey iQ3

The answer from the caller to Integer-response question 3.

1Q4
Based on KVP: survey_iQ4

The answer from the caller to Integer-response question 4.

1Q5
Based on KVP: survey iQ5
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The answer from the caller to Integer-response question 5.

Index List

CODE ) C

| SDR_SURVEY _I1 X

Index |_SDR_SURVEY |1

Field Sort
Q1 Ascending
1Q2 Ascending
1Q3 Ascending
Q4 Ascending
1Q5 Ascending

Subject Areas

No subject area information available.

Description

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

Comment
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Table SDR_SURVEY |2

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on responses
to survey questions 1Q6-1Q10. The capital letter (I) preceding the digits in the table name indicates
that this table stores, and the corresponding question accepts, an integer response.

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 integer X X
CREATE_AUDIT KEumeric(19) X X
1Q6 integer X -1
1Q7 integer X -1
1Q8 integer X -1
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Column Data Type P M
1Q9 integer X
Q10 integer X

ID

The primary key of this table.

CREATE_AUDIT_KEY

DV

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.

1Q6

The answer from the caller to Integer-response question 6

1Q7

The answer from the caller to Integer-response question 7.

1Q8

The answer from the caller to Integer-response question 8.

1Q9
Based on KVP: survey i09

The answer from the caller to Integer-response question 9.

Q10

Based on KVP: survey il10

The answer from the caller to Integer-response question 10.
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Index List

CODE ) C

| SDR_SURVEY_I2 X

Index |_SDR_SURVEY |2

Field Sort
1Q6 Ascending
1Q7 Ascending
1Q8 Ascending
Q9 Ascending
Q10 Ascending

Subject Areas

No subject area information available.

Description

Improves access time,
based on the
CREATE_AUDIT _KEY
value.

Comment
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Table SDR_SURVEY QUESTIONS

Description

Introduced: 8.5.008.29. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for QUESTION modified in single-language
databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on custom
survey gquestions.

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 integer X X
QUESTION varchar(255) X
CREATE_AUDIT_KEYumeric(19) X X
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ID

The primary key of this table.

QUESTION

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The survey question that was asked. Data received with an empty question is treated as invalid and

discarded.

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 ) C

| SDR_SURVEY_QUESTIONSX

Index |_SDR_SURVEY_QUESTIONS

Field Sort
QUESTION Ascending

Subject Areas

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 SDR_SURVEY QUESTIONS 11

Description

Introduced: 8.5.007. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the IQ* columns modified in single-
and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on custom
survey questions IQ1-1Q5. The capital letter (I) preceding the digit in the table name indicates that an
integer response is expected.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
Q1 varchar(255) X NO_VALUE
1Q2 varchar(255) X NO_VALUE
Q3 varchar(255) X NO_VALUE
1Q4 varchar(255) X NO_VALUE
1Q5 varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X

ID

The primary key of this table.

Q1

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey iQl

Integer-response question 1.

1Q2

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey iQ2

Integer-response question 2.

Q3

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey iQ3

Integer-response question 3.
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1Q4

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Based on KVP: survey iQ4

Integer-response question 4.

1Q5

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Based on KVP: survey iQ5

Integer-response question 5.

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

Improves access time,
based on the

| SDR_SURVEY_QUESTIONSXI1 CREATE. AUDIT KEY

value.
Index |_SDR_SURVEY_QUESTIONS |1
Field Sort Comment
Q1 Ascending
1Q2 Ascending
1Q3 Ascending
Q4 Ascending
1Q5 Ascending
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Subject Areas

No subject area information available.
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Table SDR_SURVEY QUESTIONS |2

Description

Introduced: 8.5.007. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the IQ* columns modified in single-
and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on custom
survey questions 1Q6-1Q10. The capital letter (I) preceding the digit in the table name indicates that
an integer response is expected.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
1Q6 varchar(255) X NO_VALUE
1Q7 varchar(255) X NO_VALUE
Q8 varchar(255) X NO_VALUE
1Q9 varchar(255) X NO_VALUE
IQ10 varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X

ID

The primary key of this table.

1Q6

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey iQ6

Integer-response question 6.

1Q7

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey iQ7

Integer-response question 7.

Q8

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey iQ8

Integer-response question 8.
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1Q9

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Integer-response question 9.

Q10

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Integer-response question 10.

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

Improves access time,
based on the

| SDR_SURVEY_QUESTIONSXI2 CREATE AUDIT KEY

value.
Index |_SDR_SURVEY_QUESTIONS |2
Field Sort Comment
1Q6 Ascending
1Q7 Ascending
1Q8 Ascending
1Q9 Ascending
Q10 Ascending

Subject Areas

No subject area information available.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 532



Info Mart Tables Table SDR_SURVEY_QUESTIONS S1

Table SDR_SURVEY QUESTIONS S1

Description

Introduced: 8.5.007. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the SQ* columns modified in single-
and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on custom
survey questions SQ1-SQ5. The capital letter (S) preceding the digit in the table name indicates that
a string response is expected.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
SQ1 varchar(255) X NO_VALUE
SQ2 varchar(255) X NO_VALUE
SQ3 varchar(255) X NO_VALUE
SQ4 varchar(255) X NO_VALUE
SQ5 varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X

ID

The primary key of this table.

SQ1

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQl

String-response question 1.

SQ2

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ2

String-response question 2.

SQ3

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ3

String-response question 3.
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SQ4

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Based on KVP: survey sQ4

String-response question 4.

SQ5

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Based on KVP: survey sQ5

String-response question 5.

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

Improves access time,
based on the

| SDR_SURVEY_QUESTIONSXS1 CREATE. AUDIT KEY

value.
Index | SDR_SURVEY_QUESTIONS S1
Field Sort Comment
SQ1 Ascending
SQ2 Ascending
SQ3 Ascending
SQ4 Ascending
SQ5 Ascending
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Subject Areas

No subject area information available.
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Table SDR SURVEY QUESTIONS S2

Description

Introduced: 8.5.007. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the SQ* columns modified in single-
and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on custom
survey questions SQ6-5Q10. The capital letter (S) preceding the digit in the table name indicates that
a string response is expected.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
SQ6 varchar(255) X NO_VALUE
SQ7 varchar(255) X NO_VALUE
SQ8 varchar(255) X NO_VALUE
SQ9 varchar(255) X NO_VALUE
SQ10 varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X

ID

The primary key of this table.

SQ6

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ6

String-response question 6.

SQ7

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ7

String-response question 7.

SQ8

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ8

String-response question 8.
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SQ9

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
Based on KVP: survey sQ9

String-response question 9.

SQ10

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
String-response question 10.

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

Improves access time,
based on the

|_SDR_SURVEY_QUESTIONSXS2 CREATE. AUDIT KEY

value.
Index |_SDR_SURVEY_QUESTIONS S2
Field Sort Comment
SQ6 Ascending
SQ7 Ascending
SQ8 Ascending
SQ9 Ascending
SQ10 Ascending

Subject Areas

No subject area information available.
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Table SDR_SURVEY S1

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the SQ* columns modified in single-
and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on responses
to survey questions SQ1-SQ5. The capital letter (S) preceding the digits in the table name indicates
that a string response is expected.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
SQ1 varchar(255) X NO_VALUE
SQ2 varchar(255) X NO_VALUE
SQ3 varchar(255) X NO_VALUE
SQ4 varchar(255) X NO_VALUE
SQ5 varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X

ID

The primary key of this table.

SQ1

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQl

The answer from the caller to string-response question 1.

SQ2

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ2

The answer from the caller to string-response question 2.

SQ3

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ3

The answer from the caller to string-response question 3.
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SQ4

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ4

The answer from the caller to string-response question 4.

SQ5

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ5

The answer from the caller to string-response question 5.

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
Improves access time,
based on the
AR SR B X CREATE_AUDIT_KEY
value.
Index | SDR_SURVEY S1
Field Sort Comment
SQ1 Ascending
SQ2 Ascending
SQ3 Ascending
SQ4 Ascending
SQ5 Ascending
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Subject Areas

No subject area information available.
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Table SDR_SURVEY 52

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the SQ* columns modified in single-
and multi-language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on responses
to survey questions SQ6-SQ10. The capital letter (S) preceding the digits in the table name indicates
that a string response is expected.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.

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 M F DV

ID integer X X
SQ6 varchar(255) X NO_VALUE
SQ7 varchar(255) X NO_VALUE
SQ8 varchar(255) X NO_VALUE
SQ9 varchar(255) X NO_VALUE
SQ10 varchar(255) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X

ID

The primary key of this table.

SQ6

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ6

The answer from the caller to string-response question 6.

SQ7

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ7

The answer from the caller to string-response question 7.

SQ8

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ8

The answer from the caller to string-response question 8.
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SQ9

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Based on KVP: survey sQ9

The answer from the caller to string-response question 9.

SQ10

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)
The answer from the caller to string-response question 10.

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
Improves access time,
based on the
e X CREATE AUDIT KEY
value.
Index |_SDR_SURVEY_S2
Field Sort Comment
SQ6 Ascending
SQ7 Ascending
SQ8 Ascending
SQ9 Ascending
SQ10 Ascending

Subject Areas

No subject area information available.
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Table SDR SURVEY STATUS

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010 (in Microsoft SQL Server, data type for the following columns modified in
single-language databases: COMPLETE, RECORDING, OFFER); 8.5.008 (RECORDING column
deprecated); 8.5.007 (OFFER column added)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on survey
status--that is, whether a survey was offered, accepted, rejected, recorded, or completed.

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 integer X X
COMPLETE varchar(10) X NO_VALUE
RECORDING varchar(10) X NO_VALUE

*Discontinued
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Column Data Type P M F DV
in release
8.5.008
OFFER varchar(20) X NO_VALUE
CREATE_AUDIT _KEumeric(19) X X

ID

The primary key of this table.

COMPLETE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Based on KVP: survey sComplete

Indicates whether a survey was completed. (TRUE = completed)

RECORDING

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Discontinued: Release 8.5.008

Based on KVP: survey sRecording

Deprecated.

OFFER

Introduced: Release 8.5.007
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
Indicates whether a survey was offered, and whether the offer was accepted or rejected. Possible
values are:

* none - survey was not offered

e accepted - survey was accepted

e rejected - survey was rejected

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.
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Index List

CODE )

| SDR_SURVEY STATUS X

Index |_SDR_SURVEY_STATUS

Field Sort
COMPLETE Ascending
RECORDING Ascending
OFFER Ascending

Subject Areas

No subject area information available.

Description

Improves access time,
based on the
CREATE_AUDIT _KEY
value.

Comment
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Table SDR_SURVEY SCORES

Description

Introduced: 8.5.005. Supported in certain Genesys Engage cloud deployments only.

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the scores
that survey respondents provided, indicating the respondent's satisfaction with the agent, call,
product, and company, as well as a recommendation score, which is used to calculate Net Promoter
Score (NPS).

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 integer X X
CREATE_AUDIT_KEvumeric(19) X X
IAGENTSCORE integer X -1
ICOMPANYSCORE integer X -1
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Column Data Type P
ICALLSCORE integer
IPRODUCTSCORE integer
IRECOMMEDSCORteger

X X X =

ID

The primary key of this table.

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.

IAGENTSCORE
Based on KVP: survey iAgentScore

The user satisfaction score for the agent.

ICOMPANYSCORE
Based on KVP: survey iCompanyScore

The user satisfaction score for the company.

ICALLSCORE
Based on KVP: survey iCallScore

The overall user satisfaction score for the call.

IPRODUCTSCORE
Based on KVP: survey iProductScore

The overall user satisfaction score for the product.
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IRECOMMEDSCORE
Based on KVP: survey iRecommendScore

The user's rating score (on a scale of 0-10) of the company, product, or service. Used to calculate Net
Promoter Score (NPS). Note that the word "recommend" is misspelled in the column name.

Index List

CODE U C Description

Improves access time,
based on the

| SDR_SURVEY_SCORES X CREATE. AUDIT KEY

value.
Index |_SDR_SURVEY_SCORES
Field Sort Comment
IAGENTSCORE Ascending
ICOMPANYSCORE Ascending
ICALLSCORE Ascending
IPRODUCTSCORE Ascending
IRECOMMEDSCORE Ascending

Subject Areas

No subject area information available.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 552



Info Mart Tables Table SDR_SURVEY_TRANSCRIPT _FACT

Table SDR SURVEY TRANSCRIPT FACT

Description

Introduced: 8.5.005.20. Supported in certain Genesys Engage cloud deployments only.
Modified: 8.5.010.16 (UPDATE_AUDIT_KEY added); 8.5.010 (in Microsoft SQL Server, data type
for SESSION_ID modified in multi-language databases)

In partitioned databases, this table is partitioned.

This table captures transcriptions of voice messages left by survey respondents.

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
SESSION_ID varchar(50)
START DATE_TIMEinteger X
TRANSCRIPTION_T6uMi@ric(19)
TRANSCRIPTION varchar(4000)
CREATE_AUDIT_KEYumeric(19) X X

P
X X X =
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Column Data Type P M F DV
UPDATE_AUDIT KEYumeric(19)

SESSION_ID
Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases)

The ID as assigned to the session by Orchestration Server. You can use the SESSION_ID to link the
SDR_SURVEY_TRANSCRIPT_FACT record with an SDR_SESSION_FACT.

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.

TRANSCRIPTION_TS_MS

The time stamp when the transcription was produced.

TRANSCRIPTION

The transcription of a voice message left by a survey respondent.

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

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
CODE U C Description
| SDR_SRV_TRANSCRIPT FACT SDT Improves access time,
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CODE ) C

Index |_SDR_SRV_TRANSCRIPT FACT SDT

Field Sort
START DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.

Description

based on the Start Date
Time key.

Comment
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Table SDR_USER INPUT

Description

Introduced: 8.5.004.09
Modified: 8.5.010 (in Microsoft SQL Server, data type for USER_INPUT_TYPE modified in single-
language databases)

In partitioned databases, this table is not partitioned.

This dimension table enables Session Detail Record (SDR) facts to be described based on the type of
user input the Application received — voice or DTMF.

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 integer X X
USER_INPUT_TYPEvarchar(50) X NO_VALUE
CREATE_AUDIT_KEYumeric(19) X X
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ID

The primary key of this table.

USER_INPUT _TYPE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single-language databases)
The manner in which the user provided input. Possible values are:

e voice

e DTMF

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
|_SDR_USER_INPUT X that are stored in the

dimension table are
unique.

Index | SDR_USER_INPUT

Field Sort Comment

USER_INPUT_TYPE Ascending

Subject Areas

No subject area information available.
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Table SDR USER INPUTS FACT

Description

Introduced: 8.5.004.09

Modified: 8.5.010.16 (UPDATE_AUDIT_KEY added); 8.5.010 (in Microsoft SQL Server, data type
for UTTERANCE and INTERPRETATION modified in multi-language databases); 8.5.008 (data type
for UTTERANCE and INTERPRETATION increased from 50 to 512 characters)

In partitioned databases, this table is partitioned.

This fact table provides a record of user input activity within an SDR session. A new row is added for
every user input during 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
SESSION_ID varchar(50) X X
START DATE_TIMEinteger X X X
SEQUENCE_ID integer X X

START_TS_MS numeric(19)
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Column Data Type P M F DV
DURATION_MS numeric(19) X 0
UTTERANCE varchar(512) X NO_VALUE
INTERPRETATION varchar(512) X NO_VALUE
CONFIDENCE varchar(50) X 1
CONDITIONAL _OPM&#Bar(50) X n/a
SDR_INPUT _KEY integer X X -2
SDR_USER_INPUT iKE¥ger X X -2
SDR_INPUT_OUTCQOiMegEEY X X -2
SDR_APPLICATIONIntEger X X -2
CREATE_AUDIT KEumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X

SESSION_ID
The ID as assigned to the session by Orchestration Server. In combination with SEQUENCE_ID, the

SESSION_ID forms a value of the composite primary key for this table. You can use the SESSION _ID to
link the SDR_USER_INPUTS_FACT record with an SDR_SESSION_FACT.

START_DATE_TIME_KEY
Identifies the start of a 15-minute interval in which the call 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.

SEQUENCE_ID

The unique identifier of the input block within the SDR. In combination with SESSION_ID, the
SEQUENCE_ID forms a value of the composite primary key for this table.

START TS_MS

Modified: 8.5.008 (no longer mandatory)
The UTC-equivalent value, in milliseconds, of the date and time at which the user input started.

DURATION_MS

The duration, in milliseconds, of the activity within the user input block.
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UTTERANCE

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases);
8.5.008 (data type increased from 50 to 512 characters)
The actual user input that was captured.

e For voice input processed by Automatic Speech Recognition (ASR), the actual phrase the caller uttered
— for example, Billing.

e For DTMF input, the digit the caller pressed — for example, 2.

INTERPRETATION

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in multi-language databases);
8.5.008 (data type increased from 50 to 512 characters)
The application-defined string or DTMF value of the selected option represented by UTTERANCE.

CONFIDENCE

On a scale of 0 to 1, the degree of confidence in the accuracy of the interpretation of the user input.

CONDITIONAL_OPTIONS

A string representing the valid DTMF when conditional options are enabled. The default value (n)
indicates that conditional options are not enabled. This value can vary from call to call for the same
application.

SDR_INPUT KEY

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

SDR_USER_INPUT _KEY

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

SDR_INPUT_OUTCOME_KEY

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

SDR_APPLICATION_KEY

The key that is used to join the SDR_APPLICATION dimension to the fact tables.
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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
(EAI), and ETL tools — that is, applications that need to identify newly added data.

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

START DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table SDR USER MILESTONE FACT

Description

Introduced: 8.5.001. Supported in Genesys Engage cloud deployments only.
Modified: 8.5.010.16 (UPDATE_AUDIT KEY added)

In partitioned databases, this table is partitioned.

This fact table contains a record of the milestones that the user encountered while the call was being
processed by the Application. A new row is added for each milestone.

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
CREATE_AUDIT_KEYumeric(19) X
SESSION_ID varchar(50) X X
START_DATE_TIMEimtEger X X X
SEQUENCE_ID integer X X
START_TS_MS numeric(19) X
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Column Data Type P M F DV
SDR_MILESTONE_Kibeger X X -2
UPDATE_AUDIT_KEYumeric(19) X

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.

SESSION_ID
The ID as assigned to the session by Orchestration Server. In combination with SEQUENCE_ID, the

SESSION_ID forms a value of the composite primary key for this table. You can use the SESSION_ID to
link the SDR_USER_MILESTONE_FACT record with an SDR_SESSION_FACT.

START DATE_TIME_KEY
Identifies the start of a 15-minute interval in which the milestone was reached. 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.

SEQUENCE_ID

The unique identifier of the milestone within the SDR. In combination with SESSION_ID, the
SEQUENCE_ID forms a value of the composite primary key for this table.

START TS_MS

The UTC-equivalent value, in milliseconds, of the date and time at which the milestone was reached.

SDR_MILESTONE_KEY

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

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
(EAIl), and ETL tools — that is, applications that need to identify recently modified data.
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Index List
CODE U C Description
Improves access time,
| SDR_USER_MILESTONE_FACT SDT based on the Start Date
Time key.
Index |_SDR_USER_MILESTONE_FACT SDT
Field Sort Comment

START_DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.
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Table SM MEDIA NEUTRAL STATE FACT

Description

Introduced: 8.5.002
Modified: 8.5.013.06 (END_DATE_TIME_KEY and RESOURCE_GROUP_COMBINATION_KEY added);
8.5.003 (CREATE_AUDIT _KEY column added)

In partitioned databases, this table is partitioned.

Each row describes a summarized state of an agent resource across all media. Using media-specific
SM _RES STATE_FACT data as the source, the media-neutral state is the highest-priority state in effect
for any of the agent's media for which Genesys Info Mart has been configured to populate
summarized states (in other words, the applicable populate-sm-*-resource-activity options are set
to true). The priority is determined by the sm-resource-state-priority option.

A new row is inserted whenever there is the possibility that a new media-neutral summarized state
was entered, such as when a summarized state begins in any media session for the resource, or
when a summarized session for the resource ends. In these situations, the previous media-neutral
state is ended, the winning state is re-evaluated, and the new highest-priority state (which may be
the same as the previous one) is recorded. Therefore, there might be multiple sequential rows with
the same state for the agent. A media-neutral state is also ended if it is still active at the end of an
ETL cycle, and the winning state is re-evaluated at the beginning of the next ETL cycle. The rows are
not updated.

The SM_MEDIA_NEUTRAL_STATE_FACT table does not record subsecond states, so there will never be
more than one media-neutral state for an agent in the same second.

The SM_MEDIA_NEUTRAL_STATE_FACT table is populated up to the point where summarized state
data is available for activity from both voice and multimedia data sources. Because evaluation of the
highest media-neutral state can occur only after the media-specific summarized states have been
transformed, population of the SM_MEDIA NEUTRAL_STATE_FACT table is commonly one ETL cycle
behind the SM_RES_STATE_FACT table.

If the extraction high-water marks (HWMs) of the voice and multimedia data domains differ, Genesys
Info Mart will wait for summarized state data from the lagging data domain. The waiting period
depends on the configured extract-data-stuck-threshold option value. Once the waiting period is
over, Genesys Info Mart begins to populate the table based on available media-specific data.

The STUCK_FLAG indicates whether the highest-priority media-neutral state was determined based
on data from only one of the data domains (voice or multimedia) — for example, because one of the
data domains was lagging significantly behind the other, or because there is only one data domain in
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the deployment.

The start and end dates and times are stored as facts, in seconds that have elapsed since January 1,
1970. The start time is also stored as a DATE_TIME dimension reference.

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

START_DATE_TIMEimtger X X X
END_DATE_TIME_KiBYeger X
RESOURCE_KEY integer X X X
RESOURCE_STATE iKteger X X X
RESOURCE_GROUMtegMBINATION_KEY X
TENANT_KEY integer X X
START_TS integer X X
END_TS integer
STUCK FLAG numeric(1) 0
CREATE_AUDIT KEumeric(19) X X -1

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the media-neutral summarized resource state
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.
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END_DATE_TIME_KEY

Introduced: Release 8.5.013.06

Identifies the start of a 15-minute interval in which the media-neutral summarized resource state
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.

RESOURCE_KEY

The surrogate key that is used to join this table to the RESOURCE_ dimension, to identify a specific
agent that is associated with the agent state.

RESOURCE_STATE_KEY

The surrogate key that is used to join this table to the RESOURCE_STATE dimension, to identify the
specific resource state of this record.

RESOURCE_GROUP_COMBINATION_KEY

Introduced: Release 8.5.013.06

The surrogate key that is used to join records in this table to a specific combination of resource
groups in the RESOURCE_GROUP_COMBINATION dimension, to identify the groups in which the agent
was a member at the start of the media-specific state from which the media-neutral state was
summarized.

TENANT_KEY

The surrogate key that is used to join this table to the TENANT dimension, to identify a specific tenant
to which the agent belongs..

START_TS

The UTC-equivalent value of the date and time at which the resource state began. This value results
from calculation of the media-neutral summarized resource state and does not necessarily match the
START _TS value in the underlying GIDB table(s) or the SM_RES_STATE_FACT table.

END_TS

The UTC-equivalent value of the date and time at which the resource state ended. This value results
from calculation of the media-neutral summarized resource state and does not necessarily match the
END_TS value in the underlying GIDB table(s) or the SM_RES_STATE_FACT table.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 567



Info Mart Tables Table SM_MEDIA_NEUTRAL_STATE_FACT

STUCK_FLAG

Indicates whether the determination of the highest-priority state was made without input from one of
the data domains: 0 = No, 1 = Yes.

CREATE_AUDIT_KEY

Introduced: Release 8.5.003

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

No indexes are defined.

Subject Areas

e Facts — Represents the relationships between subject area facts.

e Summary_Resource_State — Represents agent resource states, summarized to the media type.
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Table SM RES SESSION FACT

Description

In partitioned databases, this table is partitioned.

This table provides a summary of resource sessions by agent and media type. Each row summarizes
the login session(s) of all DNs and Places that are associated with an agent, relative to a given media
type. The grain of the fact is an accumulating snapshot that represents the duration of the summary
session.

A summary session represents the contiguous duration that an agent resource is logged in for a given
media type, irrespective of the number of DNs, Places and/or queues to which the agent resource
logs in. For voice, a summary session starts when an agent resource first logs in to any voice DN-
queue combination. The session continues, irrespective of how many other voice DNs and/or queues
the agent logs in to. The session ends when the agent resource logs out of all voice DNs and queues.
For multimedia, a session is first created when the agent resource adds a media type to their login

session. The login session continues until the agent resource removes the media type from their login
session.

The start and end dates and times for both voice media and multimedia are stored as facts, in
seconds that have elapsed since January 1, 1970. They are also stored as DATE_TIME dimension
references.

Both active and completed sessions are populated.

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
SM_RES_SESSION rrid@eridY9) X
START DATE_TIMEinteger
END_DATE_TIME_KiBYeger
TENANT_KEY integer
MEDIA TYPE_KEY integer
RESOURCE_KEY integer
RESOURCE_GROUMteg&BINATION_KEY
CREATE_AUDIT_KEumeric(19)
UPDATE_AUDIT_KEYumeric(19)

START_TS integer
END_TS integer
TOTAL_DURATION integer
LEAD_CLIP_DURATIRtEger
TRAIL_CLIP_DURATI&ger
ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

X X X X X X X X X =
X X X X X X X X

SM_RES_SESSION_FACT KEY

This key determines the login session sequence in the scenario when more than one session occurs
within a period of one second for the same agent on the same media.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the summarized resource 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 summarized resource 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 END_TS timestamp to an appropriate
time zone.
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TENANT_KEY

The surrogate key that is used to join this table to the TENANT dimension, to identify a specific tenant
to which the agent belongs.

MEDIA_TYPE_KEY

The surrogate key that is used to join this table to the MEDIA_TYPE dimension, to identify a specific
media type.

RESOURCE_KEY

The surrogate key that is used to join this table to the RESOURCE_ dimension, to identify a specific
agent that is associated with the login session.

RESOURCE_GROUP_COMBINATION_KEY
The surrogate key that is used to join records in this table to a specific combination of resource

groups in the RESOURCE_GROUP_COMBINATION dimension. This field identifies the groups in which
the agent was a member when the summarized session began.

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 summarized resource 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 by which the resource state ended. This value results from
calculation of the summarized resource state and does not necessarily match the END_TS value in
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the underlying GIDB table(s). 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 total duration, in seconds, of the resource session irrespective of the interval(s) in which the
resource session occurs. If the session is not complete, the duration is calculated from the beginning
time of the session until the last extraction.

LEAD_CLIP_DURATION

For resource sessions that span multiple time intervals, this field facilitates the aggregation of
interval aggregates by providing the lead duration, in seconds, of the resource session, which is
measured from the start of the resource session to the end of the first interval.

TRAIL_CLIP_DURATION

For resource sessions that span multiple time intervals, this field facilitates the aggregation of
interval aggregates by providing the trailing duration, in seconds, of the resource session, which is
measured from the start of the last interval to the end of the resource session.

ACTIVE_FLAG

Indicates whether the resource session is active (not finished): 0 = No, 1 = Yes.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
Improves access time,
| SM_RS_SSSN_SDT based on the Start Date
Time key.
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Index |_SM_RS_SSSN_SDT

Field Sort Comment
START _DATE_TIME_KEY Ascending

Subject Areas

¢ Facts — Represents the relationships between subject area facts.

e Summary_Resource_Session — Represents agent resource media sessions from login to logout,
summarized to the media type.
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Table SM RES STATE FACT

Description

In partitioned databases, this table is partitioned.

Each row describes a summarized state of an agent resource, relative to a given media type. The
grain of the fact is an accumulating snapshot that represents the duration of the summarized state.

A summary state represents the contiguous duration that an agent resource is logged in with a
particular state for a given media type, irrespective of the number of DNs and/or queues to which the
agent resource logs in. For voice, the summary state is chosen from among the concurrent states of
all voice DNs to which the agent is logged in, based on the configured state priority list. For
multimedia, there are no DNs, so that the summarized state represents the state of the agent,
relative to the media type. Both active and completed resource states are written to this table.

Do Not Disturb is optionally factored into summary states, based on the configuration of the
underlying Switch object.

The start and end dates and times for both voice and multimedia agent states are stored as facts, in
seconds that have elapsed since January 1, 1970. They are also stored as DATE_TIME dimension
references.

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
SM_RES_STATE_FAGUNErYC(19) X
START DATE_TIMEinteger
END_DATE_TIME_KiBYeger
TENANT_KEY integer
MEDIA_TYPE_KEY integer
RESOURCE_KEY integer
RESOURCE_GROUMtegMBINATION_KEY
PRIMARY_MEDIA_RES€H¢RCE_KEY
RESOURCE_STATE integer
CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)
SM_RES_SESSION ifégesDT KEY
SM_RES_SESSION rri@eriiY9)
START_TS integer
END_TS integer
START_MSEC numeric(19)
END_MSEC numeric(19)
TOTAL_DURATION integer
LEAD_CLIP_DURATIfEger
TRAIL_CLIP_DURATif&ger
ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

X X X X X X X X X X x =2

X X X X X X X X X X X X

SM_RES_STATE_FACT KEY

The primary key of this table. This value is generated by the database. This key determines the state
seguence in the scenario when more than one state occur within a period of one second for the same
agent on the same media.

START _DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the resource state 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.
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END_DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the resource state 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.

TENANT_KEY

The surrogate key that is used to join this table to the TENANT dimension, to identify a specific tenant
to which the agent belongs.

MEDIA TYPE_KEY

The surrogate key that is used to join records in this table to a specific media type in the MEDIA_TYPE
dimension.

RESOURCE_KEY

The surrogate key that is used to join this table to the RESOURCE_ dimension, to identify a specific
agent that is associated with the agent state.

RESOURCE_GROUP_COMBINATION_KEY

The surrogate key that is used to join records in this table to a specific combination of resource
groups in the RESOURCE_GROUP_COMBINATION dimension. This field identifies the groups in which
the agent was a member when the resource state began. This field references the default "No Group"
(-2) value if the mediation DN does not belong to a group. This field references the "UNKNOWN" (-1)
value for the records associated with a discarded group combination.

PRIMARY_MEDIA_RESOURCE_KEY

The surrogate key that is used to join the RESOURCE_ dimension to the fact tables, to identify the
agent's DN that first transitioned into this summary state. For multimedia, this field references the
default "No Resource" (-2) dimension value. For deployments in which agents log in to multiple voice
DNs concurrently, this field cannot be used for reporting because it can change with each state. It is
primarily intended for data-lineage purposes.

RESOURCE_STATE_KEY

The surrogate key that is used to join this table to the RESOURCE_STATE dimension, to identify the
specific resource state of this record.
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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.

SM_RES_SESSION_FACT SDT_KEY
The value of the START _DATE_TIME_KEY field of the record in the SM_RES_SESSION_FACT table. On a

partitioned database, SM_RES_SESSION_FACT_SDT_KEY in combination with SM_RES _
SESSION_FACT _KEY forms a value of the composite primary key for the SM_RES SESSION_FACT table.

SM_RES_SESSION_FACT KEY
The value of the primary key of the SM_RES_SESSION_FACT table. This surrogate key is used to join

records in this table to the SM_RES_SESSION_FACT table, to associate the summarized state of the
resource with the summarized login session.

START_TS

The UTC-equivalent value of the date and time at which the resource state 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 by which the resource state ended. This value results from
calculation of the summarized resource state and does not necessarily match the END_TS value in
the underlying GIDB table(s). 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.

START_MSEC

The value of the START_TS field provided with millisecond precision.
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END_MSEC

The value of the END_TS field provided with millisecond precision.

TOTAL_DURATION

The total duration, in seconds, of the resource state, irrespective of the interval(s) in which the
resource state occurs.

LEAD CLIP_DURATION
For resource states that span multiple time intervals, this field facilitates the aggregation of interval

aggregates by providing the lead duration, in seconds, of the resource state, which is measured from
the start of the resource state to the end of the first interval.

TRAIL_CLIP_DURATION

For resource states that span multiple time intervals, this field facilitates the aggregation of interval
aggregates by providing the trailing duration, in seconds, of the resource state, which is measured
from the start of the last interval to the end of the resource state.

ACTIVE_FLAG

Indicates whether the resource state is currently active: 0 = No, 1 = Yes. For completed states, this
value is 0.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
Improves access time,
|_RSSF_SDT based on the Start Date
Time key.
|_RSSF_RMESSSR Improves access time.
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Table SM_RES_STATE_FACT

Index |_RSSF_SDT

Field
START_DATE_TIME_KEY

Index |_RSSF_RMESSSR

Field
RESOURCE_KEY
MEDIA_TYPE_KEY
END_MSEC
START_MSEC
START _DATE_TIME_KEY
SM_RES_STATE_FACT_KEY
RESOURCE_STATE_KEY

Subject Areas

¢ Facts — Represents the relationships between subject area facts.

e Summary_Resource_State — Represents agent resource states, summarized to the media type.

Ascending

Ascending
Ascending
Ascending
Ascending
Ascending
Ascending
Ascending

Sort

Sort

Comment

Comment
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Table SM RES STATE REASON FACT

Description

In partitioned databases, this table is partitioned.

Each row describes a summarized agent resource state reason and work mode reason, relative to a
given media type. The grain of the fact is an accumulating snapshot that represents the duration of
the summarized state reason.

A summary state reason represents the contiguous duration for which an agent resource is logged in
with a particular state reason, for a given media type, irrespective of the number of DNs and/or
queues to which the agent resource logs in. Both active and completed state reasons are taken into
consideration. Do Not Disturb is optionally factored into summary state reasons, based on the
configuration of the underlying Switch object. Where multiple, concurrent reasons are associated with
a resource state, the winning summary state reason is the reason that is associated with the state
that has the highest priority.

The start and end dates and times for both voice media and multimedia are stored as facts, in
seconds that have elapsed since January 1, 1970. They are also stored as DATE_TIME dimension
references.

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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Table SM_RES_STATE_REASON_FACT

Column List
Legend
Column Data Type P
SM_RES_STATE_REASO&KEAT) KEY X
TENANT_KEY integer

CREATE_AUDIT_KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)
START_DATE_TIMEimtEger
END_DATE_TIME_KiBYeger
RESOURCE_STATE iKt&ger
RESOURCE_STATE i Rife@®N_KEY
MEDIA TYPE_KEY integer
RESOURCE_KEY integer
RESOURCE_GROUMtegEBINATION_KEY
SM_RES_SESSION ifégesDT KEY
SM_RES_SESSION _r\GErki#Y9)
SM_RES_STATE_FAitite§Bi KEY
SM_RES_STATE_FARTNErC(19)
START_TS integer
END_TS integer
TOTAL_DURATION integer
LEAD_CLIP_DURATIfEger
TRAIL_CLIP_DURATif&ger
ACTIVE_FLAG numeric(1)
PURGE_FLAG numeric(1)

SM_RES_STATE_REASON_FACT KEY

X X X X X X X X X X x =2

X X X X X X X X X X X X X X

The primary key of this table. This value is generated by the database. This key determines the state
reason sequence in the scenario when more than one reason occur within a period of one second for

the same agent on the same media.

TENANT_KEY

The surrogate key that is used to join this table to the TENANT dimension, to identify a specific tenant

to which the agent belongs.
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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.

START DATE_TIME_KEY

Identifies the start of a 15-minute interval in which the resource state reason 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 resource state reason 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.

RESOURCE_STATE_KEY

The surrogate key that is used to join this table to the RESOURCE_STATE dimension, to identify the
specific state that is associated with this reason.

RESOURCE_STATE_REASON_KEY
The surrogate key that is used to join this table to the RESOURCE_STATE_REASON dimension, to

identify the hardware or software reason and work mode that are associated with this summarized
state reason.

MEDIA TYPE_KEY

The surrogate key that is used to join this table to the MEDIA_TYPE dimension, to identify the media
type of this state reason.
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RESOURCE_KEY

The surrogate key that is used to join this table to the RESOURCE_ dimension, to identify the agent
that is associated with this state reason.

RESOURCE_GROUP_COMBINATION_KEY
The surrogate key that is used to join records in this table to a specific combination of resource

groups in the RESOURCE_GROUP_COMBINATION dimension. This field identifies the groups to which
the agent was a member when the resource state reason began.

SM_RES_SESSION_FACT SDT KEY
The value of the START_DATE_TIME_KEY field of the record in the SM_RES_SESSION_FACT table. On a

partitioned database, SM_RES SESSION_FACT SDT _KEY in combination with SM_RES _
SESSION_FACT_KEY forms a value of the composite primary key for the SM_RES_SESSION_FACT table.

SM_RES SESSION_FACT KEY
The value of the primary key of the SM_RES_SESSION_FACT table. This surrogate key is used to join

records in this table to the SM_RES_SESSION_FACT table, to associate the summarized state reason of
the resource with the summarized login session.

SM_RES_STATE_FACT SDT _KEY
The value of the START DATE TIME KEY field of the record in the SM RES STATE FACT table. On a

partitioned database, SM_RES_STATE_FACT SDT KEY in combination with SM_RES_ STATE_FACT_KEY
forms a value of the composite primary key for the SM_RES_STATE_FACT table.

SM_RES_STATE_FACT_KEY

The value of the primary key of the SM_RES_STATE_FACT table. This surrogate key is used to join
records in this table to the SM_RES_STATE_FACT dimension table, to associate the summarized state
reason of the resource with the summarized state.

START TS

The UTC-equivalent value of the date and time at which the resource state reason began.

END_TS

The meaning depends on the value of ACTIVE_FLAG. For an inactive row, this field represents the
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UTC-equivalent value of the date and time by which the resource state ended. This value results from
calculation of the summarized resource state and does not necessarily match the END_TS value in
the underlying GIDB table(s). 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 total duration, in seconds, that the resource has been in the state for the prescribed reason,
irrespective of the interval(s) in which the state-reason combination may endure.

LEAD CLIP_DURATION
For resource states that span multiple time intervals, this field facilitates the aggregation of interval
aggregates by providing the lead duration, in seconds, that the resource has been in a particular

state for the prescribed reason. This duration is measured from the start of the resource state reason
to the end of the first interval.

TRAIL _CLIP_DURATION
For resource states that span multiple time intervals, this field facilitates the aggregation of interval
aggregates by providing the trailing duration, in seconds, that the resource has been in a particular

state for the prescribed reason. This duration is measured from the start of the last interval to the
end of the resource reason state.

ACTIVE_FLAG

Indicates whether the resource state reason is currently active: 0 = No, 1 = Yes. For completed state
reasons, this value is 0.

PURGE_FLAG

This field is reserved.

Index List
CODE U C Description
Improves access time,
|_RSRF_SDT based on the Start Date
Time key.
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Index |_ RSRF_SDT

Field Sort Comment
START _DATE_TIME_KEY Ascending

Subject Areas

¢ Facts — Represents the relationships between subject area facts.

e Summary_Resource_State Reason — Represents agent resource state reasons, summarized to the
media type.
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Table STRATEGY

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 allows facts to be described by the associated routing strategy. Each row describes one
routing strategy that has operated on an interaction. A new row is issued for each distinct strategy,
strategy result, and reason encountered as attached data in the interaction source data.

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
STRATEGY_KEY integer X X
TENANT_KEY integer X X
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X
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Column Data Type P M F DV
STRATEGY_TYPE varchar(255)
STRATEGY_TYPE_Cedpéhar(32)
STRATEGY_NAME varchar(255)
PURGE_FLAG numeric(1)

STRATEGY_KEY

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

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
(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.

STRATEGY_TYPE

The strategy type. This field is set to one of the following values:

¢ Unspecified
¢ RoutingStrategy

This value can change with localization.

STRATEGY_TYPE_CODE

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

* UNSPECIFIED
* ROUTINGSTRATEGY
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This value does not change with localization.

STRATEGY_NAME

The name of the strategy.

PURGE_FLAG

This field is reserved.

Index List

No indexes are defined.

Subject Areas

e Interaction_Resource — 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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Table TECHNICAL DESCRIPTOR

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 allows interaction-based facts to be described by the role of the associated resource and
the technical result of the interaction or the interaction-based fact. For example, a queue resource
received an interaction and diverted to another resource. Each row describes one distinct
combination of attributes.

For detailed information about the available technical descriptor combinations, see Technical
Descriptors in the Genesys Info Mart User's Guide.

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
TECHNICAL_DESCRrikg@® KEY X X

TECHNICAL RESUWarchar(255)
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Column Data Type
TECHNICAL_RESUNachaiE32)
RESULT _REASON varchar(255)
RESULT REASON_@@fzhar(32)
RESOURCE_ROLE varchar(255)
RESOURCE_ROLE_GA)bifar(32)
ROLE_REASON  varchar(255)
ROLE_REASON_COLRdchar(32)
CREATE_AUDIT KEYumeric(19)
UPDATE_AUDIT_KEYumeric(19)

TECHNICAL_DESCRIPTOR_KEY

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

TECHNICAL_RESULT

The technical result of the handling attempt—that is, how the attempt ended. This field is set to one

of the following values:

e Abandoned .
e AbnormalStop .
* Cleared .
¢ Completed .
e Conferenced .
e CustomerAbandoned .

Deferred
DestinationBusy
Diverted
Incomplete
None

OutboundStopped

This value can change with localization.

TECHNICAL_RESULT_CODE

e Pulled

e Redirected
* Routed

» Transferred

¢ Unspecified

The technical result code of the handling attempt—that is, how the attempt ended. This field is set to

one of the following values:

» ABANDONED .
* ABNORMALSTOP .
» CLEARED .
e COMPLETED .
« CONFERENCED .

CUSTOMERABANDONED
DEFERRED
DESTINATIONBUSY
DIVERTED

INCOMPLETE

 NONE

e OUTBOUNDSTOPPED
e PULLED

» REDIRECTED

* ROUTED
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* TRANSFERRED * UNSPECIFIED

This value does not change with localization.

RESULT_REASON

The reason for the technical result. This field is set to one of the following values:

* AbandonedFromHold * Canceled * Revoked

e AbandonedWhileQueued e DefaultRoutedByStrategy e RoutedFromAnotherVQ
¢ AbandonedWhileRinging ¢ DefaultRoutedBySwitch ¢ RoutedToOther

¢ AbnormalStopWhileQueued ¢ IntroducedTransfer ¢ RouteOnNoAnswer

e AbnormalStopWhileRinging e PulledBack (starting with e Stopped

» AnsweredByAgent ;ilﬁgggasé&:lfi‘riwce):)ut(in  StuckCall

« AnsweredByOther releases earlier than 8.1.4) * TargetsCleared

« Archived * Redirected + Unspecified

+ CallbackAccepted * Rejected

This value can change with localization.

RESULT_REASON_CODE

The reason code for the technical result. This field is set to one of the following values:

« ABANDONEDFROMHOLD - CANCELED « REVOKED
« ABANDONEDWHILEQUEUED « DEFAULTROUTEDBYSTRATEGY ROUTEDFROMANOTHERVQ
- ABANDONEDWHILERINGING - DEFAULTROUTEDBYSWITCH  ROUTEDTOOTHER
« ABNORMALSTOPWHILEQUEUED e« INTRODUCEDTRANSFER « ROUTEONNOANSWER
« ABNORMALSTOPWHILERINGING PULLEDBACK (starting with « STOPPED
release 8.1.4) or
- ANSWEREDBYAGENT PULLEDBACKTIMEOUT (in « STUCKCALL
« ANSWEREDBYOTHER releases earlier than 8.1.4) « TARGETSCLEARED
« ARCHIVED * REDIRECTED « UNSPECIFIED
« CALLBACKACCEPTED * REJECTED

This value does not change with localization.
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RESOURCE_ROLE

The role that is played by the resource that is associated with the handling attempt. This field is set

to one of the following values:

e DivertedTo

e InConference

* Initiated
 |nitiatedConsult
e Puller

* Received

* ReceivedConsult
e ReceivedRequest
* ReceivedTransfer
* RedirectedTo

* RoutedTo

¢ Unknown

This value can change with localization.

RESOURCE_ROLE_CODE

The code of the role that is played by the resource that is associated with the handling attempt. This

field is set to one of the following values:

e DIVERTEDTO

* INCONFERENCE

e INITIATED

e INITIATEDCONSULT
* PULLER

» RECEIVED

» RECEIVEDCONSULT
* RECEIVEDREQUEST
» RECEIVEDTRANSFER
* REDIRECTEDTO

« ROUTEDTO

* UNKNOWN

This value does not change with localization.
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ROLE_REASON

The reason for the resource role. This field is set to one of the following values:

Unspecified
Conferencelnitiator
Conferencejoined
IntroducedTransfer

PulledBack (starting with release 8.1.4) or PulledBackTimeout (in releases earlier than 8.1.4)

This value can change with localization.

ROLE_REASON_CODE

The code of the reason for the resource role. This field is set to one of the following values:

UNSPECIFIED

CONFERENCE_INITIATOR

CONFERENCE_JOINED

INTRODUCEDTRANSFER

PULLEDBACK (starting with release 8.1.4) or PULLEDBACKTIMEOUT (in releases earlier than 8.1.4)

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
(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.
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Index List

No indexes are defined.

Subject Areas

e Interaction_Resource — 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.

* Mediation_Segment — Represents interaction activity from the perspective of contact center ACD
queues, virtual queues, interaction queues, and interaction workbins, as well as groups thereof.
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Table TIME ZONE

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 allows facts to be described based on attributes of a time zone. Each row describes one
time zone, as configured in Configuration Database. Configuration Database includes one instance of
a time zone, regardless of whether Daylight Saving Time (DST) is in effect. For this reason, the offset
for a given time zone may be different at different points in time.

This table is necessary to describe a contact's time zone in outbound campaigns, because time zones
of campaign contacts may differ from the time zones of contact centers.

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
TIME_ZONE_KEY integer X X
TENANT_KEY integer X X
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Column Data Type P M F DV
TIME_ZONE_NAMEvarchar(255)
TIME_ZONE_NAMEWarchar(255)
DESCRIPTION varchar(255)
TIME_ZONE_CFG_[itiéger
GMT_OFFSET integer
IS DST _OBSERVEDhumeric(1)
DST_START_MONTHhteger
DST _STOP_MONTHNteger
DST_START_WEEKinteger
DST STOP _WEEK integer
DST_START DAY integer
DST STOP DAY  integer
DST_START TIME integer
DST STOP TIME integer
DST_START_YEAR integer
DST STOP _YEAR integer

START_TS integer
END_TS integer
CREATE_AUDIT_KEYumeric(19) X X
UPDATE_AUDIT_KEYumeric(19) X X

PURGE_FLAG numeric(1)

TIME_ZONE_KEY

The primary key of this table. This value is generated by Genesys Info Mart.

TENANT_KEY

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

TIME_ZONE_NAME

The name of the time zone, as defined in Configuration Database.

TIME_ZONE_NAME2

An alternative name for the time zone.
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DESCRIPTION

The description of the time zone. This field can be updated by users.

TIME_ZONE_CFG_DBID

The database identifier (DBID) that is assigned by Configuration Server to the time zone configuration

object in this contact center configuration environment.

GMT _OFFSET

The time zone offset from UTC, in seconds, when Daylight Saving Time is not in effect.

IS_DST_OBSERVED

A flag that indicates whether DST is used.

DST_START_MONTH

A number that specifies the month at which DST starts:

* 1 = January

e 12 = December

When DST is not observed, this value is set to 0.

DST STOP_MONTH

A number that specifies the month at which DST ends:

* 1 = January

e 12 = December

When DST is not observed, this value is set to 0.
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DST_START WEEK

In conjunction with DST_START_MONTH and DST_START_DAY, specifies when DST starts. This field is
set to one of the following values:

e 0 — DST is not observed, or the week is not specified.

e 1thru5 — The occurrence of the weekday within the month.

e 7 — The last occurrence of the weekday within the month.
For example:

e If DST_START_MONTH is 4, DST_START_WEEK is 1, and DST_START_DAY is 1, DST starts on the first
Sunday in April.

e If DST_START_MONTH is 3, DST_START_WEEK is 7, and DST_START_DAY is 1, DST starts on the last
Sunday in March.

DST_STOP_WEEK

In conjunction with DST_STOP_MONTH and DST_STOP_DAY, specifies when DST ends. This field is set
to one of the following values:

e 0 — DST is not observed, or the week is not specified.

e 1 thru5 — The occurrence of the weekday within the month.

e 7 — The last occurrence of the weekday within the month.
For example:

e If DST_STOP_MONTH is 11, DST _STOP_WEEK is 2, and DST_STOP_DAY is 1, DST ends on the second
Sunday in November.

e If DST_STOP_MONTH is 10, DST STOP_WEEK is 7, and DST_STOP_DAY is 1, DST ends on the last Sunday
in October.

DST START DAY

Specifies the weekday on which DST starts, if the week is specified (DST_START_WEEK does not equal
0). This field is set to one of the following values:

¢ 0 — DST is not observed.

e 1 — Sunday.

e 7 — Saturday.
* 63 — The last day of the month.
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DST _STOP_DAY

Specifies the weekday on which DST ends, if the week is specified (DST_START_WEEK does not equal
0). This field is set to one of the following values:

¢ 0 — DST is not observed.
¢ 1 — Sunday.

e 7 — Saturday.
* 63 — The last day of the month.

DST_START TIME

Specifies the DST start time, in seconds, which is counted from the start of the day on which daylight
saving starts.

DST_STOP_TIME

Specifies the DST end time, in seconds, which is counted from the start of the day on which daylight
saving ends.

DST _START YEAR
Specifies DST start year for the Time Zone configuration objects that are defined for a specific year

only. Year 2001 is assigned a value of 1. A value of 0 indicates that DST is not observed or that the
year is not specified.

DST STOP_YEAR
Specifies DST stop year for the Time Zone configuration objects that are defined for a specific year

only. Year 2001 is assigned a value of 1. A value of 0 indicated that DST is not observed or that the
year is not specified.

START TS

The UTC-equivalent value of the date and time at which the time zone was added to the contact
center configuration.
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END_TS

The UTC-equivalent value of the date and time at which the time zone was removed from the contact
center configuration.

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.

PURGE_FLAG

This field is reserved.

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 USER DATA CUST DIM 1

Description

Modified: 8.5.010 (in Microsoft SQL Server, data type for DIM_ATTRIBUTE_1 through
DIM_ATTRIBUTE_5 modified in single- and multi-language databases); 8.5.003 (in Oracle, fields
with VARCHAR data types use explicit CHAR character-length semantics)

In partitioned databases, this table is not partitioned.

USER_DATA_CUST _DIM_1 is included in the schema document for sample purposes only. Tables such
as USER_DATA CUST DIM 1 are not part of the default Genesys Info Mart database schema. If one or
more tables are required to store deployment-specific, user-defined, low-cardinality dimensions,
based on data that come attached with interactions, use Genesys-provided script as an example of
how to add these tables to the schema. The suffix, which is a configurable part of the table name,
can range from 1 to 800 in your deployment. The table stores up to five attributes that are based on
KVPs that are associated with interactions and are populated according to configurable propagation
rules. Each row describes a combination of user-defined custom attributes that characterize the
interaction. A new row is issued every time that a new combination of the attributes is encountered in
interaction data. A join between this table and IRF is performed through the IRF_USER_DATA KEYS
extension table.

Note: Genesys recommends restricting the maximum length of the fields related to user data KVP in
dimensional tables to comply with RDBMS limitations. Refer to RDBMS Considerations in the Genesys
Info Mart Deployment Guide for more information.

Note for customers using Data Export Capability: If the target database for
exported Info Mart data is hosted on Microsoft SQL Server in your deployment, and if
you use a Genesys-provided update_target_*.sql script to create or update the
target schema, be aware of the following consideration: Prior to Genesys Info Mart
release 8.5.014.34, the sizes of some columns in this table in the Microsoft SQL Server
target database differ from what is documented on this page.
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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 integer X X
TENANT_KEY integer X X
DIM_ATTRIBUTE_1
Through varchar(255) X none
DIM_ATTRIBUTE_5
CREATE_AUDIT KEvumeric(19) X X
ID

The primary key of this table and the surrogate key that is used to join this dimension table to the
fact tables.

TENANT_KEY

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 that is in the corresponding
INTERACTION_RESOURCE_FACT record. This value can be used to restrict data access.

DIM_ATTRIBUTE_1 Through DIM_ATTRIBUTE_5

Modified: 8.5.010 (in Microsoft SQL Server, data type modified in single- and multi-language
databases)

Stores the value of a certain user-data key. The name of this column, which is configurable and
typically matches the user-data key name, may differ in your deployment. If a default value is
configured, it is stored when a KVP is missing for an interaction. Attribute values must be of low
cardinality, to prevent this dimension from becoming as large as the fact tables.
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This field supports character values only.

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
|_USER_DATA_CUST DIM_1 X that are stored in the
dimension table are
unique.
Index |_USER_DATA_CUST DIM 1
Field Sort Comment
TENANT_KEY Ascending
DIM_ATTRIBUTE_1 Ascending
DIM_ATTRIBUTE_2 Ascending
DIM_ATTRIBUTE_3 Ascending
DIM_ATTRIBUTE 4 Ascending
DIM_ATTRIBUTE_5 Ascending

Subject Areas

e Interaction_Resource — 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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Table WORKBIN

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 allows facts to be described based on the type and owner of the workbin instance that was
associated with a particular mediation segment. (Refer to Workbin Instance in the Genesys Info Mart
Deployment Guide for the definition of workbin instance.)

A new row is created the first time that any interaction that is owned by a particular resource is
placed into a particular Workbin object that has been defined in the Configuration Layer—in other
words, the first time that a particular workbin instance is created.

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
WORKBIN_KEY  integer X X
WORKBIN_TYPE numeric(1) X
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Column Data Type P
WORKBIN_TYPE_C@&arehar(32)
WORKBIN_RESOURGederY
OWNER_KEY integer
CREATE_AUDIT _KEumeric(19)
UPDATE_AUDIT_KEYumeric(19)

X X X X X =
X X X X

WORKBIN_KEY

The primary key of this table and the surrogate key that is used to join this dimension to the MSF
table.

WORKBIN_TYPE
The type of workbin. This field is set to one of the following values:

Agent)

Place)

1(
2 (

e 3 (AgentGroup)
4 (PlaceGroup)

WORKBIN_TYPE_CODE

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

* AGENT
* PLACE
* AGENTGROUP
* PLACEGROUP

WORKBIN_RESOURCE_KEY

The surrogate key that is used to reference a workbin record in the RESOURCE _ table, to identify the
specific Interaction Workbin of which this workbin is an instance.

OWNER_KEY

The surrogate key that is used to reference one of the following, to identify the owner of the workbin
instance:
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 If the type of workbin is Agent, an agent record in the RESOURCE_ table
 If the type of workbin is Place, a place record in the PLACE_ view

 If the type of workbin is AgentGroup or PlaceGroup, a group record in the GROUP_ view

CREATE_AUDIT_KEY

The surrogate key used to join to the CTL_AUDIT_LOG dimension. 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

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

Genesys Info Mart Physical Data Model for a PostgreSQL Database 606



Genesys Info Mart Views

Table WORKBIN

Genesys Info Mart Views

Genesys Info Mart provides the following predefined views for reporting purposes:

View

CALLING_LIST
CALLING_LIST_TO_CAMP_FACT
CAMPAIGN

CAMPAIGN

GROUP_

GROUP_TO_CAMPAIGN_FACT
PLACE
PLACE_GROUP_FACT

RESOURCE_GROUP_FACT
RESOURCE_SKILL_FACT

SKILL

TENANT

Description

Allows facts to be described based on attributes of
an outbound campaign calling list.

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

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

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

Allows facts to be described based on the
membership of resources in resource groups or
membership of places in place groups.

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

Allows facts to be described by the attributes of a
place.

Describes the membership of places in place
groups.

Describes the membership of resources in resource
groups.

Describes an agent's skills and proficiency levels.

Allows facts to be described by the attributes of a
skill.

Allows facts to be described based on attributes of
a tenant. The TENANT dimension is used in a multi-
tenant deployment to filter facts and dimensions
into tenant-specific views--allowing each tenant to
see only their own data.

In addition to the predefined views described in this document, tenant-specific views can be added to
the Genesys Info Mart database schema. For more information, see Genesys Info Mart Tenant Views.
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View CALLING LIST

Description

Allows facts to be described based on attributes of an outbound campaign calling list. Each row
describes one calling list.

Column List

Column Description

The primary key of this view and the surrogate key
CALLING_LIST_KEY that is used to join the CALLING_LIST dimension to
the fact tables.

The surrogate key that is used to join the TENANT

TENANT_KEY dimension to the fact tables.

CALLING_LIST NAME The name of the calling list.

The surrogate key that is used to join to the
CTL_AUDIT_LOG control table. The key specifies the
CREATE AUDIT KEY Ifineage for d_ata creation_. This vglug can be use_ful
- - or aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. Specifies the lineage
UPDATE AUDIT KEY for data quate. This. value can t_)e u_seful for
- - aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify recently modified data.

DESCRIPTION The description of the calling list.

CALLING LIST CFG. DBID The calling list object identifier in the contact
= = = center configuration.

The UTC-equivalent value of the date and time
START TS when the calling list was added to IDB, which may
- differ from when the calling list was actually added
to contact center configuration.

The UTC-equivalent value of the date and time
END_TS when the calling list was removed from contact
center configuration.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 608



Genesys Info Mart Views

View CALLING_LIST TO_CAMP_FACT

View CALLING LIST TO _CAMP FACT

Description

Each row describes the association of a calling list to an outbound campaign. The grain of the fact is
an accumulating snapshot that represents the duration of the association between a calling list and a

campaign.

Column List

Column
CALLING_LIST TO_CAMP_FACT KEY

TENANT_KEY
CALLING_LIST_KEY

CAMPAIGN_KEY

START DATE_TIME_KEY

END_DATE_TIME_KEY

CREATE_AUDIT_KEY

UPDATE_AUDIT_KEY

Description
The primary key of this view.

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

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

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

Identifies the start of a 15-minute interval in which
the calling list was added to the campaign. 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.

Identifies the start of a 15-minute interval in which
the calling list was removed from the campaign.
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.

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.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. Specifies the lineage
for data update. This value can be useful for
aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
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View CALLING_LIST TO_CAMP_FACT

Column

START TS

END_TS

TOTAL_DURATION

ACTIVE_FLAG

PURGE_FLAG

Description
need to identify recently modified data.

The UTC-equivalent value of the date and time
when the calling list was added to the campaign in
the contact center configuration.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, the UTC-
equivalent value of the date and time when the
calling list was removed from the campaign in the
contact center configuration. 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.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, this value
represents the total duration, in seconds, that the
calling list was associated with the campaign. For
an active row, this value represents the duration, in
seconds, that the calling list was associated with
the campaign, from start time to the time that the
ETL last executed.

Indicates whether the association between the
calling list and the campaign is still active: 0 = No,
1 = Yes.

This field is reserved.
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View CAMPAIGN

Description

Allows facts to be described based on attributes of an outbound campaign. Each row describes one
campaign.

Column List

Column Description

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

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

CAMPAIGN_KEY

TENANT_KEY

CAMPAIGN_NAME gzizvgi\me of the campaign object in Configuration

The surrogate key that is used to join to the
CTL_AUDIT_LOG control table. The key specifies the
CREATE AUDIT KEY Ifineage for d_ata creation_. This vglug can be use_ful
- - or aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. Specifies the lineage
UPDATE AUDIT KEY for data quate. This. value can t_)e u_seful for
- - aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify recently modified data.

DESCRIPTION The description of the campaign.

CAMPAIGN CFG DBID The campaign object identifier in contact center
= = configuration.

The UTC-equivalent value of the date and time
START TS when the campaign was added to IDB, which may
- differ from when the campaign was actually added
to contact center configuration.

The UTC-equivalent value of the date and time
END_TS when the campaign object was removed from
contact center configuration.
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View CAMPAIGN

Description

Allows facts to be described based on attributes of an outbound campaign. Each row describes one

campaign.

Column List

Column

CAMPAIGN_KEY
TENANT_KEY

CAMPAIGN_NAME

CREATE_AUDIT_KEY

UPDATE_AUDIT_KEY

DESCRIPTION

CAMPAIGN_CFG_DBID

START TS

END_TS

Description

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

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

The name of the campaign object in Configuration
Server.

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.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. 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.

The description of the campaign.

The campaign object identifier in contact center
configuration.

The UTC-equivalent value of the date and time
when the campaign was added to IDB, which may
differ from when the campaign was actually added
to contact center configuration.

The UTC-equivalent value of the date and time
when the campaign object was removed from
contact center configuration.
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View GROUP

Description

Allows facts to be described based on the membership of resources in resource groups or
membership of places in place groups. Routing points, queues, and agents can belong to resource
groups. Places can belong to place groups. Each row describes one place group or resource group. A
new row is issued for each configured place group and resource group, which is identified by its ID in
the contact center configuration. Changing a group name causes an update to an existing row.
Deleting a group and re-creating it under the same name causes a new row to be issued.

Column List
Column Description
e
[ surrogete key et s sed tofoin the TENANT
GROUP_NAME The group name.

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

CREATE_AUDIT_KEY for aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. Specifies the lineage
UPDATE AUDIT KEY for data gpdate. This. value can t_)e u_seful for
= = aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify recently modified data.

The group type. This field is set to one of the
following values:

e Unknown

GROUP_TYPE " Agent
¢ Place
* Queue

e RoutingPoint
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GROUP_TYPE_CODE

GROUP_CFG_DBID

GROUP_CFG_TYPE_ID

START_TS

END_TS

Description

¢ Network Port
e Service Number

e Single Port

This value can change with localization.
The group type code. This field is set to one of the
following values:

e UNKNOWN

* AGENT

e PLACE

* QUEUE

* ROUTINGPOINT

* NETWORKPORT

* SERVICENUMBER
e SINGLEPORT

This value does not change with localization.

The group object identifier in the contact center
configuration.

The contact center configuration integer type that
is associated with the DN or agent group object.

The UTC-equivalent value of the date and time
when the group was added to IDB, which may differ
from when the group was actually added to contact
center configuration.

The UTC-equivalent value of the date and time
when the group was removed from contact center
configuration.
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View GROUP_TO_ CAMPAIGN _FACT

Description

Each row describes the association of an agent or place group to an outbound campaign. The grain of
the fact is an accumulating snapshot that represents the duration of the association between an
agent or place group and a campaign.

Column List
Column Description
GROUP_TO_CAMPAIGN_FACT_KEY The primary key of this view.
Jhe surfogate ke that s used o oin the GROUP.
e s e
TENANT KEY The surrogate key that is used to join the TENANT

dimension to the fact tables.

Identifies the start of a 15-minute interval in which
the agent group or place group was added to the
campaign in the contact center configuration. Use
this value as a key to join the fact tables to any

DRI E_TAE LR 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.

Identifies the start of a 15-minute interval in which
the agent group or place group was removed from
the campaign in the contact center configuration.
Use this value as a key to join the fact tables to any

END_DATE_TIME_KEY 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.

The surrogate key that is used to join to the
CTL_AUDIT_LOG control table. The key specifies the
CREATE AUDIT KEY lineage for d_ata creation_. This vglug can be use_ful
= - for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
UPDATE_AUDIT_KEY CTL_AUDIT_LOG dimension. Specifies the lineage
for data update. This value can be useful for
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View GROUP_TO_CAMPAIGN_FACT

Column

START TS

END_TS

TOTAL_DURATION

ACTIVE_FLAG

PURGE_FLAG

Description

aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify recently modified data.

The UTC-equivalent value of the date and time
when the agent group or place group was added to
the campaign in the contact center configuration.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, the UTC-
equivalent value of the date and time when the
agent group or place group was removed from the
campaign in the contact center configuration. 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.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, this value
represents the total duration, in seconds, that the
agent group or place group was associated with the
campaign. For an active row, this value represents
the duration, in seconds, that the agent group or
place group was associated with the campaign,
from start time to the time that the ETL last
executed.

Indicates whether the association between the
agent group or place group and the campaign is
still active: 0 = No, 1 = Yes.

This field is reserved.
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View PLACE

Description

Allows facts to be described by the attributes of a place. Each row describes one configured place,
identified by its ID in the contact center configuration. Changing the place name causes an update to
an existing row. Deleting a place and re-creating it under the same name causes a new row to be
issued.

Column List
Column Description

The primary key of this view and the surrogate key

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

TENANT_KEY TENANT dimension.

PLACE_NAME The place name.

PLACE_CFG_DBID The place object identifier in the contact center

configuration.

The UTC-equivalent value of the date and time
START TS when the place object was added to IDB, which
= may differ from when the place was actually added
to contact center configuration.

The UTC-equivalent value of the date and time
END_TS when the place object was removed from contact
center configuration.

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

O for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. Specifies the lineage
UPDATE AUDIT KEY for data gpdate. This. value can k_)e u_seful f0|.'
- - aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify recently modified data.
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View PLACE GROUP FACT

Description

Each row describes the membership of one place in one place group. The grain of the fact is an
accumulating snapshot that represents the duration of the configured membership, which is
identified by its ID in the Configuration Database.

Column List
Column Description

PLACE_GROUP_FACT _KEY The primary key of this view.
TENANT KEY The surrogate key that is used to join the TENANT

- dimension to the fact tables.

The surrogate key that is used to join the PLACE

ALACE 8] dimension to the fact tables.
GROUP_KEY The surrogate key that is used to join the GROUP_

dimension to the fact tables.

Identifies the start of a 15-minute interval in which
the place was added to the place group in the
contact center configuration. Use this value as a
key to join the fact tables to any configured

DRI E_TAE LR 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.

Identifies the start of a 15-minute interval in which
the place was removed from the place group in the
contact center configuration. Use this value as a
key to join the fact tables to any configured

END_DATE_TIME_KEY 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.

The surrogate key that is used to join to the
CTL_AUDIT_LOG control table. The key specifies the
CREATE AUDIT KEY lineage for d_ata creation_. This vglug can be use_ful
= - for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
UPDATE_AUDIT_KEY CTL_AUDIT_LOG dimension. Specifies the lineage
for data update. This value can be useful for
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View PLACE_GROUP_FACT

Column

START TS

END_TS

TOTAL_DURATION

ACTIVE_FLAG

PURGE_FLAG

Description

aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify recently modified data.

The UTC-equivalent value of the date and time
when the place was added to the place group in
the contact center configuration.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, the UTC-
equivalent value of the date and time when the
place was removed from the place group in the
contact center configuration. 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.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, this value
represents the total duration, in seconds, that the
place was a member of the place group. For an
active row, this value represents the duration, in
seconds, that the place has been a member of the
place group, from start time to the time that the
ETL last executed.

Indicates whether the place is currently a member
of the place group: 0 = No, 1 = Yes.

This field is reserved.
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View RESOURCE GROUP FACT

Description

Each row describes the membership of one resource (routing point, queue, or agent) in one resource
group. The grain of the fact is an accumulating snapshot that represents the duration of the
configured membership, which is identified by its ID in the configuration database.

Column List

Column Description
RESOURCE_GROUP_FACT KEY The primary key of this view.

Identifies the start of a 15-minute interval in which
the resource was added to the resource group in
the contact center configuration. Use this value as
a key to join the fact tables to any configured

START_DATE_TIME_KEY 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.

Identifies the start of a 15-minute interval in which
the resource was removed from the resource group
in the contact center configuration. Use this value
as a key to join the fact tables to any configured

S IRARIUI S SN S 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.

The surrogate key that is used to join the TENANT

TENANT_KEY dimension to the fact tables.

The surrogate key that is used to join the
e RESOURCE_ dimension to the fact tables.
GROUP_KEY The surrogate key that is used to join the GROUP_

dimension to the fact tables.

The surrogate key that is used to join to the
CTL_AUDIT_LOG control table. The key specifies the
CREATE AUDIT KEY lineage for d_ata creatioq. This vgalug can be use_ful
= - for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
UPDATE_AUDIT_KEY CTL_AUDIT_LOG dimension. Specifies the lineage
for data update. This value can be useful for
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Column Description

aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify recently modified data.

The UTC-equivalent value of the date and time
START_TS when the resource was added to the resource
group in the contact center configuration.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, the UTC-
equivalent value of the date and time when the
resource was removed from the resource group in
the contact center configuration. 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.

END_TS

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, this value
represents the total duration, in seconds, that the
resource was a member of the resource group. For
an active row, this value represents the duration, in
seconds, that the resource has been a member of
the resource group, from start time to the time that
the ETL last executed.

Indicates whether the resource is currently a
member of the resource group: 0 = No, 1 = Yes.

PURGE_FLAG This field is reserved.

TOTAL_DURATION

ACTIVE_FLAG
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View RESOURCE _SKILL FACT

Description

Each row describes one skill at a particular proficiency level that one agent possesses. The grain of
the fact is an accumulating snapshot that represents the duration of the configured skill and
proficiency, which are identified by a unique ID in the configuration database.

Column List

Column
RESOURCE_SKILL FACT KEY

START_DATE_TIME_KEY

END_DATE_TIME_KEY

TENANT_KEY
RESOURCE_KEY

SKILL_KEY

CREATE_AUDIT_KEY

UPDATE_AUDIT_KEY

Description
The primary key of this view.

Identifies the start of a 15-minute interval in which
the skill at the specified level was added to the
resource in the contact center configuration. 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.

Identifies the start of a 15-minute interval in which
the skill at the specified level was removed from
the resource in the contact center configuration.
Use this value as a key to join the fact tables to any
configured DATE_TIME dimension, in order to group
the facts related to the same interval and/or
convert the END_TS timestamp to an appropriate
time zone.

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

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

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

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.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. Specifies the lineage
for data update. This value can be useful for
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START TS

END_TS

TOTAL_DURATION

ACTIVE_FLAG

SKILL_LEVEL
PURGE_FLAG

Column

Description

aggregation, enterprise application integration
(EAIl), and ETL tools — that is, applications that
need to identify recently modified data.

The UTC-equivalent value of the date and time
when the skill, at the specified level, was added to
the resource in the contact center configuration.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, the UTC-
equivalent value of the date and time when the
skill, at the specified level, was removed from the
resource in contact center configuration. 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.

The meaning depends on the value of
ACTIVE_FLAG. For an inactive row, this field
represents the total duration, in seconds, that the
resource had the skill at the specified level. For an
active row, this field represents the duration, in
seconds, that the resource has had the skill at the
specified level, from start time to the time that the
ETL last executed.

Indicates whether the resource currently has the
skill at the specified level: 0 = No, 1 = Yes.

The skill level or proficiency.
This field is reserved.
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View SKILL

Description

Allows facts to be described by the attributes of a skill. Each row describes one skill. A new row is

issued for each configured skill, identified by its ID in the contact center configuration. Changing a
skill name causes an update to an existing row. Deleting a skill and re-creating it under the same

name causes a new row to be issued.

Column List
Column Description
The primary key of this view and the surrogate key
SKILL_KEY that is used to join the SKILL dimension to the fact
tables.
TENANT _KEY The surrogate key that is used to join the TENANT

dimension to the fact tables.
SKILL_NAME The skill name.

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.

CREATE_AUDIT_KEY

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. 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.

UPDATE_AUDIT_KEY

The skill object identifier in the contact center

SKILL_CFG_DBID configuration.

The UTC-equivalent value of the date and time
when the skill was added to IDB, which may differ
from when the skill was actually added to contact
center configuration.

START TS

The UTC-equivalent value of the date and time
END_TS when the skill was removed from contact center
configuration.
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View TENANT

Description

Allows facts to be described based on attributes of a tenant. The TENANT dimension is used in a
multi-tenant deployment to filter facts and dimensions into tenant-specific views--allowing each
tenant to see only their own data. In a single-tenant deployment, the Resources tenant is considered
a tenant. In a multi-tenant deployment, the Environment tenant and the configured tenants are
considered tenants.

Each row describes one tenant. A new row is issued for each configured tenant, identified by its ID in
the contact center configuration. Changing a tenant's name causes an update to the existing row.
Deleting a tenant and re-creating it under the same name causes a new row to be issued.

Column List
Column Description
The primary key of this view and the surrogate key
TENANT_KEY that is used to join the TENANT dimension to the
fact tables.
TENANT_NAME The tenant name.
TENANT CFG_DBID The tenant object identifier in the contact center

configuration.

The UTC-equivalent value of the date and time
START TS when the tenant was added to IDB, which may
- differ from when the tenant was actually added to
contact center configuration.

The UTC-equivalent value of the date and time
END_TS when the tenant was removed from contact center
configuration.

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

CREATE_AUDIT_KEY for aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify newly added data.

The surrogate key used to join to the
CTL_AUDIT_LOG dimension. Specifies the lineage
UPDATE AUDIT KEY for data gpdate. This. value can pe u_seful for
= = aggregation, enterprise application integration
(EAI), and ETL tools — that is, applications that
need to identify recently modified data.
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View TENANT

Reference List

ChildTable/ChildView

ANCHOR_FLAGS
ANCHOR_FLAGS
ATTEMPT_DISPOSITION
ATTEMPT_DISPOSITION
BGS_BOT DIM
BGS_BOT_NAME_DIM
BGS_SESSION_DIM
BGS_SESSION_FACT
BGS_SESSION_FACT
BGS_SESSION_FACT
BGS_SESSION_FACT
BGS_SESSION_FACT
BGS_SESSION_FACT
BGS_SESSION_FACT
CALLBACK_DIAL_RESULTS
CALLBACK_DIM_1
CALLBACK_DIM_2
CALLBACK_DIM_3
CALLBACK_DIM_4
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT
CALLBACK_FACT

ChildTable/ChildView

Column
CREATE_AUDIT KEY
UPDATE_AUDIT_KEY
CREATE_AUDIT KEY
UPDATE_AUDIT_KEY
CREATE_AUDIT KEY
CREATE_AUDIT_KEY
CREATE_AUDIT KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT KEY
START_DATE_TIME_KEY
INTERACTION_SDT _KEY
END_DATE_TIME_KEY
MEDIA TYPE_KEY
TENANT_KEY
CREATE_AUDIT KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
RESOURCE_KEY
CALLBACK_DIM_4 KEY

CALLBACK_DIAL_RESULTS_KEM.LBACK_DIAL_RESULTS

DS_AUDIT_KEY
CREATE_AUDIT _KEY
UPDATE_AUDIT_KEY
START DATE_TIME_KEY
TENANT_KEY
CALLBACK_DIM_1_KEY
CALLBACK_DIM_2_KEY
CALLBACK_DIM_3_KEY

CALLING_LIST_METRIC_FACTENANT_KEY

ChildTable/ChildView

ChildTable/ChildView

Column

ParentTable/
ParentView

CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
INTERACTION_FACT
DATE_TIME
MEDIA_TYPE
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
CTL_AUDIT_LOG
RESOURCE_
CALLBACK_DIM_4

CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
TENANT
CALLBACK_DIM_1
CALLBACK_DIM_2
CALLBACK_DIM_3
TENANT

ParentTable/
ParentView

ParentTable/
ParentView Column

AUDIT KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY
START DATE_TIME_KEY
DATE_TIME_KEY
MEDIA_TYPE_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
RESOURCE_KEY
ID

ID

AUDIT_KEY
AUDIT KEY
AUDIT_KEY
DATE_TIME_KEY
TENANT_KEY

TENANT_KEY

ParentTable/
ParentView Column
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View TENANT

ChildTable/ChildView

ChildTable/ChildView
Column

CALLING_LIST_METRIC_FACTREATE_AUDIT_KEY
CALLING_LIST_METRIC_FACUPDATE_AUDIT KEY
CALLING_LIST_METRIC_FACTAMPAIGN_KEY
CALLING_LIST_METRIC_FACTALLING_LIST_KEY
CALLING_LIST_METRIC_FACSTART DATE_TIME_KEY

CALLING_LIST_METRIC_FACTAMP_GROUP_SESSION_FACRMEXIGN_GROUP_SESSIOKAMETGROUP_SESSION_FACT_KEY

ParentTable/
ParentView

CTL_AUDIT_LOG
CTL_AUDIT_LOG
CAMPAIGN
CALLING_LIST
DATE_TIME

ParentTable/
ParentView Column

AUDIT KEY
AUDIT_KEY

ID

ID
DATE_TIME_KEY

CALLING_LIST_METRIC_FACCTAMP_GROUP_SESS_FACT_SIAMRANGN_GROUP_SESSIOSTARITDATE_TIME_KEY

CALL_RESULT
CALL_RESULT

CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

CAMPAIGN_GROUP_SESSIOKGRAUP_KEY
CAMPAIGN_GROUP_SESSIOICAMPAIGN_KEY
CAMPAIGN_GROUP_SESSIONEMANT _KEY
CAMPAIGN_GROUP_SESSIOSTARITDATE_TIME_KEY
CAMPAIGN_GROUP_SESSIOENBIATE_TIME_KEY
CAMPAIGN_GROUP_SESSIOICRBATE_AUDIT_KEY
CAMPAIGN_GROUP_SESSIONFBW&TE_AUDIT_KEY
CAMPAIGN_GROUP_STATE CREATE_AUDIT_KEY
CAMPAIGN_GROUP_STATE UPDATE_AUDIT_KEY
CAMPAIGN_GROUP_STATE_FPENANT_KEY
CAMPAIGN_GROUP_STATE_RB&NIPAIGN_KEY
CAMPAIGN_GROUP_STATE_FBRDUP_KEY

CAMPAIGN_GROUP_STATE_FRANIPAIGN_GROUP_STATE_KEMMPAIGN_GROUP_STATE CAMPAIGN GROUP_STATE_KEY
CAMPAIGN GROUP_ STATE FRANIP GROUP_SESSION_FACRMFXIGN GROUP_SESSIONAMEIGROUP SESSION_FACT KEY

CAMPAIGN_GROUP_STATE_RWART DATE_TIME_KEY
CAMPAIGN_GROUP_STATE_END_DATE_TIME_KEY
CAMPAIGN_GROUP_STATE_FZRHATE_AUDIT_KEY
CAMPAIGN_GROUP_STATE_FRDATE_AUDIT KEY
CAMPAIGN_GROUP_STATE_FRANIP_GROUP_SESS_FACT SIAMR&NGN_GROUP_SESSIOSTRRITDATE TIME_KEY

CDR_DIM1
CDR_FACT
CDR_FACT
CDR_FACT
CHAT_SESSION_DIM
CHAT SESSION_FACT
CHAT_SESSION_FACT

ChildTable/ChildView

CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
START DATE_TIME_KEY
CREATE_AUDIT_KEY
START DATE_TIME_KEY
END_DATE_TIME_KEY

ChildTable/ChildView
Column

CTL_AUDIT_LOG
CTL_AUDIT_LOG
GROUP_
CAMPAIGN
TENANT
DATE_TIME
DATE_TIME
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
TENANT
CAMPAIGN
GROUP_

DATE_TIME
DATE_TIME

CTL_AUDIT_LOG
CTL_AUDIT_LOG

CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
CTL_AUDIT_LOG
DATE_TIME
DATE_TIME

ParentTable/
ParentView

AUDIT_KEY
AUDIT_KEY

ID

ID

TENANT_KEY
DATE_TIME_KEY
DATE_TIME_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT KEY
TENANT_KEY

ID

ID

DATE_TIME_KEY
DATE_TIME_KEY
AUDIT_KEY
AUDIT_KEY

AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY
AUDIT_KEY
DATE_TIME_KEY
DATE_TIME_KEY

ParentTable/
ParentView Column
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ChildTable/ChildView

CHAT_SESSION_FACT
CHAT SESSION_FACT
CHAT_SESSION_FACT
CHAT_SESSION_FACT
CHAT SESSION_FACT
CHAT THREAD_FACT
CHAT THREAD_FACT
CHAT THREAD_FACT
CHAT THREAD_FACT
CHAT THREAD_FACT
CHAT THREAD_FACT
CHAT THREAD_FACT
COBROWSE_END_REASON
COBROWSE_FACT
COBROWSE_FACT
COBROWSE_FACT
COBROWSE_FACT
COBROWSE_FACT
COBROWSE_FACT
COBROWSE_MODE
COBROWSE_PAGE
COBROWSE_USER_AGENT
CONTACT_ATTEMPT_FACT
CONTACT _ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT ATTEMPT FACT
CONTACT_ATTEMPT_FACT
CONTACT ATTEMPT FACT
CONTACT_ATTEMPT_FACT
CONTACT ATTEMPT FACT
CONTACT_ATTEMPT _FACT
CONTACT ATTEMPT FACT
CONTACT _ATTEMPT_FACT

ChildTable/ChildView

ChildTable/ChildView
Column

TENANT _KEY
CHAT SESSION_DIM_KEY
MEDIA_TYPE_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
START_DATE_TIME_KEY
END_DATE_TIME_KEY
TENANT_KEY
MEDIA_TYPE_KEY
MEDIA_ORIGIN_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

COBROWSE_END_REASON_KBEBROWSE_END_REASON

COBROWSE_MODE_KEY
COBROWSE_PAGE_KEY
START _DATE_TIME_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
TENANT _KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
MEDIA_TYPE_KEY
START_DATE_TIME_KEY
END_DATE_TIME_KEY
DIALING_MODE_KEY
RESOURCE_KEY

ParentTable/
ParentView

TENANT
CHAT_SESSION_DIM
MEDIA_TYPE
CTL_AUDIT_LOG
CTL_AUDIT LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
DATE_TIME
TENANT
MEDIA_TYPE
MEDIA_ORIGIN
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG

COBROWSE_MODE
COBROWSE_PAGE
DATE_TIME
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
MEDIA_TYPE
DATE_TIME
DATE_TIME
DIALING_MODE
RESOURCE_

ParentTable/
ParentView Column

TENANT_KEY
ID
MEDIA_TYPE_KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
AUDIT KEY
DATE_TIME_KEY
DATE_TIME_KEY
TENANT_KEY
MEDIA_TYPE_KEY
ID

AUDIT_KEY
AUDIT_KEY
AUDIT_KEY

ID

ID

ID
DATE_TIME_KEY
AUDIT KEY
AUDIT_KEY
AUDIT KEY
TENANT_KEY
AUDIT KEY
AUDIT_KEY
MEDIA_TYPE_KEY
DATE_TIME_KEY
DATE_TIME_KEY
DIALING_MODE_KEY
RESOURCE_KEY

RESOURCE_GROUP_COMBINEBONRKEYGROUP_COMBINGRUDIR_COMBINATION_KEY

PLACE_KEY
CAMPAIGN_KEY
GROUP_KEY
CPD_RESULT_KEY

ChildTable/ChildView
Column

PLACE
CAMPAIGN
GROUP_
CALL_RESULT

ParentTable/
ParentView

PLACE_KEY

ID

ID
CALL_RESULT_KEY

ParentTable/
ParentView Column
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View TENANT

ChildTable/ChildView

CONTACT_ATTEMPT_FACT
CONTACT ATTEMPT FACT
CONTACT _ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT_ATTEMPT_FACT
CONTACT ATTEMPT FACT
CONTACT_ATTEMPT_FACT
CONTACT ATTEMPT FACT
CONTACT_INFO_TYPE
CONTACT_INFO_TYPE
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_EXTRACT_HISTORY
CTL_GDPR_HISTORY
CTL_GDPR_HISTORY

ChildTable/ChildView
Column

CALL_RESULT KEY
RECORD_TYPE_KEY
RECORD_STATUS_KEY
CALLING_LIST_KEY

CONTACT_INFO_TYPE_KEY CONTACT INFO_TYPE

TIME_ZONE_KEY

ATTEMPT_DISPOSITION_KEYATTEMPT_DISPOSITION

ParentTable/
ParentView

CALL_RESULT
RECORD_TYPE
RECORD_STATUS
CALLING_LIST

TIME_ZONE

ParentTable/
ParentView Column

CALL_RESULT KEY
RECORD_TYPE_KEY
RECORD_STATUS_KEY

ID
CONTACT_INFO_TYPE_KEY
TIME_ZONE_KEY
ATTEMPT_DISPOSITION_KEY

CAMP_GROUP_SESSION_FACRMEAIGN_GROUP_SESSIONAMEIGROUP_SESSION_FACT_KEY
RECORD_FIELD_GROUP_1_KESCORD FIELD GROUP_1 RECORD_FIELD GROUP_ 1 KEY
RECORD_FIELD_GROUP_2_KERCORD_FIELD_GROUP_2 RECORD_FIELD _GROUP_2 KEY
CAMP_GROUP_SESS_FACT SIAMRENGN_GROUP_SESSIOSTARRITDATE_TIME_KEY

CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

CTL_AUDIT_LOG
CTL_AUDIT_LOG

MIN_START DATE_TIME_KEYDATE_TIME
MAX_START DATE_TIME_KEDATE_TIME

CREATE_AUDIT_KEY
TENANT_KEY
AUDIT_KEY

CTL_TRANSFORM_HISTORY AUDIT_KEY

DATE_TIME
DATE_TIME
DIALING_MODE
DIALING_MODE
GPM_DIM1
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_FACT
GPM_MODEL
GPM_PREDICTOR
GPM_RESULT

ChildTable/ChildView

CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
START_DATE_TIME_KEY
RESOURCE_KEY
GPM_RESULT KEY
GPM_PREDICTOR_KEY
GPM_MODEL_KEY
GPM_DIM1_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY

ChildTable/ChildView
Column

CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
RESOURCE_
GPM_RESULT
GPM_PREDICTOR
GPM_MODEL
GPM_DIM1
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG

ParentTable/
ParentView

AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY
DATE_TIME_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY
RESOURCE_KEY

AUDIT_KEY
AUDIT_KEY
AUDIT_KEY

ParentTable/
ParentView Column
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View TENANT

ChildTable/ChildView

GROUP_ANNEX
GROUP_ANNEX
GROUP_ANNEX
GROUP_ANNEX

ChildTable/ChildView
Column

GROUP_KEY
TENANT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

INTERACTION_DESCRIPTORTENANT_KEY
INTERACTION_DESCRIPTORCREATE_AUDIT_KEY

INTERACTION_FACT
INTERACTION_FACT
INTERACTION_FACT
INTERACTION_FACT
INTERACTION_FACT
INTERACTION_FACT
INTERACTION_FACT

INTERACTION_FACT

TENANT_KEY
INTERACTION_TYPE_KEY
MEDIA_TYPE_KEY

START DATE_TIME_KEY
END_DATE_TIME_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

ANCHOR_SDT_KEY

INTERACTION_RESOURCE_FRENANT_KEY
INTERACTION_RESOURCE_FINTERACTION_TYPE_KEY
INTERACTION_RESOURCE_FMEDIA_TYPE_KEY
INTERACTION_RESOURCE_FRETHNICAL_DESCRIPTOR_KEFCHNICAL_DESCRIPTOR TECHNICAL _DESCRIPTOR_KEY
INTERACTION_RESOURCE_FMEDIA_RESOURCE_KEY
INTERACTION_RESOURCE_FRESOURCE_GROUP_COMBINVMEBONRKEY GROUP_COMBINGRTIR_COMBINATION_KEY
INTERACTION_RESOURCE_FRICACE_KEY
INTERACTION_RESOURCE_FSTRATEGY KEY
INTERACTION_RESOURCE_FROUTING_TARGET_KEY
INTERACTION_RESOURCE_FREQUESTED_SKILL_KEY
INTERACTION_RESOURCE_FINTERACTION_ID
INTERACTION_RESOURCE_FRES_PREVIOUS_SM_STATE_REBOURCE_STATE

INTERACTION_RESOURCE_FRES_PREVIOUS_SM_STATE_BACREEYSTATE_FACT

INTERACTION_RESOURCE_FRESOURCE_KEY
INTERACTION_RESOURCE_FB&ST RP_RESOURCE_KEY RESOURCE_
INTERACTION_RESOURCE_FBA&ST_QUEUE_RESOURCE_KRESOURCE_
INTERACTION_RESOURCE_FB&ST VQUEUE_RESOURCE_RESOURCE_
INTERACTION _RESOURCE_FBAST IVR_RESOURCE_KEY RESOURCE_
INTERACTION_RESOURCE_FMEDIATION_SEGMENT ID MEDIATION_SEGMENT_FACMEDIATION_SEGMENT_ID
INTERACTION _RESOURCE_FMEDIATION_RESOURCE_KEYRESOURCE_

ChildTable/ChildView

ChildTable/ChildView
Column

ParentTable/
ParentView

GROUP_
TENANT
CTL_AUDIT LOG
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
TENANT
INTERACTION_TYPE
MEDIA_TYPE
DATE_TIME
DATE_TIME
CTL_AUDIT_LOG
CTL_AUDIT_LOG

INTERACTION_RESOURCE_F,
MEDIATION_SEGMENT_FAC

TENANT
INTERACTION_TYPE
MEDIA_TYPE

RESOURCE_

PLACE

STRATEGY
ROUTING_TARGET
REQUESTED_SKILL
INTERACTION_FACT

RESOURCE_

ParentTable/
ParentView

ParentTable/
ParentView Column

ID
TENANT_KEY

AUDIT KEY

AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
INTERACTION_TYPE_KEY
MEDIA_TYPE_KEY
DATE_TIME_KEY
DATE_TIME_KEY
AUDIT_KEY

AUDIT_KEY

ART DATE_TIME_KEY

TENANT_KEY
INTERACTION_TYPE_KEY
MEDIA_TYPE_KEY

RESOURCE_KEY

PLACE_KEY
STRATEGY_KEY
ROUTING_TARGET _KEY
ID

INTERACTION_ID
RESOURCE_STATE_KEY
SM_RES_STATE_FACT_KEY
RESOURCE_KEY
RESOURCE_KEY
RESOURCE_KEY
RESOURCE_KEY
RESOURCE_KEY

RESOURCE_KEY

ParentTable/
ParentView Column
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View TENANT

ChildTable/ChildView

ChildTable/ChildView
Column

ParentTable/
ParentView

INTERACTION _RESOURCE_FMEDIATION_START DATE_TIDWETKEMME
INTERACTION_RESOURCE_FANTHOR_FLAGS_KEY
INTERACTION_RESOURCE_FSREATE_AUDIT_KEY
INTERACTION_RESOURCE_FWPDATE_AUDIT_KEY
INTERACTION_RESOURCE_FBTART DATE_TIME_KEY
INTERACTION_RESOURCE_FEND DATE_TIME_KEY
INTERACTION_RESOURCE_FINTERACTION_SDT_KEY
INTERACTION_RESOURCE_STREATE_AUDIT_KEY
INTERACTION_RESOURCE_SURDBTE_AUDIT_KEY

INTERACTION_TYPE
INTERACTION_TYPE
IRF_USER_DATA_CUST 1

IRF_USER_DATA_CUST 1

IRF_USER_DATA_CUST 1
IRF_USER_DATA_CUST 1
IRF_USER_DATA CUST 1
IRF_USER_DATA_CUST 1
IRF_USER_DATA GEN _1

IRF_USER_DATA GEN _1

IRF_USER_DATA_GEN_1
IRF_USER_DATA GEN _1
IRF_USER_DATA_GEN_1
IRF_USER_DATA GEN 1
IRF_USER_DATA_KEYS

IRF_USER_DATA_KEYS

IRF_USER_DATA_KEYS
IRF_USER_DATA_KEYS
IRF_USER_DATA_KEYS
IRF_USER_DATA_KEYS
IRF_USER_DATA_KEYS

IXN_RESOURCE_STATE_FACINTERACTION_RESOURCE_IINTERACTION_RESOURCE_FINTERACTION_RESOURCE_ID

ChildTable/ChildView

CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

INTERACTION_RESOURCE_IINTERACTION_RESOURCE_FINTERACTION_RESOURCE_ID

MEDIATION_SEGMENT ID
(referenced as

START DATE_TIME_KEY
TENANT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

INTERACTION_RESOURCE_IINTERACTION_RESOURCE_FINTERACTION_RESOURCE_ID

MEDIATION_SEGMENT _ID
(referenced as

START _DATE_TIME_KEY
TENANT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

INTERACTION_RESOURCE_IINTERACTION_RESOURCE_FINTERACTION_RESOURCE_ID

MEDIATION_SEGMENT ID
(referenced as

START _DATE_TIME_KEY
TENANT_KEY

INTERACTION_DESCRIPTORIKEERACTION_DESCRIPTORINTERACTION_DESCRIPTOR_KEY

CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

ChildTable/ChildView
Column

ANCHOR_FLAGS
CTL_AUDIT LOG
CTL_AUDIT_LOG
DATE_TIME
DATE_TIME
INTERACTION_FACT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG

ParentTable/
ParentView Column

DATE_TIME_KEY
ANCHOR_FLAGS_KEY
AUDIT KEY

AUDIT_KEY
DATE_TIME_KEY
DATE_TIME_KEY

START DATE_TIME_KEY
AUDIT_KEY

AUDIT_KEY

AUDIT_KEY

AUDIT_KEY

MEDIATION_SEGMENT_FACTMEDIATION_SEGMENT_ID
INTERACTION_RESOURCE_ID)

DATE_TIME
TENANT

CTL_AUDIT_LOG
CTL_AUDIT_LOG

DATE_TIME_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY

MEDIATION_SEGMENT_FACTMMEDIATION_SEGMENT _ID
INTERACTION_RESOURCE_ID)

DATE_TIME
TENANT

CTL_AUDIT_LOG
CTL_AUDIT_LOG

DATE_TIME_KEY
TENANT _KEY
AUDIT_KEY
AUDIT_KEY

MEDIATION_SEGMENT_FACTMMEDIATION_SEGMENT _ID
INTERACTION_RESOURCE_ID)

DATE_TIME
TENANT

CTL_AUDIT_LOG
CTL_AUDIT_LOG

ParentTable/
ParentView

DATE_TIME_KEY
TENANT _KEY

AUDIT_KEY
AUDIT_KEY

ParentTable/
ParentView Column
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childTable/Childview ST e entView  Parentview Column
IXN_RESOURCE_STATE_FACINTERACTION_RESOURCE_SNTHRACTION_RESOURCE_FBTART DATE_TIME_KEY
IXN_RESOURCE_STATE_FACSTART _DATE_TIME_KEY DATE_TIME DATE_TIME_KEY
IXN_RESOURCE_STATE_FACEND_DATE_TIME_KEY DATE_TIME DATE_TIME_KEY
IXN_RESOURCE_STATE_FACTENANT_KEY TENANT TENANT _KEY
IXN_RESOURCE_STATE_FACMEDIA TYPE_KEY MEDIA_TYPE MEDIA TYPE_KEY
IXN_RESOURCE_STATE_FACRESOURCE_KEY RESOURCE_ RESOURCE_KEY
IXN_RESOURCE_STATE_FACMEDIA RESOURCE_KEY RESOURCE _ RESOURCE_KEY
IXN_RESOURCE_STATE_FACPLACE_KEY PLACE PLACE_KEY
IXN_RESOURCE_STATE FACINTERACTION_RESOURCE_SNYHRAKEYION_RESOURCE_SNATHRACTION _RESOURCE_STATE_KEY
IXN_RESOURCE_STATE_FACINTERACTION TYPE_KEY INTERACTION_TYPE INTERACTION_TYPE_KEY
IXN_RESOURCE_STATE_FACCREATE_AUDIT_KEY CTL _AUDIT_LOG AUDIT KEY
IXN_RESOURCE_STATE_FACUPDATE_AUDIT _KEY CTL_AUDIT_LOG AUDIT _KEY
LDR_CAMPAIGN CREATE_AUDIT _KEY CTL AUDIT_LOG AUDIT KEY
LDR_DEVICE CREATE_AUDIT KEY CTL_AUDIT_LOG AUDIT KEY
LDR_FACT LDR_CAMPAIGN_KEY LDR_CAMPAIGN ID
LDR _FACT LDR_GROUP_KEY LDR_GROUP ID
LDR_FACT LDR_LIST _KEY LDR_LIST ID
LDR _FACT LDR_RECORD_KEY LDR_RECORD ID
LDR_FACT LDR_POSTAL_CODE_KEY LDR_POSTAL CODE ID
LDR _FACT LDR_DEVICE_KEY LDR_DEVICE ID
LDR_FACT CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
LDR _FACT UPDATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
LDR_FACT START_DATE_TIME_KEY DATE_TIME DATE_TIME_KEY
LDR_GROUP CREATE_AUDIT _KEY CTL_AUDIT_LOG AUDIT _KEY
LDR_LIST CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
LDR_POSTAL CODE CREATE_AUDIT _KEY CTL _AUDIT_LOG AUDIT KEY
LDR_RECORD CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
MEDIATION SEGMENT FACTTENANT _KEY TENANT TENANT _KEY
MEDIATION_SEGMENT FACTSTART _DATE_TIME_KEY DATE_TIME DATE_TIME_KEY
MEDIATION_SEGMENT FACTEND_DATE_TIME_KEY DATE_TIME DATE_TIME_KEY
MEDIATION_SEGMENT _FACTNTERACTION _TYPE_KEY  INTERACTION_TYPE INTERACTION_TYPE_KEY
MEDIATION_SEGMENT FACTMEDIA TYPE_KEY MEDIA_TYPE MEDIA TYPE_KEY
MEDIATION_SEGMENT FACTTECHNICAL_DESCRIPTOR_KEFCHNICAL DESCRIPTOR TECHNICAL DESCRIPTOR_KEY
MEDIATION_SEGMENT_FACTRESOURCE_KEY RESOURCE _ RESOURCE_KEY
MEDIATION_SEGMENT FACTRESOURCE_GROUP_COMBINEBONRKEYGROUP_COMBINGRTR COMBINATION_KEY
S e AT ChiIdTacb‘:Ieli;h:IdView ?arfen:geizl\:/ Pa er?:\elr(::v-:ag:)eI(lmn
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View TENANT

ChildTable/ChildView
Column

MEDIATION_SEGMENT_FACWORKBIN_KEY
MEDIATION_SEGMENT_FACTNTERACTION_ID

ChildTable/ChildView

MEDIATION_SEGMENT_FACTTARGET_IXN_RESOURCE_IDINTERACTION_RESOURCE_FINTERACTION_RESOURCE_ID
INTERACTION_RESOURCE_FINDTERACTION_RESOURCE_ID

MEDIATION_SEGMENT FACTXN_RESOURCE_ID
MEDIATION_SEGMENT FACTCREATE_AUDIT_KEY
MEDIATION_SEGMENT FACTUPDATE_AUDIT_KEY
MEDIATION_SEGMENT _FACTNTERACTION_SDT_KEY
MEDIATION_SEGMENT_FACTXN_RESOURCE_SDT_KEY

MEDIA_ORIGIN CREATE_AUDIT_KEY
MEDIA _TYPE CREATE_AUDIT_KEY
MEDIA_TYPE UPDATE_AUDIT_KEY

POST_CALL_SURVEY DIM_1TENANT KEY
POST_CALL_SURVEY DIM_1CREATE_AUDIT_KEY
POST_CALL_SURVEY DIM_2TENANT KEY
POST_CALL_SURVEY DIM _2CREATE_AUDIT_KEY
POST_CALL_SURVEY DIM_3TENANT KEY
POST_CALL_SURVEY DIM _3CREATE_AUDIT_KEY
POST_CALL_SURVEY_DIM_4TENANT _KEY
POST_CALL_SURVEY DIM_4CREATE_AUDIT_KEY
POST_CALL_SURVEY_DIM_STENANT _KEY
POST_CALL_SURVEY DIM_5CREATE_AUDIT_KEY
POST_CALL_SURVEY DIM_6TENANT _KEY
POST CALL_SURVEY DIM_6CREATE_AUDIT_KEY
RECORD_FIELD_GROUP_1 TENANT KEY
RECORD FIELD_GROUP_1 CREATE_AUDIT_KEY
RECORD_FIELD_GROUP_2 TENANT_KEY
RECORD FIELD _GROUP 2 CREATE_AUDIT _KEY

RECORD_STATUS
RECORD_STATUS
RECORD_TYPE
RECORD_TYPE
REQUESTED_SKILL
REQUESTED_SKILL
REQUESTED_SKILL

UPDATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
SKILL_KEY
TENANT_KEY
CREATE_AUDIT_KEY

ChildTable/ChildView

ChildTable/ChildView
Column

ParentTable/
ParentView

WORKBIN
INTERACTION_FACT

CTL_AUDIT LOG
CTL_AUDIT_LOG
INTERACTION_FACT

CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
TENANT
CTL_AUDIT LOG
TENANT
CTL_AUDIT_LOG
TENANT
CTL_AUDIT LOG
TENANT
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
SKILL

TENANT
CTL_AUDIT_LOG

ParentTable/
ParentView

ParentTable/

ParentView Column

WORKBIN_KEY
INTERACTION_ID

AUDIT_KEY
AUDIT_KEY

START DATE_TIME_KEY
INTERACTION_RESOURCE_FBTART DATE_TIME_KEY
MEDIATION_SEGMENT FACTTARGET IXN_RESOURCE_SDNTERACTION_RESOURCE_FBTART DATE_TIME_KEY

AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
ID
TENANT_KEY
AUDIT_KEY
ParentTable/

ParentView Column
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View TENANT

ChildTable/ChildView

REQUESTED_SKILL

REQUESTED_SKILL_COMBINSWIIMNCOMBINATION_KEY

ChildTable/ChildView

Column
UPDATE_AUDIT KEY

REQUESTED_SKILL_COMBINFENANT_KEY
REQUESTED_SKILL_COMBINZREANE_AUDIT_KEY
REQUESTED_SKILL_COMBINAADATE_AUDIT_KEY

RESOURCE_
RESOURCE_
RESOURCE_
RESOURCE_ANNEX
RESOURCE_ANNEX
RESOURCE_ANNEX
RESOURCE_ANNEX

TENANT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
RESOURCE_KEY
TENANT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

RESOURCE_GROUP_COMBI\GRODI?_KEY
RESOURCE_GROUP_COMBINENGNT KEY
RESOURCE_GROUP_COMBIN/REATRE_AUDIT_KEY
RESOURCE_GROUP_COMBIN/FD@NE_AUDIT KEY

RESOURCE_STATE
RESOURCE_STATE

CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

RESOURCE_STATE_REASONTENANT_KEY
RESOURCE_STATE_REASONCREATE_AUDIT_KEY
RESOURCE_STATE_REASONUPDATE_AUDIT_KEY

ROUTING_TARGET
ROUTING_TARGET
ROUTING_TARGET
SDR_ACTIVITIES_FACT
SDR_ACTIVITIES_FACT
SDR_ACTIVITIES_FACT
SDR_ACTIVITY
SDR_APPLICATION
SDR_CALL_DISPOSITION
SDR_CALL_TYPE
SDR_CUST _ATRIBUTES

TENANT _KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT KEY
START_DATE_TIME_KEY
UPDATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY

SDR_CUST ATRIBUTES_FACTREATE_AUDIT KEY
SDR_CUST ATRIBUTES_FACUPDATE_AUDIT_KEY
SDR_CUST ATRIBUTES_FACSTART DATE_TIME_KEY

ChildTable/ChildView

ChildTable/ChildView

Column

ParentTable/
ParentView

CTL_AUDIT LOG
REQUESTED_SKILL
TENANT
CTL_AUDIT_LOG
CTL_AUDIT LOG
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
RESOURCE_
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
GROUP_
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
TENANT
CTL_AUDIT LOG
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME

ParentTable/
ParentView

ParentTable/
ParentView Column

AUDIT_KEY
ID

TENANT _KEY
AUDIT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
RESOURCE_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
ID
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
TENANT _KEY
AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY

ParentTable/
ParentView Column
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View TENANT

ChildTable/ChildView

SDR_ENTRY_POINT
SDR_EXIT_POINT
SDR_EXT_HTTP_REST
SDR_EXT_REQUEST
SDR_EXT_REQUEST_FACT
SDR_EXT_REQUEST FACT
SDR_EXT_REQUEST_FACT
SDR_EXT_REQUEST FACT
SDR_EXT_REQUEST_FACT
SDR_EXT_REQUEST FACT
SDR_EXT _REQUEST FACT
SDR_EXT_REQUEST FACT

ChildTable/ChildView

Column
CREATE_AUDIT KEY
CREATE_AUDIT_KEY
CREATE_AUDIT KEY
CREATE_AUDIT_KEY
CREATE_AUDIT KEY
UPDATE_AUDIT_KEY

START DATE_TIME_KEY
SDR_EXT_REQUEST _KEY
SDR_EXT_HTTP_REST KEY SDR_EXT HTTP_REST

ParentTable/
ParentView

CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
SDR_EXT_REQUEST

ParentTable/

ParentView Column

AUDIT KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
DATE_TIME_KEY

SDR_EXT_REQUEST_KEY

ID

SDR_EXT_REQUEST OUTCOBIERRKEXT REQUEST OUTCOME
SDR_EXT_SERVICE_OUTCOMBKEXT SERVICE_OUTCONIB

SDR_APPLICATION_KEY

SDR_EXT_REQUEST _OUTCOGREATE_AUDIT KEY
SDR_EXT_SERVICE_OUTCOMIREATE_AUDIT_KEY

SDR_GEO_LOCATION
SDR_INPUT
SDR_INPUT_OUTCOME
SDR_LANGUAGE
SDR_MESSAGE
SDR_MILESTONE
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT

ChildTable/ChildView

CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
INTERACTION_ID

START DATE_TIME_KEY

END_DATE_TIME_KEY

SDR_ENTRY_POINT KEY
SDR_EXIT_POINT_KEY
SDR_APPLICATION_KEY
SDR_GEO_LOCATION_KEY

SDR_LANGUAGE_KEY

SDR_APPLICATION
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
INTERACTION_FACT
DATE_TIME
DATE_TIME
SDR_ENTRY_POINT
SDR_EXIT_POINT
SDR_APPLICATION
SDR_GEO_LOCATION
SDR_LANGUAGE

STRIKEOUT_SDR_MILESTONEDREMILESTONE
BAILOUT_SDR_MILESTONE_KBR_MILESTONE
DEFLECTION_SDR_MILESTOSIBRKENLESTONE
FINAL_SDR_MILESTONE_KEBDR_MILESTONE
SELF_HELPED SDR_MILESTONE_KEYESTONE

ChildTable/ChildView

Column

ParentTable/
ParentView

ID
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
AUDIT KEY
AUDIT_KEY
AUDIT KEY
INTERACTION_ID
DATE_TIME_KEY
DATE_TIME_KEY

ParentTable/

ParentView Column
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View TENANT

ChildTable/ChildView

ChildTable/ChildView

ParentTable/

ParentTable/

Column ParentView ParentView Column
SDR_SESSION_FACT DEFLECTION_SDR_MESSAGEMEWESSAGE ID
SDR_SESSION_FACT SDR_CALL DISPOSITION_KEYDR CALL DISPOSITION ID
SDR_SESSION_FACT SDR_CALL_TYPE_KEY SDR_CALL_TYPE ID
SDR_SESSION_FACT SDR_SURVEY_SCORES_KEYSDR_SURVEY_SCORES ID
SDR_SESSION_FACT SDR_SURVEY_I1_KEY SDR_SURVEY_I1 ID
SDR_SESSION_FACT SDR_SURVEY _I2_KEY SDR_SURVEY _I2 ID
SDR_SESSION_FACT SDR_SURVEY_S1 KEY SDR_SURVEY_S1 ID
SDR_SESSION_FACT SDR_SURVEY_S2 KEY SDR_SURVEY_S2 ID

SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT
SDR_SESSION_FACT

SDR_SURVEY_QUESTIONS_ISDREBURVEY _QUESTIONS_IID
SDR_SURVEY_QUESTIONS_ISDREBURVEY QUESTIONS_|ID
SDR_SURVEY_QUESTIONS_SDREYURVEY QUESTIONS_SD
SDR_SURVEY_QUESTIONS_SDREYURVEY QUESTIONS_3D

SDR_SESSION_FACT SDR_SURVEY_STATUS_KEY SDR_SURVEY_STATUS ID
SDR_SURVEY_ANSWERS  CREATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_FACT CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_FACT UPDATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY

SDR_SURVEY_FACT
SDR_SURVEY_FACT
SDR_SURVEY_FACT

START _DATE_TIME_KEY

INTERACTION_ID

SDR_SURVEY_QUESTIONS_ KPR _SURVEY_QUESTIONS

DATE_TIME
INTERACTION_FACT

DATE_TIME_KEY
INTERACTION_ID
ID

SDR_SURVEY_FACT SDR_SURVEY_ANSWERS_KEYDR_SURVEY ANSWERS  ID
SDR_SURVEY_I1 CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_I2 CREATE_AUDIT _KEY CTL_AUDIT LOG AUDIT KEY
SDR_SURVEY_QUESTIONS CREATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_QUESTIONS_ICREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT KEY
SDR_SURVEY_QUESTIONS_ICREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_QUESTIONS_SIREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_QUESTIONS SREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_S1 CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_S2 CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY SCORES  CREATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_STATUS CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_TRANSCRIPT ERERTE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_TRANSCRIPT BRDATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
SDR_SURVEY_TRANSCRIPT S$A&RT DATE TIME_KEY  DATE_TIME DATE_TIME_KEY
SDR_USER_INPUT CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY

ChildTable/ChildView
Column

ParentTable/
ParentView

ParentTable/

ChildTable/ChildView ParentView Column
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View TENANT

ChildTable/ChildView

SDR_USER_INPUTS_FACT
SDR_USER_INPUTS_FACT
SDR_USER_INPUTS_FACT
SDR_USER_INPUTS_FACT
SDR_USER_INPUTS_FACT
SDR_USER_INPUTS_FACT
SDR_USER_INPUTS_FACT

ChildTable/ChildView

Column
CREATE_AUDIT KEY
UPDATE_AUDIT_KEY
START _DATE_TIME_KEY
SDR_INPUT_KEY
SDR_USER_INPUT _KEY

ParentTable/
ParentView

CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
SDR_INPUT
SDR_USER_INPUT

SDR_INPUT_OUTCOME_KEYSDR_INPUT_OUTCOME

SDR_APPLICATION_KEY

SDR_USER_MILESTONE_FACOREATE_AUDIT_KEY
SDR_USER_MILESTONE_FAQIPDATE_AUDIT KEY
SDR_USER_MILESTONE_FACSTART DATE_TIME_KEY
SDR_USER_MILESTONE_FACSDR_MILESTONE_KEY
SM_MEDIA_NEUTRAL_STATESFART DATE_TIME_KEY
SM_MEDIA_NEUTRAL_STATEERECDATE_TIME_KEY
SM_MEDIA_NEUTRAL_STATERESOURCE_KEY
SM_MEDIA_NEUTRAL_STATERESOURCE_STATE_KEY

SM_MEDIA_NEUTRAL_STATERESOURCE_GROUP_COMBINEBONRKEYGROUP_COMBINGRTODR _COMBINATION_KEY

SM_MEDIA_NEUTRAL_STATETEN&NT_KEY
SM_MEDIA_NEUTRAL_STATECREATE_AUDIT_KEY

SM_RES_SESSION_FACT
SM_RES_SESSION_FACT
SM_RES_SESSION_FACT
SM_RES_SESSION_FACT
SM_RES_SESSION_FACT
SM_RES_SESSION_FACT
SM_RES_SESSION_FACT
SM_RES_SESSION_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT

ChildTable/ChildView

START DATE_TIME_KEY
END_DATE_TIME_KEY
TENANT _KEY
MEDIA_TYPE_KEY
RESOURCE_KEY

RESOURCE_GROUP_COMBIN&HONRKEY GROUP_COMBINGROWR_COMBINATION_KEY

CREATE_AUDIT_KEY
UPDATE_AUDIT KEY
START _DATE_TIME_KEY
END_DATE_TIME_KEY
TENANT_KEY
MEDIA_TYPE_KEY
RESOURCE_KEY

RESOURCE_GROUP_COMBIN&EHONRKEY GROUP_COMBINAROQR_COMBINATION_KEY

SDR_APPLICATION
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
SDR_MILESTONE
DATE_TIME
DATE_TIME
RESOURCE_
RESOURCE_STATE

TENANT
CTL_AUDIT_LOG
DATE_TIME
DATE_TIME
TENANT
MEDIA_TYPE
RESOURCE_

CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
DATE_TIME
TENANT
MEDIA_TYPE
RESOURCE_

PRIMARY_MEDIA RESOURCREKXYURCE _

RESOURCE_STATE_KEY
CREATE_AUDIT_KEY

ChildTable/ChildView

Column

RESOURCE_STATE
CTL_AUDIT_LOG

ParentTable/
ParentView

ParentTable/
ParentView Column

AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY

AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY

ID

DATE_TIME_KEY
DATE_TIME_KEY
RESOURCE_KEY
RESOURCE_STATE_KEY

TENANT_KEY
AUDIT_KEY
DATE_TIME_KEY
DATE_TIME_KEY
TENANT_KEY
MEDIA_TYPE_KEY
RESOURCE_KEY

AUDIT_KEY
AUDIT KEY
DATE_TIME_KEY
DATE_TIME_KEY
TENANT_KEY
MEDIA_TYPE_KEY
RESOURCE_KEY

RESOURCE_KEY
RESOURCE_STATE_KEY
AUDIT_KEY

ParentTable/
ParentView Column
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ChildTable/ChildView
Column ParentView

UPDATE_AUDIT_KEY CTL_AUDIT_LOG
SM_RES_SESSION_FACT SDSMKIRES SESSION_FACT
SM_RES_SESSION_FACT KE$M_RES_SESSION_FACT

ParentTable/ ParentTable/

ParentView Column
AUDIT_KEY
START _DATE_TIME_KEY
SM_RES_SESSION_FACT_KEY

ChildTable/ChildView

SM_RES_STATE_FACT
SM_RES_STATE_FACT
SM_RES_STATE_FACT

SM_RES_STATE_REASON_FATENANT_KEY TENANT TENANT_KEY
SM_RES_STATE_REASON_FACREATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
SM_RES_STATE_REASON_FAGRDATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY

SM_RES_STATE_REASON_FASTART DATE_TIME_KEY
SM_RES_STATE_REASON_FAEND DATE_TIME_KEY DATE_TIME DATE_TIME_KEY
SM_RES_STATE_REASON FARESOURCE STATE KEY  RESOURCE_STATE RESOURCE_STATE_KEY
SM_RES_STATE_REASON_FARESOURCE_STATE_REASONRESOURCE_STATE_REASONRESOURCE_STATE_REASON_KEY
SM_RES_STATE_REASON_FAMEDIA_TYPE_KEY MEDIA_TYPE MEDIA_TYPE_KEY
SM_RES_STATE_REASON_FARESOURCE_KEY RESOURCE_ RESOURCE_KEY
SM_RES_STATE_REASON_FARESOURCE_GROUP_COMBINVEEONRKEYGROUP_COMBINGRTDIR_COMBINATION_KEY
SM_RES_STATE_REASON_FASNI RES_SESSION_FACT KE®M_RES_SESSION_FACT  SM_RES_SESSION_FACT KEY
SM_RES_STATE_REASON_FASNI_ RES_STATE_FACT KEY SM_RES_STATE_FACT SM_RES_STATE_FACT_KEY
SM_RES_STATE_REASON_FASNI_ RES_SESSION_FACT_SDIMKIRES SESSION_FACT  START DATE_TIME_KEY
SM_RES_STATE_REASON_FASNI_ RES_STATE_FACT SDT_ISBY RES_STATE_FACT START DATE_TIME_KEY

DATE_TIME DATE_TIME_KEY

STG_IDB_FK_VIOLATION  CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT KEY
STG_TRANSFORM_DISCARDINTERACTION_ID INTERACTION_FACT INTERACTION_ID
STG_TRANSFORM_DISCARDSREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT KEY
STRATEGY TENANT_KEY TENANT TENANT _KEY
STRATEGY CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT KEY
STRATEGY UPDATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
TECHNICAL_DESCRIPTOR CREATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
TECHNICAL_DESCRIPTOR UPDATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
TIME_ZONE TENANT_KEY TENANT TENANT_KEY
TIME_ZONE CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
TIME_ZONE UPDATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
USER_DATA_CUST DIM_1 TENANT _KEY TENANT TENANT _KEY
USER_DATA_CUST DIM_1 CREATE_AUDIT KEY CTL_AUDIT_LOG AUDIT_KEY
WORKBIN WORKBIN_RESOURCE_KEY RESOURCE._ RESOURCE_KEY
WORKBIN CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
WORKBIN UPDATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY
CALLING_LIST TENANT _KEY TENANT TENANT_KEY
CALLING_LIST CREATE_AUDIT_KEY CTL_AUDIT_LOG AUDIT_KEY

ChildTable/ChildView

ChildTable/ChildView

Column

ParentTable/
ParentView

ParentTable/
ParentView Column

Genesys Info Mart Physical Data Model for a PostgreSQL Database

638



Reference List

View TENANT

ChildTable/ChildView
Column

CALLING_LIST UPDATE_AUDIT KEY
CALLING_LIST TO_CAMP_FACREATE_AUDIT_KEY
CALLING_LIST TO_CAMP_FAGRDATE_AUDIT_KEY
CALLING_LIST TO_CAMP_FAEND_DATE_TIME_KEY
CALLING_LIST TO_CAMP_FAETART DATE_TIME_KEY
CALLING_LIST TO_CAMP_FACAMPAIGN_KEY
CALLING_LIST TO_CAMP_FACALLING_LIST_KEY

ChildTable/ChildView

CALLING_LIST_TO_CAMP_FATENANT_KEY

CAMPAIGN
CAMPAIGN
CAMPAIGN
CAMPAIGN
CAMPAIGN
CAMPAIGN
GROUP_
GROUP_
GROUP_

TENANT_KEY
UPDATE_AUDIT_KEY
UPDATE_AUDIT_KEY
CREATE_AUDIT_KEY
CREATE_AUDIT_KEY
TENANT_KEY
TENANT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

GROUP_TO_CAMPAIGN_FACGROUP_KEY
GROUP_TO_CAMPAIGN_FACTAMPAIGN_KEY
GROUP_TO_CAMPAIGN_FACTENANT_KEY

GROUP_TO_CAMPAIGN_FACSTART DATE_TIME_KEY

GROUP_TO_CAMPAIGN_FACEND_DATE_TIME_KEY
GROUP_TO_CAMPAIGN_FACTREATE_AUDIT_KEY
GROUP_TO_CAMPAIGN_FACUPDATE_AUDIT_KEY

PLACE

PLACE

PLACE

PLACE_GROUP_FACT
PLACE_GROUP_FACT
PLACE_GROUP_FACT
PLACE_GROUP_FACT
PLACE_GROUP_FACT
PLACE_GROUP_FACT
PLACE_GROUP_FACT
PLACE_GROUP_FACT

TENANT_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY

PLACE_GROUP_FACT KEY

END_DATE_TIME_KEY
TENANT_KEY
PLACE_KEY
GROUP_KEY

START _DATE_TIME_KEY

UPDATE_AUDIT_KEY
CREATE_AUDIT_KEY

ChildTable/ChildView

ChildTable/ChildView
Column

ParentTable/
ParentView

CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT LOG
DATE_TIME
DATE_TIME
CAMPAIGN
CALLING_LIST
TENANT
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
TENANT
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG
GROUP_
CAMPAIGN
TENANT
DATE_TIME
DATE_TIME
CTL_AUDIT_LOG
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG

PLACE_GROUP_FACT

DATE_TIME
TENANT

PLACE

GROUP_
DATE_TIME
CTL_AUDIT_LOG
CTL_AUDIT_LOG

ParentTable/
ParentView

ParentTable/
ParentView Column

AUDIT_KEY
AUDIT_KEY
AUDIT_KEY

DATE_TIME_KEY
DATE_TIME_KEY

ID
ID

TENANT _KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
TENANT _KEY
TENANT_KEY
TENANT _KEY
AUDIT_KEY

ID

ID

TENANT_KEY
DATE_TIME_KEY
DATE_TIME_KEY
AUDIT_KEY
AUDIT_KEY
TENANT _KEY
AUDIT_KEY
AUDIT_KEY

PLACE_GROUP_FACT KEY

DATE_TIME_KEY

TENANT_KEY

PLACE_KEY

ID

DATE_TIME_KEY

AUDIT_KEY

AUDIT_KEY
ParentTable/

ParentView Column
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View TENANT

ChildTable/ChildView

RESOURCE_GROUP_FACT
RESOURCE_GROUP_FACT
RESOURCE_GROUP_FACT
RESOURCE_GROUP_FACT
RESOURCE_GROUP_FACT
RESOURCE_GROUP_FACT
RESOURCE_GROUP_FACT
RESOURCE_SKILL_FACT
RESOURCE_SKILL_FACT
RESOURCE_SKILL_FACT
RESOURCE_SKILL_FACT
RESOURCE_SKILL_FACT
RESOURCE_SKILL_FACT
RESOURCE_SKILL_FACT
SKILL

SKILL

SKILL

TENANT

TENANT

ChildTable/ChildView

ChildTable/ChildView
Column

START _DATE_TIME_KEY
END_DATE_TIME_KEY
TENANT_KEY
RESOURCE_KEY
GROUP_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
START_DATE_TIME_KEY
END_DATE_TIME_KEY
TENANT _KEY
RESOURCE_KEY
SKILL_KEY
CREATE_AUDIT_KEY
UPDATE_AUDIT_KEY
UPDATE_AUDIT_KEY
CREATE_AUDIT_KEY
TENANT_KEY
UPDATE_AUDIT KEY
CREATE_AUDIT_KEY

ChildTable/ChildView
Column

ParentTable/
ParentView

DATE_TIME
DATE_TIME
TENANT
RESOURCE_
GROUP_
CTL_AUDIT_LOG
CTL_AUDIT_LOG
DATE_TIME
DATE_TIME
TENANT
RESOURCE_
SKILL
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
CTL_AUDIT_LOG
TENANT
CTL_AUDIT_LOG
CTL_AUDIT_LOG

ParentTable/
ParentView

ParentTable/
ParentView Column

DATE_TIME_KEY
DATE_TIME_KEY
TENANT _KEY
RESOURCE_KEY
ID

AUDIT_KEY
AUDIT_KEY
DATE_TIME_KEY
DATE_TIME_KEY
TENANT_KEY
RESOURCE_KEY
ID

AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
AUDIT_KEY
TENANT_KEY
AUDIT_KEY
AUDIT_KEY

ParentTable/
ParentView Column
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Info Mart Indexes

View TENANT

Info Mart Indexes

This page provides a comprehensive list of indexes created in a nonpartitioned database, for those
tables described in this document. Certain indexes, such as those required for purging, are not
created in the schema during database initialization because they are not applicable to a partitioned
database. Thus, the number of indexes would be smaller in a partitioned database, where purging is

based on partitions.
Legend: U = Unique

Table

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

Table

Index

|_BGS_BOT_DIM

|_ BGS_BOT_NAME_DIM

|_BGS_SESSION_DIM

|_BGS_SESSION_FACT SDT

|_CALLBACK_DIAL_RESULTSX

|_CALLBACK_DIM_1

|_CALLBACK_DIM 2

|_ CALLBACK_DIM_3

Index

Description

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

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

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

Improves access time,
based on the Start Date
Time key.

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

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

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

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

Description
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Info Mart Indexes

View TENANT

Table

CALLBACK_DIM_4

Index U

|_CALLBACK_DIM 4 X

CALLING_LIST_METRIC_FACT CLMF_SDT

CALLING_LIST_METRIC_FACT CLMF_TNT

CAMPAIGN_GROUP_SESSION GBSEF_SID X

CAMPAIGN_GROUP_SESSION GASEF_DT

CAMPAIGN_GROUP_SESSION GASEF_TNT

CAMPAIGN_GROUP_STATE_RACGSTF_STD

CAMPAIGN_GROUP_STATE_RACGSTF_CGSF

CAMPAIGN_GROUP_STATE_RACGSTF_TNT

CDR_DIM1
CDR_FACT

CHAT_SESSION_DIM

CHAT_SESSION_FACT

CHAT_THREAD_FACT

|_CDR_DIM1 X
|_CDR_FACT_SDT

|_CHAT_SESSION_DIM X

|_CHAT_SESSION_FACT SDT

|_CHAT THREAD_FACT SDT

COBROWSE_END_REASON |_COBROWSE_END_REASONK

Table

Index U

Description
unique.

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

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Tenant.

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.

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Campaign
Group Session Fact key.

Improves access time,
based on the Tenant.

Reserved for future use.
Reserved for future use.

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

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Start Date
Time key.

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

Description
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View TENANT

Table

COBROWSE_FACT

COBROWSE_MODE

COBROWSE_PAGE

COBROWSE_USER_AGENT

CONTACT_ATTEMPT_FACT

CONTACT_ATTEMPT_FACT

CONTACT_ATTEMPT_FACT

CONTACT ATTEMPT FACT
CTL_AUDIT_LOG
CTL_ETL_HISTORY
CTL_EXTRACT_HISTORY
CTL_GDPR_HISTORY
CTL_GDPR_HISTORY

CTL_PURGE_HISTORY

Index U

| COBROWSE_FACT_SDT

|_COBROWSE_MODE X

|_COBROWSE_PAGE X

| COBROWSE_USER_AGENTX

|_CAF_SDT

|_CAF_TNT

|_CAF_CGSF

|_CAF_CID
IDX_CTL_AL_CTS

|_ C_ETL_H_CTS
|_C_EXTRACT_H_CTS
|_ CTL_GDPR_H_C_ID
|_CTL_GDPR_H_CTS

|_C_PURGE_H_CTS

CTL_TRANSFORM_HISTORY |_C_TRANSFORM _H_CTS

CTL_UDE_KEYS_TO_DIM_MAPBIDE KEYS_ TO D M KN X

Table

Index U

Description

Improves access time,
based on the Start Date
Time key.

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

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

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

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Tenant.

Improves access time,
based on the Campaign
Group Session Fact key.

Improves access time,
based on the Call ID.

Improves purge
performance.

Improves purge
performance.

Improves purge
performance.

Improves search
performance.

Improves purge
performance.

Improves purge
performance.

Improves purge
performance.

A constraint that
enforces unique
mapping for each user-
data dimension table.

Description
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Table Index V) Description

A constraint that
enforces unique
CTL_UD_TO_UDE_MAPPINGI_C_UD_TARGET X mapping for each
column in each target
user-data table.

Improves access time,
based on the user-data
key name for mapping
that is currently active.

CTL_UD_TO_UDE_MAPPING|_C_UD_TO_UDE_KN

Improves access time,
DATE_TIME IDX_DT_30 based on a 30-minute
key.

Improves access time,
DATE_TIME IDX_DT_NEXT30 based on the next
30-minute key.

Improves access time,
DATE_TIME IDX_DT_NEXT based on the key of the
next record.

Improves access time,
based on the 30-minute

DATE_TIME IDX_DT_30_INT key, the next 30-minute
key, and the primary
key.

Improves access time,
based on the hour key,
the next hour key, and
the primary key.

DATE_TIME IDX_DT_HOUR_INT

Improves access time,
based on the day key,
the next day key, and
the primary key.

DATE_TIME IDX_DT_DAY_INT

Improves access time,
based on the month

DATE_TIME IDX_DT_MONTH_INT key, the next month
key, and the primary
key.

Improves access time,
DATE_TIME IDX_DT_CAL _DATE based on the calendar
date.

Ensures that the
combinations of values

GPM_DIM1 |_GPM_DIM1 X that are stored in the
dimension table are
unique.

Improves access time,
GPM_FACT |_GPM_FACT_SDT based on the Start Date
Time key.

GPM_MODEL |_GPM_MODEL X Ensures that the
Table Index V) Description
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View TENANT

Table Index U

GPM_PREDICTOR |_GPM_PREDICTOR X

GPM_RESULT |_GPM_RESULT X

GROUP_ANNEX |_GROUP_ANNEX_END_TS

GROUP_ANNEX |_GROUP_ANNEX X

INTERACTION_DESCRIPTORI_INTERACTION_DESCRIPTOR

INTERACTION_FACT |_IF_SDT

INTERACTION_FACT |_IF_CID

INTERACTION_RESOURCE_FAGRF_SDT
INTERACTION_RESOURCE_FA(RF_PT_GUID X

INTERACTION_RESOURCE_FAXX IRF_IID

IRF_USER_DATA CUST 1 | IRF_USER_DATA CUST 1 SDT

IRF_USER_DATA GEN_1 | IRF_USER_DATA_GEN_1_SDT

IRF_USER_DATA_KEYS |_IRF_USER_DATA_KEYS_SDT

IXN_RESOURCE_STATE_FACT IRSF_SDT
Table Index U

Description

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

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

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

Improves access time,
based on the End
Timestamp.

Improves access time,
based on dimension
values.

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

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Call ID.

Improves access time,
based on the Start Date
Time key.

Reserved.
Improves access time,

based on the
INTERACTION ID.

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Start Date
Time key.

Improves access time,

Description
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Table Index V) Description

based on the Start Date
Time key.

Ensures that the
combinations of values

LDR_CAMPAIGN |_LDR_CAMPAIGN X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

LDR_DEVICE |_LDR_DEVICE X that are stored in the
dimension table are
unique.

Improves access time,
LDR_FACT |_LDR_FACT_SDT based on the Start Date
Time key.

Ensures that the
combinations of values

LDR_GROUP |_LDR_GROUP X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

LDR_LIST |_LDR_LIST X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

LDR_POSTAL_CODE |_LDR_POSTAL_CODE X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

LDR_RECORD | LDR_RECORD X that are stored in the
dimension table are
unique.

Improves access time,

MEDIATION_SEGMENT_FACT _MSF_SDT based on the Start Date
Time key.

Improves access time,

MEDIATION_SEGMENT FACT_MSF _IID based on the
INTERACTION ID.

Ensures that the
combinations of values

MEDIA_ORIGIN |_MEDIA_ORIGIN X that are stored in the
dimension table are
unique.

Ensures that the
MEDIA TYPE |_MEDIA TP_MCD X combinations of values
that are stored in the

Table Index V) Description
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Table Index V) Description
dimension table are
unique.
POST CALL _SURVEY DIM 11 POST_CALL SURVEY DIM X Improves access time.
POST _CALL SURVEY_DIM 2| POST CALL SURVEY DIM 2 Improves access time.
POST_CALL_SURVEY_DIM_31_POST_CALL_SURVEY_DIM_® Improves access time.
POST CALL SURVEY DIM 41 POST_CALL SURVEY DIM 4 Improves access time.
POST_CALL_SURVEY_DIM_51_POST_CALL_SURVEY_DIM_% Improves access time.
POST _CALL_SURVEY DIM 61 POST_CALL SURVEY_DIM % Improves access time.
RESOURCE _ IDX_RES_CFG_DBID X Reserved.

Improves access time,
RESOURCE_ IDX_RES_TYPE_CODE based on the code for

the resource type.
RESOURCE_ |_RES_KEY_CFG_DBID X Reserved.

Improves access time,
RESOURCE_ANNEX | RESOURCE_ANNEX X based on dimension

values.

Improves access time,
RESOURCE_ANNEX |_RESOURCE_ANNEX_END_TS based on the End

Timestamp.

Improves access time,
SDR_ACTIVITIES_FACT | SDR_ACTIVITIES_FACT SDT based on the Start Date

Time key.

Ensures that the
combinations of values

SDR_ACTIVITY |_SDR_ACTIVITY X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_APPLICATION |_SDR_APPLICATION X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_CALL_DISPOSITION | SDR_CALL DISPOSITION X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_CALL_TYPE | SDR_CALL_TYPE X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_CUST _ATRIBUTES | SDR_CUST ATRIBUTES X that are stored in the
dimension table are
Table Index ) Description
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Table Index V) Description
unique.
Improves access time,
SDR_CUST _ATRIBUTES FACT SDR_CUST_ATRIBUTES_FACT _SDT based on the Start Date
Time key.

Ensures that the
combinations of values

SDR_ENTRY_POINT |_SDR_ENTRY_POINT X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_EXIT POINT | SDR_EXIT_POINT X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_EXT HTTP_REST | SDR_EXT HTTP_REST X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_EXT_REQUEST |_SDR_EXT_REQUEST X that are stored in the
dimension table are
unique.

Improves access time,
SDR_EXT REQUEST FACT | SDR_EXT REQUEST FACT SDT based on the Start Date
Time key.

Ensures that the
combinations of values

SDR_EXT _REQUEST OUTCOMEDR_EXT REQUEST OUTCOME that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_EXT SERVICE_OUTCOMEDR_EXT SERVICE_OUTCOME that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_GEO_LOCATION | SDR_GEO_LOCATION X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_INPUT |_SDR_INPUT X that are stored in the
dimension table are
unique.

SDR_INPUT OUTCOME  |_SDR_INPUT OUTCOME X SMEUITES ikl s

combinations of values
Table Index V) Description
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Table Index V) Description

that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_LANGUAGE |_SDR_LANGUAGE X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_MESSAGE |_SDR_MESSAGE X that are stored in the
dimension table are
unique.

Ensures that the
combinations of values

SDR_MILESTONE | SDR_MILESTONE X that are stored in the
dimension table are
unique.

Improves access time,
SDR_SESSION_FACT | SDR_SESSION_FACT _SDT based on the Start Date
Time key.

Ensures that the
combinations of values

SDR_SURVEY_ANSWERS | SDR_SURVEY ANSWERS X that are stored in the
dimension table are
unique.

Improves access time,
SDR_SURVEY_FACT | SDR_SURVEY_FACT SDT based on the Start Date
Time key.

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

SDR_SURVEY_I1 |_SDR_SURVEY |1 X

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

SDR_SURVEY _I2 |_SDR_SURVEY 2 X

Ensures that the
combinations of values

SDR_SURVEY_QUESTIONS | _SDR_SURVEY_QUESTIONSX that are stored in the
dimension table are
unique.

Improves access time,
based on the

SDR_SURVEY_QUESTIONS_IlL SDR_SURVEY_QUESTIONSX1 CREATE. AUDIT KEY

value.
Improves access time,
SDR_SURVEY_QUESTIONS IRSDR_SURVEY_QUESTIONSX2 based on the
CREATE_AUDIT_KEY
Table Index V) Description
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Table

Index U

SDR_SURVEY_QUESTIONS $1SDR_SURVEY_QUESTIONSXS1

SDR_SURVEY_QUESTIONS_$2SDR_SURVEY_QUESTIONSXS2

SDR_SURVEY_S1

SDR_SURVEY_S2

SDR_SURVEY_SCORES

SDR_SURVEY_STATUS

|_ SDR_SURVEY_S1 X

|_SDR_SURVEY_S2 X

|_ SDR_SURVEY_SCORES X

|_ SDR_SURVEY_STATUS X

SDR_SURVEY_TRANSCRIPT FSOR_SRV_TRANSCRIPT FACT_SDT

SDR_USER_INPUT

SDR_USER_INPUTS_FACT

|_SDR_USER_INPUT X

|_ SDR_USER_INPUTS_FACT_SDT

SDR_USER _MILESTONE_FAQTSDR_USER_MILESTONE_FACT SDT

SM_RES_SESSION_FACT

SM_RES_STATE_FACT

SM_RES_STATE_FACT

|_ SM_RS_SSSN_SDT

|_RSSF_SDT

|_RSSF_RMESSSR

SM_RES_STATE_REASON_FACKSRF_SDT

Table

Index U

Description
value.

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

Improves access time,
based on the
CREATE_AUDIT_KEY
value.

Improves access time,
based on the Start Date
Time key.

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

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Start Date
Time key.

Improves access time,
based on the Start Date
Time key.

Improves access time.
Improves access time,

Description
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Table Index V) Description

based on the Start Date
Time key.

Improves access time,
STG_TRANSFORM_DISCARDISS TRNFRM_DISCARDS IXNID based on the
INTERACTION ID.

Improves access time,
STG_TRANSFORM_DISCARDISS_TRNFRM_DISCARDS_SDT based on the
ETL DATE TIME key.

Ensures that the
combinations of values

USER DATA CUST DIM_1 | USER DATA CUST DIM 1 X that are stored in the
dimension table are
unique.

Table Index V) Description
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Info Mart Partitioning

For general information about partitioning in the Info Mart database, see Database Partitioning in the

Deployment Guide.

This page provides a comprehensive list of tables for which partitions are created in a partitioned Info

Mart database, grouped as follows:

* Dimensional Model Fact Tables
e GIDB Fact Tables

e Control Tables

The name of the key by which a table is partitioned is included for each table.

Partitioned Dimensional Model Fact Tables

Dimensional Model fact tables are partitioned by the Start Date Time key. The size of the partitions is
determined by the partitioning-interval-size-gim configuration option.

Table
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
IRF_USER_DATA_CUST 1
IRF_USER_DATA GEN_1

Partitioned by Key

START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START DATE_TIME_KEY
START_DATE_TIME_KEY
START DATE_TIME_KEY
START_DATE_TIME_KEY
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Table
IRF_USER_DATA KEYS
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

Partitioned GIDB Fact Tables

Partitioned by Key

START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START DATE_TIME_KEY
START DATE_TIME_KEY
START DATE_TIME_KEY
START DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY
START _DATE_TIME_KEY
START DATE_TIME_KEY

Keys used for partitioning of GIDB fact tables vary from table to table. The size of the partitions is
determined by the partitioning-interval-size-gidb configuration option, which you can override for
Multimedia- and Outbound Contact-related data by specifying different values for the partitioning-
interval-size-gidb-mm and partitioning-interval-size-gidb-ocs configuration options, respectively. In

the following table:

* No asterisk means that partition size is always controlled by the partitioning-interval-size-gidb

option (default is 24 hours).

e A single asterisk (*) indicates that partition size can be controlled by the partitioning-interval-size-

gidb-mm option.

e A double asterisk (**) indicates that partition size can be controlled by the partitioning-interval-size-

gidb-ocs option.

Table
GIDB_G_AGENT _STATE_HISTORY_MM#*
GIDB_G_AGENT _STATE_HISTORY_V
GIDB_G_AGENT_STATE_RC_MM*
GIDB_G_AGENT _STATE_RC V

Partitioned by Key

ADDED TS
ADDED_TS
CREATED_TS
CREATED_TS
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Table Partitioned by Key
GIDB_G_CALL _HISTORY MM* ADDED TS
GIDB_G_CALL_HISTORY_V ADDED TS
GIDB_G_CALL MM* ADDED_TS

GIDB_G_CALL_STAT V

GSYS_EXT_INT2

GIDB_G_CALL_V CREATED_TS
GIDB_G_CUSTOM_DATA S_MM+* ADDED TS
GIDB_G_CUSTOM DATA S_V ADDED TS
GIDB_G_DND_HISTORY_MMx* ADDED TS
GIDB_G_DND_HISTORY_V ADDED_TS
GIDB_G_IR_HISTORY MM* ADDED TS
GIDB_G_IR_HISTORY_V ADDED_TS
GIDB_G_IR_MM* ADDED TS
GIDB_G_IR_V CREATED_TS
GIDB_G_IS_LINK_HISTORY_V ADDED TS
GIDB_G_IS_LINK_V INITIATED_TS
GIDB_G_LOGIN_SESSION_MMx* CREATED_TS
GIDB_G_LOGIN_SESSION_V CREATED_TS
GIDB_G_PARTY_HISTORY_MMx* ADDED TS
GIDB_G_PARTY_HISTORY_V ADDED_TS
GIDB_G_PARTY_MM* CREATED_TS
GIDB_G_PARTY_V CREATED_TS
GIDB_G_ROUTE_RESULT MM* TERMINATED TS
GIDB_G_ROUTE_RESULT V CREATED_TS
GIDB_G_ROUTE_RES_VQ HIST MM ADDED TS
GIDB_G_ROUTE_RES_VQ HIST V ADDED TS
GIDB_G_SECURE_UD_HISTORY_MM* ADDED_TS
GIDB_G_SECURE_UD_HISTORY_V ADDED TS
GIDB_G_USERDATA_HISTORY_MMx* ADDED TS
GIDB_G_USERDATA HISTORY V ADDED TS
GIDB_G_VIRTUAL_QUEUE_MM* ADDED_TS
GIDB_G_VIRTUAL_QUEUE_V CREATED_TS
GIDB_GM_F_USERDATA* GSYS_EXT_INT1
GIDB_GM_L_USERDATA* GSYS_EXT_INT2
GIDB_GO_CAMPAIGN** CREATED_TS
GIDB_GO_CAMPAIGNHISTORY** ADDED TS
GIDB_GO_CHAIN** CREATED_TS
GIDB_GO_CHAINREC_HIST** ADDED TS
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Table Partitioned by Key
GIDB_GO_FIELDHIST** ADDED TS
GIDB_GO_METRICS** ADDED TS
GIDB_GO_SEC_FIELDHIST** ADDED TS
GIDB_GOX_CHAIN_CALL** ADDED TS
GIDB_GX_SESSION_ENDPOINT_MM* CREATED TS
GIDB_GX_SESSION_ENDPOINT_V CREATED_TS

Partitioned Control Tables

Control tables are partitioned by the created timestamp. The size of the partitions is determined by
the partitioning-interval-size-gim configuration option.

Table Partitioned by Key
CTL_AUDIT _LOG CREATED_TS
CTL_ETL_HISTORY CREATED_TS
CTL_EXTRACT_HISTORY CREATED_TS
CTL_PURGE_HISTORY CREATED_TS
CTL_TRANSFORM_HISTORY CREATED_TS
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Info Mart Service and Staging Tables and
Administrative Views

Most service and staging tables are intended for internal purposes and are not described in detail in
this guide. For general information about the service (CTL *) and staging (STG_*) tables and
administrative views (ADMIN_*) in the Info Mart database schema, see Genesys Info Mart Database
Schema and Info Mart Service and Control Tables.

Service Tables and Administrative Views

The service (or control) tables and administrative views are the areas of the Genesys Info Mart
database schema that relate to operational data, instead of to the reporting data. Use these tables
and views to:

e Trace data processing immediately after the initial deployment or during administration of Genesys Info
Mart.

¢ Configure mapping for user-data processing during the initial deployment or when user-data storage
requirements change.

The following pages describe service tables and administrative views that provide operational data
that is helpful for data validation and troubleshooting:

Tables

« CTL_AUDIT_LOG Views

e CTL_ETL_HISTORY « ADMIN_AUDIT LOG

e CTL_EXTRACT_HISTORY « ADMIN_ETL _JOB_HISTORY
« CTL_GDPR_HISTORY « ADMIN_ETL_JOB_STATUS

« CTL_PURGE_HISTORY « ADMIN_ETL STEP_HISTORY
« CTL_TRANSFORM_HISTORY « ADMIN_EXTRACT HISTORY
« CTL_UDE_KEYS_TO_DIM_MAPPING « CTL_ETL_HWM

« CTL_UD_TO UDE_MAPPING

Staging Tables

The following pages describe the staging tables in which Genesys Info Mart jobs store data about
errors in ETL processing. Use these tables to troubleshoot errors in source data that prevent data
from being transformed.
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+ STG_IDB_FK_VIOLATION
+ STG_TRANSFORM_DISCARDS
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Table CTL AUDIT LOG

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.

This table allows facts and dimensions to be described by data lineage attributes. Each row
represents a logical transaction that is committed by Genesys Info Mart, identifying the ETL job that
is involved in the transaction, including the minimum and maximum DATE_TIME values (which give a
date-time range for the data that is committed in the transaction), and providing the processing
status (an internal indicator of the kind of data that is processed).

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
AUDIT_KEY numeric(19) X X
JOB_ID varchar(64) X
CREATED timestamp(3) X
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Column Data Type P M F DV
INSERTED timestamp(3)
PROCESSING_STATbtedgdrY X
MIN_START DATE_irtégecEY X
MAX_START DATE ifitEgeKEY X

MAX_CHUNK_TS integer
DATA_SOURCE_KEYhteger
ROW_COUNT integer
CREATED_TS integer X

AUDIT_KEY

The primary key of this table and the surrogate key that is used to join this table to GIDB, merge
tables, and dimensional model tables.

JOB_ID

ID that uniquely identifies the execution instance of the job.

CREATED

The date and time of row creation.

INSERTED

The UTC-equivalent date and time when the processing of the logical transaction described by this
row was completed and the record was inserted into the database.

PROCESSING_STATUS_KEY

Reference to the CTL_PROCESSING_STATUS dimension. This field is reserved.

MIN_START DATE TIME_KEY

The minimum value of START DATE_TIME_KEY that is committed in a transaction. If partitioning is
enabled, this value helps to identify fact-table partition(s) in which data was inserted or updated.
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MAX_START DATE_TIME_KEY

The maximum value of START _DATE_TIME_KEY that is committed in a transaction. If partitioning is
enabled, this value helps to identify fact-table partition(s) in which data was inserted or updated.

MAX_CHUNK_TS

The maximum value out of all timestamps that are stored for a particular chunk of data that is

marked with the corresponding audit key.

DATA_SOURCE_KEY

The surrogate key that is used to join to the CTL_DS dimension. It specifies the data source server,
such as T-Server, Interaction Server, Configuration Server, Outbound Contact Server (OCS), and

Genesys Info Mart Server itself.

ROW_COUNT

The number of records that are marked with this audit key.

CREATED_TS

The UTC-equivalent value of the date and time of row creation.

Index List

CODE ) C

IDX_CTL_AL_CTS

Index IDX_CTL_AL_CTS

Field Sort
CREATED_TS Ascending

Subject Areas

No subject area information available.

Description

Improves purge
performance.

Comment
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Table CTL ETL HISTORY

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.

This table provides information about the execution of each Genesys Info Mart job. A row is added to
this table after each job completes.

Tip
Genesys recommends that you use the ADMIN ETL JOB HISTORY view to query the
job execution data.

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 P M F DV
JOB_ID varchar(64) X X
WORKFLOW _TYPE varchar(32) X X
JOB_NAME varchar(32)

JOB_VERSION varchar(32)

LOCAL_START_TIM&imestamp(3)
LOCAL_END_TIME timestamp(3)
GMT_START_TIME timestamp(3)
GMT_END _TIME timestamp(3)

DURATION integer

STATUS varchar(32)

CREATED_TS integer X
JOB_ID

ID that uniquely identifies the execution instance of the job.

WORKFLOW_TYPE

The name of the step of the job, such as Outbound.

JOB_NAME

The name of the job, such as Job_ExtractICON.

JOB_VERSION

The version of the job, such as 8.1.000.10.

LOCAL_START TIME

The date and time the first step of the job started (in the time zone where Genesys Info Mart Server
is running).

LOCAL_END_TIME

The date and time the last step of the job ended (in the time zone where Genesys Info Mart Server is
running).
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GMT START TIME

The date and time the first step of the job started (in GMT time zone).

GMT_END_TIME

The date and time the last step of the job ended (in GMT time zone).

DURATION

The duration of the job, in seconds.

STATUS

The status of the job, such as COMPLETE or FAILED.

CREATED_TS

The UTC-equivalent value of the date and time at which the job started.

Index List
CODE U C Description
Improves purge
G ETL Al performance.
Index | C ETL H CTS
Field Sort Comment

CREATED_TS Ascending

Subject Areas

No subject area information available.
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Table CTL EXTRACT HISTORY

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.

This table contains information about the last attempted and last successful incremental extraction.
The UTC-equivalent value of the date and time and/or a sequence number are provided for the data
source table that was used in the last extract attempt. Data source information covers such details as
the IDB from which the data was extracted, the ICON instance that populated the IDB, and the
application that was the original source of data (T-Server, Outbound Contact Server, and so forth).

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
TABLE_NAME varchar(255) X
DATA SOURCE_KEY¥hteger X

DATA_SOURCE_TYRkteger
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Column Data Type P M F DV
ROW_COUNT integer
MAX_TIME timestamp(3)
MAX_TS integer
ICON_DBID integer X 0
DSS ID integer

PROVIDERTAG integer
EXTRACT _START Ttittestamp(3)
EXTRACT_END_TIMEnestamp(3)

JOB_ID varchar(64) X

JOB_NAME varchar(32)

JOB_VERSION varchar(64)

DAP_NAME varchar(255)

CREATE_AUDIT _KEYumeric(19) X X

CREATED_TS integer X
TABLE_NAME

The name of the IDB table from which data was extracted.

DATA_SOURCE_KEY

The surrogate key that is used to join this table to the CTL_DS table.

DATA_SOURCE_TYPE

The type of the data source server as reported by ICON. This field is set to one of the following
values:

e 1 — T-Server
e 2 — Interaction Server
¢ 3 — OCS Server

e 4 — Configuration Server

ROW_COUNT

The number of records that are extracted in a given extraction cycle.
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MAX_TIME

The date and time, in the Genesys Info Mart server time zone, that represent the highest timestamp
value for the records that are extracted in a given extraction cycle.

MAX_TS

The UTC-equivalent value of the date and time that represents the highest timestamp value for the
records that are extracted in a given extraction cycle.

ICON_DBID

ID that uniquely identifies the ICON application instance. The value is the same as the one that ICON
provided in the IDB.

DSS_ID

The data source session identifier that is used in a given extraction cycle.

PROVIDERTAG

The ID of the ICON provider class, such as 5 for the configuration information provider (cfg). This field
is reserved.

EXTRACT_START_TIME

The date and time when the extraction job started.

EXTRACT_END_TIME

The date and time when the extraction job finished.

JOB_ID

ID that uniquely identifies the execution instance of the job.

JOB_NAME

The name of the job that extracted data--for example, Job_ExtractICON.
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JOB_VERSION

The version of the job that extracted data--for example, 8.1.000.10.

DAP_NAME

The name of the Database Access Point (DAP) through which data was extracted.

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.

CREATED_TS

The UTC-equivalent value of the date and time at which the extraction job started.

Index List
CODE U C Description
|_C_EXTRACT_H_CTS :)rzr[.?f?r\r/ﬁ; n[‘z:ueﬁge
Index |_C_EXTRACT H_CTS
Field Sort Comment

CREATED_TS Ascending

Subject Areas

No subject area information available.
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Table CTL GDPR _HISTORY

Description

Introduced: 8.5.010

Modified: 8.5.010.16 (scope extended to cover employee GDPR requests)

In partitioned databases, this table is not partitioned.

This table provides details about General Data Protection Regulation (GDPR) "export" or "forget"
requests that were processed successfully. A row is added to this table for each field that might have
contained an instance of personally identifiable information (PIl) specified in the customer-provided

JSON file.

The following tables and columns potentially contain PII:

Table

INTERACTION_FACT

INTERACTION_RESOURCE_FACT
IXN_RESOURCE_STATE_FACT

CONTACT_ATTEMPT_FACT

CALLBACK_FACT

CDR_FACT

LDR_FACT

SDR_CUST_ATRIBUTES_FACT

Column

For Consumer GDPR Requests

SOURCE_ADDRESS

TARGET_ADDRESS

TARGET_ADDRESS
TARGET_ADDRESS
CONTACT_INFO

RECORD_FIELD *

CUSTOMER_ANI

CUSTOMER_PHONE_NUMBER

ANI

DNIS

CLIENT_ID

CONTACT_INFO

ATRIBUTE_VALUE
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Table Column
SDR_SESSION_FACT ANI
SDR_SURVEY_TRANSCRIPT _FACT TRANSCRIPTION
Custom user data fact tables (e.g., CUSTOM_DATA_*

IRF_USER_DATA CUST 1)
For Employee GDPR Requests
USERNAME

EMPLOYEEID
GIDB_GC_AGENT FIRSTNAME

LASTNAME

EMAIL

RESOURCE_NAME

EMPLOYEE_ID
RESOURCE_ AGENT_FIRST_NAME

AGENT_LAST NAME

For audit purposes, a value of "NULL" in a record indicates that the field was evaluated for a
particular instance of Pll and was found to be empty.

By default, data is retained in the CTL_GDPR_HISTORY table for 15 days. You can configure the days-
to-keep-gdpr-history option to specify a different retention period, up to 30 days.

For more information about Genesys Info Mart support for GDPR compliance, see General Data
Protection Regulation (GDPR) and Genesys Info Mart Support for GDPR in the Genesys Security
Deployment Guide.

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
CONSUMER_ID  varchar(255) X
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Column Data Type P M F DV
FACT_ID varchar(255)
TABLE_NAME varchar(64) X
COLUMN_NAME  varchar(64) X
KEY_NAME varchar(255)
KEY_VALUE varchar(4000)
AUDIT_KEY numeric(19) X
TENANT_KEY integer X X 0
FORGET numeric(1) X
CREATED_TS integer X
CONSUMER_ID

The instance of Pl that was searched for. The value is derived from one of the following consumer- or
employee-identifying attributes in the customer-provided JSON input file:

* For consumers:
° Ilphonell
e "email"

¢ For employees:

* "username"

FACT ID

The ID of the table record in which the PIl was found. A value of NULL indicates that a particular table
was evaluated for that Pll and no instance was found.

TABLE_NAME

The name of the table that was evaluated for PIl. (See the table description above for possible
values.)

COLUMN_NAME

The name of the column that was evaluated for PIl. (See the table description above for possible
values.)
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KEY_NAME

The name of the custom user data KVP key or custom Outbound Contact Server (OCS) record field
that the customer has identified might contain PIl and, therefore, has specified in the "gim-attached-
data" element in the JSON input file. For example, while consumers are identified in Genesys Info
Mart only by phone number or email address, custom KVPs or record fields might contain PIl such as
a name, Social Security number, or mailing address. The custom key would already have been
mapped to a custom user data table and column or a RECORD_FIELD_* column in the
CONTACT_ATTEMPT _FACT table, when you configured your Genesys Info Mart deployment.

In Genesys Engage cloud deployments, this column might also specify a non-custom KEY_NAME, such
as “TRANSCRIPTION.”

KEY_VALUE

The value of the custom user data KVP or custom OCS record field that contained the PII.

AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT_LOG control table. The key is used for data
lineage purposes.

TENANT_KEY

The surrogate key that is used to join the TENANT dimension to other tables in the Info Mart
database.

FORGET

Indicates whether the PIl was processed for a "forget" request: 0 = No, 1 = Yes

CREATED_TS

The UTC-equivalent value of the date and time of row creation.

Index List
CODE U C Description
| CTL GDPR H C ID Improves search
- = - == performance.
I|_CTL _GDPR_H_CTS Improves purge
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Table CTL_GDPR_HISTORY

CODE ) C

Index |_CTL_GDPR_H_C_ID

Field Sort
CONSUMER_ID Ascending

Index |_CTL_GDPR_H_CTS

Field Sort
CREATED_TS Ascending

Subject Areas

No subject area information available.

Description
performance.

Comment

Comment
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Table CTL PURGE _HISTORY

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.

This table provides information about the execution history of Job_MaintainGIM as it pertains to
purge.

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
JOB_ID varchar(64) X
JOB_VERSION varchar(64)
TABLE_NAME varchar(255) X
PURGE_MAX TIMEtimestamp(3)
PURGE_MAX TS integer X
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Column Data Type P M F DV
PURGE_START TIMiEmestamp(3)
PURGE_END_TIMEtimestamp(3)
ROW_COUNT integer
CREATED_TS integer X

JOB_ID

ID that uniquely identifies the execution instance of the maintenance job.

JOB_VERSION

The version of the job that purged data--for example, 8.1.000.10.

TABLE_NAME

The name of the table from which data was purged.

PURGE_MAX_TIME

The date and time, in the GMT time zone, that represent the highest timestamp value for the records
that are deleted in a given purge cycle.

PURGE_MAX_TS

The UTC-equivalent value of the date and time that represents the highest timestamp value for the
records that are deleted in a given purge cycle.

PURGE_START_TIME

The date and time when the maintenance job started the purge cycle.

PURGE_END_TIME

The date and time when the maintenance job finished the purge cycle.

ROW_COUNT

The number of rows that was deleted in a given purge cycle.
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CREATED_TS

The UTC-equivalent value of the date and time at which the maintenance job started the purge cycle.

Index List
CODE U C Description
| C_PURGE_H_CTS ngfg’r‘r’ﬁ;npclgge
Index |_C_PURGE_H_CTS
Field Sort Comment

CREATED_TS Ascending

Subject Areas

No subject area information available.
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Table CTL TRANSFORM HISTORY

Description

Modified: 8.5.010 (HWM_VALUE2 column added); 8.5.009 (AUDIT_KEY column added); 8.5.003
(in Oracle, fields with VARCHAR data types use explicit CHAR character-length semantics)

In partitioned databases, this table is partitioned.

This table provides information about the execution history of Job_TransformGIM.

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
JOB_ID varchar(64) X
JOB_VERSION varchar(64)
HWM_NAME varchar(255)
HWM_VALUE numeric(19) X

HWM_VALUE2 varchar(255)
TRANSFORM_STARfinTéstamp(3)

Genesys Info Mart Physical Data Model for a PostgreSQL Database 676



Info Mart Service and Staging Tables and Administrative Views Table CTL_TRANSFORM_HISTORY

Column Data Type P M F DV
TRANSFORM_END tirstamp(3)
ROW_COUNT integer

CREATED_TS integer X
AUDIT_KEY numeric(19) X
JOB_ID

ID that uniquely identifies the execution instance of the job.

JOB_VERSION

The version of Job_TransformGIM--for example, 8.1.000.10.

HWM_NAME

The name of the table from which data was taken for transformation.

HWM_VALUE

Provides the value of the numeric high-water mark (HWM) for the records that are processed in a
given transformation cycle.

HWM_VALUE?2

Introduced: Release 8.5.010
Provides supplemental information about the value of HWM_VALUE, when applicable.

The column was introduced to support future alternative data streams in which the HWMs might
require nonnumeric values for context.

TRANSFORM_START_TIME

The date and time when the transformation job started.

TRANSFORM_END_TIME

The date and time when the transformation job finished.
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ROW_COUNT

Provides the number of records that are processed in a given transformation cycle.

CREATED_TS

The UTC-equivalent value of the date and time at which the transformation job started.

AUDIT_KEY

Introduced: Release 8.5.009

The surrogate key that is used to join to the CTL AUDIT_LOG control table. The key is used for data
lineage purposes, in particular to identify the HWM_VALUE or HWM_VALUE?2 related to a particular
audit key.

Index List
CODE U C Description
Improves purge
| C_ TRANSFORM_H_CTS performance.
Index |_C_TRANSFORM_H_CTS
Field Sort Comment

CREATED_TS Ascending

Subject Areas

No subject area information available.
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Table CTL UD TO UDE MAPPING

Description

Modified: 8.5.003 (in Oracle, fields with VARCHAR data types use explicit CHAR character-length
semantics); 8.1.201 (CONVERT EXPRESSION column added)

In partitioned databases, this table is not partitioned.

This table captures storage configuration for user data KVPs. The table is populated with a special
script during the Genesys Info Mart deployment and can be updated when user-data storage
requirements change. Each row defines mapping for a given user-data KVP to one table and a column
within that table.

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 integer X
UD_KEY _NAME varchar(255)
UDE_TABLE_NAMEvarchar(30)
UDE_COLUMN_NAMéarchar(30)

X X X x =2
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Column Data Type P M F DV
PROPAGATION_RUl&rchar(16) X
DEFAULT _VALUE varchar(255)
ACTIVE_FLAG numeric(1) X

CONVERT_EXPRESg&dhar(255)

ID

The primary key of this table.

UD_KEY NAME

The key name of the user data KVP that is to be stored in the Info Mart database.

UDE_TABLE_NAME

The name of the fact or dimension table that stores user data that is associated with this key.

UDE_COLUMN_NAME

The name of the column in the fact or dimension table that stores user data that is associated with
this key.

PROPAGATION_RULE

Modified: 8.5.006 (IRF_ROUTE value is added); 8.5.001 (IRF_INITIAL value is added).
This field defines how data that uses the same key name is propagated. Possible values are:

CALL — Store the latest KVP value that is associated with the call.
PARTY — Store the latest KVP value that is changed (added/updated/deleted) by a party of the call.
IRF — Store the latest KVP value that is associated with the call during the fact duration.

IRF_FIRST_UPDATE — Store the first update to the KVP value that is performed during the fact duration.
In a scenario with call redirection, the duration also includes all previous IRFs having the technical
result of Redirected/RoutedOnNoAnswer and/or Redirected/Unspecified.

IRF_INITIAL — Store the KVP value that is associated with the interaction when the interaction enters the
resource that is the subject of the IRF or MSF record.

IRF_ROUTE — 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, or whether the KVP value changes while
the call is at a handling resource (that is, after mediation).
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DEFAULT_VALUE

The default value that Genesys Info Mart must store when a KVP that uses this key name is missing.

ACTIVE_FLAG

Indicates whether this mapping is currently active: 0 = No, 1 = Yes.

CONVERT_EXPRESSION

Introduced: Release 8.1.201

Specifies the conversion expression for KVP values that are stored as date/time data in user data fact
tables. Applies only to the date/time KVPs that you need to store in the format other than Genesys
Info Mart default format for date/time (yyyy-mm-ddThh24:mi:ss.ff). The conversion expression is
defined at the time when you map the KVP to the fact table column. If specified, Genesys Info Mart
includes the conversion expression in SQL statements to convert the data.

Index List

CODE U C Description

A constraint that
enforces unique

| C UD_TARGET X mapping for each
column in each target
user-data table.

Improves access time,
| C UD TO UDE KN based on the user—data
- = = - key name for mapping

that is currently active.

Index |_C_UD_TARGET

Field Sort Comment
UDE_TABLE_NAME Ascending
UDE_COLUMN_NAME Ascending

Index |_C_UD_TO UDE_KN

Field Sort Comment
UD_KEY_NAME Ascending
ACTIVE_FLAG Ascending
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Subject Areas

No subject area information available.
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Table CTL UDE KEYS TO DIM MAPPING

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 provides information for mapping user-data KVPs that are stored as dimensions to facts
that are stored in the INTERACTION RESOURCE FACT table. The mapping table is populated with a
special script during the Genesys Info Mart deployment and can be updated when user-data storage
requirements change. Each row defines mapping between the primary key of a dimension table and a
foreign key in the IRF_USER DATA KEYS table.

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 F DV
DIM_TABLE_NAME varchar(30) X

DIM TABLE_PK_NAWgEchar(30)
UDE_KEY_NAME varchar(30)

X X X =
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DIM_TABLE_NAME

The name of the dimension table that stores user data.

DIM_TABLE_PK_NAME

The name of the primary key column in the dimension table that stores user data.

UDE_KEY_NAME

The name of the foreign key column in the IRF_USER_DATA KEYS table.

Index List

CODE U C Description

A constraint that
enforces unique
mapping for each user-
data dimension table.

| UDE_KEYS_TO D M_KN X

Index |_UDE_KEYS_TO D M KN

Field Sort Comment
UDE_KEY_NAME Ascending

Subject Areas

No subject area information available.
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View ADMIN _AUDIT LOG

Description

This administrative view provides access to the data stored in the CTL_AUDIT LOG table, which allows
facts and dimensions to be described by data lineage attributes. Each row represents a logical
transaction that is committed by Genesys Info Mart, identifying the ETL job that is involved in the
transaction, including the minimum and maximum DATE_TIME values (which give a date-time range
for the data that is committed in the transaction), and providing the processing status (an internal

indicator of the kind of data that is processed).

The columns in this view are identical to those in the underlying table.

Column List

Column

AUDIT_KEY

JOB_ID

CREATED

INSERTED

PROCESSING_STATUS_KEY

MIN_START_DATE_TIME_KEY

MAX_START DATE_TIME_KEY

MAX_CHUNK_TS

DATA_SOURCE_KEY

Description

The primary key of this table and the surrogate key
that is used to join this table to GIDB, merge tables,
and dimensional model tables.

ID that uniquely identifies the execution instance of
the job.

The date and time of row creation.

The UTC-equivalent date and time when the
processing of the logical transaction described by
this row was completed and the record was
inserted into the database.

Reference to the CTL_PROCESSING_STATUS
dimension. This field is reserved.

The minimum value of START_DATE_TIME_KEY that
is committed in a transaction. If partitioning is
enabled, this value helps to identify fact-table
partition(s) in which data was inserted or updated.

The maximum value of START DATE_TIME_KEY that
is committed in a transaction. If partitioning is
enabled, this value helps to identify fact-table
partition(s) in which data was inserted or updated.

The maximum value out of all timestamps that are
stored for a particular chunk of data that is marked
with the corresponding audit key.

The surrogate key that is used to join to the
CTL_DS dimension. It specifies the data source
server, such as T-Server, Interaction Server,
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Column Description

Configuration Server, Outbound Contact Server
(OCS), and Genesys Info Mart Server itself.

The number of records that are marked with this

ROW_COUNT audit key;
CREATED TS The UTC-gquivaIent value of the date and time of
- row creation.
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View ADMIN ETL JOB HISTORY

Description

This view provides information about the execution of each ETL job. A row is added to this view after
each ETL job completes. Currently running ETL jobs do not appear in this view. Rows in this view are
written once and are not updated.

Column List
Column Description
JOB_ID ID that uniquely identifies the execution instance of
= the job.
JOB_NAME The name of the job, such as Job_ExtractICON.
JOB_VERSION The version of the job, such as 8.1.000.10.
The date and time at which the first step started
START_TIME (UTC time zone).
END TIME The date and time at which the last step ended
- (UTC time zone).
DURATION The duration of the job, in seconds.
The status of the step, such as COMPLETE or
SIS FAILED.
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View ADMIN _ETL JOB STATUS

Description

This view provides information about the most recent execution of each ETL job. A row is added to
this view after each ETL job starts and is updated as the job status changes.

Column List
Column Description
JOB_ID ID that uniquely identifies the execution instance of
L the job.
JOB_NAME The name of the job, such as Job_ExtractICON.
JOB_VERSION The version of the job, such as 8.1.000.10.
The date and time at which the first step started
START_TIME (UTC time zone).
The date and time at which the last step ended
ALl (UTC time zone).
DURATION The duration of the job, in seconds.
The status of the step, such as COMPLETE or
SUAILE FAILED.
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View ADMIN ETL STEP HISTORY

Description

This view provides information about the execution of each ETL job step. Rows are added to this view
for completed ETL job steps only. As each ETL job completes, it adds rows for the completed steps of
all currently running ETL jobs, including itself, that have not already been added to the view.

Currently running ETL jobs may have steps that are in process or are waiting, and they do not yet
appear in the view. Rows in this view are written once and are not updated.

Column List
Column Description
JOB_ID ID that uniquely identifies the execution instance of
= the job.

JOB_NAME The name of the job, such as Job_ExtractICON.
WORKFLOW_TYPE The name of the ETL job step, such as Outbound.
JOB_VERSION The version of the job, such as 8.1.000.10.

The date and time at which the first step started
ST (UTC time zone).

The date and time at which the last step ended
END_TIME (UTC time zone).
DURATION The duration of the job, in seconds.

The status of the step, such as COMPLETE or
STATUS FAILED.
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View ADMIN_EXTRACT HISTORY

Description

This view provides information about the data that is extracted from each source database table. A
row is added to this view after Job _ExtractlCON successfully completes extracting a source data table.
Rows in this view are written once and are not updated.

Column List

JOB_ID

JOB_NAME
JOB_VERSION

START_TIME

END_TIME
DURATION

DBCONNECTION
ICON_DBID
TABLE_NAME
LATEST_DATA_TIME

ROW_COUNT

Column

Description

ID that uniquely identifies the execution instance of
the job.

The name of the job, such as Job_ExtractICON.
The version of the job, such as 8.1.000.10.

The date and time at which the first step started
(UTC time zone).

The date and time at which the last step ended
(UTC time zone).

The duration of the job, in seconds.

The name of the Database Access Point (DAP)
through which data was extracted.

ID that uniquely identifies the ICON application
instance. Applies only to tables extracted by
Job_ExtractICON.

The name of the table from which data is
extracted.

Provides the highest timestamp value for the
records that are extracted in a given extraction
cycle.

Provides the number of records that are extracted
in a given extraction cycle.
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View CTL ETL HWM

Description

This view reflects processing progress for the data that is being transferred to the dimensional model
tables, but for which certain interaction states are still in progress for the current time interval.

In this release, the view is limited to the extracted configuration data and transformed multimedia
data only.

Column List
Column Description
A combination of the job name and an abbreviated
data type for the processed data. Either of the
following values:
NAME
« EXTRACT_CFG
¢ TRANSFORM_MM
LAST TS Provides a UTC equivalent of the date and time up

to which the data has been processed.

Genesys Info Mart Physical Data Model for a PostgreSQL Database 691



Info Mart Service and Staging Tables and Administrative Views Table STG_IDB_FK_VIOLATION

Table STG IDB_FK_VIOLATION

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 stores information about errors that Genesys Info Mart encounters during transformation of
configuration data. Errors are detected through verification of relationships between primary and
foreign keys in tables that store related data.

For example, a record in a table that stores configuration object relationship data (such as

GIDB GCX CAMPLIST INFO) would refer to a record in a table that stores configuration object data
(such as GIDB_GC_CAMPAIGN). The transformation logic interprets the absence of the record that has
the primary key as an error (in the GIDB_GC CAMPAIGN table, in the example); the error indicates the
absence of the related data (such as the Campaign configuration object). As a result, the
transformation job encounters a foreign key constraint violation and stores a record in the

STG _IDB FK VIOLATION table that identifies the two involved tables and the key that caused the
violation.

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 P M F DV
ID numeric(19) X X
CREATE_AUDIT _KEvumeric(19) X X
FK_TABLE_NAME varchar(30) X
PK_TABLE_NAME varchar(30) X
PK_ID numeric(19) X
FK_ID numeric(19) X
ETL TS integer X
X

ETL_DATE_TIME_Kiitteger

ID

The primary key for this table.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT LOG dimension.

FK_TABLE_NAME

The name of the table whose record includes a foreign key that violates the foreign key constraint.
(Continuing with the example that is used in the table description, the value of this field would be
GIDB GCX CAMPLIST INFO.)

PK_TABLE_NAME

The name of the table in which a record appears to be missing, based on the foreign key constraint
violation in another table. (In the preceding example, the value of this field would be
GIDB GC CAMPAIGN.)

PK_ID

The primary key of the record that exists in the table that is specified by FK_TABLE NAME and that
violates the foreign key constraint. Use this value to identify the problematic record. (In the preceding
example, the value would come from the GIDB _GCX CAMPLIST INFO.ID field, which is the primary
key of the GIDB GCX CAMPLIST INFO table.)

FK_ID

The foreign key of the record that exists in the table that is specified by FK TABLE NAME and that
violates the foreign key constraint. Use this value to identify the missing record in the table that is
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specified by PK_TABLE_ NAME. (In the preceding example, the value would come from the

GIDB GCX CAMPLIST INFO.CAMPAIGNID field, which is the foreign key of the

GIDB GCX CAMPLIST INFO table and which points to the primary key in the GIDB_GC_CAMPAIGN table.
Thus, a Campaign object data is detected to be missing.)

ETL_TS

The UTC-equivalent date and time at which the ETL job created a record in this table.

ETL_DATE_TIME_KEY

Identifies the 15-minute interval in which the ETL job created a record in this table.

Index List

No indexes are defined.

Subject Areas

No subject area information available.
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Table STG_TRANSFORM_ DISCARDS

Description

Modified: 8.5.003 (in Oracle, fields with VARCHAR data types use explicit CHAR character-length
semantics); 8.5.011.14 (data type for TABLE_NAME increased from 30 to 255 characters)

In partitioned databases, this table is not partitioned.

This table stores information about errors that Genesys Info Mart encounters during data
transformation for a certain interaction. Except for the INTERACTION FACT table storing an interaction
ID, no data is populated in the dimensional model tables for a discarded interaction. Instead, Genesys

Info Mart writes a record in the STG TRANSFORM DISCARDS table, given that a certain combination of
error-policy options is configured.

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
TABLE_NAME varchar(255) X
INTERACTION_ID numeric(19) X X -2
GUID varchar(50)
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Column Data Type P M F DV
CREATE_AUDIT KEvumeric(19) X
CODE integer X
REASON varchar(255) X
ETL_TS integer X
ETL DATE_TIME_Kiteger X

TABLE_NAME

Modified: 8.5.011.14 (data type increased from 30 to 255 characters)

The name of the primary GIDB table for the transformation step during which an error was
encountered. Out of the tables that the transformation logic treats as primary (main) and secondary
(details) tables, any table may contain erroneous or missing data that prevents further
transformation of the interaction; however, only the name of the primary table is stored.

INTERACTION_ID

The identifier of the interaction that is being discarded. This value corresponds to the
INTERACTION ID value that is stored for this interaction in the INTERACTION FACT table. The value of
"-2" is reserved for future use.

GUID

The global unique identifier that is associated with discarded data. This value is reserved for future
use.

CREATE_AUDIT_KEY

The surrogate key that is used to join to the CTL_AUDIT LOG dimension.

CODE

Modified: 8.5.001 (error code 26 added)
The code of the data error that was encountered. This field is set to one of the following values:
¢ 1 — An unspecified error.

e 2 — An unexpected error occurred during data transformation for the INTERACTION RESOURCE_FACT
table.

e 3 —The G_IS LINK table is missing data about either an outgoing (source) or an incoming (target)
multi-site call.

e 4 —The G_IS LINK includes data about multiple incoming (target) multi-site calls that have the same
IS-Link value.
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5 —The G_IS LINK includes data about multiple outgoing (source) multi-site calls that have the same
IS-Link value.

6 — The G_IS LINK includes data about multiple (more than two) bidirectional multi-site calls (most
likely, because the data source for the call data was a T-Server of a release prior to 8.0).

7 — The CALLID value that is specified in IS LINK does not match the CALLID in IS LINK HISTORY.

e 8 — The value of the IPurpose key is not a number.

9 — The G_PARTY_HISTORY table contains no record with ChangeType = 1 ("party_created") for a certain
party.

e 10 — The G_PARTY_HISTORY table contains multiple records with ChangeType = 1 ("party_created") for
the same party.

e 11 — The record in the G_PARTY table refers to a nonexistent parent record.

e 12 — The call sequence cannot be established, because a party that is a source of the multi-site call
cannot be found. (In other words, a party cannot be identified for this multi-site call that represents a
called party in a source call, either redirected or routed the call to an external site, or initiated a single-
step transfer to an external site.)

e 13 — The record in the GO_CAMPAIGN table refers to a nonexistent group ID.

e 14 — The cycle was found in the results of the IRF transformation.

e 15 — Merge processing discarded a stuck G_CALL record.

e 16 — Merge processing discarded a stuck G_IR record.

e 17 — A negative duration was detected during IRF, MSF, or IRSF transformation.
¢ 18 — The value of the ServiceObjective KVP is not a number.

e 19 — The record in the G_CALL table refers to a nonexistent call.

e 20 — A history record with the change type of terminated is followed by another history record for the
same party.

e 21 — The value of the VQID in the G_ROUTE_RESULT table is not unique.

e 22 — The value of the VQID in the G_VIRTUAL QUEUE table is not unique.

e 23 — The value of the MEDIATION SEGMENT 1ID in transformation results is not unique.
e 24 — The value of the PARTYGUID in transformation results is not unique.

* 25 — No parties are detected as being associated with this call.

e 26 — Value validation failed during UserEvent transformation or ElasticSearch transformation.

REASON

The text description of the data error that was encountered. Use this value in combination with the
CODE value to troubleshoot the reason for the failure of the interaction transformation.

ETL TS

The UTC-equivalent date and time at which the ETL job created a record in this table.
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ETL_DATE_TIME_KEY

Identifies the 15-minute interval in which the ETL job created a record in this table.

Index List
CODE U C

|_S_ TRNFRM_DISCARDS_IXNID

|_S_TRNFRM_DISCARDS_SDT

Index |_S_TRNFRM_DISCARDS_IXNID

Field Sort
INTERACTION_ID Ascending

Index |_S_TRNFRM_DISCARDS_SDT

Field Sort
ETL DATE_TIME_KEY Ascending

Subject Areas

No subject area information available.

Description

Improves access time,
based on the
INTERACTION ID.

Improves access time,
based on the
ETL DATE TIME key.

Comment

Comment
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About Data Export Capability

Data Export capability is enabled in select Genesys Engage cloud deployments to periodically copy

the data that is stored in the Genesys historical database (called the Info Mart database) into local

.csv files, so that the data is available for further import into a data warehouse (the target database)
for the purpose of archiving or custom reporting. Starting with release 8.5.011.22, Genesys Info Mart
supports Data Export in on-premises deployments as well.

The export job, Job_ExportGIM, exports data from fact and dimension tables that are part of the
Genesys Info Mart dimensional model and creates a .zip archive containing individual .csv files, one
file per database table.

What tables are included in the data export?

The export does not include aggregate (RAA) tables or internal (GIDB_*) tables except for certain
configuration tables, as listed below. The fact and dimension tables included in your specific data
export depend on the details of your deployment. The following tables are available for export:

ANCHOR_FLAGS
ATTEMPT_DISPOSITION

BGS_BOT _DIM
BGS_BOT_NAME_DIM
BGS_SESSION_DIM
BGS_SESSION_FACT

CALL_RESULT
CALLBACK_DIAL_RESULTS
CALLBACK_DIM_1
CALLBACK_DIM_2
CALLBACK_DIM_3
CALLBACK_DIM_4

CALLBACK_FACT
CALLING_LIST_METRIC_FACT
CALLING_LIST TO_CAMP_FACT (actualized view)
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

GPM_FACT

GPM_MODEL
GPM_PREDICTOR
GPM_RESULT
GROUP_ANNEX
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GROUP_TO_CAMPAIGN_FACT (actualized view)
INTERACTION_DESCRIPTOR
INTERACTION_FACT
INTERACTION_RESOURCE_FACT
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

MEDIA_ORIGIN

MEDIA_TYPE
MEDIATION_SEGMENT_FACT
PLACE_GROUP_FACT (actualized view)
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_GROUP_FACT (actualized view)
RESOURCE_SKILL_FACT (actualized view)
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 _I1
SDR_SURVEY_QUESTIONS |2
SDR_SURVEY_QUESTIONS_S1
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+ SDR_SURVEY_QUESTIONS_S2 « SM_RES_SESSION_FACT

« SDR_SURVEY S1 « SM_RES_STATE_FACT

« SDR_SURVEY_S2 « SM_RES_STATE_REASON_FACT
+ SDR_SURVEY_SCORES « STRATEGY

« SDR_SURVEY_STATUS « TECHNICAL_DESCRIPTOR

« SDR_SURVEY_TRANSCRIPT_FACT « TIME_ZONE

+ SDR_USER_INPUT « USER_DATA_CUST DIM_1

« SDR_USER_INPUTS_FACT « USER_DATA_CUST DIM_2

« SDR_USER_MILESTONE_FACT « WORKBIN

« SM_MEDIA_NEUTRAL_STATE_FACT

In on-premises deployments the data export will also include custom user-data tables and mappings
you added to the Info Mart schema, as described in Preparing Custom User-Data Storage in the
Genesys Info Mart Deployment Guide.

In addition to the data from the Genesys Info Mart dimensional model tables, configuration details
data is exported from the following tables:

« GIDB_GC_CALLING_LIST
+ GIDB_GC_CAMPAIGN

« GIDB_GC_FOLDER

+ GIDB_GC_LOGIN

+ GIDB_GC_GROUP

GIDB_GC_PLACE
GIDB_GC_SKILL
GIDB_GC_TENANT
GIDB_GCX_LOGIN_INFO

The output data files are encoded using the UTF8 format by default, but on-premises customers can
specify a different character encoding for exported files (see Schedule and other export job settings).

Export views

You can configure Genesys Info Mart so that it exports your data from export views, which represent a
frozen snapshot of the Info Mart schema at the time the export views were created. Using export
views means that the export will always include the same tables and columns, regardless of any
schema changes that may occur as a result of Genesys Info Mart upgrades and database migrations.

The export views include all the tables listed above, including the custom user-data tables you might
have created, provided the length of the table name is no more than 26 characters.

Using export views frees you from the need to continually update your target database and
consumption queries to ensure consistency with a migrated Info Mart schema. For example, without
export views, new columns added to a table that gets exported would break an import query that
selects all columns from the exported table, unless you have also added the corresponding columns
in the target database.
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Be aware that using export views means that the export will not reflect any changes that may have
occurred in the Info Mart schema since the export views were created, including deletion or renaming
of tables or columns, which might affect how Genesys Info Mart populates certain data.

You can update your export views if you migrate to a later release of Genesys Info Mart and identify
that it provides new data that you want to be included in your export. For information about Info Mart
schema changes between releases, see New in the Info Mart Database and Summary of Info Mart
Schema Changes.

Before your export views are refreshed, ensure that your consumption queries and
target database are ready to process the additional data. For information about
creating or updating your target database schema, see Target database, below.

Creating and using export views

To create or update export views for your on-premises deployment, run the migration job from the
command line with the make-export-views parameter. For example:

gim etl server.bat -host localhost -port 8000 -app <app> -job Job MigrateGIM -make-export-
views

Genesys Info Mart will create export views of the schema that was in effect before the migration job
was run.

After you have created export views, set the use-export-views configuration option to true. Future
runs of the export job will use the export views to export data.

Schedule and other export job settings

The export job does not run as part of the ETL schedule. Configuration options in the [schedule]
section—namely, export-schedule and run-export—enable you to schedule the export job to run
regularly. You cannot run the export job on an ad hoc basis from GIM Manager. By default, the export
runs at 00:20, 08:20, and 16:20 every day. Genesys rercommends that the export schedule should
not be any more frequent than every 30 minutes.

Options in the [gim-export] section enable you to control many aspects of Job_ExportGIM
functioning, such as the export chunk size, retry behavior, and export file encoding. For full
information, see the gim-export Section page in the Genesys Info Mart Options Reference.

File/directory structure

The export is incremental and uses special audit keys to identify changes in data since the last
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export. At each export, a chunk of exported data is written into a separate folder that is named
according to the following naming convention: export XXX

where XXX consists of:

e an audit key identifier (audit key high-water mark)

e the maximum date of data contained in all previous exports and this export, in GMT time zone, written
in the YYYY MM DD HH MI SS format.

The output folder contains several .zip files, as follows:

* export_XXX.zip — zip file with exported data. Each table is stored in a separate file with a file name in
the format <table-name>.csv—for example, interaction_fact.csv. Within a .csv file, a header line
identifies the table column names. Note that, within the exported .csv files, nulls and empty strings are
represented as empty fields.

e export_XXX.zip.shal — checksum for export_XXX.zip. The checksum can be validated by shalsum
program (https://en.wikipedia.org/wiki/Shalsum) and is used to verify that the .zip file is complete on
the receiving side.

¢ export_XXX.extracted.xml — metadata about export_XXX.zip.

The subfolder .gim is reserved for internal use.

Checksums are also generated for each individual table .csv file. If a table does not have any changes
since the last export, nothing is written for that table.

Export metadata file

The export_XXX.extracted.xml metadata file includes information about the export file, as shown
in the example below.

Example

<info>

<created-ts>1521091600</created-ts>
<gim-schema-version>8.5.009.15</gim-schema-version>
<gim-version>8.5.009.20</gim-version>

<hwm-from audit-key="13" created-ts="1520919983"/>
<hwm-to audit-key="200074" created-ts="1520995485"/>
<max-data-ts>1521006157</max-data-ts>

</info>

Where:

e created-ts — The UTC timestamp, in seconds since January 1, 1970, for the execution of the export.

e gim-schema-version — The version of the Info Mart database schema used to populate the tables; if
export views are used, this schema version is not necessarily the same as the schema version reflected
by the export views and actually used for the export.
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e gim-version — The version of Genesys Info Mart Server that created the export files.

¢ hwm-from — The starting point of the data in the export by audit key and the create time, in UTC
seconds, of that audit key.

¢ hwm-to — The ending point of the data in the export by audit key and the create time, in UTC seconds,
of that audit key.

* max-data-ts — The maximum time, in UTC seconds, of the data contained in all previous exports and
this export.

The hwm-to and hwm-from values must match between successive export runs. Use them to verify
that no intermediate export file has been missed on the receiving side. For example, the next export
following the example .xml file above is supposed to have hwm-from audit-key = 200074.

The maximum time span of data in any single export file is one day. For example, if historical
reporting was not available for two days (because, for instance, the server or database has been
down), the export will continue from the last exported high-water mark and move ahead one day in
the data. The next export will continue from there, exporting no more than one day at a time, until
the export has caught up with the current data.

Target database

Genesys provides an SQL script to assist you in creating a target schema into which to import the
exported Info Mart data. (The script is update_target_gim_db.sql,
update_target_gim_db_partitioned.sql, update_target_gim_db_multilang.sql, or
update_target_gim_db_multilang_partitioned.sql in the sql_scripts folder in your Genesys Info
Mart installation package.) Execute the script against your target database to create a schema
consistent with the Info Mart schema. Be sure to use an update_target_*.sql script from the
Genesys Info Mart installation package that is currently installed or that you are about to deploy.

You can also use the script to migrate your target database if the Info Mart database schema changes
after you have set up your target database, and either you are not using export views or your export
views have been updated to include the schema changes. The update_target_*.sql script enables
you to migrate your target database directly from any Info Mart schema version to any later schema
version, by updating the target schema with new tables or columns if they are missing.

When to run the update_target_*.sql script to migrate your target schema following an Info Mart
migration depends on your business needs, import processing, and consumption queries, as well as
on whether you are using export views.

e If you are not using export views, you might need to update your target schema and/or modify your
import and other consumption queries almost immediately, before you try to import the next batch of
exported data.

e If you are using export views, you can choose whether you want your export to include new data
available in the Info Mart database. If you do, you can continue to export data using the existing export
views, while you prepare your consumption queries (for example, you can test adjusted queries against
the migrated Info Mart database).

When you are ready, migrate your target schema by executing the update_target_*.sql script
from the Genesys Info Mart installation package that is currently installed. Then run the migration
job to refresh your export views, as described above.
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Custom user-data tables—Ilimitation

While the export job does export custom user-data tables, the update_target_*.sql script does not
include custom tables. You must create or migrate custom user-data tables separately in your target
schema.

Consumption

The exported table data typically contains a mix of created and updated rows. For this reason, you
should merge newly exported data with existing data loaded from prior exports. For example, first,
load the export files into a temporary table and then use an SQL merge statement based on the
primary key for the table to merge the data into a permanent target table that holds the cumulative
data from prior exports.

Process the export folders in order by folder name.

If necessary, you can restart the export data stream from the beginning or from a fixed date. Also,
you can re-export a time span backwards from the most recent export.
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