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Welcome to the Enterprise Chat and Email (ECE) feature, which provides multichannel interaction 
software used by businesses all over the world as a core component of the Unified Contact Center 
Enterprise product line. ECE offers a unified suite of the industry’s best applications for chat and 
email interaction management to enable a blended agent for handling of web chat, email, and 
voice interactions. 

1. About This Guide 
This guide provides details for analysts to identify tables and columns from the data extract they 
need. This guide can also be used to identify the foreign keys that allow multiple tables to be 
joined within queries. This guide is only intended for use with the ECE Reports database. Queries 
listed in this guide should not be run on the Active database or other databases.  

Users of this guide should have a basic understanding of how Cisco Enterprise Chat and Email has 
been implemented and is currently being used by the business. It is important to understand how 
the extracted data will be used within the business data warehouse and whether the business can 
provide a resource with sufficient skills to write SQL queries and build reports in the data 
warehouse. This document does not provide guidance on SQL syntax. 

2. Documentation Feedback 
To provide comments about this document, send an email message to the following address: 
contactcenterproducts_docfeedback@cisco.com 

We appreciate your comments. 

3. Document Conventions 
This guide uses the following typographical conventions. 

Convention Indicates 

Italic Emphasis. 

Or the title of a published document. 

Bold Labels of items on the user interface, such as buttons, boxes, and lists. 
Or text that must be typed by the user. 

Monospace The name of a file or folder, a database table column or value, or a 
command. 

Variable User-specific text; varies from one user or installation to another. 

mailto:contactcenterproducts_docfeedback@cisco.com
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4. Introduction 
The platform provides a suite of reporting and business intelligence tools including: 

 Standard, pre-defined reports and dashboards, which are quick to set up and use 

 Real-time monitors 

There might be occasions when a business’ reporting requirements cannot be met by these tools, for 
example when the business makes heavy use of custom attributes. For these scenarios, the data extracts 
can provide direct access to the underlying data, allowing the business to build reports that query the 
information gathered by the system as the business sees fit. However, the data extracts are not intended to 
be the single source of business intelligence.  

The data extracts should be used to provide a supplement to the intelligence tools identified in this section, 
in particular the star schema. The data made available from the data extracts should be imported into the 
business’ data warehouse at suitable intervals. It can then be transformed as required and joined with data 
from other sources.  

Use this document to share the Reports Database schema of ECE 15.0(1) and to understand the process of 
transforming raw data into valuable insights. This has many purposes, including:  

 Consolidating data: Combine information from multiple sources into a centralized system. 

 Standardizing data: Convert data from different formats into a standardized format to improve the 
ease of access and use of the data. 

 Analysis: Prepare data for deeper analysis, such as trend analysis, strategic planning, and informed 
decision-making. 

 Improving efficiency: Automate data extraction processes to save time and resources, and reduce 
manual errors. 

 Sharing data: Data can be shared with external partners for better insight. 

 Gaining a competitive advantage: Quick access to relevant data helps businesses stay ahead of 
competitors. 

This document is not to be used to access or edit the database as such activities are not supported.  
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5. Data Dictionary 

Common Tables  

EGPL_DEPARTMENT 

This table stores information about the departments created in the system. 

Column Type Nullable Description 

DEPARTMENT_ID numeric(19) No A unique identifier for a 
department. 

DEPARTMENT_NAME nvarchar(255) No Name of the department. 

DEPARTMENT_DESC nvarchar(750) Yes Description of the department 
which may be populated by the 
administrator. 

DELETE_FLAG nchar(1) No Not currently in use. 

 

EGICM_DEPARTMENT 

This table stores information about the integrated departments created in the system. 

Column Type Nullable Description 

DEPARTMENT_ID numeric(19) No A unique identifier for a 
department. 

UCCE_DEPT_ID numeric(19) No A unique identifier for a 
department as fetched from 
Unified CCE AWDB. 

 

EGPL_ROUTING_QUEUE 

Each department includes one or more queues to segment activities that it receives. Queues map 
to Unified CCE Media Routing Domains and Unified CCE Script Selector – depending on the type of 
script configured in Unified CCE, activities are routed to an agent or into the appropriate Unified 
CCE Skill Group and then assigned to an agent. There are usually a few additional queues in which 
to store activities during exception, holding, or supervision scenarios. 

This table contains details of the queues so that other data (for example, activity volumes) can be 
broken down by queue. 
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Column Type Nullable Description 

QUEUE_ID numeric(19) No A unique identifier for a queue. This ID is 
unique across departments. 

QUEUE_NAME nvarchar(255) No Name of the queue. 

QUEUE_STATE smallint No Denotes whether administrator has made 
a queue inactive. 

 0: Inactive 

 1: Active 

DEPARTMENT_ID numeric(19) No DEPARTMENT_ID of the department that 
the queue is created in. 

(Foreign key to 
EGPL_DEPARTMENT.DEPARTMEN T_ID). 

QUEUE_TYPE smallint No  3: Default Exception Queue 

 1: All other queues 

QUEUE_ROUTING_TYPE smallint No Denotes whether the queue is configured 
to push email activities to waiting agents, 
and by what method. 

 0: None. 

 1: Load balancing (that is, push 
next activity to agent with least 
load). 

 2: Round-robin (that is, push next 
activity to next agent in serial 
order). 

QUEUE_CHAT_ROUTING_TYPE smallint No Denotes whether the queue is configured 
to push chat activities to waiting agents, 
and by what method. 

 0: None. 

 1: Load balancing (that is, push 
next activity to agent with least 
load). 

QUEUE_SKILL_FLAG smallint No Not currently in use. 

QUEUE_DESCRIPTION nvarchar(1024) Yes Description of the queue which may be 
populated by the administrator. 
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QUEUE_LINK numeric(19) Yes A 64-bit long value identifying the CTI link 
to which this queue is associated, if this is 
an external queue. 

QUEUE_PRIORITY smallint Yes Not currently in use. 

QUEUE_PUSH_FLAG smallint Yes Not currently in use. 

CHAT_DEFAULT_TRANSFER_QUEU E smallint Yes Denotes that chats will go into this queue 
by default if transferred in from other 
departments. One queue per department 
may be the default chat queue. 

 1: Yes 

 0: No 

DEFAULT_KB_FOLDER numeric(19) Yes FOLDER_ID of this queue’s default 
knowledge base folder. One folder may be 
selected as the default folder for each 
queue for the purpose of providing agents 
with a shortcut to relevant knowledge 
content. 

(Reference table: 
EGPL_KB_FOLDER.FOLDER_ID). 

DEFAULT_SOCIAL_QUEUE smallint No Not currently in use. 

SOCIAL_ROUTING_TYPE smallint No Denotes whether the queue is configured 
to push social activities to waiting agents, 
and by what method. 

 0: None. 

 1: Load balancing (that is, push 
next activity to agent with least 
load). 

 2: Round-robin (that is, push next 
activity to next agent in serial 
order). 

MAX_CHAT_QUEUE_DEPTH smallint No The maximum number of chats that are 
permitted to wait in the queue. While this 
number is reached, no further chats into 
this queue will be offered or accepted. 

CHAT_QUEUE_PRIORITY numeric(1) No The priority level of this queue (1- 9, where 
1 is highest and 9 is lowest), which impacts 
the order that chats in this queue are 
assigned relative to chats in other queues. 
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CHAT_ALTERNATE_ENGAGEMENT 

_TIME 

numeric(3) No Duration in minutes that a customer must 
wait in the chat queue before alternative 
engagement options (for example, email, 
FAQs) are presented. If no value is specified 
then the options are presented 
immediately. Default value of -1 indicates 
alternate engagement is disabled. 

CALL_IDENTIFIER nvarchar(500) Yes Call Identifier for the queue. 

EGICM_QUEUE 

This table contains details of the integrated queues. 

Column Type Nullable Description 

QUEUE_ID numeric(19) No A unique identifier for a queue. 

MRD _ID numeric(19) Yes MRD ID to which this queue maps to. 

ROUTING_PRIORITY nvarchar(255) Yes Not in use. 

QUEUE_PRIORITY numeric(9) Yes One of two values – Due Date, Longest 
Waiting. 

SCRIPT_SELECTOR_ID numeric(9) Yes One of these three values – Low, 
Medium, High. 

MAX_WAIT_TIME numeric(9) Yes Not in use. 

MAX_TASK_LIMIT numeric(9) No Maximum Task Limit configured for the 
queue. 

EGPL_USER 

This table contains details of the users so that other data (for example, portal session volumes or 
activities worked on) can be broken down by user. 

Column Type Nullable Description 

USER_ID numeric(19) No A unique identifier for a user. This ID is unique 
across departments. 

SALUTATION nchar(4) Yes User’s title: 

 Mr 

 Miss 

 Mrs 

 Ms 

FIRST_NAME nvarchar(124) Yes User’s first name. 
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MIDDLE_NAME nvarchar(124) Yes User’s middle name. 

LAST_NAME nvarchar(124) Yes User’s last name. 

SUFFIX nvarchar(124) Yes Place for recording suffix of user name (for 
example, Snr, Jnr). 

USER_NAME nvarchar(255) No User’s login name (Note that the USER_NAME 
is unique across the system). 

SCREEN_NAME nvarchar(30) Yes User’s name as it appears on-screen to chat 
customers. 

MANAGER_ID numeric(19) Yes USER_ID of current user’s manager. Note that 
each user has only one manager. 

EMAIL_ADDRESS_PRIMARY nvarchar(50) Yes Business email address of the user. This 
address is recorded within the application for 
notifications. 

EMAIL_ADDRESS_SECONDARY nvarchar(50) Yes Personal email address of the user. 

LOGIN_LOGOUT_TIME datetime Yes Last log-in or log-out time of the user, 
whichever is the latest 

DELETE_FLAG nchar(1) No A character value that is used to indicate 
whether a user has been deleted and is no 
longer in use. 

ACD_NAME nvarchar(30) Yes Not currently in use. 

ACD_EXTENSION numeric(19) Yes Not currently in use. 

SYS_USER smallint Yes Denotes whether user is system created 
(for example, pa, sa). 

 0: No 

 1: Yes 

DEPARTMENT_ID numeric(19) No DEPARTMENT_ID of the department that 
the user is created in (that is, their home 
department). Note that a user may work in 
multiple departments, but may only have 
one home department. 

(Reference table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

HIRE_DATE datetime Yes Timestamp (in GMT) of when this user was 
created. 

USER_TYPE smallint Yes Not in use. 

EXTERNAL_ASSIGNMENT nchar(1) Yes Not in use. 
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DEFAULT_CONTENT_LANG_ID int Yes Denotes the knowledge base language 
which the administrator has specified as 
the default for this user. 

See Appendix 4: Knowledge Base 
Languages. 

CONTENT_LANGUAGE int Yes It is a bit (OR) value of all MLKB languages 
assigned to user. If there are two languages 
assigned to user with Id 2 and 4 then this 
column will have a value of 6. 

 

EGICM_USER 

This table contains details of the integrated users. 

Column Type Nullable Description 

USER_ID numeric(19) No A unique identifier for a user. This ID is 
unique across departments. 

SKILL_TARGET_ID numeric(19) Yes SkillTargetID as fetched from Unified CCE 
AWDB. 

AGENT_INSTRUMENT nvarchar(100) Yes Not in use. 

PERIPHERAL_ID numeric(19) No Not in use. 

PERSON_ID numeric(19) No Person ID as fetched from Unified CCE 
AWDB. 

EGPL_USER_GROUP 

A user can be a member of one or more user groups in all the departments which they can access. 

Column Type Nullable Description 

GROUP_ID numeric(19) No Identifies the user group uniquely within 
the partition. 

GROUP_NAME nvarchar(300) No Unique Name of the group. 

GROUP_DESCRIPTION nvarchar(255) Yes Description of the group. 

EMAIL_ADDRESS_PRIMARY nvarchar(50) Yes Primary email address of the group, if 
specified. 

EMAIL_ADDRESS_SECONDARY nvarchar(50) Yes Secondary email address of the group, if 
specified. 
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Column Type Nullable Description 

WHO_CREATED numeric(19) No USER_ID of the user the creator of the 
group. 

(Reference Table: EGPL_USER.USER_ID). 

WHEN_CREATED datetime No Timestamp of creation. 

SYSTEM_GROUP smallint Yes Indicates whether the group is of system 
users. 

MUTABLE_GROUP smallint Yes Indicates whether the group is mutable or 
not. Each department has a default user 
group, which is immutable. Other user-
created groups can be mutable. 

 0: Immutable  

 1: Mutable 

GROUP_TYPE nchar(1) Yes Type of the group. 

GROUP_STATE smallint Yes Indicates whether a group is enabled or 
disabled. Disabling a group means all the 
users in this group become disabled. 

DELETE_FLAG nchar(1) No Indicates whether the group has been soft 
deleted, allowed values are ‘y’ or ‘n’. 

WHO_MODIFIED numeric(19) Yes Identifies the user who last modified the 
group. 

(Reference Table: EGPL_USER.USER_ID). 

WHEN_MODIFIED datetime Yes Timestamp of last modification. 

DEPARTMENT_ID numeric(19) No Identifies the department to which the 
group belongs. 

(Reference table: 
EGPL_DEPARTMENT.DEPARTMENT_ID) 

DEFAULT_CONTENT_LANG_ID int Yes Default language ID for the content. 

CONTENT_LANGUAGE int Yes Identifies content language. 

CREATE_DATE datetime No Timestamp of creation. 

 

EGPL_USER_GROUP_ITEM 

This table stores the association of individual users with their groups  
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Column Type Nullable Description 

ITEM_ID numeric(19) No Identifies the user. 

(Reference Table: EGPL_USER.USER_ID). 

GROUP_ID numeric(19) No Identifies the group to which this user 
belongs. There can be multiple records 
of group_ids against a user_id and vice 
versa. 

CREATE_DATE datetime No Timestamp of creation. 

 

 Event History Case Management Tables  

EGPL_EVENT_HISTORY_CASE_MGMT 

This table logs events that have taken place while handling activities. These events are time-stamped 
actions and operations that were performed on activities (and the cases which they fall under), either by 
the system or by users. For example, any instances of activities being assigned, transferred, replied to and 
completed are captured here. 

Column Type Nullable Description 

EVENT_ID numeric(19) No A unique identifier for an event. 

EVENT_DATE numeric(19) No Date and time of event (represented as the 
number of milliseconds since 01/01/1970). 

APPLICATION_ID numeric(19) Yes APPLICATION_ID of the module involved in the 
event (for example, Mail, Chat, SelfService). 

See Appendix 1: Capabilities. 

LANGUAGE_ID Int Yes An integer value representing the language ID of 
the content related to the operation, when 
applicable Otherwise a default value (4) may be 
used. 

Not in use. 

See Appendix 5: Language IDs 

OBJECT_OPERATION Smallint Yes Denotes the type of event. 

See Appendix 4: Object Operations 

EVENT_DURATION Int Yes Length of time in seconds that the event took to 
complete. 
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REASON2 numeric(19) Yes A 64-bit long value that identifies more details 
about some events. 

REASON3 numeric(19) Yes A 64-bit long value that identifies more details 
about some events. 

REASON4 nvarchar(255) Yes A 64-bit long value that identifies more details 
about some events. 

REASON5 numeric(19) Yes A 64-bit long value that identifies more details 
about some events. 

OBJECT_TYPE Smallint Yes An integer value that identifies the object type. 

QUEUE_ID numeric(19) Yes QUEUE_ID of the queue, if the event involves a 
queue. 

(Reference Table: 
EGPL_ROUTING_QUEUE.QUEUE_ID). 

ENTRY_POINT_ID numeric(19) Yes ENTRY_POINT_ID of the entry point that the 
activity was assigned to, if the event involves a 
chat activity. 

(Reference Table: 
EGLV_ENTRY_POINT.ENTRY_POINT_ID [table not 
included in data extracts]). 

SOURCE_ACTIVITY_ID numeric(19) Yes A 64-bit long value that identifies the source 
activity. Applies to emails when a child activity is 
created for a parent activity, the parent activity 
becomes the SOURCE_ACTIVITY_ID. For example, 
when a reply activity is created for an incoming 
email activity. 

CASE_ID numeric(19) Yes CASE_ID of the case, if the event involves a case. 

(Reference Table: 
EGPL_CASEMGMT_CASE.CASE_ID). 

ACTIVITY_ID numeric(19) Yes ACTIVITY_ID of the activity, if the event involves 
an activity. 

(Reference Table: 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

TOP_LVL_ACTIVITY_ID numeric(19) Yes A 64-bit long value that identifies the top-level 
activity when available 

CUSTOMER_ID numeric(19) Yes CUSTOMER_ID of the customer if the event 
involves a customer. 

(Reference Table 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 



Enterprise Chat and Email Data Dictionary Page 18 
 

CLIENT_IP nvarchar(50) Yes IP address of the client. 

RULE_ID numeric(19) Yes RULE_ID of the workflow rule, if the event is 
triggered by a workflow rule. 

(Reference Table: EGPL_RULE.RULE_ID [table not 
included in data extracts]). 

EGPL_EVENT_HIST_CASE_MGMT_ARCH 

This table stores the events captured for archived activities. Note that archiving is only used in 
deployments of ECE which use Microsoft SQL Server Standard Edition. See 
EGPL_EVENT_HISTORY_CASE_MGMT, which has the same column definitions. 

 

Note This table is applicable to you if you have recently moved your databases from SQL Standard version 
to SQL Enterprise version. 

 

 Event History User Tables  

EGPL_EVENT_HISTORY_USER 

This table logs the events which have taken place in relation to users. These will be the time-stamped 
actions and operations which were performed on or by the users in question. For example, any instances 
of users being created or modified by administrators, as well as times when the users logged into or out 
of the consoles. 

Column Type Nullable Description 

EVENT_ID numeric(19) No A unique identifier for an event. 

EVENT_DATE numeric(19) Yes Date/time of event (represented as the 
number of milliseconds since 01/01/1970). 

APPLICATION_ID numeric(19) Yes APPLICATION_ID of the application involved 
in the event (for example, Mail, Chat). 

See Appendix 1: Capabilities. 

LANGUAGE_ID Int Yes Language of object ID. 

OBJECT_OPERATION Smallint Yes Denotes the type of event: 

1: Create user  

2: Edit user  
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3: Soft delete 
5: Log in 

6: Log out 

7: Failed login attempt 

8: Session timed out 

9: Session terminated 

10: User available 

11: User not available 

21: License consumed 

22: License Released 

23 : License Unavailable 

EVENT_DURATION Int Yes Length of time in seconds that the event took 
to complete. 

USER_ID numeric(19) Yes USER_ID of the user. 

(Reference Table: EGPL_USER.USER_ID). 

SESSION_ID nvarchar(255) Yes HTTP session ID for the user session. Only 
populated when the value of 
OBJECT_OPERATION is 5 or 6. 

DEPARTMENT_ID numeric(19) Yes DEPARTMENT_ID of the department involved 
in the event. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

REASON numeric(19) Yes Not used currently. 

REASON1 numeric(19) Yes Not used currently. 

REASON2 numeric(19) Yes Not used currently. 

REASON3 numeric(19) Yes Not used currently. 

REASON4 nvarchar(255) Yes Not used currently. 

REASON5 numeric(19) Yes Not used currently. 

CLIENT_USER_ID numeric(19) Yes Client information. 

CLIENT_IP_ADDRESS nvarchar(255) Yes Contains the hostname for the application 
server where the event occurred. 

CLIENT_OS nvarchar(255) Yes Not currently used. 

CLIENT_BROWSER nvarchar(255) Yes Not currently used. 

CLIENT_INFO nvarchar(255) Yes Not currently used. 
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 Event History Category Tables  

EGPL_EVENT_HISTORY_CATEGORY 

This table logs the events that have taken place in relation to the classifications from the ECE Consoles 
(Administration Console and Agent Console). These will be the time-stamped actions and operations 
which were performed for the following tasks: 

 Creating, editing, or deleting classifications 
 Using classifications, either by the system or by users. 

For example, any instances of classification being created or modified by an administrator or used by 
agents for an activity and authors for an article. 

Column Type Nullable Description 

EVENT_ID numeric(19) No A unique identifier for an event. 

EVENT_DATE numeric(19) Yes Date/time of event (represented as the number 
of milliseconds since 01/01/1970). 

APPLICATION_ID numeric(19) Yes APPLICATION_ID of the application involved in 
the event (for example, Mail, Chat). 

See Appendix 1: Capabilities. 

LANGUAGE_ID Int Yes Language of object ID. 

OBJECT_OPERATION smallint Yes Denotes the type of event: 

Category_Create_Event: 1 

Category_Modify_Event: 2 

Category_Soft_Delete_Event: 3 

Catagory_Assign_Event: 5 

Category_Remove_Event: 6 

EVENT_DURATION Int Yes Length of time in seconds that the event took to 
complete. 

USER_ID numeric(19) Yes USER_ID of the user. 

(Reference Table: EGPL_USER.USER_ID). 

SESSION_ID numeric(19) Yes Session ID of Login User. 

DEPARTMENT_ID numeric(19) Yes DEPARTMENT_ID of the department involved in 
the event. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

CLIENT_IP nvarchar(50) Yes IP address of the client. 
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REASON numeric(19) Yes queue_id of the queue in which activity is there 
when classification got attached. If not in a 
queue, then NULL or 0. 

REASON1 numeric(19) Yes Alias_ID of the alias to which this activity had 
come. 

REASON2 numeric(19) Yes Not used currently. 

REASON3 numeric(19) Yes Not used currently. 

REASON4 numeric(255) Yes Not used currently. 

OBJECT_ID numeric(19) Yes Object ID to which the classification got 
attached. 

OBJECT_TYPE smallint Yes Event_Object_Type_Activity: 201 

Event_Object_Type_Article: 202 

Event_Object_Type_Customer: 203 

Event_Object_Type_Category: 204 

CATEGORY_ID numeric(19) Yes Classification ID (category or resolution code ID). 

TOP_LVL_ACTIVITY_ID numeric(19) Yes A 64-bit long value that identifies the top-level 
activity when available. 

 
Customer Tables  

EGPL_CASEMGMT_CUSTOMER 

Depending on how the system is configured, customers may be created manually by agents and created 
automatically by the system when it encounters new contact details. All activities and cases are 
associated with a customer (usually using the contact details as the identifier) so that the customer 
history can be tracked. Generic anonymous customer is associated when a customer for a case and 
activity could not be identified. 

Customers may be individuals (the default type when created automatically), groups or corporate 
organizations. Groups may be households, joint account holders, associations, clubs or other types of 
group. Corporate or group customers may have one or more distinct contact persons defined, each with 
their own contact details that will be recognized by the system. 

Depending on their type, additional customer details are found in EGPL_CASEMGMT_CORP_CUSTOMER 
or EGPL_CASEMGMT_GRP_CUSTOMER. Contact person details are found in 
EGPL_CASEMGMT_CONTACT_PERSON. 

This table contains the fundamental details of each customer, irrespective of type, and can be used to 
relate to other data (for example, activity volumes) by customer. 
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Column Type Nullable Description 

CUSTOMER_ID numeric(19) No A unique identifier for a customer. This ID is 
unique across departments. 

CUSTOMER_TYPE nchar(1) No Denotes whether the customer is an individual, 
group or corporate customer. 

 i: individual 

 g: group 

 c: corporate 

CUSTOMER_ROLE nvarchar(255) Yes Some individuals or organizations recorded in 
the application as customers may in fact be 
partners or resellers who have (been) 
contacted on a customer’s behalf. This column 
can be used to denote whether this is the case. 

 partner 

 reseller 

 customer 

REFERRED_BY numeric(19) Yes Free-text field which can be used to denote 
who referred the customer to the business (see 
also HOW_REFERRED, below). 

Currently not in use. 

CLASSIFICATION nvarchar(50) Yes Can be used to denote the value of the 
customer: 

 Gold 

 Platinum 

 Silver 

 Premium 

 Standard 

PIN_INFO nvarchar(255) Yes A string specifying the pin info of this customer. 

HOW_CREATED smallint Yes A number specifying how this customer was 
created, created by an agent or by system 
through mail or phone. 

WHO_CREATED numeric(19) No USER_ID of the user that created the customer 
record. 

(Reference Table: EGPL_USER.USER_ID). 

WHEN_CREATED datetime No Timestamp (in GMT) of when this user was 
created. 
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HOW_REFERRED nvarchar(255) Yes Can be used to denote how the customer 
was referred to the business: 

 Website 

 Customer 

 Partner 

 Employee 

 Reseller 

INDUSTRY nvarchar(50) Yes Can be used to denote that the customer is 
associated to a particular vertical: 

 Health care 

 Finance 

 Telecom 

MKTG_SEG nvarchar(50) Yes Free-text field which can be used to denote 
what segment the customer is considered to 
belong to for marketing purposes or for 
agents to take into consideration. 

ROLE numeric(19) Yes Not in use. 

SLA nvarchar(255) Yes A string specifying SLA (already defined in the 
system) for this customer. 

Currently not in use. 

ENTITLEMENTS nvarchar(1024) Yes Free-text field which can be used to denote 
entitlements that the customer has which 
agents should take into consideration. 

PREFERED_AGENT_ID numeric(19) Yes USER_ID of the agent who primarily looks 
after this customer. 

(Reference Table: EGPL_USER.USER_ID). 

DEPARTMENT_ID numeric(19) Yes DEPARTMENT_ID of the department that the 
customer is primarily associated with. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

DELETE_FLAG nchar(1) No Denotes whether customer was deleted from 
the system: 

 y: Deleted 

 n: Not deleted 

ARCHIVE_FLAG smallint Yes Not in use. 

+ custom attributes …  … 
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EGPL_CASEMGMT_CONTACT_PERSON 

This table stores the details of each contact person under each customer. Corporate or group customers 
may have multiple entries in this table if more than one contact person has been defined. Each individual 
customer has one entry in this table to store details about them as a person (for example, first name and 
last name). Every contact person can be associated with one customer only. 

All activities are associated with a contact person, when applicable, in addition to the overall customer. 
Note that cases are only associated with the overall customer and not the individual contact persons. 

Column Type Nullable Description 

CONTACT_PERSON_ID numeric(19) No A unique identifier for a contact person. This ID is 
unique across departments. 

CUSTOMER_ID numeric(19) Yes CUSTOMER_ID of the customer that the contact 
person is associated with. Each contact person is 
associated to one customer. 

If the customer type is group or corporate, then 
contact persons are individuals who represent 
the group or organization. 

(Foreign key to 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 

CONTACT_PERSON_TYPE nvarchar(50) Yes Can be used to denote the area of responsibility 
of the contact person if they represent a group or 
corporate customer. 

 Billing 

 Shipping 

 Technical 

 Legal 

SALUTATION nvarchar(50) Yes The title of the contact person or individual 
customer for use in formal greetings. 

 Mr 

 Mrs 

 Ms 

 Miss 

FIRST_NAME nvarchar(124) Yes The first name of the contact person or individual 
customer. 

LAST_NAME nvarchar(124) Yes The last name of the contact person or individual 
customer. 
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MIDDLE_NAME nvarchar(124) Yes The middle name of the contact person or 
individual customer. 

SUFFIX nvarchar(124) Yes Can be used to denote any suffix of the contact 
person or individual customer’s name: 

 Jr 

 Sr 

 I 

 II 

 III 

INITIALS nvarchar(16) Yes Free-text field which can be used to denote the 
contact person or individual customer’s initials in 
addition to their first, middle, and last names. 

START_GREETING nvarchar(255) Yes Free-text field which can be used to denote the 
first part of the greeting that agents should use for 
this contact person or individual customer. 

END_GREETING nvarchar(255) Yes Free-text field which can be used to denote the 
first part of the greeting that agents should use for 
this contact person or individual customer. 

GENDER nvarchar(16) Yes Can be used to record the gender of this contact 
person or individual customer. 

 0: Male 

 1: Female 

DATE_OF_BIRTH datetime Yes Can be used to record the D.O.B. of this contact 
person or individual customer. 

MARITAL_STATUS nvarchar(124) Yes Can be used to record the marital status of this 
contact person or individual customer. 

 0: Married 

 1: Single 

 2: Separated 

 3: Divorced 

 4: Widowed 

SPOUSE_NAME nvarchar(512) Yes Free-text field which can be used to record the 
spouse name of this contact person or individual 
customer. 



Enterprise Chat and Email Data Dictionary Page 26 
 

EMERGENCY_CONTACT nvarchar(50) Yes Free-text field which can be used to record the 
emergency contact details for this contact person 
or individual customer. 

PRIORITY nvarchar(255) Yes This can be used to denote whether this contact 
person is high, medium, or low priority within 
their group or organization. 

DEFAULT_CONTACT_PERSON numeric(19) Yes Can be used to denote whether this contact 
person is considered to be the primary contact 
within their group or organization. 

 0: No 

 1: Yes 

DELETE_FLAG nchar(1) No Denotes whether contact person has been deleted 
from the system: 

 y: Deleted 

 n: Not deleted 

EGPL_CASEMGMT_CONTACT_POINT  

Contact points are the email addresses, telephone numbers, postal addresses, social profiles, and web 
addresses which are known for each customer. They can be used as identifiers to recognize a customer 
when they contact. This table stores fundamental details of each contact point irrespective of channel 
(for example, the contact person and customer that it is associated with). Every contact point can be 
associated to one customer and one contact person only. Same contact point may exist for another 
customer as well and hence cannot be used to uniquely identify a customer. 

Column Type Nullable Description 

CONTACT_POINT_ID numeric(19) No A unique identifier for a contact point. This ID is 
unique across departments. 

CONTACT_PERSON_ID numeric(19) Yes CONTACT_PERSON_ID of the contact person that the 
contact point is associated with. Each contact point is 
associated with one contact person. 

(Foreign key to 
EGPL_CASEMGMT_CONTACT_PERSON.CONTACT_P 
ERSON_ID). 

CONTACT_POINT_TYPE nchar(1) Yes Denotes the channel that the contact point is 
applicable for. 

 E: Email 

 P: Postal 

 T: Telephone 

 W: Web 
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CUSTOMER_ID numeric(19) Yes CUSTOMER_ID of the customer that the contact point 
is associated with. Each contact point is associated to 
one customer and may be used as the identifier to 
recognize them. 

(Reference Table: 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 

START_DATE datetime Yes Can be used to denote that the contact point will 
become valid on a particular date. 

END_DATE datetime Yes Can be used to denote that the contact point will 
cease to be valid on a particular date. 

DELETE_FLAG nchar(1) No Denotes whether the contact point has been deleted 
from the system: 

 y: Deleted 

 n: Not deleted 

DEPARTMENT_ID numeric(19) Yes DEPARTMENT_ID of the department that the 
contact point is primarily associated with. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

 

EGPL_CASEMGMT_CORP_CUSTOMER 

Every corporate customer is stored both in the EGPL_CASEMGMT_CUSTOMER table and this table. This 
table stores additional data that is specific to corporate customers. 

 

Column Type Nullable Description 

CUSTOMER_ID numeric(19) No A unique identifier for a customer. This ID is unique 
across departments. (Foreign key to 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 

CUSTOMER_NAME nvarchar(124) Yes Name of the organization. 

REGN_NUMBER nvarchar(255) Yes Free-text field can be used to record a customer 
registration number. 

PARENT_ORG numeric(19) Yes Not currently in use. 

REGION nvarchar(50) Yes Can be used to denote which region the customer 
is primarily associated with: 

 US 

 Europe 

 Asia Pac 
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NUM_OF_EMPLOYEES numeric(19) Yes Can be used to record the size of the customer 
organization in terms of its number of employees. 

REVENUES nvarchar(20) Yes Can be used to record the size of the customer 
organization in terms of its revenue. 

CURRENCY nvarchar(255) Yes Can be used to denote which currency the 
customer uses: 

 USD 

 Euro 

 UK Pound 

 Yen 

SECTOR_TYPE nvarchar(50) Yes Free-text field can be used to record the sector or 
vertical that the customer organization is 
associated with. 

 

EGPL_CASEMGMT_GRP_CUSTOMER 

Every group customer is stored both in the EGPL_CASEMGMT_CUSTOMER table and this table. This table 
stores additional data which is specific to group customers. 

Column Type Nullable Description 

CUSTOMER_ID numeric(19) No A unique identifier for a customer. This ID is 
unique across departments. (Foreign key to 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 

CUSTOMER_NAME nvarchar(124) Yes Name of the group. 

GROUP_TYPE nvarchar(50) No Can be used to denote the nature of the group: 

 Household 

 Joint Account 

 Association 

 Membership 

 Club 

 Other 

NUM_OF_MEMBERS numeric(19) Yes Can be used to record the size of the group in 
terms of its number of members. 

INCOME nvarchar(20) Yes Can be used to record the size of the group in 
terms of its income (if applicable). 
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CURRENCY nvarchar(255) Yes Can be used to denote which currency the 
customer uses: 

 USD 

 Euro 

 UK Pound 

 Yen 

REGISTRATION_NUMBER nvarchar(255) Yes Free-text field can be used to record a customer 
registration number. 

AFFILATION nvarchar(50) Yes Free-text field can be used to record the group’s 
affiliation to another group/organization/entity of 
interest. 

REGION nvarchar(50) Yes Can be used to denote which region the customer 
is primarily associated with: 

 US 

 Europe 

 Asia Pac 

EGPL_CASEMGMT_CPOINT_EMAIL 

This table is used to store the customer’s email contacts. 
 

Column Type Nullable Description 

CONTACT_POINT_ID numeric(19) No A unique identifier that identifies the contact point 

DEPARTMENT_ID numeric(19) No A numeric value of the ID of the department to 
which this contact point belongs 

(Reference table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

EMAIL_ADDRESS nvarchar(255) No A string specifying the email address. This is unique 
in the application for this department. 

WHEN_MODIFIED datetime No This value indicates when this contact point was 
last modified.  

CREATE_DATE datetime No This value indicates when this contact point was 
created. 

DELETE_FLAG nchar(1) No Denoted if the Email contact is deleted or not. 

 

 



Enterprise Chat and Email Data Dictionary Page 30 
 

 Activity and Case Tables  

EGPL_CASEMGMT_ACTIVITY  

For contact center interaction channels (chat, email, social, calls), the most important object is the activity 
– the record of each interaction via one of these channels. Every chat conversation, every email or social 
message, and every logged call is stored as an activity. 

This table contains the fundamental details about every activity, irrespective of channel. The individual 
events that happened while handling each activity (for example, any instances of activities being assigned, 
transferred, replied to or completed) are captured in the table EGPL_EVENT_HISTORY_CASE_MGMT, and 
the details in this table can then be tied to those events. 

Column Type Nullable Description 

ACTIVITY_ID numeric(19) No Primary key. A unique identifier for an activity. 

CASE_ID numeric(19) Yes CASE_ID of the case that the activity belongs to. Each 
activity is associated to one case (or no case) but a case 
can contain multiple activities of the same type or 
different types which together form a thread. 

(Reference Table: EGPL_CASEMGMT_CASE.CASE_ID). 

DEPARTMENT_ID numeric(19) Yes DEPARTMENT_ID of the department to which the activity is 
assigned. 

(Reference Table: EGPL_DEPARTMENT.DEPARTMENT_ID). 

ACTIVITY_MODE smallint Yes The direction of the activity – that is, Identified if 
activity was created for an inbound or outbound 
communication. Task activities remain internal and do 
not have a direction. 

 100: Inbound 

 200: Outbound 

 300: Others 

ACTIVITY_TYPE smallint No Denotes the type of activity (for example, email, chat, call, 
social, task, web). Aside from task activities, most activity 
types correspond to channels: 

 1: Email 

 2000: Chat 

 8000: Web activity (that is, portal session) 

 10000: Task 

 12000: CallTrack 

 20000: Social 
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Column Type Nullable Description 

ACTIVITY_SUB_TYPE smallint No This is sub-type of an activity. The sub-type will vary for 
each activity type. 

See Appendix 2: Activity Types and Subtypes. 

ACTIVITY_STATUS smallint No Denotes the current status of the activity. The status of the 
activity will keep changing as the activity goes through 
different stages. . See Appendix 3: Activity Status and 
Substatus for the complete list. 

ACTIVITY_SUB_STATUS smallint No Provides greater granularity than ACTIVITY_STATUS. See 
Appendix 3: Activity Status and Substatus for the 
complete list. 

ACTIVITY_PRIORITY smallint Yes Indicates whether the activity is not prioritized (that is, 
no value stored in this field) or has been given a priority 
of 1-7 (where 1 is highest and 7 is lowest). 

WHEN_CREATED datetime No Timestamp (in GMT) of when this activity was created in 
the system by a process (for example, retriever) or by a 
user. 

WHO_CREATED numeric(19) No The ID of the user who created the activity. For a system-
created activity, this will be the ID of the System user. 

(Reference Table: EGPL_USER.USER_ID). 

WHEN_MODIFIED datetime Yes Timestamp (in GMT) of when this activity’s details were 
last modified. 

If the activity is completed, then this will be the 
timestamp (in GMT) of when it was completed. 

DUE_DATE datetime Yes Timestamp (in GMT) of when the activity is due to be 
replied to. This may be set manually by users or 
automatically by workflow rules that consider the 
prescribed service levels as well as the department’s 
business calendar. 

USER_LAST_WORKED numeric(19) Yes USER_ID of the user who sent this email activity, if it is a 
reply or other outbound email activity. 

After the user sends the activity, it goes into the outbound 
workflow and is no longer assigned to them, but their 
involvement is still captured in this field. 

If an outbound email activity goes through an approval 
loop, then it may be assigned to approvers, but only the 
user who first sent it will be recorded here. 

(Reference Table: EGPL_USER.USER_ID). 
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Column Type Nullable Description 

ASSIGNED_TO numeric(19) Yes USER_ID of the user that the activity is currently assigned 
to, if any. 

If the activity is in assigned status, this means that it is in 
this user’s inbox. If the activity is not assigned to any user, 
the value in this field is -1. 

(Reference Table: EGPL_USER.USER_ID). 

SUBJECT nvarchar(1024 

) 

Yes For inbound email activities, this will be the email 
subject. For chat activities, it will be the customer’s 
description of their query. For inbound social activities, 
it will be a summary of the social message. 

For other activity types and modes, this is a free-text 
field that can be set by any user who creates or works on 
the activity. 

DESCRIPTION nvarchar(1024 

) 

Yes A free-text field that can be used to add further details 
about the activity for reference by agents. 

LANGUAGE_ID smallint Yes An integer value that identifies the language of the 
content of an email, when available. 

CUSTOMER_ID numeric(19) Yes CUSTOMER_ID of the customer that the activity is 
associated with. Each activity is associated to one 
customer, usually depending on which customer matches 
the contact point of the activity. 

(Reference Table: 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 

CONTACT_PERSON_ID numeric(19) Yes CONTACT_PERSON_ID of the contact person that the 
activity is associated with. Each activity is associated to 
one contact person, usually depending on which contact 
person matches the contact point of the activity. 

(Reference Table: 
EGPL_CASEMGMT_CONTACT_PERSON.CONTACT_PERSO
N_ID). 

QUEUE_ID numeric(19) Yes QUEUE_ID of the queue that the activity is currently 
associated with, if any. 

(Reference Table: EGPL_ROUTING_QUEUE.QUEUE_ID). 
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Column Type Nullable Description 

CONTACT_POINT_ID numeric(19) Yes CONTACT_POINT_ID of the contact point (for example, 
email address, phone number, social profile) that the 
activity is associated with. 

(Foreign key to 
EGPL_CASEMGMT_CONTACT_POINT.CONTACT_POINT_I
D). 

CONTACT_POINT_DATA nvarchar(1024 

) 

Yes The value of the contact point associated with the 
CONTACT_POINT_ID. 

This will be the text of the email address, phone number, 
or social profile name. 

SAVE_DRAFT_FLAG smallint No For email and social activities, this denotes whether a 
message has been saved but not yet sent. 

 0: Not a saved draft 

 1: A saved draft 

NUM_NOTES smallint Yes Denotes the number of notes stored against the activity. 

NUM_ATTACHMENTS smallint Yes Denotes the number of files attached to the activity. 
Applies for activity types for Email, Task, Social, Chat, 
Calltrack. 

In case of chat this number is updated for attachments 
sent as part of KB articles. 

CASE_TYPE smallint Yes If the activity is part of a case, this denotes whether the 
activity is the first activity in its case (that is, the 
beginning of a new case) or a subsequent activity (that 
is, a continuation of an existing case). 

 1 = Existing case 

 2 = New case 

 NULL when no case is associated 

IS_ESCALATED nchar(1) Yes For inbound email activities, denotes whether the email 
is an escalation from eGain SelfService. 

 n: Not an escalation 

 y: Escalation 

VISITOR_SESSION_ID nvarchar(256) Yes  

VISITOR_USER_ID nvarchar(256) Yes  
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Column Type Nullable Description 

DELAY_TIME_IN_MIN numeric(19) Yes Not in use 

+ custom attributes …  … 

 

EGPL_CASEMGMT_CASE 

For contact center interaction channels (chat, email, social, calls), the second most important object is the 
case, which is used to group-related activities. 

For the asynchronous channels, email and social, each activity represents one message in or out, and the 
case groups these activities into an ongoing thread. 

This table stores fundamental details about each case (for example, the status and original channel) which 
can then be tied to the specific activities of the case. 

Column Type Nullable Description 

CASE_ID numeric(19) No Primary key. A unique identifier for a case. 

CASE_STATUS smallint No Denotes whether the case is open (that is, at least 
one activity in the case is not completed) or closed 
(that is, all activities in the case are completed). 

 0: Open 

 1: Closed 

 2: Ready to be closed (that is, there is 
one remaining incomplete activity in the 
case, which is outbound and is just 
waiting to be dispatched). 

CASE_GROUP_ID numeric(19) Yes CASE_GROUP_ID of a group of other cases to 
which this case is related. 

Depending on how the inbound email workflow is 
configured, the system may open a new case for 
an email which had an existing case ID (for 
example, an old case and completed case), and 
then relate the old and new cases for continuity. 

(Reference Table: 
EGPL_CASEMGMT_CASE_ASS.CASE_GROUP_ID 
[table not included in data extracts]). 

DEPARTMENT_ID numeric(19) No DEPARTMENT_ID of the department to which the 
case is primarily associated. 
(Reference Table: 
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EGPL_DEPARTMENT.DEPARTMENT_ID). 

ORIGINAL_SOURCE nvarchar(100) No ACTIVITY_TYPE_ID to denote the type of activity 
(for example, email, chat, call, social, task, web) 
that was the first activity in the case when it 
opened. Aside from task activities, most activity 
types correspond to channels. 

 Email 

 Task 

 Call Track 

 Chat 

 Escalation 

 Facebook 

 Google 

 Task 

 Twitter 

 Web 

 YouTube 

DUE_DATE datetime Yes Timestamp (in GMT) of when the case is due to be 
closed. This may be set manually by users or 
automatically by workflow rules which consider the 
prescribed service levels as well as the 
department’s business calendar. 

OWNER numeric(19) No USER_ID of the user who owns the case. 

Typically this is the user to whom the first activity 
in the case was first assigned, although this can be 
overridden manually or by workflow rules. If the 
owner is not identified, the value in this field is -1. 
(Reference Table: EGPL_USER.USER_ID). 

CUSTOMER_ID numeric(19) Yes CUSTOMER_ID of the customer that the case is 
associated with. Each case is associated to one 
customer, initially the same customer associated 
to the first activity in the case. 
(Foreign key to 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 

SEVERITY smallint Yes Can be used to denote the severity of the case. 

 1: Urgent 

 2: High 

 3: Medium 

 4: Low 

SUBJECT nvarchar(1024) Yes Matches the subject of the first activity in the case. 
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CASE_ACCESS numeric(3) No Not currently in use. 

DESCRIPTION nvarchar(1024) Yes A free-text field which can be used to add further 
details about the case for reference by agents. 

SOLUTION_DESCRIPTION nvarchar(1024) Yes A free-text field which can be used to add further 
details about the case for reference by agents. 

USER_LAST_WORKED numeric(19) Yes USER_ID of the user who sent the most recent 
reply or other outbound activity on this case. 
(Reference Table: EGPL_USER.USER_ID). 

DELETE_FLAG nchar(1) No Not currently in use. 

+ custom attributes …  … 

 

EGPL_ACTIVITY_TYPE 

This table stores information about activity types. 

 

Column Type Nullable Description 

activity_type_id numeric(19) Not null An integer value that identifies an activity type. 

activity_type_name nvarchar(255) Not null A string representing the name of the activity type. This 
string is used to display the name of activity type in the 
UI. 

activity_type_descriptio
n 

nvarchar(255) Null A string representing the description of the activity 
type. 

reply_pane_label nvarchar(255) Not null Title of the reply pane to be displayed after selecting 
this type of activity. 

reply (default value) 

call_tracking_activity tinyint Not null This integer value specifies whether this activity type is 
flagged as CallTrack type. 

 1: CallTrack features enabled for this type of 
activity 

 0: CallTrack feature disabled (default value) 

info_section_pane_id numeric(19) Not null This integer specifies the Information pane section that 
will be automatically selected after creating an activity 
of this type. 

 0 (default value) 
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 Email Tables  

EGML_EMAIL 

Every email activity is stored both as an activity (in the EGPL_CASEMGMT_ACTIVITY table) and as an email 
in this table. This table stores additional data which is specific to the email channel. 

Column Type Nullable Description 

EMAIL_ID numeric(19) No Primary key 

ACTIVITY_ID numeric(19) No ACTIVITY_ID which corresponds to this email. 

(Reference Table: 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

RECV_EMAIL_ADDRESS nvarchar(255) No Email address of the recipient. In the case of 
inbound emails, this is populated according to 
the email header. 

DELETE_FLAG nchar(1) No Not currently in use. 

 

EGML_EMAIL_DATA_ALT 

This table stores the content of each email created in the system. The rest of the email data is stored in 
the EGML_EMAIL table. 

Column Type Nullable Description 

ACTIVITY_ID numeric(19) No ACTIVITY_ID which corresponds to this email. 

(Foreign key to 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

EMAIL_ID numeric(19) No EMAIL_ID of this email. 

(Foreign key to EGML_EMAIL.EMAIL_ID). 

TEXT_CONTENT nvarchar(max) No The email body. 

 

EGML_EMAIL_ADDRESS 

The EGML_EMAIL table stores the core information about each email including the sender's email 
address and the main recipient's email address. However, because an email may have more than one 
recipient, this table stores the full set of recipients – all To, Cc, and Bcc email addresses. Finally, if the 
email has a Reply-To email address, then that is captured here as well. 
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Column Type Nullable Description 

EMAIL_ID numeric(19) No EMAIL_ID of this email. 

(Foreign key to EGML_EMAIL.EMAIL_ID). 

EMAIL_ADDRESS nvarchar(255) No Text of the email address. 

ADDRESS_FLAG smallint No Denotes how the email address was 
included: 

 1: To email address 

 2: Cc email address 

 3: Bcc email address 

 4: Reply To email address 

EGML_MAILHOST 

This table stores information about the email alias details. 
 

Column Type Nullable Description 

ALIAS_ID numeric(19) No A unique identifier for alias. 

RECV_EMAIL_ADDRESS nvarchar(255) No A string specifying the alias email 
address. 

ALIAS_NAME nvarchar(255) No A string specifying a name for this alias 

ALIAS_DESCRIPTION nvarchar(255) Yes A string specifying a brief description 
for this alias. 

ALIAS_STATUS Smallint No The status of this alias 

 1: Active  

 2: Inactive 

AUTO_BCC nvarchar(255) Yes A string specifying the email address to 
which a copy of all the emails sent from 
this alias will be sent 

SMTP_BLACKHOLE_EMAIL_ADDRESS nvarchar(255) Yes A string specifying the email address to 
which all the emails sent from this alias 
will be sent irrespective of the recipient 
addresses specified in the email. 
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Column Type Nullable Description 

MAIL_SERVER_PROTOCOL numeric(18) No An integer specifying the network 
protocol to be used for communicating 
with the incoming email server for this 
alias. 

 1: IMAP  

 2: POP3 

MAIL_SERVER_PORT numeric(18) No An integer specifying the port of the 
incoming email server to connect to for 
this alias. 

POP3_SERVER nvarchar(255) No A string specifying the IP address or the 
host name of the incoming email server 
for this alias 

POP3_LOGIN_ID nvarchar(128) No A string specifying the login name to be 
used to connect to incoming email 
server for this alias 

POP3_PASSWORD nvarchar(2000) No A string specifying the password to be 
used to connect to incoming email 
server for this alias. This is encrypted 

SMTP_PROTOCOL numeric(18) No An integer specifying the network 
protocol to be used for communicating 
with the outgoing email server for this 
alias 

SMTP_SERVER nvarchar(255) No A string specifying the IP address or the 
host name of the outgoing email server 
for this alias 

SMTP_PORT numeric(18) No An integer specifying the port of the 
outgoing email server to connect to for 
this alias 

SMTP_LOGIN_ID nvarchar(128) Yes A string specifying the login name to be 
used to connect to outgoing email 
server for this alias 

SMTP_PASSWORD nvarchar(2000) Yes A string specifying the password to be 
used to connect to outgoing email 
server for this alias. This is encrypted 
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Column Type Nullable Description 

SMTP_FLAG smallint Yes An integer specifying whether to re-try 
connecting using SMTP protocol, if 
authorization fails while connecting 
with ESMTP, or not: 

 2: Use SMTP if authorization 
fails  

 3: Do not use SMTP 

DELETE_FLAG nchar(1) no A character specifying whether this 
alias has been deleted or not. 
Whenever an alias is deleted: 

 y: Deleted  

 n: Not deleted 

DEPARTMENT_ID numeric(19) No The department where this alias is 
created 

(Reference table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

IS_DEFAULT_ALIAS smallint No An integer specifying whether this alias 
is the default alias for this department 
or not 

 0: Not default alias  

 1: Default alias 

INCOMING_CONNECTION_TYPE_FLAG smallint No Flag to identify connection type for 
incoming mail server 

Connection to mail server can be 
SSL/TLS/Plain 

OUTGOING_CONNECTION_TYPE_FLAG smallint No Flag to identify connection type for 
outgoing mail server 

Connection to mail server can be 
SSL/TLS/Plain 
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EGML_SPAM 

This table contains the email addresses and domains from which spam emails are expected. Retriever service uses 
this data to identify spam emails by searching for these phrases in the sender’s address. 

 

Column Type Nullable Description 

spam_id numeric(19) Not null An identifier that identifies a 
spam phrase. 

spam_name nvarchar(255) Not null A string representing the name 
of the spam phrase. 

spam_desc nvarchar(255) Null A string specifying a brief 
description of this spam 
phrase. 

spam_type smallint Not null An integer specifying the type 
of this spam phrase. 

 1: Domain name 

 2: Email address 

blocked_phrase nvarchar(255) Not null A string specifying the actual 
phrase that is to be searched 
for. 

delete_flag nchar(1) Not null A character, specifying 
whether this spam phrase has 
been deleted or not. If deleted, 
the record is not physically 
deleted from database. It is 
marked a deleted. 

 y: Deleted 

 n: Not deleted 

department_id numeric(19) Not null A 64-bit long value identifying 
the department where this 
spam phrase is created. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTM
ENT_ID). 
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 Chat Tables  

EGLV_SESSION_CONTENT 

Every chat activity is stored both as an activity (in the EGPL_CASEMGMT_ACTIVITY table) and as a session 
in this table. This table stores additional data which is specific to the chat channel. 

Column Type Nullable Description 

ACTIVITY_ID numeric(19) No ACTIVITY_ID which corresponds to this chat 
session. 

(Foreign key to EGLV_SESSION.ACTIVITY_ID). 

CONTENT nvarchar(max) Yes This is the complete transcript of a chat session. 
The content is stored in encoded format. 

 

EGLV_SESSION 

This table contains details of the session for the chat activity. The activity_id from the 
EGPL_CASEMGMT_ACTIVITY table is used as the session id. When a chat session is started by the 
customer an entry is made to this table. This table is important for a user to know the creation of a chat 
session and its current status. 

Column Type Nullable Description 

ACTIVITY_ID numeric(19) No ACTIVITY_ID which corresponds to this chat 
session. 
(Foreign key to 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

ENTRY_POINT_ID numeric(19) Yes ENTRY_POINT_ID of the entry point that the 
activity was assigned to. 
(Reference Table: 
EGLV_ENTRY_POINT.ENTRY_POINT_ID [table 
not included in data extracts]). 
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CUST_CONNECTION_STATUS smallint Yes The status of the connection between the 
customer's browser and the application. The 
customer's browser is regularly pinged 
(configurable time period) to check whether it 
is connected. 

 1: Fast connected: If the response to 
the ping is within the specified time 

 2: Slow connected: If the response to 
the ping is not within the specified 
time 

 3: Disconnected: If there is no 
response to the ping after 10 
attempts 

SERVICE_INTERVAL numeric(19) Yes The time difference between when the chat 
session was created and when its status 
changed to in-progress. 

CLOSED_BY numeric(19) Yes This column stores the details of who closed 
the session. 

USER_AGENT nvarchar(2000) Yes This column stores the details of the browser 
version and OS of the customer's desktop. 

REFERRER_URL nvarchar(max) Yes The URL of the page from where the chat link was 
opened. 

REFERRER_NAME nvarchar(2000) Yes Name of the referrer page. 

CUST_DISPLAY_NAME nvarchar(510) Yes This column stores the name provided by the 
customer at the start of the chat session. 

DELETE_FLAG nchar(1) No This denotes whether the session entry can be 
soft deleted, that is, it is a flag. 

 y: Yes 

 n: No (default value) 

CLIENT_IP nvarchar(50) Yes This column stores the IP address of the 
customer's desktop. 

ORIG_DEPARTMENT_ID numeric(19) Yes DEPARTMENT_ID of the department to which 
the chat was originally assigned to. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 
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PUSH_TYPE smallint Yes  1 = ACTIVITY_PUSH_TYPE_DEFAULT 

 2 = ACTIVITY_PUSH_TYPE_PULL 

 3 = ACTIVITY_PUSH_TYPE_TRANSFER 

 4= ACTIVITY_PUSH_TYPE_PULL_TRANSFER 

 5 = ACTIVITY_PUSH_TYPE_INVITE 

IS_PRIORITY_CHAT bit No  0 : Normal chat 

 1 : Offered priority chat 

EGLV_SURVEY 

This table contains all chat survey information. 
 

Column Type Nullable Description 

PKEY numeric(19) No A unique identifier for chat survey 

ACTIVITY_ID nvarchar(255) No Activity ID of the chat 

(Reference Table: 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

QUESTION_NUM Smallint Yes An integer field can be used to record a question 
number 

QUESTION nvarchar(2000) No Free-text field can be used to record a Question 

ANSWER nvarchar(2000) Yes Free-text field can be used to record Answer 

WHEN_CREATED datetime No Timestamp when the survey was created 

 

EGLV_SESSION 

This table contains details of the session for the chat activity. The activity_id from the 
EGPL_CASEMGMT_ACTIVITY table is used as the session id. When a chat session is started by the 
customer an entry is made to this table. This table is important for a user to know the creation of a chat 
session and its current status. 

Column Type Nullable Description 

ACTIVITY_ID numeric(19) No ACTIVITY_ID which corresponds to this chat 
session.  

(Foreign key to 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 
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Column Type Nullable Description 

ENTRY_POINT_ID numeric(19) Yes ENTRY_POINT_ID of the entry point that the 
activity was assigned to. 

CUST_CONNECTION_STATUS smallint Yes The status of the connection between the 
customer's browser and eGain application. The 
customer's browser is regularly pinged 
(configurable time period) to check whether it is 
connected. 

3: Disconnected: If there is no response to 
the ping after 10 attempts 

SERVICE_INTERVAL numeric(19) Yes The time difference between when the chat 
session was created and when its status changed 
to in- progress. 

CLOSED_BY numeric(19) Yes This column stores the details on who closed the 
session. 

Will be 0 if the activity is yet to completed 

USER_AGENT nvarchar(2000) Yes This column stores the details of the browser 
version and OS of the customer's desktop. 

REFERRER_URL nvarchar(max)  Yes The URL of the page from where chat link was 
opened. 

REFERRER_NAME nvarchar(2000) Yes Name of the referrer page. 

CUST_DISPLAY_NAME nvarchar(510) Yes This column stores the name provided by the 
customer at the start of the chat session. 

DELETE_FLAG nchar(1) No This denotes whether the session entry can be 
soft deleted, i.e., it is a flag. 

 y: Yes 

 n: No (default value) 

CLIENT_IP numeric(50) Yes This column stores the IP address of the 
customer's desktop. 

ORIG_DEPARTMENT_ID numeric(19) Yes DEPARTMENT_ID of the department to which the 
chat was originally assigned to. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 
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Column Type Nullable Description 

PUSH_TYPE smallint Yes A numeric value denotes the push type 

 0: Activity is abandoned from queue 
 1: ACTIVITY_PUSH_TYPE_DEFAULT 

 2: ACTIVITY_PUSH_TYPE_PULL 

 3: ACTIVITY_PUSH_TYPE_TRANSFER 

 4: 
ACTIVITY_PUSH_TYPE_PULL_TRANSFER 

 5 = ACTIVITY_PUSH_TYPE_INVITE 

IS_PRIORITY_CHAT bit No A bit denotes the chat priority 

 0: Normal chat 

 1: Offered priority chat 

 

 Category Tables  

EGPL_CATEGORY_GROUP 

This table stores the fundamental details of each classification – categories and resolution codes. 

Column Type Nullable Description 

GROUP_ID numeric(19) No A unique identifier for a classification. 

DEPARTMENT_ID numeric(19) No DEPARTMENT_ID of the department 
involved in the event. 

(Foreign key to 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

WHO_CREATED numeric(19) Yes USER_ID of the user that created this 
record. 

(Reference Table: EGPL_USER.USER_ID). 

GROUP_TYPE nchar(1) Yes Type of classification: 

 c – category 

 r - resolution 
code 

DELETE_FLAG nchar(1) No  y - deleted 

 n - Non deleted 
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COMPLAINT_FLAG nchar(1) No This character value indicates whether this 
is a complaint type of category. 

 y - This is a complaint type of 
category 

 n - This is not a complaint type of 
category (default value) 

EGPL_CATEGORY_GROUP_DATA  

This table stores the details of the categories and resolution codes created by the administrator. 

Column Type Nullable Description 

GROUP_ID numeric(19) No A unique identifier for a classification. 

(Foreign key to 
EGPL_CATEGORY_GROUP.GROUP_ID). 

GROUP_NAME nvarchar(255) No Name of the category or resolution code. 

GROUP_DESPCRIPTION nvarchar(255) Yes Description of the category or resolution 
code. 

LANGUAGE_ID int No An integer value that identifies the language 
of the category. 

EGPL_CATEGORY_SUBGROUP 

This table stores the hierarchical relationship between a classification (category or resolution code) and 
its sub-classifications. 

Column Type Nullable Description 

GROUP_ID numeric(19) No A unique identifier for a classification. 

(Foreign key to 
EGPL_CATEGORY_GROUP.GROUP_ID). 

SUB_GROUP_ID numeric(19) No An integer value identifying a sub-
classification. 

(Foreign key to 
EGPL_CATEGORY_GROUP.GROUP_ID). 
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Activity Category Link Tables  

EGPL_LINK_CATEGORY_ACTIVITY 

This table is used to link the classification to an activity in the application. Whenever a classification is 
assigned to an activity, an entry is made in this table. 

Column Type Nullable Description 

ITEM_ID1 numeric(19) No A unique identifier for a classification. 

(Reference Table: 
EGPL_CATEGORY_GROUP.GROUP_ID). 

ITEM_ID2 numeric(19) No An integer value identifying the activity to which 
the classification is assigned. 

(Reference Table: 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

 
 

Knowledge Base  

EGPL_KB_ARTICLE 

Articles are the units of content within the Knowledge Base. Each article is versioned both for multi-
language and for historical version control—multiple versions of the same article may exist in parallel for 
different languages, and within each language, the previous draft and published versions are retained.  

This table stores fundamental details about each article that apply across all versions (i.e., its department 
and macro name). In addition, article templates are also stored in this table as special types of articles. 
Additional article details are stored in the EGPL_KB_ARTICLE_VERSION and EGPL_KB_ARTICLE_DATA 
tables. 

Column Type Nullable Description 

ARTICLE_ID numeric(19) No Primary key. A unique identifier for an article. 

DEPT_ID numeric(19) Yes ID of the department that the article is created 
in.  

(Foreign key to 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

CONTENT_TYPE  nvarchar(4) Yes Not currently in use. 
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Column Type Nullable Description 

ARTICLE_MACRO nvarchar(255) Yes This is the macro of the article. Each article can 
be assigned a shortcut name (called a macro) 
which agents can type in to retrieve the article 
quickly, or which authors can use to nest the 
article within other articles. 

The macro name is consistent across all 
versions and is stored here. 

COMMIT_STATE  Smallint No Denotes whether the article was created by 
authors in the shared knowledge base, or is a 
suggestion submitted by agents or customers 
(from self-service portals) for the shared 
knowledge base or is an article that an agent 
created in their personal folder for their own 
use. Note that commit state is not used for 
articles processed by Knowledge Workflows. 

If the article is a suggestion, this column also 
denotes its state (suggested, approved, 
rejected or waiting for the agent to modify it 
based on feedback) 

 0: Suggested by agent 

 1: Created by author 

 2: To be modified by agent 

 3: Rejected by author 

 4: Approved by author 

 5: Created in personal folder 

CREATION_DATE Datetime Yes Timestamp (in GMT) of when the article was 
created (first version). 

CREATED_BY Int Yes USER_ID of the user who created the article 
(first version). 

(Reference Table: EGPL_USER.USER_ID). 

LAST_MODIFIED_DATE datetime Yes Timestamp (in GMT) of when the article was 
last modified (any version). 

LAST_MODIFIED_BY Int Yes USER_ID of the user who last modified the 
article (any version). 

(Reference Table: EGPL_USER.USER_ID). 

IS_PUBLIC smallint No Not currently in use. 

ARTICLE_IMPORT smallint Yes Not currently in use. 
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Column Type Nullable Description 

LINK_ALIAS varchar(40) Yes UUID of this article, in case of article-to-article 
linking, this ID is used in the contents of the 
encapsulating article 

IS_DELETED tinyint No An integer value that represents whether the 
article is deleted. 

 1: Deleted 

 0: Not deleted 

IS_PUBLISHED tinyint No An integer value that represents whether the 
article is published. 

 1: Published 

 0: Not published 

CREATION_LANGUAGE_ID Int No Denotes the knowledge base language that the 
creator of this article was working in at the 
time that they created the article. This is 
considered to be the article’s original language. 

See Appendix 6: Knowledge Base Languages. 

CUSTOM_ATTRIBUTES    

 

EGPL_KB_ARTICLE_VERSION 

This table stores the non-textual details of each version of each article. The textual details (i.e., content 
and metadata that require indexing for search) are stored in the table EGPL_KB_ARTICLE_DATA, and the 
article’s fundamental details are stored in the table EGPL_KB_ARTICLE. 

Versions may be draft or published versions. New draft versions of an existing article will be created 
when the article is checked out or moved to a different stage of the authoring workflow. New published 
versions will be created when the article is published. In addition, article templates are also stored in this 
table as special types of articles. 

Column Type Nullable Description 

ARTICLE_REFERENCE_ID numeric(19) No This is the unique identifier for a version of the 
article. 

ARTICLE_ID numeric(19) No ARTICLE_ID of the article.  

(Foreign key to EGPL_KB_ARTICLE.ARTICLE_ID). 
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Column Type Nullable Description 

LANGUAGE_ID Int No Denotes the knowledge base language which this 
version of the article exists in. An article will have 
versions for all enabled knowledge base 
languages.  

See Appendix 6: Knowledge Base Languages. 

VERSION Int No A sequential number denoting the version of the 
article. 

IS_DELETED tinyint No An integer value that represents whether the 
article is deleted. 

 0: Not deleted 

 1: Deleted 

CREATION_DATE datetime Yes Timestamp (in GMT) of when this version of the 
article was created.  

CREATED_BY Int Yes USER_ID of the user who created this version of 
the article. 

(Reference Table: EGPL_USER.USER_ID). 

AVAILABILITY_DATE datetime No Timestamp (in GMT) of when this version of the 
article should become available once published.  

EXPIRY_DATE datetime Yes Timestamp (in GMT) of when this version of the 
article should expire and cease to be available. 

OWNED_BY Int Yes USER_ID of the user who is the designated owner 
of this version of the article. The owner can be set 
manually and does not have to be the user who 
created the version. 

(Reference Table: EGPL_USER.USER_ID). 

LABEL nvarchar(255) Yes When an author publishes a new or updated 
article or they are prompted to add a comment to 
explain why the article was created or updated, 
the author’s comment appears here. This is an 
optional field. 

ARTICLE_STATE nchar(2) No State of the article: 

 P: Published 

 T: Checked out 

 D: Checked in 

 A: Abandoned 

AVAILABILITY_DATE_TZ nvarchar(35) No Denotes the time zone that has been selected for 
the availability date/time (AVAILABILITY_DATE). 
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Column Type Nullable Description 

EXPIRY_DATE_TZ nvarchar(35) No Denotes the time zone that has been selected for 
the availability date/time 
(EXPIRY_DATEDATETIME). 

IMAGE_URL nvarchar(2000) Yes Can be populated with the URL to an image that is 
appropriate for the article.  

ARTICLE_TYPE numeric(19) No Denotes ID of associated article type. This maps to 
the folder ID in table EGSPL_KB_FOLDER. 

ARTICLE_CATEGORY smallint No  1: When article_type is Guided help 

 0: Other than Guided help 

ATTACHMENTS_FLAG smallint No  0: Does not exist, 1: Exists 

LAST_MODIFIED_DATE datetime Yes Datetime when the article version was last 
modified. 

LAST_MODIFIED_BY int Yes USER_ID of the user who last modified the Article. 

(Reference Table: EGPL_USER.USER_ID). 

 

EGPL_KB_ARTICLE_DATA 

This table stores the textual details of each version of each article (i.e., content and metadata that 
require indexing for search). The non-textual details are stored in the table EGPL_KB_ARTICLE_VERSION, 
and the article’s fundamental details are stored in the table EGPL_KB_ARTICLE. In addition, article 
templates are also stored in this table as special types of articles. 

Column Type Nullable Description 

ARTICLE_REFERENCE_ID numeric(19) No Primary key: this is the unique identifier for a version 
of the article. 

(Foreign key to 
EGPL_KB_ARTICLE_VERSION.ARTICLE_REFERENCE_ID). 

ARTICLE_NAME nvarchar(255) No Name of the article. 

ARTICLE_DESC nvarchar(max) Yes Free-text description of the article which may be 
populated by the author. 

KEYWORDS nvarchar(max) Yes Free-text field used for populating metadata, typically 
words that customers or agents are likely to search for 
when this is the article that they would want. 

ARTICLE_SUMMARY nvarchar(max) Yes Free-text summary or abstract of the article which 
may be populated by the author. 
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Column Type Nullable Description 

CONTENT nvachar(max) Yes The content of the article including any HTML if 
applicable. 

CONTENT_TEXT nvarchar(max) Yes The content of the article with any HTML stripped out.  

ADDITIONAL_INFO nvarchar(max) Yes A free-text field which can be used to add further 
details about the article. 

COMMENTS nvarchar(max) Yes Comments for an article  

Currently not in use. 

 

EGPL_KB_FOLDER 

KB articles are stored in folders. A folder can have sub-folders under it. If multiple KB languages are 
enabled in the system, a folder is created for each language. This information is stored in the table 
EGPL_KB_FOLDER_DATA. 

This table stores the fundamental details of each folder which apply across all languages (i.e., its 
department). In addition, article types and knowledge base lists are also stored in this table as special 
types of folders. 

Column Type Nullable Description 

FOLDER_ID numeric(19) No Primary key 

DEPT_ID numeric(19) Yes DEPARTMENT_ID of the department that the folder is 
created in.  

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

CREATION_DATE datetime Yes Timestamp (in GMT) of when the folder was created. 

CREATED_BY int Yes USER_ID of the user who created the folder. 

(Reference Table: EGPL_USER.USER_ID). 

LAST_MODIFIED_DATE datetime Yes Timestamp (in GMT) of when the folder was last 
modified. 

LAST_MODIFIED_BY int No USER_ID of the user who last modified the folder. 

(Reference Table: EGPL_USER.USER_ID). 

MARKED_DELETE smallint Yes An integer value that represents whether the folder is 
deleted or not. 

 0: Not deleted 

 1: Deleted 
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Column Type Nullable Description 

IS_PUBLIC smallint No Not currently in use. 

FOLDER_TYPE smallint No There are different types of folders which can be 
created. This Denotes the type of folder. 

See Appendix 7: Knowledge Base Folder Types. 

ARTICLE_SELECTION_MET
HOD 

smallint Yes Used for ‘List’ type folder. Possible values: 
 1:  List folder created via option ‘Search 

criteria’ 
 2: List folder created by ‘Specific article’ 

FOLDER_IMPORT_PATH nvarchar(1024
) 

Yes If the folder type is external, then this field is 
populated with the path to the directory. 

IMPORT_ID numeric(19) Yes Use when the folder is created by using the option 
‘External location’. This denotes the import ID 
associated with this folder. Map of EGPL_KB_IMPORT 

IS_OWNER smallint Yes  

FOLDER_IMPORT smallint Yes Flag to determine if the folder is created via 
the import process or not. 

 0: Not created via import process 

 1: Created via import process 

IS_TRANSLATABLE tinyint Yes Denotes whether the folder is translatable or not. 

 0: not translatable.  

 1: translatable 

 

EGPL_KB_FOLDER_DATA 

This table stores the versions of each knowledge base folder in all the languages enabled for the 
Knowledge Base. In addition, article types and knowledge base lists are also stored in this table as special 
types of folders. The fundamental details of each folder which apply across all languages (i.e., its 
department) are stored in the table EGPL_KB_FOLDER.  

Column Type Nullable Description 

FOLDER_ID numeric(19) No FOLDER_ID of the folder. 

(Foreign key to EGPL_KB_FOLDER.FOLDER_ID). 

FOLDER_NAME nvarchar(250) No Name of the folder.  

FOLDER_DESC nvarchar(250) Yes Free-text description of the folder which may be 
populated by the author. 
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Column Type Nullable Description 

LANGUAGE_ID Int No Denotes the knowledge base language in which this 
version of the folder exists in.  

See Appendix 6: Knowledge Base Languages. 

 

EGPL_KB_LINKS 

This table stores the relationship between an article and a folder and the relationship between a folder 
and its subfolders. 

Column Type Nullable Description 

LINK_ID numeric(19) No Primary key. This is a unique identifier of the 
relationship between the two objects.  

PARENT_ID numeric(19) Yes FOLDER_ID of the parent folder. 

(Reference Table: EGPL_KB_FOLDER.FOLDER_ID). 

CHILD_ID numeric(19) Yes  If it is a relationship between a folder and a 
subfolder, it will be the FOLDER_ID of a 
subfolder. (Foreign key to 
EGPL_KB_FOLDER.FOLDER_ID). 

 If it is a relationship between a folder and an 
article, it will be the ARTICLE_ID of an article. 
(Foreign key to 
EGPL_KB_ARTICLE.ARTICLE_ID). 

LINK_TYPE smallint Yes Denotes whether the link is for an article or a sub-
folder. 

 1: Sub-folder 

 2: Article 

LINK_ORDER smallint Yes Not currently in use. 

MARKED_DELETE smallint No Denotes whether the link still exists, or has been 
removed. 

 0: Not deleted 

 1: Deleted 

 
Event History Knowledge Tables  

EGPL_EVENT_HISTORY_KB 

This table logs the events which have taken place in relation to the knowledge base, from the eGain 
Consoles (Agent Console, etc.). These will be the time-stamped actions and operations which were 
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performed on or using knowledge base articles (and the folders which they fall under), either by the 
system or by users. For example, any instances of articles being created or modified by authors, auto 
suggested by the system or used by agents. 

Column Type Nullable Description 

EVENT_ID numeric(19) No A unique identifier for an event. 

EVENT_DATE   numeric(19) Yes Date/time of event (represented as the number of 
milliseconds since 01/01/1970). 

APPLICATION_ID numeric(19) Yes APPLICATION_ID of the eGain application involved in 
the event (i.e. Mail, Chat, SelfService). 

See Appendix 2: Activity Types and Subtypes. 

LANGUAGE_ID      Int Yes Denotes the knowledge base language in which the 
user was working during the event. 

See Appendix 6: Knowledge Base Languages. 

OBJECT_OPERATION   smallint Yes Denotes the type of event: 

 1: Article created 

 6: Copy or paste 

 7: Move 

 26: Soft delete 

 51: Update version when content or 
attachment modified 

 52: Modify when content or attachment not 
modified 

 53: Article check out 

 54: Article check in 

 55: Article reset lock 

 56: Article published 

 58: Revert the version of Article 

 60: Article scheduled for review 

 76: Rules suggestion 

 201: Use bookmark 

 202: Drag and drop  

 203: Use suggested article 

 204: Use of standard folders by agent 

 205: Use of standard folders by workflow 
engine 

 206: Auto-acknowledgment 

 207: Auto-reply 
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Column Type Nullable Description 

 208: Auto-suggestion 

 211: Usage - Article macro used by Agent in 
the reply pane 

 217: Article added using solve 

 218: Stage transition due to workflow change  

 221: Interim checkout of an Article 

 222: Send Article to previous stage 

 223: Send to next stage 

 224: Republish the article 

 225: Accept the suggestion 

 226: Duplicate suggestion 

 227: Decline the suggestion 

 229: Change the article type 

 230: Request lock on article 

 231: For internal use 

 232: Create article by dept copy 

 233: Resubmit article 

 234: Resubmit Suggestion 

 301: Create folder from UI 

 303: Modify folder 

 304: Soft delete folder 

 307: Copy folder 

 308: Move folder 

 309: Workflow change on folder 

 501: Add notes 

 502: Remove notes 

 601: Suggest article 

 602: Approve suggestion 

 603: Reject suggestion 

 604: Give feedback on suggestion 

EVENT_DURATION   Int Yes Length of time in seconds that the event took to 
complete. 

USER_ID     numeric(19) Yes USER_ID of the user if the event is triggered by a user. 

(Reference Table: EGPL_USER.USER_ID). 

SESSION_ID  numeric(19) Yes Session ID of logged-in user 
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Column Type Nullable Description 

REASON      numeric(19) Yes In case of a folder operation, it stores the FOLDER_ID. 
In case of a note, it stores NOTE_ID. 

DEPARTMENT_ID  numeric(19) Yes DEPARTMENT_ID of the department involved in the 
event. 

(Reference Table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

REASON1     numeric(19) Yes Folder operations - Parent folder ID gets logged here. 

REASON2     numeric(19) Yes Application’s internal reference as additional 
information to the event. Not recommended for 
reporting. Valid data will not be present when not 
applicable 

REASON3     numeric(19) Yes Application’s internal reference as additional 
information to the event. Not recommended for 
reporting. Valid data will not be present when not 
applicable 

REASON4    nvarchar(255) Yes Application’s internal reference as additional 
information to the event. Not recommended for 
reporting. Valid data will not be present when not 
applicable 

ARTICLE_ID  numeric(19) Yes ARTICLE_ID of the article if the event involves an 
article. 

(Reference Table: EGPL_KB_ARTICLE.ARTICLE_ID). 

OBJECT_TYPE     smallint Yes Denotes which knowledge base object the event is 
primarily in relation to: 

 101: Article 

 102: Folder 

 103: Bookmark 

 104: Quick Response 

 105: Quick Link 

ARTICLE_VERSION numeric(19) Yes Denotes which version of the article was involved if 
the event involves an article. 

FOLDER_ID   numeric(19) Yes FOLDER_ID of the folder if the event if the event 
involves a folder. 

(Reference Table: EGPL_KB_FOLDER.FOLDER_ID). 

BOOKMARK_ID numeric(19) Yes BOOKMARK_ID of the bookmark if the event involves 
a bookmark. 
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Column Type Nullable Description 

CATEGORY_ID numeric(19) Yes GROUP_ID of the classification if the event involves a 
classification. 

 

QUEUE_ID    numeric(19) Yes QUEUE_ID of the queue if the event involves a queue. 

(Reference Table: 
EGPL_ROUTING_QUEUE.QUEUE_ID). 

ENTRY_POINT_ID numeric(19) Yes ENTRY_POINT_ID of the entry point that the activity 
was assigned to, if the event involves a chat activity. 

 

ACTIVITY_ID numeric(19) Yes ACTIVITY_ID of the activity if the event involves an 
activity. 

(Reference Table: 
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

CASE_ID     numeric(19) Yes CASE_ID of the case if the event involves a case. 

(Reference Table: EGPL_CASEMGMT_CASE.CASE_ID). 

 -1: When case ID not applicable or is not 
created or assigned for activity. 

CUSTOMER_ID numeric(19) Yes CUSTOMER_ID of the customer if the event involves a 
customer. 

(Reference Table: 
EGPL_CASEMGMT_CUSTOMER.CUSTOMER_ID). 

CLIENT_IP nvarchar(60) Yes For future release 

EVENT_JSON_DATA nvarchar(1000) Yes Capture additional info in JSON format 

 
 

Resource Reference Data  

EGPL_REF_OBJECT 

This table contains a list of business objects, that is objects that are referenced in the application. The 
types and subtypes of an object are in a dynamic list, which is accessed through the object. 

Column Type Nullable Description 

ref_obj_id numeric(18) Not null An integer value that identifies this business object. 

name nvarchar(225) Not null A string representing the name of this business 
object. 
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Column Type Nullable Description 

description nvarchar(225) Null A string representing the description of this object. 

dept_id smallint Null An integer value that identifies the department to 
which this object belongs. 

editable smallint Null An integer specifying whether this object can be 
edited. 

 0 = Cannot be edited 

 1 = Can be edited 

EGPL_REF_OBJECT_TYPE 

This table contains all the types of a particular business object. 
 

Column Type Nullable Description 

TYPE_ID numeric(18) No A numeric value that identifies this business object 
type. 

REF_OBJ_ID numeric(18) No A numeric value that identifies the business object. 

TYPE_NAME nvarchar(225) Yes A string representing the name of the business 
object type. 

TYPE_VALUE numeric(9) No A numeric value that specifies the value of the type. 

TYPE_DESC nvarchar(225) Yes A string representing the description of this type. 

 

EGPL_REF_OBJECT_SUB_TYPE 

This table contains all the subtypes for a particular type of business object. 
 

Column Type Nullable Description 

TYPE_ID numeric(18) No A numeric value that identifies the business object 
type. 

SUB_TYPE_NAME nvarchar(225) No A string representing the name of the business 
object subtype. 

SUB_TYPE_VALUE numeric(9) No A numeric value that specifies the value of the 
business object subtype. 

SUB_TYPE_DESC nvarchar(225) Yes A string representing the description of the subtype. 
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Application Language List  

EGPL_LANGUAGE 

This table is used to store all the supported languages in the application. 

Column Type Nullable Description 

LANGUAGE_ID int No A unique identifier for the language. 

INTERNAL_NAME nvarchar(40) No Internal name of the language, represented as 
languageName_localeName in accordance with ISO. 

LANGUAGE_NAME nvarchar(255) Yes Name of the language. 

LOCAL_NAME nvarchar(255) Yes Currently, this is the same as language_name. 

ISO_CODE nvarchar(40) Yes Currently, this is the same as internal_name. 

CREATE_DATE datetime No Timestamp of creation. 

  

Article Category Link Tables  

EGPL_LINK_CATEGORY_ARTICLE 

This table holds link data between two resources. In this table, a classification is mapped to a KB article. 
 

Column Type Nulls Description 
item_id1 numeric(19) Not null An integer value that represents Group ID. This is 

mapped from egpl_category_group. 

item_id2 numeric(19) Not null An integer value that represents the article ID. This is 
mapped from egpl_kb_article. 

 
User Access Control Tables  

EGPL_USER_ACL 

We use ACL (access control lists) for implementing instance-based permissions. Every ACL-based 
Resource will have an entry in this table. 
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Column Type Nulls Description 
acl_id numeric(19) Not null Defines the ID of the ACL. 

resource_id numeric(19) Null This is the ID of the resource instance. If the 
resource is of type User, then this will be the User 
ID. 

resource_type smallint Null Defines the type of the resource. 

group_resource smallint Null Whether the resource can have groups or not. 
For user groups it will be 1. 

department_id numeric(19) Not null The department in which the resource is created. 
(Reference table: 
EGPL_DEPARTMENT.DEPARTMENT_ID). 

EGPL_USER_ACL_PERMISSION 

This table stores the ACL entries associated with users. 
 

Column Type Nulls Description 

acl_id numeric(19) Not null The acl_id on which the Permissions are granted. 

party_id numeric(19) Not null Party, user, or a group, which has permissions. 

permission numeric(19) Null Indicates the various permissions. 

base_permission numeric(19) Null Indicates the permissions for the base resource 
type. 

 

Preference and Settings  

EGPL_PREF_GLOBALGETTINGS 

This table contains all the settings that are used to configure the behavior of the system. 
 

Column Type Nulls Description 

setting_id int Not null An integer value that identifies a setting. 
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Column Type Nulls Description 

level_id int Not null An integer value that identifies a setting. 

setting_name nvarchar(255) Not null A string representing the name of the setting. 

setting_act_val nvarchar(1000) Not null A string representing the actual value of the setting. 
Actual value is installation-specific value. 

setting_def_val nvarchar(1000) Not null A string representing the default value of the 
setting. Default value is provided at the time of 
installation. 

setting_type nvarchar(20) Not null A string representing the datatype of the setting 
value. 

 Character 

 Double 

 Float 

 Encrypted 

 Enumeration 

 Integer 

 Long 

 String 
 

modifier_id int Not null An integer value identifying the user who last 
modified this record. 

modified_date datetime Not null A timestamp identifying when this record was last 
modified. 

is_preference nchar(1) Not null A character, specifying whether this setting can be 
reset at a lower level. 

 y: Can be reset at a lower level. 

 n: Cannot be reset at a lower level. 

is_userdefined nchar(1) Not null A character, specifying whether the user can delete 
this setting. 

 y: Can be deleted. 

 n: Cannot be deleted. This is the default 
value. 

is_department nchar(1) Not null A character, specifying whether this setting is 
available at the department level. 

 n: Not available at the department level. The 
setting is in the Partition setting group and 
not in any setting group in a department. 

 y: Available at the department level. 
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Column Type Nulls Description 

type nvarchar(50) Not null A string representing the type of the setting. 

 departmental: applicable across all 
resources in a department 

 global: applicable across all departments 

 routing_queue: applicable in a resource type 
queue 

 user: applicable to user 

is_read_only nchar(1) Null A character, specifying whether the setting value can 
be changed from UI. 
 

 n: Value cannot be changed. The value cell in 
the UI will be non-editable. 

 y: Value can be changed. 

is_visible nchar(1) Null A character, specifying whether the setting is shown 
at UI. 

 n: Is not shown in the UI. 

 y: Is shown in the UI. 

is_dynamic nchar(1) Null A character, specifying whether the possible values 
for the setting are fetched dynamically. 
Example: The values for setting ‘Preferred Dictionary 
of User’ are all dictionary names defined in the 
system. 

 n: Values are static. 

 y: Values are dynamic. 

dynamic_source nvarchar(255) Null A string representing the source of the JSP page to 
fetch the dynamic values for a setting. 
This value must be specified if the is_dynamic flag is 
‘y’. 

Notes  

EGPL_NOTES 

This table contains the notes for objects such as activity, case, or customers. 
 

Column Type Nulls  Description 
note_id numeric(19) Not null An integer value that identifies the note. 
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Column Type Nulls  Description 
note_of_id numeric(19) Null An integer value that identifies the instance of the 

object for which this note is created. 

note_name nvarchar(255) Null A string representing the name of the note. 

note_type nvarchar(50) Not null A string representing the type of the object for which 
this note is created. 

 activity: An activity 

 Case: A case 

 individual: A contact person or an individual 
customer 

 accounts: A customer association 

 corporation: A corporate customer 

note_access nvarchar(50) Not null A string representing the access for this note. 
Currently, this value is not used. 

 private 

 public 
 

note_data nvarchar(2000) Null A string representing the content of this note. 

who_created numeric(19) Not null An integer value identifying the user who created this 
note. 

when_created datetime Not null A timestamp identifying when this note was created. 

delete_flag nchar(1) Not null A character, specifying whether this note has been 
deleted or not. 

 y: Deleted 

 n: Not deleted 
parent_note_id numeric (19) Null This column will have the ID of the note that has 

been associated with the parent activity. 

 

Callback Activity  

EGICM_ACTIVITY_CALLBACK 

This table used to store the callback activities 
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Column Type Nulls Description 
Activity_id numeric(19) Not null ACTIVITY_ID which corresponds to this (Reference 

Table:  
EGPL_CASEMGMT_ACTIVITY.ACTIVITY_ID). 

Phone_number nvarchar(40) Null The callback/phone number provided while initiating 
a call through template 

Customer_name Nvarchar(250) Null The name provided while initiating a call through 
template 

Eaas_picked Ncahr(1) Null Indicator that EAAS has picked this activity or not for 
call assignment (used to filter qualifying activities) 

Eaas_dailog_terminated Nchar(1) Not null Indicator that activity is terminated by EAAS   (used 
to filter qualifying activities). 
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Appendix 1: Module IDs 
The following table lists the ECE capabilities, along with the internal ID numbers that are used in the data 
extracts: 

Application ID Application 

1 ECE CIH Platform 

80 ECE Chat 

90 ECE Mail 

 

Appendix 2: Activity Types and Subtypes 
The following table lists the default activity types and subtypes, along with the internal ID numbers that 
are used in the data extracts. 

Activity Type Activity Subtype 

1: Email Inbound: 

 1: General 

 2: Webform 

 3: Secure 

 4: Permanent undeliverable 

 5: Temporary undeliverable Outbound: 

 6: Reply 

 7: Forwarded 

 8: Composed 

 9: Auto reply 

 10: Auto acknowledgement 

 11: Group reply 

 12: Redirected 

 13: Undispatchable 

 14: Supervised and accepted 

 15: Supervised and rejected 

 16: Supervised and resubmitted 

2000: Chat  2001: General 

 2002: Video chat 
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8000: Web activity  8001: General 

10000: Task  10001: General 

12000: CallTrack  1: General 

20000: Social Inbound: 

 20001: General 

 20101: Twitter 

 20201: Facebook 

 20101: YouTube 

Outbound: 

 20006: General reply 

 20008: General composed 

 20106: Twitter reply 

 20108: Twitter composed 

 20206: Facebook reply 

 20208: Facebook composed 

 20106: YouTube reply 

 20108: YouTube composed 

 

Appendix 3: Activity Status and Substatus 
The following table lists the default activity statuses and sub-statuses, along with the internal ID numbers 
that are used in the data extracts: 

Activity Status Activity Substatus 

4000: Assignment  4100: Ready for internal assignment (that is, waiting in ECE queue) 

 4105: Queued in Unified CCE for routing. Waiting for assignment. 

 4107: Queued in ECE for Supervisory routing. Waiting for assignment to 
Supervisor by ECE 

 4200: Ready for external assignment (that is, waiting in Telephony queue) 

 4300: Error 

 4400: Scheduled 

 4900: In progress 
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5000: Assigned  5100: New (that is, unread) 

 5200: Pending 

 5300: Wrap up 

 5800: Error 

 5900: In progress 

7000: Pre-completion  7100: Ready for email dispatch 

 7200: Ready for fax dispatch 

 7300: Email dispatch in progress 

 7800: Error 

 7900: In progress 

9000: Completed  9100: Done 

 9200: Abandoned chat 

Appendix 4: Object Operations Events 
 

Event ID Description 

1 NEW_INCOMING_MAIL_EVENT 

2 SOFT_UNDELIVERABLE_EVENT 

3 HARD_UNDELIVERABLE_EVENT 

201 KEYWORD_ASSIGN_EVENT 

202 ROUND_ROBIN_ASSIGN_EVENT 

203 LOAD_BALANCING_ASSIGN_EVENT 

205 PUSH_TO_AGENT_EVENT 

214 SUPERVISION_ASSIGN_EVENT 

114 AUTO_REPLIED_EVENT 

30 NEW_AUTO_REPLY_EVENT 

101 AUTO_ACKNOWLEDGED_EVENT 

29 NEW_AUTO_ACKNOWLEDGE_EVENT 

305 MOVED_BY_RULES 

310 TRANSFER_ACTIVITY_TO_QUEUE_BY_RULES_EVENT 
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311 UNASSIGN_ACTIVITY_FROM_USER_BY_RULES_EVENT 

312 TRANSFER_ACTIVITY_TO_USER_BY_RULES_EVENT 

313 TRANSFER_TO_QUEUE_VIA_TRANSFER_WORKFLOW 

314 TRANSFER_TO_USER_VIA_TRANSFER_WORKFLOW 

320 TRANSFER_TO_QUEUE_BY_SYSTEM 

381 TRANSFER_TO_DEPT_BY_RULES 

519 SENT_OUT_EVENT 

520 E1_UNDISPATCHABLE_EVENT 

521 E2_UNDISPATCHABLE_EVENT 

544 CLOSE_ACTIVITY_EVENT 

41 CREATE_WEB_ACTIVITY_FOR_WEB_TEMPLATES 

621 CREATE_CASE_FOR_WEB_TEMPLATES 

622 CASE_ACTIVITY_ASSOC_FOR_WEB_TEMPLATES 

561 CHANGE_STATUS_FOR_WEB_ACTIVITY 

13 CREATE_ACTIVITY_NEW_CASE_EVENT 

14 CREATE_ACTIVITY_CURRENT_CASE_EVENT 

102 REPLY_ACTIVITY_EVENT 

7 CREATE_ACTIVITY_FOR_REPLY_EVENT 

112 REPLY_ALL_EVENT 

22 CREATE_ACTIVITY_FOR_REPLY_ALL_EVENT 

103 FORWARD_ACTIVITY_EVENT 

8 CREATE_ACTIVITY_FOR_FORWARD_EVENT 

104 REDIRECT_ACTIVITY_EVENT 

9 CREATE_ACTIVITY_FOR_REDIRECT_EVENT 

107 GROUP_REPLY_EVENT 

17 CREATE_ACTIVITY_FOR_GROUP_REPLY_EVENT 

108 GROUP_FORWARD_EVENT 

18 CREATE_ACTIVITY  GROUP_FORWARD_EVENT 

113 GROUP_REPLY_ALL_EVENT 
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23 CREATE_ACTIVITY_FOR_GROUP_REPLY_ALL_EVENT 

105 REPLY_TO_SAVE_DRAFT_EVENT 

10 CREATE_ACTIVITY_FOR_REPLY_TO_SAVE_DRAFT_EVENT 

11 CREATE_ACTIVITY_FOR_COMPOSE_SAVEDRAFT_NEW_CASE_EVENT 

15 CREATE_ACTIVITY_FOR_COMPOSE_SAVEDRAFT_CURRENT_CASE_EVENT 

110 GROUP_REPLY_SAVEDRAFT_EVENT 

20 CREATE_ACTIVITY_FOR_GROUP_REPLY_SAVEDRAFT_EVENT 

508 CREATE_ACTIVITY_FOR_REPLY_SAVE_DRAFT_EVENT 

509 REPLY_SAVE_DRAFT_EVENT 

510 CREATE_ACTIVITY_FOR_SAVE_SAVE_DRAFT_EVENT 

516 REATTEMPT_ACTIVITY_EVENT 

25 CREATE_ACTIVITY_FOR_REATTEMPT_EVENT 

517 ACCEPT_ACTIVITY_EVENT 

26 CREATE_ACTIVITY_FOR_ACCEPT_EVENT 

518 REJECT_ACTIVITY_EVENT 

27 CREATE_ACTIVITY_FOR_REJECT_EVENT 

209 TRANSFER_ACTIVITY_TO_USER_EVENT 

306 TRANSFER_ACTIVITY_TO_QUEUE_EVENT 

307 TRANSFER_ACTIVITY_TO_QUEUE_BY_AUTOPUSHBACK_EVENT 

380 TRANSFER_ACTIVITY_TO_DEPARTMENT_EVENT 

206 UNASSIGN_ACTIVITY_TO_USER_BECAUSE_OF_TRANSFER_EVENT 

309 PULL_ACTIVITY_FROM_QUEUE_EVENT 

213 ASSIGN_ACTIVITY_TO_USER_BECAUSE_OF_PULL_EVENT 

540 READ_START_ACTIVITY_EVENT 

541 READ_READ_ACTIVITY_EVENT 

542 READ_WRAP_UP_ACTIVITY_EVENT 

543 READ_PENDING_ACTIVITY_EVENT 

545 READ_SESSION_TIME_OUT_ACTIVITY_EVENT 

546 READ_LOG_OUT_ACTIVITY_EVENT 
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547 READ_BROWSER_CRASH_ACTIVITY_EVENT 

548 READ_REOPEN_ACTIVITY_EVENT 

549 READ_INPROGRESS_ACTIVITY_EVENT 

550 READ_CUSTOM_STATUS_ACTIVITY_EVENT 

551 READ_WRAP_EXIT_EVENT 

514 PIN_ACTIVITY_EVENT 

401 CHANGE_CUSTOMER_EVENT 

410 PICK_UP_CHAT_ACTIVITY_EVENT 

411 AGENT_LEAVE_CHAT_ACTIVITY_EVENT 

412 CUSTOMER_LEAVE_CHAT_ACTIVITY_EVENT 

414 CHAT_ACTIVITY_ADDED_EVENT 

415 MANAGER_JOIN_CHAT_ACTIVITY_EVENT 

416 MANAGER_LEAVE_CHAT_ACTIVITY_EVENT 

418 AGENT_MOVED_AWAY_CHAT_ACTIVITY_EVENT 

417 AGENT_ADDED_IN_CHAT_SESSION 

419 AGENT_INVITATION_OF_TEXT_TO_VCHAT_CONVERSION 

420 CUST_INVITATION_OF_TEXT_TO_VCHAT_CONVERSION 

421 CUST_REJECT_AGENT_INVITATION_OF_VCHAT 

422 AGENT_REJECT_CUST_INVITATION_OF_VCHAT 

423 AGENT_INVITED_CONF_CHAT_ACTIVITY_EVENT 

424 AGENT_DECLINE_CONF_CHAT_ACTIVITY_EVENT 

425 AGENT_JOIN_CONF_CHAT_ACTIVITY_EVENT 

426 BACK_STOPPING_TRIGGERED 

409 AGENT_IDENTIFIED_FOR_CHAT_ACTIVITY_ASSIGNMENT_EVENT 

308 TRANSFER_CHAT_ACTIVITY_TO_QUEUE_BY_PUSHBACK_EVENT 

451 CREATE_GENERIC_ACTIVITY_EVENT 

452 SAVE_DRAFT_GENERIC_ACTIVITY_EVENT 

453 ASSIGN_GENERIC_ACTIVITY_EVENT 

473 ACTIVITY_CREATE_NOTE_EVENT 
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474 ACTIVITY_DELETE_NOTE_EVENT 

210 PUSH_NEW_CASE_ACTIVITY_TO_QUEUE_EVENT 

211 PUSH_OLD_CASE_ACTIVITY_TO_QUEUE_EVENT 

212 PUSH_NO_CASE_ACTIVITY_TO_QUEUE_EVENT 

701 PHONE_INCOMING_CALL_ACD_QUEUE 

702 PHONE_INCOMING_CALL_ASSIGNED_TO_USER 

705 PHONE_CALL_CUSTOMER_ABONDONED 

704 PHONE_CALL_ACD_ABONDONED 

703 PHONE_INCOMING_CALL_PICK_BY_USER 

708 PHONE_CALL_HANGUP 

722 PHONE_CALL_WRAPUP 

711 PHONE_TRANSFER_INCOMING_CALL 

718 PHONE_TRANSFER_CALL_ASSIGNED 

712 PHONE_TRANSFER_CALL_PICK_BY_USER 

714 PHONE_TRANSFER_CALL_ABONDONED 

725 PHONE_TRANSFER_CALL_STARTED 

716 PHONE_CONFERENCE_INCOMING_CALL 

717 PHONE_CONFERENCE_CALL_PICK_BY_USER 

719 PHONE_CONFERENCE_CALL_ABONDONED 

726 PHONE_CONFERENCE_CALL_STARTED 

721 PHONE_MAKE_CALL_STARTED 

723 PHONE_USER_READY 

724 PHONE_CALL_ERROR 

115 CHANGE_EMAIL_DRAFT_REPLY_TYPE_EVENT 

653 OPER_ASSGN_OLD_CASE 

659 OPER_OPEN_CASE 

660 OPER_CLOSE_CASE 

600 NO_CASE_CREATION_EVENT 

601 NEW_CASE_CREATE_EVENT 
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602 NEW_ACTIVITY_TO_NEW_CASE_ASSIGN_EVENT 

603 NEW_ACTIVITY_TO_OLD_CASE_ASSIGN_EVENT 

609 OPEN_CASE_EVENT 

610 CLOSE_CASE_EVENT 

611 CLOSE_CASE_VIA_TRANSFER_WORKFLOW 

654 CREATE_NEW_CASE 

661 CHANGE_CASE_OWNER 

2210 ACTIVITY_SEND_TO_Unified CCE_FOR_ROUTING 

2212 ROUTING_RESPONSE_RETURNED_FROM_Unified CCE 

 

Appendix 5: Language IDs 
 

Language ID Language Name 

4 English 

5 Afrikaans 

6 Albanian 

7 Arabic 

8 Bengali 

9 Bulgarian 

10 Croatian 

11 Czech 

12 Danish 

13 Dutch 

14 Estonia 

15 Finnish 

16 French 

17 German 

18 Greek 
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19 Gujarati 

20 Hebrew 

21 Hindi 

22 Hungarian 

23 Indonesian 

24 Italian 

25 Japanese 

26 Kannada 

27 Korean 

28 Latvian 

29 Lithuanian 

30 Macedonian 

31 Malayalam 

32 Marathi 

33 Nepali 

34 Norwegian 

35 Persian 

36 Polish 

37 Portuguese 

38 Punjabi 

39 Romanian 

40 Russian 

41 Simplified-Chinese 

42 Slovak 

43 Slovene 

44 Somali 

45 Spanish 

46 Swahili 

47 Swedish 



Enterprise Chat and Email Data Dictionary Page 76 
 

48 Tagalog 

49 Tamil 

50 Telugu 

51 Thai 

52 Traditional-Chinese 

53 Turkish 

54 Ukrainian 

55 Urdu 

56 Vietnamese 

 

Appendix 6: Knowledge Base Languages 
The following table lists the supported knowledge base languages, along with the internal ID numbers 
that are used in the data extracts: 

Language ID Language ISO 

1 English (US) en-us 

2 French fr-fr 

4 English (UK) en-gb 

8 Spanish  es-es 

16 Italian it-it 

32 Dutch nl-nl 

64 Danish da-da 

128 Swedish sv-se 

256 Portuguese pt-pt 

512 Finnish fi-fi 

1024 Norwegian (Bokmal) nb-no 

2048 Norwegian (Nynorsk) nn-no 

4096 Japanese ja-jp 

8192 German de-de 
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Language ID Language ISO 

16384 Portuguese (Brazilian) pt-br 

32768 Chinese (simplified) zh-cn 

65536 Chinese (traditional) zh-tw 

131072 Korean ko-kr 

262144 Russian ru-ru 

524288 Greek el-gr 

1048576 Turkish tr-tr 

2097152 Polish pl-pl 

4194304 Czech cs-cz 

8388608 Slovak sk-sk 

16777216 Hungarian hu-hu 

33554432 Serbian sr-sr 

67108864 Arabic ar-sa 

134217728 Croatian hr-hr 

268435456 Romanian ro-ro 

536870912 Thai th-th 

1073741824 custom language xx-xx 
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