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About This Guide

Purpose

This manual documents how data are organized in the databases for the Cisco Intelligent Contact
Management (ICM) software. The databases contain tables. Each table defines a set of columns or fields.
Each record or row in the database has one value for each column. This manual describes the tables and
their columns.

Audience

This document is intended for ICM software system managers and supervisors. Understanding the
database schema helps you to create your own monitoring screens and reports. It also helps you to
understand how the ICM software works.

Organization

The manual is divided into the following chapters.

Chapter Description

Chapter 1, “Introduction” Describes the types of data stored in the ICM
database and the relationships among those
data.

Chapter 2, “Table Details” |Fully documents each table. This chapter
includes specific information about fields and
indexes.

Chapter 3, “Field Values” Explains the coded values used for specific
fields within the database.

Cisco ICM Software Database Schema Handbook
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Wl Conventions

Conventions

This manual uses the following conventions:

Format Example

Boldface type is used for user Choose Script > Call Type Manager.
entries, keys, buttons, and folder
and submenu names.

Italic type indicates one of the e A skill group is a collection of agents
following: who share similar skills.
e A newly introduced term e Do not use the numerical naming

convention that is used in the

predefined templates (for example,
e A generic syntax item that persvc0l).

you must replace with a
specific value

e For emphasis

e IF (condition, true-value,

false-value)

e A title of a publication . . .
e For more information, see the Cisco

ICM Software Database Schema

Handbook.
An arrow (>) indicates an item |The Save command from the File menu is
from a pull-down menu. referenced as File > Save.

Obtaining Documentation

The following sections explain how to obtain documentation from Cisco Systems.

World Wide Web

You can access the most current Cisco documentation on the World Wide Web at the following URL:
http://www.cisco.com
Translated documentation is available at the following URL:

http://www.cisco.com/public/countries_languages.shtml

Documentation CD-ROM

Cisco documentation and additional literature are available in a Cisco Documentation CD-ROM
package, which is shipped with your product. The Documentation CD-ROM is updated monthly and may
be more current than printed documentation. The CD-ROM package is available as a single unit or
through an annual subscription.

Cisco ICM Software Database Schema Handbook
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Ordering Documentation

Cisco documentation is available in the following ways:

e Registered Cisco Direct Customers can order Cisco product documentation from the Networking
Products MarketPlace:

http://www.cisco.com/cgi-bin/order/order_root.pl

e Registered Cisco.com users can order the Documentation CD-ROM through the online Subscription
Store:

http://www.cisco.com/go/subscription

e Nonregistered Cisco.com users can order documentation through a local account representative by
calling Cisco corporate headquarters (California, USA) at 408 526-7208 or, elsewhere in North
America, by calling 800 553-NETS (6387).

Documentation Feedback

If you are reading Cisco product documentation on Cisco.com, you can submit technical comments
electronically. Click Leave Feedback at the bottom of the Cisco Documentation home page. After you
complete the form, print it out and fax it to Cisco at 408 527-0730.

You can e-mail your comments to bug-doc @cisco.com.

To submit your comments by mail, use the response card behind the front cover of your document, or
write to the following address:

Cisco Systems

Attn: Document Resource Connection
170 West Tasman Drive

San Jose, CA 95134-9883

We appreciate your comments.

Obtaining Technical Assistance

Cisco provides Cisco.com as a starting point for all technical assistance. Customers and partners can
obtain documentation, troubleshooting tips, and sample configurations from online tools by using the
Cisco Technical Assistance Center (TAC) Web Site. Cisco.com registered users have complete access to
the technical support resources on the Cisco TAC Web Site.

Cisco.com
Cisco.com is the foundation of a suite of interactive, networked services that provides immediate, open
access to Cisco information, networking solutions, services, programs, and resources at any time, from
anywhere in the world.
Cisco.com is a highly integrated Internet application and a powerful, easy-to-use tool that provides a
broad range of features and services to help you to
e Streamline business processes and improve productivity
¢ Resolve technical issues with online support
Cisco ICM Software Database Schema Handbook
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M Obtaining Technical Assistance

e Download and test software packages
e Order Cisco learning materials and merchandise
e Register for online skill assessment, training, and certification programs

You can self-register on Cisco.com to obtain customized information and service. To access Cisco.com,
go to the following URL:

http://www.cisco.com

Technical Assistance Center

The Cisco TAC is available to all customers who need technical assistance with a Cisco product,
technology, or solution. Two types of support are available through the Cisco TAC: the Cisco TAC
Web Site and the Cisco TAC Escalation Center.

Inquiries to Cisco TAC are categorized according to the urgency of the issue:

e Priority level 4 (P4)—You need information or assistance concerning Cisco product capabilities,
product installation, or basic product configuration.

e Priority level 3 (P3)—Your network performance is degraded. Network functionality is noticeably
impaired, but most business operations continue.

e Priority level 2 (P2)—Your production network is severely degraded, affecting significant aspects
of business operations. No workaround is available.

e Priority level 1 (P1)—Your production network is down, and a critical impact to business operations
will occur if service is not restored quickly. No workaround is available.

Which Cisco TAC resource you choose is based on the priority of the problem and the conditions of
service contracts, when applicable.

Cisco TAC Web Site

The Cisco TAC Web Site allows you to resolve P3 and P4 issues yourself, saving both cost and time. The
site provides around-the-clock access to online tools, knowledge bases, and software. To access the
Cisco TAC Web Site, go to the following URL:

http://www.cisco.com/tac

All customers, partners, and resellers who have a valid Cisco services contract have complete access to
the technical support resources on the Cisco TAC Web Site. The Cisco TAC Web Site requires a
Cisco.com login ID and password. If you have a valid service contract but do not have a login ID or
password, go to the following URL to register:

http://www.cisco.com/register/

If you cannot resolve your technical issues by using the Cisco TAC Web Site, and you are a Cisco.com
registered user, you can open a case online by using the TAC Case Open tool at the following URL:

http://www.cisco.com/tac/caseopen

If you have Internet access, it is recommended that you open P3 and P4 cases through the Cisco TAC
Web Site.

Cisco ICM Software Database Schema Handbook
m. 78-11677-04 |


http://www.cisco.com
http://www.cisco.com/tac
http://www.cisco.com/register/
http://www.cisco.com/tac/caseopen

| About This Guide

Obtaining Technical Assistance 1l

Cisco TAC Escalation Center

The Cisco TAC Escalation Center addresses issues that are classified as priority level 1 or priority
level 2; these classifications are assigned when severe network degradation significantly impacts
business operations. When you contact the TAC Escalation Center with a P1 or P2 problem, a Cisco TAC
engineer will automatically open a case.

To obtain a directory of toll-free Cisco TAC telephone numbers for your country, go to the following
URL:

http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml

Before calling, please check with your network operations center to determine the level of Cisco support
services to which your company is entitled; for example, SMARTnet, SMARTnet Onsite, or Network
Supported Accounts (NSA). In addition, please have available your service agreement number and your
product serial number.

Cisco ICM Software Database Schema Handbook
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Note

CHAPTER 1

Introduction

This chapter provides a basic introduction to the database schema used by ICM software. It discusses
the following topics:

The local and central ICM databases
Table relationships

Key fields

Reserved fields

Categories of data within the database

Specific information about the tables in each category

Chapter 2, “Table Details,” describes each field in each table. Chapter 3, “Field Values,” explains the
encoded values used in specific fields. Finally, the “Index” allows you to find all tables that contain a
specific field.

Information about the database schema is also available online in the ICM Schema Help file.

| 78-11677-04
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The ICM Databases

Note

ICM software uses two—and in some cases, three—types of databases:
e The central database that is part of the ICM Central Controller.
e The local database on each distributor Admin Workstation.
¢ Optionally, the Historical Data Server (HDS) database on a distributor Admin Workstation.

ICM software uses information in the central database to determine how to route each call. This includes
information about your telephone system configuration and routing scripts. The local database holds a
copy of the configuration data and scripts from the central database.

The local database also contains tables of real-time information that describe activity at the call centers.
(The Central Controller keeps the real-time information in memory but does not store it in the central
database.) This information allows you to monitor current activity within the system.

Historical information describing past activity at the call centers and within the ICM system is stored in
the central database. If you use the HDS option, this information is also stored in a special database on
a distributor Admin Workstation at each site. Either the central database or an HDS database serves as
the historical database for an Admin Workstation user. You can access historical information stored
in the historical database to produce reports and screens.

For information on creating and managing databases, see the Cisco ICM Software Administrator Guide.

Cisco ICM Software Database Schema Handbook
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Introduction

General Concepts

This section gives a brief overview of some relational database concepts and some details about how
ICM software generates data.

Tables, Columns, and Rows

A database contains tables of data. A table defines a series of columns or fields. The actual data is stored
as rows or records within each table. Each row contains one value for each column of the table. For
example, Figure 1-1 shows a table with five columns. It contains three rows of data.

Figure 1-1  Columns and Rows in a Table

Announcement Table

NetworkTargetID | AnnouncementType | EnterpriseName | Description | DbFlags

1 0 ann503 Bad data 0
2 0 ann504 Delays 0
3 0 ann505 After hours 1

The data in tables differ for each system, but the definition of tables and columns does not. This manual
describes the columns of each table; it does not describe the actual data in table rows.

Table Relationships

Related tables in a database share one or more common fields or columns. For example, as shown in
Figure 1-2, both the Agent and Peripheral tables include the PeripherallD field. This defines a
relationship: each row in the Agent table is related to the row in the Peripheral table that shares the same
PeripherallD value.

| 78-11677-04
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Figure 1-2  Tables Related by a Shared Column

Peripheral Table

PeripherallD LogicalControllerID EnterpriseName
1 1 Dallas_ACD1
1 Dallas_ACD2
3 2 Trenton_VRU
Agent Table
SkillTargetID \PeripheraIID EnterpriseName
7 1 Dallas_ACD1.Cruz_A
8 Dallas_ ACD2.Poe_J
9 Dallas_ ACD2.Rey M

Relationships between tables can be one-to-one or one-to-many. For example, because one peripheral
can be associated with many agents, the relationship between the Peripheral and Agent tables is
one-to-many. On the other hand, each peripheral has a single peripheral default route and each peripheral
default route belongs to only one peripheral. Therefore, the relationship between the Peripheral and
Peripheral Default Route tables is one-to-one.

Sometimes a single row might not be associated with any rows in a related table. For example, it is
possible to define a peripheral with no associated agents. Normally, this would only be a temporary
condition. In some cases, however, the condition might be permanent. For example, you can define a

trunk group but not define the associated trunks.

Sometimes the natural relationship between two tables is many-to-many. For example, each agent can be
a member of many skill groups and each skill group can contain many agents. Therefore, the Agent and
Skill Group tables have a many-to-many relationship. In this case, a third table, called a cross-reference
table, links the tables. For example, Figure 1-3 shows how the Skill Group Member table acts as a

cross-reference table for the Agent and Skill Group tables.

] Cisco ICM Software Database Schema Handbook
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Key Fields

Figure 1-3 A Cross-Reference Table

Skill Group Table

SkillTargetlID PeripherallD EnterpriseName
15 1 Dallas_ACD1.Sales
16 2 Dallas_ACD2.Sales

@ 2 Dallas_ACD1.Spanish

Skill Group Member Table

SkaroupSkillTargetlD AgentSkillTarget|D DbFlags
16 6 0
16 9 0
() _AD :
Agent Table

SkillTargetlD PeripherallD EnterpriseName

CD/ 1 Dallas_ACD1.Cruz_A

8 2 Dallas_ ACD2.Poe_J

9 2 Dallas_ACD2.Rey_M

The Skill Group Member table contains one record for each member of each skill group. It has
one-to-many relationships with both the Agent table and the Skill Group table. This avoids a direct
many-to-many relationship between the Agent and Skill Group tables.

One or more fields within a table can form a key. Keys are the fields used most commonly to locate
specific records. Usually the fields that make up a key are defined as NOT NULL (meaning they cannot
take the NULL value), but there are many exceptions.

Most tables have a primary key. For example, the PeripherallD field is the primary key for the Peripheral
table. The primary key for the Trunk table is the combination of the TrunkGroupID and TrunkNumber
fields.

An example of a foreign key is the PeripherallD field in the Agent table. You can use this key to find all
agents associated with a specific peripheral.

The Agent table contains two alternate keys: the EnterpriseName field, and the combination of the
PeripherallD and PeripheralNumber fields. A value for either of these keys uniquely identifies an agent.

| 78-11677-04
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The combination of FirstName and LastName is an inversion key for the Agent table. While this key
value is not necessarily unique, it is a convenient way to locate specific agents. Table 1-2 lists the types
of keys and the codes used for them in the ICM database.

Table 1-1  Types of Keys

Key Type Code Description

Primary key PK Consists of one or more fields that have a unique
value for each record in the table.

Foreign key FK A primary key from one table that appears in a
second table. A foreign key that establishes a
one-to-one relationship is always unique. A foreign
key that establishes a one-to-many relationship is
not unique.

Alternate key AK A unique key that can be used instead of the
primary key to locate a specific record.

Inversion key IE A key that does not necessarily have a unique value,
but can be used to locate a group of records within
the table.

In Chapter 2, “Table Details,” the codes from Table 1-2 are used to identify key fields in each table. If a
table has more than one key of the same type, then numbers are attached to the codes. For example, if a
table has two alternate keys, then the fields that participate in the first are marked AK1 and the fields
that participate in the second are marked AK2.

Each field is also marked as either NULL (meaning the NULL value is valid for the field) or NOT NULL
(meaning the NULL value is not valid).

Reserved Fields
Some fields in the database are marked as reserved. This means that ICM software or the database

manager might use the field, but it has no external meaning. You must not modify any field marked as
reserved.

Data Types
Table 1-2 describes the data types used for fields in the ICM database.

Table 1-2  Field Data Types

Data Type Description
char(n) Up to n characters. The value » is the storage size.
datetime A date and time accurate to the second. Stored as two four-byte

integers (eight bytes total): days before or since January 1, 1900
and seconds since midnight.

float An eight-byte floating-point value (15-digit precision).

image Up to 2,147,483,647 bytes of binary data. The storage size is
determined by the length of the data.
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Table 1-2  Field Data Types (continued)

Data Type Description

int A four-byte integer value between -2,147,483,648 and
2,147,483,647.

real A four-byte floating-point value (7-digit precision).

smalldatetime | A date and time accurate to the minute. Stored as two unsigned
two-byte integers (four bytes total): number of days since Janu-
ary 1, 1900 and minutes since midnight.

smallint A two-byte integer value between -32,768 and 32,767.

tinyint A one-byte integer value between 0 and 255.

varbinary(n) Up to n bytes of binary data. The storage size is determined by
the length of the data.

varchar(n) Up to n characters. The storage size depends on the length of the
data.

Chapter 2, “Table Details,” gives the data type for each field in each table.

Major Tables

The following sections introduce the major tables in the ICM database and show their relationships.

~
Note For details about all tables, see Chapter 2, “Table Details.” For more information about the relationships
among all tables, see the ICM on-line Schema Help.
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Blended Agent

Figure 1-5 depicts the tables in this category and their connections.

Figure 1-4 Blended Agent
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A campaign delivers outgoing calls to agents for a specific purpose or goal. The goal might be to a
particular message (for example, to invite current clients to take advantage of a new service) or make a
particular query (for example, to inquire about an account).

The Campaign table contains a description of all the configured campaigns that a Blended Agent
implementation may use. (There is a single row for every configured campaign.)

Campaign Query Rule table is a cross-reference table between the Campaign table and the Query Rule
Table. The Campaign Skill Group table is a cross-reference table between Campaign table and the Skill
Groups table.

Note = Campaign Target table is not currently used.

A query rule is a SQL filter function that selects contact records and associates those records with a
campaign. Contact records are selected from import lists you provide to the Blended Agent software.

Query Rule Clause table contains the SQL rules associated with each query rule. There is a single row
for each configured query rule.
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The Query Rule table is a cross-reference table between Query Rule Clause table and the Import Rule
table. A query rule works on a particular import rule to select a group of contacts from an overall import
list. For example, from a particular import list you might want to select and call all customers that have
account numbers greater than 10,000.

An import list is a raw set of customer contacts (in text file format) that can be imported into a contact
table and used to build a dialing list. The import list may also be referred to as an import file or a contact
file. The import list is associated with a particular campaign and query rule.

An import rule defines how Blended Agent imports data from an import list into a contact table. The
information in the contact table can then be used to build a dialing list. The Import Rule table contains
a list of all the import rules and their associated import lists. The Import Rule Clause table defines the
portions of an import list to be imported by the Blended Agent Import Rule process.

The dialer is the Blended Agent component that defines the relationship between ICM skill groups, the
ACDs to which they are connected, and the ports on a dialer board. The settings you assign to the dialer
control how it handles dialing from your location and how it responds to answering machines or human
voices.

The Dialer table contains configuration information for each dialer. The Dialer Port table maps port
numbers on the dialer to the ports on the ACD, and identifies the ACD stations and their mapping to
dialer ports.

The Blended Agent Options table contains all options that are global to a Blended Agent deployment,
such as time parameters for calling a contact.

| 78-11677-04
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Device Data

Figure 1-5 depicts the tables in this category and their connections.

Figure 1-5 Device Data
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ICM software interfaces to two types of devices:

Peripheral - - Routing Client

Dial Number
||

Peripheral
Default Route

e Peripherals to which ICM software can route calls.
¢ Routing clients that request route instructions from ICM software.

ICM software communicates with a peripheral through a Peripheral Gateway (PG). A routing client can
be either an interexchange carrier or a peripheral. ICM software communicates with an interexchange
carrier through a Network Interface Controller (NIC).

Every device has an associated logical interface controller representing the PG or NIC. A single logical
NIC may map to several physical devices which are represented by physical interface controllers. (A PG
always maps to a single physical interface controller.) Therefore, each NIC has a single associated row
in the Logical Interface Controller table and one or more rows in the Physical Interface Controller table.
A PG has one associated row in each of these tables.

Each entity that makes routing requests has one row in the Routing Client table.

Each call center has one or more switches, such as ACDs, PBXs, and IVRs. ICM software views these
switches as peripherals. The Peripheral table contains one row for each switch in the enterprise.

Each peripheral receives calls on one or more sets of trunk lines. The peripheral views these trunks as
divided into trunk groups.
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Skill Target Data

The Trunk table contains one row for each logical line coming in to a switch. Each individual trunk is a
member of a trunk group. The Trunk Group contains one row for each trunk group. Each trunk group is
associated with a specific peripheral.

A routing client views the trunks associated with a peripheral as divided into groups. However, the
groups recognized by the routing client might be different that the groups used by the peripheral. A
network trunk group is a collection of one or more individual trunk groups. In fact, a single network trunk
group may contain trunks from more than one peripheral (although all the peripherals must be associated
with a single PG). The Network Trunk Group table contains one row for each network trunk group.

A skill target is an agent, a group of agents, or an abstraction for anything that can handle a call at a
peripheral. Agents are the people who handle calls. Each peripheral can have many associated agents.

Agents can be classified into groups based on the skills they have. These skill groups can be classified
based on what services they can provide to customers. Figure 1-6 shows the major tables in this category.

Figure 1-6  Skill Target Data
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The Skill Target table maintains a unique identifier for each skill target. The Skill Group Member table
maps agents to skill groups. The Service Member table maps skill groups to services.

A translation route is a dummy destination for a call. Calls sent to a translation route are held until
further information arrives from the Central Controller. Then the call is directed to its ultimate target.
The Translation Route table contains one row for each translation route.

A skill group is a collection of agents who share a common set of skills. The members of a skill group
might belong to different administrative groups, but must be associated with a single peripheral. Each
agent can be a member of zero, one, or more skill groups.
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The Skill Group table contains one row for each skill group. The Skill Group Member table is a
cross-reference table between Skill Groups and Agents. It contains one row for each member of each
skill group. (If a single agent is a member of more than one skill group, then the agent has more than one
associated Skill Group Member rows.)

The Service table contains one row for each type of service that agents can provide to customers. Each
service is associated with one or more skill groups whose members are qualified to provide that service.
The Service Member table is a cross-reference table between the Service table and the Skill Group table.
It contains one row for each member of a service. (If a single skill group is associated with more than
one service, then it has more than one associated Service Member row.) All skill group members of a
service must be on the same Peripheral and MRDomain. (Only base skill groups can be members.)

Enterprise Data

Figure 1-7 shows the tables in this category.

Figure 1-7  Enterprise Data

Enterprise Enterprise Enterprise Enterprise

Agent Group Skill Group Service Route
Enterprise Agent Enterprise Enterprise Enterprise Route
Group Member Skill Member Service Member Member

BN =

e

An enterprise service is a collection of services. An enterprise service can contain services from several
different peripherals. Each row in the Enterprise Service table represents an enterprise service. The

Enterprise Service Member table is a cross-reference table between the Enterprise Service and Service
tables. (If a service is a member of more than one enterprise service, then it has more than one associated

Enterprise Service Member row.)

Similarly, an enterprise skill group is a collection of skill groups that might be associated with different
peripherals. Each row in the Enterprise Skill Group table represents an enterprise skill group. The
Enterprise Skill Members table is a cross-reference table between the Enterprise Skill Group table and
the Skill Group table. (If a skill group is a member of more than one enterprise skill group, then it has
more than one associated Enterprise Skill Member row.)
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Media Routing

Note

A service array is a collection of services from different peripherals (typically VRUs) that are all
associated with the same PG. Each service array has an associated row in the Service Array table. The
Service Array Member table is a cross-reference table between the Service Array and Service tables.

Figure 1-8 depicts the tables in this category.

Figure 1-8 Media Routing

Application Application Path :
PR Application Path f B
Application Path M?;r]nber 'E:srdnl;r?uutlng

__J

A Media Class is a combination or single instance of physical media that are to be treated as a single
concept by ICM software. Some examples of media classes are voice, collaboration multi-session chat,
collaboration single-session chat, collaboration blended collaboration, and e-mail. Each row in the
Media Class table represents a type of media class.

A Media Routing Domain (MRD) is a collection of skill groups and services that are associated with a
common communication medium. ICM software uses an MRD to route a task to an agent who is
associated with a skill group and a particular medium. The Media Routing Domain table describes a
single implementation of a media class.

A media class, such as Cisco single-session chat, might have one or more Media Routing Domains
(MRDs) defined. Although these MRDs would all be of the same media class, they might be on different
servers or handle slightly different types of requests (for example, English single-session chat and
Spanish single-session chat).

The Application Instance table contains configuration data about external application instances to enable

ICM software to identify application instances and grant them access to the Configuration Management
Service (CMS).
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Script Data

The Application Path table defines a path from a registered application instances to a CTI Server.
(Applications need an interface to CTI Server in order to report logins, agent states, and task messages
to ICM software.) The Application Path member is a cross-reference table between the Application Path
table and the Media Routing Domains table.

Figure 1-9 depicts the tables in this category.

Figure 1-9  Script Data
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A script can be either a routing script or an administrative script. Each script is represented by a row in
the Master Script table. Each time you modify a script, ICM software creates a new version of the master
script. Each version is represented by a row in the Script table.

Script Table
Column

You can schedule an administrative script to run periodically during specific times and at specific
intervals. The schedules for each administrative script are stored in the Admin Script Schedule Map
table.

Before choosing the routing script to run for a specific request, ICM software first determines the call
type associated with the request. A call type consists of a dialed number (DN), calling line ID (CLID),
and caller-entered digits (CED). Each call type is represented by a row in the Call Type table.

Each call type has zero, one, or more associated scripts and each script is associated with zero, one, or
more call types. The Call Type Map table is a cross-reference table between the Script table and the Call
Type table.
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Script Detail

Each dialed number recognized by the system is represented by a row in the Dialed Number table. Each
call type maps to zero, one, or more dialed numbers. Each dialed number maps to zero, one, or more call
types. The Dialed Number Map table is a cross-reference table between the Dialed Number and Call
Type tables.

Each Dialed Number Map row also references caller-entered digits that are valid for the call type and the
calling line IDs that are valid for the call type. Each calling line ID might be a complete 10-digit phone
number, a prefix, or a region.

Each region recognized by the system is represented by a row in the Region table. A region consists of
one or more prefixes. Any calling number with leading digits matching a prefix is considered part of the
region. You can combine regions to create aggregate regions.

Figure 1-10 depicts the tables in this category.
Figure 1-10 Script Detail
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The Script Cross Reference table keeps track of the configuration objects each script version references.

Certain entries in ICM software are updated continuously. The Script Five Minute table contains the
statistics for those entries accumulated during the last five minutes for each script.

The Script Real Time table contains real-time information about each script. ICM software updates the
real-time data each time it executes a script. The Admin Workstation receives updated data every 15
seconds. The real-time data for current script versions is updated at midnight.

Each row in the Script Print Control table contains default print settings for a specific script version.

The Script Queue Real Time table maintains the queuing real-time statistics for each script. If a script
has a queue node, this table contains an entry for that script with queuing data such as TimeInQueue and
TasksQueued. This table also stores the time this data was accumulated.

The Script Data table contains a binary version of a routing script or administrative script. The
information about the nodes and their properties are stored in this table for each script.
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Route Data

Figure 1-11 shows the tables in this category.

Figure 1-11 Route Data
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A route is a destination to which a call can be directed. Each route references a target at a peripheral:
that is, an agent, skill group, service, or a translation route. ICM software can also direct a call to an
announcement to be played to the caller or to a scheduled target.

Each route is represented by a row in the Route table. Each route has one or more associated Peripheral
Target rows. Each peripheral target row includes a DNIS (dialed number identification service) value and
a reference to a Trunk Group row.

Each Peripheral Target, Announcement, or Device Target, Network VRU, or Scheduled Target row is
associated with a Network Target row. Each Network Target is referenced by one or more Labels. Each
Label is valid for one or more Routing Clients. Optionally, the Dialed Number Label table indicates
which labels are valid for each dialed number. (For each routing client, you can indicate whether or not
to use the Dialed Number Label table.)

If a route is associated with a peripheral target, then it is associated with a skill target. Each skill target
can be associated with zero, one, or more routes. (Regardless of the type of skill target associated with
aroute, the route also has a separate association with a Service record. This indicates the type of service
to be provided to the caller.)
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Real-time and Historical Data

ICM software maintains real-time and historical status information about certain objects in the system
such as service, skill groups, routes, and scripts.

For example, the Route Real Time table contains real-time information about each route. The Route Five
Minute and Route Half Hour tables contain historical information about each route. The Route Real
Time table contains one row for each route. (It has a one-to-one relationship with the Route table.) The
Route Half Hour table contains many rows for each route—ICM software adds an additional row for
each route every half hour. (It has a one-to-many relationship with the Route table.)

ICM software updates the real-time tables in the database every ten seconds. Real-time information
includes information about what is happening right now (for example, CallsQNow and ExpectedDelay).
It also includes summary information about what has happened during the last five minutes (for example,
CallsIncomingTo5 and AvgTalkTimeTo5), since the last half-hour historical data (for example,
CallsRoutedHalf and CallsAbandQHalf), and since midnight (for example, CallsOfferedToday and
CallsHandledToday).

ICM software generates historical information on five- and 30-minute intervals, with the first interval
beginning at midnight. For example, ICM software adds a new row for each Route to the Route Five
Minute table every five minutes. ICM software adds a new row for each Route to the Route Half Hour
table every 30 minutes. Some of the information for the historical tables is derived from accumulation
fields in the real-time tables. For example, at the end of each five-minute interval, the value from the
CallsOfferedToS5 field in the Route Real Time table is copied to the CallsOfferedToS5 field of the Route
Five Minute table.

Each five- and 30-minute row contains a field for the date-time. The time stored in this field is the time
at the start of the interval. For example, a Service Five Minute row for the interval from 10:00AM to
10:05AM contains the time 10:00AM. However, some fields within the table contain a snapshot of data
from the end of the interval. For example, the CallsQNow field of the Service Five Minute table contains
the number of calls queued at the end of the five-minute period. Therefore, the Service Five Minute row
with the time of 10:00AM tells you the number of calls queued at 10:05AM. To find the number of calls
queued at 10:00AM, look at the Service Five Minute record for 9:55AM.

Call Detail Data

Each time ICM software processes a routing request, it generates a Route Call Detail row that contains
information about the request and routing decision it made. Each row includes the day on which the
request was handled and a key value generated by ICM software that is unique among all requests
handled that day. These two values together comprise a unique identifier for the call.

When ICM software receives information that a call is completely done (that is, for example, it has been
routed to a peripheral, handled by an agent, and disconnected), then a row about the call is written to the
Termination Call Detail table. The Termination Call Detail row indicates the agent, skill group, and
service that handled the call. It also contains information such as how long the caller was on hold,
whether the call was transferred to another agent after the initial routing, and so forth.

If the call was sent to a translation route, the Termination Call Detail row contains the same day and
router key values as the Route Call Detail row for the same call. You can use these fields to link the tables
and find all the call detail information for a single call. This process is called cradle-to-grave call
tracking.
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CHAPTER 2

Table Details

This chapter provides detailed information abotu the fields in each table. To locate a specific field, see
the Field Index at the end of this manual.

Admin_Script_Schedule_Map Table

Each row describes the schedule associated with an administrative script.

Use the Administrative Manager facility of the Script Editor to add, update, and delete
Admin_Script_Schedule_Map records.

Table 2-1 Admin_Script_Schedule_Map Table

Keys and Null
Field Name Description Data Type Option
MasterScriptID The scheduled administrative script. int PK, FK, NOT
NULL
SequenceNumber Index for schedules associated with a specific int PK, NOT NULL
master script.
Type The type of schedule. smallint NOT NULL
MonthOfYear Indicates to which month the schedule applies: smallint NOT NULL
0 = Applies to every month
1 - 12 = Specifies the month of year
DayOfMonth Indicates to which day of month the schedule smallint NOT NULL
applies:
0 = Applies to every day
1 - 31 = Specifies the day of month
DayType Indicates to which day the schedule applies: smallint NOT NULL
0 - 6 = Specifies a day (Sunday through Monday)
7 = Every day
8 = Every weekday
9 = Every weekend day
Cisco ICM Software Database Schema Handbook
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[ | Admin_Script_Schedule_Map Table

Table 2-1

Admin_Script_Schedule_Map Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

DayPosition

In conjunction with DayType, the position of a day
within a month:

0 = First day of the type

1 = Second day of the type
2 = Third day of the type
3 = Fourth day of the type
4 = Last day of the type

5 = Every day of the type

smallint

NOT NULL

DayFlags

A bitmask specifying the days on which the script is
executed:

0x01 = Sunday
0x02 = Monday
0x04 = Tuesday
0x08 = Wednesday
0x10 = Thursday
0x20 = Friday
0x40 = Saturday

int

NOT NULL

StartMonth

The month in which the schedule goes into effect (1
through 12).

smallint

NOT NULL

StartDay

The day of the month on which the schedule goes
into effect (1 through 31).

smallint

NOT NULL

StartYear

The year in which the schedule goes into effect.

int

NOT NULL

EndMonth

The month in which the schedule expires. The value
is O if the schedule has no end date.

smallint

NOT NULL

EndDay

The day of the month on which the schedule expires.
The value is 0 if the schedule has no end date.

smallint

NOT NULL

EndYear

The year in which the schedule expires. The value is
0 if the schedule has no end date.

int

NOT NULL

StartHour

The hour of the day at which the schedule goes into
effect.

smallint

NOT NULL

StartMinute

The minute of the hour at which the schedule goes
into effect.

smallint

NOT NULL

StartSecond

The second of the minute at which the schedule goes
into effect.

smallint

NOT NULL

EndHour

The hour of the day at which the schedule expires.
The value is O if the schedule has no end time.

smallint

NOT NULL

EndMinute

The minute of the hour at which the schedule
expires. The value is 0O if the schedule has no end
time.

smallint

NOT NULL

EndSecond

The second of the minute at which the schedule
expires. The value is O if the schedule has no end
time.

smallint

NOT NULL
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Table 2-1 Admin_Script_Schedule_Map Table (continued)

AgentTable I

Keys and Null
Field Name Description Data Type Option
Recurrence The granularity of the script frequency interval: 0 = [smallint NOT NULL
hours, 1 = minutes, 2 = seconds.
RecurrenceFreq Specifies how many recurrence intervals occur int NOT NULL
between successive executions.
Description Additional information about the schedule. varchar(255) NULL

Related tables:

Master Script (via MasterScriptID)

Agent Table

Contains one record for each agent (a person capable of answering calls). Each agent is associated with

a specific peripheral (ACD) and can be a member of one or more skill groups.

Use ICM Configuration Manager to add, update, and delete Agent records.

Table 2-2 Agent Table

within the enterprise. You might form the name by
combining the agent’s first and last name with the
name of the peripheral.

Keys and Null
Field Name Description Data Type Options
SkillTargetID An identifier that is unique among all skill targets in |int PK, FK, NOT
the enterprise. NULL
PersonID Foreign key from the Person table. int FK
NOT NULL
AgentDeskSettingsID Identifies the agent desk settings associated with the |int FK, IE2, NULL
agent.
SchedulelD Identifies an imported schedule associated with the |int FK, IE3, NULL
agent.
PeripherallD Foreign key from the Peripheral table. smallint FK, IES5, NOT
NULL
EnterpriseName An enterprise name for the agent that is unique varchar(32) [E4, NOT NULL

PeripheralNumber The agent’s login ID assigned at the switch. varchar(32) IES,NOT NULL
ConfigParam A string of parameters the ICM software sends to  |varchar(255) NULL
the peripheral to initialize the agent.
Description Additional information about the agent. varchar(255) NULL
Deleted Deleted Flag. Stored as a character: char(1) NOT NULL
Y = Yes
N = No
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[ | Agent_Desk_Settings Table

Table 2-2 Agent Table (continued)

Keys and Null
Field Name Description Data Type Options
PeripheralName The name of the agent as known to the peripheral. |varchar(32) NULL
TemporaryAgent Indicates whether the agent is a temporary agent char(1) NOT NULL
created by the CallRouter:
Y = Yes, created by the CallRouter
N = No, not created by the CallRouter
AgentStateTrace Indicates whether the ICM software collects agent |char(1) NOT NULL
state trace data for the agent:
Y = Yes
N =No
SupervisorAgent Indicates whether an agent is a supervisor. char(1) NULL
Y = Yes, agent is a supervisor
N = No, agent is not a supervisor
ChangeStamp Incremented when the record is changed in the int NOT NULL
central database.

Related tables:

Agent Desk Settings (via AgentDeskSettingsID)
Agent Logout (via SkillTargetID)

Agent Real Time (via SkillTargetID)

Agent State Trace (via SkillTargetID)

Agent Team Member (via SkillTargetID)
Peripheral (via PeripherallD)

Person (via PersonlD)

Schedule (via ScheduleID)

Skill Group Member (via SkillTargetID)

Skill Target (via SkillTargetID)

Agent_Desk_Settings Table

Each row defines the features available to an enterprise agent and how the ICM software handles
certain state changes for the agent.

Use ICM Configuration Manager to add, update, and delete Agent_Desk_Settings records.
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Table 2-3 Agent_Desk_Settings Table

Agent_Desk_Settings Table

Field Name

Description

Data Type

Keys and Null
Option

AgentDeskSettingsID

A unique identifier for the agent desk settings.

int

PK, NOT NULL

EnterpriseName

An enterprise name for the agent desk settings that
is unique within the enterprise.

varchar(32)

AK1, NOT
NULL

Description

Additional information about the desk settings.

varchar(255)

NULL

AvailAfterIncoming

Indicates whether to automatically consider the
agent available after handling an incoming call:

Y = Yes, consider agent available.
N = No, do not consider agent available.

char(1)

NOT NULL

AvailAfterOutgoing

Indicates whether to automatically consider the
agent available after handling an outbound call:

Y = Yes, consider agent available.
N = No, do not consider agent available.

char(1)

NOT NULL

WrapupDatalncomingMode

Indicates whether the agent is allowed or required to
enter wrap-up data after an inbound call:

0 = Required
1 = Optional
2 = Not allowed

int

NOT NULL

WrapupDataOutgoingMode

Indicates whether the agent is allowed or required to
enter wrap-up data after an outbound call:

0 = Required
1 = Optional
2 = Not allowed

char(1)

NOT NULL

AutoAnswerEnabled

Indicates whether calls to the agent are
automatically answered:

Y = Yes, calls automatically answered.
N = No, calls are not automatically answered.

char(1)

NOT NULL

IdleReasonRequired

Indicates whether the agent must enter a reason
before entering the Idle state:

Y = Yes, agent must enter a reason.
N = No, agent does not need to enter a reason.

char(1)

NOT NULL

LogoutNonActivityTime

Number of seconds on non-activity at the desktop
after which the ICM software automatically logs out
the agent.

int

NULL

LogoutReasonRequired

Indicates whether the agent must enter a reason
before logging out:

Y = Yes, agent must enter a reason.
N = No, agent does not need to enter a reason.

char(1)

NOT NULL
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Table 2-3 Agent_Desk_Settings Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

SupervisorCallsAllowed

Indicates whether the agent can initiate supervisor
assisted calls:

Y = Yes, agent can initiate calls.
N = No, agent cannot initiate calls.

char(1)

NOT NULL

SupervisorAssistCallMethod

Indicates whether IPCC will create a consultative
call or a blind conference call for the supervisor
assistance request:

0 = Consultative call
1 = Blind conference call

int

NULL

EmergencyCallMethod

Indicates whether IPCC will create a consultative
call or a blind conference call for an emergency call
request:

0 = Consultative call
1 = Blind conference call

int

NULL

AutoRecordOnEmergency

Specifies whether to automatically record or not
record when an emergency call request started:

0 = Do not automatically record
1 = Automatically record

int

NULL

RecordingMode

(For future use.) Specifies whether the call request
will be routed through the CallManager PIM. The

default is 0, which means that call requests do not

get routed through the CallManager PIM.

int

NULL

WorkModeTimer

Specifies the auto wrap-up time out. The default
value is O (auto wrap-up is disabled).

int

NULL

RingNoAnswerDialedNumberID

Provides the dialed number identifier for the new
re-route destination in case of a ring-no-answer.

int

NULL

AgentToAgentCallsAllowed

Indicates whether calls to other agents are allowed:

Y = Yes, calls to other agents are allowed.
N = No, calls to other agents are not allowed.

char(1)

NOT NULL

OutboundAccessInternational

Indicates whether the agent can initiate international
calls:

Y = Yes, agent can initiate calls.
N = No, agent cannot initiate calls.

char(1)

NOT NULL

OutboundAccessPublicNet

Indicates whether the agent can initiate calls
through the public network:

Y = Yes, agent can initiate calls.
N = No, agent cannot initiate calls.

char(1)

NOT NULL

OutboundAccessPrivateNet

Indicates whether the agent can initiate calls
through the private network:

Y = Yes, agent can initiate calls.
N = No, agent cannot initiate calls.

char(1)

NOT NULL
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Table 2-3 Agent_Desk_Settings Table (continued)

Agent_Desk_Settings Table

central database.

Keys and Null
Field Name Description Data Type Option
OutboundAccessOperatorAssisted |Indicates whether the agent can initiate operator char(1) NOT NULL
assisted calls:
Y = Yes, agent can initiate calls.
N = No, agent cannot initiate calls.
OutboundAccessPBX Indicates whether the agent can initiate outbound |char(1) NOT NULL
PBX calls:
Y = Yes, agent can initiate calls.
N = No, agent cannot initiate calls.
NonACDCallsAllowed Indicates whether the agent can place or handle char(1) NOT NULL
non-ACD calls:
Y = Yes, agent can place or handle non-ACD calls.
N = No, agent cannot place or handle non-ACD
calls.
QualityRecordingRate Indicates how frequently calls to the agent are int NULL
recorded.
RingNoAnswerTime Number of seconds a call may ring at the agent’s int NULL
station before being redirected.
DefaultDevicePortAddress Optional value to override the default port address |varchar(32) NULL
for the agent telephony device.
AgentCanSelectGroup Indicates whether the agent can select which groups |char(1) NOT NULL
they are logged in to.
SilentMonitorWarningMessage Specifies whether a warning message box will int NULL
appear on the agent’s desktop when silent
monitoring is started:
1 = A warning message box will appear.
0 = A warning message box will not appear.
SilentMonitorAudibleIndication Specifies whether an audio click will sound when |int NULL
silent monitoring is started:
1 = An audible click will sound.
0 = An audible click will not sound.
ChangeStamp Incremented when the record is changed in the int NOT NULL

Related tables:

Agent (via AgentDeskSettingsID)

Peripheral (via AgentDeskSettingsID)
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Agent_Distribution Table

Each row indicates whether to send real-time and historical agent data from a specific peripheral to a
specific Distributor AW.

Use ICM Configuration Manager to add, update, and delete Agent_Distribution records.

Table 2-4 Agent_Distribution Table

Keys and Null

Field Name Description Data Type Option
AgentDistributionID A unique identifier for the agent distribution. int PK, NOT NULL
PeripherallD The peripheral from which agent data is sent. smallint FK, NOT NULL
DistributorSiteName The name of the Distributor site to which agent data |varchar(32) NOT NULL

is sent.
Enabled Indicates whether to send agent data or not: ' char(1) NOT NULL

Y = Yes, an agent can send data.

N = No, an agent cannot send data.
ChangeStamp Incremented when the record is changed in the int NOT NULL

central database.

Related tables:

Peripheral (via PeripherallD)

Agent_Half_Hour Table

Central database only.

Each row provides half-hour statistics for an agent. The ICM software generates Agent_Half_Hour
records for each agent.

Table 2-5 Agent_Half Hour Table

Keys and Null
Field Name Description Data Type Option
DateTime Central Controller date and time that the row was smalldatetime |PK, NOT NULL
updated.
SkillTargetID Identifies the agent. int PK, FK, NOT
NULL
TimeZone The time zone for the date and time. The value is the |int PK, NOT NULL
offset in minutes from GMT.
MRDomainID The identifier for the Media Routing Domain for the |int FK, NOT NULL
peripheral associated with this agent.
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL
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Table 2-5 Agent_Half Hour Table (continued)

Agent_Logout Table

this agent was routable with respect to this MRD.

Keys and Null
Field Name Description Data Type Option
LoggedOnTimeToHalf Total time, in seconds, the agent was logged on int NULL
during the half- hour interval.
AvailTimeToHalf Total time, in seconds, the agent was in the int NULL
Available state for any skill group during the half-
hour interval.
NotReadyTimeToHalf Total time, in seconds, the agent was in the Not int NULL
Ready state for all skill groups during the half- hour
interval.
TalkOtherTimeToHalf Total time, in seconds, the agent spent talking on int NULL
internal calls during the half- hour interval.
AvailableInMRDTimeToHalf The number of seconds in this half-hour interval that |int NULL
this agent was available with respect to this MRD.
RoutableInMRDTimeToHalf The number of seconds in this half-hour interval that |int NULL

Related tables:

Agent (via SkillTargetID)
Media Routing Domain (via MRDomainID)

Agent_Logout Table

Central database only.

Each row provides statistics for an agent’s session. A session begins when an agent first logs in to the
system and ends when the agent logs outs.

Table 2-6 Agent_Logout Table

Keys and Null
Field Name Description Data Type Option
LogoutDateTime Central Controller date and time when the agent datetime PK, NOT NULL
logged out.
SkillTargetID Identifies the agent. int PK, FK, NOT
NULL
TimeZone The time zone for the dates and time. The value is |int PK, NOT NULL
the offset in minutes from GMT.
MRDomainID The identifier for the Media Routing Domain int PK, FK NOT
associated with the agent logout. NULL
LoginDuration Number of seconds the agent was logged in. int NULL
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL
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Table 2-6 Agent_Logout Table (continued)

Keys and Null
Field Name Description Data Type Option
ReasonCode Reason code returned by the peripheral for the agent |int NULL
logout.
NetworkTargetID The device target the agent was logged on to. This |int FK, NULL
applies for enterprise agents only.

Related tables:

Agent (via SkillTargetID)
Device Target (via NetworkTargetID)
Media Routing Domain (via MRDomainID)

Agent_Real_Time Table

Local database only.

Each row provides real-time statistics for an agent who is currently logged in. The ICM software
generates an Agent_Real_Time record for each agent.

Table 2-7 Agent_Real_Time Table

Keys and Null
Field Name Description Data Type Option
SkillTargetID Identifies the agent. int PK, FK, NOT
NULL

MRDomainID The identifier for the Media Routing Domain int FK, NOT NULL

associated with this peripheral.
DateTime The date and time when the row was generated. datetime NOT NULL
SkillGroupSkillTargetID Identifies the skill group for the call the agent is int NULL

currently working on.
ServiceSkillTargetID Identifies the service for the call the agent is int NULL

currently working on.
AgentState The current real time state of the agent: int NULL

0 = Logged Off

1 = Logged On

2 = Not Ready

3 = Ready

4 = Talking

5 = Work Not Ready

6 = Work Ready

7 = Busy Other

8 = Reserved

9 = Call Initiated
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Table 2-7 Agent_Real_Time Table (continued)

Agent_Real_Time Table [ |

Keys and Null
Field Name Description Data Type Option
AgentState 10 = int NULL
(continued) 11 = Call Retrieved
12 = Call Transferred
13 = Call Conferenced
14 =
ReasonCode Code received from the peripheral indicating the int NULL
reason for the agent’s last state change.
Extension Extension the agent is currently working on. varchar(32) NULL
DateTimeLastStateChange Date and time of the agent’s last state change. datetime NULL
DateTimeLogin Date and time the agent logged on. datetime NULL
RequestedSupervisorAssist Indicates whether the agent has requested int NULL
supervisor assistance:
1 = Yes, the agent requested assistance.
0 = No, the agent did not request assistance.
Destination Destination type of outbound call the agent is int NULL
currently working on:
0 = None
1=ACD
2 = Direct
Direction Direction of call agent is currently working on: int NULL
NULL = None
I1=In
2 =Out
3 = Other
OnHold Indicates whether the call is currently on hold: int NULL
1 = Yes, the call is on hold.
0 = No, the call is not on hold.
NetworkTargetID The device target the agent is logged on to. This int FK, NULL
applies for enterprise agents only.
Agent Status Reserved for future use. int NULL
CustomerPhoneNumber The phone number of the caller with whom the varchar(20) NULL
agent is speaking.
CustomerAccountNumber The account number of the caller with whom the varchar(32) NULL
agent is speaking.
CampaignID The campaign ID for the campaign associated with |int NULL
this call.
QueryRuleID The query rule belonging to the campaign identified |int NULL
by the CampaignID.
Cisco ICM Software Database Schema Handbook
| 78-11677-04 .m



Chapter2  Table Details |

[ | Agent_Skill_Group_Half_Hour Table

Table 2-7 Agent_Real_Time Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

Routable

Indicates whether the agent is routable with respect
to this Media Routing Domain:

Y = Yes, the agent is routable.
N = No, the agent is not routable.

int

NULL

DateTimeLastModeChange

The date and time of the agent’s last mode change.

datetime

NULL

CallsInProgress

The number of tasks associated with this Media
Routing Domain on which this agent is currently
working.

int

NULL

MaxTasks

The maximum number of tasks associated with this
Media Routing Domain on which this agent can
work simultaneously.

int

NULL

AvailableInMRD

The agent’s availability status with respect to the
Media Routing Domain:

0 = Not Available
1 = ICM Available
2 = Application Available

int

NULL

DateTimeTaskLevelChange

The date and time of the agent’s last task level
change.

datetime

NULL

Related tables:

Agent (via SkillTargetID)

Device Target (via NetworkTargetID)

Media Routing Domain (via MRDomainID)

Service (ServiceSkillTargetID maps to Service.SkillTargetID)
Skill Group (SkillGroupSkillTargetID maps to SkillGroup.SkillTargetID)

Agent_Skill_Group_Half_Hour Table

Central database only.

Each row provides half-hour statistics for a member of a skill group. If an individual agent is a member
of multiple skill groups, multiple Agent Skill Group Half Hour rows are created for that agent each half

hour.

The ICM software generates an Agent_Skill_Group_Half_Hour records for each skill group member.
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Agent_Skill_Group_Half_Hour Table [ |
Table 2-8 Agent_Skill_Group_Half Hour Table
Keys and Null

Field Name Description Data Type Option

DateTime The date and time at the start of the half-hour smalldatetime |PK, NOT NULL
interval.

SkillTargetID The SkillTargetID of the agent. Together with int PK, FK, NOT
SkillGroupSkillTargetID identifies the skill group NULL
member.

SkillGroupSkillTargetID Together with SkillTargetID identifies the skill int PK, FK, NOT
group member. NULL

TimeZone The time zone for the date and time. The value is the |int PK, NOT NULL
offset in minutes from GMT.

RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL

AbandonRingCallsToHalf Total number of ACD calls that were abandoned int NULL
while ringing at an agent’s position. The value is
updated in the database at the time the call
disconnects.

AbandonRingTimeToHalf Total ring time associated with ACD calls that were |int NULL
abandoned while alerting an agent’s position.

RingTime includes the seconds that the call spent
ringing at an agent’s teleset before being answered.
RingTime for this data element is based on data
from the Termination_Call_Detail record. The value
is updated in the database at the time the call
disconnects.

AbandonHoldCallsToHalf Total number of ACD calls that were abandoned int NULL
while being held at an agent position. This value is
updated in the database at the time the call
disconnects.

AgentOutCallsTimeToHalf Total handle time, in seconds, for completed int NULL

outbound ACD calls handled by the agent in the skill
group during the half-hour interval. Handle time
includes WorkTime, TalkTime, and HoldTime, all of
which are taken from the Termination_Call_Detail
records. The AgentOutCallsTime value includes the
time spent from the call being initiated by the agent
to the time the agent completes after-call work time
for the call. The value is updated in the database
when the after-call-work time associated with the
call (if any) has completed.
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Field Name Description

Data Type

Keys and Null
Option

AgentOutCallsTalkTimeToHalf Total talk time, in seconds, for completed outbound
ACD calls handled by the agent in the skill group
during the half-hour interval. This value includes
the time spent from the call being initiated by the
agent to the time the agent begins after-call work for
the call. It is based on TalkTime from
Termination_Call_Detail. It therefore includes the
HoldTime associated with the call.
AgentOutCallsTalkTime is updated in the database
when the after-call-work time associated with the
call (if any) has completed.

int

NULL

AgentOutCallsToHalf Total number of completed outbound ACD calls
made by agents in the skill group during the
half-hour interval. The value is updated in the
database when the after-call-work time associated
with the call (if any) has completed.

int

NULL

AgentOutCallsOnHoldToHalf The total number of completed outbound ACD calls
that agents in the skill group have placed on hold at
least once. The value is updated in the database
when the after-call work time associated with the
call (if any) has completed.

int

NULL

AgentOutCallsOnHoldTimeToHalf |The total number of seconds that outbound ACD
calls were placed on hold by agents in the skill
group during the half-hour interval. This data
element is based on HoldTime from the
Termination_Call_Detail record. The value is
updated in the database when the after-call work
associated with the call (if any) has completed.

int

NULL

AgentTerminatedCallsToHalf Total number of ACD calls that were terminated by
agents before the far end released. The value is
updated in the database at the time the call
disconnects. The value includes AgentOutCalls and
CallsHandled for the agents in the skill group.

int

NULL

AnswerWaitTimeToHalf Total number of seconds callers spent ringing at the
agent’s voice device before being answered by the
agent during the half-hour interval.
AnswerWaitTime is associated only with handled
calls and internal calls received, which are
accounted for under the CallsHandledToHalf and
InternalCallsReceivedToHalf tables, respectively.
AnswerWaitTime for skill groups is calculated as
follows:

DelayTime + LocalQTime + RingTime (all from the
Termination_Call_Detail records).

The AnswerWaitTime value is updated in the
database at the time the call is answered.

int

NULL
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Agent_Skill_Group_Half_Hour Table

Field Name

Description

Data Type

Keys and Null
Option

AvailTimeToHalf

The total time, in seconds, that agents were in the
Available state for any skill group during the
half-hour interval. AvailTime is included in the
calculation of LoggedOnTime.

int

NULL

BusyOtherTimeToHalf

The number of seconds that agents in the skill group
spent in the BusyOther state. BusyOtherTime is
included in the calculation of LoggedOnTime.

int

NULL

CallbackMessagesTimeToHalf

Number of seconds the agent spent processing
callback messages during the half-hour interval.

int

NULL

CallbackMessagesToHalf

Number of callback messages processed by the
agent during the half-hour interval.

int

NULL

CallsAnsweredToHalf

Number of calls answered during the half-hour
interval. The number of calls answered includes
only handled calls and internal calls received, which
are tracked in the CallsHandledToHalf and
InternalCallsReceivedToHalf fields, respectively.
The count for CallsAnswered is updated in the
database at the time the call is answered.

int

NULL

CallsHandledToHalf

The number of inbound ACD calls that have been
answered and have completed wrap-up by agents in
the skill group during the half-hour interval.

int

NULL

ConsultativeCallsToHalf

The number of consultative calls completed by
agents with at least one ACD call on hold. The count
is updated in the database when the after-call work
time associated with the consultative call (if any)
has completed.

int

NULL

ConsultativeCallsTimeToHalf

The number of seconds agents spent handling
consultative calls with at least on ACD call on hold.
The value is updated in the database when the
after-call work time associated with the consultative
call (if any) has completed.

int

NULL

ConferencedInCallsToHalf

The number of incoming calls the agent was
conferenced into. Incoming calls include ACD and
non-ACD calls. The value is updated in the database
when the agent drops off the call or the call becomes
a simple two-party call.

int

NULL

ConferencedInCallsTimeToHalf

The number of seconds the agent was involved in an
incoming conference calls. This value includes time
spent on both ACD and non-ACD conference calls
initiated by the agent. This database element uses
ConferenceTime from the Termination_Call_Detail
table. The value is updated in the database when the
agent drops off the call or the call becomes a simple
two-party call.

int

NULL
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Keys and Null

Field Name Description Data Type Option
ConferencedOutCallsToHalf The number of conference calls the agent initiated. |int NULL

The conferenced out calls include ACD and

non-ACD calls. The count of ConferencedOutCalls

is updated in the database when the agent drops off

the call or the call becomes a simple two-party call.
ConferencedOutCallsTimeToHalf |The number seconds the agent spent in conference |int NULL

calls that they initiated. The conferenced out calls
include ACD and non-ACD calls. The value
includes any HoldTime for the call. This database
element uses ConferenceTime from the
Termination_Call_Detail records. The value is
updated in the database when the agent drops off the
call or the call becomes a simple two-party call.

HandledCallsTalkTimeToHalf Total talk time in seconds for Inbound ACD calls int NULL
counted as handled by agents in the skill group
during the half-hour interval. The value is based on
TalkTime from the Termination_Call_Detail table.
Itis updated in the database when the after-call work
time associated with the call (if any) has completed.

HandledCallsTimeToHalf Total handle time, in seconds, for inbound ACD int NULL
calls counted as handled by the agent in the skill
group during the half-hour interval. Handle time
includes the time spent from the call being answered
by the agent to the time the agent completed after
call work time for the call. HandledCallsTime is
based on HoldTime, WorkTime, and TalkTime from
the Termination_Call_Detail records. The value for
HandledCallsTime is updated in the database when
the after-call work time associated with the call (if
any) has completed.

HoldTimeToHalf Number of seconds where all calls to the agent are |int NULL
on hold during the half-hour interval. HoldTime is
counted only while the agent is doing no other
call-related activity. HoldTime is included in the
calculation of LoggedOnTime.

IncomingCallsOnHoldTimeToHalf |Total number of seconds that completed inbound int NULL
ACD calls were placed on hold during the half-hour
interval. The value is based on HoldTime from the
Termination_Call_Detail records. The value is
updated in the database when the after-call work
time associated with the call (if any) has completed.

IncomingCallsOnHoldToHalf The total number of completed inbound ACD calls |int NULL
the agent placed on hold at least once. The value is
updated in the database when the after-call work

time associated with the call (if any) has completed.
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Agent_Skill_Group_Half_Hour Table [ |

Field Name

Description

Keys and Null
Data Type Option

InternalCallsOnHoldTimeToHalf

Total number of seconds completed internal calls  |int NULL

were placed on hold during the half-hour interval.
The value is updated in the database when the
after-call work time associated with the call (if any)

is completed.

InternalCallsOnHoldToHalf

The total number of internal calls the agent placed |int NULL

on hold at least once. The value is updated in the
database when the after-call work time associated
with the call (if any) is completed.

InternalCallsRcvdTimeToHalf

Number of seconds spent on internal calls received |int NULL

by the agent during the half-hour interval. The value
is updated in the database when the after-call work
time associated with the call (if any) is completed.

InternalCallsRcvdToHalf

Number of internal calls received by the agent int NULL

during the half-hour interval. The value is updated
in the database when the after-call work time
associated with the call (if any) is completed.

InternalCallsTimeToHalf

Number of seconds spent on internal calls initiated |int NULL

by the agent during the half-hour interval. The value
is updated in the database when the after-call work
time associated with the call (if any) is completed.

InternalCallsToHalf

Number of internal calls initiated by the agent int NULL

during the half-hour interval. The value is updated
in the database when the after-call work time
associated with the call (if any) is completed.

LoggedOnTimeToHalf

Total time, in seconds, the agent in the skill group |int NULL

was logged on during the half-hour interval. This
value is calculated as follows:

HoldTimeToHalf + TalkInTimeToHalf +
TalkOutTimeToHalf + TalkOtherTimeToHalf +
AvailTimeToHalf + NotReadyTimeToHalf +
WorkReadyTimeToHalf +
WorkNotReadyTimeToHalf +
BusyOtherTimeToHalf +
ReservedStateTimeToHalf

NotReadyTimeToHalf

Total seconds the agent in the skill group was in the |int NULL

Not Ready state during the half-hour interval.
NotReadyTime is included in the calculation of

LoggedOnTime.

RedirectNoAnsCallsToHalf

The number of ACD calls that rang at the agent’s  |int NULL

terminal and redirected on failure to answer. The
value is updated in the database at the time the call
is diverted to another device.
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Field Name Description

Data Type

Keys and Null
Option

RedirectNoAnsCallsTimeToHalf | The number of seconds ACD calls rang at the
agent’s terminal before being redirected on failure
to answer. The value is updated in the database at the
time the call is diverted to another device.

int

NULL

ReservedStateTimeToHalf Total seconds the agent in the skill group was in the
Reserved state during the half-hour interval.
ReservedStateTime is included in the calculation of
LoggedOnTime.

int

NULL

ShortCallsToHalf Number of calls answered by the agent where the
duration of the calls falls short of the Abandoned
Call Wait Time. You might choose to factor these
calls out of handle time statistics that you calculate.
A call is determined to be a short call if it is
abandoned before the Abandoned Call Wait Time
expired. Short calls are not considered abandoned
and are not accounted for in any of the ICM
abandoned calls calculations.

int

NULL

SupervAssistCallsTimeToHalf Number of seconds that agents in the skill group
spent on supervisor- assisted calls during the half-
hour interval. The value is updated in the database
when the supervisor assist call completes.

int

NULL

SupervAssistCallsToHalf Number of calls for which agents received
supervisor assistance during the half- hour interval.
The value is updated in the database when the
supervisor assist call completes.

int

NULL

TalkInTimeToHalf Number of seconds that agents in the skill group
spent talking on inbound ACD calls (neither
outbound nor internal) during the half-hour interval.
TalkInTime is included in the calculation of
TalkTime and LoggedOnTime.

int

NULL

TalkOtherTimeToHalf Number of seconds that agents in the skill group
spent talking on internal outbound or consultative
transfer calls (examples: agent-to-agent transfers
and supervisor calls) during the half-hour interval.
TalkOtherTime is included in the calculation of
TalkTime and LoggedOnTime.

int

NULL

TalkOutTimeToHalf Number of seconds that agents in the skill group
spent talking on external outbound or consultative
transfer calls during the half-hour interval.
TalkOutTime is included in the calculation of
TalkTime and LoggedOnTime.

int

NULL
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Agent_Skill_Group_Half_Hour Table

Field Name

Description

Data Type

Keys and Null
Option

TransferredInCallsTimeToHalf

Number of seconds that agents in the skill group
spent handling calls transferred to them during the
half-hour interval. The value is updated in the
database when the after-call work time associated
with the call (if any) is completed.

int

NULL

TransferredInCallsToHalf

Number of calls transferred to agents in the skill
group during the half-hour interval. The value is
updated in the database when the after-call work
time associated with the call (if any) is completed.

int

NULL

TransferredOutCallsToHalf

Number of calls transferred out by the agent during
the half-hour interval. The value is updated at the
time the agent completes the transfer of the call.

int

NULL

WorkNotReadyTimeToHalf

Number of seconds that agents in the skill group
spent in the Work Not Ready state during the
half-hour interval. WorkNotReadyTime is included
in the calculation of LoggedOnTime.

int

NULL

WorkReadyTimeToHalf

Number of seconds that agents in the skill group
spent in the Work Ready state during the half-hour
interval. WorkReadyTime is included in the
calculation of LoggedOnTime.

int

NULL

AutoOutCallsToHalf

The total number of completed AutoOut (predictive)
calls made by the agent in the skill group during the
half-hour interval. The value is updated in the
database when the after-call work time associated
with the call (if any) has completed.

int

NULL

AutoOutCallsTimeToHalf

The total handle time, in seconds, for completed
AutoOut (predictive) calls handled by the agent in
the skill group during the half-hour interval. Handle
time includes WorkTime, TalkTime, and HoldTime,
all of which are taken from the
Termination_Call_Detail records. The
AutoOutCallsTimeToHalf value includes the time
spent from the call being initiated to the time the
agent completes any after-call work for the call. The
value is updated in the database when the after-call
work time associated with the call (if any) has
completed.

int

NULL
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Keys and Null
Field Name Description Data Type Option
AutoOutCallsTalkTimeToHalf The total talk time, in seconds, for completed int NULL

AutoOut (predictive) calls handled by the agent in
the skill group during the half-hour interval. This
value includes the time spent from the call being
initiated to the time the agent begins after-call work
for the call. It is based on TalkTime from
Termination_Call_Detail. It therefore includes the
HoldTime associated with the call.
AutoOutCallsTalkTime is updated in the database
when the after-call work time associated with the
call (if any) has completed.

AutoOutCallsOnHoldToHalf The total number of completed AutoOut (predictive) |int NULL
calls that the agent in the skill group has placed on
hold at least once. The value is updated in the
database when the after-call work time associated
with the call (if any) has completed.

AutoOutCallsOnHoldTimeToHalf |The total number of seconds that AutoOut int NULL
(predictive) calls were placed on hold by the agent
in the skill group during the half-hour interval. This
data element is based on HoldTime from the
Termination_Call_Detail record. The value is
updated in the database when the after-call work
associated with the call (if any) has completed.

PreviewCallsToHalf The total number of completed outbound Preview  |int NULL
calls made by the agent in the skill group during the
half-hour interval. The value is updated in the
database when the after-call work time associated
with the call (if any) has completed.

PreviewCallsTimeToHalf The total handle time, in seconds, for completed int NULL
outbound Preview calls handled by the agent in the
skill group during the half-hour interval. Handle
time includes WorkTime, TalkTime, and HoldTime,
all of which are taken from the
Termination_Call_Detail records. The
PreviewCallsTime value includes the time spent
from the call being initiated to the time the agent
completes after-call work time for the call. The
value is updated in the database when the after-call
work time associated with the call (if any) has
completed.
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Agent_Skill_Group_Half_Hour Table

Field Name

Description

Data Type

Keys and Null
Option

PreviewCallsTalkTImeToHalf

The total talk time, in seconds, for completed
outbound Preview calls handled by the agent in the
skill group during the half-hour interval. This value
includes the time spent from the call being initiated
to the time the agent begins after-call work for the
call. It is based on TalkTime from
Termination_Call_Detail. It therefore includes the
HoldTime associated with the call.
PreviewCallsTalkTime is updated in the database
when the after-call work time associated with the
call (if any) has completed.

int

NULL

PreviewCallsOnHoldToHalf

The total number of completed outbound Preview
calls that the agent in the skill group placed on hold
at least once. The value is updated in the database
when the after-call work time associated with the
call (if any) has completed.

int

NULL

PreviewCallsOnHoldTimeToHalf

The total number of seconds that outbound Preview
calls were placed on hold by the agent in the skill
group during the half-hour interval. This data
element is based on HoldTime from the
Termination_Call_Detail record. The value is
updated in the database when the after-call work
associated with the call (if any) has completed.

int

NULL

ReserveCallsToHalf

The total number of completed agent reservation
calls made by the agent in the skill group during the
half-hour interval. The value is updated in the
database when the after-call work time associated
with the call (if any) has completed.

int

NULL

ReserveCallsTimeToHalf

The total handle time, in seconds, for completed
agent reservation calls handled by the agent in the
skill group during the half-hour interval. Handle
time includes WorkTime, TalkTime, and HoldTime,
all of which are taken from the
Termination_Call_Detail records. The
ReserveCallsTime value includes the time spent
from the call being initiated to the time the agent
completes after-call work time for the call. The
value is updated in the database when the after-call
work time associated with the call (if any) has
completed.

int

NULL
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Field Name Description

Data Type

Keys and Null
Option

ReserveCallsTalkTimeToHalf The total talk time, in seconds, for completed agent
reservation calls handled by the agent in the skill
group during the half-hour interval. This value
includes the time spent from the call being initiated
to the time the agent begins after-call work for the
call. It is based on TalkTime from
Termination_Call_Detail. It therefore includes the
HoldTime associated with the call.
ReserveCallsTalkTime is updated in the database
when the after-call work time associated with the
call (if any) has completed.

int

NULL

ReserveCallsOnHoldToHalf The total number of completed agent reservation
calls that the agent in the skill group placed on hold
at least once. The value is updated in the database
when the after-call work time associated with the
call (if any) has completed.

int

NULL

ReserveCallsOnHoldTimeToHalf |The total number of seconds agent reservation calls
were placed on hold by the agent in the skill group
during the half-hour interval. This data element is
based on HoldTime from the
Termination_Call_Detail record. The value is
updated in the database when the after-call work
associated with the call (if any) has completed.

int

NULL

TalkAutoOutTimeToHalf The number of seconds the agent spent talking on
AutoOut (predictive) calls during the half-hour
interval. TalkAutoOutTime is included in the
calculation of LoggedOnTime.

int

NULL

TalkPreviewTimeToHalf The number of seconds the agent spent talking on
outbound Preview calls during the half-hour
interval. TalkPreviewTime is included in the
calculation of LoggedOnTime.

int

NULL

TalkReserveTimeToHalf The number of seconds the agent spent talking on
agent reservation calls during the half-hour interval.
TalkReserveTime is included in the calculation of
LoggedOnTime.

int

NULL

BargelnCallsToHalf The number of calls barged in on either by the
supervisor or by the agent.

int

NULL

InterceptCallsToHalf The number of calls intercepted either by the
supervisor or by the agent.

int

NULL

MonitorCallsToHalf The number of calls monitored either by the
supervisor or by the agent.

int

NULL

WhisperCallsToHalf The number of calls coached either by the
supervisor or by the agent.

int

NULL
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Table 2-8 Agent_Skill_Group_Half Hour Table (continued)

Agent_Skill_Group_Logout Table

Interrupted state during the half-hour interval.

Keys and Null
Field Name Description Data Type Option
EmergencyAssistsToHalf The number of emergency assist requests made int NULL
either by the agent or by the supervisor.
InterruptedTimeToHalf The number of seconds the agent was in the int NULL

Related tables:

Skill Group Member (SkillTargetID + SkillGroupSkillTargetID maps to
Skill_Group_Member.AgentSkillTargetID + Skill_Group_Member.SkillGroupSkillTargetID)

Agent_Skill_Group_Logout Table

Each row provides information about a single login session for a member of a skill group. If an individual
agent is a member of multiple skill groups, multiple Agent Skill Group Logout rows are created for that

agent.

The ICM software generates an Agent_Skill_Group_Logout record for each skill group member.

Table 2-9, Part 1

Agent_Skill_Group_Logout Table

logout.

Keys and Null
Field Name Description Data Type Option
LogoutDateTime Date and time when the agent logged in to the skill |datetime PK, NOT NULL
group.
SkillTargetID The SkillTargetID of the agent. Together with int PK, FK, NOT
SkillGroupSkillTargetID identifies the skill group NULL
member.
SkillGroupSkillTargetID Together with SkillTargetID identifies the skill int PK, FK, NOT
group member. NULL
TimeZone The time zone for the dates and times. The value is |int PK, NOT NULL
the offset in minutes from GMT.
LoginDuration Number of seconds the agent was logged in to the |int NULL
skill group.
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL
ReasonCode Reason code returned by the peripheral for the agent |int NULL

Related tables:

Skill Group Member (SkillTargetID + SkillGroupSkillTargetID maps to
Skill_Group_Member.AgentSkillTargetID + Skill_Group_Member.SkillGroupSkillTargetID)
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Agent_Skill_Group_Real_Time Table

Local database only.

Each row provides real-time statistics for a member of a skill group. If an individual agent is a member
of multiple skill groups, multiple Agent Skill Group Real Time rows are created for that agent.

The ICM software generates an Agent_Skill_Group_Real_Time record for each skill group member.

Table 2-10 Agent _Skill Group_Real_Time Table

Field Name

Description

Data Type

Keys and Null
Option

SkillTargetID

The SkillTargetID of the agent. Together with
SkillGroupSkillTargetID identifies the skill group
member.

int

PK, FK, NOT
NULL

SkillGroupSkillTargetID

Together with SkillTargetID identifies the skill
group member.

int

PK, FK, NOT
NULL

DateTime

The date and time when the row was generated.

datetime

NOT NULL

AgentState

The current real time state of the agent:

= Logged Off
= Logged On
Not Ready
Ready
Talking
Work Not Ready
Work Ready
Busy Other
Reserved
Call Initiated
Call Held
Call Retrieved
12 Call Transferred
13 Call Conferenced
14 = Unknown

01NNk W~ O
Il

O
1l

10
11

int

NULL

ReasonCode

Code received from the peripheral indicating the
reason for the agent’s last state change.

int

NULL

DateTimeLastStateChange

Date and time of the agent’s last state change.

datetime

NULL

DateTimeLogin

Date and time the agent logged on with the skill
group.

datetime

NULL

Priority

Priority of the skill group for the agent.

int

NULL

CallsInProgress

The number of tasks currently associated with this
skill group.

int

NULL

Related tables:

Skill Group Member (SkillTargetID + SkillGroupSkillTargetID) maps to
Skill_Group_Member.AgentSkillTargetID + Skill_Group_Member.SkillGroupSkillTargetID)
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Agent_State_Trace Table

Each row describes a change of state for an agent. By examining Agent State Trace rows you can trace
all the state changes that have occurred for an agent.

Agent_State_Trace Table

The ICM software generates an Agent_State_Trace records for each agent for which tracing is enabled.

Table 2-11 Agent_State_Trace Table

Keys and Null
Field Name Description Data Type Option
DateTime The date and time at which the state change smalldatetime |IE1, NOT NULL
occurred.
SkillTargetID Identifies the agent. int IE1, FK, NOT
NULL
TimeZone The time zone for the date and time. The value is the |int NOT NULL
offset in minutes from GMT.
MRDomainID The identifier for the Media Routing Domain int PK, FK NOT
associated with the agent state change. NULL
EventName Code indicating the event that has occurred. int NOT NULL
ReasonCode Code received from the peripheral indicating the int NULL
reason for the state change.
SkillGroupSkillTargetID Identifies the skill group the event is associated int NULL
with.
AgentState The new agent trace state: int FK, NULL
0 = Logged Off
1 = Logged On
2 = Not Ready
3 = Ready
4 = Talking
5 = Work Not Ready
6 = Work Ready
7 = Busy Other
8 = Reserved
9 = Call Initiated
10 = Call Held
11 = Call Retrieved
12 = Call Transferred
13 = Call Conferenced
14 = Unknown.
ICRCallKey A unique number generated at the PG. Values are  |int NULL
reused after about 250 million calls.
PeripheralCallKey Key assigned by the peripheral to the call associated |int NULL
with the event.
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL
Direction The direction for talking states. int NULL
Cisco ICM Software Database Schema Handbook
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Table 2-11 Agent_State_Trace Table (continued)

Keys and Null
Field Name Description Data Type Option

RouterCallKeyDay The day that the call was taken and the int NULL
Termination_Call_Detail record was created. This
field contains a value only for calls that were

translation-routed or post-routed to or from an
ACD.

Together with RouterCallKey, the Day value forms
a unique 64-bit key for the call. The PG might not
have this information for all calls, but if it does, it
allows you to track all states of a call between the
Route_Call_Detail and the
Termination_Call_Detail tables by using the
Cradle-to-Grave call tracking facility. (For calls that
span a day, the day may not correspond to the day
specified in the DateTime field.)

RouterCallKey This value is created by the ICM software and forms |int NULL
the unique portion of the 64-bit key for the call. The
ICM resets this counter at midnight.

RouterCallKeySequenceNumber A sequence number used for ordering rows for int NULL
cradle-to-grave call tracking. This number defines
the order in which the calls were created. This is not
the order in which the Termination_Call_Detail
records were created. (This field also exists in the
Route_Call_Detail table, where it defines the order
in which the route requests were created.)

Related tables:

Agent (via SkillTargetID)
Media Routing Domain (via MRDomainID)

Agent_Team Table

An agent team is a group of agents who report to the same supervisor(s) and are associated with a single
peripheral. The ICM software does not route to agent teams and agents within a team do not necessarily
share the same skills. Agent teams are used for administrative and monitoring purposes only.

Use ICM Configuration Manager to add, update, and delete Agent_Team records.

Table 2-12 Agent_Team Table

Keys and Null
Field Name Description Data Type Option
AgentTeamID A unique identifier for the agent team. int PK, NOT NULL
EnterpriseName An enterprise name for the agent team that is unique |varchar(32) AKO, NOT
among all agent teams in the enterprise. NULL
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Table 2-12 Agent_Team Table (continued)

Agent_Team_Member Table [ |

Keys and Null
Field Name Description Data Type Option
PeripherallD Identifies the peripheral the team is associated with. [smallint FK, NOT NULL
Description Additional information about the agent team. varchar(255) NULL
DialedNumberID The dialed number identifier for the agent team. int NULL
PriSupervisorSkillTargetID The agent who is the primary supervisor for the int FK, IE1, NULL
team.
ChangeStamp Incremented when the record is changed in the int NOT NULL
central database.
Related tables:
Agent (via PriSupervisorSkillTargetID and SecSupervisorSkillTargetID)
Agent Team Member (via AgentTeamID)
Agent_Team_Member Table
Specifies the mapping of agents to agent teams.
Use ICM Configuration Manager to add or delete Agent_Team_Member records.
Table 2-13 Agent_Team_Member Table
Keys and Null
Field Name Description Data Type Option
AgentTeamID Identifies the agent team. int PK, FK, IE1,
NOT NULL
SkillTargetID Identifies the agent. int PK, FK, AK1,
NOT NULL

Related tables:

Agent (via SkillTargetID)
Agent Team (via AgentTeamID)
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Agent_Team_Supervisor Table

Specifies the mapping of supervisors and agent teams.

Use ICM Configuration Manager to add or delete Agent_Team_Supervisor records.

Table 2-14 Agent_Team_Supervisor

Keys and Null
Field Name Description Data Type Option
AgentTeamID Identifies the agent team. int PK, NOT NULL
SupervisorSkillTargetID Identifies the SkillTargetID of the supervisor. int PK, NOT NULL

Announcement Table

Each row corresponds to a voice announcement. The ICM software can route a call to an announcement.

Use ICM Configuration Manager to add, update, and delete Announcement records.

Table 2-15 Announcement Table

Keysand Null
Field Name Description Data Type Option
NetworkTargetID Foreign key from the Network Target table. int PK, FK, NOT
NULL
AnnouncementType An integer value indicating the type of the smallint NOT NULL
announcement.
EnterpriseName An enterprise name for this announcement. This varchar(32) AK1, NOT
name must be unique among all announcements in NULL
the enterprise.
Description Additional information about the announcement. varchar(255) NULL
ChangeStamp Incremented when the record is changed in the int NOT NULL
central database.

Related tables:

Network Target (via NetworkTargetID)

Cisco ICM Software Database Schema Handbook
m. 78-11677-04 |



| Chapter2 Table Details

Application_Event Table

Table 2-16 Application_Event Table

Central database only.

Application_Event Table

Contains information about events in the ICM application. This is a subset of the events reported in the
Event table.

Keys and Null

Field Name Description Data Type Option
CentralControllerVirtualTime Virtual Time event was processed at the Central int NOT NULL

Controller.
CentralControllerFileTime File Time event was processed at the Central datetime IE1, NOT

Controller. NULL
CentralControllerTimZone Time zone at the Central Controller. The value is the |int NOT NULL

offset in minutes from GMT.
VersionNum EMS version number. smallint NOT NULL
SystemType The type of system that generated the event: smallint NOT NULL

0 = Unknown

1 = CallRouter

2 = Peripheral Gateway

3 = Network Interface Controller

4 = Admin Workstation

5 = Logger

6 = Listener

7 = CTI Gateway
SystemlId DMP system ID of the event originator. For a smallint NOT NULL

CallRouter or Logger, this value is always 0.
StatusCodeType Classification of the value in StatusCode field. smallint NOT NULL
StatusCode Status code value. int NOT NULL
StatusCodeString String associated with the status code. varchar(255) NULL
ProcName Name of the process that originated the event. varchar(32) NOT NULL
SourceSystemName Name of the node that generated the event. varchar(32) NULL
SourceVirtualTime Virtual time event was generated (originator’s time). |int NOT NULL
SourceFileTime File time event was generated (originator’s time).  |datetime NOT NULL
Messageld Message ID from message compiler. int NOT NULL
Severity The level of the message. varchar(16) NULL
Category The type of message. varchar(32) NULL
MessageString Contents of message. varchar(255) NULL
Customerld The customer ID. int NOT NULL
Side Side of event originator: char(1) NOT NULL

A or B = paired processes

\0 = a non-paired process
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Table 2-16 Application_Event Table (continued)
Keys and Null
Field Name Description Data Type Option
Dwordl1 Optional event DWORD. int NULL
Dword2 Optional event DWORD. int NULL
Dword3 Optional event DWORD. int NULL
Dword4 Optional event DWORD. int NULL
Dword5 Optional event DWORD. int NULL
String1 Optional event string. varchar(240) NULL
String2 Optional event string. varchar(240) NULL
String3 Optional event string. varchar(240) NULL
String4 Optional event string. varchar(240) NULL
String5 Optional event string. varchar(240) NULL
BinData Optional event binary data. image NULL
RecoveryDay A value used internally by the ICM software to track |int NOT NULL
virtual time.
RecoveryKey A value used internally by the ICM software to track |float AK1,
virtual time. NOT NULL

Application_Gateway Table

Each row describes an external application (custom gateway) or another ICM platform that you can
invoke from a routing script or administrative script.

Use ICM Configuration Manager to add, update, and delete Application_Gateway records.

Table 2-17 Application_Gateway Table

Keys and Null
Field Name Description Data Type Option
ApplicationGatewayID A unique identifier for the application gateway. int PK, NOT NULL
EnterpriseName An enterprise name for the application gateway. varchar(32) AK1, NOT
This name must be unique among all application NULL
gateways in the enterprise.
ICRInstancelD Identifies the ICM instance associated with the int FK, IE1, NULL
application gateway.
Description Additional information about the application varchar(255) NULL
gateway.
FaultTolerance The fault-tolerance strategy used by the application |int NOT NULL
gateway.
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Table 2-17 Application_Gateway Table (continued)

Application_Gateway Table

central database.

Keys and Null
Field Name Description Data Type Option
Encryption The encryption method used by the application int NOT NULL
gateway:
0 = none
1 = private key
PreferredSide Indicates which side of the Gateway the ICM char(1) NULL
software should use when both are available: A or B.
This applies only when ApplicationGatewayType is
0 (custom gateway).
ApplicationGatewayType The type of gateway: int NOT NULL
0 = custom gateway
1 = remote ICM
ChangeStamp Incremented when the record is changed in the int NOT NULL

Related tables:

Application Gateway Connection (via ApplicationGatewayID)

Application Gateway Half Hour (via ApplicationGatewayID)
ICR Instance (via ICRInstancelD)
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Application_Gateway_Connection Table

Each row describes the connection of one side of the CallRouter (side A or side B) to an Application
Gateway host.

Use ICM Configuration Manager to add, update, and delete Application_Gateway_Connection records.

Table 2-18 Application_Gateway_Connection Table

Keys and Null
Field Name Description Data Type Option
ApplicationGatewaylD Identifies the Application Gateway associated with |int PK, FK, NOT
the connection. NULL
Side Indicates which side of the CallRouter uses the char(1) PK, NOT NULL
connection. Valid values are ‘A’ and ‘B’.
Address A string that describes the connection to the host. varchar(255) NULL
The format depends on the protocol. For TCP, the
format is hostname:port or IPAddress:port.
Protocol The communications protocol used for the int NOT NULL
connection. 1 = TCP (the only value currently
supported).
ConnectInfo A string the ICM software passes to the host during |varchar(255) NULL
initialization. The ICM software itself does not use
or validate the value.
Description Additional information about the connection. varchar(255) NULL
InService Indicates whether the connection is currently char(1) NOT NULL
available: ‘Y’ (yes) or ‘N’ (no).
ErrorThreshold Number of consecutive errors that cause the ICM int NULL
software to declare the host unavailable. The ICM
software then initiates a reconnect.
RequestTimeout Number of milliseconds the CallRouter waits for a |int NULL

response before timing out a request. The default
value is 300.

AbandonTimeout An internal timeout used by the CallRouter to int NULL
determine a failure in the application gateway
interface process. The default value is 5000.

SessionRetry Number of milliseconds the CallRouter waits before |int NULL
trying to reconnect after a connection terminates or
a connection attempt fails. The default value is
30000.

SessionRetryLimit The maximum number of times the CallRouter int NULL
attempts to connect or reconnect a session. (User
intervention is then required to restart the
connection.) If the value is 0, then no limit applies.

OpenTimeout Number of milliseconds the CallRouter waits for a |int NULL
response to an open or close connection request.
The default is 15000.
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Table 2-18 Application_Gateway Connection Table (continued)

Application_Gateway_Globals Table [ |

Field Name

Description

Data Type

Keys and Null
Option

HeartbeatTimeout

Number of milliseconds the CallRouter waits for a
host to respond to a heartbeat request. The default is
300.

int

NULL

HeartbeatLimit

Number of consecutive unanswered heartbeats after
which the CallRouter closes the connection. The
default is 10. (For purposes of this count, a query is
counted as a heartbeat.)

int

NULL

HeartbeatRetry

Number of milliseconds to wait before retrying a
missed heartbeat. The default is 200. The total time
between heartbeat tries is HeartbeatTimeout +
HeartbeatRetry.

int

NULL

HeatbeatInterval

Number of milliseconds between heartbeats. The
idle timeout for each host is 4 times this value.

int

NULL

Command

A command the ICM software sends to the
application gateway when the row is created or
updated by the Update Central Controller operation.
You can use this field to send one-time commands to
the application gateway host.

int

NULL

CommandParam

A parameter to be sent with the command.

int

NULL

LinkTestThreshold

Currently not used.

int

NULL

LateTimeout

Number of milliseconds the CallRouter waits for a
response before considering it late. This does not
affect CallRouter processing. It is for statistical use
only.

int

NULL

Related tables:

Application Gateway (via ApplicationGatewayID)

Application_Gateway_Globals Table

Contains two rows that define default values for the Application_Gateway_Connection tables. One row
defines defaults for external applications (custom gateways) and the other defines defaults for remote
ICM software platforms.

Use the Application Gateway list tool to modify the Application_Gateway_Globals records.
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Table 2-19 Applications_Gateway_Globals Table

Field Name

Description

Data Type

Keys and Null
Option

ID

A unique identifier for the row.

int

PK, NOT
NULL

ErrorThreshold

Number of consecutive errors that cause the ICM
software to declare the host unavailable. The
software then initiates a reconnect.

int

NOT NULL

RequestTimeout

Number of milliseconds the CallRouter waits for a
response before timing out a request. The default
value is 300.

int

NOT NULL

AbandonTimeout

An internal timeout used by the CallRouter to
determine a failure in the application gateway
interface process. The default is 5000.

int

NOT NULL

SessionRetry

Number of milliseconds the CallRouter waits before
trying to reconnect after a connection terminates or
a connection attempt fails. The default is 30000.

int

NOT NULL

SessionRetryLimit

The maximum number of times the CallRouter
attempts to connect or reconnect a session. (User
intervention is then required to restart the
connection.) If the value is 0, then no limit applies.

int

NOT NULL

OpenTimeout

Number of milliseconds the CallRouter waits for a
response to an open or close connection request.
The default is 15000.

int

NOT NULL

HeartbeatTimeout

Number of milliseconds the CallRouter waits for a
host to respond to a heartbeat request. The default is
300.

int

NOT NULL

HeartbeatLimit

Number of consecutive unanswered heartbeats after
which the CallRouter closes the connection. The
default is 10. (For purposes of this count, a query is
counted as a heartbeat.)

int

NOT NULL

HeartbeatRetry

Number of milliseconds to wait before retrying a
missed heartbeat. The default is 200. The total time
between heartbeat tries is HeartbeatTimeout +
HeartbeatRetry.

int

NOT NULL

HeatbeatInterval

Number of milliseconds between heartbeats. The
idle timeout for each host is 4 times this value.

int

NOT NULL

LinkTestThreshold

Currently not used.

int

NOT NULL

LateTimeout

Number of milliseconds the CallRouter waits for a
response before considering it late. This does not
affect CallRouter processing. It is for statistical use
only.

int

NOT NULL
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Table 2-19 Applications_Gateway_Globals Table (continued)

Application_Gateway_Half_Hour Table

central database.

Keys and Null

Field Name Description Data Type Option
ApplicationGatewayType The type of gateway: int NOT NULL

0 = custom gateway

1 = remote ICM

Note  You can define a separate set of defaults for

each type.

ChangeStamp Incremented when the record is changed in the int NOT NULL

Application_Gateway_Half_Hour Table

Central database only.

Provides statistics on each Application Gateway. The ICM software updates these statistics every 30

minutes.

The ICM software generates Application_Gateway_Half_Hour records for each Application Gateway.

Table 2-20 Application_Gateway_Half Hour Table

Keys and Null
Field Name Description Data Type Option
ApplicationGatewayID Identifies the Application Gateway. int PK, FK, NOT
NULL
DateTime The date and time at the start of the half-hour datetime PK, NOT NULL
interval.
TimeZone The time zone for the date and time. The value is the |int PK, NOT NULL
offset in minutes from GMT.
RequestsToHalf The number of request sent to the Application int NULL
Gateway during the half-hour interval.
RejectsToHalf The number of requests rejected by the Application |int NULL
Gateway during the half-hour interval.
TimeoutsToHalf The number of requests to the Application Gateway |int NULL
that timed out during the half-hour interval.
MaxDelayToHalf The longest response time, in milliseconds, for any |int NULL
request to the Application Gateway during the
half-hour interval.
AvgDelayToHalf The average response time, in milliseconds, for all |int NULL
requests to the Application Gateway during the
half-hour interval.
UnavailableToHalf Number of requests attempted while no Application |int NULL
Gateway was available during the half-hour interval.
Cisco ICM Software Database Schema Handbook
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Table 2-20 Application_Gateway Half Hour Table (continued)

Keys and Null
Field Name Description Data Type Option
ErrorsToHalf Number of errors that occurred for Application int NULL
Gateway requests during the half-hour interval.
Consult EMS logs for specific error information.
RecoveryKey A value used internally by the ICM software to track |float NOT NULL
virtual time.
LatesToHalf Number of responses that exceeded the LateTimeout |int NULL
value for the connection during the half-hour
interval.

Related tables:

Application Gateway (via ApplicationGatewayID)

Application_Instance Table

Contains configuration data about external application instances. The data in this table enables the ICM
software to identify application instances and grant them access to the Configuration Management
Service (CMYS).

Table 2-21 Application_Instance Table

Keys and Null
Field Name Description Data Type Option
ApplicationInstancelD Identifies the Application Instance.. int PK,
NOT NULL
Description Additional information about this application varchar(255) NULL
instance.
EnterpriseName The unique name of the application instance. varchar(32) AK,
NOT NULL
ApplicationKey A key supplied by the application which allows the |varchar(32) NOT NULL
application instance entry to CMS services.
PermissionLevel Determines the permissions given to the int NOT NULL

application:

0 = Full read/write permission to all configuration
tables.

1 =Read-only permission to all configuration tables
(the application may not change any data).

3 = Authentication only (only the ConAPI
authentication API’s will function).
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Application_Path Table

Table 2-21 Application_Instance Table (continued)

Keys and Null
Field Name Description Data Type Option
ApplicationType Provides a key to the characteristics of certain int NULL
applications.
ChangeStamp Incremented when the record is changed in the int NOT NULL
central database.

Related tables:

Application Path (via ApplicationInstancelD)

Application_Path Table

Defines a path from a registered application instances to a CTI Server. Applications need an interface to
CTI Server in order to report logins, agent states, and task messages to the ICM software.

Table 2-22 Application_Path Table

Keys and Null
Field Name Description Data Type Option
ApplicationPathID A unique identifier for the application path. int PK,
NOT NULL
ApplicationInstanceID Defines the application instance that uses this int FK,
application path. NOT NULL
EnterpriseName The unique name of the application instance. varchar(32) AK, NOT
NULL
Description Additional information about this application path. |varchar(255) NULL
LogicalControllerID Foreign key to the Logical_Interface_Controller smallint FK, NOT
table. NULL
ChangeStamp Incremented when the record is changed in the int NOT NULL
central database.

Related tables:

Application Instance (via ApplicationInstancelD)
Application Path Member (via ApplicationPathID)
Application Path Real Time (via ApplicationPathID)

Logical Interface Controller (via LogicalControllerID)
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Application_Path_Member Table
Defines the Media Routing Domains (MRDs) that use a particular application path.
Table 2-23 Application_Path_Member Table
Keys and Null
Field Name Description Data Type Option
PeripheralID Link to the Peripheral table. smallint PK1, NOT
NULL
MRDomainID The MRD identifier for this application path int PK2
member. NOT NULL
ApplicationPathID The application path identifier for this application |int FK, IE1
path member. NOT NULL
Related tables:
Application Path (via ApplicationPathID)
Media Routing Domain (via MRDomainID)
Peripheral (via PeripherallD)
Application_Path_Real_Time Table
Provides real-time status and connection data for application paths.
Table 2-24 Application_Path_Real_Time Table
Keys and Null
Field Name Description Data Type Option
ApplicationPathID The application path identifier for this application |int PK,
path member. NOT NULL
DateTime The date and time when the data in this table was  |datetime NOT NULL
last updated.
OnLineDateTime The date and time at which the application instance |datetime NULL
associated with this application path established
connection to the CTI Server.
OnLine Indicates whether or not the application path is char(1) NULL
currently on-line:
Y = yes, on-line
N = no, not on-line.
Textl Application-specific strings. varchar(40) NULL
Text2 Application-specific strings. varchar(40) NULL
Text3 Application-specific strings. varchar(40) NULL
Text4 Application-specific strings. varchar(40) NULL
Text5 Application-specific strings. varchar(40) NULL
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Table 2-24 Application_Path_Real_Time Table (continued)

AWControl Table

Keys and Null
Field Name Description Data Type Option
Text6 Application-specific strings. varchar(40) NULL
Text7 Application-specific strings. varchar(40) NULL
Text8 Application-specific strings. varchar(40) NULL
Text9 Application-specific strings. varchar(40) NULL
Text10 Application-specific strings. varchar(40) NULL

Related tables:

Application Path (via ApplicationPathID)

AWControl Table

Local database only.

Contains one record of control information about the Admin Workstation. This information is used
internally by the system.

Table 2-25

Field Name

Description

Data Type

Keys and Null
Option

LastRetrievalTime

The time that the local AW database was last
updated from the central database.

datetime

NULL

LastRetrievalKey

The recovery key value copied from the Config
Message Log table when the local database was last
updated from the central database.

float

NULL

ControllerConfigChangeTime

The time that the configuration or script information
in the central database was last updated. This field
is maintained by the real-time feed.

datetime

NULL

ControllerConfigChangeKey

The recovery key value from the Config Message
Log table when the configuration or script
information in the central database was last updated.
This field is maintained by the real-time feed.

float

NULL

ConfigChangedBySystemName

The name of the workstation that last uploaded
configuration or script information to the central
database. This field is maintained by the real-time
feed.

varchar(32)

NULL

ConfigChangedByUserName

The name of the user that last uploaded
configuration or script information to the central
database. This field is maintained by the real-time
feed.

varchar(32)

NULL
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Table 2-25
Keys and Null

Field Name Description Data Type Option
HDSPropertyEnabled Indicates whether the Historical Data Server char NOT NULL

property is enabled:

Y = Yes (enabled)

N = No (not enabled)
AWType The AW type: int NOT NULL

0 = Standard

1 =NAM

2 = CICM

3 = Limited AW.

Blended_Agent_Options Table

Contains all options that are global to a Blended Agent deployment. There is only one row in this table.

Use the Blended Agent Configuration option within ICM Configuration Manager to modify the Blended
Agent Options records.

Table 2-26 Blen d_Agent Options Table

Keys and Null

Field Name Description Data Type Option

DialStartHours The earliest valid hour to call a contact (in 24-hour int NOT NULL
format). The hour value is based on the contact's local
time.

DialStartMinutes The earliest valid minute to call a contact. The minutes |int NOT NULL
value is based on the contact's local time.

DialEndHours The latest valid hour to call a contact (in 24-hour format). |int NOT NULL
The hour value is based on the contact's local time.

DialEndMinutes The latest valid minute to call a contact. The minutes int NOT NULL
value is based on the contact’s local time.

ChangeStamp Incremented when the record is changed in the central  |int NOT NULL
database.
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Business_Entity Table

Lists the business entities within the enterprise.

Table 2-27 Business_Entity Table

Business_Entity Table

Keys and Null
Field Name Description Data Type Option
EntityID A unique identifier for the business entity. int PK, NOT NULL
EntityName The name of the business entity. varchar(30) AK1, NOT
NULL
Description Additional information about the business entity. varchar(255) NOT NULL
ChangeStamp Incremented when the record is changed in the central database. |int NOT NULL

Related tables:

Enterprise Service (via EntityID)

Enterprise Skill Group (via EntityID)

Master Script (via Entity ID)
Schedule (via EntityID)

Call_Type Table

Each row describes a category of calls that the ICM software can handle. The Dialed Number Map table
determines which calls are assigned to each category; the Call Type Map table determines which scripts
are executed for each call type.

Use the Call Type list tool to add, update, and delete Call_Type records. This tool can be launched
through the Configuration Manager.

Table 2-28 Call_Type Table

Keys and Null

Field Name Description Data Type Option
CallTypelD A unique identifier for this call type. int PK, NOT NULL
CustomerDefinitionID Identifies the customer definition, if any, associated with |int NULL

the call type.
EnterpriseName An enterprise name for this call type. This name must be |varchar(32) AK1, NOT

unique among all call types in the enterprise. NULL
Description Additional information about the call type. varchar(255) NULL
ServiceLevelThreshold The time in seconds to be used as the service level smallint NULL

threshold.
ServiceLevelType Default value that indicates how the ICM software smallint NULL

calculates the service level (that is, how it handles

abandoned calls in calculating the service level). You can

override this default for individual services.
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Table 2-28 Call_Type Table (continued)

Keys and Null
Field Name Description Data Type Option
Deleted Deleted Flag. Stored as a character: char(1) NOT NULL
Y = Yes
N =No
ChangeStamp Incremented when the record is changed in the central  |int NOT NULL
database.

Related tables:

Call Type Half Hour (via CallTypelD)

Call Type Map (via CallTypelD)

Call Type Real Time (via CallTypelD)

Customer Definition (via CustomerDefinitionID)

Default Call Type (via CallTypelD)

Dialed Number Map (via CallTypelD)

ICR Globals (Call_Type.CallTypeID maps to ICR_Globals.DefaultCallType)
Route Call Detail (via CallTypelD)

Call_Type_Half_Hour Table

Central database only.

Provides half- hour statistics for each call type defined in the ICM software. The ICM software generates
Call_Type_Half Hour records for each call type.

Table 2-29 Call_Type_Half Hour Table

Keys and Null
Field Name Description Data Type Option
DateTime The date and time when the row was Datetime PK, NOT NULL
generated.
CallTypelD Identifies the call type. int PK, FK, NOT
NULL
TimeZone The time zone for the date and time. The int PK, NOT NULL
value is the offset in minutes from GMT.
RecoveryKey A value used internally by the ICM software |float NOT NULL
to track virtual time.
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Table 2-29 Call_Type_Half Hour Table (continued)

Call_Type_Half_Hour Table

Field Name

Description

Data Type

Keys and Null
Option

RouterQueueWaitTimeToHalf

Number of seconds calls of this type spent in
the Call Router queue during the half- hour
interval before being routed to a valid target.
(A valid target could be a skill target, such as
an agent, or a network target, such as a label
or busy signal.)

Note  This count includes only calls that
exited the queue during the interval.
Calls still in the queue at the end of

the interval are not counted.

int

NULL

RouterQueueCallsToHalf

Number of calls removed from queue to be
routed during the half- hour interval.

int

NULL

AvgRouterDelayQToHalf

Average delay in queue (in seconds) for calls
removed from the queue during the half-
hour interval.

Int

NULL

RouterCallsAbandQToHalf

Number of calls that were abandoned while
in queue during the half- hour interval.

Note  Applies to IPCC, only.

int

NULL

RouterQueueCallTypeLimitToHalf

Number of queue attempts that failed
because the limit for the call type was
reached.

int

NULL

RouterQueueGlobalLimitToHalf

Number of queue attempts that failed

because the global system limit was reached.

int

NULL

CallsRoutedToHalf

Number of calls of this type that have been
routed during the half-hour interval.

int

NULL

ErrorCountToHalf

Number of errors generated for calls of this
type during the half-hour interval. This field
increments when:

¢ Translation-routed calls are abandoned
while on route to destination target.

e Calls with misconfigured labels use
default routing. (In this case, the
ICRDefaultRoutedToHalf field also
increments.)

e (alls with misconfigured labels do not
use default routing (for instance, when a
default route has not been defined).

int

NULL

ICRDefaultRoutedToHalf

Number of calls of this type for which the
ICM software used default routing during the
half-hour interval.

int

NULL

NetworkDefaultRoutedToHalf

Number of calls of this type for which the
IXC used default routing during the
half-hour interval.

int

NULL
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Table 2-29 Call_Type_Half Hour Table (continued)

Keys and Null
Field Name Description Data Type Option
ReturnBusyToHalf Number of calls of this type that the ICM int NULL

software routed to the Busy target during the
half-hour interval.

ReturnRingToHalf Number of calls of this type that the ICM int NULL
software routed to the Ring target during the
half-hour interval.

NetworkAnnouncementToHalf Number of calls routed with an int NULL
announcement node during the half-hour
period.

AnswerWaitTimeToHalf The sum of answer wait time in seconds for |int NULL

all calls answered for the call type during the
half-hour interval.

CallsHandledHalf The total number of calls of this call type that |int NULL
have been answered and have completed
wrap-up during the half-hour interval.

HandleTimeToHalf The total handle time in seconds for all calls |int NULL
of this call type ending during the half-hour
interval.

ServiceLevelAbandHalf The total number of calls of this call type int NULL

abandoned within the service level threshold
during the half-hour interval.

ServiceLevelCallsHalf The total number of calls of this call type int NULL
answered within the ICM service level
threshold during the half-hour interval.

ServiceLevelCallsOfferedHalf The number of calls of this call type that had |int NULL
service level events during the half-hour
interval.

Note A service level event occurs when one of three things happen to the call:

— The call is answered by an agent before the service level threshold expires. In this case, the
ServiceLevelsCallsOffered and ServiceLevelCalls database fields are incremented.

— The call abandons or Re-routes on No Answer (RONAs) to IVR before the service level threshold expires. In this
case, the ServiceLevelCallsOffered and ServiceLevelAband database fields are incremented.

— The call reaches the service level threshold without being answered by an agent or abandoned. In this case, the
ServiceLevelCallsOffered database field is incremented.

Service level is not affected for calls that are neither answered nor abandoned within the service level time. For
example, calls that encounter an error condition or are sent to non-monitored devices (using the label node) within
the service level threshold do not affect the service level.

ServiceLevelHalf The ICM service level for the call type float NULL
during the half-hour interval.

TalkTimeHalf The total talk time in seconds for calls of this |int NULL
call type ending during the half-hour
interval.
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Call_Type_Map Table [ |

Table 2-29 Call_Type_Half Hour Table (continued)

Keys and Null
Field Name Description Data Type Option

OverflowOutHalf The number of calls overflowed to another |int NULL
call type during the current half-hour
interval.This field increments when a
requalify or call type node is executed in the
script.

Note In IPCC, if the call goes to the IVR
before it redirects off the agent’s
phone, this field is updated instead of
the RedirectNoAnsCallsToHalf field
in the Skill_Group_Half Hour table.

HoldTimeToHalf The total hold time in seconds for calls of int NULL
this call type ending during the half-hour
interval.

IncompleteCallsHalf The number of calls that were routed but did |int NULL
not arrive at the PG.

ShortCallsHalf The number of calls abandoned during the  |int NULL
CallTypeAbandonCallWaitTime. Calls
abandoned after this time period are counted
as Abandoned, not Short Calls.

DelayQAbandTimeHalf The total delay time of abandoned calls in  |int NULL
queue for this call type during the current
half-hour interval.

Related tables

Call Type (via CallTypelD)

Call_Type_Map Table

Maps call types to scheduled scripts.
Use the Script Schedule facility of the Script Editor to add, update, and delete Call_Type_Map records.

Table 2-30 Call_Type_Map Table

Keys and Null
Field Name Description Data Type Option
CallTypelD Foreign key from the Call Type table. CallTypeID and Item int PK, FK, NOT
together form a unique key. NULL
Item The position of this schedule entry within the list of entries for |int PK, NOT NULL
this call type.
MasterScriptID Foreign key from the Master Script table. int FK, NULL
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Table 2-30 Call_Type_Map Table (continued)

Keys and Null
Field Name Description Data Type Option
ScriptSchedule A script schedule entry in an internal format used by the Script |varchar(64) NULL
Editor.
Description Additional information about the association of this script to |varchar(255) NULL
this call type.

Related tables:

Call Type (via CallTypelD)
Master Script (via MasterScriptID)

Call_Type_Real_Time Table

Local database only.

Provides real-time statistics for each call type defined in the ICM software. The ICM software generates
a Call_Type_Real_Time record for each call type.

Table 2-31 Call_Type_Real_Time Table

Keys and Null
Field Name Description Data Type Option
CallTypelD Identifies the call type. int PK, FK, NOT
NULL
DateTime The date and time when the row was generated. |Datetime NOT NULL
AvgRouterDelayQHalf Average number of seconds spent in the int NULL
CallRouter queue for calls of this type that were
removed from the queue during the current half-
hour interval.
AvgRouterDelayQNow Average number of seconds spent in the int NULL
CallRouter queue for calls of this type that are
currently in queue.
AvgRouterDelayQTo5 Average number of seconds spent in the int NULL
CallRouter queue for calls of this type that were
removed from the queue during the five- minute
interval.
AvgRouterDelayQToday Average number of seconds spent in the int NULL
CallRouter queue for calls of this type that were
removed from the queue since midnight.
CallsRoutedToday Number of calls of this type that have been routed |int NULL
since midnight.
CallsRoutedToHalf Number of calls of this type that have been routed |int NULL
during the current half-hour interval.

Cisco ICM Software Database Schema Handbook
m. 78-11677-04 |



| Chapter2 Table Details

Table 2-31 Call_Type_Real Time Table (continued)

Call_Type_Real_Time Table

Field Name

Description

Data Type

Keys and Null
Option

ErrorCountToday

Number of errors generated for calls of this type
since midnight. This field increments when:

¢ Translation-routed calls are abandoned while
on route to destination target.

e Calls with misconfigured labels use default
routing. (In this case, the
ICRDefaultRoutedToHalf field also
increments.)

e (alls with misconfigured labels do not use
default routing (for instance, when a default
route has not been defined).

int

NULL

ErrorCountToHalf

Number of errors generated for calls of this type
during the half-hour interval. This field
increments when:

e Translation-routed calls are abandoned while
on route to destination target.

e Calls with misconfigured labels use default
routing. (In this case, the
ICRDefaultRoutedToHalf field also
increments.)

e Calls with misconfigured labels do not use
default routing (for instance, when a default
route has not been defined).

int

NULL

ICRDefaultRoutedToday

Number of calls of this type for which the ICM
software used default routing since midnight.

int

NULL

ICRDefaultRoutedToHalf

Number of calls of this type for which the ICM
software used default routing during the current
half-hour interval.

int

NULL

MasterScriptID

The master script currently scheduled for the call
type.

int

NULL

NetworkDefaultRoutedToday

Number of calls of this type for which the IXC
used default routing since midnight.

int

NULL

NetworkDefaultRoutedToHalf

Number of calls of this type for which the IXC
used default routing during the current half-hour
interval.

int

NULL

ReturnBusyToday

Number of calls of this type that the ICM
software routed to the Busy target since
midnight.

int

NULL

ReturnBusyToHalf

Number of calls of this type that the ICM
software routed to the Busy target during the
half-hour interval.

int

NULL

ReturnRingToday

Number of calls of this type that the ICM
software routed to the Ring target since midnight.

int

NULL
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Table 2-31 Call_Type_Real _Time Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

ReturnRingToHalf

Number of calls of this type that the ICM
software routed to the Ring target during the
half-hour interval.

int

NULL

RouterCallsAbandQHalf

Number of calls of this type abandoned in the
CallRouter queue during the current half- hour
interval.

Note  Applies to IPCC, only.

int

NULL

RouterCallsAbandQTo5

Number of calls of this type abandoned in the
CallRouter queue during the five- minute
interval.

Note  Applies to IPCC, only.

int

NULL

RouterCallsAbandQToday

Number of calls of this type abandoned in the
CallRouter queue since midnight.

Note  Applies to IPCC, only.

int

NULL

RouterCallsQNow

Number of calls of this type currently in the
CallRouter queue.

Note  Applies to IPCC, only.

int

NULL

RouterCallsQNowTime

Total number of seconds spent in queue for all
calls of this type currently in the CallRouter
queue.

Note  Applies to IPCC, only.

int

NULL

RouterLongestCallQ

The time that the longest currently queued call
for this call type entered the CallRouter queue.

Note  Applies to IPCC, only.

Datetime

NULL

RouterQueueCallsHalf

Number of calls of this type removed from the
CallRouter queue to be routed during the current
half- hour interval.

int

NULL

RouterQueueCallsTo5

Number of calls of this type removed from the
CallRouter queue to be routed during the five-
minute interval.

int

NULL

RouterQueueCallsToday

Number of calls of this type removed from the
CallRouter queue to be routed since midnight.

int

NULL

RouterQueueWaitTimeHalf

Number of seconds calls of this type spent in the
Call Router queue during the half- hour interval
before being routed to a valid target. (A valid

target could be a skill target, such as an agent, or
a network target, such as a label or busy signal.)

int

NULL

] Cisco ICM Software Database Schema Handbook

78-11677-04 |



| Chapter2 Table Details

Table 2-31 Call_Type_Real Time Table (continued)

Call_Type_Real_Time Table

Field Name

Description

Data Type

Keys and Null
Option

RouterQueueWaitTimeTo5

Number of seconds calls of this type spent in the
Call Router queue during the currrent five-minute
interval before being routed to a valid target. (A
valid target could be a skill target, such as an
agent, or a network target, such as a label or busy
signal.)

int

NULL

RouterQueueWaitTimeToday

Number of seconds calls of this type spent in the
Call Router queue since midnight before being
routed to a valid target. (A valid target could be a
skill target, such as an agent, or a network target,
such as a label or busy signal.)

int

NULL

ScriptID

The script currently scheduled for the call type.

int

NULL

NetworkAnnouncementToHalf

The number of calls routed with an
announcement node during the half-hour period.

int

NULL

NetworkAnnouncementToday

The number of calls routed with an
announcement node today.

int

NULL

AnswerWaitTimeTo5

The sum of answer wait time in seconds for all
calls answered for this call type during the
five-minute interval.

int

NULL

CallsHandledTo5

The number of calls of this call type that have
been answered and have completed wrap-up
during the five-minute interval.

int

NULL

CallsLeftQTo5

The total number of calls of this call type that
were removed from queue during the five-minute
interval (used to calculate expected delay).

int

NULL

CallsOfferedTo5

The number of calls of this call type offered
during the five-minute interval.

int

NULL

DelayQAbandTimeTo5

The total delay time of abandoned calls in queue
for this call type during the five-minute interval.

int

NULL

HandleTimeTo5

The total handle time in seconds for all calls of
this call type ending during the five-minute
interval.

int

NULL

ServiceLevel AbandTo5

The number of calls of this call type abandoned
within the service level during the five-minute
interval.

int

NULL

ServiceLevelCallsOfferedTo5

The number of calls of the call type answered or
abandoned during the five-minute interval.

int

NULL

ServiceLevelCallsTo5

The total number of calls of the call type handled
within the service level during the five-minute
interval.

int

NULL

ServiceLevelTo5

The service level during the five-minute interval.
This is derived from ServiceLevelCallsTo5 and
ServiceLevelCallsHandledTo5.

float

NULL
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Table 2-31 Call_Type_Real _Time Table (continued)
Keys and Null

Field Name Description Data Type Option

TalkTimeTo5 The total talk time in seconds for calls of this call |int NULL
type ending during the five-minute interval.

ServiceLevelCallsQHeld The number of calls of this call type that had been |int NULL
in queue longer than the service level threshold
since midnight.

AnswerWaitTimeToday The sum of answer wait time in seconds for all  |int NULL
calls of this call type answered since midnight

CallsHandledToday The number of calls of this call type that have int NULL
been answered and have completed wrap-up
since midnight.

CallsOfferedToday A running total of incoming calls plus internal  |int NULL
calls of this call type offered to this service since
midnight.

HandleTimeToday The total handle time in seconds for all calls of |int NULL
this call type ending since midnight.

ServiceLevelAbandToday The number of calls of this call type abandoned |int NULL
within the service level since midnight.

ServiceLevelCallsOfferedToday  |The number of calls of this call type answered or |int NULL
abandoned since midnight.

ServiceLevelCallsToday A running total of calls of this call type handled |int NULL
within the service level today.

ServiceLevelToday Cumulative ICM service level for this call type |float NULL
since midnight. This is derived from
ServiceLevelCallsToday and
ServiceLevelCallsOfferedToday.

TalkTimeToday A running total of talk time in seconds for calls of |int NULL
this call type ending since midnight.

AnswerWaitTimeHalf The sum of answer wait time in seconds for all  |int NULL
calls of this call type that were answered during
the half-hour interval.

CallsHandledHalf The total number of calls of this call type that int NULL
have been answered and have completed wrap-up
during the half-hour interval.

CallsOfferedHalf The total number of calls of this call type offered |int NULL
during the half-hour interval.

HandleTimeHalf The total handle time in seconds for all calls of |int NULL
this call type ending during the half-hour
interval.

ServiceLevelAbandHalf The total number of calls of this call type int NULL
abandoned within the service level threshold
during the half-hour interval.
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Table 2-31 Call_Type_Real Time Table (continued)

Call_Type_Real_Time Table

Field Name

Description

Data Type

Keys and Null
Option

ServiceLevelCallsHalf

The total number of calls of this call type
answered within the ICM service level threshold
during the half-hour interval.

int

NULL

ServiceLevelCallsOfferedHalf

The total number of calls of this call type that had

service level events during the half-hour interval.

int

NULL

ServiceLevelHalf

The ICM service level for this call type during the
half-hour interval.

float

NULL

TalkTimeHalf

The total talk time in seconds for calls of this call
type ending during the half-hour interval.

int

NULL

HoldTimeTo5

The total hold time in seconds for calls of this call
type ending during the current five-minute
interval.

int

NULL

HoldTimeHalf

The total hold time in seconds for calls of this call

type ending during the current half-hour interval.

int

NULL

HoldTimeToday

The total hold time in seconds for calls of this call
type ending since midnight.

int

NULL

OverflowOutHalf

The number of calls that overflowed to another
call type during the current half-hour interval.
This field increments when a requalify or call
type node is executed in the script.

Note In IPCC, if the call goes to the IVR
before it redirects off the agent’s phone,
this field is updated instead of the
RedirectNoAnsCallsToHalf field in the
Skill_Group_Half_Hour table.

int

NULL

OverflowOutTo5

The number of calls that overflowed to another
call type during the current five-minute interval.

This field increments when a requalify or call
type node is executed in the script.

Note In IPCC, if the call goes to the IVR
before it redirects off the agent’s phone,
this field is updated instead of the
RedirectNoAnsCallsToHalf field in the
Skill_Group_Half_Hour table.

int

NULL

OverflowOutToday

The number of calls that overflowed to another
call type since midnight.This field increments
when a requalify or call type node is executed in
the script.

Note In IPCC, if the call goes to the IVR
before it redirects off the agent’s phone,
this field is updated instead of the
RedirectNoAnsCallsToHalf field in the
Skill_Group_Half_Hour table.

int

NULL
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Table 2-31 Call_Type_Real _Time Table (continued)
Keys and Null

Field Name Description Data Type Option
DelayQAbandTimeToday The total delay time of abandoned calls in queue |int NULL

for this call type since midnight.
DelayQAbandTimeHalf The total delay time of abandoned calls in queue |Int NULL

for this call type during the current half-hour

interval.

Related tables:

Call Type (via CallTypelD)

Master Script (via MasterScriptID)

Script (via ScriptID)

Campaign Table

Contains a description of all the configured campaigns that a Blended Agent implementation may use.
There is a single row for every configured campaign.

Use the Blended Agent Configuration option within ICM Configuration Manager to modify Campaign
table rcords.

Table 2-32 Campaign Table

Keys and Null
Field Name Description Data Type Option
CampaignID A unique identifier for this campaign. This is the primary |int PK, NOT NULL
key for this table.
CampaignName A customer-entered name for this campaign. varchar(32) AK1, NOT
NULL
Enabled Indicates whether a campaign is currently active (Y) or  |char(1) NOT NULL
not (N).
Deleted Deleted Flag. Stored as a character: char(1) NOT NULL
Y = Yes
N =No
AbandonEnabled Indicates whether the predictive algorithm should use char(1) NOT NULL
AbandonPercent:
Y = Use abandon percent algorithm.
N = Do not take abandoned calls into consideration while
calculating the predictive algorithm.
AbandonPercent The percentage of calls that are abandoned (hang-ups) int NOT NULL
considered as a threshold by the predictive algorithm. The
percentage is a whole number between 0 and 100.
Cisco ICM Software Database Schema Handbook
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Table 2-32 Campaign Table (continued)

Campaign Table

Keys and Null

Field Name Description Data Type Option

NoAnswerCallback The number of minutes to wait before attempting a int NOT NULL
callback to a number that was not answered.

BusyCallback The number of minutes to wait before attempting a int NOT NULL
callback to a number that was busy.

NoAnswerRingLimit The number of rings before considering a call as not int NOT NULL
answered.

MaximumLineAgent The maximum number of lines dialed per agent. Note that |float NOT NULL
this number need not be an integer.

LinesPerAgent The fixed number of lines to use per agent. Note that this |float NOT NULL
number need not be an integer.

LeaveMessageEnabled Indicates whether the ICM should leave automated char(1) NOT NULL
messages on answering machines:
Y = Yes, leave automated messages on answering
machines.
N = No, do not leave automated messages on answering
machines.

ACDMessageQueue Contains an ACD VDN number for a looping message int NOT NULL
queue. This queue is designed to leave messages on
answering machines and then hang up.

MaxAttempts The maximum number of attempts permitted per contact |int NOT NULL
within the current campaign.

WorkStartHours Work telephone numbers will be dialed no earlier than int NOT NULL
WorkStartHours: WorkStartMinutes. Hours are in 24-hour
format.

WorkStartMinutes Work telephone numbers will be dialed no earlier than int NOT NULL
WorkStartHours: WorkStartMinutes.

WorkEndHours Work telephone numbers will not be dialed later than int NOT NULL
WorkEndHours:WorkEndMinutes. Hours are in 24-hour
format.

WorkEndMinutes Work telephone numbers will not be dialed later than int NOT NULL
WorkEndHours: WorkEndMinutes.

HomeStartHours Home telephone numbers will be dialed no earlier than  |int NOT NULL
HomeStartHours:HomeStartMinutes. Hours are in
24-hour format.

HomeStartMinutes Home telephone numbers will be dialed no earlier than  |int NOT NULL
HomeStartHours:HomeStartMinutes.

HomeEndHours Home telephone numbers will not be dialed later than int NOT NULL
HomeEndHours:HomeEndMinutes. Hours are in 24-hour
format.

HomeEndMinutes Home telephone numbers will not be dialed later than int NOT NULL
HomeEndHours:HomeEndMinutes.
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Table 2-32 Campaign Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

NoAnswerCallback

The number of minutes to wait before attempting a
callback to a number that was not answered.

int

NOT NULL

BusyCallback

The number of minutes to wait before attempting a
callback to a number that was busy.

int

NOT NULL

NoAnswerRingLimit

The number of rings before considering a call as not
answered.

int

NOT NULL

MaximumLineAgent

The maximum number of lines dialed per agent. Note that
this number need not be an integer.

float

NOT NULL

LinesPerAgent

The fixed number of lines to use per agent. Note that this
number need not be an integer.

float

NOT NULL

LeaveMessageEnabled

Indicates whether the ICM should leave automated
messages on answering machines:

Y = Yes, leave automated messages on answering
machines.

N = No, do not leave automated messages on answering
machines.

char(1)

NOT NULL

ACDMessageQueue

Contains an ACD VDN number for a looping message
queue. This queue is designed to leave messages on
answering machines and then hang up.

int

NOT NULL

MaxAttempts

The maximum number of attempts permitted per contact
within the current campaign.

int

NOT NULL

WorkStartHours

Work telephone numbers will be dialed no earlier than
WorkStartHours: WorkStartMinutes. Hours are in 24-hour
format.

int

NOT NULL

WorkStartMinutes

Work telephone numbers will be dialed no earlier than
WorkStartHours: WorkStartMinutes.

int

NOT NULL

WorkEndHours

Work telephone numbers will not be dialed later than
WorkEndHours:WorkEndMinutes. Hours are in 24-hour
format.

int

NOT NULL

WorkEndMinutes

Work telephone numbers will not be dialed later than
WorkEndHours: WorkEndMinutes.

int

NOT NULL

HomeStartHours

Home telephone numbers will be dialed no earlier than
HomeStartHours:HomeStartMinutes. Hours are in
24-hour format.

int

NOT NULL

HomeStartMinutes

Home telephone numbers will be dialed no earlier than
HomeStartHours:HomeStartMinutes.

int

NOT NULL

HomeEndHours

Home telephone numbers will not be dialed later than
HomeEndHours:HomeEndMinutes. Hours are in 24-hour
format.

int

NOT NULL

HomeEndMinutes

Home telephone numbers will not be dialed later than
HomeEndHours:HomeEndMinutes.

int

NOT NULL
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Table 2-32 Campaign Table (continued)

Campaign Table

Field Name

Description

Data Type

Keys and Null
Option

HomeEnabled

Valid options are:

Y = Allow dialing to home numbers.
N = Do not allow dialing to home numbers.

char(1)

NOT NULL

WorkEnabled

Valid options are:

Y = Allow dialing to work numbers.
N = Do not allow dialing to work numbers.

char(1)

NOT NULL

Description

A description of the campaign.

varchar(255)

NULL

BusyRetryEnabled

Valid options are:

Y = A busy number should be retried.
N = The next number in the list should be tried.

char(1)

NOT NULL

MaxBusyAttempts

The maximum number of times to retry a busy number
before trying the next number in the list.

smallint

NOT NULL

AnswerDetectEnabled

Valid options are:

Y = Answering machine detection is enabled.
N= Answering machine detection is disabled.

char(1)

NOT NULL

CallbackTimeLimit

Maximum amount of time, in minutes, after a scheduled
callback before giving up the callback attempt.

smallint

NOT NULL

TalkTimeAverage

The average length of time, in seconds, of a conversation
between an agent and a customer. This value that will be
adjusted by the Dialer while the campaign is executing.

smallint

NOT NULL

MinimumCallDuration

The number of seconds that a customer conversation must
last before a call is considered complete. If the minimum
call duration is not reached, the call will be classified as
busy and retried.

smallint

NOT NULL

ExhaustedCallsEnabled

Valid options are:

Y = Allow resetting the records that have reached the
maximum number of attempts.
N = Do not allow the resetting of these records.

char(1)

NOT NULL

OptimizeAgentAvailable

Valid options are:

Y = Customers should be called for agents in Wrap-up
mode.

N = Customers should not be called for agents in Wrap-up
mode. .

char(1)

NOT NULL

EdgeDetectEnabled

Valid options are:

Y = Voice detection should be done at the beginning of the
initial greeting sound.

N = Enables a faster but less accurate voice/answering
machine detection.

char(1)

NOT NULL
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Table 2-32 Campaign Table (continued)
Keys and Null

Field Name Description Data Type Option
QuickDetectEnabled Valid options are: char(1) NOT NULL

Y = Voice/answering machine detection should be done

quickly rather than accurately.

N = Voice/answering should be done accurately, but not as

quickly as with the quick detect feature.
SPClosedRecordEnabled |Valid options are: char(1) NOT NULL

Y = Indicates that a stored procedure should be called

after a customer record has been closed. This stored

procedure resides in the Blended Agent private database.

N = This stored procedure should not be called.
SPClosedRecordCount | The number of customer close record requests to queue  |[smallint NOT NULL

before calling a stored procedure for third-party

processing.
PersonalizedCallback Valid options are: char(1) NOT NULL
Enabled Y = Personalized callback is enabled.

N = Personalized callback is not enabled.
ReleaseCallback Valid options are: char(1) NOT NULL
Enabled Y = A personalized callback should be sent to another

agent if the original agent is not available.

N = A personalized callbach should not be sent to another

agent.
Reschedule Valid options include: smallint NOT NULL
CallbackMode 1 = If a callback should be rescheduled for the same time

period the next day.

2 = If the callback will be rescheduled for tthe next valid

dialing period.

3 = If the callback will be abandoned (not attempted

again).
ChangeStamp Incremented when the record is changed in the central int NOT NULL

database.
Related tables:

Campaign_Query_Rule (via CampaignID)
Campaign_Query_Rule_Real_Time (via CampaignID)
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Campaign_Query_Rule Table [ |

Campaign_Query_Rule Table

Contains a set of associations between query rules and campaigns.

Use the Blended Agent Configuration option within ICM Configuration Manager to modify
Campaign_Query_Rule records.

Table 2-33 Campaign_Query_Rule Table

Keys and Null
Field Name Description Data Type Option
CampaignID The campaign to which this query rule belongs. This field |int PK, FK, NOT
is a foreign key from the Campaign table. NULL
QueryRuleID The query rule belonging to the campaign identified by  |int PK, FK, NOT
the CampaignID. This field is a foreign key from the NULL
Query Rule table.
ListOrder The order in which the query rules are to be used. int NOT NULL
StartHours The contact will not be dialed earlier than the int NOT NULL
StartHours:StartMinutes. Hours are in 24-hour format and
are based on the ICM Central Controller time.
StartMinutes The contact will not be dialed earlier than the int NOT NULL

StartHours:StartMinutes. Time is based on the ICM
Central Controller time.

EndHours The contact will not be dialed past the int NOT NULL
EndHours:EndMinutes. Hours are in 24-hour format and
are based on the ICM Central Controller time.

EndMinutes The contact will not be dialed past the int NOT NULL
EndHours:EndMinutes. Time is based on the ICM Central
Controller time.

Penetration The percentage of this query rule to be attempted before |int NOT NULL
shifting to the next query rule within the current
campaign. The percentage value is a whole number
between 0 and 100.

Duration The amount of time (in minutes) to use the current query |int NOT NULL
rule before going on to the next.

HitRate The percentage of hits (completed/attempted) per int NOT NULL
campaign considered as a threshold by the predictive
algorithm. The percentage value is a whole number
between 0 and 100.

PenetrationEnabled Indicates whether or not to use penetration rate to move |char(1) NOT NULL
between query rules within this campaign:

Y = Use penetration rate
N = Do not use penetration rate

DurationEnabled Indicates whether or not to use duration rate to move char(1) NOT NULL
between query rules within this campaign:

Y = Use duration (time spent within a query rule)
N = Do not use duration

Cisco ICM Software Database Schema Handbook
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Table 2-33 Campaign_Query_Rule Table (continued)

Keys and Null
Data Type Option

NOT NULL

Field Name
HitRateEnabled

Description

Indicates whether or not to use hit rate to move between |char(1)
query rules within this campaign:

Y = Use hit rate
N = Do not use hit rate

QueryRuleEnabled Indicates whether the query rule is enabled or disabled NOT NULL

within this campaign:
Y = Enabled
N = Disabled

char(1)

Related tables:

Campaign (via CampaignID)
Query_Rule (via QueryRuleID)

Campaign_Query_Rule_Half_Hour Table

Central database only.

Each row provides half-hour statistics on a particular Campaign-Query Rule combination. The statistics
reflect counters used in the Blended Agent predictive dialing algorithm.

Table 2-34 Campaign_Query_Rule_Half Hour Table

Keys and Null
Field Name Description Data Type Option
CampaignID The campaign to which this query rule belongs. int PK, FK, NOT
NULL
QueryRulelD The query rule belonging to the campaign identified by  |int PK, FK, NOT
the CampaignlID. NULL
DateTime The ICM Central Controller date and time at the start of |datetime NOT NULL
the half-hour interval.
TimeZone The time zone for the date and time. The value is the offset |int NOT NULL
in minutes from GMT.
AttemptedToHalf The total numbers of attempted calls during the last half |int NULL
hour.
ContactedToHalf The total number of calls ending in an agent answering the |int NULL
call during the last half hour.
TalkTimeToHalf The total number of seconds agents spent talking on the |int NULL
phone during the last half hour.
WrapupTimeToHalf The total number of seconds agents spent in wrap-up int NULL
mode during the last half hour.
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Campaign_Query_Rule_Real_Time

Table 2-34 Campaign_Query_Rule_Half Hour Table (continued)

Keys and Null
Field Name Description Data Type Option
LinesPerAgent Average number of lines being dialed per agent during the |float NULL
last half hour.
RecoveryKey A value used internally by the ICM software to track float AK1, NULL
virtual time.

Related tables:

Campaign (via CampaignlD)
Query_Rule (via QueryRulelID)

Campaign_Query_Rule_Real_Time

Local database only.

Each row provides real-time statistics on a particular Campaign-Query Rule combination. The statistics

reflect counters used in the Blended Agent predictive dialing algorithm.

Table 2-35 Campaign_Query_Rule_Real_Time Table

Keys and Null
Field Name Description Data Type Option
CampaignID The campaign to which this query rule belongs. int PK, FK, NOT
NULL
QueryRuleID The query rule belonging to the campaign identified by  |int PK, FK, NOT
the CampaignID. NULL
DateTime The ICM Central Controller date and time at which this |datetime NOT NULL
data was last updated.
AttemptedCount The number of attempted calls so far today. int NULL
ContactedCount The number of calls for the day that ended in successful |int NULL
customer contact.
TalkTimeCount The total number of seconds agents spent talking on the |int NULL
telephone today.
WrapupTimeCount The number of seconds agents spent in wrap-up mode int NULL
today.
CallBackCount The total number of records scheduled for a callback int NULL
today.
TotalCount The total number of records available to dial for the int NULL
current campaign query rule.
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Related tables:

Campaign (via CampaignID)
Query_Rule (via QueryRuleID)

Campaign_Skill_Group Table

Contains the associations between campaigns and skill groups within the ICM software.

Use the Blended Agent Configuration option within ICM Configuration Manager to modify
Campaign_Skill_Group records.

Table 2-36 Campaign_Skill_Group Table

Keys and Null

Field Name

Description

Data Type

Option

CampaignID

The campaign to which this target group belongs.
Foreign key from the Campaign table.

int

PK, NOT NULL

SkillTargetID

A unique key indicating the skill group with which

int

PK, FK, NOT

this target group is associated. Foreign key to the Skill NULL
Group table.

OverflowAgents The number of agents per skill group to ignore during |int NOT NULL

predictive dialer calculations.

ReservationPercentage The percentage of agents to reserve within this skill |int NULL
group. The variable is only relevant in preview mode.
For all other modes, 100 percent of agents are

reserved.

AutotAnswerReservationCall |Indicates whether the dialer will use CTI Server to int NULL
answer the reservation call sent to the agent or allow
the agent’s phone to answer the call on its own:

1 = Auto answer on.
2 = Auto-answer off.

SkillTargetIDPredictive The skill group that will be used to reserve predictive |int NULL

agents.

SkillTargetIDPreview The skill group that will be used to reserve preview |int NOT NULL

agents.

RecordsToCache The number of records that should be cached by the |int NOT NULL
dialer for a specific campaign-skill group

combination.

Related tables:

Campaign (via CampaignlD)
Skill_Group (SkillGroupID maps to Skill_Group.SkillTargetID)
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Campaign_Target_Sequence Table

Not currently used by the ICM software.

Table 2-37 Campaign_Target_Sequence able

Campaign_Target_Sequence Table

Keys and Null
Field Name Description Data Type Option
CampaignID The campaign to which this target sequence belongs. int PK1, NOT
Foreign key from the Campaign table. NULL
Sequence Part of the primary key. Indicates the sequence of the |smallint PK2, NOT
number to dial within a campaign. NULL
RangeType Part of the primary key: int NOT NULL
H = Home range.
W = Work range.
TargetType The type of target number: char(2) NOT NULL
H1..Hn = Home phone 1 through home phone n.
W1..Wn = Work phone 1 through work phone #.

Related tables:

Campaign (via CampaignlD)

Cfg_Mngr_App_Snapshot_State Table

This table defines a specific state of the ICM Configuration Manager user interface that a user has saved.
Information from this table is used to reconstruct the state of the ICM Configuration Manager when the
Admin Workstation is restarted.

Table 2-38 Cfg_Mngr_App_Snapshot_State Table

Keys and Null
Field Name Description Data Type Option
DesktopSnapShotID A unique identifier for the desktop snapshot. int PK, FK, NOT
NULL
ApplicationID Identifies the application. int PK, FK, NOT
NULL
Filterl ID for the first filter key of the application. int NULL
Filter2 ID for the second filter key of the application. int NULL
Filter3FieldName A field name used for the third filter criteria. varchar(32) NULL
Filter3FieldType A field type identifier used for text/numeric lookup. smallint NULL
Filter3OptionSelection The selection type. smallint NULL
Filter3Selection The selection value. varchar(255) NULL
POSX The application’s X position on the desktop. smallint NULL
Cisco ICM Software Database Schema Handbook
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Table 2-38 Cfg_Mngr App_Snapshot_State Table (continued)
Keys and Null
Field Name Description Data Type Option
POSY The application’s Y position on the desktop. smallint NULL
ApplicationOpen Valid options include: char(1) NOT NULL

Y = Indicates that the application was open when
Configuration Manager was closed.

N = The application was not open when Configuration
Manager was closed.

Related tables:

Cfg Mngr User Desktop Snap (via DesktopSnapShotID)

Cfg_Mngr_Globals Table

This table contains a single record that stores version information about the menu system that ICM
Configuration Manager is currently using.

Table 2-39 Cfg_Mngr_Globals Table

Keys and Null
Field Name Description Data Type Option
VersionID A unique identifier for the version. int PK, NOT NULL
Version Stores version information about the menu system the int NOT NULL
ICM Configuration Manager is currenlty using.
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.

Cfg_Mngr_User_Desktop_Snap Table

This table retains information on current Configuration Manager state for a particular user.

Table 2-40 Cfg_Mngr_User_Desktop_Snap Table

Keys and Null

Field Name Description Data Type Option
DesktopSnapShotID A unique identifier for the desktop snapshot. int PK, NOT NULL
UserSettingsID A foreign key to the Cfg_Mngr_User_Settings table. int FK, NOT NULL
MenulD A unique identifier for the menu. int FK, NULL
DesktopSnapShotName |A name for the desktop snapshot. varchar(32) NOT NULL
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Table 2-40 Cfg_Mngr _User_Desktop_Snap Table (continued)

Cfg_Mngr_User_Menu Table

Field Name

Description

Data Type

Keys and Null
Option

SaveApplication
Positions

Indicates whether or not the application should start in the
screen position it was in when it was last run by the user:

Y = Yes, start application is same position.
N = (Default) No, start it in application’s default position.

char(1)

NOT NULL

SaveFilterData

Deternimes whether or not filter settings should be saved
for all tools:

Y = (Default) Yes, save filter settings.
N = No, do not save filter settings.

char(1)

NOT NULL

AllowMultipleApp
Instances

Determines whether multiple executing instances of a tool
should be allowed:

Y = (Default) Yes, allow multiple instances to run at once.

N = No, do not allow multiple instances.

char(1)

NOT NULL

OpenAppsOnLoad

Determines whether tools should be reopened when a
snapshot is loaded:

Y = Yes, reopen tool when snapshot is loaded.
N = (Default) No, do not reopen tool.

char(1)

NOT NULL

AutoRetrieve

Indicates whether or not the tools should automatically
retrieve data when they start:

Y = Yes, automatically retrieve data at startup.
N = (Default) No, do not automatically retrieve data.

char(1)

NOT NULL

ChangeStamp

Incremented when the record is changed in the central
database.

int

NOT NULL

Related tables:

Cfg Mngr App Snapshot State (via DesktopSnapShotID)

Cfg_Mngr_User_Menu Table

This table holds information that describes the default and custom menus in use for each user of the ICM
Configuration Manager.

Table 2-41 Cfg_Mngr_User_Menu Table

Keys and Null
Field Name Description Data Type Option
MenulD A unique identifier for the menu. int PK, NOT NULL
MenuName A name for the menu. varchar(32) FK, NOT NULL
DesktopSnapShotID Identifies the last desktop snapshot. int NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.
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Related tables:

Cfg Mngr View (via MenulD)

Cfg_Mngr_User_Settings Table

This table holds specific ICM Configuration Manager settings for each user of the Configuration
Manager tool.

Table 2-42 Cfg_Mngr_User_Settings Table

Keys and Null

Field Name Description Data Type Option
UserSettingsID A unique identifier for the user settings. int PK, NOT NULL
LoginName The unique login name of the user who owns these varchar(100) AK1, NOT

settings. NULL
SaveSnapShotOnExit Indicates whether or not to save the current desktop char(1) FK, NOT NULL

snapshot settings when the ICM Configuration Manager is

closed:

Y = Yes, save settings on exit (the default).

N = No, do not save settings on exit.
LastDesktopSnapShotID |Identifier for the last desktop snapshot that the user had |int NULL

opened before closing the Configuration Manager.
ChangeStamp Incremented when the record is changed in the central int NOT NULL

database.

Related tables:

Cfg Mngr User Desktop Snap (via UserSettingsID)

Cfg_Mngr_View Table

This table holds the information necessary to produce the tree view structure for multiple default and
custom menus within the ICM Configuration Manager.

Table 2-43 Cfg_Mngr_View Table

Keys and Null
Field Name Description Data Type Option
NodelD A unique identifier for the node in the tree view. int PK1, NOT
NULL
MenulD A unique identifier for the menu. int PK1, FK, NOT
NULL
ApplicationID Identifies the application. int NULL
PeerNodelID Identifies the peer node in the tree view. int NULL
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Class_Access_Xref Table

Table 2-43 Cfg_Mngr_View Table (continued)

Keys and Null
Field Name Description Data Type Option
ChildNodeID Identifies the child node in the tree view. int NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.
Related tables:
Cfg Mngr User Menu (via MenulD)
Class_Access_Xref Table
Lists the access levels available for each class.
Table 2-44 Class_Access_Xref Table
Keys and Null
Field Name Description Data Type Option
ClassAccessXrefID A unique identifier for the record. int PK, NOT NULL
ClassID Identifies the class from the Class_List table. int AK1, NOT
NULL
AccessLevel A supported access level for the class. int AK1, NOT
NULL

Related tables:

Class List (via ClassID)

Class List Table

Lists the available classes. The contents of this table are set up when the ICM software is installed and
never change.

Table 2-45 Class_List Table

Keys and Null
Field Name Description Data Type Option
ClassID A unique identifier for the class. int PK, NOT NULL
Name The name of the class. varchar(30) AK1, NOT
NULL
Description Additional information about the class. varchar(255) NOT NULL
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Related tables:

Class Security (via ClassID)
ClassID To ObjectType (via ClassID)

Class_Security Table

Lists the level of security each user or group has for a class.

Table 2-46 Class_Security Table

Keys and Null
Field Name Description Data Type Option
ClassSecuritylD A unique identifier for the record. int PK, NOT NULL
ClassID Identifies the class from the Class_List table. int NOT NULL
UserGroupName Identifies the user group. varchar(30) NOT NULL
AccessLevel The access level the user group has for the class. int NOT NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.
Related tables:
Class List (via ClassID)
User Group (via UserGroupName)
ClassID_To_0ObjectType Table
Maps each class to its component object types.
Table 2-47 ClassID_To_Object Table
Keys and Null
Field Name Description Data Type Option
ClassID Identifies the class from the Class_List table. int PK, FK, NOT
NULL
ObjectType Identifies the type of the object. int PK, FK, NOT
NULL
ObjectID For Logical Interface Controller objects: int NOT NULL
2=PG
3=NIC
Note For all other object types, this field is 0.
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Related tables:

Class List (via ClassID)
Object List (via ObjectType + ObjectID)

Config_Message_Log Table

Central database only.

A database system table used to store configuration messages.

Table 2-48 Config_Message_Log Table

Config_Message_Log Table

Keys and Null

Field Name Description Data Type Option
RecoveryKey A value used internally by the ICM software to track float PK, NOT NULL

virtual time.
LogOperation The type of configuration change. Examples include varchar(32) NULL

"Add" and "Update".
TableName The name of the table affected by the configuration varchar(32) NULL

change.
DateTime The date and time when a set of messages was logged. datetime NOT NULL
ConfigMessage All configuration messages in a transaction. image NULL
Controller_Time Table

A database system table that stores the current time at the ICM platform.
Table 2-49 Controller_Time Table
Keys and Null

Field Name Description Data Type Option
NowTime The most recently reported time from the Central datetime NULL

Controller.
TimeZone The time zone for the device. The value is the offset in int NULL

minutes from GMT.
TimeZoneName The name of the time zone. varchar(255) NULL
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Customer_Definition Table
Each row defines a customer associated with an ICM instance.
Use the Customer list tool to create, update, or delete a customer definition.
Table 2-50 Customer Definition Table
Keys and Null
Field Name Description Data Type Option
CustomerDefinitionID A unique identifier for the customer definition. int PK, NOT NULL
ICRInstancelD Identifies the ICM instance associated with the customer. |int FK, IE1, NOT
NULL
NetworkTargetID Identifies the Network VRU, if any, associated with the int FK, NULL
customer.
EnterpriseName An enterprise name for the customer. This name must be |varchar(32) AK1, NOT
unique among all customer definitions in the enterprise. NULL
Description Additional information about the customer definition. varchar(255) NULL
FeatureSetID Identifies a feature set from the Feature_Control_Set int FK, NULL
Table.
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.
Related tables:
Customer Options (via CustomerDefinitionID)
ICR Instance (via ICRInstanceID)
Network VRU (via NetworkTargetID)
Customer_Options Table
Each row identifies options installed for a specific customer.
Table 2-51 Customer_Options Table
Keys and Null
Field Name Description Data Type Option
CustomerDefinitionID Identifies the customer definition associated with the int PK, FK, NOT
row. NULL
Type The customer option defined by the row. int PK, NOT NULL
OptionValue The option value. varchar(255) NULL
Related tables:
Customer Definition (via CustomerDefinitionID)
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Default_Call_Type Table

~

Note

Default_Call_Type Table

Each row specifies the default call type. You can associate a default call type with each routing client.

You can also create a general default call type in the ICR_Globals table.

Table 2-52 Default Call_Type Table

To add, update, and delete Default_Call_Type records, use ICM Configuration Manager to modify the
Routing Client configuration.

Keys and Null
Field Name Description Data Type Option
RoutingClientID The routing client. smallint PK, FK, NOT

NULL
CallTypelD The call type. int FK, NOT NULL

Related tables:

Call Type (via CallTypelD)
Routing Client (via RoutingClientID)

Device_Target Table

Table 2-53 Device_Table Table

Use ICM Configuration Manager to create, delete, and modify device targets.

Each row represents one or more enterprise agents. When an enterprise agents logs on, the ICM software
dynamically assigns him or her to a device target. To route calls to an enterprise agent, you must have
defined a label associated with the device target.

Keys and Null
Field Name Description Data Type Option
NetworkTargetID Unique identifier for the target. int PK, FK, NOT
NULL
EnterpriseName An enterprise name for the target. This name must be varchar(32) AK1, NOT
unique among all device targets in the enterprise. NULL
DeviceTargetType The type of the target: int NOT NULL
1 = Voice
2 = FAX
3 = E- mail
Note  Currently only Voice is supported.
DeviceAddressType Type of address defined in the GlobalAddressfield: int AKO, NOT
1 = Internet Protocol (IP). NULL
Cisco ICM Software Database Schema Handbook
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W Dialer Table
Table 2-53 Device_Table Table (continued)
Keys and Null

Field Name Description Data Type Option
GlobalAddress A unique identifier. This field is used to enforce validation |varchar(64) AK2, NOT

that the agent desktop and the agent phone are at the same NULL

IP address for media terminated agent desktops, including

Enterprise Agent. The decimal format for an IP address is

XXX.XXX.XXX.XxX. For example, 128.127.500.224. If

validating the IP address of an agent desktop and agent

phone is not the case, then the global address can be set to

any unique string.
ConfigParam An optional string to be sent to the device during varchar(255) NULL

initialization.
Description Additional information about the device target. varchar(255) NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL

database.

Related tables:

Agent Logout (via NetworkTargetID)

Agent Real Time (via NetworkTargetID)

Network Target (via NetworkTargetID)

Dialer Table

Contains configuration information for each dialer.

Use the Blended Agent Configuration option within ICM Configuration Manager to modify Dialer
records.

Table 2-54 Dialer Table

Keys and Null
Field Name Description Data Type Option
DialerID A unique identifier for this dialer. int PK, NOT NULL
DialerName A name give to a particular dialer during configuration. |varchar(32) AK1, NOT
NULL
ComputerName The network name of the computer hosting the dialer varchar(64) AK2, NOT
component. NULL
Enabled Valid options include: char(1) NOT NULL
Y = The dialer is available for calling contacts.
N = The dialer is not available for calling contacts.
Deleted Deleted Flag. Stored as a character: char(1) NOT NULL
Y = Yes
N =No
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Dialer Tahle W
Table 2-54 Dialer Table (continued)
Keys and Null

Field Name Description Data Type Option
DialToneDetectEnabled |Valid options are: char(1) NOT NULL

Y = Attempt dial tone detection before calling a contact.

(This will ensure that the ACD has allocated a resource to

allow access to the outside world.)

N = Do not attempt dial tone detection before calling a

contact.
HangupTime The number of seconds to wait after hanging-up a port on |int NOT NULL

a dialer card before attempting to use the port again. (This

option is designed to give the telephone system enough

time to sense a hang-up and release the line.)
PrefixDigits Dial a prefix string before the regular phone number. (This |varchar(32) NULL

would be used, for example, to dial a '9' to reach an
external line.)

LocalAreaCode The local area code for this dialer. (This value is compared |varchar(32) NOT NULL
to numbers being dialed to determine whether '1' and the
area code should be prefixed to the dialed number.)

TenDigitDialEnabled Valid options are: char NOT NULL

Y = Aways dial the area code instead of stripping it out for
local numbers.
N = Strip out the area code for local numbers.

PeripherallD The peripheral ID for the ACD. smallint FK, NOT NULL
Description Additional information about the dialer, such as its varchar(255) NULL
location.
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.

Related tables:

Peripheral (via PeripherallD)
Dialer_Real_Time (via DialerID)
Dialer_Half_Hour (via DialerID)
Dialer_Port_Map (via DialerID)
Dialer_Port_Real_Time (via DialerID)
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I Dialer_Half_Hour Table

Dialer Half Hour Table

Central database only.

Contains statistics produced by Blended Agent when a dialing list is executed. Each row provides
half-hour statistics for a particular dialer.

Table 2-55 Dialer_Half Hour Table

Keys and Null
Field Name Description Data Type Option
DialerID The dialer to which these statistics refer. int PK, FK, NOT
NULL
DateTime The ICM Central Controller date and time at the start of |smalldatetime NOT NULL
the half-hour interval.
TimeZone The time zone for the date and time. The value is the offset |int NOT NULL
in minutes from GMT.
ContactsDialedTo The number of contacts dialed during the half-hour int NULL
Half interval.
BusyDetectToHalf The number of calls made during the half-hour interval in |int NULL
which a busy signal was detected.
VoiceDetectToHalf The number of calls made during the half-hour interval in |int NULL
which a voice was detected.
AnsweringMachine The number of calls made during the half-hour interval in |int NULL
DetectToHalf which an answering machine was detected.
SITToneDetectToHalf The number of calls made during the half-hour interval in |int NULL
which SIT tones were detected.
NoAnswerDetectTo The number of calls made during the half hour interval  |int NULL
Half that were not answered.
AbandonDetectToHalf The number of calls made during the half hour interval  |int NULL
that were abandoned.
RecoveryKey A value used internally by the ICM software to track float AK1, NOT
virtual time. NULL
Related tables:
Dialer (via DialerID)
Cisco ICM Software Database Schema Handbook
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Dialer_Port_Map Table [ |

Dialer_Port_Map Table

Maps port numbers on the dialer to the ports on the ACD, and identifies the ACD stations and their
mapping to dialer ports.

Use the Blended Agent Configuration option within ICM Configuration Manager to modify
Dialer_Port_Map records.

Table 2-56 Dialer_Port_Map Table

Keys and Null
Field Name Description Data Type Option
DialerID The dialer to which these statistics refer. int PK, FK, NOT
NULL
PortNumber Identifies the particular dialer port on this dialer that int PK, NOT NULL
matches the ACD port.
Station Identifies the ACD station and its mapping to a dialer port. |varchar(32) NULL

Related tables:

Dialer (via DialerID)

Dialer Port_Real Time Table

Local database only.

Contains the current status of every telephone line for every dialer in Blended Agent.

Table 2-57 Dialer_Port_Real_Time Table

Keys and Null
Field Name Description Data Type Option
DialerID The dialer to which these statistics refer. int PK, FK, NOT
NULL
PortNumber The dialer port (line) number within the current dialer. int PK, NOT NULL
DateTime The date and time at which each row was saved. datetime NOT NULL
PortStatus The current line status (for example, dialing, on-hook, int NOT NULL
off-hook).
PhoneNumber If the port is dialing, this value is the phone number being |varchar(32) NULL
dialed.
AccountNumber If the port is dialing, this value is the account number (if |varchar(32) NULL
available) being dialed.
CampaignID If the port is dialing, this value indicates the campaign int NULL
from which the contact being dialed was retrieved.
QueryRuleID If the port is dialing, this value identifies the query rule |int NULL
from which the contact being dialed was retrieved.

Cisco ICM Software Database Schema Handbook
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M Dialer_Real_Time Table

Related tables:

Dialer (via DialerID)

Campaign (via CampaignID)
Query_Rule (via QueryRuleID)

Dialer Real Time Table

Local database only.

Contains statistics produced by Blended Agent when a dialing list is executed. Each row provides
real-time statistics for a particular dialer.

Table 2-58 Dialer_Real Time Table

Keys and Null
Field Name Description Data Type Option
DialerID The dialer to which these statistics refer. int PK, FK, NOT
NULL
DateTime The date and time this record was saved. datetime NOT NULL
ContactsDialedToday The number of attempted calls today. int NULL
BusyDetectToday The number of busy signals detected so far today. int NULL
VoiceDetectToday The number of calls answered by people so far today. int NULL
AnsweringMachine The number of answering machines detected today. int NULL
DetectToday
SITToneDetectToday SIT tones detected today. int NULL
NoAnswerDetectToday |The number of call attempts that were not answered for |int NULL
today.
AbandonDetectToday The number of calls abandoned by customers so far today. |int NULL
Related tables:
Dialer (via DialerID)
Cisco ICM Software Database Schema Handbook
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Dial_Number_Plan Table

Dial Number Plan Table

Defines special dialing codes that allow enterprise agents to use the ICM software to place calls to
services, other agents, skill groups, enterprise skill groups, supervisors, the local public network, a
long-distance network, or to specific trunks.

Use ICM Configuration Manager to add, update, and delete Dial_Number_Plan records.

Table 2-59 Dialer_Number_Plan Table

Keys and Null

Field Name Description Data Type Option
DialNumberPlanID A unique identifier for the plan. int PK, NOT NULL
RoutingClientID Identifies the routing client associated with the dial smallint FK, AK1, NOT

number plan. NULL
WildcardPattern A string the ICM software compares to the dialed number |varchar(32) AK1, NULL

or dial string. The string can contain letters, digits,

asterisks (*), and number signs (#). It can also include the

wildcard characters ? and !. The ? character represents any

single letter. The ! character represents any string of

characters and can appear only at the end of the pattern.
PostRoute Indicates whether to issue a Post-Routing request if the  |char(1) NOT NULL

dialed number supplied by the agent matches the

WildcardPattern:

Y = Yes, issue a Post-Routing request.

N = No, do not issue a Post-Routing request.
DialNumberPlanType The type of the plan. int NULL
Description Additional information about the dial number plan. varchar(255) NULL
DialedNumberID Identifies the dialed number associated with the dial int FK, NULL

number plan if PostRoute is Y, the dialed number is used

to determine a call type.
DialString The dial string if PostRoute setting is N. varchar(32) NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL

database.

Related tables:

Dialed Number (via DialedNumberID)
Routing Client (via RoutingClientID)
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M Dialed_Number Table
Dialed_Number Table
Each row describes a dialed number serviced by the ICM software.
Use ICM Configuration Manager to add, update, and delete Dialed_Number records.
Table 2-60 Dialed Number Table
Keys and Null
Field Name Description Data Type Option
DialedNumberID A unique identifier for this dialed number. int PK, NOT NULL
CustomerDefinitionID Identifies the customer definition associated with the int 1E2, FK, NULL
dialed number.
LabellD References the default label for this dialed number. int IE1, FK, NULL
EnterpriseName An enterprise name for the number. This name must be varchar(32) AK1, NOT
unique among all dialed numbers in the database. NULL
RoutingClientID References the routing client that services this dialed smallint AK2, FK, NOT
number. NULL
DialedNumberString The string the routing client passes to the ICM software to |varchar(32) AK2, NOT
represent this dialed number. NULL
Description Additional information about the dialed number. varchar(255) NULL
Deleted Deleted Flag. Stored as a character: char(1) NOT NULL
Y = Yes
N = No
MRDomainID The Media Routing Domain associated with this dialed |int FK NOT NULL
number.
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.
Related tables:
Customer Definition (via CustomerDefinitionID)
Dialed Number Label (via DialedNumberID)
Dialed Number Map (via DialedNumberID)
Label (via LabellD)
Media Routing Domain (via MRDomainID)
Route Call Detail (via DialedNumberID)
Routing Client (via RoutingClientID)
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Dialed Number Label Table

Table 2-61 Dialer_Number_Label Table

Indicates which Label values are valid for each Dialed_Number value.

Dialed_Number_Label Table

Use ICM Configuration Manager to add, update, and delete Dialed_Number_Label records.

Keys and Null
Field Name Description Data Type Option
DialedNumberID Foreign key from the Dialed Number table. int PK, FK, NOT
NULL
LabellD Foreign key from the Label table. int PK, FK, NOT
NULL

Related tables:

Dialed Number (via DialedNumberID)
Label (via LabellD)

Dialed_Number_Map Table

Table 2-62 Dialer_Number_Map Table

Describes the call qualifier values (dialed number, calling line ID, and caller-entered digits) associated
with each call type.

Use the Call Type Directory dialog of the Script Editor to add, update, and delete Dialed_Number_Map
records.

Keys and Null
Field Name Description Data Type Option
DialedNumberID Foreign key from the Dialed Number table. int PK, FK, NOT
DialedNumberID and Item together form an alternate key NULL
that is used by the ICM software to determine the order in
which to match the wildcards.
Item The order in which the rows for a dialed number are tested |int PK, NOT NULL
against the call qualifiers.
CallTypelD Foreign key from Call Type table. int FK, NOT NULL
RegionID If ANIWildCardType is 4 (Region), this is the foreign key |int FK, NULL
of the region from the Region table.
CEDWildCard Value to match against CED: varchar(30) NULL
‘A=Al
‘_NR’ = None Required
‘ NE’ = None Entered
‘_N’ = None Required or Entered
Cisco ICM Software Database Schema Handbook
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[ | Enterprise_Agent_Group Table

Table 2-62 Dialer_ Number_Map Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

ANIWildCard

ANTI value or region name. An ANI value can be a prefix
of any length (the leading digits of the telephone number)
or a complete telephone number.

varchar(30)

NULL

ANIWildCardType

Indicates what type the ANIWildCard is:

0 = Unknown

1 = NPA

2 = NPANXX

3 = 10-digit telephone number
4 = Region

5 = Match all

6 = Prefix

smallint

NOT NULL

Description

Additional information about the mapping of these call
qualifiers to this call type.

varchar(255)

NULL

Related tables:

Call Type (via CallTypelD)
Dialed Number (via DialedNumberID)

Region (via RegionID)

Enterprise_Agent_Group Table

Each row describes an enterprise-wide group of agents composed of agents from different peripherals.

Use ICM Configuration Manager to add, update, and delete Enterprise_Agent_Group records.

Table 2-63 Enterprise_Agent_Group Table

Keys and Null
Field Name Description Data Type Option
Enterprise AgentGroupID A unique identifier for the enterprise agent group. int PK, NOT NULL
EnterpriseName An enterprise name for this enterprise agent group. varchar(32) AK1, NOT
This name must be unique among all enterprise agent NULL
groups within the business entity.
Description Additional information about the enterprise agent varchar(255) NULL
group.
EntityID If partitioning is enabled, The business entity to which |int FK, NULL
the enterprise agent group belongs.
ChangeStamp Incremented when the record is changed in the central |int NOT NULL
database.
Cisco ICM Software Database Schema Handbook
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Enterprise_Agent_Group_Member Table [ |

Related tables:

Business Entity (via EntityID)
Enterprise Agent Group Member (via EnterpriseAgentGroupID)

Enterprise_Agent_Group_Member Table

Maps agents to enterprise agent groups.

Use ICM Configuration Manager to add or delete Enterprise_Agent_Group_Member records.

Table 2-64 Enterprise_Agent_Group_Member Table

Keys and Null
Field Name Description Data Type Option
Enterprise AgentGroupID Identifies the enterprise agent group. int PK, FK, IEl,
NOT NULL
SkillTargetID Identifies an Agent that is a member of the enterprise |int PK, FK, IE2,
agent group. NOT NULL
ChangeStamp Incremented when the record is changed in the central |int NOT NULL
database.

Related tables:

Agent (via SkillTargetID)
Enterprise Agent Group (via EnterpriseAgentGroupID)

Enterprise_Route Table

Each row defines an enterprise-wide route composed of routes from different peripherals.

Use ICM Configuration Manager to add, update, and delete Enterprise_Route records.

Table 2-65 Enterprise_Route Table

Keys and Null
Field Name Description Data Type Option
EnterpriseRouteID Unique identifier for this enterprise route. int PK, NOT NULL
EntityID If partitioning is enabled, indicates the business entity to |int AK1, FK, NOT
which this enterprise route belongs. NULL
EnterpriseName An enterprise name for this enterprise route. This name |varchar(32) AK1, NOT
must be unique among all enterprise routes within the NULL
business entity.
Description Additional information about the enterprise route. varchar(255) NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.
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[ 78-11677-04 .m



Chapter2  Table Details |

[ | Enterprise_Route_Member Table

Related tables:

Business Entity (via EntityID)
Enterprise Route Member (via EnterpriseRouteID)

Enterprise_Route_Member Table

Maps routes to enterprise routes.

Use ICM Configuration Manager to add, update, and delete Enterprise_Route_Member records.

Table 2-66 Enterprise_Route_Member Table

Keys and Null
Field Name Description Data Type Option
EnterpriseRouteID Foreign key from the Enterprise_Route table. int PK, FK NOT

NULL
RouteID Foreign key from the Route table. int PK, FK, NOT

NULL

Related tables:

Enterprise Route (via EnterpriseRouteID)
Route (via RouteID)

Enterprise_Service Table

Each row defines an enterprise-wide service composed of services from different peripherals.

Use ICM Configuration Manager to add, update, and delete Enterprise_Service records.

Table 2-67 Enterprise_Service Table

Keys and Null
Field Name Description Data Type Option
EnterpriseServicelD Unique identifier for this enterprise service. int PK, NOT NULL
EntityID If partitioning is enabled, indicates the business entity to |int AK1, FK, NOT
which the enterprise service belongs. NULL
EnterpriseName An enterprise name for this enterprise service. This name |varchar(32) AK1, NOT
must be unique among all enterprise services within the NULL
business entity.
Description Additional information about the enterprise service. varchar(255) NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL
database.
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Enterprise_Service_Member Table [ |

Related tables:

Business Entity (via EntityID)

Enterprise Service Member (via EnterpriseServicelD)

Enterprise_Service_Member Table

Maps services to enterprise services.

Use ICM Configuration Manager to add or delete Enterprise_Service_Member records.

Table 2-68 Enterprise_Service_Member Table

Keys and Null
Field Name Description Data Type Option
EnterpriseServicelD Foreign key from the Enterprise Service table. int PK, FK, NOT

NULL
SkillTargetID Foreign Key from the Service table. int PK, FK, NOT

NULL

Related tables:

Enterprise Service (via EnterpriseServicelD)

Service (via SkillTargetID)

Enterprise_Skill_Group Table

Each row defines an enterprise-wide skill group composed of skill groups from different peripherals.

Use ICM Configuration Manager to add, update, and delete Enterprise_Skill_Group records.

Table 2-69 Enterprise_Skill_Group Table

Keys and Null

Field Name Description Data Type Option
EnterpriseSkillGroupID |Unique identifier for this enterprise skill group. int PK, NOT NULL
EntityID If partitioning is enabled, indicates the business entity to |int AK1, FK, NOT

which the enterprise skill group belongs. NULL
EnterpriseName An enterprise name for this enterprise skill group. This varchar(32) AK1, NOT

name must be unique among all enterprise skill groups NULL

within the business entity.
Description Additional information about the enterprise skill group. |varchar(255) NULL
ChangeStamp Incremented when the record is changed in the central int NOT NULL

database.
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[ | Enterprise_Skill_Group_Member Table

Related tables:

Business Entity (via EntityID)
Enterprise Skill Group Member (via EnterpriseSkillGroupID)

Enterprise_Skill_Group_Member Table

Maps skill groups to enterprise skill groups.
Use ICM Configuration Manager to add or delete Enterprise_Skill_Group_Member records.

Table 2-70 Enterprise_Skill Group_Member Table

Keys and Null
Field Name Description Data Type Option
EnterpriseSkillGroupID |Foreign Key from the Enterprise Skill Group table. int PK, FK, NOT

NULL
SkillTargetID Foreign Key from the Skill Group table. int PK, FK, NOT

NULL

Related tables:

Enterprise Skill Group (via EnterpriseSkillGroupID)
Skill Group (via SkillTargetID)

Event Table

Central database only.

Contains system events generated by the ICM software.

Table 2-71 Event Table

Keys and Null
Field Name Description Data Type Option
CentralControllerVirtualTime Virtual Time event was processed at the Central  |int NOT NULL
Controller.
CentralControllerFileTime File Time event was processed at the Central datetime IE1, NOT NULL
Controller.
CentralControllerTimeZone Time zone at the Central Controller. The value is |int NOT NULL
the offset in minutes from GMT.
VersionNum EMS version number. smallint NOT NULL
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Table 2-71 Event Table (continued)

Event Table

Keys and Null

Field Name Description Data Type Option
SystemType The type of system that generated the event: smallint NOT NULL

0 = Unknown

1 = CallRouter

2 = Peripheral Gateway

3 = Network Interface Controller

4 = Admin Workstation

5 = Logger

6 = Listener

7 = CTI Gateway

8 = Blended Agent Dialer
SystemlId DMP system ID of the event originator. For a smallint NOT NULL

CallRouter or Logger, this value is always 0.
StatusCodeType Classification of the value in StatusCode field. smallint NOT NULL
StatusCode Status code value. int NOT NULL
StatusCodeString String associated with the status code. varchar(255) NULL
ProcName Name of the process that originated the event. varchar(32) NOT NULL
SourceSystemName Name of the node that generated the event. varchar(32) NULL
SourceVirtualTime Virtual time event was generated (originator’s int NOT NULL

time).
SourceFileTime File time event was generated (originator’s time). |datetime NOT NULL
Messageld Message ID from message compiler. int NOT NULL
Severity The level of the message. varchar(16) NULL
Category The type of message. varchar(32) NULL
MessageString Contents of message. varchar(255) NULL
Customerld The customer ID. int NOT NULL
Side Side of event originator: char(1) NOT NULL

A or B = Paired processes

\O = A non-paired process
Dwordl1 Optional event DWORD. int NULL
Dword2 Optional event DWORD. int NULL
Dword3 Optional event DWORD. int NULL
Dword4 Optional event DWORD. int NULL
Dword5 Optional event DWORD. int NULL
String1 Optional event string. varchar(240) NULL
String2 Optional event string. varchar(240) NULL
String3 Optional event string. varchar(240) NULL
String4 Optional event string. varchar(240) NULL
String5 Optional event string. varchar(240) NULL
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Table 2-71 Event Table (continued)
Keys and Null

Field Name Description Data Type Option
BinData Optional event binary data. image NULL
RecoveryDay A value used internally by the ICM software to int NOT NULL

track virtual time.
RecoveryKey A value used internally by the ICM software to float AK1, NOT

track virtual time. NULL

Expanded_Call_Variable Table

Each row describes an expanded call variable.

Use ICM Configuration Manager to add, update, and delete Expanded_Call_Variable records.

Table 2-72 Expanded_Call_Variable Table

Keys and Null
Field Name Description Data Type Option
ExpandedCallVariableID A unique identifier for the call variable. smallint PK, NOT NULL
EnterpriseName An enterprise name for this call variable. This name varchar(32) AK1, NOT
must be unique among all expanded call variables NULL
within the business entity.
MaximumLength The maximum length of the call variable value: 1 to 210. |int NOT NULL
MaximumArraySize If the call variable is an array, the maximum number of |int NULL
elements in the array: 1 to 255.
ECCArray Indicates whether the call variable is an array: char(1) NOT NULL
Y = Yes
N =No
Enabled Indicates whether the call variable is currently enabled: |char(1) NOT NULL
Y = Yes
N =No
GeoTelProvided Indicates whether the call variable is provided by Cisco: |char(1) NOT NULL
Y = Yes
N =No
Deleted Deleted Flag. Stored as a character: char(1) NOT NULL
Y = Yes
N =No
Description Additional information about the call variable. varchar(255) NULL
ChangeStamp Incremented when the record is changed in the central |int NOT NULL
database.
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Feature_Control_Set Table W

Related tables:

Route Call Variable (via ExpandedCall VariableID)
Termination Call Variable (via ExpandedCallVariableID)

Feature Control_Set Table

Contains information about the different feature sets that may be used by different users.

~

Note The Feature Control Set List tool is not available on a limited AW.

Use ICM Configuration Manager to add, update, and delete Feature_Control_Set records.

Table 2-73 Feature _Control_Set Table

Keys and Null
Field Name Description Data Type Option
FeatureSetID A unique identifier for this feature set. int NOT NULL, PK
EnterpriseName A unique name among all feature sets in the enterprise. |varchar(32) NOT NULL, AK
Description A description of the feature set. varchar(255) NULL
FeatureSetData Contains all the information about the feature set. image NULL
ChangeStamp This value is incremented when the record is changed |int NOT NULL
in the central database.

Related tables:

User Group (via) FeatureSetID

Customer Definition (via) FeatureSetID

Galaxy_Agent_Call_Count Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides call counts an agent configured
on a Galaxy ACD.

Table 2-74 Galaxy_Agent_Call_Control Table

Keys and Null
Field Name Description Data Type Option
DateTime The date and time at the end of the reporting datetime PK, NOT NULL
interval.
PeripheralID The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
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[ | Galaxy_Agent_Call_Count Table

Table 2-74 Galaxy_Agent_Call_Control Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

PortID

The identifier of the Galaxy port associated with
the agent.

smallint

PK, NOT NULL

TimeZone

The time zone for the date and time. The value
is the offset in minutes from GMT.

int

PK, NOT NULL

PeripheralTimeZone

The time zone in which the ACD is located. The
value is the offset in minutes from GMT.

int

NOT NULL

TerminationType

Valid options include:

1 = Agent

2 = Digital Agent

4 = Audio Response Unit (ARU)

32 = Enhanced Agent

33 = Digital Enhanced Agent

42 = Tone PBX

45 = Voice Operated Relay (VOR)

48 = Voice Response Unit (VRU)

49 = Gate PBX

55 = Directory Assistance Billing Agen

56 = Directory Assistance Digital Billing Agent
57 = Enhanced D.A. Billing Agent

58 = Enhanced Directory Assistance Digital
Billing Agent

60 = Directory Assistance Audio Response Unit
(DAARU)

smallint

NOT NULL

AgentlGroupID

The Galaxy identifier for the I-Group of the
agent.

smallint

NOT NULL

PhoneNumber

Agent’s phone number. Invalid if
TerminationType is Voice Operated Relay.

smallint

NOT NULL

CallCount

The number of calls handled by the agent.

smallint

NOT NULL

RecoveryKey

A value used internally by the ICM software to
track virtual time.

float

AK1, NOT
NULL

Related tables:

Peripheral (via PeripherallD)
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Galaxy_Agent_Igroup Table

Central database only.

Galaxy_Agent_Igroup Table

This table applies to Rockwell Galaxy ACDs only. Each row provides information about an agent
information group configured on a Galaxy ACD.

Table 2-75 Galaxy_Agent_Igroup Table

Keys and Null
Field Name Description Data Type Option
DateTime The date and time at the end of the reporting datetime PK, NOT NULL
interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
IGroupID The Galaxy identifier for the group. smallint PK, NOT NULL
TimeZone The time zone for the date and time. The value |int PK, NOT NULL
is the offset in minutes from GMT.
PeripheralTimeZone The time zone in which the ACD is located. The |int NOT NULL
value is the offset in minutes from GMT.
SecondsInPeriod Total time, in seconds, that I-group data was smallint NOT NULL
being accumulated during the reporting interval.
PrimaryCallsHandled Number of external calls, internal gate transfer |smallint NOT NULL
calls, and internal gate calls connected to a
primary agent position during the interval.
SecondaryCallsHandled Number of external calls, internal gate transfer |smallint NOT NULL
calls, and internal gate calls connected to a
secondary agent position during the interval.
PrimaryODCallsHandled Number of overflow/diversion-in calls smallint NOT NULL
connected to a primary agent position during the
interval.
SecondaryODCallsHandled Number of overflow/diversion-in calls smallint NOT NULL
connected to a secondary agent position during
the interval.
OutCalls Number of out calls made by an agent position |smallint NOT NULL
on an outbound trunk or dial tandem tie-line.
CallsTransferredOut Number of calls handled by this I-group and smallint NOT NULL
then transferred.
BreakTime Total time, in seconds, that agents spent in the |int NOT NULL
Break state
AssignedTime Total time, in seconds, that agents were assigned |int NOT NULL
to this I-group.
PlugInTime Total time, in seconds, that agents were int NOT NULL
plugged-in to this I-group.
AvailableTime Total time, in seconds, that agents were in the |int NOT NULL
Available state for the I-group.
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Table 2-75 Galaxy_Agent _Igroup Table (continued)

Keys and Null

Field Name Description Data Type Option

PrimaryTalkTime Total time, in seconds, that primary agents were |int NOT NULL
connected to external calls, internal gate transfer
calls, or internal gate calls.

SecondaryTalkTime Total time, in seconds, that secondary agents int NOT NULL
were connected to external calls, internal gate
transfer calls, or internal gate calls.

PrimaryODTalkTime Total time, in seconds, that primary agents were |int NOT NULL
connected to overflow/diversion-in calls.

SecondaryODTalkTime Total time, in seconds, that secondary agents int NOT NULL
were connected to overflow/diversion-in calls.

PrimaryCallworkTime Total time, in seconds, that primary agents spent |int NOT NULL
in wrap-up for external, internal gate transfer,
and internal gate transfer calls.

SecondaryCallworkTime Total time, in seconds, that secondary agents int NOT NULL
spent in wrap-up for external, internal gate
transfer, and internal gate transfer calls.

PrimaryODCallworkTime Total time, in seconds, that primary agents spent |int NOT NULL
in wrap-up for overflow/diversion-in calls.

SecondaryODCallworkTime Total time, in seconds, that secondary agents int NOT NULL
spent in wrap-up for overflow/diversion-in calls.

OutCallTalkTime Total time, in seconds, that agents were int NOT NULL
connected to an outbound trunk or tie-line with
no inbound call in progress.

RecoveryKey A value used internally by the ICM software to |float AKI1, NOT
track virtual time. NULL

Related tables:

Peripheral (via PeripherallD)
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Galaxy_Agent_Performance Table [ |

Galaxy_Agent_Performance Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides performance information about
an agent configured on a Galaxy ACD.

Table 2-76 Galaxy_Agent_Performance Table

Keys and Null
Field Name Description Data Type Option
SignInTime The Central Controller date and time when the agent datetime PK, NOT NULL
signed in.
PeripherallD An ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
AgentID The Galaxy identifier for the agent. int PK, NOT NULL
TimeZone The time zone for the Central Controller. The value is the |int PK, NOT NULL
offset in minutes from GMT.
SkillTargetID The ICM software identifier for the agent. int FK, NULL
PeripheralTimeZone The time zone for the ACD. The value is the offset in int NOT NULL
minutes from GMT.
SerialNumber A sequential counter maintained by the ACD. smallint NOT NULL
TerType Termination type: tinyint NOT NULL
1 = agent
2 = digital agent
6 = station master agent
32 = enhanced agent
33 = digital enhanced agent
55 = directory assistance billing agent
56 = directory assistance digital billing agent
57 = enhanced directory assistance billing agent
58 = enhanced directory assistance digital billing agent
PriGate Gate number of the agent’s primary assignment. tinyint NOT NULL
SecGate Gate number of the agent’s secondary assignment. tinyint NOT NULL
PriCallsHandled Number of external calls, internal gate transfer calls, smallint NOT NULL
internal gate calls, and overflow/diversion-in calls
connected to the agent while primarily assigned to the
gate.
SecCallsHandled Number of external calls, internal gate transfer calls, smallint NOT NULL
internal gate calls, and overflow/diversion-in calls
connected to the agent while secondarily assigned to the
gate.
OutCalls Number of out calls by this agent on an outbound trunk |smallint NOT NULL
or dial tandem tie-line.
AvailTime Total time, in seconds, the agent was in the Available smallint NOT NULL
state.
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Table 2-76 Galaxy_Agent_Performance Table (continued)
Keys and Null
Field Name Description Data Type Option
PriTalkTime Total time, in seconds, the agent was connected as a smallint NOT NULL
primary assignment to external calls, internal gate
transfer calls, overflow/diversion-in calls, or internal
gate calls.
SecTalkTime Total time, in seconds, the agent was connected as a smallint NOT NULL
secondary assignment to external calls, internal gate
transfer calls, overflow/diversion-in calls, or internal
gate calls.
PriCallworkTime Total time, in seconds, the agent spent in wrap-up after |smallint NOT NULL
primary assignment external, internal gate transfer,
overflow/diversion-in, and internal gate calls.
SecCallworkTime Total time, in seconds, the agent spent in wrap-up after |smallint NOT NULL
secondary assignment external, internal gate transfer,
overflow/diversion-in, and internal gate calls.
OutCallTime Total time, in seconds, the agent spent connected to an  [smallint NOT NULL
outbound trunk or tie-line with no inbound call in
progress.
SignedInSeconds Number of seconds elapsed since the agent signed in. int NOT NULL
AssistQueueCount Number of times the agent used the Supervisor key to smallint NOT NULL
request assistance.
ActivityIndicator A yes/no indicator. tinyint NOT NULL
BreakTime Total time, in seconds, the agent spent in the Break state. [smallint NOT NULL
PortID The ACD port to which the agent is connected. smallint NOT NULL
AgentPhoneNumber Four-digit extension number. smallint NOT NULL
AgentName The agent’s name, as known to the ACD. varchar(32) NULL
RecoveryKey A value used internally by the ICM software to track float AK1, NOT
virtual time. NULL
Related tables:
Agent (via SkillTargetID)
Peripheral (via PeripherallD)
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Galaxy_Alarm Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides information about a system alarm
output by the Call or Reports processor on a Galaxy ACD.

Table 2-77 Galaxy_Alarm Table

Keys and Null
Field Name Description Data Type Option
DateTime The date and time at the end of the reporting interval. |datetime PK, NOT NULL
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
TimeZone The time zone for the date and time. The value is the |int PK, NOT NULL
offset in minutes from GMT.
PeripheralTimeZone The time zone in which the ACD is located. The value |int NOT NULL
is the offset in minutes from GMT.
AlarmTime Galaxy time that the alarm occurred. smallint NOT NULL
AlarmCode Three-digit alarm code. smallint NOT NULL
AlarmProcessor Processor that output the alarm: Call or Reports. varchar(32) NULL
AlarmSubcode A subcode, if any, the Galaxy provided for the alarm. |varchar(32) NULL
AlarmDatal Additional data the Galaxy provided in the alarm varchar(32) NULL
message.
AlarmData2 Additional data the Galaxy provided in the alarm. varchar(32) NULL
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL

Related tables:

Peripheral (via PeripherallD)

Galaxy_DNIS Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides information about a DNIS
configured on a Galaxy ACD.

Table 2-78 Galaxy_DNIS Table

Keys and Null
Field Name Description Data Type Option
DateTime The Central Controller date and time at the datetime PK, NOT NULL
beginning of the reporting interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
Cisco ICM Software Database Schema Handbook
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Table 2-78 Galaxy_DNIS Table (continued)
Keys and Null
Field Name Description Data Type Option
DNIS The DNIS value (0000 through 9999). varchar(32) PK, NOT NULL
TimeZone The time zone for the Central Controller. The int PK, NOT NULL
value is the offset in minutes from GMT.
SecondsInPeriod Number of seconds in the reporting period. smallint NOT NULL
PeripheralTimeZone The time zone for the ACD. The value is the int NOT NULL
offset in minutes from GMT.
ValidType Valid options include: smallint NOT NULL
0 = Valid DNIS number
1 = Invalid DNIS number
NumberCallsAnswered Number of calls with this DNIS that were smallint NOT NULL
answered.
NumberCallsAbandoned Number of calls with this DNIS that were smallint NOT NULL
abandoned.
TimeToAnswer Total answer time, in seconds, for calls with this |int NOT NULL
DNIS.
CallDuration Total call time, in seconds, for calls to this int NOT NULL
DNIS.
RecoveryKey A value used internally by the ICM software to |float AK1, NOT
track virtual time. NULL
Related tables:

Peripheral (via PeripherallD)

Galaxy_Gate Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides information about a gate
configured on a Galaxy ACD.

Table 2-79 Galaxy_Gate Table

value is the offset in minutes from GMT.

Keys and Null
Field Name Description Data Type Option
DateTime The Central Controller date and time at the datetime PK, NOT NULL
beginning of the reporting interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
GatelD The Galaxy identifier for the gate. smallint PK, NOT NULL
TimeZone The time zone for the Central Controller. The int PK, NOT NULL
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Table 2-79 Galaxy_Gate Table (continued)

Galaxy_Gate Table

Keys and Null
Field Name Description Data Type Option
SkillTargetID The ICM software identifier for the service. int FK, NULL
PeripheralTimeZone The time zone for the ACD. The value is the int NOT NULL
offset in minutes from GMT.
SecondsInPeriod Number of seconds in the reporting period. smallint NOT NULL
PrimaryHandled Number of external, internal gate transfer, and |smallint NOT NULL
internal gate calls connected to primary agents
for the gate during the interval.
SecondaryHandled Number of external, internal gate transfer, and |smallint NOT NULL
internal gate calls connected to secondary
agents for the gate during the interval.
OverflowHandled Number of external, internal gate transfer, and |smallint NOT NULL
internal gate calls for other gates that were
handled by agents in this gate because of their
secondary assignments.
PrimaryODHandled Number of overflow/diversion in calls smallint NOT NULL
connected to primary agents for this gate.
SecondaryODHandled Number of overflow/diversion in calls for this |smallint NOT NULL
gate that were handed by agents in other gates
because of their secondary assignments.
OverflowODHandled Number of overflow/diversion calls for other smallint NOT NULL
gates that were handled by agents in this gate
because of their secondary assignments.
CallsAbandoned Number of external, internal gate transfer, and |smallint NOT NULL
internal gate calls for the gate that were lost
before being connected to an agent position.
ODAbandoned Number of overflow/diversion-in calls accepted |smallint NOT NULL
from another node, but lost before being
connected to an agent position.
ODInRejected Number of overflow/diversion-in calls rejected |smallint NOT NULL
by this gate.

LoadTransferOutCalls This field applies to Galaxy-8 ACDs only. smallint NOT NULL
CallsHeld Number of external, internal gate transfer, smallint NOT NULL
internal gate, and overflow/diversion-in calls
that were either abandoned or held beyond a

specific system threshold.
CallsTransferredOut Number of external, internal gate transfer, smallint NOT NULL
internal gate, or overflow/diversion-in calls that
were handed by the gate and then transferred.
OutCalls Number of out calls made by primary agents for |smallint NOT NULL
this gate on outbound trunks or dial tandem
tie-lines.
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Table 2-79 Galaxy_Gate Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

QueueLimitingRejectCount

Number of external, internal gate transfer, and
internal gate calls that were rejected

smallint

NOT NULL

CallsTransferredIn

Number of calls directly transferred to primary
agents for this gate.

int

NOT NULL

PrimaryAssignedTime

Total time, in seconds, that agents had a primary
assignment for this gate.

int

NOT NULL

SecondaryAssignedTime

Total time, in seconds, that agents had a
secondary assignment for this gate.

int

NOT NULL

PrimaryPluggedTime

Total time, in seconds, that primary agents were
plugged into this gate.

int

NOT NULL

SecondaryPluggedTime

Total time, in seconds, that secondary agents
were plugged into this gate.

int

NOT NULL

PrimaryAvailableTime

Total time, in seconds that primary agents were
in the Available state for this gate.

int

NOT NULL

PrimaryTalkTime

Total time, in seconds, that primary agents were
connected to external, internal gate transfer, or
internal gate calls for the gate.

int

NOT NULL

SecondaryTalkTime

Total time, in seconds, that secondary agents
were connected to external, internal gate
transfer, or internal gate calls for the gate.

int

NOT NULL

OverflowTalkTime

Total time, in seconds, that primary agents for
this gate were connected to external, internal
gate transfer, or internal gate calls as a
secondary assignment.

int

NOT NULL

PrimaryODTalkTime

Total time, in seconds, that primary agents for
this gate were connected to
overflow/diversion-in calls.

int

NOT NULL

SecondaryODTalkTime

Total time, in seconds, that secondary agents for
this gate were connected to
overflow/diversion-in calls.

int

NOT NULL

OverflowODTalkTime

Total time, in seconds, that primary agents for
this gate were connected to
overflow/diversion-in calls as a secondary
assignment.

int

NOT NULL

PrimaryCallWorkTime

Total time, in seconds, that primary agents for
this gate spent in wrap-up after external, internal

gate transfer, and internal gate calls for this gate.

int

NOT NULL

SecondaryCallWorkTime

Total time, in seconds, that secondary agents for
this gate spent in wrap-up after external, internal

gate transfer, and internal gate calls for this gate.

int

NOT NULL
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Galaxy_Gate Table [ |

Table 2-79 Galaxy_Gate Table (continued)

Keys and Null
Field Name Description Data Type Option

OverflowCallWorkTime Total time, in seconds, that primary agents for |int NOT NULL
this gate spent in wrap-up after external, internal
gate transfer, and internal gate calls for another
gate.

PrimaryODCallWorkTime Total time, in seconds, that primary agents for |int NOT NULL
this gate spent in wrap-up after
overflow/diversion-in calls to this gate.

SecondaryODCallWorkTime Total time, in seconds, that secondary agents for |int NOT NULL
this gate spent in wrap-up after
overflow/diversion-in calls to this gate.

OverflowODCallWorkTime Total time, in seconds, that primary agents for |int NOT NULL
this gate spent in wrap-up after
overflow/diversion-in calls for another gate.

OutCallTalkTime Total time, in seconds, that primary agents for |int NOT NULL
this gate were connected to an out trunk or
tie-line with no incoming calls in progress.

DelayTimeToHandle Total time, in seconds, that external, internal int NOT NULL
gate, internal gate transfer, and
overflow/diversion-in calls waited before being
answered by an agent.

DelayTimeToAbandoned Total time, in seconds, that external, internal int NOT NULL
gate, internal gate transfer, and
overflow/diversion-in calls waited before being
lost.

RecoveryKey A value used internally by the ICM software to |float AK1, NOT
track virtual time. NULL

Related tables:

Peripheral (via PeripherallD)
Service (via SkillTargetID)

Cisco ICM Software Database Schema Handbook
[ 78-11677-04 .m



Chapter2  Table Details |

[ | Galaxy_Gate_Delayed_Call Table

Galaxy_Gate_Delayed_Call Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides delayed call information about a
gate configured on a Galaxy ACD.

Table 2-80 Galaxy_Gate_Delayed_Call Table

Keys and Null
Field Name Description Data Type Option
DateTime The Central Controller date and time at the datetime PK, NOT NULL
beginning of the reporting interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
GateID The Galaxy identifier for the gate. smallint PK, NOT NULL
TimeZone The time zone for the Central Controller. The |int PK, NOT NULL
value is the offset in minutes from GMT.
SkillTargetID The ICM software identifier for the service. |int FK, NULL
PeripheralTimeZone The time zone for the ACD. The value is the |int NOT NULL
offset in minutes from GMT.
SecondsInPeriod Number of seconds in the reporting period. smallint NOT NULL
Abandoned0 Number of abandoned calls were abandoned |[smallint NOT NULL
time was less than 1 second.
Abandoned5 Number of abandoned calls were abandon smallint NOT NULL

time was greater than or equal to 1 second, but
less than 5 seconds.

Abandoned10 Number of abandoned calls were abandon smallint NOT NULL
time was greater than or equal to 5 seconds,
but less than 10 seconds.

Abandoned15 Number of abandoned calls were abandon smallint NOT NULL
time was greater than or equal to 10 seconds,
but less than 15 seconds.

Abandoned20 Number of abandoned calls were abandon smallint NOT NULL
time was greater than or equal to 15 seconds,
but less than 20 seconds.

Abandoned25 Number of abandoned calls were abandon smallint NOT NULL
time was greater than or equal to 20 seconds,
but less than 25 seconds.

Abandoned30 Number of abandoned calls were abandon smallint NOT NULL
time was greater than or equal to 25 seconds,
but less than 30 seconds.

Abandoned40 Number of abandoned calls were abandon smallint NOT NULL
time was greater than or equal to 30 seconds,
but less than 40 seconds.
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Table 2-80 Galaxy _Gate _Delayed_Call Table (continued)

Galaxy_Gate_Delayed_Call Table [ |

Field Name

Description

Data Type

Keys and Null
Option

Abandoned50

Number of abandoned calls were abandon
time was greater than or equal to 40 seconds,
but less than 50 seconds.

smallint

NOT NULL

Abandoned60

Number of abandoned calls were abandon
time was greater than or equal to 50 seconds,
but less than 60 seconds.

smallint

NOT NULL

Abandoned90

Number of abandoned calls were abandon
time was greater than or equal to 60 seconds,
but less than 60 seconds.

smallint

NOT NULL

Abandoned120

Number of abandoned calls were abandon
time was greater than or equal to 90 seconds,
but less than 120 seconds.

smallint

NOT NULL

Abandoned180

Number of abandoned calls were abandon
time was greater than or equal to 120 seconds,
but less than 180 seconds.

smallint

NOT NULL

AbandonedOver180

Number of abandoned calls were abandon

time was greater than or equal to 180 seconds.

smallint

NOT NULL

HandledO

Number of handled calls were wait time was
less than 1 second.

smallint

NOT NULL

Handled5

Number of handled calls were wait time was
greater than or equal to 1 second, but less than
5 seconds.

smallint

NOT NULL

Handled10

Number of handled calls were wait time was
greater than or equal to 5 seconds, but less
than 10 seconds.

smallint

NOT NULL

Handled15

Number of handled calls were wait time was
greater than or equal to 10 seconds, but less
than 15 seconds.

smallint

NOT NULL

Handled20

Number of handled calls were wait time was
greater than or equal to 15 seconds, but less
than 20 seconds.

smallint

NOT NULL

Handled25

Number of handled calls were wait time was
greater than or equal to 20 seconds, but less
than 25 seconds.

smallint

NOT NULL

Handled30

Number of handled calls were wait time was
greater than or equal to 25 seconds, but less
than 30 seconds.

smallint

NOT NULL

Handled40

Number of handled calls were wait time was
greater than or equal to 30 seconds, but less
than 40 seconds.

smallint

NOT NULL

Handled50

Number of handled calls were wait time was
greater than or equal to 40 seconds, but less
than 50 seconds.

smallint

NOT NULL
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Table 2-80 Galaxy _Gate _Delayed_Call Table (continued)

Keys and Null
Field Name Description Data Type Option
Handled60 Number of handled calls were wait time was |smallint NOT NULL

greater than or equal to 50 seconds, but less
than 60 seconds.

Handled90 Number of handled calls were wait time was |smallint NOT NULL
greater than or equal to 60 seconds, but less
than 90 seconds.

Handled120 Number of handled calls were wait time was |smallint NOT NULL
greater than or equal to 90 seconds, but less
than 120 seconds.

Handled180 Number of handled calls were wait time was [smallint NOT NULL
greater than or equal to 120 seconds, but less
than 180 seconds.

HandledOver180 Number of handled calls were wait time was |smallint NOT NULL
greater than or equal to 180 seconds.

LongestDelay Maximum number of seconds that any call smallint NOT NULL
waited before being either answered or
abandoned.

MaximumDelayQueueLength Maximum number of calls in any agent’s smallint NOT NULL
queue.

RecoveryKey A value used internally by the ICM software |float AK1, NOT
to track virtual time. NULL

Related tables:

Peripheral (via PeripherallD)
Service (via SkillTargetID)

Galaxy_Overflow Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides information about calls
overflowed from a gate on the Galaxy ACD.

Table 2-81 Galaxy_Overflow Table

Keys and Null
Field Name Description Data Type Option
DateTime The Central Controller date and time at the beginning of |datetime PK, NOT NULL
the reporting interval.
PeripheralID The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
GatelD The Galaxy identifier for the gate. smallint PK, NOT NULL
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Table 2-81 Galaxy_Overflow Table (continued)

Galaxy_Overflow Table

Keys and Null

Field Name Description Data Type Option

TimeZone The time zone for the Central Controller. The value is  |int PK, NOT NULL
the offset in minutes from GMT.

SkillTargetID The ICM software identifier for the service. int FK, NULL

PeripheralTimeZone The time zone for the ACD. The value is the offsetin  |int NOT NULL
minutes from GMT.

SecondsInPeriod Number of seconds in the reporting period. smallint NOT NULL

AcceptedOnRoutel Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 1.

AcceptedOnRoute?2 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 2.

AcceptedOnRoute3 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 3.

AcceptedOnRoute4 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 4.

AcceptedOnRoute5 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 5.

AcceptedOnRoute6 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 6.

AcceptedOnRoute7 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 7.

AcceptedOnRoute8 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 8.

AcceptedOnRoute9 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 9.

AcceptedOnRoute10 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 10.

AcceptedOnRoutel 1 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 11.

AcceptedOnRoute12 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 12.

AcceptedOnRoute13 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 13.

AcceptedOnRoute14 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 14.

AcceptedOnRoutel5 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 15.

AcceptedOnRoutel16 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate accepted on route number 16.

RejectedOnRoutel Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 1.
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Table 2-81 Galaxy_Overflow Table (continued)
Keys and Null

Field Name Description Data Type Option

RejectedOnRoute2 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 2.

RejectedOnRoute3 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 3.

RejectedOnRoute4 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 4.

RejectedOnRoute5 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 5.

RejectedOnRoute6 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 6.

RejectedOnRoute7 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 7.

RejectedOnRoute8 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 8.

RejectedOnRoute9 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 9.

RejectedOnRoute10 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 10.

RejectedOnRoutel 1 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 11.

RejectedOnRoute12 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 12.

RejectedOnRoute 13 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 13.

RejectedOnRoute14 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 14.

RejectedOnRoute15 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 15.

RejectedOnRoute16 Number of internal overflow/diversion-out calls from |smallint NOT NULL
the gate rejected on route number 16.

NetworkOnRoutel Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 1.

NetworkOnRoute2 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 2.

NetworkOnRoute3 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 3.

NetworkOnRoute4 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 4.

NetworkOnRoute5 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 5.
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Table 2-81 Galaxy_Overflow Table (continued)

Galaxy_Overflow Table

Keys and Null

Field Name Description Data Type Option

NetworkOnRoute6 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 6.

NetworkOnRoute7 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 7.

NetworkOnRoute8 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 8.

NetworkOnRoute9 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 9.

NetworkOnRoute10 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 10.

NetworkOnRoutel1 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 11.

NetworkOnRoute12 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 12.

NetworkOnRoute13 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 13.

NetworkOnRoute14 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 14.

NetworkOnRoutel5 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 15.

NetworkOnRoutel16 Number of network overflow/diversion-out calls from |smallint NOT NULL
the gate sent to route number 16.

ODOutCallsHandled Total number of overflow/diversion-out calls from the |int NOT NULL
gate.

RecoveryKey A value used internally by the ICM software to track  |float AK1, NOT
virtual time. NULL

Related tables:

Peripheral (via PeripherallD)
Service (via SkillTargetID)
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M Galaxy_PBX Table

Galaxy_PBX Table

Central database only.

This table applies to Rockwell Galaxy ACDs only.

Each row provides information about a PBX termination configured on a Galaxy ACD.

Table 2-82 Galaxy_PBX Table

Keys and Null
Field Name Description Data Type Option
DateTime The date and time at the end of the reporting interval. |datetime PK, NOT NULL
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
PortID Galaxy identifier for the phone’s port. smallint PK, NOT NULL
TimeZone The time zone for the date and time. The value is the |int PK, NOT NULL
offset in minutes from GMT.
PeripheralTimeZone The time zone in which the ACD is located. The value |int NOT NULL
is the offset in minutes from GMT.
TerminationType 42 = Tone PBX smallint NOT NULL
SubscriberNumber In a multiple subscriber system, indicates which smallint NOT NULL
subscriber has control of the termination.
DepartmentNumber Identifier for the customer-defined group of PBX smallint NOT NULL
extensions.
HuntGrouplInformation Valid options include: smallint NOT NULL
0 = Phone not in hunt group
1 = First phone in hunt group
2 = Intermediate phone in hunt group
4 = Last phone in hunt group
8 = Common last phone in hunt group
128 = Phone’s position in hunt group has
changed.
ExtensionNumber Termination phone number. smallint NOT NULL
NextHuntGroupPhone If in the termination is in a hunt group, the phone smallint NOT NULL
number of the next extension in the group.
InCalls Number of calls answered by this termination. smallint NOT NULL
OutCalls Number of calls dialed from this termination. smallint NOT NULL
SecondCalls Number of calls made while a previous call is on hold. |smallint NOT NULL
Dialing an expanded PBX option feature also counts as
a second call.
ForwardedCalls Number of calls automatically forwarded from this smallint NOT NULL
destination because the termination is busy and is in a
hunt group, or because either the All Calls or No
Answer options of Call Forwarding were in use.
PickedUpCalls Number of calls that rang at this termination but were |smallint NOT NULL
intercepted by another phone.
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Table 2-82 Galaxy_PBX Table (continued)

Galaxy_Single_Trunk Table

Keys and Null
Field Name Description Data Type Option
AbandonedNoAnswer Number of calls to the destination that were smallint NULL
abandoned.
TollCalls Number of toll calls placed from the extension. smallint NOT NULL
CallDuration Total number of seconds for all incoming calls int NOT NULL
(counted from time of answer or end of dialing until
disconnect.
SecondCallDuration Total number of seconds that second calls were on the |int NOT NULL
phone.
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL
Related tables:
Peripheral (via PeripherallD)
Galaxy_Single_Trunk Table
Central database only.
This table applies to Rockwell Galaxy ACDs only.
Each row provides information about a trunk configured on a Galaxy ACD.
Table 2-83 Galaxy_Single_Trunk Table
Keys and Null
Field Name Description Data Type Option
DateTime The Central Controller date and time at the datetime PK, NOT NULL
beginning of the reporting interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
PortID Galaxy port assignment for the trunk. smallint PK, NOT NULL
TimeZone The time zone for the Central Controller. The int PK, NOT NULL
value is the offset in minutes from GMT.
PeripheralTimeZone The time zone in which the ACD is located. The |int NOT NULL
value is the offset in minutes from GMT.
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I 78-11677-04 .m



Chapter2  Table Details |

[ | Galaxy_Single_Trunk Table

Table 2-83 Galaxy_Single_Trunk Table (continued)

Keys and Null
Field Name Description Data Type Option

TerminationType Valid options include: smallint NOT NULL

8 = Direct Inward Dial (DID)

14 = Inter-tandem

26 = Off-Network Access Line

41 = Tie Line

47 = Operator Service

50 = Operator Service Feature Group D
51 = Australian Off-Network Access Line
52 = Australian Tie Line

53 = Australian Direct Gate Dial

54 = DNIS

64 = Directory Assistance Intercept

65 = ISDN

TrunkGroup The ICM software identifier of the trunk group |smallint NOT NULL
containing the trunk.

TrunkIGroup Galaxy Trunk Information Group identifier. smallint NOT NULL

SeizureCount Total number of calls on inbound, outbound, and |smallint NOT NULL
combination trunks (whether connected to an
ACD gate or not).

TotalBusyTime Total number of seconds the trunk was busy for |int NOT NULL
inbound or outbound calls. For an incoming call,
busy time is from when a valid call is detected to
disconnect. For an outbound call, busy time is
circuit selection to disconnect.

BusyTimer Time the trunk became busy (used to calculate |smallint NOT NULL
busy times).

ISDNCallByCallLimitRejects Number of ISDN trunk rejections. smallint NOT NULL

RecoveryKey A value used internally by the ICM software to |float AK1, NOT
track virtual time. NULL

Related tables:

Peripheral (via PeripherallD)
Trunk (via TrunkID)
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Galaxy_Transaction_Code Table

Central database only.

Galaxy_Transaction_Code Table

This table applies to Rockwell Galaxy ACDs only. Each row provides information about a transaction
on a Galaxy ACD.

Table 2-84 Galaxy_Transaction_Code Table

Keys and Null
Field Name Description Data Type Option
DateTime The Central Controller date and time at the beginning |datetime PK, NOT NULL
of the reporting interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
TransactionCodeNumber Identifier for the transaction. int PK, NOT NULL
TimeZone The time zone for the Central Controller. The value is |int PK, NOT NULL
the offset in minutes from GMT.
SecondsInPeriod Number of seconds in the reporting period. smallint NOT NULL
PeripheralTimeZone The time zone in which the ACD is located. The value |int NOT NULL
is the offset in minutes from GMT.
TransactionCount Number of transactions that occurred. smallint NOT NULL
Description A description of the transaction type. varchar(32) NULL
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL

Related tables:

Peripheral (via PeripherallD)

Galaxy_Trunk_Call_Count Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides call counts for a trunk configured
on a Galaxy ACD.

Table 2-85 Galaxy_Trunk_Call_Count Table

Keys and Null

Field Name Description Data Type Option
DateTime The Central Controller date and time at the datetime PK, NOT NULL
beginning of the reporting interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL

PortID Galaxy port assignment for the trunk. smallint PK, NOT NULL
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[ | Galaxy_Trunk_IGroup Table

Table 2-85 Galaxy_Trunk_Call_Count Table (continued)

Keys and Null
Field Name Description Data Type Option

TimeZone The time zone for the Central Controller. The int PK, NOT NULL
value is the offset in minutes from GMT.

PeripheralTimeZone The time zone in which the ACD is located. The |int NOT NULL
value is the offset in minutes from GMT.

TerminationType Valid options include: smallint NOT NULL

8 = Direct Inward Dial (DID)

14 = Inter-tandem

26 = Off-Network Access Line

41 = Tie Line

47 = Operator Service

50 = Operator Service Feature Group D
51 = Australian Off-Network Access Line
52 = Australian Tie Line

53 = Australian Direct Gate Dial

54 = DNIS

64 = Directory Assistance Intercept

65 = ISDN

TrunkIGroup Galaxy identifier for the Trunk Information smallint NOT NULL
Group that contains this trunk.

CallCount Number of calls counted on the trunk. smallint NOT NULL

RecoveryKey A value used internally by the ICM software to |float AK1, NOT
track virtual time. NULL

Related tables:

Peripheral (via PeripherallD)
Trunk (via TrunkID)

Galaxy_Trunk_IGroup Table

Central database only.

This table applies to Rockwell Galaxy ACDs only. Each row provides information about a trunk
information group configured on a Galaxy ACD.

Table 2-86 Galaxy_Trunk_IGroup Table

Keys and Null
Field Name Description Data Type Option
DateTime The Central Controller date and time at the beginning |datetime PK, NOT NULL
of the reporting interval.
PeripherallD The ICM software identifier for the ACD. smallint PK, FK, NOT
NULL
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Galaxy_Trunk_IGroup Table [ |

Table 2-86 Galaxy_Trunk_IGroup Table (continued)

Keys and Null

Field Name Description Data Type Option

IGroupID The Galaxy identifier for the trunk I-group. smallint PK, NOT NULL

TimeZone The time zone for the Central Controller. The value is |int PK, NOT NULL
the offset in minutes from GMT.

TrunkGrouplID The ICM software identifier for the trunk group int FK, NULL
associated with this I-group.

PeripheralTimeZone The time zone for the ACD. The value is the offset in |int NOT NULL
minutes from GMT.

SecondsInPeriod Number of seconds in the reporting period. smallint NOT NULL

GateAssignment The Galaxy identifier of the gate to which the I-group |tinyint NOT NULL
is assigned.

GateValid Indicates whether all trunks in the I-group remained |tinyint NOT NULL
assigned to the gate for the entire reporting interval.

CallsHandled Number of external calls on this trunk group that were |smallint NOT NULL
answered.

CallsAbandoned Number of external calls on this trunk group that were |smallint NOT NULL
lost before being answered.

CallsHeld Number of external calls that exceed a specified smallint NOT NULL
system threshold before being answered or abandoned.

OutCalls Number of calls made on outbound trunks. smallint NOT NULL

LoadTransferOut This field applies to Galaxy-8 ACDs only. smallint NOT NULL

OutODCallsAccepted Number of overflow/diversion-out calls made on smallint NOT NULL
tie-lines in this group and accepted by the receiving
node.

OutODCallsRejected Number of overflow/diversion-out calls made on smallint NOT NULL
tie-lines in this group and rejected by the receiving
node.

InODCallsHandled Number of overflow/diversion-in calls accepted on smallint NOT NULL
tie-lines in this group and eventually answered.

InODCallsAbandoned Number of overflow/diversion-in calls accepted on smallint NOT NULL
tie-lines in this group, but lost before being answered.

InODCallsRejected Number of overflow/diversion-in calls offered on smallint NOT NULL
tie-lines in this group, but rejected.

ISDNCallByCallRejects Number of ISDN calls rejected by this I-group because |smallint NOT NULL
of call-by-call service limitations.

ISDNCallsWIthAniSid Number of ISDN calls on this I-group for which ANI |smallint NOT NULL
was received.

TrunkAssignedTime Total time, in seconds, that trunks were assigned to this |int NOT NULL
I-group.

AllTrunksBusyTime Total time, in seconds, that all trunks in the I-group int NOT NULL
were busy.
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Table 2-86 Galaxy_Trunk_IGroup Table (continued)
Keys and Null
Field Name Description Data Type Option
TrunkIdleTime Total time, in seconds, that trunks in the I-group were |int NOT NULL
not busy with in or out calls.
OutCallTalkTime Total time, in seconds, that trunks in this I-group were |int NOT NULL
used for outbound calls.
LoadODOutHoldTime Total time, in seconds, that tie-lines and load transfer |int NOT NULL
trunks in this I-group were used for overflow/diversion
and load transfer of out calls.
RecoveryKey A value used internally by the ICM software to track |float AK1, NOT
virtual time. NULL

Related tables:

Peripheral (via PeripherallD)

Trunk Group (via TrunkGroupID)

Group_Security_Control Table

Each row describes the access members of a group have for a specific object. This table is used as an
intermediate step in creating User_Security_Control records for each member of the group.

Table 2-87 Group_Security_Control Table

Keys and Null
Field Name Description Data Type Option
UserGroupName Identifies the user group. Only groups of type ‘G’ are varchar(30) IE1, NOT NULL
referenced.
ObjectType Together with ObjectID, identifies the object. int IE1, NOT NULL
ObjectID Together with ObjectType, identifies the object. int IE1, NOT NULL
OriginClassID If the access to the object was inherited from a class, this |int NOT NULL
field identifies that class. Otherwise, it is O.
OriginObjectID If the access to the object was inherited from another int NOT NULL
object, this field identifies that object. Otherwise, it is 0.
AccessLevel Identifies the level of access group members have to the |int NOT NULL
object.
UserGroupID Identifies the user group. int IE2, NOT NULL

Related tables:

User Group (via UserGroupName and UserGroupID)

] Cisco ICM Software Database Schema Handbook

78-11677-04 |



| Chapter2

Table Details

Logger_Admin Table

Central database only.

Logger_Admin Table I

Contains one record of information for each administrative task the ICM software applies to the central
database. Specifically, this table tracks Purges and Update Statistics operations. These operations are run

automatically as scheduled jobs.

Table 2-88 Logger_Admin Table

Field Name Description Data Type Keys and Null Option
RecoveryKey A value used internally by the ICM software to track |float PK, NOT NULL
the time the record is created.
ScheduledAt Date and time the scheduled job executed. datetime IE1, NOT NULL
TableName The name of the database table on which the operation |varchar(32) IE1, NOT NULL
was performed.
FunctionName The operation performed; for example, Purge or varchar(32) IE1, NOT NULL
Update Statistics.
DateTime The date and time at which the scheduled job was datetime IE2, NOT NULL
submitted.
Retain For a Purge operation, the number of days records are |int NULL
retained. Records older than this are deleted in the
Purge.
FromRecoveryKey For a Purge operation, the recovery key of the earliest |float NULL
record purged.
ToRecoveryKey For a Purge operation, the recovery key of the most float NULL
recent record purged.
StartTime Time at which the operation started. datetime NULL
EndTime Time at which the operation completed. datetime NULL
RowsPurged For a purge operation, the number of rows purged. int NULL

ICR_Globals Table

Table 2-89 ICR_Globals Table

Contains a single record containing general information about the ICM configuration.

You can use ICM Configuration Manager to modify some fields of the ICR_Globals records.

Keys and Null

Field Name Description Data Type Option
CompanyName Name of the customer. varchar(32) NULL
KeepNScriptVersions Maximum number of script versions to retain |[smallint NOT NULL

for each master script. If the value is 0, all

versions are retained.

Cisco ICM Software Database Schema Handbook
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I ICR_Globals Table

Table 2-89 ICR_Globals Table (continued)

Field Name

Description

Data Type

Keys and Null
Option

PartitioningIndicator

Indicates whether or not partitioning is
enabled. Valid options are:

Y = Partitioning is enabled.
N = Partitioning is not enabled.

char(1)

NULL

CCDomainName

The name of the NT domain that contains the
ICM Central Controller.

varchar(32)

NOT NULL

MaxPartitions

The maximum number of partitions that can be
configured for the system if partitioning is
enabled.

int

NOT NULL

ICRType

Valid options include:

0 = Standard
1 =NAM
2 = CICM

int

NOT NULL

MinScriptSchedTime

The shortest interval, in seconds, at which an
administrative script can be scheduled.

int

NOT NULL

DefaultCallTypelD

Identifies a general default call type. This
default is used if a call does not map to a
specific call type and no default call type is
defined for the associated routing client.

int

FK, NULL

CallTypeServiceLevel Threshold

The time in seconds to be used as the service
level threshold for this call type. The default
value is 20.

smallint

NULL

CallTypeServiceLevel Type

Default value that indicates how the ICM
software calculates the service level (that is,
how it handles abandoned calls in calculating
the service level). You can override this default
for individual services. The default value is 1.

smallint

NULL

CallTypeAbandonCallWaitTime

The minimum time in seconds an incoming call
of this type must be queued before being
considered an abandoned call if the caller
hangs up. The default value is 5.

smallint

NULL

DefaultNetworkTargetID

Identifies the default network VRU to use for a
customer that has no network VRU defined or
for a dialed number that is not associated with
a customer.

int

FK, NULL

MaxCorrelationNumber

The maximum value to be used as a correlation
value for calls sent to a network VRU.

int

NULL

MinCorrelationNumber

The minimum value to be used as a correlation
value for calls sent to a network VRU.

int

NULL

EnableExpandedCallContext

Indicates whether expanded call context is
enabled for the ICM. Valid options are:

Y = ECC is enabled.
N = (Default) ECC is not enabled.

char(1)

NOT NULL
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ICR_Globals Table W

Table 2-89 ICR_Globals Table (continued)

Keys and Null
Field Name Description Data Type Option

CLIDMaskingEnable Valid options are: char(1) NOT NULL

Y = CLID masking is enabled.
N = CLID masking is not enabled.

CLIDMaskingDigitsToMask The number of digits of CLID to mask. int NULL
CLIDMaskingRemoveDigits Valid options are: char(1) NULL

Y = Remove digits.
N = Mask digits.

CLIDMaskingMaskCharacter The character to use when masking digits. varchar(1) NULL

External Authentication Enables the use of an external authenticator char(1) NOT NULL
with the Configuration Management Service
(CMS) for the LoginName in the Person table.
Valid options are:

Y = External authenticator enabled.
N = External authenticator not enabled.

LoginCaseUnique Specifies whether or not LoginNames in the char(1) NOT NULL
Person table are case-sensitive. Valid options
are:

Y = Indicates that LoginNames in the Person
table are case sensitive.

N = Indicates that the case of LoginNames in
the Person table does not matter.

Notes: (1) Changing this property will cause
ALL person login names in the database to be
changed appropriately.

(2) It is possible that not all person records can
be converted from case sensitive to not case
sensitive or the reverse. This can happen if
changing the case causes a name conflict with
other login names in the system.

MinPasswordLength Specifies a minimum password length for a int NOT NULL
Person.

ChangeStamp Incremented when the record is changed in the |int NOT NULL
central database.

Related tables:

Call Type (DefaultCallTypeID maps to Call_Type.CallTypelD)
Network VRU (DefaultNetworkTargetID maps to Network_VRU.NetworkTargetID)
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I ICR_Instance Table

ICR_Instance Table

Each row defines an ICM instance. For a Network Applications Manager (NAM), you should configure
an instance for each associated Customer ICM.

Use ICM Configuration Manager to create, update, or delete an ICM instance.

Keys and Null
Field Name Description Data Type Option
ICRInstancelD A unique identifier for the instance. int PK, NOT
NULL
NetworkICRInstancelD The Network ICM instance, if any, associated with int 1IE1, FK,
the instance. NULL
EnterpriseName An enterprise name for the instance. This name must | varchar(32) AK1, NOT
be unique for all ICM instances in the enterprise. NULL
Number The number the identifies the instance in ICM Setup. | int NOT NULL
Type Indicates whether the instance is Network ICM or a | smallint NOT NULL
Customer ICM.
LastUpdateKey Key value this instance received from the NAM with | float NULL
the last configuration update.
Description Any additional information about the instance. varchar(255) NULL
ChangeStamp Incremented when the record is changed in the int NOT NULL
central database.
Related tables:
Application Gateway (via ICRInstancelD)
Customer Definition (via ICRInstancelD)
ICR Node (via ICRInstancelD)
ICR_Locks Table
Contains information about system locks currently held by users.
Table 2-90 ICR_Locks Table
Keys and Null
Field Name Description Data Type Option
LockType The type of the lock. int PK, NOT NULL
LockID Identifies the object that is locked. For example, fora |int PK, NOT NULL
Script lock, LockID holds the ScriptID value.
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Table 2-90 ICR_Locks Table (continued)

ICR_Node Table H

Keys and Null
Field Name Description Data Type Option
LockName The name of the object that is locked. For example, |varchar(255) NOT NULL
for a Script lock, LockName holds the name of the
script.
DateTime The date and time at which the lock was obtained. datetime NOT NULL
UserName The name of the user who holds the lock. varchar(32) NOT NULL
SystemName The system from which the user obtained the lock. varchar(32) NOT NULL
DataFld Additional information the ICM software maintains |varchar(255) NULL
for the lock.
ChangeStamp Incremented when the record is changed in the central |int NOT NULL
database.
ReleaseOnSend Indicates whether the ICM software should int NOT NULL
automatically release the lock when the associated
data are saved to the ICM database.

ICR_Node Table

Each row represents a real- time distributor associated with an ICM instance. On a Network ICM, you
must configure the distributors associated with each Customer ICM. The Network ICM needs this
information to forward certain configuration changes.

Use ICM Configuration Manager to create, modify, or delete an ICM node.

Table 2-91 ICR_Node Table

Keys and Null
Field Name Description Data Type Option
ICRNodelID A unique identifier for the node. int PK, NOT NULL
ICRInstancelD The ICM instance associated with the node. int 1IE1, FK, NOT
NULL
EnterpriseName An enterprise name for the node. This name must be |varchar(32) AK1, NOT
unique for all nodes in the enterprise. NULL
Type The type of node: smallint NOT NULL
1 = Primary Distributor
2 = Backup Distributor
DomainName The name of the NT domain that contains the node. |varchar(32) NOT NULL
SystemName The host name of the machine on which the node runs. |varchar(32) NOT NULL
ConfigParam Parameters to be passed to the node at initialization. |varchar(255) NULL
Description Additional information about the node. varchar(255) NULL
ChangeStamp Incremented when the record is changed in the central |int NOT NULL
database.
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I ICR_View Table

Related tables:

ICR Instance (via ICRInstanceID)

ICR_View Table

Each ICR_View describes how the ICM software interprets the data imported for a schedule. The

individual columns within the view are described in associated View_Column rows.

Table 2-92 ICR_View Table

Keys and Null
Field Name Description Data Type Option
ICRViewlID A unique identifier for the view. int PK, NOT NULL
ViewName The name of the view. varchar(32) NOT NULL
EnterpriseName A unique name for the view. varchar(32) AKI1, NOT
NULL

ViewType The type of view. int NOT NULL
BaseTableName The name of the table in the system from which itis |varchar(32) NOT NULL

imported.
ReadBaseTable Indicates whether fields in the Schedule Import table |char(1) NOT NULL

can be read directly rat