
SuperOffice Expander SDK – Customer Service Database Tables

S_MESSAGE

PK id

 plain_message
 html_message
 sms_message
 description
 subject
 header_field
 flags
 folder_id
 inline_images
 register_views
 access_key

S_ATTACHMENT

PK id

FK1 attachment_id
FK2 message_id

S_SENT_MESSAGE

PK id

FK3 shipment_id
FK2 message_id
FK1 customer_id
 email
 when_sent
 when_read

S_SHIPMENT

PK id

 description
FK1 message_id
 start_date
 end_date
 from_addr
 reply_addr
 smtp_serv
 smtp_port
 send_rate
 status
 recipients
 actual_rate
 actual_time
 actual_count
 current_sender
 ticket_owner
 ticket_category
 flags
 folder_id
 configuration

S_SMTP_SERVERS

PK id

FK1 shipment_id
 smtp_server
 smtp_port

S_WASHING

PK id

 email_addr
 bounce
 shipments
 type

S_LIST

PK id

 type
 name
 washed
 washing_percent
 flag
 number_of_elements
 folder_id
FK1 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

S_LIST_CUSTOMER

PK id

FK2 list_id
FK1 customer_id

S_LIST_ELEMENT

PK id

FK1 list_id
 address
 name
 sms

S_LIST_SHIPMENT

PK id

FK1 list_id
FK2 shipment_id
 type

S_LINK

PK id

 url
 hits
 description
 last_reset
 status
 extra_field
 value
 folder_id
FK2 script_id
 ticket_title
FK1 ticket_category
FK6 ticket_priority
FK5 ticket_owned_by
FK3 remove_from_selection
FK4 add_to_selection
 template_text
 redirect_is_url

S_LINK_CUSTOMER

PK id

FK1 customer_id
FK2 link_id
FK3 shipment_id
 pressed
 link_type
 page

S_LINK_CUSTOMER_STATICAL

PK id

 email
FK1 link_id
FK2 shipment_id
 pressed
 link_type
 page

eMarketing

PERSON

PK person_id

FK6 contact_id
 rank
 lastname
 firstname
 mrmrs
 title
FK11 text_id
FK10 position_idx
 year_of_birth
 month_of_birth
 day_of_birth
 phone_present
FK15 userdef_id
 registered
FK1 registered_associate_id
 updated
FK2 updated_associate_id
 person_number
 kanalname
 kanafname
 post1
 post2
 post3
 usepersonaddress
 middleName
 source
 nomailing
FK7 country_id
FK14 userdef2_id
 retired
 activeInterests
 updatedCount
 associate_id
 group_id
 salutation
 department
 initials
 gender
FK4 business_idx
FK5 category_idx
FK13 tzLocationId
 sentInfo
 showContactTickets
FK12 ticketPriorityId
FK8 supportLanguageId
FK3 supportAssociateId
FK9 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified
 blockEmarketing

S_SHIPMENT_ADDR

PK id

FK2 shipment_id
 address
 name
 timestamp
FK1 customer_id
 type
 sender_nr
FK3 ticket_id

KB_ENTRY

PK id

FK3 category_id
 title
 question
 answer
 keywords
 access_level
FK2 created_by
 sort_order
 last_changed
 read_count
 score
 score_weight
 flags
 status
 expire_date
FK4 workflow_phase
FK1 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

KB_CATEGORY

PK id

FK3 parent_id
 name
 fullname
 description
 sort_order
 access_level
 inherited_access_level
FK2 created_by
 access_check
FK1 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

KB_WORKFLOW

PK id

FK1 next
FK2 previous
 name

KB_ATTACHMENT

PK id

FK2 entry_id
FK1 attachment_id

KB_ENTRY_COMMENT

PK id

FK2 kb_entry_id
 time_posted
 publish_status
 author
FK3 customer_id
 body
FK1 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

KB_ENTRY_KEYWORD

PK id

FK1 kb_entry_id
 keyword

KB_ENTRY_LOG

PK id

FK2 kb_entry_id
FK1 user_id
 log_when

KB_GROUP_ENTRY

PK id

FK2 kb_group_id
FK1 kb_entry_id
 sort_pos

KB_HTTP_LINK

PK id

FK1 entry_id
 name
 http_link

WORD_RELATIONS

PK id

FK2 entry_word_id
FK1 entry_id
 used
 origin

Knowledge Base / FAQ

KB_ENTRY_WORDS

PK id

 word
 score
 origin

DBI_AGENT_FIELD

PK id

FK1 agent_id
 field_name

DBI_AGENT_SCHEDULE

PK id

FK1 agent_id
FK2 script_id
FK3 schedule_id
 sent_objects
 received_objects
 id_string

DBI_AGENT

PK id

 name
 id_string
 protocol
 path

Database Integration

Some Table

PK id
...
dbi_agent_id
dbi_key
dbi_last_syncronized
dbi_last_modified

HIERARCHY

PK id

 domain
FK1 parent_id
 name
 fullname

Hierarchy

TICKET

PK id

FK8 connect_id
 title
 created_at
 last_changed
 activate
 closed_at
FK4 created_by
 author
FK5 owned_by
FK2 category
FK3 orig_category
 slevel
 status
FK11 ticket_status
FK7 cust_id
FK9 priority
FK10 orig_priority
 alert_level
 alert_timeout
 alert_stop
 read_by_owner
 first_read_by_owner
 first_read_by_user
 read_by_customer
FK6 filter_id
 display_filter
 replied_at
 time_to_reply
 time_to_close
 real_time_to_reply
 real_time_to_close
 read_status
 has_attachment
 deadline
 filter_address
FK1 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

EJUSER

PK id

 loginname
FK5 usergroup
 username
 password
 firstname
 middlename
 lastname
 email
 access_level
 status
 signature
 notify_mask
 email_mask
 sms_mask
 language
 dictionary
FK3 default_category
 textareasize
 flags
FK4 last_category
FK6 profile_id
 hidden_bag_bitset
 notify_external_lock
 notify_external_source
 login_attempts
 last_login_attempt
 idle_time
 default_user
 sms
 new_gui
FK2 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified
 minute_offset
 date_format
 simultaneous_login
FK1 picture_id
 not_present
FK7 default_status_new_ticket
FK8 default_status_add_message
 num_expanded_messages
 date_format_string
 time_format_string
 date_format_long_string

Default
category

Last category

Created by

Owned by

PERSON

PK person_id

FK6 contact_id
 rank
 lastname
 firstname
 mrmrs
 title
FK11 text_id
FK10 position_idx
FK15 userdef_id
 registered
FK1 registered_associate_id
 updated
FK2 updated_associate_id
 person_number
 kanalname
 kanafname
 post1
 post2
 post3
 usepersonaddress
 middleName
 source
 nomailing
FK7 country_id
FK14 userdef2_id
 retired
 activeInterests
 updatedCount
 associate_id
 group_id
 salutation
 department
 initials
 gender
FK4 business_idx
FK5 category_idx
FK13 tzLocationId
 sentInfo
 showContactTickets
FK12 ticketPriorityId
FK8 supportLanguageId
FK3 supportAssociateId
FK9 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified
 blockEmarketing

TICKET_PRIORITY

PK id

 name
 status
 flags
 mon_start
 mon_stop
 tue_start
 tue_stop
 wed_start
 wed_stop
 thu_start
 thu_stop
 fri_start
 fri_stop
 sat_start
 sat_stop
 sun_start
 sun_stop
 non_dates
 deadline
 sort_order
 ticket_read
 changed_owner
 ticket_newinfo
 ticket_closed
 ticket_changed_priority
 ticket_new

Priority

Orig priority

TICKET_STATUS

PK id

 status
 ts_rank
 name

EJ_MESSAGE

PK id

FK5 ticket_id
 search_title
 created_at
FK3 created_by
 type
 message_category
 author
 slevel
 message_id
 time_spent
 time_charge
 body
 html_body
 email_header
 debug_info
 mail_sorter
FK4 customer_id
FK1 body_attachment
FK2 html_body_attachment
 html_body_inline_converted

Created_By

Ticket_id

HOTLIST

PK id

FK1 user_id
FK2 ticket_id

NOTIFY

PK id

 type
 expires
FK3 user_id
FK4 owner_id
FK5 ticket_id
FK2 user2_id
FK1 category_id
 chat_topic_id
 chat_nick_name
FK6 ticket_alert_id
 custom_message

OUTBOX

PK id

FK2 ticket_id
FK1 message_id
 subject
 from_email
 from_envelope
 rcpt
 mail_size
 created
 status
 retries
 next_retry
 pid
 last_error
 type

TICKET_CUSTOMERS

PK id

FK2 ticket_id
FK1 customer_id

ATTACHMENT

PK id

 content_type
 name
 att_size
 auth_key
 charset
FK1 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

Html_body_attachment

Body_attachment

Picture_id

INVOICE_ENTRY

PK id

FK1 message_id
 description
FK2 type
 quantity
 price_pr_unit
 discount
 date_invoiced
 discount_money
 ie_sum

MESSAGE_CUSTOMERS

PK id

FK1 message_id
FK2 customer_id
 email

MESSAGE_HEADER

PK id

FK1 message_id
 type
 name
 value
 std_item
 std_item_col

TICKET_ATTACHMENT

PK id

FK1 attachment_id
FK2 message_id
 content_id
 inline_image

CONTACT

PK contact_id

 name
 kananame
 department
 number1
 number2
FK1 associate_id
FK8 country_id
FK5 business_idx
FK6 category_idx
 xstop
 nomailing
 registered
FK2 registered_associate_id
 updated
FK3 updated_associate_id
FK12 text_id
FK7 mother_id
FK16 userdef_id
 orgNr
 soundEx
 source
FK15 userdef2_id
 activeInterests
 updatedCount
FK17 group_id
FK14 tzLocationId
FK13 ticketPriorityId
 deleted
FK9 supportLanguageId
FK4 supportAssociateId
FK11 supportPersonId
FK10 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

Ticket

EJ_CATEGORY

PK id

FK1 parent_id
 name
FK2 category_master
 fullname
 flags
 delegate_method
 delegate_counter
 external_name
 closing_status
 msg_closing_status
 assignment_lag
FK3 reply_template

category

Orig category

MAIL_IN_FILTER

PK id

 server_type
 pop_server
 pop_user
 pop_password
 domain
 address
FK2 category_id
FK4 priority
FK3 reply_template_id
 checkwait
 next_check
 noautoreply
 last_success
 last_try
 importmail_pid
 status
 last_error
 num_seq_failures
 keep_headers
FK1 language_id

CUST_LANG

PK id

 name
 lang_code
 virtual_domain
 web_domains
 email_domains
 email_header
FK1 kb_root
 is_default

EJ_CATEGORY

PK id
             ......
FK3 reply_template

REPLY_TEMPLATE

PK id

 name
 description
FK2 folder_id
FK1 owned_by
 last_changed
 access_level
 flags

TICKET_PRIORITY

PK id

 name
 status
 flags
 mon_start
 mon_stop
 tue_start
 tue_stop
 wed_start
 wed_stop
 thu_start
 thu_stop
 fri_start
 fri_stop
 sat_start
 sat_stop
 sun_start
 sun_stop
 non_dates
 deadline
 sort_order
 ticket_read
 changed_owner
 ticket_newinfo
 ticket_closed
 ticket_changed_priority
 ticket_new

INBOX

PK id

FK2 mail_in_filter
FK1 locking_id
 uidl
 created
 imported
 status
 mail_size
 next_retry

MAIL_ALIAS

PK id

FK1 filter_id
 alias

MAIL_IN_UIDL

PK id

FK1 filter_id
 uidl
 last_checked
 status
 retries

MS_FILTER_MAIL

PK id

FK2 mail_sorter_id
FK1 mail_in_filter_id

MS_TRASHBIN

PK id

FK2 mail_sorter_id
FK1 mail_in_filter_id
 when_trashed
 subject

TICKET

PK id

FK8 connect_id
 title
 created_at
 last_changed
 activate
 closed_at
FK4 created_by
 author
FK5 owned_by
FK2 category
FK3 orig_category
 slevel
 status
FK11 ticket_status
FK7 cust_id
FK9 priority
FK10 orig_priority
 alert_level
 alert_timeout
 alert_stop
 read_by_owner
 first_read_by_owner
 first_read_by_user
 read_by_customer
FK6 filter_id
 display_filter
 replied_at
 time_to_reply
 time_to_close
 real_time_to_reply
 real_time_to_close
 read_status
 has_attachment
 deadline
 filter_address
FK1 dbi_agent_id
 dbi_key
 dbi_last_syncronized
 dbi_last_modified

Incoming Message Filtering

HIERARCHY

PK id

 domain
FK1 parent_id
 name
 fullname

HIERARCHY

PK id

 domain
FK1 parent_id
 name
 fullname

TICKET_ALERT

PK id

FK11 priority
 alert_level
 alert_timeout
 action
FK2 delegate_to
FK1 script_id
 email_to
 sms_to
FK3 reply_template_id_customer
FK4 reply_template_id_user
FK5 reply_template_id_catmast
FK6 reply_template_id_email
FK7 rti_customer_sms
FK8 reply_template_id_user_sms
FK9 reply_template_id_catmast_sms
FK10 reply_template_id_sms

Delegate to

Ticket Read status
1 = Green: Read by owner
2 = Yellow: New info
3 = Red: Not read

Ticket SLevel
1 = internal
    - don’t show in customer center.
2 = external

Ticket Alert Level
Escalation level = Ticket_Alert.Alert Level

INVOICE_TYPE

PK id

 name
 description
 price_pr_unit
 flags

Ticket_Priority define 
escalation rules for Tickets.

Protocol = file/http
Path = URI used when 
contacting the agent

KB_Entry_Keyword 
defines the keywords 
used for search matching 
and classification.

KB_Entry_Words is 
automatically populated 
from the text in the entry 
question, answer and 
title. It is used for search 
result weighting.

EJSCRIPT

PK id

FK1 hierarchy_id
 description
 include_id
 access_key
 body
 html_output

SCHEDULE

PK id

 domain
 status
 frequency
 asap
 disabled
 stop
 name
FK1 after_schedule_id
 minute_interval
 weekdays
 months
 min_of_hour
 day_of_month
 time_of_day
 once_at
 next_execution
 last_execution
 execution_time
 lock_expire
 lock_pid
 lock_ttl
 error_message
 last_error
 retries
 retry_interval

Some Table describes an 
entity that is synchronized 
or connected with an 
external system.

DBI_Key is the id in the 
external system, similar to 
the Sales & Marketing 
Foreign-Key system.

Field_name describes 
which fields to disable 
because they are 
populated from an 
external system.

Automated reply based 
on incoming mail 
categorization.

Person recipient tracking

S_BOUNCE_SHIPMENT

PK id

FK2 shipment_id
FK1 customer_id
 email

Tracking links in messages.

Incoming message in Inbox leads to 
automatic creation of Ticket and 
EJ_Message.

Message downloaded to 
file located in 
text\inbox\inbox.id

Et cetera ad infinitum

Non-person recipient tracking

Recipient persons

Static list of addresses.
Non-person recipients.

Rejected messages.
Email set if non-person.

Batch of messages

Snapshot of address list when 
shipment starts.

Recipients are removed from 
this list, and moved to  the 
s_sent_message list.

Secondary + Primary contacts

Ticket.Cust-id = Primary contact for ticket

No parent = -1

Attachment stored in file 
on disk.

Ticket Status.Status
1 = Open
2 = Closed
3 = Inactive
4 = Deleted
5 = Connected

ejUser Access Level – bit flags
0 = None
1 = List others
2 = Read others
4 = Edit others
8 = Edit own prefs
16 = Category administration
32 = User administration
64 = eJournal administration
128 = Access to Statistics
256 = Access to Documents

ejUser Status
0 = None
1 = Normal
2 = Not available
3 = Deleted
4 = Read-Only
5 = E-marketing

1024 = Edit Profile
2048 = List only own
4096 = Read only own
8192 = Edit only own
16384 = Chat
32768 = Chat admin
65536 = e-Marketing
131072 = FAQ edit
262144 = FAQ admin

Flags
1 = Internal 
2 = Only for 
    logged-in users
4 = Default to 
    category owner
8 = List on main
    links to category
16 = Delegate new 
    message if owner
    is unavailable.
32 = Delegate to
    support associate.
128 = Visible for
    members only.

User + System tables

Contact + Person

Sale

Appointment + Document

Lists, Preferences, DB integration

Travel + Satellite

Knowledge Base

Ticket

Project

Color key

eMarketing

Symbols

Mandatory

Optional

Zero or more

One or more

EJSCRIPT

PK id
FK1 hierarchy_id

EJ_ROLE

PK id
FK1 user_group

EJUSER

PK id
FK5 usergroup

EXTERNAL_DOCUMENT

PK id
FK4 hierarchy_id
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