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1 Introduction

1.1 Outstanding Issues

	Reference
	Issue

	1.
	


1.2 Document Purpose

This document details the Sky CRM interface Schedule Customer Feedback Data Transfer Interface. The purpose of this document is to provide ETL developers with a functional specification create a technical design for and then construct the Schedule Customer Feedback Data Transfer Interface. It details the business background, source and target data structures as well as providing a source to target mapping.

The target audience for this document is:

	Audience
	Rationale



	ETL developer
	To be used for interface development

	MIDAS development team
	This interface will form part of an end to end solution between Chordiant and MIDAS and therefore the MIDAS development team will use the target staging tables defined within this document as a source for the transformation and load to MIDAS

	Chordiant development team
	To ensure interaction with Chordiant is correct and satisfactory


1.3 Dependencies

	Reference
	Dependency

	1.
	Functional Design is the key dependency for all parties. Functional Design should be agreed and frozen before any development begins.

	2.
	The functional design is dependent upon the Chordiant datamodel.  Changes to this, whether during Increment 2.3 or subsequent to 2.3 may result in changes to this functional design 

	3.
	The relevant sections of document ‘DV_Extract Period Criteria- OVERRIDE OF EXISTING FDs.doc’ are to be used to overwrite the corresponding parts of this document as part of the resolution to Defect 5679.


1.4 Assumptions

	Reference
	Assumption

	1.
	The Chordiant datamodel is not frozen. The source tables in Chordiant should be treated as final, and any changes that are made to the model, during the modelling of subsequent Increment 2.3 functional areas, will be raised as change requests and result in an update to this Functional Design document.

	2.
	A CSR may be in the middle of contact process when the interface extract commences. This will result in only the BSBFEEDBACK record being up to date in the extract. The data from the later part of the process that occurs after the interface runs will not be extracted. The volume of data, which is in the middle of being processed, will amount to 0.0005% of the total daily records. Volume calculations are included in the section 7.1, and require confirmation from the Define team.

	3.
	When a feedback record is created or modified, Chordiant updates the BSBFEEDBACK table prior to updating the BSBGENERALENQUIRY table. When a BSBGENERALENQUIRY record is modified, this will result in the associated record in BSBFEEDBACK being updated with a new lastupdate date from the server.

	4.
	The customer feedback interface will not transfer attributes held on the Chordiant job table.  These may be required in the Warehouse and will need to be interfaced in separately. If a separate job interface does not exist and is required then a CR will be raised to include this extract as part of the Increment 2.3 deliverable.


2  seq Para \r0 \h Interface Definition

2.1 Background and Overview

Customer feedback data is required from Chordiant for the MIDAS datawarehouse. Customer feedback covers the following processes:

· A person contacts Sky to give feedback, which results in no further action being required by Sky.

· A person phones Sky to give feedback, which requires Sky to take some form of action.

· A Sky employee is tasked with resolving general enquiries made during customer feedback.

All the above processes also apply to customers, authorised contactors, miscellaneous contactors and anonymous contactors, i.e. where there are no contactor records held on Choridant for the contactor.

This interface will extract all new and modified information relating to the processes above. This data will be used to populate the MIDAS data warehouse staging tables relating to this dimension.

Please note the application of document ‘DV_Extract Period Criteria- OVERRIDE OF EXISTING FDs.doc ‘ as specified in the Dependencies section of this Functional Design

2.2 Interface Scope and Responsibility

This interface extracts data associated with customer feedback in Chordiant. This interface will be scheduled to run as a batch at a set time. Customer feedback data will be extracted from the Chordiant tables. All records that have either been created or modified since the last interface ran will be extracted and used to populate the MIDAS staging table for Customer Feedback dimensional data.

The interface will identify which are new and modified customer feedback records. Only this delta of Chordiant customer feedback data will be extracted into the ETL schema and then inserted into the MIDAS staging area.

The scope of this interface commences with the extract of data from Chordiant and ends with the population of the MIDAS staging table. Once the MIDAS staging table has been populated, MIDAS is responsible for using the staging table data to populate the datawarehouse.

2.3 System Overview Diagram

This diagram illustrates how this interface fits into the overall integration ETL solution for the CRM project, increment 2.3.

The highlighted arrows illustrate the data flow created by the Schedule Customer Feedback Data Transfer Interface[image: image4.emf].

Figure 1: ETL System Overview Diagram
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 seq Para \r0 \h Data Sources

2.4 Overview

The following section outlines the design specifications for the interface that relate to the sending system. This includes the definition of the source system pre-processing requirements and details of source data structures.

The source system is Chordiant, a CRM application. The application runs on an Oracle database on a Unix platform.

2.5 Source System(s) Pre-Processing

There are no processing requirements in Chordiant that affect the operations of the Schedule Customer Feedback Data Transfer Interface. The interface will extract all records that have been created or modified since the last extract of customer feedback data, this will be established by interrogating the time at which all feedback records where last updated.

2.6 Source System(s) Data Structure

The source system Chordiant holds data on customer feedback data in the two source tables: BSBFEEDBACK and BSBGENERALENQUIRY. Three views are sourced from the reference data manager schema to lookup descriptions in the two core source tables: v_BSBFEEDBACKCATEGORY, v_BSBFEEDBACKREASON and v_PICKLIST. The format of these Oracle tables and view are detailed in section 0. The relationship with the relevant primary and foreign keys between the Chordiant entities is shown below:

[image: image2.wmf]BSBGENERALENQUIRY
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2.6.1 Source 1: BSBFEEDBACK

This table holds feedback data from the contactor. If the feedback does not require any additional actions to occur, then this is the only table that is populated with feedback data. If further actions are required then a CSR will follow up the feedback. The CSR will retrieve the feedback record, along with the associated record in BEBGENERALENQUIRY, and modify the records as required. In both cases the BSBFEEDBACK table is always updated first. The lastupdate field on this table is used as the key to determine which records have been created or modified since the last extraction.

2.6.2 Source 2: BSBGENERALENQUIRY

Records are created in this table when feedback from a contactor requires further action to be taken. In this case a record is created in this table after a feedback record has been inserted into the BSBFEEDBACK table. The CSR taking the feedback will then assign this general enquiry to a job. The records in this table will be amended in the same fashion as detailed in section 3.3.1.

2.6.3 Source 3: v_PICKLIST

The Chordiant reference data manager schema owns this view. The view is sourced by a picklist table, which contains the lookup description for status code used in the BSBGENERALENQUIRY table 

2.6.4 Source 4: v_BSBFEEDBACKCATEGORY

The Chordiant reference data manager schema owns this view. This view contains the descriptions to match the category Ids stored in the BSBFEEDBACK table.

2.6.5 Sourec 5: v_BSBFEEDBACKREASON

The Chordiant reference data manager schema owns this view. This view contains the descriptions to match the reason Ids stored in the BSBFEEDBACK table.
2.7 Trigger for Extracting From Source

The Schedule Customer Feedback Data Transfer interface will be executed within a specified batch window, under the control of Control-M.  There are no dependencies on the source system for the interface to run, other than that the Oracle schemas containing the Chordiant and RDM tables are available for extract.  There are dependencies from the target, see section 6.1.
3 ETL seq Para \r0 \h  Process to Staging/receiving system

3.1 Overview

The interface will extract customer feedback data from the two tables and three views which hold descriptions of attributes in the customer feedback tables, as described in section 3.3. All new or modified records retrieved from the tables will be inserted into two temporary tables on the ETL schema, see section 10.

The two temporary tables in the ETL schema are of the same structure as the Chordiant source table, with the addition of the following fields:

· Batch ID – this is a unique number generated each time the interface is run.  The value is passed to the mapping via a parameter file.
· Creation Date – this is a timestamp created by a database trigger when records are inserted into the table.

· Source ID – this is a unique sequence generated by a reusable Informatica sequence.

· Source System – the name of the source system, in this case “Chordiant”
Once the temporary tables are populated the records are joined and used to populate the staging table in the MIDAS staging area, see section 4.2.

The interface will be run on a daily basis. The lastupdate date of the final record processed will be written to the control table, see section 4.3.5.2. This lastupdate date on the BSBFEEDBACK entity will be used in the next interface run to determine which new records have been created or modified since that point. An upper datetime limit will also be fed into the interface so that the extract can be limited as required.

3.2 Target Object

The Schedule Customer Feedback Data Transfer Interface will populate a single staging table in the MIDAS datawarehouse staging area. The staging table is called STIN_FEEDBACK and has a separate owner from the ETL schema. This table exists on an Oracle database. The staging table will be truncated by the MIDAS datawarehouse once they have processed all the staging table records fully in the datawarehouse. 

The records from the temporary tables INT_BSBFEEDBACK_TEMP and INT_BSBGENERALENQUIRY_TEMP will be joined and will then populate the staging table STIN_FEEDBACK. The additional fields are added and populated by triggers on the  MIDAS staging table:

· Load Date - this is a timestamp created by a database trigger when records are inserted into the table.

· Load Sequence Id – this is a populated by a sequence in the MIDAS staging area schema.

The staging table format is detailed in section 11.

3.3 Processing Logic

The diagram below shows the data flow from the source system, through to the staging tables, as per the scope of this interface:

Figure 2: Diagram Showing Interface Process Dataflow
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The processing logic is broken down in to the following five sections. Further detail of these sub-sections can be found in section 5.

3.3.1 Data Extraction

· If the interface status is set to an appropriate value, then a scheduling process will call the interface to run.

· Stored procedure creates a parameter file with parameter values created or extracted from the control table

· Maximum extract date

· Minimum extract date set using the lastupdate date from the previous interface run

· batch ID which is unique for this interface instance

· Once the Customer Feedback Interface is called the following processes are carried out.

· Truncate temporary tables: INT_BSBFEEDBACK_TEMP and INT_BSBGENERALENQUIRY_TEMP

· Extract new records from the tables in order of time, i.e. process the earliest records first.

· Extract records where the input parameter value of the lastupdate time < source table field lastupdate > the input parameter value of latest record to be extracted.

· Populate the temporary tables with the new records from the source tables and the additional fields batch ID, Source ID and Source System. See the mapping table in section 5.1.

· Commit records in temporary tables to the database.

If an error occurs then the restartability process required to reprocess records in the interface is detailed in section 6.2.

3.3.2 Data Validation

The status description is required from the picklist view. If the description is absent from the picklist then a text holding the code and codegroup is dynamically generated and defaulted in:

· Default message is ‘V_PICKLIST Failed: Code description does not exist where the code is ‘|| BSBGENERALENQUIRY ||’ when code group is GeneralEnquiryStatus’.

The feedback category description is required from the v_BSBFEEDBACKCATEGORY view. If the description is absent from the table then a text holding the foreign key will be dynamically generated and defaulted in:

· Default message is ‘v_BSBFEEDBACKCATEGORY Failed: Feedback Category foreign key is ‘ || BSBFEEDBACK.CATEGORYID || ‘, description does not exist.’

The feedback reason description is required from the v_BSBFEEDBACKREASON view. If the description is absent from the table then a text holding the foreign key will be dynamically generated and defaulted in:

· Default message is ‘v_BSBFEEDBACKREASON Failed: Feedback Reason foreign key is ‘ || BSBFEEDBACK.REASONID || ‘, description does not exist.’

The lookups and defaults required for the validation are detailed in the mapping table in section 5.2.

3.3.3 Data Transformation

The descriptions listed for the validation in section 4.3.2 above are created by lookups on the views: v_PICKLIST, v_BSBFEEDBACKCATEGORY and v_BSBFEEDBACKREASON. This lookup transforms the codes to a description when the records are extracted from the temporary tables and inserted into the staging tables.

The transformation is detailed in the mapping table in section 5.2.

3.3.4 Data Load

· Records created from the joined temporary tables are inserted into the staging table, see mapping table in section 5.2.

· Records are inserted in order of contact event creation date. 

· Records are committed to the database after a suggested 5000 records. The commit value can be configured in the interface tool if necessary.

· When all records are processed the staging table records are committed to the database.

· Following the successful load, the control status is updated to inform MIDAS that they can start processing the staging table records.

· Logging steps will take place using the control stored procedures after records are committed to the staging table, and upon completion of the interface see section 4.3.5.2.

· Once MIDAS has completed processing the staging table records, the status is update to indicate this.

· MIDAS truncates the staging table, so the table is empty and ready for the next interface run.

For details of the insert mapping from the temporary tables into the staging table, see section 5.2.

3.3.5 Common Components

3.3.5.1 Archiving

There are no archiving requirements for this interface.  The data held within the interface is stored only temporarily and truncated each time the interface is run. 

3.3.5.2 Logging

The integration ETL interfaces make use of the logging set up and procedures developed initially for Increment 2.1 of the programme.  All logging of data will be stored in a common table, see Section 10.1.3 for the table structure.

This control table is both read from and written to during the interfacing process.  The table is only written to or read from via standard stored procedures, not from the ETL tool, and the records are only updated, new ones are not inserted.  Much of the logging relates to the start up, scheduling and validity checking of the interface, before any data is actually processed.  This is common between all interfaces, including those out of the scope of the Integration team, and will thus not be detailed within this interface-specific, functional design document.  Listed below, however, are the points within the interface at which the INT_ACTIVITY_CONTROL table should be read / updated.

· Before calling the interface, the control table will be interrogated to verify the interface is ready for processing. The interface will be run if the control status is set to the appropriate value.

· Providing the interface is available to run, as determined in the previous step, a parameter file is created with the values required by the interface. The control table will be updated as appropriate.

· At the end of each sub-process within the interface, the control table will be updated to indicate what stage the interface has reached.

· Each time records are committed to staging tables; the control table is updated to record these events.

· Once the interface has completed the control table will be update to record this.

Detailed information on logging will be documented in conjunction with both the MIDAS and Integration ETL teams. The specific logic is common to all interfaces and is outside the scope of this document.

3.3.5.3 Error Reporting

Error reporting within the ETL tool processes will be handled by the standard interface tool logging.  Errors caused by reference data not being found should not result in a technical error, instead the validation rules should return an informative message back to the field, which will then be passed through to the warehouse.  See Section 4.3.2 for details of the validation messages required for this interface.

4 Source To Target Data Mapping

4.1 Chordiant Tables to Integration ETL Temporary Tables

4.1.1 Mapping of BSBFEEDBACK to INT_BSBFEEDBACK_TEMP

	Target
	Source
	Comment

	Table
	Column
	Table
	Column
	 

	INT_BSBFEEDBACK_TEMP
	BATCHID
	
	
	Sequence passed to interface in parameter file

	INT_ BSBFEEDBACK _TEMP
	CREATIONDATE
	
	
	SYSDATE from trigger on table

	INT_ BSBFEEDBACK _TEMP
	SOURCEID
	
	
	Generated by re-usable informatica sequence, shared by all Integration ETL temporary tables

	INT_ BSBFEEDBACK _TEMP
	SOURCE_SYSTEM
	
	
	‘Chordiant’

	INT_ BSBFEEDBACK _TEMP
	ID
	BSBFEEDBACK
	ID
	1:1

	INT_ BSBFEEDBACK _TEMP
	REASONID
	BSBFEEDBACK
	REASONID
	1:1

	INT_ BSBFEEDBACK _TEMP
	GENERALENQUIRYID
	BSBFEEDBACK
	GENERALENQUIRYID
	1:1

	INT_ BSBFEEDBACK _TEMP
	REPORTEDBYID
	BSBFEEDBACK
	REPORTEDBYID
	1:1

	INT_ BSBFEEDBACK _TEMP
	CATEGORYID
	BSBFEEDBACK
	CATEGORYID
	1:1

	INT_ BSBFEEDBACK _TEMP
	POSITIVEFLAG
	BSBFEEDBACK
	POSITIVEFLAG
	1:1

	INT_ BSBFEEDBACK _TEMP
	FEEDBACKLEVEL
	BSBFEEDBACK
	FEEDBACKLEVEL
	1:1

	INT_ BSBFEEDBACK _TEMP
	ADDITIONALINFORMATION
	BSBFEEDBACK
	ADDITIONALINFORMATION
	1:1

	INT_ BSBFEEDBACK _TEMP
	ISDELETED
	BSBFEEDBACK
	ISDELETED
	1:1

	INT_ BSBFEEDBACK _TEMP
	CREATED
	BSBFEEDBACK
	CREATED
	1:1

	INT_ BSBFEEDBACK _TEMP
	CREATEDBY
	BSBFEEDBACK
	CREATEDBY
	1:1

	INT_ BSBFEEDBACK _TEMP
	LASTUPDATE
	BSBFEEDBACK
	LASTUPDATE
	1:1


4.1.2 Mapping of BSBGENERALENQUIRY to INT_BSBGENERALENQUIRY_TEMP

	Target
	Source
	Comment

	Table
	Column
	Table
	Column
	 

	INT_BSBGENERALENQUIRY_TEMP
	BATCHID
	
	
	Sequence passed to interface in parameter file

	INT_ BSBGENERALENQUIRY _TEMP
	CREATIONDATE
	
	
	SYSDATE from trigger on table

	INT_ BSBGENERALENQUIRY _TEMP
	SOURCEID
	
	
	Generated by re-usable informatica sequence, shared by all Integration ETL temporary tables

	INT_ BSBGENERALENQUIRY _TEMP
	SOURCE_SYSTEM
	
	
	‘Chordiant’

	INT_BSBGENERALENQUIRY_TEMP
	ID
	BSBGENERALENQUIRY
	ID
	1:1

	INT_ BSBGENERALENQUIRY _TEMP
	FEEDBACKID
	BSBGENERALENQUIRY
	FEEDBACKID
	1:1

	INT_BSBGENERALENQUIRY_TEMP
	JOBID
	BSBGENERALENQUIRY
	JOBID
	1:1

	INT_ BSBGENERALENQUIRY _TEMP
	REFERENCENUMBER
	BSBGENERALENQUIRY
	REFERENCENUMBER
	1:1

	INT_BSBGENERALENQUIRY_TEMP
	STATUSCODE
	BSBGENERALENQUIRY
	STATUSCODE
	1:1

	INT_ BSBGENERALENQUIRY _TEMP
	CREATED
	BSBGENERALENQUIRY
	CREATED
	1:1

	INT_ BSBGENERALENQUIRY _TEMP
	CREATEDBY
	BSBGENERALENQUIRY
	CREATEDBY
	1:1

	INT_ BSBGENERALENQUIRY _TEMP
	LASTUPDATE
	BSBGENERALENQUIRY
	LASTUPDATE
	1:1

	INT_ BSBGENERALENQUIRY _TEMP
	UPDATEDBY
	BSBGENERALENQUIRY
	UPDATEDBY
	1:1


4.2 Integration ETL Temporary Tables to MIDAS Staging Table

The two temporary tables are joined on the BSBFEEDBACK ID. The join is INT_BSBFEEDBACK_TEMP.ID = INT_BSBGENERALENQUIRY_TEMP.BSBFEEDBACKID. Order table by STIN_FEEDBACK.LAST_MODIFIED_DT prior to insert into the staging table.
	Target
	Source
	Comment

	Table
	Column
	Table
	Column
	 

	STIN_FEEDBACK
	LOAD_DT
	
	
	SYSDATE. Populated from trigger on table

	STIN_FEEDBACK
	LOAD_SEQID
	
	
	Sequence. Populated from trigger on table

	STIN_FEEDBACK
	CREATED_DT
	INT_BSBFEEDBACK_TEMP
	CREATED
	The field on the BSBFEEDBACK table is always updated before the BSBGENERALENQUIRY record in Chordiant, hence it is used as the date field for the combined records

	STIN_FEEDBACK
	CREATED_BY
	INT_BSBFEEDBACK_TEMP
	CREATEDBY
	The field on the BSBFEEDBACK table is always updated before the BSBGENERALENQUIRY record in Chordiant, hence it is used as the created by field for the combined records

	STIN_FEEDBACK
	LAST_MODIFIED_DT
	INT_BSBFEEDBACK_TEMP
	LASTUPDATE
	The field on the BSBFEEDBACK table is always updated before the BSBGENERALENQUIRY record in Chordiant, hence it is used as the update field for the combined records

	STIN_FEEDBACK
	LAST_MODIFIED_BY
	INT_BSBFEEDBACK_TEMP
	UPDATEBY
	The field on the BSBFEEDBACK table is always updated before the BSBGENERALENQUIRY record in Chordiant, hence it is used as the updateby field for the combined records

	STIN_FEEDBACK
	FEEDBACK_ID
	INT_BSBFEEDBACK_TEMP
	ID
	1:1

	STIN_FEEDBACK
	REPORTED_BY_ID
	INT_BSBFEEDBACK_TEMP
	REPORTEDBYID
	1:1

	STIN_FEEDBACK
	JOB_ID
	INT_BSBGENERALENQUIRY_TEMP
	JOBID
	1:1

	STIN_FEEDBACK
	FEEDBACK_REASON
	V_BSBFEEDBACKREASON
	DESCRIPTION
	LKP on where v_BSBFEEDBACKREASON.ID equals BSBFEEDBACK.REASONID 

If a value does not exist them generate and use this message to populate the field:
Default message is ‘v_BSBFEEDBACKREASON Failed: Feedback Reason foreign key is ‘ || BSBFEEDBACK.REASONID || ‘, description does not exist.’

	STIN_FEEDBACK
	IS_DELETED
	INT_BSBFEEDBACK_TEMP
	ISDELETED
	1:1

	STIN_FEEDBACK
	POSITIVE_FLAG
	INT_BSBFEEDBACK_TEMP
	POSITIVEFLAG
	1:1

	STIN_FEEDBACK
	FEEDBACK_LEVEL
	INT_BSBFEEDBACK_TEMP
	FEEDBACKLEVEL
	1:1

	STIN_FEEDBACK
	FEEDBACK_CATEGORY
	V_BSBFEEDBACKCATEGORY
	DESCRIPTION
	LKP on where v_BSBFEEDBACKCATEGORY.ID equals BSBFEEDBACK.CATEGORYID 

If a value does not exist them generate and use this message to populate the field:
V_‘BSBFEEDBACKCATEGORY Failed: Feedback Category foreign key is ‘ || BSBFEEDBACK.CATEGORYID || ‘, description does not exist.’ 

	STIN_FEEDBACK
	ADDITIONAL_INFO
	INT_BSBFEEDBACK_TEMP
	ADDITIONALINFORMATION
	1:1

	STIN_FEEDBACK
	REFERENCE_IDENTITY
	INT_BSBGENERALENQUIRY_TEMP
	ID
	1:1

	STIN_FEEDBACK
	STATUS
	V_PICKLIST
	CODEDESC
	LKP on V_PICKLIST using BSBGENERALENQUIRY.STATUSCODE where V_PICKLIST CODEGROUP = ‘GENERALENQUIRYSTATUS’

If a value does not exist them generate and use this message to populate the field:

‘V_PICKLIST Failed: Code description does not exist where the code is ‘|| BSBGENERALENQUIRY ||’ when code group is GeneralEnquiryStatus’.

	STIN_FEEDBACK
	SCRATCH_COLUMN
	
	
	NULL


5 operation considerations

5.1 Scheduling

The Control M scheduling application is used to call the Schedule Customer Feedback Data Transfer Interface at the designated time. The Control M process will run a Unix script that contains the logic and commands to start the interface process. The interface starts by initially creating a parameter file based on the control record contents. This parameter file is read by the ETL tool and the parameters are read by the interface and used for processing.

The scheduling requirements will be uniform across all Integration ETL interfaces. The scheduling requirements for the Schedule Customer Feedback Data Transfer Interface will also include the requirements for the associated the MIDAS processes which is outside the scope of the functional design. The scheduling will be covered separately in conjunction with the associated MIDAS processes. 

Table of scheduling requirements:

	Type
	Frequency
	Pre-processing dependencies
	Post processing dependencies
	Incompatibilities
	Time restrictions

	Customer Feedback Data Transfer
	Daily
	Completion of telephone and letter transactions. 7am to 11pm.

Availability of Chordiant application server / Oracle database and warehouse staging area Oracle database.

MIDAS processes that use the STIN_FEEDBACK staging table must have completed since the last time this interface ran.
	MIDAS process to use customer feedback to populate the MIDAS datawarehouse must run.
	Associated MIDAS processes – the source to MIDAS staging interface must not be run concurrently with the customer feedback staging to warehouse interfaces
	Between 11pm and 7am is the optimal time, as this reduces the amount of records being processed by the CSRs during extraction, see section 7.1.


5.2 Restartability

The interface can be restarted from the beginning after any abnormal termination. The processes in the interface that enable restartability are explained below.

· A parameter file is read by the interface containing the lastupdate date of the last processed record.

· All records are extracted from the source, which were created after the parameter date.

· The temporary tables are truncated and the new records from the source inserted.

· The temporary tables are joined and the records inserted into the staging table

· After 5000 record are inserted into the staging table, the records are committed and the last committed record date used to update the control table

· If the interface terminates after this point the addition records over the 5000 committed records will be rolled back.

The support team investigate the abnormal termination and resolve the issue. Then they wait for the scheduler to execute the interface or it can be started manually. The following steps then occur which ensure that all records are captured.

· The interface is restarted from the beginning

· The parameter file is read by the interface containing the new lastupdate date of the last committed record in the staging table

· The temporary tables are truncated

· All records created after the last record committed to the staging table are inserted into the temporary tables.

· The temporary tables are joined and the records appended to the records in the staging table.

· When all records have been processed and inserted into the staging table, a stored procedure is called to update the control table to inform the MIDAS datawarehouse that the staging tables records are ready for MIDAS processing.

 seq Para \r0 \h Capacity Planning

Supporting document is referenced on page 2, Related Documentation reference 4.

	Table
	Description
	Initial Size 
	Growth Rate
	Comments

	INT_BSBFEEDBACK_TEMP
	Temporary table to hold data from delta extract of Chordiant table BSBFEEDBACK. Volume is based on feedback through all mediums, see Related Documentation reference 4.
	97000 records 
	0%

The table is truncated daily prior to each run
	3 year estimates are not available on all contact data, so only currently volumes are detailed.

	INT_BEBGENERALENQUIRY_TEMP
	Temporary table to hold data from delta extract of Chordiant table BSBGENERALENQUIRY. Volume is based on feedback through all mediums, see Related Documentation reference 4.
	97000 records
	0%

The table is truncated prior to each run
	3 year estimates are not available on all contact data, so only currently volumes are detailed.


5.3 Volume of Records Being Processed by CSRs During Interface Extract

The customer feedback records are created over a period of time, as opposed to all records created at a single point in time. This section details the volume of the records being processed to establish the percentage of partially completed customer feedback extracts as a result of the interface process running after a contact process has commenced, but prior to it being completed. All customer feedback created prior to 11pm have been excluded, as the interface will not run prior to 11pm.

	Contact Data Type
	Daily Volume of Phone Calls
	Daily Volume of all customer feedback
	Distribution Adjusted Volume/second after 12am.
	Interval between updates of BSBFEEDBACK and BSBGENERAL:ENQUIRY
	Percentage of records in mid process during extract

	Manage Customer Feedback

Phone Calls: 7am – 4pm
	87736
	87736 phone calls

8000 letters

368 emails

Total: 96104
	1 (even distribution of calls)

0.5 ( distribution adjusted see section 1.4 reference 2)
	1 second
	0.5/96104 *100%

= 0.0005% (4 decimal place)




The average percentage of records not extracted due to CSRs working on the process during the Contact History Interface extract is 0.0005%. This margin off error is insignificant. Records that are not extracted over a long period of time should represent a cross-section of calls and activities and therefore should not affect the overall statistical percentages determined in MIDAS.

6 Appendix A – Source Table Definitions

6.1 Table and View Definitions from Chordiant

6.1.1 Source 1: BSBFEEDBACK

	Field
	Format
	Description
	Validation required

	ID
	VARCHAR2(47) NOT NULL
	Primary Key, PK, of the table
	

	ReasonID
	VARCHAR2(47) NOT NULL 
	FK to BSBFeedbackReason.ID
	

	GeneralEnquiryID
	VARCHAR2(47) NULL
	FK to BSBGeneralEnquiry.ID
	

	ReportedbyID
	VARCHAR2(47) NULL
	FK to Person.PartyID

If the Feedback is from an anonymous person, then this field will be NULL.
	

	CategoryID
	VARCHAR2(47) NOT NULL
	FK to BSBFeedbackCategory.ID
	

	PositiveFlag
	NUMBER(1) NOT NULL
	1 or 0. 1 is positive and 0 is negative.
	

	FeedbackLevel
	NUMBER(1) NOT NULL
	Between 1 and 5 to measure the strength of the feedback, i.e. slightly negative to very strongly negative.
	

	AdditionalInformation
	VARCHAR2(200) NULL
	
	

	IsDeleted
	NUMBER(1) NOT NULL
	
	

	Created
	DATE NOT NULL
	Application Server Date, formatted to seconds
	

	CreatedBy
	VARCHAR2(32) NOT NULL
	
	

	LastUpdate
	DATE NOT NULL
	Application Server Date, formatted to seconds
	

	UpdatedBy
	VARCHAR2(32) NOT NULL
	
	


6.1.2 Source 2: BSBGENERALENQUIRY

	Field
	Format
	Description
	Validation required

	ID
	VARCHAR2(47) NOT NULL
	
	

	FeedbackID
	VARCHAR2(47) NOT NULL
	FK to BSBFeedback.ID
	

	JobID
	VARCHAR2(47) NOT NULL
	FK to Job entity
	

	ReferenceNumber
	VARCHAR2(12) NOT NULL
	
	

	StatusCode
	VARCHAR2(8) NOT NULL
	Either Open or Closed
	

	Created
	DATE NOT NULL
	Application Server Date, formatted to seconds
	

	CreatedBy
	VARCHAR2(32) NOT NULL
	
	

	LastUpdate
	DATE NOT NULL
	Application Server Date, formatted to seconds
	

	UpdateBy
	VARCHAR2(32) NOT NULL
	
	


6.1.3 Source 3: v_PICKLIST

	Field
	Format
	Description
	Validation Required

	CODE
	VARCHAR2(10)

NOT NULL
	This field holds the values which are in the type fields of the Chordiant database tables.
	

	CODEGROUP
	VARCHAR2(80)

NOT NULL
	This contains the code group which the code belongs to. 
	

	CODEDESC
	VARCHAR2(255)

NOT NULL
	This description is the value which is required from MIDAS.
	


6.1.4 Source 4: v_BSBFEEDBACKCATEGORY

	Field
	Format
	Description
	Validation Required

	ID
	VARCHAR2(47) NOT NULL
	
	

	CODE
	VARCHAR2(8)  NOTNULL
	
	

	DESCRIPTION
	VARCHAR2(80) NOT NULL
	
	


6.1.5 Source 5: v_BSBFEEDBACKREASON

	Field
	Format
	Description
	Validation Required

	ID
	VARCHAR2(47) NOT NULL
	
	

	CODE
	VARCHAR2(8) NOT NULL
	
	

	DESCRIPTION
	VARCHAR2(80) NOT NULL
	
	

	GENERALENQUIRYONLYFLAG
	NUMBER(1) NOT NULL
	
	

	SUGGESTTRANSFERFLAG
	NUMBER(1) NOT NULL
	
	

	SUGGESTTRANSFEREE
	VARCHAR2(80) NULL
	
	

	FEEDBACKCATEGORYID
	VARCHAR2(47) NOT NULL
	
	


7 Appendix B

7.1 Chordiant View Used

7.1.1 Source 3: v_Picklist

This view exists on the Reference Data Manager schema. A lookup will be created on this view and cached to be used by the interface.

CREATE OR REPLACE VIEW V_PICKLIST ( 

CODE, 

CODEGROUP, 

CODEDESC ) 

AS SELECT

CODE, 

CODEGROUP, 

CODEDESC

                    FROM PICKLIST

7.1.2 Source 4: v_BSBFEEDBACKCATEGORY

This view exists on the Reference Data Manager schema. A lookup will be created on this view and cached to be used by the interface.

CREATE OR REPLACE VIEW V_BSBFEEDBACKCATEGORY ( 

ID, 

CODE, 

DESCRIPTION ) 

AS SELECT

ID, 

Code, 

Description

FROM BS





BFEEDBACKCATEGORY

7.1.3 Source 5: v_BSBFEEDBACKREASON

This view exists on the Reference Data Manager schema. A lookup will be created on this view and cached to be used by the interface.

CREATE OR REPLACE VIEW V_BSBFEEDBACKREASON ( 

ID, 

CODE, 

DESCRIPTION, 

GENERALENQUIRYONLYFLAG, 

SUGGESTTRANSFERFLAG, 

SUGGESTEDTRANSFEREE, 

FEEDBACKCATEGORYID ) 

AS SELECT

ID, 

CODE, 

DESCRIPTION,

DECODE(GENERALENQUIRYONLYFLAG, 'N', 0, 'Y', 1, 0),

DECODE(SUGGESTTRANSFERFLAG, 'N', 0, 'Y', 1, 0),

SUGGESTEDTRANSFEREE,

FEEDBACKCATEGORYID

FROM 







BSBFEEDBACKREASON
Appendix C - ETL Objects

7.2 Detailed Target Definition

7.2.1 Temporary Table 1: INT_BSBFEEDBACK_TEMP

	Field
	Format
	Description
	Validation required

	BATCHID
	NUMBER(38)

NOT NULL
	
	

	CREATIONDATE
	DATE

NOT NULL
	
	

	SOURCEID
	NUMBER(38)

NOT NULL
	
	

	SOURCE_SYSTEM
	VARCHAR2(30)

NOT NULL
	
	

	ID
	VARCHAR2(47) NOT NULL
	
	

	REASONID
	VARCHAR2(47) NOT NULL
	
	

	GENERALENQUIRYID
	VARCHAR2(47) NULL
	
	

	REPORTEDBYID
	VARCHAR2(47) NULL
	
	

	CATEGORYID
	VARCHAR2(47) NOT NULL
	
	

	POSITIVEFLAG
	NUMBER(1) NOT NULL
	
	

	FEEDBACKLEVEL
	NUMBER(1) NOT NULL
	
	

	ADDITIONALINFORMATION
	VARCHAR2(200) NULL
	
	

	ISDELETED
	NUMBER(1) NOT NULL
	
	

	CREATED
	DATE NOT NULL
	
	

	CREATEDBY
	VARCHAR2(32) NOT NULL
	
	

	LASTUPDATE
	DATE NOT NULL
	
	

	UPDATEDBY
	VARCHAR2(32) NOT NULL
	
	


7.2.2 Temporary Table 1: INT_BSBGENERALENQUIRY_TEMP

	Field
	Format
	Description
	Validation required

	BATCHID
	NUMBER(38)

NOT NULL
	
	

	CREATIONDATE
	DATE

NOT NULL
	
	

	SOURCEID
	NUMBER(38)

NOT NULL
	
	

	SOURCE_SYSTEM
	VARCHAR2(30)

NOT NULL
	
	

	ID
	VARCHAR2(47) NOT NULL
	
	

	FEEDBACKID
	VARCHAR2(47) NOT NULL
	
	

	JOBID
	VARCHAR2(47) NOT NULL
	
	

	REFERENCENUMBER
	VARCHAR2(10) NOT NULL
	
	

	STATUSCODE
	VARCHAR2(8) NOT NULL
	
	

	CREATED
	DATE NOT NULL
	
	

	CREATEDBY
	VARCHAR2(32) NOT NULL
	
	

	LASTUPDATE
	DATE NOT NULL
	
	

	UPDATEDBY
	VARCHAR2(32) NOT NULL
	
	


7.2.3 Control Table: INT_ACTIVITY_CONTROL

	Field
	Format
	Description
	Validation required

	STAGE_NAME
	VARCHAR2(30)
	
	

	STAGE_DESCRIPTION
	VARCHAR2(100)
	
	

	STAGE_STATUS
	VARCHAR2(30)
	
	

	PHASE
	VARCHAR2(40)
	
	

	BATCH_ID
	NUMBER
	New field for increment 2.3
	

	RECORD_LIMIT
	NUMBER
	
	

	OWNING_FACILITY_TYPE
	VARCHAR2(15)
	
	

	LAST_RUN_ORACLE_SESSION_ID
	NUMBER
	
	

	LAST_RUN_ORACLE_SERIAL
	NUMBER
	
	

	LAST_RUN_ORACLE_AUSID
	NUMBER
	
	

	LAST_RUN_RECORD_COUNT
	NUMBER
	
	

	LAST_RUN_INSERT_COUNT
	NUMBER
	
	

	LAST_RUN_UPDATE_COUNT
	NUMBER
	
	

	LAST_RUN_EXCEPTION_COUNT
	NUMBER
	
	

	LAST_RUN_SAVEPOINT
	VARCHAR(30)
	
	

	LAST_RUN_STARTED_DT
	NUMBER
	
	

	LAST_RUN_COMPLETED_DT
	NUMBER
	
	


Appendix D – MIDAS Staging area objects

7.2.4 Target 1: STIN_FEEDBACK

	Field
	Format
	Description
	Validation required

	LOAD_DT
	DATE NOT NULL
	
	

	LOAD_SEQID
	NUMBER(38) NOT NULL
	
	

	CREATED_DT
	DATE NOT NULL
	
	

	CREATED_BY
	VARCHAR2(32) NOT NULL
	
	

	LAST_MODIFIED_DT
	DATE NOT NULL
	
	

	LAST_MODIFIED_BY
	VARCHAR2(32) NOT NULL
	
	

	FEEDBACK_ID
	VARCHAR2(47) NOT NULL
	
	

	REPORTED_BY_ID
	VARCHAR2(47) 
	
	

	JOB_ID
	VARCHAR2(47) NULL
	
	

	FEEDBACK_REASON
	VARCHAR2(255) NULL
	
	

	IS_DELETED
	NUMBER(1) NOT NULL
	
	

	POSITIVE_FLAG
	NUMBER(1) NOT NULL
	
	

	FEEDBACK_LEVEL
	NUMBER(1) NOT NULL
	
	

	FEEDBACK_CATEGORY
	VARCHAR2(255) NOT NULL
	
	

	ADDITIONAL_INFO
	VARCHAR2(200) NULL
	
	

	REFERENCE_IDENTITY
	VARCHAR2(47) NULL
	
	

	STATUS
	VARCHAR2(255) NULL
	
	

	SCRATCH_COLUMN
	VARCHAR2(20) NULL
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