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Orchestra Call Centre Reports in Microsoft Excel 

The Orchestra® Call Centre has a powerful Reporting programme developed in Microsoft Excel engine. The Reports 

module allows users to review calls, Agent activity, and overall queue and contact centre efficiency. You can connect 

to the SQL remotely. You require Microsoft Excel 2003 and above. TIP: Use Excel 2007 for speed and larger capacity. 

When you open the spreadsheet, you might see a message pop like below; 

 

/ƭƛŎƪ ƻƴ ǘƘŜ άhǇǘƛƻƴǎΦΦΦέ 

 

aŀƪŜ ǎǳǊŜ ȅƻǳ ŎƭƛŎƪ ά9ƴŀōƭŜ ǘƘƛǎ ŎƻƴǘŜƴǘέ ŦƻǊ ōƻǘƘ ǊŀŘƛƻ ōǳǘǘƻƴǎ ŀƴŘ ŎƭƛŎƪ άhYέ 
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This is the main page of the reporting spreadsheet. As you can see, the buttons for the reports are organized into 2 

columns. Left column for Queue Reports and right column for Agent Reports. There are slightly more than 40 reports 

and as you will learn later, there are actually more variations in each report, giving you a very flexible way of 

analysing your reports in many ways including charts of any type supported by Microsoft Excel. 

There are two ways of generating the reports. You can access to the SQL directly or import the agent data or queue 

data into the spreadsheet and click on the buttons respectively for the reports that you want. Accessing the SQL 

directly gives you a smaller footprint but can put more demand on the network. Importing the data into this 

spreadsheet will bloat the file size but generally require lesser bandwidth and faster process. 
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9ƴǘŜǊ ǘƘŜ Lt ŀŘŘǊŜǎǎ ƻŦ ǘƘŜ {v[ ǎŜǊǾŜǊ ŀǘ ŎŜƭƭ /тΦ 9ƴǘŜǊ ǘƘŜ ǇŀǎǎǿƻǊŘ ŀǘ ŎŜƭƭ /у ŀƴŘ ŎƭƛŎƪ άǎǳōƳƛǘέΦ LŦ ȅƻǳ ƘŀǾŜ ŀ 

voicelog server and wish to access to the reports related to the voicelog server, enter also the IP address of the voice 

logger server at C17, as well as the password at C18. 

LŦ ȅƻǳ ǿŀƴǘ ǘƻ ƛƳǇƻǊǘ ǘƘŜ Řŀǘŀ ōŜŦƻǊŜ ȅƻǳ ƎŜƴŜǊŀǘŜ ǘƘŜ ǊŜǇƻǊǘǎΣ ǎǇŜŎƛŦȅ ǘƘŜ ŘŀǘŜǎ ŀǘ /р ŀƴŘ /сΦ /ƭƛŎƪ άLƳǇƻǊǘ !ƎŜƴǘ 

5ŀǘŀέ ŀƴŘ ƻǊ άLƳǇƻǊǘ vǳŜǳŜ 5ŀǘŀέ ōǳǘǘƻƴǎΦ aŀƪŜ ǎǳǊŜ ȅƻǳ ŀƭǎƻ ŎƘŜŎƪ άwŜŀŘ ŦǊƻƳ LƳǇƻǊǘŜŘ wŀǿ 5ŀǘŀέ ŀǘ /ннΦ 

 

Scroll down the spreadsheet and you will see a list of buttons of reports down the columns of Queue Reports and 

Agent Reports. Simply click on the button to get the reports. Example, if you want to see the number of calls 

abandoned and displayed in 15 seconds interval, click on the button at B25. 
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All reports (except a few) are presented in pivot tables. How to use the pivot tables are not within the scope of this 

manual. However you are strongly advised to acquire good skill set in using pivot tables in Excel. 

You can change the outlook of the table by changing the design. Click anywhere inside the table. 

 

άtƛǾƻǘ¢ŀōƭŜ ¢ƻƻƭǎέ ǿƛƭƭ ŀǇǇŜŀǊΦ {ŜƭŜŎǘ ά5ŜǎƛƎƴέΦ 

 

You have a very rich range of designs to choose from. 
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You can also filter your report further by clicking on the drop down buttons you see on the pivot table. You can also 

move the Fields around to give you multi-dimensional view of the reports. You can also add in new fields from the 

field list.  

Excel also provides you with a άdrill-downέ feature. Make sure you have the button άInclude data/drill downέ at cell 

A22 of the main menu sheet checked. You can extract detail data at each cells in the pivot table. Example, from the 

above spreadsheet. You can to know what are the calls that make up cell B7, 80 abandoned calls. Double click at the 

cell. You will see.. 

 

To convert this pivottŀōƭŜ ǘƻ ǇƛǾƻǘŎƘŀǊǘǎΣ ŎƭƛŎƪ ƻƴ ǘƘŜ άhǇǘƛƻƴǎέ ōŜƭƻǿ ǘƘŜ άtƛǾƻǘ¢ŀōƭŜ ¢ƻƻƭǎέΦ 
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{ŜƭŜŎǘ άtƛǾƻǘ/ƘŀǊǘέ 

 

{ŜƭŜŎǘ ǘƘŜ ǘȅǇŜ ƻŦ ŎƘŀǊǘǎ ǘƘŀǘ ȅƻǳ ƭƛƪŜΦ /ƭƛŎƪ άhƪέ 
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¢ƛǇΥ /ƭƛŎƪ άaƻǾŜ /ƘŀǊǘέ ǎƻ ȅƻǳ Ŏŀƴ ŘƛǎǇƭŀȅ ǘƘƛǎ ŎƘŀǊǘ ōƛƎƎŜǊ ƛƴ ŀ ƴŜǿ ǎƘŜŜǘΦ 

 

Basically you have experienced the steps to general a report, change the design and convert the table into a chart. 

All these steps can be used in any of the following pivottables that you create. There are more advanced functions 

and features, again, it is not possible to cover all of them in this guide. Pick up excel guide books to learn more about 

Microsoft Excel. Meanwhile the following will attempt to explain the various reports. 

Queue Reports 

1) Abandoned Call Reports In 15 seconds Interval 
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Displays the number of calls abandoned and according to the wait time in the queue in 15 seconds interval. 

Abandoned calls are calls which were hung up before it is answered by any agents. The duration displayed 

here is how long the caller has waited before the hung up. 

 

2) Answered Call Reports in 15 seconds Interval 

 
Displays the number of calls answered and according to the wait time in the queue in 15 seconds interval. 

Answered calls are calls which were answered by any agents. The duration displayed here is how long the 

caller has waited. 
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3) Answered versus Abandoned Calls in 15 seconds Interval 

 
Displays the number of calls answered and abandoned, according to the wait time in the queue in 15 

seconds interval. 

 

4) Average Duration of Each Status/Hourly/Half Hourly 

 
Average wait time for answered and abandoned calls. 

 

5) Number of Calls in Each Status/Hourly/Half Hourly 
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Displays the number of calls answered and abandoned. 

 

6) Number of Calls in Each Status by Day of Week/Hourly/Half Hourly 

 
Displays the number of calls answered and abandoned grouped by day of week. 

 

7) Number of Calls/Hourly/half Hourly 
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Displays the total number of calls. 

 

8) Number of Calls by Day of Week/Hourly/ Half Hourly 

 
Displays the total number of calls grouped of Day of Week. 

 

9) Call Flow Reports 

The number of visits into each call flow you have designed at the call flow manager. 

 

10) Number of Calls Grouped by Hourly 
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Displays the total number of calls grouped hourly in vertical direction. 

 

11) Work Force Projection 

 
This consist of a few details reports and results in a summary report. It displays the number of calls 

answered, abandoned and talk time for each hour in a day and calculates the number of agents required 

based on a specified SLA parameters at the top of the sheet. It also displays the actual agents presence and 

actual SLA for comparison. 

 


