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Installation and Setup for Orchestra Event Monitor
Go to the CD and navigate to “Orchestra Clients” folder

Double click at “EventMonitor1.0 setup.exe”

%o Event Monitor Q‘E’@

Welcome to the Event Monitor
(‘ a Setup Wizard

This wizard will quide vou through the installation of Event
Monitor,

1t is recommended that vou close all other applications
befare starting Setup. This will make it possible to update
relevant system files without having to reboot your
computer,

Click Next to continue,

uext:» | [ Cancel ]

Click “Next”

%o Orchestra Event Monitor 1.0

License Agreement
Flease review the license terms before installing Orchestra Event
Monitor 1,0.

Press Page Down to see the rest of the agreement.

IMPORTAMT-READ CAREFULLY: S

This license agreement ("License”) is a legal agreement between you (either an individual
or a single entity) and Converged Solutions Pte Ltd ("CSPL™). By installing, copying, or
otherwise using the Software, you agree to be bound by the terms of this License. If
you do not agree to the terms of this License terminate the software installation now.

LICENSOR: Converged Solutions Pte Ltd ("CSPL")

Software: Orchestra Event Monitor, together with associated media and printed
materials, incuding any "online™ or electronic documentation (the “Software™). L

If you accept the terms of the agreement, dick I Agree to continue. You must accept the
agreement to install Orchestra Event Monitor 1.0,

< Back ” I Agree l [ Cancel
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Click “1 Agree”

%8 Orchestra Event Monitor 1.0

Choose Install Location
Choose the folder in which to install Orchestra Event Monitor 1.0,

Select a location toinstall, or use the default path

Enter or browse for a different install path here.

C+\EventMonitor Browse...

Space required: &,4MB
Space available: 89, 1GE

< Back “ Install I [ Cancel

Click “Install”

Installing
Please wait nhile Orchestra Event Moritor 1.0 is being instaled,

Delete file: Cz\Eventionitor\Assembly\AssemblyList. bxt

(

%o Orchestra Event Monitor 1.0 [X]

\l) Orchestra Event Monitor 1.0 installed

i start | B Orchestracients (20 Orchestra Admin Guid...  So Orche:

Click “Ok”

Run the installed software.
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Q] Orchestra® Event Monitor
File  Setup  Monitoring  Help
. ) . ) - Pk =
=

H= g 4
OEE nAMm
= = s —

Service Assignment

----- Agent nodes

Agents vs Queues

Queues vs Agents

[F={Ho (5

Click “Setup”

) Setup

Main | Service level assessment I Traffic chart I Help alarm | SIP

I Others |

General

Remember lastsignin [ Auto start agent monitor
[] auto signinonstart  [] Auto start traffic monitor

Display name

Publisher LIRL

Publisher IP 58.185.99.83

Publisher Port 4773

Queue and Agent Events

Cutoffime  00:00:01

Queue update frequency seconds
Agent update frequency seconds

Auto register on start [ Auto start queue monitor || Enable log

Make sure that “Auto register on start” is checked and enter the IP address of the ACD server at “Publisher IP”.
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Click on the “SIP” tab.

) Setup X

| Main | Service level assessment I Traffic chart I Help alarm | sIP Others

Reqgister on start

Mumber &09
Password XXX
SIP Phx 53.155.99.82

SIF Port 5080

Conversation monitor

Monitor command string 9%

Coach command string  99%

Audio Codec
[[] Codec G711alaw  [T|iCodec G723
[ Codec G711 uLaw Codec 5729 Set

Check “Register on start”. Enter the extension number of the supervisor (refer to “Account Data Sheet”), password
and the SIP PBX IP address. Make sure that only “Codec G729” is checked. Click “Ok”.

Restart the software.
Click “File/Signin”

I Signin (=5

Registrart 1D 605

Registrart name  &09
Password P

Enter the supervisor id, name and password. Click “Sign in”

You should see;




User Guide for Orchestra Event Monitor | 2009

@ Orchestra® Event Monitor

File  Setup  Monitoring

Service Assignment

Agents vs Queues

Queues vs Agents

Help

©db OEEMB
eams s |

- Agent nodes

= s

»

A

- Jane < 210 =

B John < 211 =
[H-Mary < 212 >

[ Dirty Harry < 213 >
[+ Sweet < 214 >

[ Mickey < 215 =
[#-Karen < 216 =

[+ Anna < 217 =

- 320 < 320 >
[-321 <321 =
[#-600 < 600 =
[#-601 < 601 =
[
[E

m

H-002 < 802 >
H-603 < 603 >
- 004 < 604 =
[+ 608 < 603 =
609 < 609 >
819 < 819 >
820 < 820 >
[#-Lam Chan < 821 >

Signed in

Service is ready

Running the Orchestra Event Monitor Application

'£4) Event Monitor
File  Setup

HHOEERRHE
poomswaoroes |

- Agent nodes

f=lE=]Es]

Monitoring ~ Help

)

Service Assignment

Agents vs Queues

Queues vs Agents

Proxy service registered

The interface of Orchestra Event Monitor
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Signing in to Orchestra Event Monitor Software
i) Event Manitor =& =

File  Setup Monitoring  Help

/29‘ OEE @
[ransvsqueves |

Service Assignment = e

Agents vs Queues

Queues vs Agents

Click here to
signin

Proxy service registered

| Signin

Registrant |10 887

Registrant name 287

Password |

Enter the Registrant ID, Registrant name and password that are being assigned to you.

) Event Monitor (=] s
File Setup Monitoring  Help
o ) —
HOEERS
Service Assignment * m@ ACEETaiss
Agents vs Queues E’ai;:g(;::g:
Queues vs Agents Jonathan Ong < 887 >
Status showing
Signed In
\\‘
?gned in Service is ready

Once you are sign in, you should be able to see the screen as above.
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Interface walk through

g] Event Moniter
Ll o
—| 2
" 0 " AGENTS vs QUEUES
Refer to Service Assignment S =) Agentnodes
explanat|0n beIOW Agents vs Queues (- EricNg < 879 »

[+l Paing < 880 =

Queues vs Agents [ Jonathan Ong < 887 >

=@

Signed in Service is ready

neo OEE
Sign In Button 4—‘

Sign Out Button

A

Traffic Monitor (Page 12)

v

Agent Monitor (Page 7)

Refresh Button

A

Expand all nodes

Collapse all nodes

A

Queue Monitor

83

To view the Queue Monitor, click on the Queue Monitor Button.

v

Queue Monitor (Page 4)
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8 Queue monitor = |- = EE]
Waiting Queues: 1
Service LeVeI . 1 Status Agent Duration Caller id Date & time
—> PRODUCT A = QU1737329365 » P:NOMNE T:5 min
Assessment WAITING 00:00:07 8135@58.1... 28/1/2009 12:46:46 PM

o
Agent ‘ 2
Attendance }0
Chart

Close Monitor
Button

The interface of Orchestra Queue Monitor

Waiting Queues: 1

Status Agent Duration Caller id Date & time
PRODUCT A < QU1737329365 > P:NOME T:5 min

WAfING DD:TDD:D]" SIEE@ESTL” 28/1/2009 12:46f PM

Status Duration CallerID Date/Time

In the Queue monitor, you will be alerted of the number of caller waiting in the Queue. This will be useful for the Call
Centre Manager/Supervisor to view the status of the Queue.

There are 3 statuses available

Waiting — Caller is waiting in the queue. No agents is available.
Ring — Caller is waiting in the queue. Ringing at agent. Waiting for agent to accept call.
Routing — Agent had accepted the call. Caller is being transferred to assigned agent.

Viewing the Service Level Assessment

, - <«—— Click on the button to
view the SLA Chart.

11
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To view the SLA Chart, click on the button as shown above. If you have more than 1 Queue, it will be listed in the
drop down menu. To view the summation data of all the queues (If there are more than 1 queue), select
“SUMMATION OF QUEUES".

h | & PRODUCT A (=3
Chart Control ——» SOl D

Service level assessment (QUEUE)

19/9048 %—
Calls answered Calls answered

\ . < ;
(0-15sec) > /72 HH (16-30sec)

Chart Legend

| -
"= 0-15sec | 18-30sec

<|_ b

Served: 21 | Abandoned: 8 | Total: 29

Number of Call f
Served/Abandoned

Information of the chart will be refreshed automatically. The status of “Number of call Served/Abandoned” will
toggle between percentage and absolute value automatically.

Viewing the Agent Attendance Chart

12
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Click here
to view
Agent
Attendance
chart

B3 Queue monitor

g
}éy

= &=

Waiting Queues: 0 Chart

». I Status

Agent Duration Caller id Date & time

¥ §5 Bobo
Agent attendance

Control

Login
T ¢ Agents
Product A Agent
— .
not login
-D 1234567389
Legend

| Free| Elusy| Unknown

E

L} 3

Click on the “Agent Attendance Chart” Button to view. The chart will be display on the right side of the windows. This

window will show the status of the agents serving the Queue.

There are 3 colours to show the status of the Agents.

1) Green— Agent is available for next calls.

2) Yellow — Agent is Busy. This could be on Break/BusyOut or Answering Calls.
3) Grey— Agent serving the Queue is not log in.

To Close the Queue Monitor

To close the Queue monitor windows, click on the “Close Monitor” Button.

a <«—— Clickon the button to

close the Queue Monitor.

Agent Monitor

To view the Agent Monitor, click on the Agent Monitor Button. a

13
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a Agent Monitor [ o |[E ][]
Senice Lovel ___| o I N -
Assessment d MName State Duration  Queue State Time Exin
-@ 879 Eric Ng READY 00:165:24 01/28/2009 13:... 601

Agent —|— | @

Attendance | —
Chart 3

Hide/Show
Inactive Agent

Close Monitor
Button

The interface of Orchestra Agent Monitor

In the Agent Monitor, you will see the status of the agents. The Manager/Supervisor is able to view the Agents that is
being assigned.

1 I -
No. Of Free Agents 4T T

No. Of Agent in Break
No. Of Agents in ACD Calls Total Agents

The Agent status is shown on the top pane of the Agent Monitor

Id Mame State Duration  Queue State Time Exin
879 Eric Mg READY 00:16:24 01/28/2003 13:.... 601

The Current State of the agent can be view from the Agent Monitor.

If the state shows,

e READY (Green) Agent is available.

e BUSYOUT (Orange) Agent is in “Busyout” mode.

e BREAK(Orange) Agent is in “Break” Mode.

e  MISSED CALL_SUSPENSE (Orange) Agent is in “Missed Call Break” Mode.

e RING (Red) Agent is alerted of ACD Calls.

e ACCEPT (Red) Agent had accepted ACD Calls.

e ANSWER (Red) Agent is engaged with ACD Calls.

e ONLINE (Orange) Agent is engaged with non ACD Call.

e OFFER (Orange) Agent is alerted with Incoming Call (Non ACD).

14
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For more options available to the Agent Monitor, Right Click on the Name of the agents

1d Mame State
879 Eric Mg READY
837 * — EADY

Conversation maonitor

Send message

Broadcast message

Sign out agent

Display agent photo

Call Monitoring

You are able to monitor the conversation of the agents by selecting “Conversation monitor”.

| 4¢| Conversation monitor [5]
Jonathan Ong 615

I ; | Monitor || Coach || Stop || Audio... |
|;; r

Tak [

Call disconnected

e Monitoring — To monitor Agent’s conversation, click on the “Monitor” button.

e 3-way Conference — To engage in a 3-way conference, check on the “Talk” options (Available on the SIP
Interface only)

e Coaching — To coach an agent, click on the”Coach” Button. In this mode, the Agents will be able to listen to
the Supervisor. (Available on the SIP Interface only)

e Stop Monitoring — click on the “Stop” button

e Audio Setting — the “Audio...” button allow the setting of the audio devices.

Send Message / Broadcast Message

':,:-:: Meszage < 887 = [5m]

Characters remaining: 256

A [Nurmal - Send || Cancel

15



User Guide for Orchestra Event Monitor | 2009

To sent messages to the agents, select the “Send Message/ Broadcast Message” from the menu. Enter the message
to be sent in the textbox provided and click Send.

Send Message — to send to individual Agents

Broadcast Message — to send to all agents

Other Options

Sign Out Agent — To force the agent to be sign out when this option is selected

Display Agent Photo — this will display the photos of the agents (Photo is uploaded in the ACD Server)

Viewing the Service Level Assessment

. -~ <4—— Clickon the button to
view the SLA Chart.

To view the SLA Chart, click on the button as shown above.

&0 * SUMMATION OF AGEMTS * (=3
Chart Control —» | & & & £ <= <=

Service level assessment (AGENT)

23/95.83 %— Calls Missed

}

Calls answered N —174.17 %

Chart Legend » |= Answeredcal | Missedcal

4 k

Answered: 23 | Missed: 1

Number of Call T
Answered Vs Missed

Information of the chart will be refreshed automatically. The status of “Number of call Answered Vs Missed” will
toggle between percentage and absolute value automatically.

16
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Viewing the Agent Attendance Chart

& — Click on the button to view the
Agent Attendance Chart Chart.

8 Agent Monitor

o |[E S
o d_ N - <P s Chart
I Name State - T T
- 7 Eric Ng READY ol e e 5= Control

887 Jonathan Ong READY Agent attendance

i&; _ ¢ Login

Agents

Agent
Product A not |Ogin

Ready[» Queue] - Others[ - Unknown f——— Legend

= 7.:‘

Click on the “Agent Attendance Chart” Button to view. The chart will be display on the right side of the windows. This
window will show the status of the agents serving the Queue.

There are 3 colours to show the status of the Agents.

=

) Green — Agent is available for next calls.
) Red - Agent is engage on ACD Calls.
)
)

w N

Yellow — Agent is Busy. This could be on Break/BusyOut or Answering non-ACD Calls.
Grey — Agent serving the Queue is not log in.

N

Viewing the Inactive Agents

<«—— Click on the button to view the
6= inactive agents.

17
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Traffic Monitor

To view the Agent Monitor, click on the Agent Monitor Button. —

Tlaﬂ'lc Meonitor
@ Inbound queue fraffic (12 hour history)

Il Il [l ] Il IUIUIUI
L I v

0 0 0 0 0 0 0
u uvrurTuUrT v T uw o I T T
6:30 7:00 7:30 8:00 8:30 %:00 9:30

10:00 10:30 11:00 11:30 12:00 12:30 13:00 13:30 14:00 14:30 15:00 15:30 0

(= &=

u Abandoned
u Served

Traffic chart last updated 01/28/2009 15:08:12

The interface of Orchestra Traffic Monitor

This window will show you the last 12 hours traffic of the Call Centre.

Signing out Orchestra Event Monitor Software

gEventMunilol
File Setup Monitoring  Help

A OEEmEH

w I
SarviLe Assiyisiicin £

=8 Queue nodes|
Product A < QU1737329365 > P:NONE T:5min

Agents vs Queues

Click here to Queves vs Agents

sign out

[E=1 B =

Signed in List updlated

Click on the Button to sign out from the Event Monitor.
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