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Installation and Setup for Orchestra AgentIV

** Note ** Before you proceed to install the agent software, make sure you have a copy of the “Account Data
Sheet” where you will find the IP Address of the assigned servers and also your own userid and password.

Orchestra Agent software requires Microsoft dotnet framework. Please go to http://www.microsoft.com/NET/ and

download the latest version. The software supports Windows XP, Vista and Windows 7.

Go to the CD AgenttWsetupeaxdi!l e cl i ck *

%o Agent IV ) o/X]

Welcome to the Agent IV Setup
Wizard

This wizard will guide you through the installation of Agent
Iv.

It is recommended that you dose all other applications
before starting Setup. This will make it possible to update
relevant system files without having to reboot your
computer,

Click Mext to continue.

Mext > | [ Cancel

Click “Next?”



http://www.microsoft.com/NET/

User Guide for Orchestra Agent Software | 2009

To Agent IV

License Agreement

Please review the license terms before installing Agent IV,

Press Page Down to see the rest of the agreement.,

[

IMPORTANT-READ CAREFULLY:

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.

LICEMSOR.: Converged Solutions Pte Ltd ("CSPL")

Software: Orchestra Agent IV, together with assocated media and printed materials,
induding any "online” or electronic documentation (the "Software™).

[ £

If you accept the terms of the agreement, dick I Agree to continue. You must accept the
agreement to install Agent IV,

< Back ” I Agree l [ Cancel

Click “1 Agree”

‘e Agent IV

Choose Install Location
Choose the folder in which to install Agent Iv.

Select a location to install, or use the default path

Enter or browse for a different install path here.

| | Browse...

Space required: 21,5MB
Space available; 689, 1GB

< Back ” Inztall ] [ Cancel

Click“ 1 nst al l
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Delete file: C:\Agent IV\Assembly\Assemblylist. txt

\l) Agent IV installed

TR T cesasa ) [ e % e
Click *“ Ok~

Run the AgentlV software.

Fa . |

File
= dR || ==
el O

Profile Phone Blue

System

Served: 0 Missed: 0

00:00:00 Signed out

[

Setup

-

Silver Black Opacity

Appearancz

a8

v

U Agent IV = ¥
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Before you sign in, you have to configure this soft

Select “Profile”. Click on the Tab *“Server”. Enter
Port numberalone.P| ease refer to your “Account Data Sheet” f
passwords.
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53.135.99.33 Port 14778 | Refresh (sec)

Click “Save’

At “Setup”, click “Phone” . Pleaseteferrtoyduh‘RccoansDataSgeate d e xt en

Call options

Local route number = |E-EIIZI| |
* Sign in again fo aooly change of focal number
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Select* Devi ce”
r
a Phone options w
- . ™
Call aptions | Device
® sIPsoftphone (20 Integrated desk phone Select phonedevice
SIPsoft phone setup #
Mumber * |E-EIEI| | Headset input |SigmaTEl Audio |Z|| | 14 ¢|
Password = |xxx | Headset output |SigmaTeI audio |Z|| | 20 $|
SIP Phx = |58.185.99.82 | Speaker output |SigmaTeI Audio |Z|| | 2 = |
SIP port ™ 2060 Register on start Sek
[ SIP register H SIP unreqisker |
[#] Codec G711 aLaw [+ Codec G711uLaw [ | Codec G723 [4] CodecG72e | Set
Integrated desk phone setup
A Application must restart if phone device is changed! I Save | I Cancel
Select “SIP softphone” Enter your assigned

output and speaker output for incoming ringto n e . Cli
on start” so the sip

c k
extensi

“Set”
on wi ||l

to
be

you have changed any of this information, sign out, close and re-open the agent application.

Click “Save”
7 - = 7

0 Agent IV o= x

File | Telephony  Setup
\*)f Signin , ¥ Signout a About Exit
- Lr:{k!’}%\/
Session General
SIP (REGOK)

Served: 0 Missed: 0

Time signed out: 18:14:49

[ | s [z | wap———] |

L-oo:oo:oo Signed out

8]

S Plepse e X t
refer to your “Account Data Sheet”. Make sure you check on Codec G729. You can select your headset input and

set
registered
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Click “Sign in”. rametara Bignin paswoal.Pleasetreterdg youlS' Acgpunt DatsSheet”.
.3 Sign In x

AgentID |E.|:|n |

Sign in name |EDD |

Signin password |><>c:><|

Click *“Sign in”

O Agent IV Michael Koh - = x
4

\ Telephony  Setup
: ,Jn\/ 19 Sign out a About Bxit

P

} 4] Lockstation 1
Session ‘ General ‘
SIP (REGOK)
Served: 1 Missed: 0 Time signed in: 18:19:29
| - || erea || Busvout || DmL || x| @

L '00:00:21 Ready

The green LED shows that you have successfully signed in and now ready to answer calls.

Answering Your First ACD Call

Make a call into the Orchestra ACD Server. You should hear the following;
“Thank you for calling. Please hold while your <cal

Your agent software will display as follow;




User Guide for Orchestra Agent Software | 2009

The ACCEPT button wil/ flash in red. To answer ¢t he

Your software will show as this;

After the conversation is completed, agent can clic

During tlhpi”s, “nWr acpal | s wi | | be offered to this agent
after-call time before he or she is ready to answer the next call.

10
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This period will expire by itself, becomeesegetmnahswestthen ¢ | i
next call.

Interface Walk Through

11
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First Impression

P

v Agent IV | Jonathan Ong(887) — = x
ﬁ File = Telephony Setup
/ l,‘ Sign in % Sign out g About 0 Exit
| (&) Lockstation
Menu Tabs ‘
| Session General
SIP (REGOK)
Served: 0 Missed: 0 Time signed in: 15:48:45
- || eeex || Busvour || b || K| @
\00:00:13 Rea&r
Notice there are 3 tabs8 “File”,
File Tab

p

“Telephony”

and

Gb Agentl\i I Jonathan Ong (887) - m Xx
Ll T Click to close the
s ;
A% Sianin & Sign out g About Q = application.
[ ) Lock station ‘ A }
Slgnmg In / ‘ Session General Information
Signing Out. SPIREGOR) | gbout Orchestra
Served: 0 Missed: 0 Time signed in: 15:48:45 Agent Software
- || ereac || Busvour || bmL || x| @
\00:00:1:3 Ready
Telephony Tab
7~ - = |
0 Agentl\{ I Jonathan Ong (887) - = X
File | Telephony = Setup Call History
| 1 || 2 || 3 H > || =2 | PRI | | Aux | CLID:8135@58.185.99.82... qu_}q__ Local Voice Logs
EER R Ry || *— Contact List
/|7!|8||9l|0|@ [&][e] e #=— Request for
o —- Supervisor Help
Number Pad Served: 0 Missed: 0 Timesigned in: 15:48:45
- || ereac || Busvour || bmL || | @
4 00:19:28 cdltasbeendrowd V(aguw;keq:alwq_a&)
Primary Line

12
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Call / Dial —»‘ = ' PRI-| | AUX <+—Auxiliary Line

Hangup—»‘iﬂ é Hﬁ’<—Hold

Record on Demand e |48 | @ ’<—Mute
Conference A Transfer / Flash
Setup Tab
[ 0 Agent IV Jonathan Ong (887) - = X

File  Telephony = Setup

@ @ @— Changing Opacity of Software

Blue Silver Black| Opacity |

Profile Setup

Profile Phone

Phone Setup | Changing Color Scheme of Software

|} System | Appearance
SIP (REGOK)
Served: 0 Missed: 0 Time signed in: 15:48:45
|| erea || Busvour |[ obmr || x| @
00:33:44 Call'has been dropped (agent_keepalive adk)
Answering Incoming Call
r
° Agent IV Jonathan Ong (887) - ETX
File = Telephony Setup
f‘ Sign in f‘.& Sign out Q About 0 Exit
Displaying incoming b (ot ‘
Queue Name, CallerID ‘ ’
Session General
—> PRODUCT A <QID:QU1737329365> <CLID: 8135@58.185.99.82:5060> <ENG > SIP (REGOK)
Served: 0 Missed: 0 Time signed in: 15:48:45
( | r = =
[ accepr ||| [ | [ : M| @
00:00:02 Inbound callalert (agent_keepalive_adk)

Duration of Ring

When there is an incoming call, the software will be shown as display.

1 Agent LED will change to red.
f First button change to “Accept”’
T Ringing tone can be heard from Agent’s heads:

To answer the call, click on “Accept button.

Completing A Call

13
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° Agent IV Jonathan Ong(887) - = X

File = Telephony  Setup

A,‘ Sign in f‘.& Signout g About Q Exit

Status on Served /
Missed Calls

| Session \ General ‘
PRODUCT A <QID:QU1737329365> <CLID: 8135> <ENG > SIP (REGOK)
Served: 1 Missed: 0

Time signed in: 16:57:42

Lock statiol
‘ ¢ LocK staoon

Complete Call ———— COMPLETE | [ | [ | [ copY || x| e

(agent_answer_ad)

00:00:07 Answering call
&

To end a conversation, c¢click on “Complete” Button.

pr

<
° Agent IV Jonathan Ong(887) - =X
File = Telephony Setup

D, signin Qp signout || (g Ao € exit

Lock station

g L
‘, Session

\ General ‘
PRODUCT A <QID:QU17373298365> <CLID: 8135> <ENG >
Served: 1 Missed: 0

SIP (REGOK)

Time signed in: 16:57:42

|| Busvout || 0 ‘ M| @

Wrap up——mm | wrapup || BREAK

I 00:00:04 Wrapping up (agent_complete_adk)

Once you hit the “Complete” button, it will come to
20 seconds.
To finish the current call c¢cycle, click on “Wrapup’

You will be in ready mode.

Missed A Call
C N
O Agent IV Jonathan Ong(887) - m X
File = Telephony Setup
£, signin Q:, signout || (@) Abot € exit
4] Lockstation \ ‘
‘ Session General
Showing number PRODUCT A <QID:QU17373298365> <CLID: 8135> <ENG > SIP (REGOK)
of Missed call e Served: 7 Missed: 1 Time signed in: 16:57:42
= ‘ | RESUME ’ | - | | DIAL ‘ E‘ 9
Stz?tus showmg 00:00:07 Missedcal¢reak,staﬁmsspaﬂed (agent_wrapup_ack)
Missed call break -

Resume

Agent will have a stipulated time to answer an incoming call. If agent failed to answer the incoming within the

stipulated time, the status will be changedt 0 a “ Mi ss Cal |l ” break mode.

14



User Guide for Orchestra Agent Software | 2009

To return to Ready mode, cl on “Resume”
Break / Busyout Mode
' B |
0 Agent IV Jonathan Ong (887) - = X
File = Telephony  Setup
{‘ Sign in Qa Signout g About Q Exit
y) Lockstation ‘
‘, Session \ \ General ’
SIP (REGOK)
Served: 7 Missed: 1 Time signed in: 16:57:42
|| erea || Busvour |[ obmv || X | @
A A
L 00:01:04 Ready (agent_keepalive adk)

Break  Busyout

button.

To prevent any missed call, agent is advice to go to Break / Busyout Mode when they are not at their workstation.

As a general guide, the status is explained as followed.

9 Break—Non-work related Break (E.g Lunch Break, Tea Break)

9 Busyout —Work Related Break (E.g Meeting, at the copy machine)

Lock Station ———»

Usercanlockthest ati on when they ar

p

Q Agent IV Jonathan Ong (887)
File = Telephony Setup

f‘ Signin & Sign out 9 About Q Exit

@ Lock station

‘ Session \ \ General ’

Served: 7 Missed: 1

[Cresowe [ - |[ o

SIP (REGOK)
Time signed in: 16:57:42

Wle

00:00:16 Onbreak T

(agent_break_add) |

— | Resume

click on “Resume” button.

Making An Outgoing Call

n break
Wor kstatdi

mo d e
on

t
S

(0]

preve
“Locke

15



User Guide for Orchestra Agent Software | 2009

P

O Agent IV | Jonathan Ong (887) - = X ]
File | Telephony & Setup
Dial s G | [prr] | aux| cLID:5135@56.185.99.62.. (5
Hangup (B[ & ][ @] =1
Lzl ed o ol (@ [ [ %[ @ e |
SIP (REGOK)
Served: 0 Missed: 0 Time signed in: 15:48:45
|| ereac || Busvour || opm || K| @
| 00:19:28 Callhas been dropped- (agent_keepalive ack)
Go to the Telephony Tab to make an outgoing call.
Agent simply clicks on the dial pad and hit
To complete the call, click on the “Hangup”
Signing Out Orchestra Agent Software
e 0 Agentl\; J Jonathan Ong(887) - =X
File = Telephony Setup
A" Sign in Sign out 9 About 0 Exi
‘ \ Click here to exit
Click here to / H } the program
. General
sign out SIP (REGOK)
Served: 0 Missed: 0 Time signed in: 15:48:45
|| erea || Busvout || bm || K| @
\00:00:13 Ready
Click on the “Sign out” button
|xxx|
Enter the password and hit the ‘Enter’ Key
Once you have |l ogout from Orchestra, Click

To Transfer a Call

on

the “Di

Button.

“Exit

16
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i |
e

7OW
File | Telephony = Setup

(el ) from) (o) [y (55 il 001 (4]

L+l Es e[+ (B[ f4k@d— =5 Transfer button

oo o [@ (%] (e [re]

600 (600) =

SIP (REGOK)

Served: 1 Missed: 0 Time signed in: 6:05:35PM

I

| 00:00:12 On fine

|| . J[ HANGUP DIAL 8141 ] @
(agent_online_ad)

After you have received a call, you can transfer by entering the number of the destination and click on the transfer

button.

17



