
CENTRAL CONTROL ON A WORLD CLASS ENTERPRISE PLATFORM



Orchestra will change the way your business operates at the sharp end where the customers are. Orchestra 
puts you in central control of your customer’s experience. Orchestra allows you to define the way your team 
will handle customers when they visit your branch – any of your branches. It allows your whole organisation 
to work in harmony – no matter how large or complex it is. 

Control the customer experience 
across your whole organisation

Why you need control

The larger your organisation gets the more difficult it be- 
comes to ensure you have consistent working practices 
and approaches across the whole team. There is only 
so much that training and manuals can achieve. This 
matters because if you are not consistent then you  
cannot measure, learn and improve. You end up with 
little or no control over the way your organisation deals 
with customers. Orchestra changes all that. It structur-

What is an enterprise system? 
Orchestra is centralised so that all data is stored in one 
principal location. All configurations can be made from 
the centre too. These features mean Orchestra is easy to 
manage and easy to maintain but this is not what makes 
it an enterprise system. If you want to measure and con-
trol your whole organisation you need consistency. The 
simple way to deliver this is with a rigid system. 
	
However this approach has limitations too. Each branch 
is unique in some way and rigid systems tend to limit how 
well a system adapts to the real world. Orchestra solves 
this by having a structured approach which means rigid 
definitions for all business objects – so that say a product 
in one place is always identical to the same product in  
another – but flexibility in the way the objects are applied. 
So, for example, with Orchestra branches are grouped 
into types allowing similar branches providing similar 
services to be configured together in harmony. A product 
or service may be offered in one type of branch but not  
another. A product can be withdrawn from or added to all 
branches of the same type. 

Segmentation and Business Rules
To blend Orchestra into your business it is only necess-
ary to establish two things; your segmentation and your 
business rules. Put simply this is how you group your 
customers and then how you want each group to be 
treated. Orchestra has an extremely flexible system of 
segmentation. Customers can be grouped according 
to the services they select, their potential value to your  
business, their gender or any factor you can identify. They 
can be segmented by multiple factors at the same time. 
	
Business rules are used to set what will happen to each 
group of customers. For example higher value customers 
can be seen sooner or customers needing a particular 
service can be seen by staff members working in an  
enclosed office only. This simple-to-understand solution 
means it is easy to take the complex workflows and  
practices of your branches and define them in simple 
terms within Orchestra.

es the process with a consistent approach across the 
organisation. Your team can define the best practices 
and then apply those organisation-wide. With a consis-
tent approach you can then measure more accurately 
how effective that approach is. If necessary changes 
can be made to the working practices and applied  
easily across the whole business making your team a 
learning organisation. 

ENTERPRISE MEASUREMENT

By measuring your whole organisation you get the 
best possible answers. An average is taken across 
the largest possible sample.

CONSISTENCY

The centralised nature of an enterprise solu-
tion means that you can deliver the same 
ultimate quality of service everywhere. With 
consistency and measurement you have the 
two vital tools to improve your business.

RIGHT CUSTOMER, RIGHT STAFF AND RIGHT TIME

By controlling the different segments you can make sure the right 
resources are allocated to the right customers at the right time. You 
eliminate waste and maximise the value of the customer contact. 
This means greater efficiency in your customer-facing operations.



Orchestra

Rich actionable information
Is Score for you? When you add enterprise-class manage-
ment information to a true enterprise system like Orchestra 
magic happens. With global measurement on a consistent 
platform you can get a true and revealing picture of your 
organisation. Which are your best branches? Which are  
your worst? Which are your best people? Score can answer  
all these questions. It can also provide perspective and tell 
you how good is good. Armed with this understanding you 
can first locate and then learn from the best in class within 
your organisation while also identifying the problem areas 
where you have to intervene. Score provides simple to use 
tools with great flexibility offering huge power.

Segmentation
Score measures everything while understanding the seg-
mentation programmed according to your business rules. 
So all answers can include your segmentation structure. 
For example; how long do customers wait on average  
might be interesting but knowing how long customers  
waited for high-value products or how long VIP customer 
wait is more interesting.

Analysis
Score allows in-depth analysis for understanding not just 
the business effects but identifying the causes. Numbers 
may have got better or may have got worse but the ana-
lysis function will help you find out why.

Score is a fully web based business intelligence (BI) option. It is very easy to 
use being, for example, fully drag and drop based. Score is ready to integrate 
with third party data to create even clearer pictures of your business. Its power-
ful graphical approach means it’s easy to get right to the heart of the important 
questions and answer them, just when you need to. You can even see your vital 
business intelligence on smart devices in the hands of your staff.
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Why business-wide data is important
The more data you have the more accurate your conclu-
sions will be when you analyse it. So an enterprise-wide 
solution for BI is the best you can get. However enterprise 
systems are only useful if the meaning of data from one 
branch exactly matches that meaning in the other branches. 
By keeping the definitions of business objects in the system  
under strict control Orchestra guarantees not only simple 

configuration but the most accurate business information. 
This consistency means that you can aggregate informa-
tion from all branches to get a more accurate overall view. 
It also means that benchmarking is highly effective. All staff, 
branches, regions or whatever are being judged by identical 
criteria so relative scores are completely meaningful. What 
enterprise-wide data delivers is in a word accuracy.

ANALYSIS

Score allows in-depth analysis for understanding not 
just the business effects but identifying the causes. 
Numbers may have got better or may have got worse 
but the analysis function will help you find out why.

WHO, WHAT, HOW? 

Who visited your branch? What did they originally 
want and what in the end did they take away with 
them? What did they think of the experience?  
Score collects the answers for these questions and 
many more. Questions that can directly drive your 
business and drive change in your business.

MEASUREMENT

 Score measures how many people took a 
particular path through your in-branch work-
flow and what happened to them while they 
took it. What is the average wait for people 
wanting service X for example. 



Join the mobile revolution. Is Beat for you? Beat is the name Qmatic have given to their mobile 
app. technology. Technology which allows customers to select the service they need from you and 
locate your closest branch. Why wait untill the customer is at your store before you know that they 
are coming and what service they require? Beat connects them with the right branch for the service 
they need and guides them to your door. You get more control over your customer flow smoothing 
demand and better matching your resources to it for greater efficiency.
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Join the queue before you arrive
There are many ways of looking at the benefits of mobile 
technology in customer flow management. For the custo-
mer it means joining the queue before they reach your 
store so that they waste less time waiting once they arrive. 
It also helps them find their nearest store and guides 
them to it using GPS and the latest navigation technology 
which is great if you are in an unfamiliar town. The whole 
process of attending your store becomes easier and this 
creates loyalty. 
	
For you the benefits are also many. Firstly that customers 
will go to the right stores. They will not waste your time 
and theirs going to a store that does not offer the service 
they want. They will naturally pick stores that are not so 
busy – evening out demand and making more efficient 
use of your resources. Because it is easier to find your 
branches in unfamiliar towns the customer will be more 
loyal and also less likely to abandon their attempt to do 
business with you. 

Skill based routing – control the match between staff and customers. 
Matchmaker is exactly what it says. It makes the match between the best 
skilled resource and the customer’s needs. It forces the pace of service, 
ensures the right staff talk to the right customers and ensures the hig-
hest quality outcomes.

Right staff, right customer, right time
Your resources are expensive and will always be limited. 
Matchmaker ensures you that productivity is driven and that 
the right staff are doing the right job at the right time. You will 
see the pace of process increase and less busy staff beco-
me utilised. The customer will appreciate that there is a clear 
and well managed process so they can talk to an expert who 
can help them and increase your business.
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ESCALATION

You will want to know that your staff are attending 
customers when they are called. If for any reason 
there is a service delay then it’s possible to escalate 
the service demand up the management line.

THE BEST AVAILABLE

Applying skill based routing allows you to ensure the 
very best available, skilled member of staff is selected 
the instant the customer selects a service.

CUSTOMER CONFIDENCE

When customers know they are speaking to a skilled 
advisor their confidence increases in your brand and 
their tendency to buy is increased.

JOIN THE QUEUE BEFORE ARRIVING

By giving your customers the option to join the queue on the 
move, before they arrive, you can smooth out the arrival into 
your location and demand on your resource.

AUTO SELECTION

Sometimes staff select the customers they want to talk to or who they 
think may be a good target. This can deliver poor and slow customer 
service, and missed opportunities. Using skill based routing techniques 
ensures that doesn’t happen and through smart devices ensures you 
drive your staff to the right customer at the right time.

GLOBALLY POSITIONED SERVICE   

When your customers use a mobile device to get service 
they can also benefit from GPS navigation, so they get 
to the right place at the right time to be served.

MANAGING YOUR SPACE                

When customers use mobile devices to request 
service you can better manage your floor space 
by managing their arrival times.



Is Customer Journey for you? When we set about designing the Orchestra Digital Signage solution we knew that the value  
of communication is in the messages and creating content is a challenge. So the last thing you need is another challenge 
just getting the messages onto your screens. Our solution had to be as simple to use as possible. Orchestra’s digital signage 
solution is unique in that it gives you control of all the surfaces in the branch and not just the big screens on the wall. This  
allows you to build up your message in stages for greater impact. What is more; messages can be tailored to customers  
based on their service selection ensuring the right messages are targeted at the right customers. 
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Tailored messages

With the Customer Journey planner you are free to create as 
many messages as you would like. The message used with 
each customer is determined by their product selection. If a 
customer comes in for service X then they will see message  

 
 
1, delivered in a structured way across the many surfaces, while 
if they came for service Y they see message 2. This means you 
get to deliver to your customers the particular messages that 
are right for them.

YOUR STORYBOARD

An electronic storyboard lets you plan your messages and 
review the whole customer experience on one screen so 
you plan the ideal experience before it happens.

EFFECTIVE DELIVERY AND STORAGE

Always store your content in one place. It means you only 
have to send files across your network once, it’s good when 
you have low bandwidth. Your play list will always be  
there when you need it as well. No need for PC’s.

Unique simplicity
What is unique about the Orchestra Digital Signage solution? 
Simplicity. We know that the magic will be in the content so 
the simpler we made delivering that content the better, the 
more effective, the solution would be. Take the Surface  
Editor. The clue is in the name. We looked at all the electronic 
screens in the branch, all the screens that need to be design-
ed to showcase your brand and deliver your messages, and ask-
ed “why can’t they all be designed with the same simple tool?”  
	 So with Qmatic they are and we call this tool the Surface 
Editor because we saw all screens as surfaces on which you 

can communicate with the customer and it even designs 
non-electronic media for you like customer service receipts. 
With the Digital Signage option you add very simple to use 
scheduling capability to allow you to schedule particular 
campaigns to start on specific days.

Controlling the Customer Experience
The Customer Journey module is an extension to straight  
forward digital signage that will revolutionise the way you 
think about messaging. You get global control of all the  
messages on all surfaces from one place, and one simple 

tool suite. You coordinate what you say across all the 
many surfaces in your branch. You do not need to make 
your point by placing your whole message on one single 
screen any more. Instead you put phrases from the big 
message on each surface and build up to the overall mea-
ning in stages like a staged campaign in one journey. This 
is a much more natural way to get your point across. It is  
like a conversation. You tackle the challenge in stages by, 
for example, introducing the topic, highlighting issues with 
the current situation, proposing a solution and then explain-
ing how you can help deliver that solution.

Storyboard
We knew that distributing a message across many surfaces 
like this would be a real challenge and especially to teams who 
had not worked this way before. So to make even this powerful 
tool really simple to use we looked to film-making and created 
an electronic storyboard. This lets you create and then review 
what your customers will see on one big single page graphically 
step-by-step. As you design the surfaces you can see the 
customer’s journey through your environment so we call this 
the Customer Journey Planner.



Orchestra uses open and preferred enterprise tools,  
favoured industry standards and leading-edge conventions 
to create a product that is outstanding not in the field of 
Customer Flow Management but amongst all enterprise 
back office solutions. The architecture of an Orchestra 
system can be built with an outstanding level of flexibility to 
provide the best a centralised system can offer in terms of 
low maintenance combined with network break tolerance. 

Orchestra is written in Java because it is the most platform-
independent development environment. What that means 
is that Orchestra can run on a variety of different hardware 
running a variety of different processors and operating 

systems. That makes Orchestra much more future-proof. 
When new technologies come along – like new faster and 
more powerful processors – then Orchestra is much more 
likely to be able to exploit them. 
	 Java is also the environment of choice for enterprise 
development because of the standardisation introduced  
in Java Enterprise Edition Six. This means that even at  
the Application Server level Orchestra is agnostic and  
can support any compatible Application Server. This open  
approach means that Orchestra will continue to take  
advantage of the best of breed in Application Servres, 
Operating Systems, Hardware, Processors and Databases. 

Orchestra technology

Connectors

Orchestra’s APIs are known as Connectors. These 
provide a standard way of linking to other back-office 
and operational systems. Connectors are available 
for common func-tions like linking to an external  
appointment scheduling system.

Enterprise IT standards

Orchestra uses leading-edge enterprise IT standards. For example it conforms 
to the Java Enterprise Edition Six (JEE6) standard meaning that any compatible 
Application server can be used. Another example is that Orchestra uses the Java 
Persistence API (JPA) framework to abstract from vendor specific Relational 
Database Management Systems (RDBMS). This use of the latest and most open 
standards guarantees the future-proof capability of the system. Orchestra works on 
the most common, up to date and open world class standards. That means that 
it’s designed to work for you.

Database

Operating System (OS)

Hardware (HW)

Application Server (AS)

Orchestra

Yes to any AS that is JEE6 compliant
Qmatic test using GlassFish

Yes to any OS that supports an
Oracle JVM (Java Virtual Machine)

Qmatic test using Linux and
Windows Server 2008

Yes to any hardware as long
as it can run a suitable OS

Yes to any SQL 
relational database
Qmatic test using Oracle 
and Microsoft SQL Server

Branch Branch Branch Branch

Regional hub

Branch Branch

Central server

Break tolerant connections Network connections

qAgent qAgent

qAgent

qAgent

1st scenario 2nd scenario 3rd scenario

Architecture

A network problem solved

It’s nice when a platform is thought through in way that even problems 
you haven’t considered are solved. Network break tolerance is something 
we have thought a lot about. Orchestra brings many unique elements 
together but any centralised platform requires good wide area networks. 
It’s also a reality that not all WAN’s are as good as you may like. So we 
solved the problem. We have created a network break tolerance. It simply 
means that whether your WAN is good or bad, you will always be able to 
deliver CFM in your locations. Service - anytime.

• 	ENTRY POINT CONNECTOR  
	 (functions for Reception Workstations and Touch Screens)

• 	SERVICE POINT CONNECTOR (functions for Counter Workstations 
	 and other software to call customers from)

• 	DIGITAL SIGNAGE CONNECTOR (functions for 3rd party digital signage  
	 systems that want info about customers called and display that in their system)

• 	MI CONNECTOR (functions for software that need operational  
	 management information similar to our Operations Panel application)

• 	APPOINTMENT CONNECTOR (functions for 3rd party appointment systems to  
	 load appointments into Orchestra to have them handled in the CFM process)
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Our Customer Flow Management (CFM) methodology ensures that 
we apply the right QHow for your situation. This unique process takes 
the six steps of the customer journey into consideration so that we 
deliver value at every step.

Six steps to a successful customer flow

QHow is all of our global knowledge broken down into easy to 
grasp sound bites of value. Check them all out on qmatic.com

World leader in managing customer experience

Address
Neongatan 8
SE-431 53 Mölndal
Sweden

Contact us
E-mail: info@qmatic.com
Phone: +46 31 756 46 00
Fax: +46 31 756 46 99

SOFTWARE

DUET VIRTUASOLO VIRTUA

To manage the  
customer experience

SELF SERVICE 
KIOSKS
To service customers

ADD-ONS
For complementing 
the system

SPECIFIC
Complete solutions  
for specific needs

SAM
For supporting and 
maintaining your system

Mk l

Mk ll

TP TOUCH

7” touch screen service kiosk

TP BUTTON

5 button service kiosk

8” touch screen service kiosk5 button service kiosk

INTRO 17

17” touch screen service kiosk

INTRO 8

8” touch screen service kiosk

INTRO 5

5 button service kiosk

SCORE

For smart business intelligence

BEAT

App for remote queuing

DUET VIRTUASOLO VIRTUA
17” touch screen service kiosk8” touch screen service kiosk5 button service kiosk

EXPRESSIA
For customer feedback

CINEMATIC
For digital signage

CHORAL

For voice prompts

DUET VIRTUASOLO VIRTUA
8” touch screen service kiosk5 button service kiosk

NOTES
Displays

CODA

Call terminals

DUET VIRTUASOLO VIRTUA
8” touch screen service kiosk5 button service kiosk

SOLO LINEA
For linear queuing

ALLEGRO

For customer counting

5 button service kiosk

SAM

SAM For keeping your installation updated and functional

ORCHESTRA

Centralised, server-based

ENSEMBLE

Local, server-based 

SOLO

Local, embedded

Our product portfolio

WITH A QUARTER of the world’s population 
passing through one of our solutions every 
year, we have learned quite a lot. In fact,  
every day we learn from the thousands of  
our solutions deployed across the world  
– we call this combined knowledge QHow.
	 We also invented a methodology for  
delivering the best solution – Customer Flow 
Management, CFM. We take all of our QHow 

and channel it through six steps of CFM  
to deliver the correct and appropriate  
solution for your business and environment.
	 Knowing how to manage customer  
experience in the Public, Health, Finance 
and Retail sector is our skill. 

We have been doing it for over 30 years  
and lead the world. Let’s do it for you.


