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Welcome to Qless!

The Customer Engagement Center (CEC) offers many advantages:
e Streamlined navigation & management
e Compatible with most browsers such as Firefox & Chrome
e No more widgets

Joining a Queue

A customer can join a queue several ways
(Note: Options will vary based on the account configuration):

e SMS Text Messaging

e Qless App (available on Android or iPhone)

e Home Kiosk: A hyperlink that allows you to join the queue over the Internet
e Main Kiosk: The physical iPad at a location

When joining a queue, the customer can enter their cellphone number to receive text messages
to inform them of their status in line:

CEC § Kiosk Dashboard | Queue Manager l§ Kiosk (v1) | Monitor (v1) [ Ticket Taker [l Start Over
B
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To begin, enter your cell phone number so we can send you a text message when it's your turn.
The customer can also
— 5556654637 o
choose to join this

gueue without entering

1 2 3 their cellphone. They
4 5 6 must watch the live
monitor to view their
" . 9 status at the location.
0 “

By enterina vour cellohone number. vou agree to receive text messages and information about OLess services.

After the customer enters their

cellphone number, they will receive a
Customer’s Text Message: let you know when you reach the front.

text message alerting them that they In Queue Confirmation Gorimanis yollba serd S = Statug
have joined the queue (actual message LGSR S LB e

text varies based on the configuration).

Thanks! Your est. wait is now 19 min. We'll




QLESS
**0Q®

The Customer Engagement Center (CEC)
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When the customer joins a queue, you can find them in the Customer Engagement Center (CEC):

G LESS Retail Sales Demo
- L]

29 Min Est Next W

Queued Customers (4)

I Mary Bonaparte
I Monte Moir (8787)
I Terry Lewis (3434)

I Margaret Atwood (3624)

connected

1]
O]
1

Express Add Customer

7 Min Est Next w
Resources: 2

Queued Customers (3)
B

I Scott Newman (4343)

I Susan Kendall (8787)

Responding to Text Messages

m m Dashboard Kiosk (v1) @ Monitor (v1) Wl Ticket Taker

Retail Sales Demo

Phone & Contract Sales

18 Min Est Next wai

Queued Customers (3)

I Jane Austen (9070)
I Roald Dahl (7543)

I Arthur Doyle (7562)

The customer can respond to the text messages received from the queue by typing in a letter for the

following responses:

e (C: Cancel (appointment)
e H: Help

e J: Jointheline

e L: Leavetheline

e M: need More time

e n#: Notify me with # minutes before

(Example: n5- you will be notified when you are 5 minutes from the front of the line)

e S:Status update (see example below)

e STOP - stop receiving all texts

A customer can select to receive
status updates that will provide the
number of people ahead of them in
the queue and the estimated wait
time.

Customer’s Text Message:
Status Update

Status update from Express: There are now
2 people ahead of you. Your estimated wait

is 7 min. Need more time than that? Reply
with "M".
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Using the Customer Engagement Center Menus

Qless features two menus that will allow you to manage your views in the queue and see the
additional products in QLess, the Hamburger menu (left) and Dropdown menus (right):

) LESS College Sales Demo ‘ ccuﬁ:j:\,ffmm
- . R
a ©® E
Admissions Student Call-Back Add Student
Queued Students (1) Queued Students (0)
Will Smith
The Hamburger Menu The Dropdown Menu
Q LESS College Sales Demo
sco@ <+ College Sales demo

e

You can select what queues you
& can view in the left column by

o ) Settings

; clicking the hamburger menu in
Advisement
315 students Est NexcWair 1 Hr, 16 Min the upper left-hand corner of the Calendar

— screen. Click to select which
oo Command Center
'\“w&"l students Est Next Wair 9 Min queues are Shown. ;
Registrar/Registration > Dashboard
'EDG students Est Next Wait 4 Min
B e e You can naV|g.ate to other Reporting
32 students Est Next Wait 5 Min prOdUCtS in the Qless — - i

i icki Change password

e swt.e by clicking the upper gep _
02 students e e 21 M right-hand corner down

Release Notes

Student Call-Back arrow. L CnE-g7min

30 students Est Nese Wait 7 Min Log out
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After a customer enters the queue, click on their name to open the Customer Info screen to review
their information. The Customer Info screen displays the customer’s name, phone number (if
applicable), Queue, the time in line and the original forecasted time. You can enter any comments
regarding the customer in the Notes box and press the Update button to save. The Action buttons are

used while the customer is in the queue. (see below).

16 Min Est Next Wait

Queued Customers (3) ErmE |I~

| Monte Moir (3232)

| TommyTaseaisz00)
(| Margot Knight (9311)

Action Buttons

Customer Info

Name Margot Knight

Phone #HEA-###-9311
Queue Support

Time in Line 43 min

Original Forecast A4 min

Forecast Wait 1 min
Last Visit Never

Notes
Submitted all of the paperwork.

Update

Summon Button <€
This button allows you to summon a customer
out of order of the queue for immediate service.

Summon

Remove from line

Remove from Line <«
Allows you to immediately take a customer
completely out of the queue.

M. The Action Buttons are to be used only
if there are any special changes needed

= asthe customers enter the queue.

Push Back
Allows you to provide additional time for
a customer to visit you for services.

Move Button <€

Allows you to immediately move a

customer to a different queue for service.
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Queue Management: Summon, Arrived & End Service

In order to service a customer, they must be summoned from the queue.

18 Min Est Next Wait
Queued Customers (3)

I Rhonda Williams (2354)
I Monte Moir (8787)

| Terry Lewis (3434)

To summon a customer, press the Summon Customer
button at the right of the Queued Customers list to
display the pop-up window.

When summoned, the customer
will receive a text message alert.

Customer’s Text Message: It's your turn! Please go to Station 1.
Summoned for Service

Thanks for waiting! Need more time,
reply with "M".

Support

15 Min Est Next Wait

Summoned Customers {1)

Mante Maoir (8787)

Once the customer has arrived,
press the Arrived button in the
pop-up window.

After pressing the Arrived button, the customer will appear on the Now Serving bar located above the list
of queues. When your service with the customer has completed press the End Service button to the right

of the Now Serving status bar:

———

At the end of service, a text message
is sent containing a link to a customer
service survey (if applicable).

Customer’s Text Message: How was your visit today? Let us
End of Service

know by completing this short survey!
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Queue Management: Transferring a Customer to Single Queue

While assisting the customer if you need to send them to a different queue, press the
Reenter Queue button to the right of the Now Serving bar:

Currently serving Lina Isaway (5309) - Financial Aid Lobby

Select the queue that you need from the list and press the Yes button to transfer the customer.
Leave the Reenter queue as expired box unchecked.

Q LESS‘ College Sales Demo College Sales demo
o o R

Q E

|

Currently EStRifls L Ry Enter Lina Isaway (8309) into the selected queue:
3 : i Advisement 2
Add Student @ Bursar/Fee Payment Add Student @ Financial Aid PO | Admissions
: " Registrar/Registration
2 Min Est Next Wait 16 Min Est Next Wait | Bursar/Fee Payment ly

Queued Students (0) Queued Students (1) Summon Student
Notes

Leigh Nunez (1212)
Type of Service: Financial Aid | Original Forecast: 10 min |

‘ D Reenter queue as expired
Time in Line: 34 hr, 58 min | status_0: Returning Student |

Cancel

The customer is now transferred to a different queue.
Once the customer is in the new queue they can be summoned as you would normally.

@ Advisement Add Student

16 Min Est Next Wait

Queued Students (3) NOTE:

Leaving the Reenter queue as expired box

Martin Shorty (3333) checked will place the customer in the
Type of Service: Progress Evaluation | Original Forecast: 5 min . . .
gueue under expired. Expired customers will

Time in Line: 41 min
be featured later in this user guide.

Nada Re'ally

Original Forecast: 10 min | Time in Line: 40 min

Lina Isaway (5309)
Original Forecast: 11 min
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Queue Management: Transferring a Customer to Multiple Queues

If the customer needs assistance from multiple queues, press the Reenter Queue button to the right
of the Now Serving bar:

Currently serving Lina Isaway (5309) - Financial Aid Lobby

Hold down the applicable button (see below) on the keyboard and click on the multiple queues you
need for the transfer. Leave the Reenter queue as expired box unchecked to transfer the customer

into the queues and press the Yes button.

Advisement

To Select Multiple Queues:

Admissions
Registrar/Registration
Bursar/Fee Payment

Enter Lina Isaway (8309) into the selected queue:

-

Windows PC: Hold down the Control = Ctrl

button and select the multiple queues.
Notes

%
Mac: Hold down the Command | command
button and select the multiple queues.

D Reenter queue as expired

Yes Cancel

The customer is now transferred to the multiple queues.

Once the customer is in the new queues they can be summoned as you would normally.

10 Min Est Next Wait 8 Min Est Next Wait

Queued Students (1) Queued Students (1)

Lina Isaway (8309) Lina Isaway (8309)
Original Forecast: 5min | status_0: Returning Student Original Forecast: 4 min | status_0: Returning Student

@ Admissions @D Registrar/Registration
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Entering a Note Before Ending Service or Transferring a Customer

You can enter a note on the Customer’s Info screen to add any important information before ending
service or transferring a customer. To add a note, click on the customer’s name on the Now Serving bar:

Currently serving Lina Isaway (5309) - Financial Aid Lobby

At the Customer Info screen, enter the text in the Notes field and press the Update button.

College Sales demo
Financial Kid Lobby

Q LESS College Sales Demo
e o@

Q =

Currently serving Lina Isaway (8309) - Financial Aid Lobby B O Student Info n

Name Lina Isaway

@ Financial Aid Add Student

@ Student Call-Back

Phone HH##-#H#-8309
10 Min Est Next Wait 7 Min Est Next Wait
Queue Financial Aid
Queued Students (0) Queued Students (0) . "
Time in Line 2 min
Original Forecast 10 min

Last Visit

Status 0 Returning Student

Notes
Ms. Isaway has a guestion regarding transcripts.
Sending her to| Admissions for assistance.

|

‘ Update ’

N—

connected

Manually Adding a Customer to a Queue

If the customer did not join the queue using the kiosk or SMS, you can enter them manually:

%+ Click the button located

to the right above the list of customers in

Add Customer to Queue

Helalsaesuemo - Suppor

RetailSalesDemo - Express

the queue. | RetailSalesDemo - Phone & ContractSales |
5552878663
% Select a queue from the drop-down box. S~
O
S - |

K/
0‘0

Select the type of service
(if applicable).

X4

Click the Add button.
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Queue Management: Expired Customers

Once a customer has been summoned, they receive a text message that they have reached the front
of the queue:

The Customer Engagement e e
Customer’s Text Message: e g
Center sends the customer an * Thanks for waiting! Need more time,
) Summoned for Service reply with "M".
alert and sets a time for the
customer to arrive.

Advisement Add Student

If a customer does not arrive after being 12 Min Est Next Wait

Original Forecast: 7 min me in Line: 8 mi
summoned, the Customer Engagement | o o " =
Martin Shorty (6-3333)

: Progress Evaluation

Center will automatically place them into

Expired status. The expired status places R Rl
the customer in a holding position to allow D O | s
them time to either rejoin the queue or
arrive later. Bxpired ()
ﬁ Lina Isaway (5309) 1:53 PM
Original Forecast: 11 min | Time in Line: 6 min

Enter Lina Isaway (8309) into the selected queue:

JLAdvisement g You can also manually place a customer into expired
| Admissions
Registrar/Registration ' status by clicking the Requeue Button on the
| Bursar/Fee Payment v ) o
= ' Now Serving bar and clicking the box next to
Reenter queue as expired.
Notes

@ Reenter gueue as expired _
=

The customer will receive a text

’ . Sorry, we still haven't heard back from you, so
message informing them of their Customer’s Text Message: e give your spot to someone else. You
Expired Status 10 min to rejoin the front of the line - reply

expired status.
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Queue Management: Expired Customers (cont.)

To Bring a Customer Out of Expired Status:

1. Click on the customer in the Expired list to display the pop-up window.
2. At the pop-up screen select either Rejoin or Arrived action buttons to signal the customer’s return

to the queue.

@0 Advisement

12 Min Est Next Wait

I Original Forecast: 7min | Timein Line: 8 min

Martin Shorty (6-3333)
Type of Service: Progress Evaluation
Original Forecast: 5min | Time in Line: 8 min

Nada Re'ally

Original Forecast: 10 min | Time in Line: 6 min

Expired (1)

Lina Isaway (5309)

Original Forecast: 11 min | Time in Line: 6 min

Student Info

Name Lina Isaway -
.
Phone H#HH-#H#-5309
Queue Advisement
Time in Line 6 min
Original Forecast 11 min

Last Visit Jan 6, 2020 1:50 PM i
l Update

T

1:53 PM

Expired Customer Action Buttons

The Rejoin button places the customer back into the queue
to be summoned again for service. Note: The customer is placed
in the front of the queue.

The Arrived button places the customer into Now Serving
status for immediate service.
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Service Buttons

The Service Buttons are on the grey bar across the top of the queues:

‘ Qa ® =

These buttons allow you to perform additional services with the queue:

Q

The Search button allows you to search for a customer by their first name or the last 4 digits of
their telephone number.

®

The Begin Service button allows you to alert a customer for service without them joining the
gueue via the kiosk. This feature is mainly used when there isn’t a wait for service, but you still
want to track the data.

The List View button allows you to view the entire list of all the queued customers.

;

TIP: Make sure you log out of the Customer Engagement Center at the end of the day!




