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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

Queue Management

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

choose to join the queue
without entering their

5556654637

1 2 3 cellphone. They will just
4 5 5 watch the live monitor to
. . |
. 3 9 view their status!
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4 BACK START OVER (§ HIDE KEYBOARD NEXT »

Bv enterina vour cellohone number. vou aaree to receive text messages and information about OLess services.

Once the customer joins a queue, you can find them in the list of queues in the Customer Engagement
Center (CEC). The customer will begin to receive text messages alerting them of their status in the queue.
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@ Support Add Customer @ Express Add Customer @0 Phone & Contract Sales Add Customer

29 Min Est Next Wait 7 Min Est Next Wait 18 Min Est Next Wait

Resources: 2

Queued Customers (4) Queued Customers (3) Queued Customers (3)
I Mary Bonaparte I Al I Jane Austen (9070)
I Monte Moir (8787) I Scott Newman (4343) I Roald Dahl (7543)
I Terry Lewis (3434) I Susan Kendall (8787) I Arthur Doyle (7562)

I Margaret Atwood (3624)
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Queue Management (cont.)
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To find additional information on the customer in the queue simply click their name and a pop-up window

will appear.

Student Info

Nomora Lines

FER-HHR-4637

ancial Aid

Financial Aid v

35 min
.. 1

Update
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Remove from line

Push back

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

!

following responses:

e (C: Cancel (appointment)

e H: Help

e J: Jointheline
e L: Leave theline
[ ]

e n#: Notify me with # minutes before

M: need More time

(Example: n5- you will be notified when you

are 5 minutes from the front of the line)

e S: Status update

e STOP - stop receiving all texts

The customer must be summoned for service from the queue. To summon a customer, press the Summon
Customer button at the right of the number of queued customers to display the pop-up window. The

customer will receive a text message that their service time is open.

Support
18 Min Est Next Wait

Queued Customers (3)

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

I Terry Lewis (3434)

Add Customer

-,

!

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

Support

15 Min Est Next Wait

Summoned Customers (1)

Monte Moir (8787)

« . TIP: Always use the above Summon Customer button to alert the customers from the queue.
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Queue Customer Service

After pressing the Arrived button, the customer will appear on the Now Serving bar located above the list of
queues:

Currently serving Lina Isaway (5309) - Financial Aid Lobby

e When you are finished servicing the customer press the End Service button non the right of the
Now Serving bar.

e During service, if you need to assign a customer to a different queue press the Reenter Queue
button on the right of the Now Serving bar, select the applicable queue and choose the closing service
to initiate the transfer to a different queue:

Enter Lina Isaway (5309) into the selected queue: Type of Service Provided to Lina lsaway (5309)

Advisement ¥ Service Result

: @ Progress Evaluation
Accompanied by a parent
Notes (] Transfer Students

(] Graduation Check
& Reenter queue as expired S [J Referrals

=

* ! TIP: If the Reenter queue as expired circle is
checked, uncheck the circle to immediately
place the customer to the end of the new @0 Advisement Add Student

queue. 16 Min Est Next Wait

. . . Queued Students (3)
Leaving the circle checked will place the G

customer in the queue under expired. Expired

. . . Martin Shorty (3333)
customers will be featured later in this user Yy

Type of Service: Progress Evaluation | Original Forecast: 5 min
. Time in Line: 41 min
guide. L
Nada Re'ally
Original Forecast: 10 min | Time in Line: 40 min

Once the customer is in the new queue you Lina Isaway (5309)
can summon them as you would normally. BHEnELEOreCsE: ¥k
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Queue Customer Service (cont.)

Using the Dropdown Menus

Qless features two dropdown menus that will allow you to manage your views in the queue and see the

additional products in QLess:

C\9 LESS College Sales Demo SRl ae e
- € . o
Qa ® =
@ Admissions Add Student @D Student Call-Back
10 Min W 7Min &
Queued Students (1) Queued Students (0)
Will Smith
@ LESS College sales DemMal yo can select what gueues you
s 4
- o College Sales demo
can view in the left column by g
clicking the hamburger menu in
Vil o :
' the upper left-hand corner of the Settings
Advisement screen. Click to select which
#2415 students £t Nexe Waic 1 Hr, 16 Min queues are shown. Calendar
Admissions
31 students Est Next Wait 9 Min Command Center
!iegistrar/Registration > Dashboard
fondees = st You can navigate to other
Bursar/Fee Payment products in the QlLess Reporting
) Est Next Wait 5 Mi . . s e ot e
Siol Bt oMl suite by clicking the upper = 3
T . ange passwor
Financial Aid right-hand corner down g€ P
#32 students Est Next Wait 21 Min arrow. Ralaase Netns
Student Call-Back a4 Foml
£30 students Est Next Wait 7 Min LOg out

TIP: Make sure you log out of the QLess system before switching
to another station or leaving at the end of the day!

;
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Manually Adding a Customer to a Queue
If the customer does not want to join the queue using the kiosk or SMS, you can enter them manually:

Add Customer to Queue
% Click the button located NS
to the right of the names of the queues. RetailSalesDemo - Express

RetailSalesDemo - Phone & Contract Sales

5552878663

*
°

Select a queue from the drop-down box.

Jana Vargas

0
Select the type of service : &8

(where applicable).

R/
°

X4

Click the Add button.

L)

Using the Push Back Feature

Student Info
If a customer needs additional time to remain in the queue

before receiving service, you can use the Push Back feature Name Nada Re'ally
to allow additional waiting time:

Phone

¢ Double-click on the Customer’s name in the queue to Queue Advisement
get the Pop-up window. In the pop-up window press
the button. Update

% Use the + or = buttons to adjust the amount of minutes
for the customer and press the button again.

Extra Minutes 10 min | # -
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Managing Expired Customers

If a customer becomes expired in the queue after being summoned or being placed on hold; they can
be put back in the queue for service:

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 to signal the customer’s return to the queue.

) Advisement Add Student Student Info [ X
12 Min st Next Wait Name Lina Isaway
I Original Forecast: 7 min Time in Line: 8 min -

) Phone #H#-###-5309
Martin Shorty (6-3333)
Type of Service: Progress Evaluation Queue Advisement
Forecast: 5min | Timein Line: 8 min G

e 6 min
Nada Re'ally
Original Forecast: 10 min | Time in Line: 6 min Original Forecast 11 min

Last Visit Jan 6, 2020 1:50 PM
Expired (1)

min me in Line: 6 min

Lina Isaway (5309) 1:53 PM

Additional Features

Additional features are in the grey bar across the top of the queues:
| ) © E

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

Q

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

. O

The Begin Service button allows you to alert a customer for service without them joining the queue
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.




