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Introduction

The Essential Guide to Queue Management and OWMS

In this guide, you'll learn everything you need to know about queue management,
why it’s crucial for your business, and which systems and providers you should con-
sider when implementing a queue management solution.

Abbrevations: Online Queue Management System: OQMS
Queue Management System: QMS

Imagine a scenario where you arrive at a location for an essential service. You
step into the waiting room, only to find it overcrowded, with some people una-
ble even to find a seat. Perhaps you anticipated a long wait, but what you had-
n't counted on was the confusion. Youre unsure which queue to join, your posi-
tion in line, or even if the queue is moving at all. Frustrating, isn't it? This is the
experience you risk for your customers if you don't have an online queue ma-
nagement system in place.

The Pitfalls of Poor Queue Management

Nobody likes waiting in line. In fact, customers would rather leave than wait in a long
queue, seeing it as a waste of their time. Studies show that over 70% of customers
would abandon their purchase if they have to wait in line for more than 5 minutes.
Another study highlights that wait times feel particularly unpleasant when custo-
mers experience boredom—which is exactly what happens in a queue or waiting
room.

Effective queue management is no longer optional; it's an essential compo-
nent of customer satisfaction and operational efficiency.
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What is Queue Management

Why Queue Management Matters in Service-Driven Businesses

Long queues often indicate that demand for a ser-
vice exceeds supply. For example, in a hospital, the
number of available doctors may be lower than
the number of patients needing medical attention.
Online queue management technology gives
businesses the ability to monitor customer arrival
rates and the number of people waiting in real
time, reducing wait times and significantly impro-
ving customer flow.

There are four main types of queues:

Structured Queues Unstructured Queues

Structured queues are orderly, with people Unstructured queues are typically unpredicto-

standing in a predictable formation. This type of
queue is commonly found at security check-
points and supermarket checkouts.

Mobile Queues

In mobile queues, people can join the line using
their mobile devices by booking appointments
through a queue management app. They only
arrive at the service center when it's their turn
to be served, reducing physical wait times on-
site.

ble, with people standing in various directions
and positions. These queues are often seen in
crowded areas without clear guidance.

Kiosk-Based Queues

In kiosk-based queues, customers enter their
information at a self-service kiosk and specify
the reason for their visit. This type of queue is
commonly used in healthcare facilities and
banks.

What many businesses don't realize is that perceived wait time is often more cri-
tical than the actual wait time. People tend to feel that they are waiting longer
than they truly are. For instance, if a customer encounters a long queue — even
one that moves quickly — but the waiting area is disorganized or overcrowded,
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they will automatically assume the wait will be lengthy. Some will choose to leave,
and those who remain are likely to feel frustrated and dissatisfied.

What is an Online
Queue Management System?

An online queue management system is a technological solution designed to
streamline the queuing process and efficiently manage the flow of people within
your service facility or business. The system ensures that customers are served in
the correct order and in a timely manner, significantly enhancing the overall custo-
mer experience.

A queue management app also handles customer wait times across all touch-
points with your business, both before and after service. Queue management sys-
tems can come in the form of hardware or software, but their primary goal is to
make accessing your services easier for customers. Think of it as an extension of
your CRM.

Depending on your business type, the queue might be the first interaction a custo-
mer has with your services or products. Studies have shown that customers are 49%
more likely to make impulse purchases when their experience is personalized. By ef-
fectively managing wait times, you can optimize the individual customer experi-
ence.

How does a Queue Management
System work?

According to queueing theory, a queue management system is based on four es-
sential components:
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Customer Population

his refers to the number of people visiting your premises to access your services. The population can be finite
or infinite. A finite population means the exact number of customers is known, like passengers waiting to
board a plane. An infinite population, the more common scenario, includes an unpredictable flow of visitors,
often characterized by random arrivals. An effective system ensures efficient service based on typical

customer volume.

Service Mechanism

This component assesses the resources nee-
ded to maintain high service standards. Key
factors include the number of staff available for
customer assistance, the average wait time per
customer, and the number of queues. These
elements help define optimal service patterns.

Queue Characteristics

On average, customers spend over 20 minutes
waiting while shopping. To minimize this,
businesses can establish service order rules
and monitor customer behavior in the queue.
There are four main queue disciplines:

Random Order Service:
Customers are selected for service at random.

First In, First Out:
Customers are served in the order they arrive.

Arrival Method

This analyzes how customers enter your busi-
ness, whether individually or in groups. It also
considers the average hourly arrival rate and
the time intervals between arrivals, making it
easier to identify and manage arrival patterns.

Priority Selection:

Customers are served based on the urgency of
their needs, such as in a hospital where critical
patients are prioritized.

Last In, First Out:
The most recent arrivals are served first.

Customer behavior in queues is also crucial. Some customers may leave without
joining the queue if they believe the wait will be too long, while others may queue
but leave before being served if they feel they've waited enough. Queue manage-
ment systems use these components to manage and reduce wait times, ultimately
improving the customer experience. Although they can't eliminate queues entirely,
they effectively manage perceived and actual wait times, ensuring better service
quality.
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How to Implement an Online Queue
Management System

During the implementation phase, your chosen provider will set up the system.
However, before moving forward, consider the following steps:

1. Identify Your Unique Business Needs

Every company has specific reasons for adopting an OWMS, requiring an initial goall
analysis before implementing a queue management system. For instance, a gover-
nment office might aim to reduce lobby congestion and ensure visitors only arrive
when they are ready to be served, preventing crowding and potential frustration. As
Steve Jobs famously said, *You've got to start with the customer experience and
work backwards to the technology.” Begin by outlining your organization’s require-
ments and communicating them to your provider. This will help tailor a solution that
meets your needs and reveals inefficiencies in your customer journey.

2. Define the Key Objectives of the System

Clearly outline what you want to achieve with the queue management system. Are
you aiming to decrease customer traffic, improve service quality, or manage ave-
rage wait times better? Discuss your goals with your provider to ensure they confi-
gure a solution that aligns with your expectations.

3. Test the System Before Full Deployment

Launching an OWMS without testing is a recipe for disaster. What if there are glit-
ches, or the system fails to reduce wait times as expected? Conduct a trial run to
confirm the solution meets your needs and functions effectively. Use this period to
train your staff on how to operate the system properly.

4. Evaluate and Refine

Before full implementation, identify any inconsistencies or inefficiencies and work
with your provider to address them. The system should be as close to perfect as
possible when deployed, with minimal disruptions and a well-prepared staff. This
ensures the solution delivers the intended benefits and operates smoothly from day
one.
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Which Industries Benefit from an
Online Queue Management System?

Virtual queuing is becoming increasingly popular, and it's easy to see why: no
one likes waiting in line. Here are the key industries that can significantly benefit
from adopting an OQMS.

Retail:

Over 75% of customers say that waiting in line to pay is the
worst part of their in-store shopping experience. As a re-
tailer, you know how fiercely competitive the industry is
and how customer experience impacts your bottom line.
If customers have to wait more than an hour to be served,
they’re more likely to turn to your competitors. An OQMS
can organize your store, enhance the customer experi-
ence, and turn visitors into loyal shoppers.

Government and Public Service Providers

Government agencies are notorious for long
wait times and frustrated citizens, primarily due
to inefficient queue management. The nume-
rous touchpoints and procedural steps can be
overwhelming without an effective system. Whi-
le queues may be unavoidable, an OWMS can
optimize wait times, minimizing congestion. Key
benefits for public services include:

« Streamlined processes across all touchpoints.

+ The ability for citizens to complete necessary paperwork
before being served, avoiding bottlenecks.

» Real-time wait time estimates based on the number of
people in line.

« The option for citizens to track their place in line remotely,
reducing foot traffic and congestion.

» Improved staff efficiency and productivity.
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Restaurants

The average wait time in restaurants is 23 minu-
tes. While slow periods exist, peak times put im-
mense pressure on staff and resources. Hungry,
impatient diners expect excellent service, and
long waits can lead to frustration. Customer ser-
vice is critical in the hospitality industry, with po-
tential diners often checking online reviews be-
fore visiting. Complaints about long service
times can tarnish your reputation, no matter
how delicious your food is. An OQMS can help by:

« Allowing staff to focus on delivering quality service rather than
managing lines.

- Offering real-time guest tracking to improve staff efficiency
and customer satisfaction.

« Capturing guest data, such as special requests, to enhance
service and meal quality.

- Identifying patterns, like the most popular dishes or busiest

times, for better resource planning.

Hospitals and Healthcare Facilities

Did you know that patients in emergency rooms
wait an average of 1.5 hours before being admit-
ted to a room? Healthcare facilities play a criti-
cal role, and reducing wait times is essential.
Even before COVID-19, hospitals were overcrow-
ded, with unbearable waits. Post-pandemic, the
situation has become even more challenging.
Queue management in healthcare can:

+ Guide patients smoothly through various touchpoints, from
registration to tests, without standing in multiple lines.

+ Allow doctors and nurses to access essential patient informar-
tion, improving operational efficiency.

- Let patients wait remotely, whether in a cafeteria, a waiting
areaq, or even their vehicle, to avoid congestion.

- Provide real-time updates on wait times and the doctor’s
schedule.

+ Integrate with online appointment booking systems, making it

easier for patients to plan visits.
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Educational Institutions:

Long queues in universities and colleges, particularly in admi-
+

nistrative buildings, are a common sight. These areas are ' 1
central hubs for student activities, including course registra- , x
tion, ID replacements, tuition payments, and counseling ser- - '
vices. An OWMS can help prioritize visitors based on their ‘_1 !’ i

needs and streamline operations. r:\\r
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Banks and Financial Institutions

When it comes to long queues at service counters, financial institutions rank as
highly as healthcare facilities. Wait times are often lengthy, even when some
counters appear to be unoccupied. If you work in a bank, you know how import-
ant it is for customers to feel valued. They need to know their time is respected,
and a queue management system can help you achieve that. An OWMS gives
customers the freedom to access services in the way that suits them best.

A queue management system also offers a digitized experience that ensures a
high level of convenience. For example, customers can fill out electronic forms
before arriving at the counter, so when it's their turn, all their information is rea-
dy, speeding up the process. Bank staff can use online queue management
systems to group customers upon arrival and assign them to different queues
based on priority. Additionally, they can match customers with the right em-
ployee who can best address their specific needs, optimizing service delivery.

What Are the Key Benefits of
Implementing an Online Queue
Management System?
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Queue management systems are primarily designed to eliminate long waits, but
their advantages go far beyond that. Here are the main benefits of introducing a
digital queuing solution in your business:

Shorter Wait and Service Times for Customers

This is the primary advantage of virtual queue systems. Customers dislike waiting in long lines without
knowing when they'll be served. A recent survey found that over 70% of customers believe companies should
value their time. Providing quick yet high-quality service can turn one-time visitors into loyal customers.
Digital solutions like cleverQ help manage queues efficiently, reducing wait lengths and minimizing customer
dropouts. Customers can join virtual queues via phone, computer, or an on-site self-service kiosk.

On-Site Self-Service Kiosk Reduced Customer Complaints

This gives customers the flexibility to According to a Walker study, customers rate positive
join queues from anywhere and at their experiences as more important than price, product
convenience. Still skeptical? Online quality, or service quality. Long waits often lead to dissa-
queue management systems can cut tisfaction and complaints. If reducing wait times isn't
wait times on your premises by up to feasible, a digital system can manage expectations by
97%. providing accurate wait time estimates. This reduces

perceived wait times, making customers more patient.

Efficient Management of Virtual Waiting Rooms

Digital systems allow customers to wait virtually rather than physically standing in
lines, sometimes eliminating the need to queue altogether. By letting customers
track their position remotely, congestion is minimized, freeing up space and
reducing disruptions. Businesses can easily manage scheduled appointments
and walk-ins using the cleverQ dashboard, optimizing resource allocation and
enhancing service quality.

Enhanced Company Image

A company that values customer time creates a welcoming atmosphere and fosters loyalty. A queue
management system reduces wait times, enhances satisfaction, and generates positive feedback while
positioning your business as innovative and customer-focused. It also provides valuable insights from
surveys and on-site data, offering a comprehensive view of customer needs and service opportunities.
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Improved Employee Productivity and Satisfaction

Long queues are stressful not only for customers but also for employees, who often must manage crowd
control and field customer frustrations. With digital systems, staff can focus on their core duties, increasing
job satisfaction and productivity. Happy employees deliver better customer service and are more likely to
remain loyal to your company. Employee well-being is crucial; when employees are satisfied, turnover rates
decrease, and productivity increases.

Optimized Communication

Clear, effective communication fosters strong relationships between brands and
customers. Digital queue management systems facilitate two-way communicati-
on. Customers can check in or out and request updates via email or an app, while
staff can keep them informed of their position in line. For example, if wait times
increase unexpectedly, staff can update customers in real-time. This transparency
builds trust and enhances customer relationships.

Reduced Operating Costs

Digital queue management systems streamline operations, reducing the need
for extra staff to manage lines and paperwork. Customers can complete electro-
nic forms in advance, expediting service. By optimizing resource use, these
systems cut costs while improving efficiency.

For Businesses:

. Boosts employee productivity.

«  Eliminates long queues.

«  Provides valuable data insights.
+  Reduces customer complaints.

For Customers:

«  Prevents joining the wrong queue.

+  Allows productive use of wait time.

. Shortens both perceived and actual wait times.
«  Provides real-time updates on queue position.

Key Benefits For Managers:

+  Assesses customer behavior effectively.

qt CI G I CI nce «  Creates a positive work environment.

+  Manages crowds efficiently.
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Key Features of an Efficient Queue
Management System

Virtual queue systems are versatile and dynamic, equipped with various tools
and components that work together to help you achieve your organizational
goals. Here are the essential features to look for:

1. Basic Queue Management

This includes core functionalities, which providers can enhance with additional fea-
tures tailored to your business needs. Key elements to consider:

« Automated wait time alerts that keep customers informed of their queue status.
« Self-service check-ins, allowing customers to join queues remotely.

+ Comprehensive data and reporting tools for insights into operational efficiency.
« Customer routing based on specific service needs.

2. Lobby Management

Safety is an often-overlooked yet crucial aspect of a queue management system.
While customer experience and efficiency are important, maintaining a secure and
comfortable waiting environment significantly boosts customer satisfaction. Featu-
res like virtual queues and automated updates help reduce inefficiencies and pre-
vent overcrowding in your waiting area.

3. Automated Reminders

Queue systems include automated notifications to remind customers when their
appointment is due. This flexibility allows them to show up on time or reschedule if
needed, helping you manage walk-ins effectively. With cleverQ, you can even cu-
stomize reminders to match customer preferences.

4. Appointment Scheduling

Effective scheduling forms the backbone of queue management. Allowing custo-
mers to book appointments in advance ensures orderly arrivals. Overbooking leads
to long queues and frustration, while underbooking wastes potential revenue. A di-
gital queue system optimizes scheduling, maximizing profitability.

5. Virtual Queues

Virtual queuing is convenient, reducing customers’ wait times and giving them the
flexibility to wait however they prefer. This minimizes the number of people in waiting
areas and reduces perceived wait times.
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What to Consider When Choosing an
Online Queue Management System

Selecting the right queue management software depends on your unique
business needs. For instance, a healthcare center may require a more complex
solution than a retail store, given the multiple touchpoints involved. Key

considerations include:

Scalability

Can the system handle growing cu-
stomer demands and evolving busi-
ness needs, or will you need to invest in
a new system? Opt for a scalable solu-
tion that grows with your business.

Security

Your customers trust you with their
sensitive data—don’t let them down.
Choose a solution that prioritizes data
security. A data breach can damage
your reputation and erode customer
trust.

Omnichannel Solutions

Choose a system that caters to diver-
se customer preferences. Some cli-
ents prefer in-person bookings, while
others find online scheduling more
convenient. Make sure No one is exclu-
ded.

Budget

The right system should offer value
beyond its cost. If your budget is limited,
choose a solution that allows you to
start with basic features and scale up
as your needs increase.

Integration

Businesses often use multiple solutions
simultaneously. Ensure the queue ma-
nagement system integrates seam-
lessly with your digital and physical
channels to enhance customer experi-
ence, reduce costs, and streamline em-
ployee training.

Third-Party Integrations

The system should ideally integrate with
third-party applications, like calendars.
For example, if it includes appointment
scheduling, staff should be able to sync
their calendars with the system. The so-
lution should also handle diverse custo-
mer needs without disrupting workflow,
managing both virtual appointments
and walk-ins efficiently.
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Key Factors in Choosing the Right
Queue Management System Provider

Selecting the right partner for your queue management solution can be
challenging, especially if you're new to working with development companies.
Here are the main criteria to guide your choice:

Portfolio

Review the provider's past projects and
pay attention to the clients theyve
worked with to gauge the quality of
their work and industry expertise.
Check how long they've been in busi-
ness, their online reviews, and look up
information about their founders.

Reliability

Can the company deliver your solution
within the agreed timeframe? Is the
provider available when you need
them? The initial weeks of implemen-
ting a new system can be intense, so
you need a provider who will support
you throughout the entire process.

Transparency

The provider should clearly communi-
cate their capabilities, limitations, re-
commended solutions, and potential
risks of delays. Remember that soft-
ware is dynamic and will require up-
dates. The provider should be open
about any maintenance fees or future
updates.

Company Culture

Does the provider's company culture
align with yours? The creative side of
system development is crucial, especi-
ally if you need a custom solution. A
mismatch in philosophy can lead to
collaboration challenges.

Communication

Application and software partnerships
are often long-term. The provider
should proactively inform you about
maintenance, updates, or downtimes
that could affect your business.

Customer Support

In the first months of implementation,
there will likely be extensive back-and-
forth communication. Challenges may
arise, and the provider should be ready
to answer all your questions and provi-
de prompt support.
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Conclusion

Before your initial meeting, gather background information on the provider. If
possible, choose a partner that offers complementary services, so you don’'t have
to start from scratch if you need additional support.

Queue management systems are rapidly becoming a necessity rather than an
option, with countless businesses worldwide adopting them. These systems give
you access to valuable customer data, aiding decision-making. They reduce
operational costs, increase staff productivity, streamline communication, and,
most importantly, shorten wait times, leading to a better customer experience.

Ready to transform your customer experience and take control of your queues? Get in touch with us today to discuss how cleverQ
can support your business objectives with a tailor-made solution. Let us help you create a more efficient, organized, and customer-
friendly environment.
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