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Given the dramatic increases in 
customer expectations as well as 
the ever-growing number of options 
consumers can choose from today, 
brands ranging from national 
retailers to regional credit unions are 
overwhelmingly adopting new customer 
engagement strategies to drive high-
value interactions, inspire repeat visits, 
and grow their business.

One of the best ways to deliver more 
personalized experiences is through 
in-person meetings and events. These 
interactions allow customers to interact 
with knowledgeable specialists, take 
products for a test drive, or even receive 
specialized training and instruction. 
One of the pain points for many brands, 
however, is ensuring that clients have 
a positive experience at every step of 
their purchase journey – both online 
and off-line. This is especially important 
for businesses with brick-and-mortar 
locations who service a mix of walk-in 
clients, as well as appointments that 
may be scheduled in advance.

To create seamless experiences, top 
brands are investing in a combination 
of Intelligent Appointment Scheduling 
and queue management technology. 
These powerful tools offer customers the 
option to visit a specific store or branch 
location when its most convenient for 
them, while providing your business 
the ability to better understand who is 
walking in the door and why, coupled 
with valuable insights that can identify 
gaps in service levels, staffing, or 
employee knowledge and training. 

A highly intelligent and configurable 
queue management solution lets 
customers interact with you on their 
timeline. They can schedule a visit 
prior to walking in the store or do so 
via a lobby kiosk that lets them sign in, 
put their name on a waiting list, and 
immediately see estimated wait times. 

Still not sure if queue management is 
right for you? Here are 5 considerations 
to keep in mind when making your 
business case. Use our checklist 
to understand the top benefits of 
queue management software, and 
what you can expect in terms of 
improved customer experiences, value, 
competitive advantage, and ease of use 
for employees and customers. 

63% of retailers said that 
improving in-store and online 
customer service would have 
the greatest impact on their 

organization’s profitability.
 

Source: Planet Retail, Harnessing the 
Power of Digital Transformation
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Top brands have moved towards deeper 
personalization, both online and off. 
And with good reason: data shows 
that more personalized shopping 
experiences boost purchasing and are 
a strong contributor to brand loyalty. 
If any the factors below also apply to 
your business, queue management 
technology can dramatically improve 
your ability to provide seamless, highly 
individualized service, especially as 
current and potential customers 
transition from online interactions to in-
person meetings: 

• You offer high-value products and 
services, and customers often need 
support or additional education 
before making a final purchase 
decision. 

• Your products and services are 
customizable to meet specific 
customer needs. 

• Customers typically require training 
or other on-boarding assistance 
to properly use your products or 
services. 

The moment your customers go off-
line and meet with your team for more 
information is the point in the journey 
where customers often experience 
friction. If they’ve gotten to know your 
brand via slick and highly targeted 
marketing messages, the expectation is 
that the in-person experience will be just 
as on-target. 

To help ensure this happens, a queue 
management solution that’s part of 
a larger scheduling platform takes 
all the relevant information gathered 
from the customer when they make 
the appointment, and throughout the 
journey, and uses these insights to 
schedule the right type of appointment 
with the right person. It also sends all 
that useful information to the team 
who will actually be meeting with the 
customer, helping them to prepare. 

Do you offer personalized 
products and services?

1



What’s Your Customer iQueue? 5 Considerations for Determining if Your Business Needs Queue Management 4

Anyone can order commoditized 
products on Amazon, and millions 
every day do just that because, for 
these types of purchases, consumers 
typically prioritize cost and speed of 
delivery over other factors. But as 
more brands seek to offer personalized 
products and services, the in-person 
experience become a key differentiator. 
When it comes to these interactions, 
do your customers have the following 
expectations, or experience these 
frustrations? 

• Customers desire to engage with 
knowledgeable employees to 
understand product or service 
benefits before making a purchase. 

• Employees tend to provide critical 
pre-sales guidance to new and repeat 
customers who have an expectation 
that employees will assist them in 
making the decision that best suits 
their needs and budget.

Are live customer interactions 
key to your business growth?

• Customer expectations for in-store 
or in-branch service tend to increase 
relative to the cost or investment. 

If your brick-and-mortar locations 
handle walk-ins as well as customers 
who arrive with a prior appointment, 
managing the flow can be a challenge. 
You may experience peaks and valleys 
in foot traffic, and it can be hard 
for employees to manually manage 
appointments while keeping customer 
expectations in check.

A smart queue management solution 
ensures customers don’t feel neglected 
when they walk in the door. Lobby 
kiosks allow for immediate check-in for 
customers with previously scheduled 
appointments. Meanwhile, visitors who 
walk in without appointments can see 
how long they’ll need to wait for service, 
and can make educated decisions about 
whether they want to put their name on 
the list or schedule a future appointment 
straight from the kiosk. 
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Employees are your best brand 
ambassadors. But they need relevant 
information to foster the kinds of 
customer relationships that build 
loyalty and drive repeat business. If your 
employees interact with customers 
in the following ways or face these 
common challenges, ensure they are 
empowered to make great decisions and 
leave a lasting, and positive impression. 

• Employees are expected to welcome 
and greet visitors throughout the day. 

• Employees must interact with 
customers who’ve booked pre-
scheduled appointments as well as 
unscheduled walk-in traffic. 

• Employees have no visibility into 
changes to scheduled appointments 
during the business day (reschedules, 
last minute additions, etc.). 

Do your customer-facing 
employees provide a 
mix of services?

• Inadequate employee resources 
mean customers are turned away 
or are left to wait for long periods 
of time, often without any updates 
about potential wait times. 

Without the proper tools, your 
employees are at a disadvantage. 
Providing them with insights from an 
intelligent queue management solution 
gives them the ability to greet customers 
in a way that inspires trust and enables 
“we’ve been expecting you” service. It 
also ensures that appointments are 
more productive because they won’t 
need to spend the first few minutes 
asking questions to collect basic 
information — they’ll already have it at 
their fingertips. Ultimately, customers 
will feel valued and employees will be 
less frustrated. 
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If your on-site managers and employees face challenges due to lack 
of visibility into expected store traffic, your customers are likely even 
more frustrated. If your brand is experiencing any of these challenges 
in your store or branch locations, it’s a red flag that it’s time to invest in 
a queue management solution. Do any of these sound familiar? 

• Customers note that it’s difficult to find on-site employees when they 
need help and if store traffic is high, customers are forced to wait for 
employee assistance, often for an unreasonable amount of time. 

• When customers are forced to wait, are they kept informed about 
when they will be helped? Or is it more typical that they experience 
a “black hole” of information regarding when they will be served? 

• When customers visit, they engage with employees for help 
making purchase decisions. However appointment durations are 
inconsistent due to a misalignment of customer expectations and/
or under-prepared employees. 

The right queue management technology can provide critical visibility 
into who is coming and going from your locations. Are employees 
turning visitors away, or are potential customers choosing to leave your 
locations without making a purchase because the proper resources are 
not available to help? 

These common problems are mitigated when employees and 
managers can make informed resource decisions based on 
accurate, up-to-date information. Staff will better understand their 
own priorities throughout the day and can more effectively address 
customer issues on the fly. Data shows that key customer satisfaction 
indicators such as Net Promoter Score increase when on-site 
resources are deployed at the right level, and with the right level of 
knowledge, to manage expected customer traffic. 

Is planning and managing on-site staffing and 
customer traffic a challenge for your business? 

4



What’s Your Customer iQueue? 5 Considerations for Determining if Your Business Needs Queue Management 7

Data is key to unlocking actionable 
consumer insights, but much of the 
important data you need to make 
transformative decisions is either not 
collected or isn’t analyzed in the right 
way. Think about it, do you currently have 
insight into the following questions? 

• What is the outcome of your on-site 
appointments regardless of if they 
are walk-ins or scheduled meetings? 

• Can you measure foot traffic from 
walk-ins versus those with pre-
scheduled appointments? 

• Are you able to calculate appointment 
accuracy, including a snapshot of 
how many start and end on time, how 
many are rescheduled, or the number 
of no-shows? 

Are you able to capture robust 
on-site customer analytics?

• Are resources being allocated 
correctly during different times of 
day and across locations based on 
customer needs? 

• Do you know how many potential 
customers walk in each day and how 
many leave without speaking to an 
associate or making a purchase? 

Without the right data it’s impossible 
to answer these fundamental business 
questions. Secret shoppers and 
disconnected customer surveys will not 
provide consistent measurement or 
give visibility into the complete on-site 
buying experience.

By using Intelligent Appointment 
Scheduling and on-site queue 
management, your business will 
understand which marketing channels 
are most successful in driving customers 
to the store, can measure the relative 
success of their experience with 
analytics, and can tie direct feedback to a 
customer’s purchase value – every time. 
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Discover TimeTrade Queue Manager and Exceed 
Customer Expectations with Every Visit 

Provide “We’ve been 
expecting you” service 

Help employees proactively prepare for 
customer visits by giving them mobile, 

one-stop access to all appointment 
details for the day, including who 

they’re meeting with and why.

Keep customers updated 
with estimated wait times 

Give customers the freedom to browse your 
store or branch while they wait by providing 

estimated wait times based on true check-in 
and start times, staff utilization, and more. 
Managers can be proactively notified when 

customer wait times exceed thresholds.

Deliver personalized 
customer experiences

Boost up-sell and cross-sell opportunities 
and deliver friction-free, tailored 
experiences by integrating queue 

management software with your CRM for 
360-degree customer visibility, including 

purchase and communication history. 

Get valuable feedback 
post-appointment

See how customers rate your in-store 
experience through customizable surveys. 
Customers receive the text or email survey 

immediately after their appointment, 
helping to boost response rates.

Empower customers to 
check in anywhere 

Let customers connect with you on their 
own terms. Queue Manager software delivers 

flexibility to join virtual queues through text or 
voice—while on their way, at an on-site self-
service kiosk, or through a staff associate. 
Customers can also receive appointment 

updates and alerts on their phones to ease the 
rescheduling process and reduce no-shows. 

Optimize in-store operations 
to achieve KPIs

Review progress against key KPIs such as 
lead time, start and end times, no-show 

rates, and customer satisfaction ratings to 
generate a complete Appointment Quality 

Index. Track appointment activity over 
time to better optimize store operations. 
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Ready to see how TimeTrade Queue 
Management Tools can help your business?

TimeTrade helps leading brands optimize engagement through all phases of the customer 
relationship. TimeTrade’s Intelligent Appointment Scheduling solution harnesses the power of 
artificial intelligence to improve meeting scheduling strategies through real-time customer 
insights and actions, producing better meetings and higher growth businesses, with TimeTrade 
customers outpacing their peers by nearly 3X. Tens of thousands of businesses—including leading 
global banks, retailers, and software companies—use TimeTrade’s Appointments-as-a-Service 
platform to deliver the personalized attention expected by today’s on-demand consumers.

www.timetrade.com

About TimeTrade

An Intelligent Appointment Scheduling solution, coupled with 
queue management and integrated into your CRM, provides 
greater transparency across all points of the customer journey. 
You’ll be able to monitor which actions drive the greatest revenues 
while also understanding customer acquisition costs, ultimately 
enabling your business to pivot rapidly when needed.

https://www.timetrade.com/appointment-router-hp1-demo/
https://www.facebook.com/TimeTrade/
https://www.linkedin.com/company/timetrade
https://twitter.com/timetrade

