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Does your business rely on live, in-person 
appointments with current and prospective 
customers to drive growth? For many 
organizations, it’s a scheduling victory when 
people actually show up for appointments or 
contact you ahead of time if they have to cancel. 
But there’s much more value to the appointment 
scheduling process—and the resulting data 
insights—than those basic elements. 

Many businesses — especially banks, credit 
unions, and a wide range of retailers — are 
missing out on critical information that 
can be gleaned from the appointments 
scheduled by current and potential customers, 
including what happens when they arrive, 
their experiences while waiting to be served, 
and their resulting actions and feedback 
once the appointment concludes. 

If you can’t track who enters and leaves 
your business, which employees they 
meet with, what purchases or decisions 
are made during the appointment, and 
whether customers are satisfied with the 
service they receive, then do you and your 
team really know what’s happening? 

Used in conjunction with an intelligent 
appointment scheduling solution, 
queue management tools are the 
key to effectively managing on-site 
traffic so you can focus on providing 
optimal service to every customer. 

This eBook will examine the many 
business benefits hidden in your 
appointment data, including key 
performance indicators (KPI) and 
customer experience insights you 
can derive by combining scheduling 
and queue management solutions. 

Introduction
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Before you can reap the full business 
benefits of appointments, those meetings 
actually need to take place. So, the first 
item on the agenda is to analyze the 
attendance rates of people who schedule 
appointments. If attendance is strong, 
then you’re off to a great start. But if you 
have a high percentage of no-shows, you 
need an action plan to turn things around. 
Here’s a hint: Communication is the key. 

When current or prospective customers 
schedule an appointment, it’s a strong 
indication they’re interested in the 
products or services your business 
provides. Your challenge is to maintain 
their interest, and even build on it, 
so customers show up as scheduled. 
Here are the most effective ways to 
boost appointment attendance by 
using queue management tools: 

• Email and Text: Your business can 
achieve up to a 90 percent show rate 
when you send customers email and 
text reminders about their upcoming 
appointments. And text reminders also 
enable recipients to easily respond 
if they will attend or not. This lets 
your team mark appointments as 
“confirmed” or “canceled,” which helps 
you plan staffing and related logistics. 
You also can use these messages to 
make personalized offers to customers. 

• Pick Up the Phone: Reminder calls can 
be even more effective than emails 
and texts. A call is personal—even if 
you reach voicemail you can leave a 
friendly message. It also provides a 
method for real-time rescheduling 
if the customer realizes they won’t 
be able to make the previously 
booked time. Phone calls also enable 
your team to mark appointments 
as “confirmed” or “canceled” right 
in the queue manager app.

Analyzing Show and 
Attendance Rates

Most customers will appreciate 
reminders about their 
upcoming appointment. If, 
however, a customer indicates 
that the text or call is an 
intrusion, you can indicate in 
your customer database that 
this person should not receive 
texts or calls in the future. 
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Analyzing the times appointments start 
and end is critical for understanding how 
the scheduling process is working for your 
organization. This analysis will show if 
things are working smoothly in your current 
program, or if there are problem areas 
that require attention. Once analyzed, that 
information is valuable for establishing 
appointment-related KPIs for your business. 

Examining the reasons behind 
customer wait-time complaints and 
inconsistent appointment lengths can 
yield a variety of valuable data: 

a. Customers may perceive they’re 
waiting for an extended period even 
if that’s not the case. They simply 
may not be aware of their actual 
place in line, or their estimated wait 
time. Using a highly visible queue 
display and empowering employees 
to use phones and tablets to provide 
customers with dynamic estimated 
wait times may address the issue. 

b. Employees who aren’t working on the 
bank or store floor may be unaware 
of increased walk-in traffic. Use SMS 
wait-time alerts to notify team members 
to come out and provide assistance. 

c. Appointments are running long, 
which may mean that not enough 
time is being allocated for specific 
appointment types, or that the 
employees and/or customers were 
not properly prepared. You can use 
queue management tools to increase 
appointment durations, add additional 
time between appointments, or have 
employees use customer reminder 
messages and phone calls to provide 
detailed information, so all parties arrive 
at the appointment fully prepared. 

d. Customers consistently arrive late. 
To alleviate this, booking rules can be 
updated to allocate sufficient buffer 
times between appointments. 

e. Appointments consistently end early. 
This could mean employees are not 
spending the necessary time with 
customers to ensure a successful 
outcome. Compare appointment 
durations to feedback survey results 
to determine if customers are 
satisfied with their experiences. If 
customers are satisfied, too much 
time may be allocated for the meeting. 
Shortening the meeting length will 
increase employee utilization.

Analyzing Appointment  
Check-In, Start and End Times

When it comes to using 
appointments to fulfill 
customer needs, one 
size does not fit all. Use 
queue management data 
to examine and refine 
processes for various 
appointment types, 
including optimal meeting 
durations and the level of 
communication required 
to prepare customers—
and employees—for each 
appointment type you offer. 
But remember, there will 
always be appointments that 
fall outside the standard 
parameters you establish, 
which is why analyzing 
actual appointment data 
and adjusting the scheduling 
process is an ongoing effort.
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Most people hate to wait—especially 
if they are visiting your business to 
purchase a product or service. But 
another shocking concept is that not 
everybody arrives precisely on time for 
appointments and not all appointments 
run for the exact scheduled time. 
Adding to potential traffic jams at your 
business is the need to serve walk-in 
customers as efficiently as possible. 

It’s a delicate balance to serve customers 
who have scheduled appointments while 
not ignoring those who visit without 
appointments. So, how do you minimize 
frustration about wait times among both 
types of customers? Queue management 
can be a big help here by enabling you 
to provide estimated wait times for 
each customer—those with scheduled 
appointments as well as walk-ins—as 
soon as they arrive at your business. 

Here’s how it works: 

• All pre-scheduled and walk-in customers 
check in using a self-service kiosk or with 
an employee using a mobile device. 

• When walk-ins check in at a kiosk or with 
an employee, they can decide to add their 
name to the queue and wait, or if estimated 
wait times are long, the staff member can 
help them schedule a future appointment. 

• Many businesses choose digital displays 
that show how long the overall waiting 
“line” is, using no personally identifiable 
information to protect customers’ privacy. 

• For customers who leave the waiting 
area, optional SMS notifications can 
alert them when they are “next in line.” 

• Managers are automatically 
notified when customer wait times 
exceed established durations. 

Maintaining a Great Customer Experience
Letting customers know they’ll have 
to wait, and for how long, enables 
them to use their time productively. 
In retail locations, for example, 
customers can shop (and maybe 
make some unplanned purchases) 
before their appointment. Other 
people prefer to check their email, 
get work done or just relax. 

For banks, credit unions and other 
service-centric businesses, waiting 
customers can self-educate by reading 
available literature about products 
and services, or take in information on 
signs or digital displays that could help 
them prepare for their appointment. 

People might still hate to wait, 
but the latest queue management 
tools can help manage customer 
expectations, minimize potential 
frustration, and ensure prospective 
customers don’t simply leave your 
location without ever being served. 

Telling people how long they have to wait won’t magically eliminate complaints or walk-outs.  
But communicating with customers while they wait, providing simple refreshments, or  
installing TVs in the waiting area can help make the wait more tolerable. 
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Once you’ve captured data from customer 
appointments, what do you do with it? 
For the data to be truly valuable, you 
need to compare—and contrast, in many 
cases—it with each customer’s perception 
of their experience. No matter what the 
data say, when it comes to rating their 
experience the customer is always right. 

One of the best times to ask a customer 
about their experience with your brand is 
immediately following their appointment. 
Queue management tools that include 
the ability to conduct NPS® (Net 
Promoter® Score) or other customer 
satisfaction surveys are the ideal way 
to accomplish this important step. 

NPS is a widely adopted method for 
measuring, comparing and improving 
customer loyalty. It’s built on the simple 
premise that every business’s customers 
can be divided into three categories: 
Promoters, Passives and Detractors. 
NPS is based on responses to one 
question: “How likely is it that you would 
recommend our company/product/service 
to a friend or colleague?” Respondents 
choose a number from 0 to 10. 

Pairing Direct Customer Feedback 
with On-Site Experience Analytics

NPS can be as low as −100 (everybody 
is a detractor) or as high as +100 
(everybody is a promoter). An NPS that 
is positive (i.e., above 0) is considered 
good, and an NPS of +50 is excellent. 

NPS data acquired during post-appointment 
surveys also can illuminate whether issues 
are related to the scheduling process itself, 
or are the result of employee engagement 
practices such as subject matter expertise 
and preparedness. Whatever the outcome, 
you’ll have actionable information at 
hand to address any issues hindering 
productivity or customer satisfaction.
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The following table lists common reasons appointments fail to run according to schedule and provides recommendations 
for process improvements, with the goal of ensuring your team meets or exceeds their assigned KPIs. 

Problem Appointment Type Check-In Start End Recommended Actions

Appointments end late
Pre-Scheduled  
or Walk-In

On time On time Late
• Train employees and educate customers to improve preparedness

• Increase appointment length

Scheduled appointments start 
and end late

Pre-Scheduled 
or Walk-In

On time Late Late

• Enable SMS Wait Time Alerts to notify staff to direct them from 
clerical tasks to the sales floor

• Adjust appointment lengths to allow adequate time

• Increase on-duty floor staffing

• Use estimated wait time to set customer expectations

Appointments end early possibly 
resulting in low NPS Scores

Pre-Scheduled  
or Walk-In

On time On time Early • Educate employees about benefits of spending more time with 
customers

Low NPS Scores indicating poor 
customer experience

Pre-Scheduled  
or Walk-In

On time On time On time
• Train employees to deliver improved customer experiences

• Match employees to appointment types based on skills

Scheduled appointments check-
in, start, and end late

Pre-Scheduled Late Late Late
• Enable (SMS, email) reminders 

• Enable SMS “reply to confirm” (avoids employee helping a walk-in 
when their scheduled appointment arrives late)

Scheduled appointment doesn’t 
show up

Pre-Scheduled No show N/A N/A

• Analyze & update email and text messages

• Enable SMS “reply to confirm” or “reply to cancel”

• Enable customers to reschedule by email

Scheduled appointment arrives 
early and has a poor customer 
experience impacting NPS Scores

Pre-Scheduled Early On Time On Time

• Use estimated wait time to set customer expectations

• Send SMS with “next-in-line” notification

• Train employees and educate customers to improve preparedness

Customer checks in but leaves 
before appointment

Pre-Scheduled  
and left

On time No-show N/A
• Set customer expectations by providing estimated wait time

• Send “next-in-line” SMS reminders
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You might think that scheduling customer 
appointments for your business isn’t 
rocket science. And while that is true in 
general, there are some key similarities: 

• Successful rocket launches begin with 
planning and preparation. The same is true 
for scheduling and conducting business 
appointments. You and your team need 
to develop a solid plan to ensure each 
appointment runs smoothly. And you need 
to collect as much data as possible. 

• Rocket flights aren’t set-it-and-forget-it 
endeavors. Each voyage must be tracked 
and studied to determine if things are 
proceeding as expected, or if adjustments 
are required to ensure the desired outcome. 
In appointment scheduling, the real work 
begins after a slot is booked, so your 
business achieves its goals for revenue 
growth and customer satisfaction. 

• A smooth landing is essential for success 
in rocket missions. That’s also true for 
appointment scheduling. From booking 
and check-in, to wait time and the 
appointment itself to the post-session 
survey, each step in the process must 
work well for the mission to be a success. 

Summary

Everything you’ve read about successfully managing your appointment 
queue is available now with TimeTrade Queue Manager. 

Queue Manager complements Scheduler, TimeTrade’s Intelligent Appointment 
Scheduling solution, by helping your business seamlessly manage customer flow 
with a suite of tools for both scheduled appointments and walk-ins, enabling 
an on-site experience that exceeds customer expectations—every time.

Ready to see how TimeTrade Queue Management 
Tools can help your business?

How TimeTrade Queue 
Manager Helps

BOOK A MEETING
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