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Introducing TouchQue 1.6

Modular Queuing System
That Grows with Your Needs
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TouchQue Overview

 Modular Architecture
 Touch-Enabled Ticket Kiosks
 Simple Counter Operation
 Synchronized Announcements
 Real-Time System Configuration
 Real-Time System Status Monitoring
 Queue Prioritization

* Detailed Reports

 Digital Sighage Integration
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Features (cont.)

e Modular Architecture

— Server-based solution with independent modules
— System can grow as you expand

OMC (server)
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Features (cont.)
e Touch-Enabled Ticket Kiosks

— User-programmable queue names and artwork
— Reflects queue availability in real-time

WO YSNLIS' MMM

touch the button

Sony Ericsson Customer Service Center

HABEIEE P RO

FE NS A 1
| - Repair
6 Sony Ericsson ot 13 20

Working Hours: 11am - 8pm (Mon to Sat) / 12pm - 4pm (Sun & PH)
R 11am - Bpm (2HI—E75) /12pm - 4pm (2EIR BRI
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Features (cont.)

 Simple Counter Operation

— Supports system- and user-based ticket allocation
— Records idle time and handling time for each user
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Features (cont.)

 Synchronized Announcements

— Display ticket allocations in-sync with voice
announcements

Sony Ericsson Customer Service Centre
MAEUEEPRIEPD
et
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B 14 23

C 17 2
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Features (cont.)

 Real-Time System Configuration
— Web-based system management console

Queuing System - SIRIUS

System Queues Agents Counters Reporis Legged in as admin  Logout

Queue Status

System status on 13 Jun 2006, 10:34:44

Active queues: 5
Logged in agents: 11

Active queue status since last system reset:

Queue ID  Avg CHT (mins) Avg CWT (mins) Issued Pending

A 0.55 1.07 14 12
B 0.55 1.05 12 10
c 0.00 0.10 9 8
D 0.00 0.00 8 8
E 0.00 0.00 13 13
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Features (cont.)

 Real-Time System Configuration
— Adjust queue and counter assignments in real-time

[ Create new counter ]

Configuration
Configuration | First Prev 1/4 Next Last
Counter Enabled A B c D E Delete
Queue ID Enabled Description 1 X
A Repair| i &L | 2 X
B [Cnllectiunl.@%‘ﬁﬁ ] 3 X
—
c \Redemption|i# &4 | 4 A
5 X
D [—rﬁﬁéﬁjlﬁeneral Enguiry ] . y
E [ﬁ!:ﬁﬂaﬁlﬁift Redemption ] 7 y
8 X
[ Save changes ] 9 X
10 X
[ Save changes ]
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Features (cont.)

 Real-Time System Configuration
— Manage login IDs and queue schedules

[ Create new account ]

Accounts

Schedules

[ Create new event ]

First Frev 177 MNext Last

Agent ID
admin
agentl
agent2
agentd
agent4
agent5
agentt
agent?
agentd
agents

Oooooooodgao

Full name
administrator
Agent 1
Agent 2
Agent 3
Agent 4
Agent 5
Agent &
Agent 7
Agent 8
Agent 9

Events
Type Time S T W T F 5§ Action
Administrator [l pooo x x X X X X Enable All queues
Agent O 1133 X X X X Disable All queues
Agent L1133 X X X X X X Enable Queue B
Agent Ll 1134 X X X X Disable All queues
Agent L] 1134 X x X X Enable Queue C
Agent [ 1134 X X X X X X X EnableQueusE
Agent L] 1147 X X X X X X X EnableAl queues
Agent Ll 1427 X X X X X X X DisableAl gueuess
Agent [l 1428 X X X X X X X EnableAl queles
Agent
[ Delete selected events |

[ Delete selected accounts _
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Features (cont.)

 Real-Time System Status Monitoring

— Monitor system status from remote location

Updated on 11/11/2014, 5:36:50 PM

Queue Statistics Counter Statistics
CWT (mins) CHT (mins) Tickets Counter  AgentID status
Queue Min Avg Max Threshold Min Avg  Max Threshold  Issued Pending 1 - -
A 000 127 362 100%<10mins 002 627 2647 66% <5 mins g 0 2 - -
B 000 577 2637 76%<10mins 000 673 3130 %<5mns 282 7 3 ester san Serving G16 since 5:28:47 PM
C 000 485 1750 88%<10mins 000 435 2278 £8% <5mins 188 5 4 iki.lao Serving B263 since 5:21:51 PM
D 022 517 1822 B89%<10mins 025 337 1178 £1% <5 mins 37 0 5 - -
E 022 065 107 % < 10mins 198 965 17.30 % < 5 mins 2 0 6 jeffreyyeung  Serving B274 since 5:30:20 PM
F 000 502 2267 B85%<10mins 0412 3.03 1532 £5% <5 mins 21 0 7 - -
G 000 092 3.03 % <amns 000 1012 4158  13% <5 mins 16 0 8 - -
H 000 000 000 100%<10mins 000 000 0.00 100% <5mins 0 0 9 Kinki.fan Serving B275 since 5:31:31 PM
Overall 000 5.15 26.37 82% 000 563 4158 53% 555 12 o - -
11 . .
. 12 winniewang  Serving B273 since 5:29:51 PM
Agent Statistics 13 frankie tsang ~ Serving B270 since 5:29:01 PM
14 charlielam  Serving C183 since 5:36:33 PM
Login Tickets CHT (mins) 15 - -
Agent 16 - -
. Counter Status A B c D E F G Total Avg Max (ID) 17 roger ma Idle since 51911 PM
charlie Jam 14 Servingcigs - - 17 - - 2 - 19 563 1532 (F) 8 rmanss  Sening o182 since 53559 PM
eason.leung - - - - 15 - - 2 - 17 6.90 1747 (C)
ester.san 3 ServingG16 1 22 8 - - - - 3 607 13.62(B)
frankie tsang 13 Serving B270 - 18 15 - - - 2 35 85.18 22.02(B) .
jeffreyyeung 6 ServingB274 2 25 71 - - - 1 35 573 26.17 (A) CWT Statistics
karman.so 18 Servingcigz 1 33 28 - - 9 1 12 183 22.78(C) _
kiki lao 4 ServingB269 - 32 0§ - - 2 1 40 578 13.88 (B) LA 0 EUSImETS -
Kinki fan g ServingB275 2 30 4 - 1 1 2 40 672 23.22(B) CWT <5 mins 331 61.99
natalie chan . . - M - - 111 14 1347 3130(B) CWT < 10 mins 442 8277
panda.chung y y - 25 35 - - - 2 & 503  17.13(B) CWT < 15 mins 501 93.82
patrick wang . . -6 2 - o 1. g 692  11.08 (B) CWT < 20 mins 524 98.13
rager.ma 17 Idle -9 B - - - 1 18 943 4158(G) CWT < 25 mins 531 99.44
samuel fung . . 1 2 14 37 - 3 - 57 375 16.78 (C) CWT < 30 mins 534 100.00
serenalau . . 2 3 2 - - - 4 44 682 22.15(B)
stephy.lee . . -3 1 - - - . 4 453 7.05(B)
winnie wang 12 ServingB273 - 18 20 - - - - 38 6.00 2547 (B)
overall . . S 270 181 37 2 21 15 535 565 4158(G)

Copyright © 2014 Sirius International (HK) Limited
REV 2 All content contained in this document is considered proprietary information. NO copies of any part of this document is allowed without the prior written approval of the Sirius or otherwise would be
treated as intrusion into the Sirius’s Intellectual Properties. In which case, legal action may follow to recoup irreparable and continuous damages to the Sirius.



N\
.
*
N
*

WO YSNLIS' MMM

Features (cont.)

e Queue

Prioritization System

o SpECIfy SyStem AorB,th;u;z:g,riséi:yc orJorL
default queue Add
priority

— Customize queue Counter |
priority for eaCh CounterID Queue Priority
counter or agent !  hent thenF

3 C
Add
Agent |
AgentlD Queue Priority
agent’ D
agent2 E
agent3 F
Add
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Features (cont.)
* Detailed Reports

— Arrange data by day, week, month, quarter or year
— Obtain statistics for queue, agent or time interval

Date  [2014 |/[11 [/[11 || .. | to [2014 |s[11 |[/[11 || .. |
Range:

Interval: @ Daily (15 minutes interval)
O Daily (hourly interval)
O Weekly (daily interval)
O Bi-weekly (daily interval)
C Maonthly (daily interval)
O Quarterly (weekly interval)
O Annual (monthly interval)

Report @ Accumulated CWT and CHT
Type: O Customer Service

O Customer Waiting Time

O Handling Time

O Productivity - ticket

O Productivity - time

O Void Ticket Statistics

® Time interval of minutes

Format: @ Web page
O PDF
O Excel

Group
for:

Generate
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Features (cont.)

 Detailed /.

Reports "
— Output report as sien

* oKk

ing Time Report
: MTIL1

Date range: 2004/01/01 - 2004/01/07

WEb-page, PDF Report type: Weekly (daily interval)

Group

file or raw data

for: Queue

for Queue B

CHT for Queue B

Min CHT I
M- 2 _":-'-"__' ''''''''''''''''''''''''''''''''''''''' A‘Vg CHT I:l
Max CHT I
60_""""""'_.'-: """" -'-_._ """"""""""""""""""""""""""""""""""""
S0---e-- : “' """""""" -:"-'__ """""""""""""""" SIIrTrrresresesesieoiiioieens
T ; ,; .....................................
B
O
T
T g 5 g 5 : g
- = 5 = 5, = -
— ™~ i - LA ™ [
Time | Min CHT | Avg CHT | Max CHT
1 Jan | 0:01 7.52 4518
2 Jan | 0:02 7:11 7321
3Jan | 0:00 H:51 3822
4 Jan | 0:01 7:53 3511
5 Jan | 0:05 T:06 48:52
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Features (cont.)
 Digital Sighage Integration

— Combine queuing information with other content
under InnoView™ for more professional layouts

%% EE &{;’v 'ﬁ—ﬂ l::,.' . g _{\' Tl . /r/ r ;
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Ticket Counter

C3 » 3

Bl .

RAS I A a2 RAB BEAMLD EER
We Serve with Pride and Care Wong Tai Sin District Police Station
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Notable Deployments

 Service Center
— 3 HK
— Sony
— Samsung
— Telecom Service One
— Prudential

 Hospital
— Baptist Hospital

e Police Station

— Mongkok Report Room
— Wong Tai Sin Report Room
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Case Study — Baptist Hospital
 Deploy Off-The-Shelf Modules

— Deployed Queue Management Console on 1 server
— Deployed Ticket Module on 3 touch-screen kiosks

* Integrate with Hospital's IT System

— Designed and implemented custom-written dynamic
link-library (DLL) as system interface

— Hospital's IT system allocates tickets through DLL
— Reports real-time system status through DLL

e Customize Display Content

— Designed LCD display layouts as per client's
requirements

— Utilized LED displays to show location-based
iInformation
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