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The elephant in the room. 



In the last 15 years,  
52% of the  

Fortune 500 Companies 
have disappeared 

1955      vs.      2015 
Average life expectancy 75 years    Average life expectancy 15 years 



The 

                   – ization  

of  
Retail 



The Challenges: 
 
 

1.  The expectation of instant gratification 
 

2.  Operational inefficiencies    

3.  Customer walk-aways and no-shows 
 

4.  Poor staff productivity and low morale 
 

5.  Long customer lines = complaints  



CHALLENGE #1  
How can businesses offer customers 
instant gratification? 



Just-In-Time Customer 
Delivery 



  

Online 
to 

Offline  
Conversions 



How are consumers actually making 
decisions? 



82% of offline  
conversions begin  
with online research. 



Yet, only 8% of sales  
actually happen online. 

Online	  
Offline	  

Source:  https://ycharts.com/indicators/ecommerce_sales_as_percent_retail_sales 



How do you deliver instant gratification 
OFFLINE to customers who have come 
to expect it from their online and mobile 
experiences? 



The Challenges with O2O: 
 

1.  O2O conversions are hard to track 
 

2.  Customers delivered at the ‘wrong 
time’ (i.e. peak hours) are made to wait 
instead of getting instant gratification 

3.  O2O conversions are lossy 



TRILLION 
DOLLAR 
GAME 

CHANGER 





CHALLENGE #2  
How can businesses solve operational 
inefficiencies? 



LOAD BALANCING 



2. Lower operational costs by: 

•  Load balancing across locations 



   Load Balancing Across Locations Equalizes Customer Flow    
 

              Launch of QLess     3rd month since launch    6th month since launch     9th month since launch 



2. Lower operational costs by: 

•  Load balancing across locations 
 

•  Load balancing across time 



   Load Balancing Across Time Spreads Traffic Throughout the Day 
 



CHALLENGE #3  
How can you combine the convenience of 
an appointment with of the operational 
efficiency of a queue? 



FLEXAPPOINTMENTS 



3. Offer FlexAppointments 

•  Integrate with your wait list 

•  Automatic refilling of cancellations 
 

•  Interactive communication 
!  Send updates and alerts 
!  Real-time notifications 
!  Bi-directional communication 

 



3. Reduce walk-aways and no-shows with      
    FlexAppointments 

“With FlexAppointments we saw an immediate 
reduction in no-shows and crowding in our 
waiting area – customers come in for their 
appointments, we take care of them quickly, 
and then they’re on their way.” 
  

– Catherine Creason 
 



CHALLENGE #4  
How can businesses boost  
staff productivity? 



DATA 



4. Improve productivity with data 

•  Workforce management 
!  Calculate necessary staff to optimize productivity 
!  Use a predictive engine to guide staffing levels 
!  Forecast the impact of restructuring, joining, or 

separating queues 

•  Capture pre-visit data 
!  Equip staff to deliver optimal service 



  



  



CHALLENGE #5  
How can businesses reduce  
long onsite wait times and customer 
complaints? 



TECHNOLOGY 



5. Utilize a queue management system 

•  Mobile  

•  Remote  

•  Interactive 
 

•  Display wait times on monitors  
and on your website 



  



Your 5 Takeaways 
 
 

1.  Offer instant gratification with just-in-time customer 
delivery. 

2.  Maximize efficiencies with load balancing.  

3.  Reduce customer walk-aways and no-shows by offering 
FlexAppointments. 

4.  Boost staff productivity by using data. 

5.  Reduce long onsite wait times and customer complaints  
with a mobile queue management system. 



2 Bonus Takeaways 

 

1.  How do I find out what my customers really want?  
 



“Your most unhappy 
customers are your 

greatest source  
of learning.” 

 
– Bill Gates 



2 Bonus Takeaways 

 

1.  How do I find out what my customers really want?  
 Digital Surveys 
!  Send automatic surveys 
!  Improve response rates with text surveys 
!  Gather instant feedback 
!  Gain valuable insights to identify operational enhancements 

 
 



2 Bonus Takeaways 
 
 

1.  How do I find out what my customers really want?  
 Digital Surveys 
!  Send automatic surveys 
!  Improve response rates with text surveys 
!  Gather instant feedback 
!  Gain valuable insights to identify operational enhancements 

2.  How do I manage customer expectations?  
  Wait Forecasting  
!  Anticipate peak periods 
!  Improve staff interactions 



   Accurate Wait Forecasts Quadruple the Probability of Returning Visitors 
 

Forecast Error 

Return Visitors 
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Contact Information 



Q & A 



Thank You! 


