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SCENARIO – QUEUE DISTRIBUTION  
Agency 123 Travel have three consultants that each have 2 personalised queues. The first for Ticketing 
and the other queue for the rest (general). They want the bookings on Q9 and Q10 to go to their Ticketing 
queue and the rest of the queues to go to their General queue.  
  
Their queues are as follows:  
  
 Consultant   Gal Sign on   Ticketing   General  
 Emilia   ZEH   30   35  
 Carissa   ZCP   40   45  
 Shivani   ZSP   50   55  
  

QCC SOLUTION 
For this scenario you will need to create:  

• 2 schedules with 3 actions 
• Each action will have 2 handlers 

 
 Schedule 1 – Sort Ticketing Queues – Monitor Q/9 & Q/10  
 Action 1 - Emilia   Criteria - ZEH   Handler 1 - Move to Q/30  Handler 2 - Remove from queue 
 Action 2 - Carissa   Criteria - ZCP   Handler 1 - Move to Q/40   Handler 2 - Remove from queue 
 Action 3 - Shivani   Criteria - ZSP   Handler 1 - Move to Q/50   Handler 2 - Remove from queue 
  
 Schedule 2 – Sort General Queues – Monitor all remaining queues 
 Action 1 - Emilia   Criteria - ZEH   Handler 1 - Move to Q/35  Handler 2 - Remove from queue  
 Action 2 - Carissa   Criteria - ZCP   Handler 1 - Move to Q/45   Handler 2 - Remove from queue 
 Action 3 - Shivani   Criteria - ZSP   Handler 1 - Move to Q/55  Handler 2 - Remove from queue  
  

QCC SETUP  
QCC is made up of the following components: 
 
Schedule – When will QCC run eg. Day of the week / time etc  

• Actions – Title of the Action you will be performing eg. Action for Emilia, Action for Carissa etc 
a. Queue Monitoring – What queue/s will QCC action from eg. Check all PNRs on Q/9 
b. Criteria – What data in the PNR is QCC looking for eg. Consultant 2 letter sine on 
c. Handler – What will QCC do with the PNR eg. Move to queue / remove from queue etc  

 
 Schedule 1 – Sort Ticketing Queues  All Steps  
 Action 1   Emilia  Q/9 & Q/10  ZEH   Move to Q/30  Remove from queue  All Steps 
 Action 2   Carissa  Q/9 & Q/10  ZCP   Move to Q/40   Remove from queue  Copy Action 1 & update 
 Action 3   Shivani   Q/9 & Q/10  ZSP   Move to Q/50   Remove from queue  Copy Action 2 & update 
 
 Schedule 2 – Sort General Queues  Copy Schedule 1 & update 
 Action 1   Emilia  Q/0 – Q/25*   ZEH   Move to Q/35  Remove from queue  Update the copied action 
 Action 2   Carissa  Q/0 – Q/25*  ZCP   Move to Q/45   Remove from queue  Update the copied action  
 Action 3   Shivani   Q/0 – Q/25*  ZSP   Move to Q/55   Remove from queue  Update the copied action   
 
*Exclude – Ticketing queues from the previous schedule Q/9 – Q/10 
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SCHEDULE 1 - SORT TICKETING QUEUES 
1. Click on Schedules    
2. Click on New Schedule    
 

 
  
3. Type in the name of the schedule (eg. Ticketing sort, General sort etc) and click Create 

• The active box will be ticked later once the schedule has been completed 
 

   
   
4. Click on Add new item under Time table  
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5. Select the days and times that the queue sort should run, then click Update  

• Note: Frequency cannot be less than every 15 mins.  
  

  
  
  

6. Click Save  
 

 
 
  

The Schedule is now complete. QCC will run every 15mins on weekdays between 6am and 11pm.  
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Action 1 – Emilia 
1. Create the first action, for the first user - Emilia, by clicking on New action  

 

 
  
 
2. Select Access method (there should only be one). Give the Action a name, and tick the Active box  
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Scroll down and click Create 
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Queue Monitoring: Action 1  
1. Scroll down and add the Queues to Monitor by clicking on Add new item   

 

 
 
2. Type in the Queue number and PCC, then click Update  

• Repeat these steps for each required queue   
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Criteria: Action 1  
1. Scroll down and click on Edit Criteria  

 

 
 
2. Click on Enable simple filter and select the fields as per below, then click Generate Criteria 

• BookingFile 
• TwoLetterAgentSine 
• EqualTo  
• Add the consultants 2 letter code  
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The screen will refresh, and the criteria will be displayed in step 1  
 
3. Scroll down and click Save Criteria  
 

 
 
The confirmation is shown at the top of the page.  
 

 
 
 
 
4. Scroll to the bottom of the page and click Back to Action  
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Handler: Action 1  
1. Scroll down and click Add handler to add the 1st handler  

 

 
 
 

2. Select Move to queue from the drop down menu, then click Add and save  
 

  
  
3. Configure the move to queue handler, then click Save Configuration  

• Enter the queue number 
• Enter the category – optional  
• Enter date range – optional  
• Enter PCC 

 

 
 
 
4. Scroll down and click Add Handler to add the 2nd handler 
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5. Select Remove from Queue from the dropdown menu, then click Add and Save. 
 

 
  

 
The first action is now complete. Click Back to schedule to view the list of actions. 
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As you have setup the first action this can be copied and amended for the next action or you could start 
from scratch.   
 
• From Scratch – Follow the steps for the 1st action and ensure you tick the box Inherit Un-Matched 

PNRs from previous actions in this schedule to allow QCC to use the PNRs which did not match 
Emilias 2 letter sign from the her action.  

• Copying – see below steps  
 
Amendments to be made: 
• Action Name  
• Criteria  
• Handler 1  
 
 

Action 2 – Carissa 
1. Create the next Action for Carissa by clicking on Create copy on the first action  

• This will create a copy of the 1st action with the same details  
 

 
  
  
2. Click Edit on the 2nd Action  
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3. Amend the Name, tick the Active box, tick the box Inherit Un-Matched PNRs from previous actions 
in this schedule, scroll down and click Save.  
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Queue Monitoring: Action 2  
• As this action is inheriting (or using) the PNRs from the previous action you don’t need to configure 

the queues again as it will use the same as Emilias. Ie. Q/9 and Q/10.  
 
 
Criteria: Action 2  
1. Scroll down and click Edit Criteria, then amend the Agent sign on  

 

 
 
2. Amend the Agent sign on, and click Generate Criteria  
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This will refresh the criteria for the new 2 letter sign. 
 
 
3. Scroll down and click Save Criteria  
 

 
 
•  The confirmation is shown at the top of the page.  
  

 
 
 
4. Scroll to the bottom of the page and click Back to action  
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Handler: Action 2  
1. Scroll down to edit the Handler by clicking on Configure   

 

  
 
2. Amend the queue number, then click Save configuration  

 

  
 

The second Action is now complete. Click Back to Schedule to see the list of actions.  
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Action 3 – Shivani 
1. Create the next Action for Shivani by clicking on Create copy on the 2nd action  

• This will create a copy of the 2nd action with the same details  
 

 
 
2. Click Edit on the 3rd Action  
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3. Amend the Name, tick the Active box, scroll down and click Save.  
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Queue Monitoring: Action 3  

• As this action is inheriting (or using) the PNRs from the previous action you don’t need to configure 
the queues again as it will use the same as Carissa’s. Ie. Q/9 and Q/10.  

 
 
Criteria: Action 3  
1. Scroll down and click Edit Criteria 

 

 
 
2. Amend the Agent sign on and click Generate Criteria 
 

 
 
 
 
 
 
 
 



  
 

 
QCC Queue Distribution Setup Guide   Page 21 
 

This will refresh the criteria for the new 2 letter sign. 
 
 
3. Scroll down and click Save Criteria  
 
 

 
 
• The confirmation is shown at the top of the page.  
  

 
 
 
4. Scroll to the bottom of the page and click Back to action  
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Handler: Action 3  
1. Scroll down to edit the Handler by clicking on Configure   

 

  
 
2. Amend the queue number, then click Save configuration  

 

  
 

The 3rd Action is now complete. Click Back to Schedule to see the list of actions.  
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Schedule 1 – Completed Details  
 
Schedule 1 – Sort Ticketing Queues - Monitor Q/9 & Q/10  
 Action 1 - Emilia   Criteria - ZEH   Handler 1 - Move to Q/30  Handler 2 - Remove from queue 
 Action 2 - Carissa   Criteria - ZCP   Handler 1 - Move to Q/40   Handler 2 - Remove from queue 
 Action 3 - Shivani   Criteria - ZSP   Handler 1 - Move to Q/50   Handler 2 - Remove from queue 
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Activate Schedule 1 
• After adding all users it’s time to activate the schedule.  

 
1. Click Back to schedules  
 

 
 

 
2. To start the Ticket sort, click on Activate on the schedule  

 

 
 
 
3. Click Yes 
 

 
 
 
The schedule is now active and will run every 15mins on weekdays between 6am and 11pm. 
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SCHEDULE 2 - SORT GENERAL QUEUES 
Schedule 2 – Sort General Queues – Monitor all remaining queues 
 Action 1 - Emilia   Criteria - ZEH   Handler 1 - Move to Q/35  Handler 2 - Remove from queue  
 Action 2 - Carissa   Criteria - ZCP   Handler 1 - Move to Q/45   Handler 2 - Remove from queue 
 Action 3 - Shivani   Criteria - ZSP   Handler 1 - Move to Q/55  Handler 2 - Remove from queue  
 

As you have already setup the first schedule, this can be copied and amended or you can start from 
scratch.  
 
• From Scratch – Follow the steps for Schedule 1  
• Copying – see below steps  
 
Amendments to be made: 
• Schedule Name  
• Action Names  

a. Queues to Monitor  
b. Handler 1   

 
 

1. Click on Create Copy of the schedule you want to copy  
a. This will create a copy of the 1st schedule with the same details  
b. Click Edit to amend this  
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2. Update the name of the schedule then click Save  
 

 
 
 
You now need to amend Emilias action to update the name, monitoring queues, and the 1st handler. 
 

Action 1 – Emilia  
1. Click Edit on the Emilias action 
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2. Edit the name of the action and click Save  

 

 

 
 



  
 

 
QCC Queue Distribution Setup Guide   Page 28 
 

Queue Monitoring: Action 1  
1. Scroll down to edit the queues to monitor and click Edit on the first line. 

 
2. Amend the queue number and click Update 

a. Repeat for Q/10 – Edit, Amend the queue number and Update 
 

 
 
 

3. Add the new queues to monitor.  
a. Click Add new item 
b. Add the queue number and PCC, then click Update 
c. Repeat for all general queues  

 

 
 
 
Criteria: Action 1  
• As this action was copied from the original schedule you don’t need to configure the criteria as it will use 

the same details as Emilia’s criteria from schedule 1, ie. ZEH  
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Handler: Action 1  
1. Scroll down to amend the 1st handler by clicking Configure 
 

 
 
 
2. Update the queue number and click Save Configuration  
 

                            
 
 
3. Click Back to schedule  
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All updates are now completed for Emilia. For the remaining consultants you only need to update the Action 
name and 1st handler as the queues will be inherited automatically. 
 

Action 2 – Carissa 
1. Click Edit on Carissa’s action.  
 

  
 
 

2. Update the name, scroll down and click Save  
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Queue Monitoring: Action 2  
• As this action is inheriting (or using) the PNRs from the previous action you don’t need to configure the 

queues again as it will use the same as Emilias, ie All remaining general queues  
 
 
Criteria: Action 2  
• As this action was copied from the original schedule you don’t need to configure the criteria as it will use 

the same details as Carissa’s original criteria, ie.ZCP  
 
 
Handler: Action 2  
1. Scroll down to Handlers and click Configure on the 1st handler 

 

 
 
2. Update the queue number, then click Save Configuration  
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Action 3 – Shivani 
1. Click Edit on Shivani’s action.  

 

 
 

 
2. Update the name, scroll down and click Save  
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Queue Monitoring: Action 3  
• As this action is inheriting (or using) the PNRs from the previous action you don’t need to configure the 

queues again as it will use the same as Carissa’s, ie All remaining general queues  
 
 
Criteria: Action 3  
• As this action was copied from the original schedule you don’t need to configure the criteria as it will use 

the same details as Carissa’s original criteria, ie.ZCP  
 

Handler: Action 3  
3. Scroll down to Handlers and click Configure on the 1st handler 
 

 
 
4. Update the queue number, then click Save Configuration  
 

 
 
 
Click Back to schedule to review all actions 
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Schedule 2 – Completed 
 
Schedule 2 – Sort General Queues – Monitor all remaining queues 
 Action 1 - Emilia   Criteria - ZEH   Handler 1 - Move to Q/35  Handler 2 - Remove from queue  
 Action 2 - Carissa   Criteria - ZCP   Handler 1 - Move to Q/45   Handler 2 - Remove from queue 
 Action 3 - Shivani   Criteria - ZSP   Handler 1 - Move to Q/55  Handler 2 - Remove from queue  
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Activate Schedule 2 
• After adding all users it’s time to activate the schedule.  
 
1. Click Back to schedules  
 

 
 
 
2. To start the General sort, click on Activate on the schedule  

 

 
 
 
3. Click Yes 
 

 
 
 
The schedule is now active and will run every 15mins on weekdays between 6am and 11pm. 
 

 


