
Your Business Dilemmas 

You need to increase sales by giving web visitors access to a specialist in real time 

 

You need to increase productivity by giving employees immediate access to a help desk professional 

 

You need to provide enterprise Click to Chat, or live sales support on your intranet or web site 

 

You need to shorten your sales cycle and improve customer satisfaction by giving customers real-time 

access to sales staff and customer support 

 

Instant Solution:  Instant Queue Manager 

Instant Queue Manager improves help desk efficiency, ensures consistent answers to common 

questions, helps identify employee productivity and provides real time access to sales staff and 

customer support.   

Click to chat and give employees 

and/or customers instant access to 

helpful experts using instant 

messaging. Monitor queues in real-

time with a dashboard to show all 

queue traffic. Display high level 

charts of queue traffic organized by 

year or drilled down to the hour and 

export them to Excel. Let the 

decision support tree filter inbound 

customers to qualify their needs 

and then direct them to the 

appropriate queue automatically. 

Immediately include other experts 

or other Sametime users not 

defined as 'experts' in Instant 

Queue Manager - into the queue-

based discussion. Transfer between 

queues and share screens and 

important links any time. 

 

I N S T A N T   Q U E U E   M A N A G E R 

Enterprise Click to Chat for IBM Lotus Sametime 

Queue Manager - Monitoring Panel 

Requirements  

Lotus Domino 3 and above (pre-installed), Lotus Sametime 3 and 

above (pre-installed), Lotus Sametime Client 3 and above. 



Interviews 

Interviews enable you to filter inbound 

customers through a decision support tree 

to qualify their needs and then direct them 

to the appropriate queue. These IM-based 

trees are customizable, extensible, and 

very easy to create. 

Monitored Queues 

Monitored queues include a real-time, flex-

based dashboard showing all queue traffic. 

Monitor which customer or employee is 

waiting for help; how long he has been 

waiting and which expert is helping the 

customer or employee. 

Measurements and Reporting 

Twenty-six charts out-of-the-box, five of which are enabled for multi-level drilldown. Create animated, 

interactive charts quickly and easily in order to measure traffic in your queue system; Display high 

level information organized by year or drilled down to the hour; quickly filter usage by users and 

export them to Excel; View browser based reports from the Queue Manager database. 

Screen and Link Sharing 

Push helpful URLs or links straight through the client interface 

or Support agents can start screen shares any time, if needed. 

Invite Others or Transfer Between Queues 

Immediately include other experts - or other Sametime users 

not defined as 'experts' in Instant Queue Manager - into the 

queue-based discussion or transfer between Queues. 

Supports Popular Enterprise IM Systems 

Built on Instant's enterprise IM abstraction layer, Queue 

Manager supports Lotus Sametime, Microsoft OCS, and XMPP-

based systems. 

Browser-based Configuration 

Your number one request! Queues, interviews, and all admin 

tasks are now available as a browser-based interface. 

Canned Responses 

Improve efficiency and ensure consistent answers to questions 

with Canned Responses from a central notes database. 

About Instant Technologies 

Instant Technologies specializes in developing social applications for the enterprise including products for IM compliance,   
IM administration, and help desk applications.  Instant Technologies is a Lotus Advanced Business Partner and a  

Microsoft Certified Partner headquartered in Portsmouth, NH. 

 

“Instantly puts data at our 

users’ fingertips so they can do 

their jobs faster and better” 

     - Help Desk Manager 

 “We are now able to easily 

route and manage real-time 

requests from our web site, 
without the need for complex 

Java programming” 

     - Application Analyst 

Queue Manager—Watched queues 

I N S T A N T   Q U E U E   M A N A G E R 

Enterprise Click to Chat for IBM Lotus Sametime 
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