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Queues aren't just a
necessity—they’re an
opportunity

Traditional approaches to queuing are
defensive in nature.

We think that's a shame.




How do you feel in these scenarios?
You call a phone number and...

Get a busy Connect & get Connect, get a

dial tone put on hold message, ETA,
queue number, &

callback option




t's not the length of
the line or the wait
that matters most.

Queue

psychology

It's how people feel
while waiting.




From engineering to psychology
in New York City skyscrapers

New high-rises frustrate Building managers add a Building managers add
workers due to long waits ‘progress” display to show mirrors to elevators, letting
for elevators the elevator is coming people distract themselves



Queue psychology is all around us
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Queue-it helps you build trust
when the stakes are highest

Reliable Transparent Personal

Keep your site online, Ensure fair access with Keep customers Provide exclusive access
fast & error-free 24/7 first-in-first-out waits, informed with clear wait to loyal customers & @
no matter the demand randomization & bot info & real-time custom waiting room for

mitigation communication every sale




Queue psychology is just as relevant online

& Example Domain X +

< C {d A Notsecure | example.com

S03 Service Temporarily Unavailable

The server is temporarily unable to service your request due maintenance downtime or capacity problems.
Please try again later.



Queue psychology is just as relevant online

Please Wait

Due to high demand, you may have to wait longer than usual to access this site. We appreciate
your patience.

What to expect: Please wait here. This page will refresh automatically to let you in.

If you'd like to try again later instead, you can exit and look for more information at IRS.gov.



Queue psychology is just as relevant online

You are now in line

Your turn is almost here. When it is your turn, you will have
10 minutes to enter the website.
What is this?

3
|

Expected Arrival Time On The Your Estimated Wait Time Is:
Website:

9:23 PM 4 minutes

REAL-TIME
COMMUNICATION

FESTival _' Your Number in Line Status Last Updated

8445 12:33:09 PM

FESTiVaI Lineup : Message last updated: 1:57 PM

Updates will be shown here.

1 would like to receive an email when it is my turn

email@email.com

Queue 1D: 7¢c7d96¢-€76b-4943.93881.76588b682411

EMAIL s o E
NOTIFICATION " Nk ~ BRANDED
| BACKGROUND



Queue psychology:

6 rules for building trust
with petter waits
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OCCU py What you can do

g « Warmup acts & music

people S « Event information & trivia

time  Apps for food & drink orders |
 Call-back options for customer service

What Queue-it customers do

« Allow visitors to do what they want
while they wait

 Embed content on waiting room

* Answer common guestions & ensure
customers are prepared




An Exciting Concert Featuring The Vancouver Groove Orchestra
Opening Act: Award Winning Semiahmoo Grade 12 Jazz Band

Friday, December 18th at 7:30pm
Mount Olive Lutheran Church
2350 - 148th Street, Surrey

TICKETS: 920 AVAILABLE AT THE DOOR

orin advance at: vancouvergroove.com (Seniors/Students $15)
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X Wang Theater Order
1) Vodka + Redbull

1) Long Island Iced Tea

2 | Budweiser

10C

& ___ia

SUBTOTAL $34J
SERVICE FEE $1.
TAX $2.
TIP 15%  20% m OTHER $9..
. +Add Promo Code

TOTAL $46.¢

PICK UP DELIVERY

VISA - 8080

PAY

CHAT

VODKA
*hkkkk « 64 cal

Select a quantity 1

Choose a vodka

Gobt sy
+54 +54

Choose a mixer

(® Neat

ADD TO CART
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\
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Young Vic

You can close this page without losing your place in the queue.

Entertaining wait
Twitter

Changlng DeStlny and Best Check out our Young Vic twitter feed and be the first to read newe With embedded x

of Enemies0 - Booking Now S b st abenin feed & YouTube
pen

You're queuing to purchase tickets for Changing Destiny and Best of ’
Enemies. If you are a wheelchair user and wish to book tickets for Best
of Enemies, please contact the Box Office on 020 7922 2922.

Young Vic (Passing Strange ...

video

@youngvictheatre - 13h

| want to watch a musical

O QOs ®
Whilst demand is extremely high for tickets, our website operates an
automatic queuing system. 11 You reposted

Young Vic (Passing Strange ... »{

Once you have tickets in your basket you'll have 10 minutes to complete @vounavictheatre - May 7
your transaction. - '

new look
Tickets for Klippies, Al, broadcast performances of Changing Destiny, or - =
Taking Part productions will go on sale later in the year. Currently, there Watch Whlle you walt
are no more tickets available for our rescheduled production of Hamlet Learn about Taking Part: the department that is "buried deep in the DNA of

this organisation” in this conversation between YV Artistic Director Kwame
Kwei-Armah and Director of Taking Part Shereen Jasmin Phillips. For more
What is this? from videos from the Young Vic, head to our YouTube channel and subscribe

Please join our mailing list to be the first to hear about ticket releases.

ARRRRRRARRRRRR RN

Taking Part: What We Do | Young Y‘@ung Vic

el et @
Number of users in queue ahead of you: 1758
Your estimated wait time is: 4 minutes

\/ Status last updated: 00:33:50

"TAKING PART:
WHAT WE DO

Message last updated: 00:33

This is a test message.




You're in a queue for tickets

Tickets for Yayoi Kusama: Infinity Mirror Rooms are now available.

G’u the meantime, enjoy browsing our selection of art prints, books, )
fashion and more on shop.tate.org.uk.

Enter the code KUSAMAT10 in the basket when you checkout with

anything from our online gift shop and get 10% off. Limited time offer
iny until midnight Sunday. Shop now! Y,

Number of users in queue ahead of you: 1758 Your estimated wait
time is: 4 minutes

Please notify me when it is my turn:

Notify me by e-mail

What is this?

Queue ID: 7420e6c2-352§-4b59-9885-2803669e62fb Queue:it

"The feedback on Queue-it
has been kind of overwhelmingly
positive. It's anecdotal, but I've
seen tweets and emails from
people that said 'Thanks, it was a
really great experience.’ Or, you
know, ‘| got the ticket | wantead

and | loved the give us your emaill
feature.”

JON HAWORTH, SR. COMMERCIAL
SYSTEMS MANAGER
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Get people
started &
show the wait
is finite

What you can do

Sign-ups for event notifications
Pre-sales

Countdown timers

"Almost there” signs
Communicate before the event
Provide estimated wait times

What Queue-it customers do

« Use countdown timers
 Use progress bars
 Provide estimated wait times
 Provide event materials
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Tickets

N [
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Let customers

“get started”
i before the
onsale with a

Ticket sale for FESTival
2023 startsin 47:01

R ——— \
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W pre-queue &
\\ / ( oi countdown timer



Let fans prepare for
the event with FAQs

Show progress
& estimated
wat tlme _J —L_ _ Why am | in a queue?

Tickets for this event are extremely popular, so
we've used Queue-it's virtual waiting room to
ensure fair access, block bots & keep our site
running smoothly. You'll experience a short wait,
then be flowed to the sale page for purchase.

FREQUENTLY ASKED QUESTIONS

You'’re 7 minutes away How is my position in queue determined? v
from the biggest live

° What do | need to purchase a ticket? v
music event of the year
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Which style of queue do you prefer?

Servers Servers

)

—




Research shows single, snaking lines
are better than multiple queues




Reduce What you can do
« Explain the reason for the wait

stressors & 5 any delays

exp|qin the « Communicate how the process works
. * Avoid multiple queues

wait * Address anxieties

What Queue-it customers do

« Explain the reason for the wait
* Provide real-time updates

o Allow room for error

« (Give customers ample time

-
..




TICK

<4

EACH GUEST IS PERMITTED
TO BRING ONE BAG INTO
THE STADIUM.

IN ACCORDANCE WITH
MAJOR LEAGUE BASEBALL
SECURITY REGULATIONS,
BAGS CAN BE NO LARGER
THAN 16" X 16 X 8" AND
WILL BE SUBJECT TO
INSPECTION UPON ENTRY.

BAG

Only one small bag per There are no facilities
person permitted, no to leave bags larger than
bigger than

in the venue

Cloakroom service available Searches and
for coats, and bags (within bClg checks
the permitted size). on arrival

UTILITA CARDIFF.CO.UK

'BE PREPARED |
TO SHOW
TICKET
BEYOND

THIS POINT




UK
La

Oh my, it’s a little bit busy here!

Number of users in queue ahead of you: 1758

Status last updated: 03:32:09

A lot of Human Folk are trying to access their My Lapland

account at the moment, so we've put you into a virtual

Explain the
wa it queue.
You will be automatically taken through to your account

when you get to the front.

Message last updated: 03:32

Let people get \
notified when
it's their turn

This is a test message.

example@email.com Notify me by e-mail

<




Keep real-time
communication

flowing to your

g [
customers I ———

=4 1 1 |

Frequently-asked questions:

The queue for tickets will open at 10 AM ET. Once it opens, visitors already on this page will be randomly assigned a place in line. Any
Answer visitors who join after 10 AM ET will be placed at the current end of the line. Once in the queue, please do not hit refresh or back.

When it is your turn, you will automatically be redirected to our Orlando Informer Meetup website. Please note, as tickets are very
co m mo n limited, entering the queue does not guarantee the ability to purchase.

questions

Orlando Informer Meetup
Friday and Saturday, February 28 and March 1, 2025

Friday or Saturday — one night: $250.35 (includes processing) + tax
Friday and Saturday — two night Early-Bird: $399.96 (includes processing) + tax




While you're in the queue, you will see the
number of people ahead of you.

Coldplay

You've Been Added To The Queue..

Coldplay: Music Of The Spheres World Tour

18 Jan, 2025 6:00 PMIST | DY Patill Stadium. Navi Mumbal

12345

people ahead of you

* Dont click on '‘Back” or refresh this screen, else you'll have 1o start
all over ag. ecommend staying active on this

. 0 turnm arrives, make sure you enter the seat layout
quickly as you have only 4 minutes to book your seats

Venue Layout & Ticket Availability

While you await your turn,

you can explore the seat map.

Coldplay

12345

people ahead of you

Venue Layout & Ticket Availability

Ticket Categories & Availability

¥ 2500

2 St

¥ 3000
25t

Periodic updates on the % of tickets
available per category will also be visible.

Coldplay

12345

people ahead of you

¥ 2500

¥ 3000
Stands Availeble

? 6450

1 Stand

Terms & Conditions
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g What you can do
Ensure fair » Block bots & scalpers

access & * Ensure first-in-first-out
- (FIFO) gueues
no CUttlng o Use staff, barriers, etc. to
in line ensure fair use of queues
* Explain differences in treatment

What Queue-it customers do

* Fair & secure gueue

 FFO gueues & randomization
 Bot & Abuse Protection




Ticket bots in the U.K.

£1 45 M Additional cost for fans due to ticket touts

20% Of tickets sold end up on secondary markets

4th The United Kingdom is the fourth
biggest global target for bots

SOURCE:

THE GUARDIAN 2024
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Boarding now Please prepare

PRIORITY PRIORITY
GROUP 1 GROUP 2

EUROBONUS DIAMOND | SAS PLUS ‘
EUROBONUS GOLD 1

STAR ALLIANCE GOLD |

| PAY FOR CARRY-ON

B8 e

NEXT FLIGHT SK2864




Thursday, March 28 1:23pm | Gate: B3 1

:

Pre-boarding

Jen® el
........
.........
........
""""""

‘‘‘‘‘

Customers \ Active United Families Premier
with military Global with children / 1K®
disabilities / personnel / Services®/ age 2 and

under

Next departure at this gate: Washington, DC | 5:30 pm | 8 2135



Queue-it's fair mechanism
for onsale access

Before sale starts Sale starts Sale ends
(e.g. 9:00 AM - 9:59:59 AM) (e.g. 10:00:00 AM) (e.g. 12:00:00 PM)

Queue
(First-in-first-out)

FEST

Ticket sale for FESTival
2023 starts in 47:01




Beyond The Valley

Running fairer onsales with Megatix

28 Dec 23
-01Jan 24

You are currently in the queue for

Beyond The Valley 2023 ‘It always bothered us seeing ticketing
e companies using ‘queuing solutions’ that are
rou v e ey bkt vy kg just holding pages, which aren't real queues.”

NI 'The Queue-it approach of

randomizing visitors, then
running a first-in, first-out
queue is a fairer and more
predictable process,
which is crucial to us, our
clients, and their
customers.”

Status last updated: 14:26:57

> megatix

ROSHAN ODHAVJI, CO-FOUNDER AND CEO




Royal
Botanical
Gardens

The Enchanted Garden
Member Pre-Sale

The Enchanted Garden Member Pre-Sale has not yet
begun. When The Enchanted Garden Member Pre-
Sale begins, you will be assigned a random place in

line (alongside everyone else who also arrives before
The Enchanted Garden Member Pre-Sale begins).

What is this?

The event will begin at: 11:00 AM

22 Minutes 04 Seconds

Status last updated: 10:37:46 AM

Queue ID:  50803014-8dbb-4852-b6a3-6beSd5db7a25

Explain that the
sale is randomized
and fair
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Build What you can do

o o . o« (Sive fans teasers
ClntICIpCItlon e Communicate before the event

& hype e Share the excitement

What Queue-it customers do
« Use the language of hype

« Show the product/event

* Engage fans while they wait
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Use the
language of
hype &
anticipation

hunkem®oller

A PARTY WITHOUT A
QUEUE IS NOT WORTH
GOING TO!

Thank you for your patience!
Due to popular demand, we've had to place you in a

digital waiting line. Below you can see when it is your
time to shop!

Just wait for: 5 MINUTES

You can close this page without losing your place in line.
Notify me when it's my time to shop:

Email address

NOTIFY ME VIA EMAIL

Queue ID: 29¢dfc04-2bfc-4118-9b1a-15ab80561b65 What Is this?

Queue.it



Remind fans
what they're
queuing for ;

e

\ I

. 4 P ,rt ‘ ".v
.’-"

~
-

-

You are now in line

You are in line for the sale. When it is your turn, you will have 10
minutes to enter the website.

Number of users in line ahead of you: 1758
Status last updated: 1:56:53AM

Message last updated: 1:56 AM

This is a test message.

Queue ID: 71ci5-4125-4613-83c2- 11508910 Queue-it




Engage customers
by embedding
quizzes on your

queue page

TLCC

2025

8-9 April
#tlcc2025

You are now in line to discover the
psychology behind queuing

Scroll down & click “play along” to test your own queuing preferences
while you wait

The line is paused.

i

Queue ID: a66b2892-d4e3-490c-b1f0-cc446bb76f18

Queue-it

While you wait...

Explore your preferred way to wait & discover just how
different queues can be

Play along

The content above is part of your waiting experience. Engaging with it will not
impact your position in line.
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Personalize What you can do

o * Run a membership or loyalty
the wait Srogram

experience » Personalize recommendations
* Tailor messaging & access

What Queue-it customers do
* VIP queues for members
& true fans
» Exclusive gueues for accessibility
 Match their brand’s look & feel




GET THE BEST SEATS IN THE HOUSE
WITH PRIORITY BOOKING

~ EXECUTIVE
MEMBERSHIP *

) " ~ £65PER YEAR ‘_ (4
N ' ADVANCEEMAIL NOTICE OF SHOWS comme ’ Y
»n 2%&‘3RELEP"ES3’3%':;2&32’1":&“;3252"Eiiﬁx,'i | v |
<L ~ GTICKETS) - %? :
7 # MEMBERS BOOKING LINE - A DEDICATED LINE e &

— PRIORITY BOOKING - BEFORE ANYONE ELSE! R ——
- - TICKET DISCOUNT - GET £6 OFF YOUR TICKETONTOPTWO
L : PRICE BANDS FOR SOME SHOWS 2

> 'BAR DISCOUNT - GET 10% OFF YOUR DRINKS. L. “ W
e 20% DISCOUNT ON A PAIR OF TICKETS AT SELECTED 1w
-~ PRESS NIGHTS ARt
oy e e e N M e wi | 7w

.. \

-




Order your favourite menu items
directly to your seat

EVENT | (0L0 CLATS




Personalize the wait with early & exclusive access

Welcome back FESTival Members!
Sign in below to get exclusive presale
access to FESTival 2024 tickets

MEMBERS PRESALE
You’'re 7 minutes away from your

chance to attend the biggest live
music event of the year

Almost there!

Enter the 6-digit
verification code we sent
you to access the FESTival

Members presale

o D

FESTival

Ticket sale for FESTival 2024
starts in 47:01

Want tickets faster?
Sign up for FESTival
Members to get instant
access to the members-only
presale—it's free!




Give your
best
customers
the best
experience

LCOM

Rejoice, because things are about to get started.

Number of people in line in front of you

1758




Tiered access for
members & disabled fans

Who

Premier League club selling
season tickets to home games

Challenge

Giving disabled members &
loyal members first access
when resale potential is high



Four onsales, four groups of members

Onsale 1 Onsale 2 Onsale 3 Onsale 4

Disabled members All disabled Members All Members

who attended members who attended 10+
10+ games games previous
previous season season

2k invitations sent 1.2k invitations sent 25k invitations sent /5k invitations sent




Summary:
Design
walts that
oulld trust
with queue

osychology
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~ Persondlize Queue-it
the wait Welcome VIP

Welcome to the VIP fast-track
queue. This event is hot, but you've
got one of the best spots. We'll get

you through to our site soon!

oo

Expected Arrival Time On The Your Estimated Wait Time Is:
Website:

.
9:23 PM 4 minutes

Let people get -
Starte.d .& Sh?w We've sold through 2(2;%.oftickets
the wait is finite

| would like to receive an email when it is my turn

email@email.com Notify me by email

Build
Explore this year's lineup while you wait @nticipation

/

FESTival Lineup
® - O \

Occury
people’s time

FREQUENTLY ASKED QUESTIONS
Why am | in a queue? v

How is my position in queue determined?

What do | need to purchase a ticket? v \

Reduce stressors Show the
& explain the wait wait is fair



Queues aren't just a
necessity—they’re an
opportunity

By following the rules of queue
psychology, you can engage,
entertain & educate customers.

You can capitalize on peak demand.




Q&A

Scan the QR code to test your
queuing preferences or visit
queue-it.com




Q&A

Please use a microphone so that everyone in the
room can be part of the conversation

LONDON

TLCC

2025




Additional resources on Queue-it's blog

Queue:it =

The psychology of queuing
revealed in 6 simple rules

Published: 26 Dec 2023

E

8 5
ﬂj

39
DY

@'

https://queue-
it.com/blog/psychology-
of-gueuing/

Queue:it =

The happiest queues on
earth: 6 lessons in queue
psychology from Disney
Parks

BLOG QUEUING STRATEGY

https://queue-

it.com/blog/disney-

queue-psychology/

Queue-it

Why first-in-first-out
queuing isn't (always) the
answer

BLOG QUEUING STRATEGY

https://queue-

it.com/blog/first-in-

first-out-

randomization/

Queue-it ==

The power of anticipation
psychology & how to use it
for ecommerce marketing

https://queue-
it.com/blog/anticipatio
n-psychology-
ecommerce/



https://queue-it.com/blog/psychology-of-queuing/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/psychology-of-queuing/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/psychology-of-queuing/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/disney-queue-psychology/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/disney-queue-psychology/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/disney-queue-psychology/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/first-in-first-out-randomization/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/first-in-first-out-randomization/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/first-in-first-out-randomization/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/first-in-first-out-randomization/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/anticipation-psychology-ecommerce/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/anticipation-psychology-ecommerce/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/anticipation-psychology-ecommerce/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
https://queue-it.com/blog/anticipation-psychology-ecommerce/?utm_medium=webinar&utm_source=tradeshow&utm_campaign=tlccuk2025
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