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Objective

By the end of this training session, you will be able to add, edit, 

delete, and view queues. 
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Introduction

• Queues display a logical grouping of tasks based on roles or 

business rules.

• There are two types of queues – Role Queue and Custom 

Queue.

• The Manage Queue page allows the user to: 

- Manage queues

- Add Custom Queues

- Edit Role Queues

- Associate roles to a queue (view all the queues in the system)
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Default Queue and Custom Queue

• You can add, edit, and view queues on the 

Manage Queue page.

• When you assign a role using the Team Role, a 

default queue is created for that role in Manage 

Queue.

• Custom queues are created on the Manage 

Queue page.
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Adding Custom Queues

• Click Manage Queue on the sidebar of the Homepage to open 

the Queue Summary page.

• Click Add.

• Enter the Queue Code, Queue Name, and Queue Type.

• Select an escalation queue from the list; when a role is deleted, 
the tasks are added to the selected escalation queue.

• Enter the Description and click Save.

• The queue is displayed on the sidebar of the Homepage.
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Adding Roles to Custom Queues

• Click Details.

• Click Edit.

• Select the 

role from the 
Roles list.

• Click Save.

• You can add 

multiple roles 

in multiple 

rows.

The Roles 

section is not 
displayed for 

Role queues.
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Editing Queues

• Select Edit from the Action list corresponding to the queue. The 

Queue Details page opens. This is the same page that opens 

while adding a queue.

• Modify the required details and click Save.
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Deleting Queues

• Select Delete from the Action list corresponding to the queue. 

The deleted queue is removed from the list.

You can only delete custom queues. Role queues and Default 

Escalation queues cannot be deleted. The Role queues and 

Default Escalation queue will not have the Delete option in the 

Action list.

Custom Queue
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Hands-On Exercise

Create a queue and assign Admin role to this queue.

For detailed steps, refer to the

Manage Queues - Exercise Solutions handout.
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Summary

You should now be able to view, add, edit, and delete queues.


