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The Monitor option in the menu is accessible by the person performing the traffic controller role. The person is mainly
concerned with managing the queue so that the customers are served in least amount of time. The screen outlines agents
who are in the desktop, number of visitors in the queue, avg waiting time and other statistics that helps the controller to take
actions if needed. For example : if there are more visitors waiting in a queue and fewer agents logged in, a threshold can be
set up in the system to flag it as red. This is an indication that some action is needed to bring down the waiting time of the
visitor.
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Furthermore, the controller can also log an agent out in case he/she has forgotten to do so by right clicking on the agent
name.
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