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1. What's new

Chapter Change
05.A + Installation and + Branding moved to new chapter
configuration » Changes to Additional data parameter
* Upgrade » New chapter for upgrade
05.B » Branding * More customization options added
05.C + Installation and » Security and HTTPS configuration
configuration parameter added
05.D * Installation and + Enable visit delay re-added
configuration
05.E * Installation and » Added branch selection URL and
configuration Mobile Ticket URL to Enable additional
data
05.F * Installation and + first_name and last_name parameters
configuration added
05.G + Installation and » Reschedule link and dynamic URL
configuration added
05.1 * Installation and + Language picker added
configuration
05.J * Installation and » Configuration option to enable mes-
configuration sage box with link to form or website
added
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Chapter

Change

05.K

* Installation and
configuration

URL with external ID added as
appointment check-in URL

Configuration option to display custom
fields below ticket added

Configuration option to show QR code
in order to identify the visit added.

Configuration option to set number of
queue poll retry attempts added

Configuration option to show accessi-
bility statement added

* Requirements
and preparation

Removed references to Teams as
communication platform for remote
service delivery as there are other sup-
ported communication platforms.

05.L

» Installation and
Configuration

Information about display language
added in Localization section.

06.A

* General

Updated whole manual to new tem-
plate

Changed the structure of some chap-
ters

» Configuration

Added section about estimated waiting
time configuration.

06.B

» Configuration

Add settings for polling intervals and
retry attempts.
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2. Introduction

OVEIVIEW ..o
System requirements...........cccccoeeriiiieneee e
Architecture ..........ooovveeeeiiiiiiiceee e,
Limitations..........ueeeeiieiiiieeeeee e
Browsers and cookies ............ccoeeeeeiiiiiiiiiininnnn.
Software deliverables .........ccccvvveevveveeeeeeeenennn.
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2.1 Overview

10:16 al = E

Please select a service at MyBranch:

Driving license with a very long... 4 2

@ Estimated waiting time: 55 min

ID Card 7 &

@ Estimated waiting time: 50 min

Passport /o

@ Estimated waiting time: 50 min

-3] Getin line
(© Estimate arrival time

Powered by QMATIC

With the Mobile Ticket application, customers can get in line for a service from their
mobile device, via a web page/web application, using a direct URL, or for example
a QR code. They can they wait to be called wherever they want, monitoring their
position in line on their device.

2.1.1 Main features

Seamless entry with QR codes and URLs

Possibility for customer to enter personal data such as phone number
Can be combined with SMS notifications and Customer Feedback
Check-in for appointments

Can be linked to Google Analytics

Support for multi-language and rtl

Branding for colors and logo

One-time password and other security features that prevents misuse of
system and hacker attacks

Integrations with communication platforms for remote serving
Estimated waiting time
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2.2 System requirements

» Orchestra 7.0 update 12, or later, is required for Mobile Ticket. However,
some features may require a certain version of a module, see below.

+ If you want customers to be able to add their phone number to the visit, you
need Notification Admin 4.0.0.49 or later.

+ For remote service delivery, Counter and Qmatic Web Booking need to be
installed. For more information, see the configuration guides for Remote
Service.

 If service groups are enabled, General Admin application is required.

» For translations of service and branch names, General Admin 1.6.1 is
required.

* HTTPS is needed in order to use location detection (and list branches
based on user’s position).

» For branches to be grayed out when there are no available services,
Orchestra build 4.4.0.290 is required (this applies when Service Scheduler
is used).

224.06B Qmatic 5
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2.3 Architecture

The picture below illustrates the architecture of the Mobile Ticket application, as
well as how the different parts communicate with each other:

Firewall

Mobile Ticket Server 3

I
|
|
|

auth-token

Cell phones

Server 1

Orchestra

W =17
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2.4 Limitations
*  When mobile user credentials are needed, Superadmin user can not be
used.

» Itis not supported to create multi-service visits in Mobile Ticket. However, it
is possible to for example create a multi-service visit in a kiosk, or with
Qmatic Web Booking, and then follow the multi-service visit in Mobile Ticket.

»  When using distributed operations and Mobile Ticket, stable connectivity to
Central is required.

2.5 Browsers and cookies

2.5.1 Supported Browsers
Mobile Ticket is tested and supported on the following browsers:
+ Safari
» Chrome
» Opera
» Firefox (PC)
+ Edge (PC)

If you use Mobile Ticket on a browser that is not supported, you will be notified
about that.

2.5.2 Cookies
In Mobile Ticket, by default, no cookies are stored. Instead local storage is used.

However, there is an option to enable Google Analytics. If so, it might be required
to enable cookie consent in Mobile Ticket in order for follow local regulations
related to GDPR or similar.

224.06B Qmatic 7
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2.6 Software deliverables

Please read the README.md file for more information.

The following table describes the contents of the Mobile Ticket package, on a high
level:

File / folder Sub folder Contents Description

sslcert This folder contains a script called
create _cert.sh. This folder is also
where you should place your certifi-
cate, if your server is supporting SSL.
This is defined in the proxy-con-
fig.json file.

It also contains the certificate
Global.cer.

node_modules iconv-lite These sub folders contain parsers,
http-proxy, readme-files etc.

express

express-http-

proxy
raw-body
unpipe
proxy-config.json This is where you specify the API
Gateway Host address, local web-
server port, etc. For more information,
see “5.1.2 Step 2: Configure the
proxy/webserver.” on page 22.
server.js Main script file to start the solution.
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File / folder Sub folder Contents Description

src app This folder contains the following sub
folders:

» config - This folder contains the
config.json file, where you
specify the branch radius,
where you find the current
version number of Mobile
Ticket, and so on. For more
information, see “6.
Configuration” on page 31.

* locale - This folder from start
only contains the file en.json
and this is where you place your
translated language files, if
applicable. For more
information, see “6.7 Localize
Mobile Ticket” on page 44.

» resources - In this folder, you
find graphical resources used,
such as fonts, images, and
buttons. A few of these are then
pointed out from the theme-
styles.css file. Here, you can
also find the sound file
notification.mp3, which is
pointed out from the config.json
file.

Zip This folder contains the files bun-
dle.min.css.gz and bundle.min.js.gz.

The files favicon.ico and index.html
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3. Requirements and
Preparations

Orchestra preparations ...........ccccceeeviciiieeeeens 12
URLSs for notifications and QR codes ............. 14
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3.1 Orchestra preparations

Firewa!

U

Mobile Ticket Server 3

B
auth-token I
I
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Server 1

Orchestra
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To install Mobile Ticket, the following steps need to be completed in Orchestra:

1. In System Administration > Unit Types, add the VisitApp unit type.

2. In System Administration > Settings > Parameters, make sure that the
mobile user has the wanted user credentials, in the Mobile API (Central)
section. Make a note of the password that you decide to use here, since it will
be used in later configuration.

@ The default password for the mobile user is ulan. It's recommended to
change this password.

3. Stil in the Parameters page, enter the Mobile Ticket Base URL if you are
going to use SMS and email notifications together with Mobile Ticket.The
URL is used as a variable in Notification Admin and makes it possible to send
personal links to Mobile Ticket or to appointment check-in.

4. In User Management, create a user called mobile with the same credentials
as entered in System Administration. This is required if you use any of the
features that require special access: appointment check-in, open hours per
service or one-time password feature.

» As from Orchestra 7.4 update 3 you can assign the pre-configured role
Mobile User to the mobile user which has all required access modules.

» For Orchestra 7.4 update 2 and earlier, you need to make sure the
mobile user is assigned to a role with the following access modules:

» Service point connector
« Entry point connector
» Appointment connector
Make sure the mobile user has access to all branches.

12 Qmatic 224.06B



5. In Business Configuration > Operation Profiles, add the VisitApp unit
type to the wanted equipment profiles.

6. In Business Configuration > Services / Branches, make sure that the
services and branches that you want to be visible in the Mobile Ticket
application have the Mobile enabled setting enabled:

Mobile enabled |

7. Enter the branch position (latitude and longitude) for all branches.

Latitude 57 637160000000094 Select position

Longitude 12.017959999999979

Also, make sure that you enter the address of your branches, so that they
will be displayed correctly in the branch selection list.

8. After making changes in Business Configuration, save and publish the
wanted branches.

224.06B Qmatic
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3.2 URLs for notifications and QR codes

URLSs can be used to:

» launch Mobile Ticket where the user can select a service and possibly a
branch (if branch is not predefined in link)

» create a visit for a specific branch and service
» provide a way for users to check in for appointments.

These URLs can either be sent to customers via sms or email, or be turned into
QR codes which can then be placed on for example paper tickets or signs.

@ Make sure the Mobile Ticket base URL is configured in System Administration
parameters.

3.2.1 URL formats

@ In the URLSs, both http and https can be used.

Table 1: URL formats

Use case URL format

Launch Mobile Ticket https://<mobile_ticket_server>:<port>/ticket
start page.

Create visit with pre- https://<mobile_ticket _server>:<port>/branches/
defined branch and {branchld}/services/{serviceld}

service

Show service list for https://<mobile_ticket_server>:<port>/branches/
predefined branch {branchld}

Show service list for https://<mobile_ticket_server>:<port>/branches/

predefined branchand | {branchld}/{serviceGroupld}
service group

Go to appointment Using public ID: https://<mobile_ticket_server>/
check-in appointment?appld={{appointmentPublicld}}

Using external ID (to be used for Qmatic Experience
Cloud appointments): https://<mobile_ticket_server>/
appointment?external={{externalld}}

QR codes
A typical example of how QR codes could work, would be a customer browsing a
department store, looking at mobile devices. Next to the merchandise there is a
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poster saying “If you need help, scan this QR code!”. The customer scans the QR
code and automatically gets a mobile ticket with a visit number for the service
Mobile Devices.

A QR code could also be placed on the paper ticket. For that, follow these steps:

1. In the Surface Editor application, create a new ticket layout.

2. Drag and drop the barcode component onto the surface.

3. As barcode type, select QR Code.

4. In the System information drop down list, select Mobile Ticket URL.

For more information, see the Orchestra Administrator's Guide, found on Qmatic
World.

3.2.2 Notifications

@ For notifications to work with phone numbers added from Mobile Ticket Ul, you
need Notification Admin 4.0.0.49, or later.

Notifications can be used with Mobile Ticket in the following ways (for example):

* Visit create: If the visit is created using for example Concierge and there is
contact information available on the visit/customer, you can use the Visit
create notification type to send a link to open this specific ticket.

* Visit update: If a customer has taken a paper ticket and wants a mobile
ticket instead, he or she can walk up to a staff member who can find the visit
in the queue and then add a phone number to the visit and send SMS.

@ For this functionality to work, Orchestra 7.1 or later is required.

In both cases above, use Mobile Ticket URL parameter ({{mobileFullURL}})
in the message.

» Appointment confirmation or Appointment reminder: If a customer has
a booked appointment, you can send a link with the appointment
confirmation or the appointment reminder so that the customer can check-
in. Use the parameter appointmentPublicld. For full check-in URL, see the
table above.

224.06B Qmatic 15
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4. |nstallation API
Gateway

Install APl Gateway .........cccccoeviieeenieennns

Configure API Gateway for Mobile Ticket
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4.1 Install APl Gateway

Mobile Ticket Server 3 I
n . T
1
. User Interface server 2
auth-tol

Mobileticket.js

Node js

Server 1

4.1.1 Before you begin

On the machine where API Gateway is installed, your firewall must be opened to
port 9090. For more information, see the APl Gateway Manual, found on Qmatic
World.

4.1.2 Install APl Gateway

Install AP Gateway version 1.3.2.0, or later. Installation file and API Gateway
manual can be found in Xtend.

18 Qmatic 224.06B



4.2 Configure APl Gateway for Mobile Ticket

If you are planning to use AP| Gateway for Mobile Ticket, follow these steps:

1. In the application.yml file, change the url to the Orchestra server so that it
points to your Orchestra server instead.

2. Generate an API token, by running the script api-token-generator.bat,
located in the bin folder of the QP_APIGateway_win64-<_number>.zip. For
more information, see the API Gateway Manual, found on Qmatic World.

3. Enter the generated API token at the mobile user in the application.yml file.

4. Create an encrypted password for the mobile user, by running the script
password-encoder.bat. For this, use the password that you entered in step
2 of the Orchestra configuration. For more information, see the APl Gateway
Manual, found on Qmatic World.

5. Enter the encoded password, at the mobile user, in the application.yml file.

224.06B Qmatic 19
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5.

Installation and

Upgrade

Topics

Install Mobile Ticket ............ooovvvieeeeieeeiiieeinn,
Enable HTTPS /SSL ...,
Install Mobile Ticket as a service......................
Database configuration............ccccccevieiiinnnns
Upgrade Mobile Ticket..........ccccoovvviiieiininenns
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5.1 Install Mobile Ticket

5.

1.1 Step 1: Install node.js

Download and install node.js from http://www.nodejs.org.

@ Make sure that you select the LTS!

5.

Mobile Ticket Server 3 |

Server 1

Use
uc Orchestra

1.2 Step 2: Configure the proxy/webserver.

1. In the Mobile Ticket folder, open the file proxy-config.json.
2. Configure the following settings:
+ apigw_ip_port - API Gateway host adress (IP and port).
* local_webserver_port - Local webserver port.

» auth-token - Mobile API User authentication token. Superadmin user
should not be used.

» embed_iFrame - To prevent clickjacking, the use of iFrame is blocked by
default. If you need to allow iframe, set to ‘true’.

@ For SSL and HTTPS configuration, please see “5.2 Enable HTTPS / SSL” on
page 24.

5.

1.3 Step 3: Install Mobile Ticket

1. Inside the source folder, go to 'upgrade-helper' folder. (e.g: >cd
<installation_path>\mobile-ticket-1.9.2\upgrade-helper)

2. Execute npm install to install all dependencies (one-time execution).

22
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3. Execute below cmd to install (replace source and destination paths
accordingly):

Windows

>gulp install --src <installation_path>\mobile-ticket-1.10.0 --dest
<installation_path>\mobile-ticket-1.9.2

Linux

>gulp install --src <installation_path>/mobile-ticket-1.10.0 --dest
<installation_path>/mobile-ticket-1.9.2

@ All content of the replaced folder will be replaced with the new build.

4. Open a browser and go to the ip address and port that you have configured
to see if Mobile Ticket is working

Example: http://localhost:81

If this fails, please see “8.1 Troubleshooting guide” on page 60.

@ The application needs to have internet access on first start-up in order to fetch
dependencies.

@ If you want to install Mobile Ticket as a service, please see “5.3 Install Mobile
Ticket as a service” on page 27.

224.06B Qmatic 23
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5.2 Enable HTTPS / SSL

5.2.1 Export certificate file and private key file from
keystore

@ Since Mobile Ticket uses X509 certificate format, any certificate that is created
should be according to the X509 format.

@ We recommend using a tool such as Keystore Explorer, http://keystore-
explorer.org/, for managing your keystores and certificates.

Export an X509 certificate from a p12 keystore file

This certificate can then be used with Mobile Ticket.

1. Open the keystore file in Keystore Explorer.
2. Right-click and select Export Certificate Chain:

T =] E| Entry Mame Algorithm
—,  View Details b
# Cut Ctrl+ X
Copy Ctrl+C
&= |Export N " Export Key Pair
Generate CSR I* Export Certificate Chain I
*  Import CA Reply N ' Export Private Key
e Edit Certificate Chain N ¥ Expoit Public Key
~a  Sign =

Unlack

Set Password
X Delete
Rename

3. Select X.509 in the popup window and keep PEM checked.
4. Change the file name to server.crt and click Export.

5. Copy the exported server.crt file to the sslcert folder in your Mobile Ticket
installation.

Export a private key from a p12 keystore file
This private key can then be used with Mobile Ticket.

1. Open the keystore file in Keystore Explorer, right-click and select Export
Private Key:

24 Qmatic 224.06B
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T M |[E Entry Name Algorithm
(7T | " qaticdoud RsA ]
4 View Details »
#% Cut Ctrl+ X
Copy Ctrl+C
= Export [ 'l Export Key Pair
1 Generate CSR u Export Certificate Chain
*  Import CA Reply I Export Private Key
s  Edit Certificate Chain L poit Public Key
- Sign *
Unlock
Set Pazsword
#<  Delete
1 Rename

2. In the popup, select OpenSSL and click OK.

3. In the following popup window, deselect the Encrypt option and keep PEM
checked.

4. Change the file name to server.key and click Export.

5. Finally, copy the server.key file to the sslcert folder in your Mobile Ticket
installation.

5.2.2 Configure HTTPS for APl Gateway

If you want to run Mobile Ticket against APl Gateway in HTTPS mode, open
application.yml file and change the server section so that the following
parameters are uncommented:

+ ssl

» key-store

* key-store-password

» key-password
For example:

server:
# define server port for gateway
port: 9090
ssl:
key-store: classpath:keystore.jks
key-store-password: secret
key-password: password

@ Make sure that you are using a keystore with a correct password.
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@ Make sure that you have configured the proxy-config.json file correctly, see
below section.

5.2.3 Configure HTTPS for node.js / Mobile Ticket

1. In the MobileTicket folder, open the proxy-config.json file.

2. The following parameters need to be configured if you want to use SSL /
HTTPS:

local _webserver ssl _port - Local webserver HTTPS port.

support_ssl - Set to true if server should support SSL. For this, you
need a valid public key and a certificate in the ssicert folder. For more
information, see “5.2.1 Export certificate file and private key file from
keystore” on page 24.

gateway_ has_certificate - Set to true if APl Gateway is configured
to run on HTTPS.

gateway certificate_is_valid - Set to true if the configured SSL
certificate in the AP| Gateway is a valid one.

@ This setting is only active if the gateway has certificate
parameter is set to ‘true’. This must be set to ‘false’ if the APl Gateway is
configured with a self-signed certificate.

tls_ - You only need to configure this if you are using another TLS
version than the latest. Otherwise leave empty.

cipher_set - Indicates cipher set to use in the server. Enter the value
like this: [ECDHE-RSA-AES128-SHA256', 'DHE-RSA-AES128-
SHA256', 'AES128-GCM-SHA256']. Keep it empty if you don’t want to
change the cipher set.

hsts_expire_time - The HSTS (HTTP Strict-Transport-Security)
expire time.

allow_origin - Indicates whitelist origins to use in the server. Enter
the value like this: [‘https://www.origin1.com’, ‘https://www.origin2.com’,
‘https://www.origin3.com’]. Keep it empty if you want to allow only the
same origin.

26

Qmatic 224.06B



5.3 Install Mobile Ticket as a service

In production environment you may want to install Mobile Ticket as a service.

5.3.1 Install service in Windows
To install Mobile Ticket as a service for Windows, follow these steps:
1. After running npm start and checking that Mobile Ticket works, exit the
command prompt.

2. Go to bin folder (cd <mobileticket_installation_directory>/bin) and run
install-mt-service.bat file (you may need to run it as administrator). This will
create a Windows service with service name “Qmatic Mobile Ticket”.

To uninstall, run uninstall-mt-service.bat. It should then be removed from
Windows service list.

5.3.2 Install service in Linux - CentOS 7
For Linux, follow these steps:

1. After running npm start and checking that Mobile Ticket works, exit the
command prompt.

2. Install the pm2 package by executing
sudo npm install -g pm2
(https://pm2.keymetrics.io/docs/usage/quick-start/)
3. Execute

pm2 start /<mobileticket installation directory>/
server.js --name="mobile-ticket”

4. Execute
pm2 startup
5. To install, execute
npm install -g pm2 && pm2 update

Mobile Ticket should now be installed as a service in CentOS. You can
execute pm2 list to verify.

To uninstall the service, execute “pm2 delete “mobile-ticket”.

224.06B Qmatic 27
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5.4 Database configuration

Some features in Mobile Ticket requires a database and configuration related to
the database. The database should be a Mongo Database and it can be any of
following:

» On-premise database connection (Local Database)

» Database hosted in a cloud (e.g. AWS)

* Global cloud database service for MongoDB (e.g. Atlas)
» Docker container for MongoDB

@ If you want to run the Mongo instance on a docker container, please see
“5.4.2 Set up MongoDB on docker” on page 28.

5.4.1 Configure database settings

1. Go to <mobileticket->/mt-service/src/config and open config.json.

2. Locate db_connection_string and specify a valid database connection
URL.

Example connection string:

mongodb://YourUsername:YourPassword@host:port/
YourDatabaseName[?options]

3. If you are a Mobile Ticket installer / DevOps engineer who want to configure
several Mobile Ticket instances to use the same database (shared database)
with a discriminator for each mobile ticket instance, locate tenant_id and
specify a unique Tenant ID (e.g. “b14f3c08”, “client-0001”).

5.4.2 Set up MongoDB on docker

This section describes how to run Mongo instance on a docker container.
1. Pull an image which gives you a mongo DB host. You can use an image
called “mongo”
$ docker pull mongo:latest

2. Copy the docker compose file and the DB script to a directory (required files
can be found below).

3. Run the docker compose file with $ docker-compose up -d

Now you should be able to see the service running. You can check it from docker
desktop or $ docker ps.
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5.4.3 Connection strings

» Connect with root user: mongodb://root:adminhe11@127.0.0.1:27017/
mt?authSource=admin

» Connect with db user: mongodb://mobileticket:nsavip@127.0.0.1:27017/
mt?authSource=mt

5.4.4 docker-compose.yml

: 'mongo’
: 'mt-mongo-container'

MONGO_INITDB_DATABASE=mt

MONGO_INITDB_ROOT_USERNAME=root
MONGO_INITDB_ROOT_PASSWORD=adminhell

./init-mongo.js:/docker-entrypoint-initdb.d/init-mongo. js:ro
./mongo-vo lume: /data/db

'27017:27017"'

5.4.5 init-mongo.js

db.createUser(
{
user B "mobileticket",
pwd 3 "nsavip",

[

"readWrite",
nptn
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5.5 Upgrade Mobile Ticket

This section explains how upgrade to a newer version of Mobile Ticket can be done
without resetting the current configuration data.

@ You can also upgrade by installing a newer version of the software. In this
case, any configuration and customization performed must most likely be
performed manually again.

To upgrade Mobile Ticket using the upgrade helper, follow these steps:
1. Go to the “upgrade-helper” folder inside the source folder. (e.g: >cd
<installation_path>\mobile-ticket-1.10.0\upgrade-helper)
2. Execute npm install to install all dependencies (one time execution).

3. Execute below cmd to upgrade (replace source and destination paths
accordingly):

Windows:- >gulp upgrade --src <installation_path>\mobile-ticket-1.10.0 --
dest <installation_path>\mobile-ticket-1.9.2

Linux:- >gulp upgrade --src <installation_path>/mobile-ticket-1.10.0 --dest
<installation_path>/mobile-ticket-1.9.2

All files will be replaced except below list of files/folders
» ./proxy-config.json
» ./mt-service/src/config/config.json
» ./src/app/config/config.json
« /src/app/locale/en.json
» /src/app/resources

Above files and folders will be compared and if there are any new items it will be
added into the respective destination.

@ Upgrade is not supported if you upgrade Mobile Ticket with older branding to
Mobile Ticket with new branding settings.
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6.1 About configuration of Mobile Ticket

Most settings for Mobile Ticket can be set in config.json, located in
MobileTicket\src\app\config.

@ Changes to config.json are implemented directly, no restart is needed.

6.2 Change which information is displayed

6.2.1 Show queue position / appointment time

Above the ticket, in the queue status bar, you can select if you want to show queue
position or appointment time. In config.json, locate and change the following
parameters:

* show_queue_position - Show or hide queue position

* show_appointment time - Show or hide appointment time for
appointment visits.

@ If estimated waiting time is enabled, the queue position is based on the queue
simulation position, taking into account the work profiles of the logged in staff
users. If it's not enabled, only the position in the current queue is shown.

Both queue position and appointment time cannot be shown for the same ticket.
The logic for which is shown is as follows:

» If both are enabled and it's a drop-in visit -> Queue position is shown
» If both are enabled and it's an appointment -> Appointment time is shown

» If only queue position is enabled and it's a drop-in visit -> Queue position is
shown

» If only queue position is enabled and it's an appointment -> Queue position
is shown

» If only appointment time is enabled and it's an appointment -> Appointment
time is shown

» If only appointment time is enabled and it's a drop-in visit -> Nothing is
shown

* If none are enabled -> Nothing is shown

6.2.2 Show or hide number of waiting customer

To show or hide the number of waiting customers in service list, open config.json
and locate the following parameter:

* show number of waiting customers
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6.2.3 Show estimated waiting time

It possible to show the estimated waiting time. The estimated waiting time is
calculated for each individual customer and is based on:

» the number of open service points

+ the used work profiles of the logged in users.
+ the estimated service duration

+ the number of people waiting

The estimated waiting time can be shown in the list of services and above the ticket
number.

@ The estimated waiting time is displayed as 0 until a counter opens. This can
be important to keep in mind if you allow to take mobile tickets before the actual
opening hours.

Please select a service at MyBranch:

Driving license with a very long... 4

@ Estimated waiting time: 55 min

]
You

@ Estimated waiting time: 5 min

A021

Accounts Check

Colombo

Before you begin
* You must have a Customer Journey Management premium license.

* In Business Configuration > Services, make sure all services available in
Mobile Ticket have a serving time set. This is the estimated time it takes to
serve this service. Make sure this time is as accurate as possible by
comparing with earlier data.
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» Make sure Queue Simulation application is installed and that the unit type is
added to the wanted operation profiles. The extension can be found in
Xtend.

* API Gateway version 1.5.4.0 must be installed.

Step 1: Enable estimated waiting time
In config.json, there are two settings to enable estimated waiting time:

* show waiting time ticket: If enabled, estimated waiting time is
shown above the ticket card. Also, the queue position is based on the queue
simulation.

* show waiting time_ service: If enabled, estimated waiting time is
shown in the list of services

Step 2 (optional): Change settings for estimated waiting time
In config.json, change the following settings related to estimated waiting time:

* refresh interval: The time in seconds in which the estimated waiting
time is updated. Default: 5 seconds.

* information alert: If enabled, a popup is shown to the user if the
estimated waiting time changes significantly. Default: enabled.

* alert time difference threshold: Time in minutes which defines

when the alert for changes to the estimated waiting time is shown. Only
relevant if the information alert is enabled. Default: 5 minutes.

For example, if the information alert is enabled and the alert time difference
threshold is set to 5, this popup is shown if the estimated waiting time is delayed
by 5 minutes:

Unfortunately, the waiting time will be a bit longer than expected.
Please check the updated estimated waiting time.

lunderstand

@ Estimated waiting time: 14 min

A021

If the estimated waiting time is shortened, a similar message is shown.
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6.2.4 Show accessibility statement

It's possible to allow customers to see the accessibility statement. See “9.2 End
user walk-through” on page 65 to see where in the user interface it is located.

To show the accessibility statement, open config.json and locate the following
parameter:

"wcag_statement": {

"value": "disabled",

6.2.5 Show custom field

To show information from a custom field in the ticket page, open config.json and
locate the parameter below. As value, enter the name of the custom field (e.g.
custom3):

"display custom field": ({
"value": "custom3",
Leave the value empty if you don’t want to display a custom field.

The customer field text will be displayed below the ticket number.

6.3 Change functional settings

6.3.1 Enable service groups

Itis possible to arrange services in service groups on the page where the customer
selects a service.

@ For this feature to work, service groups must be configured in the extension
General Admin. For more information, see the General Admin manual.

To enable service groups:
1. In config.json, locate the service group parameter and set it to ‘enable’.
"service group": {
"value": {
"availability": {
"value": "enable",

2. Control how many service groups the user can expand at the same time with
the single selection parameter. If enabled, the user can only expand
one service group. If disabled, the user can expand all of them.

"single selection": {
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"value": "enable",

6.3.2 Link to external web page or form

It's possible to link to an external web page, such as a form that the customer
needs to fill out before the appointment. A pop-up box appears in Mobile Ticket,
where the customer can select a button that will take them to the web page or a
form.

1. In config.json, locate dynamic_url and enter to the URL you want to link
to. Use {branchld} and/or {visitld} to pass on the branch id and visit id to the
URL.

"dynamic url": {

"value": "http://www.yourdomain.com/form/
{{branchId}}/{{visitId}}”

2. To change the text in the pop-up, locate the language file (e.g. en.json) and
edit the text.

Please fill out this form while
waiting. You will keep your place in
T line.

Dismiss To form

Westcapital

A999

Loans

Gothenburg

( [ Leave the line )

6.3.3 Prevent taking new ticket

In config.json, locate create new_ticket and set to ‘disable’ to block access
to creating visits using the Mobile Ticket Ul. This means the Get new ticket button
will not be visible and access to branch and service pages (through url) is blocked.
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6.3.4 Enable visit delay

In Mobile Ticket, there is a possibility to let customers get in line remotely, estimate
an arrival time, and then get called on their estimated arrival time.

@ This feature does not work for 4.3.0.93 OG, 4.3.0.161 UD1 or 4.3.0.163 UD2.

The visit delay feature lets the customer estimate an arrival time in Mobile Ticket.
Their waiting time will start counting, but they will not be called before the selected
time has passed. The customer will see a countdown timer with how much time is
left and can choose to extend the estimated arrival time even further.

GMATIC QMATIC

. When do you want to be served?
Please select a service

at Berlin:
1 min
Accounts Check 1Tah
5 min
Accounts Creation
Cash Withdrawal T
Cheque Deposit o0&
Consultancy (518

in li Confi
) et inenow

Estimate arrival time

To turn on this feature:
1. In config.json, locate the delay visit parameter and set it to ‘enable’.
“delay visit”: {
“value”: {
“Yavailability”: {
“value”: “enable”,

2. Define which should be the available time slots. Enter comma-separated
values in minutes.
“time slot”: {

“value”: [],
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6.3.5 Manage geofencing settings

To manage geofencing settings, open config.json and configure the following
settings:

* geo_fencing - Setto ‘enable’, ‘disable’ or ‘mandatory’. For geofencing to
work, HTTPS needs to be enabled. If set to enabled, customers can still
choose not to share location and a full branch list will be displayed. If set to
mandatory, users must share location, otherwise they cannot continue.

* branch_radius - Define a value in meters to include branches within on
the Branch Selection page.

* appointment_arrive_radius - Define a value in meters if you want to
enforce geofence when appointment check-in is used.

6.3.6 Redirect to Customer Feedback

It's possible to redirect the customer to Customer Feedback when the visit is over.
In config.json, locate customer_feedback and enter the Customer Feedback
URL.

The URL should look like this example where the xxxxxx part should be replaced
by the id that you got when ordering Customer Feedback.

https://cf.gmatic.cloud/XXXXXX-XXXX-XXXX-XXXX-XXXXXXXXxxx/index.html

6.3.7 Show QR code

Customers can verify their visit by showing a QR code that can be scanned. The
QR code holds the ticket number. You can then scan the QR code in Concierge
and find the visit.

To enable showing a QR code, open config.json and set show_QR to ‘enable’.
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6.4 Change appointment settings

6.4.1 Enable rescheduling link

When you send out appointment confirmations by email to customers, you
normally want to offer customers the possibility to:

» cancel or reschedule their appointment
» check in for their appointment.

Since this is done in different applications, you would need to provide 2 URLs. For
a more seamless journey, you can link to the page for rescheduling/canceling the
appointment from Mobile Ticket.

To link customers to the rescheduling page from Mobile Ticket:

1. Open config.json and locate the reschedule 1link parameter.
2. Enter the URL, for example http://localhost:8090/gmaticwebbooking/

"reschedule link": {
"value": "http://localhost:8090/gmaticwebbooking/",

3. The Reschedule/Cancel button will be shown below the Arrive button. If
you leave the parameter empty, the button will not be shown.

6.4.2 Configure appointment check-in

1. In User Management, make sure there is a user called mobile with the same
credentials as the mobile user in System Administration. The user needs to
have access to all branches and be assigned to a role with the Appointment
and Connector Entrypoint access modules.

2. Configure the following settings in config.json:

* appointment_late - the time in minutes a customer is allowed to
arrive late.

* appointment_early - the time in minutes a customer is allowed to
arrive early

* appointment_ time API - Enable to get the current time at the
appointment timezone (https://timeapi.io/)

* timeFormat - time format for showing the appointment time in the
check-in page.

+ dateFormat - date format for showing the appointment date.
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6.5 Allow personal information

@ Make sure the system fulfills the requirements for this functionality, see “3.1
Orchestra preparations” on page 12.

If you are going to allow customers to enter personal information, configure the
following parameters in config.json:

phone_number - Setto ‘enable’ to allow entering phone number,
‘mandatory’ to make it a mandatory field, and ‘disable’ to hide the field.

first_name - Set to ‘enable’ to allow entering the customer’s first name,
‘mandatory’ to make it a mandatory field, and ‘disable’ to hide the field.

last_name - Set to ‘enable’ to allow entering the customer’s last name,
‘mandatory’ to make it a mandatory field, and ‘disable’ to hide the field.

customer_id - Set to ‘enable’ to allow entering customer ID or another
customer-specific token. The data entered in customer ID will be saved in
custom field 2 (can be enabled in the unit type to show in Counter).

privacy policy - Enable or disable showing privacy policy when the
customer enters personal information

If you enable the privacy policy, you need to decide if you want to use an
integrated privacy policy or link to an external privacy policy. If you want to
link to an external privacy policy, add a link to privacy policy link. If
you want to use the integrated text, leave the link setting empty and edit the
text for privacy policy in the translation file (en.json). You can use inline css
to style the text.

active_consent - Select whether customer need to actively agree to the
privacy policy.

country code - Specify the country code that should prepopulate the
phone number field. Use either ISO alpha-2 format or International phone
number format.

preferred country list - Define country codes you want to show up
in the top of the drop-down list when selecting a country code. Use ISO
alpha-2 format. To add several country codes, add a comma between them.
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QMATIC

Please enter your phone number so that we
can send an SMS when you are called.

Phone Number.

e +94 ~

[search Country

¥ex Sii Lanka (6 store your phone number.

@=m92)

A Afghanistan

M Albania

(Shaipéri)

B Ageria
[€32)

* additional_data - Enable by setting any comma-separated string with a
maximum of two values (can have only one value as well). The values have
to match the query parameters of one of the following URLSs.

Create ticket URL: http://<baseURL>:81/branches/[branchlid]/services/
[service Id]?value1=xxx&value2=yyy

Service group URL: http://<baseURL>:81/branches/[branchid]/
[serviceGroupld]?value1=xxx&value2=yyy

Branch selection URL: http://<baseURL>:81/branches/
[branchld]?value1=xxx&value2=yyy

Mobile Ticket URL: http://<baseURL>:81?value1=xxx&value2=yyy

Note that value1 and value2 are the query parameters and the values will be
saved to custom field 3 and custom field 4 respectively. From the unit type,
you can set to show these values in Counter. If there is only one query
parameter value, it will be saved to custom field 3.
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6.6 Configure open hours

It is possible to configure during which open hours it should be possible to take a
mobile ticket.

Opening hours can be configured in two ways. Note that you cannot combine these
options.

» The first option is to control the opening hours for different services by using
the Service Scheduler application and unit type.

« The second option is to control the opening hours for all branches by setting
open and close times in config.json.

6.6.1 Configure open hours per service

To configure the open hours per service, you need to install and configure the
Service Scheduler application and a unit type for Mobile Ticket.

1. Install Service Scheduler, available in Xtend.

2. In User Management, make sure there is a user called mobile with the same
credentials as the mobile user in System Administration. The user needs to
have access to all branches and be assigned to a role with the Connector
ServicePoint access module.

3. In config.json, set the parameter branch_schedule to ‘enable’.

@ When this is enabled, all values from branch_open_hours are ignored.

@ Branches that have no open services will be grayed out in the branch list.

6.6.2 Configure open hours for all branches

The open hours for all branches in your system that uses Mobile Ticket are
configured in the config.json file, in the branch_open_hours parameter.

@ In the config.json file, there is a distinction between the actual opening hours,
for example open _hours.week dayl, and the time when the this should be
displayed in Mobile Ticket, display from and display to.

Example:

The actual store might not open their doors until 08.00 but they can open up the
possibility to take tickets in Mobile Ticket 10 min before the store opens. In the
same way, they might want to close the possibility to take tickets 10 min before the
store closes.

This would mean that the opening hours displayed to the user would be for
example 08.00-18.00, whereas if someone accesses Mobile Ticket at 07:50 it
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would still be possible to take a ticket, if the display from parameter has been
configured to 07.50.

If the time values for a day are left empty, “Closed” will be displayed for that day.
This text can be changed in the language file.

If you want Mobile Ticket to appear as closed at, for example, 14:00, you need to
set the close time to 13:59.

@ The open hours functionality assumes that all branches as well as all devices
used to access Mobile Ticket have the same time zone.

@ If a user has the branch or service page open, and the branch close time is
reached, the user will still be able to create visits.
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6.7 Localize Mobile Ticket

It's possible to translate the Mobile Ticket Ul into any language. It is supported to
offer several languages in the same installation. Both left-to-right and right-to-left
languages are supported.

Which language Mobile Ticket is displayed in when it opens is determined in the
following way:

 If the user opens Mobile Ticket from a link to check in for an appointment
which has a language parameter, Mobile Ticket is displayed in that
language.

« If Mobile Ticket opens without any language parameter defined, and Mobile
Ticket has been used recently in the same browser, the user interface is
displayed in that language. If it has not been used recently, Mobile Ticket is
displayed in the default browser language.

» The user can also select another language from the language picker. This
requires that the language picker is enabled.

@ If the defined language does not have a matching language file in the locale
folder, Mobile Ticket is displayed in the default language (English).

The displayed language has effect on if the distance to the branches is shown in
metrics or imperial. This requires that the unit of distance setting is set to ‘auto’.

The language used in Mobile Ticket when the visit is created is saved on the visit
and is then passed on through the rest of the journey. It can be used for example
for segmentation into queues and for Counter staff to know which language a
customer speaks.

@ The en.json file must never be removed from the system.

6.7.1 Translate Mobile Ticket Ul

Translating the static texts in Mobile Ticket is done by translating the texts in
MobileTicket\src\app\locale\en.json file.

1. Copy the en.json file to the same folder.
2. Rename the copied file to your language code.
3. Translate all the phrases in the file.

@ Make sure that your translated file contains correct JSON format. Use a json
validator to check the translated json files.

@ If a phrase for some reason is missing in your translated json file, the fall-back
language is English (en.json).
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@ If you are using the Chrome browser, you need to restart your computer after
changing the locale for the settings to be applied properly.

6.7.2 Enable language picker

By default, the language displayed in Mobile Ticket is defined by the user’s browser
language. You can however allow users to select a language from a language
picker. The languages shown in the language picker depend on the languages
available in the locale folder.

il Choose language t
@ German (de)

@ English (en)

& spanish; Castilian (es)
& French (fr)

& Httalian (it)

& putch (nl)

nformatior

4 Accessibility statement
N -4

» To allow users to select a language, open config.json and set
language picker to ‘enable’.

6.7.3 Translate service and branch names

@ To use this feature, General Admin is needed. See “3.1 Orchestra
preparations” on page 12.

1. In config.json, set service translation to ‘enable’.

2. In the file application.yml for the API Gateway installation, add the following
lines under routes:

translations:
path: /MobileTicket/translations/*
url: ${orchestra.central.url}/calendar-backend/api/vl

3. In General Admin, make sure all service and branch names are translated.
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6.7.4 Configure unit of distance
You can configure the unit of distance shown in the branch list page.

1. Open config.json and locate the system of units parameter.

2. Set to ‘metrics’, ‘imperial’ or ‘auto’. Auto means the distance unit will be
based on the browser locale.

6.8 Manage notification sound

When a customer is called, a notification sound is played. This sound can be
changed:

1. In the MobileTicket\src\app\resources folder, add the sound file you wish to
use (default file is notification.mp3).

2. In config.json, locate the notification_sound and enter the name of the
new sound file.

6.9 Enable Google Analytics

If you use Google Analytics, you can use this to track Mobile Ticket. If Google
Analytics is enabled you may need to ask for cookies consent. If you need to ask
for consent depends on which region you are in.

1. In config.json, locate the parameter ga_track_id and enter your Google
Measurement Id.

2. To enable active cookies consent, set cookie_consent to ‘enable’. If
enabled, a pop-up will be displayed until the user accepts or declines.

3. To change the cookies information page that the cookie consent message
links to, open and edit locale/cookie-consent-files>cookie-<LANG>.html.

When showing the cookies information page, the browser will pick language file
depending on language set in the browser.
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6.10 Configure security settings

It's possible to enable features for extra security to prevent systematical misuse
and hacker attacks.

6.10.1 Prevent opening in another device

You may want to limit the possibility to open Mobile Ticket in another device than
the one it was created in.

» To prevent a mobile ticket from being opened in another device, set
block_other browsers in config.json to ‘enable’.

6.10.2 Use one-time passwords

You may want to send a one-time password (OTP) to all users who want to create
a mobile ticket to confirm that they are a unique user.

The flow is like this: The user is asked to enter phone number > A PIN number is
sent to the user > The user enters PIN.

Before you begin

» This feature uses a database, so you need to set up the database
configuration. See “5.4 Database configuration” on page 28.

* You need to have a mobile user in Orchestra with same credentials as in
System Parameters and access to all branches. The user needs to be
assigned to a role with the Notification Service access module.

Enable one-time password functionality
1. Configure API Gateway by adding sms_api mapping to application.yml
sms_api:
path: /rest/notification/**
url: S{orchestra.central.url}/notification/

2. Go to src/app/config/config.json and set otp_service to ‘enable’.

3. Restart the server by running npm start.

6.10.3 Prevent replay attacks

Before you begin

» This feature uses a database, so you need to set up the database
configuration. See “5.4 Database configuration” on page 28
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Prevent replay attacks

If you want to prevent the possibility to create multiple tickets using replay
requests, enable create ticket token inconfig.json. Then restart the server
by running npm start.

6.11 Manage polling and retry settings

You can change the polling intervals and the number of retry attempts in
config.json.

6.11.1 Service fetch interval

service_fetch_interval - Set the interval at which service information is
refreshed. Default value is 15 seconds. This setting is only used if the setting ‘Show
number of waiting customers’ is enabled.

6.11.2 Screen timeout for service page

service_screen_timeout - Set the screen timeout duration in minutes. This
determines how long the app will stay in the services screen, without creating a
ticket. Default value is 10 minutes.

6.11.3 Queue poll settings

queue poll retry - Seta value for how many times the queue poll request
should be retried. Default value: 2.

queue_retry_ timeout - Set a timeout value for queue poll request retry if
communication to Orchestra/Qmatic Experience Cloud fails. Default value: 4.

6.11.4 Polling intervals of ticket status requests

With the following settings, you can define how often queue position should be
checked. You can have different intervals depending on if queue position is above
4 or below 5.

"ticket status poll": {

"value": {
"over five": ({
"value": "5",
"description": "Interval if the ticket is place no

5 or after no 5" // position in the queue
by
"under five": ({
"value": "1",
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"description": "Interval if the ticket is place
before no 5" // position in the queue

}

6.11.5 Retry of branch and service requests

The following parameters can be adjusted to reduce the retry-load in case of failure
while branch and service lists are loading. Configure set_retry_limit to ‘enable’ and
then set an API request retry limit and an API request retry interval.

"api retry": {

"value": {
"set retry limit": {
"value": "enable",
"description": "enable or disable retry limit for

an api request"
}I
"retry limit": {
"value": "10",

"description": "Maximum number of retries for an
apl request"

bo
"retry interval": {
"Value" : "5",

"description": "Interval (in seconds) between the
two api requests when one request failed and retried
again."

}
by

"description": "Configurations related to retrying api
requests"

b
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/. Branding

Introduction .................

Accessibility guidelines

Customize logo and colors ........ccccccciieieeninie
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7.1 Introduction

Mobile Ticket can be adapted to match your brand guidelines by including your
own logo and choosing colors that match your color scheme.

7.1.1 Branding examples

This first example has a light pink as primary color and dark red as primary text
color. The secondary color is purple and the secondary text is white.

QMATIC QMATIC

Please select a service at Your place in line
(your text here) 8 7 65 5 o NEM 2
Account Service 17 & Foxtag Dolor Branch
Account Service 17 &,

A999

Loans

Account Service 17 &,

The second example has a dark gray primary color with a white primary text color,
and a turquoise secondary color with a dark secondary text color.

50 Qmatic 224.06B



QMATIC

Please select a service at

(your text here)

Account Service

Account Service 17 &,

Account Service 17 &,

Loans 17 2,

-] Getinline

QMATIC

Your place in line

3

6 5 N vou

Foxtag Dolor Branch

A999

Loans

(

[ Leave the queue

)

@ If you need help choosing a color scheme, there are lots of tools online that

can generate color schemes.

224.06B
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7.2 Accessibility guidelines

We strongly recommend that the color combinations you choose pass the Level
AA contrast requirements defined by WCAG. There are free tools online that can
be used to evaluate the color contrast. To meet the accessibility requirements for
level AA, the contrast ratio between the text color and the background color (the
button, the ticket, etc) needs to be more than 4.5.

A recommendation is that you choose white or black for the text color. You can
choose dark or light shades of other colors, but make sure you meet the
requirements.

If you choose colors that don’t pass the contrast requirements, the provided
accessibility statement is not valid anymore.

7.3 Color reference information

Selecting colors is important for brand recognition, but also for usability and
accessibility. Make sure you select and test colors carefully.

10:16 all = €

-~ Header brand logo background color

General text color
Please select a service at MyBranch:/

Driving license with a very long... Application background color

@ Estimated waiting time: 55

— Secondary text color

ID Card

Secondary background color

© Estimated waiting time: 50 min .
Primary text color

»

/ Primary background color

Passpg

@ Estimated waiting s#fie: 50 min

M Get in line button text color
Get in line button background color
(@ Estimate arrival timeg\

Powered by QM

Secondary button text color
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Your place in lirfe:

/ General text colov\
I

8 7 6 5 4 Secondary color

Super is ready to serve you at:

WestCapital

A999

Loans

Gothenburg

Primary color

Leave button
text color

( [+ Leavethe Im/ )

QMATIC

's your turn!

Counter 2

Web Service Paint

Table 1: CSS file properties

Element name

Property name in css
file

Description

Header brand logo back-
ground color

brand-logo-background

Sets the background
color of the logo in the
header.

Application background
color

app-bg-primary-color

Background color in the
application. Ensure
good contrast to the
other user interface
components when
choosing the back-
ground color.
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Table 1: CSS file properties

Element name

Property name in css
file

Description

Primary background
color

primary-bg-color

Background color for
services and branches
before they are
selected, delay time and
appointment arrival, and
for the ticket in the wait-
ing page, etc. By
default, the primary
color is light blue.

Primary text color

primary-text-color

Text color for inactive
(unselected) services,
branches, delay time,
appointment arrival,
ticket layout in waiting
page, etc.

If you have chosen a
dark color as primary
background color, we
recommend a light
primary text color and
vice versa.

Secondary background
color

secondary-bg-color

Background color for
active (selected)
services, branches and
delay time, and for the
ticketin the calling page,
etc. By default, the
secondary color is blue.

Secondary text color

secondary-text-color

Sets the text color for
active (selected) ser-
vices, branches and
delay time, and for the
ticket in the calling
page, etc.

Service group text color

service-group-text-color

Text color of the dis-
played service groups.
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Table 1: CSS file properties

Element name

Property name in css
file

Description

Service group line color

service-group-line-color

Color of the line sepa-
rating the displayed ser-
vice groups.

General text color

general-text-color

Color of the text used
throughout the applica-
tion that are not specific
to any Ul component.

Footer text color

footer-text-color

Color of the text near
the footer logo.

Popup button text color

pop-up-button-text-color

Text color of the consent
button in privacy and
cookie popups.

Get in line button back-
ground color

get-in-line-btn-bg-color

Background color for
the “getin line” button at
the bottom of the dis-

play.

Get in line button text
color

get-in-line-btn-bg-text-
color

Text color for the “get in
line” button at the bot-
tom of the display.

Leave button text color

leave-button-text-color

Text color of the “Leave
the line” button.

Secondary button text
color

secondary-btn-text-
color

Text color of secondary
button such as
“Estimate arrival time”,
“Send information” and
“Skip this”.

224.06B
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7.4 Customize colors

Colors and logo are configured in the file theme-styles.css
1. In mobile-ticket-<version>/src/app/theme, open theme-styles.css
2. Change the css properties according to your color scheme.
3. Save the file. Changes are applied immediately.

theme-styles.css

root {
sroot {

~-brand-logo

—-br

--general-tex

--footer-logo:url("../, /res: g nd_logo.png’);

--footer-text-color: #8006

- -pop-up-button-text-col

--get-in-line-btn-bg-color:#20201F;
--get-in-line-btn-bg-text-color:#FFFFFF;
--leave-button-text-color:#A71D3D;

--secondary-btn-text-color: #8079C2;

}
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7.5 Customize logo

You can place your organization’s logo at the top, clearly communicating your
brand. Our recommendation is that you do not have padding (white area) around
your logo, since that will make the logo smaller.

T Brandlogo

Please select a service at
(type your text)

Account Service 17 &

The size of the logo should be 1000 px wide or 500px high, whichever of these two
values that is the highest. The logo must not exceed the max height nor the max
width.

Mobile Ticket is adapted to high resolution smartphone displays. If Mobile Ticket is
used on other devices, make sure that the brand logo does not appear with pixels
on that device and that the logo is readable. This is to ensure a reliable and
professional appearance.

7.5.1 Set a top logo

1. Place the image file with the logo in mobile-ticket-<version>/src/app/
resources

2. In src/app/theme, open theme-styles.css and enter the logo filename in
brand-logo.

7.5.2 Customize the footer

By default, Mobile Ticket shows a footer with the text “Powered by Qmatic” where
“Qmatic” is a png file with the Qmatic logo.

The footer can be customized with the following settings in config.json:

* logo - Enable or disable the brand logo in the footer. This requires that
you have added and configured a brand logo.

* custom_text - If you don’t want to use an image as logo, you can just
enter the company name here as plain text. The text is inserted right after
“Powered by” (which can be edited from the language file).

If you add both a custom text and enable the logo, the logo setting overrides the
custom text.
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8. Troubleshooting

Troubleshooting guide ..........cccooeeiiiiiiiinene.
Frequently Asked Questions ............c.cccecueennnn.
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8.1 Troubleshooting guide

If, after following the configuration procedures, your Mobile Ticket setup still does
not work as expected, we suggest that you check your configuration by following
the steps below. Use a tool such as Advanced REST client or Postman to perform
the REST calls.

@ For more information about REST calls that can be used for the Mobile
Ticketscenario, through the APl Gateway, please see the APl Gateway SDK
documentation.

1. Perform the REST call below, to verify that you have a successful connection

to Orchestra central (using port 8080)

@ You need to replace “serviceld” and “branchld” with valid Id numbers
from your configuration. Also, you need to use Basic Authorization and the
Username and Password for the mobile user (set in Parameters in the
System Administration application, in Orchestra).

/gsystem/mobile/rest/v2/services/serviceld/branches/branchld/ticket/issue/

If the REST call successfully issues a ticket, you have verified that the
connection works.

If it fails, however, check that Orchestra is configured correctly.

. To verify that your connection through the APl Gateway is correctly

configured, perform the following trial REST call through API Gateway.

@ Make sure that you have set the correct authorization, using your auth-
token and that you replace [serviceld] and [branchld] with valid Id numbers
from your configuration.

/MobileTicket/services/[serviceld]/branches/[branchid]/ticket/issue

If the REST call is successful and a ticket is issued, you have verified that
the connection works.

If it fails, however, make sure that you have configured the API Gateway
correctly. See “4.2 Configure AP| Gateway for Mobile Ticket” on page 19.

60

Qmatic 224.06B



3. Start the node.js server, from a command prompt, with the following
command:

npm start

4. Check that the web page and Ul works as expected, by entering https.//<your
ip-address>:4443 in the browser address field.
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8.2 Frequently Asked Questions

The table below contains some answers to some frequently asked questions:

Question

Answer

Why are my branches not available, in
the branch selection list?

In Orchestra, make sure that the
check box Mobile enabled is checked
for all the Branches that you want to
be listed.

Why are my services not available, in
the service selection list?

In Orchestra, make sure that the
check box Mobile enabled is checked
for all the Services that you want to be
listed.

Why can | not create a mobile ticket?

In Orchestra, make sure that the Visi-
tApp unit type is installed.

Make sure that APl Gateway is con-
figured correctly.

Why is my connection to Orchestra/
API Gateway not working properly?

Make sure that you have opened up
port 9090, in your firewall, see “4.1.1
Before you begin” on page 18.
Make sure that APl Gateway is con-
figured correctly.
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9. Walk-through

USE CASES ..ooiiiiiiieeieiiiiee e et e e
End user walk-through ...........c.ccccoiiiiiininninee
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9.1 Use cases

The following are examples of typical use cases:

The end-customer goes to the branch and takes a paper ticket with a QR
code on it. Information on the ticket and/or in the branch says something like
“If you want to use your mobile phone to stand in line, please scan the QR
code!”. The end-customer scans the QR code and can then follow the
progress of the line on his/her phone.

The end-customer goes to the branch and sees information, something like
“Go to this url/Scan this QR code to take a ticket online!” The end-customer
then enters the url/scans the QR code, takes a ticket and can then follow the
progress of the line on the phone.

The end customer goes to the branch, and either enters his/her phone
number in a kiosk when selecting service, or gives the phone number to a
receptionist/floorwalker. When the visit is created, this triggers a notification
with a link to that particular visit in Mobile Ticket, so that the customer can
follow the progress online.

The end customer books an appointment from home and enters contact
information. An hour before the appointment he/she gets an appointment
reminder with a link to check in for the appointment and follow the progress
of the ticket online.

@ For information about how to configure the use of QR codes and SMS
notifications, please refer to “3.2 URLs for notifications and QR codes” on page 14.
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9.2 End user walk-through

In the following sections, a common flow for Mobile Ticket is described. It starts
when the user has opened Mobile Ticket (via URL or QR code) with no services or
branches preselected.

9.2.1 Selecting a language and a location

QMATIC =

Do you want to get in line for one of our services? Start
by selecting location.

Berlin
8/1. Berlin

Colombo
Molndal

Stockholm

In the location selection page, as well as in all parts of Mobile Ticket, the user can

select a language by clicking on the More icon =

il Choose language t

@ German (de)

@ English (en)

& spanish; Castilian (es)
@ French (fr)

& ralian (it)

& Dputch (nl)

nformatior

g Accessibility statement

W 8 S

From here, the user can also select to view the accessibility statement.
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The user can then select a location, represented by the branches in the system.
Only branches within the defined range are listed. Branches with a defined position
are sorted on distance. Branches without a defined position are sorted
alphabetically.

If there are no branches within range, you are asked to try again. If there is only
one available branch, within range, it will be selected and you will move on to
service selection, automatically.

The position is defined by the browser. If using a smart phone, you will get a
question that looks something like this:

—
( “https://

| exampleurl.com”
Would Like To Use Your
Current Location

| Daon't Allow QK

@ For location detection to be supported, you need to run in HTTPS.

If positioning services are turned off and your position therefore is unknown, all
available branches will be listed, in alphabetical order.

9.2.2 Cookies

This site uses cookies to provide you with a great user experience. By using
this service, you accept our use of cookies.

Accept Decline

services? Start by selecting location.

If active cookie consent is activated, this popup will be visible until the user accepts
or declines.
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9.2.3 Selecting a service

10:16 all = E

>

QMATI

~

X

=

Please select a service at MyBranch:

Driving license with a very long... 4 2

@ Estimated waiting time: 55 min

ID Card

@ Estimated waiting time: 50 min

Passport T

@ Estimated waiting time: 50 min

-] Getin line
(@ Estimate arrival time)

Powered by QMATIC

Next, the user selects the wanted service and selects Get in line. Services are
sorted alphabetically and can be sorted into service groups. For each service, the
estimated waiting time (if enabled) and the number of people waiting is displayed.

If only one service is available, it is automatically selected, but the user still needs
to select Get in line to generate a ticket.

The user may then be prompted to enter their phone number in order to receive a
PIN number, if the one-time password functionality is enabled.

9.2.4 Alternative entry - appointment check in

An alternative flow to enter the queue is if the user uses a link to check in for an
appointment. When the user has checked in, the normal visit flow will be followed.
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QMATIC

Your appointment

Branch:  Berlin
Service:  Accounts

Check
Date:  21/04/2022
Time:  09:45

Arrive

9.2.5 Add phone number

If the functionality to add phone number is enabled, that is displayed before the

ticket is shown.

QMATIC

Please enter your phone number so that we
can send an SMS when you are called.

Phone Number.
¥ +04 ~

@ We will not store your phone number.

( [+ Skip this )
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Before the phone number is added, the user has to agree to the privacy policy (if
that is enabled)

QMATIC

o By sending information, you agree to our
privacy policy

UNDERSTOOD

9.2.6 Waiting to be called

When the ticket has been generated, the ticket number is displayed.

QMATIC

Berlin

A017

Accounts
Check

C [ Leave the line )

While standing in line, the user can follow the queue progress and place in line as
her or she gets closer to being called. If it is an appointment visit, the appointment
time is shown instead of the queue position. There is also an option to leave the
line, which will direct the user to the Thank you page. The same will happen when
using the back button in the browser.
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If the visit is transferred, the information about the new service name is displayed.
If the visit is recycled, a message saying “You will be called shortly” is displayed.

@ Popups and alert/confirm dialogs use the default browser behavior. This
means that, for example, if the user clicks Yes when asked if he/she wants to leave
the line, this value will be cached and the popup will not be displayed again, until
the browser cache is cleared. It is also possible to create customized popups, if you
want to avoid the browser behavior.

9.2.7 Called to a counter

Once you are called, the ticket number will be flashing, a sound will be played (only
for desktop browsers) and the user will get information about which service point
and staff member to go to.

QMATIC

It's your turn!

Super is ready to serve you
at:

WebCounterMulti
Staff

A018

Accounts
Check

@ Note that the flashing ticket number and sound only will be played the first time
the ticket is called. If Recall is used, no sound etc is played.

Itis also possible to configure the system so that the user is notified by SMS when
he or she is called.

If remote service is used (via a communication platform, e.g. Teams or Zoom), a
button to open the virtual meeting is visible in the ticket page.
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9.2.8 When the visit is over

When the user has been served, and the visit is ended, one of the following things
will happen, depending on the configuration.

» A Thank You page will be displayed. From this page, it is also possible to
take a new ticket, by selecting Get new ticket, if that setting is enabled. This
is however not possible if the ticket was opened via a URL.

QMATIC

Thank you for visiting
us!

Welcome back!

Galle

Your ticket has been
removed

Get new ticket

* You are redirected to a Customer Feedback survey page.

9.2.9 Landscape Mode

For demo purposes, we recommend that you use Mobile Ticket in portrait mode.
However, it is of course also possible to use Mobile Ticket in landscape mode.
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Q-MATIC AB,

Box 198,

SE-431 23 Mdlndal,
Sweden.

VAT No SE556212749701

Phone: +46 31 756 46 00
Email: info@gmatic.com
Web: www.gmatic.com
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