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PURPOSE:

To provide instructions for using the QMatic automated queuing system at COSC facilities.  
OBJECTIVE:
· To provide the necessary direction to ensure that QMatic is properly used.
GENERAL INFORMATION:
Pursuant to A.R.S. §25-121, §25-123, §25-901 and §25-902, Pursuant to 22 CFR 51.21 Code of Federal Regulations and United States Department of State Passport Agent’s Reference Guide (PARG), Clerks of any State court of record may administer oaths for passport purposes and shall maintain a record of all marriage licenses issued, marriage licenses returned to the clerk’s office for recording after solemnization, and certificates of covenant conversion.
EVENT DRIVER:

· A clerk is assigned to a QMatic controlled window.  
PROCEDURES: 
1. Log In/Out: 
A. Log in using your network log in/password.  Do not use “Clerk#”.
B. Select Workstation.
C. Select your settings: 
a. Branch-CSC ML&P
b. Workstation-Window #
c. Profile-Info Desk English, Info Desk Non-English, ML/PP-English or ML/PP-Non-English.  At least one person at the info counter should always be in “Info Desk Non-English”
2. Always remember to log out of QMatic when you are away from your desk (i.e., breaks, lunches, or working away from the counter.  (See Figure 1)  Simply closing or Xing out will not log you out completely.
Figure 1
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A. If you do not log out, it will skew your stats and make it seem as if you were open but not calling customers.
B. Do not remain OPEN but not SERVING.  Be sure to click NEXT after logging in and be sure to click NEXT or END at the close of your transaction.

3. Holds and Reinserts:
A. These will only be done upon Supervisor/Manager approval.

B. If the customer is sent away for money, ID, photos, they will need to get a new ticket upon return.

4. Calling Tickets:
A. Tickets will be called three (3) times to allow the customer to approach the counter. Wait 15 seconds between each recall.  To recall the ticket, click on the Recall button. (See Figure 2)

Figure 2
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B. Mark the ticket as a No Show after the third call if they still do not show.  (See Figure 3)

Figure 3
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5. Ticket Selection:
A. Please ask the customer for their ticket for all profiles for follow up.
B. If a certified copy of a marriage license has to be requested from Recording Services, please take the following steps:
a. Contact Recording Services staff at 46495 or 46496 to request recording and certified copy.  Click End to end the ticket.  Ask the customer to have a seat.
b. After the certified copy is received from Recording Services and given to a cashier, call up the customer.
c. Click on Walk Direct.  (See Figure 4)
Figure 4
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d. Select the correct ticket type from the list and proceed to assist the customer.

6. Adding Marks:
A. All marks must be added at the beginning of the ticket as soon as you identify what the customer is there for.  This will allow the QMatic to capture the true time spent on that type of transaction.
B. Marks should be added to tickets that have multiple transactions.
a. Example of multiple transactions: Passport Ticket/Family of 4; the customer wants a passport for each family member.  Add the following marks: Passports – 4. NOTE: The ticket type will capture the Passport and the mark will capture the number.
b. Example of no transaction: No Transaction; the customer wants information or is asking questions only.  Add the following marks: No Transaction.
c. The following is a list of the possible marks that would be used:
i. NO TRANSCTION
ii. Passport Expedited
iii. Passports – 10
iv. Passports – 2
v. Passports – 3
vi. Passports – 4
vii. Passports – 5
viii. Passports – 6
ix. Passports – 7
x. Passports – 8
xi. Passports – 9
7. Walk Direct:
A. If a customer comes directly to the window and you are able to assist, click WALK DIRECT.  However, if it is busy and they need more than a simple question answered, ask them to take a ticket.
B. A list of available services is displayed.  
a. Select the correct service.  
b. The following is a list of the available services:
i. Check-In English

ii. Check-In Non English

iii. Passport English

iv. Passport Non-English
v. Marriage License English

vi. Marriage License Non English

vii. Process Server

viii. Hold
C. This should only occur when there is no one waiting in the lobby and when applied to requesting a certified copy of a marriage license from Recording Services.
8. Always keep an eye on the wait times.  Customers waiting past 20 minutes show RED in the Management Information so if the wait times continue to increase, open and provide assistance.  There may be times when it is very busy and wait times can’t be helped, but routinely, long wait times should not be occurring.
9. Notify the supervisor when the wait times have reached 20 minutes.

POLICIES / RELATED DOCUMENTS:
· ARS 25-121: Marriage License, Application & Affidavit
· ARS 25-123: Recording licenses; endorsement of solemnization; recording return; lost licenses
· ARS 25-901: Covenant marriage; declaration of intent; filing requirements
· ARS 25-902: Existing marriages; conversion to covenant marriage; recording requirements
· 22 CFR 51.21 Code of Federal Regulations, the United States Department of State Passport Agent’s Reference Guide (PARG)
OTHER PARTIES INVOLVED:
· The Public

TIME / VOLUME:
· Varied
FREQUENCY:
· Daily
PERFORMANCE MEASURE:
· N/A
SYSTEM ACCESS REQUIRED:
· Q-Matic System
REPORTS / FORMS:
· N/A
DEFINITIONS:
· N/A
APPLICABILITY:
This procedure applies to all employees of the Clerk of the Court.
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