
A customer calling support doesn’t experience your technology. They experience waiting. They hear it, they
measure it, and they decide whether you care about their time. That’s why call queues and music on hold are not
“set it and forget it” features in a VoIP (Voice over Internet Protocol) environment. They are part of the customer
journey, and small configuration choices can make the difference between a calm, guided wait and a silent drop
that feels like neglect.

I’ve been on both sides of this. There was a period where we added more concurrent capacity to a busy call queue,
and on paper everything looked better. Calls answered faster, queue depth dropped, and reports said we were
doing great. Then a handful of customers started complaining about the same thing in different words: “I called
and it just held me there.” No estimated wait, no reassurance, no sense of progress. From their perspective, the
queue was not a queue at all. It was a pause they couldn’t trust.

The goal of call queues and music on hold is simple: manage expectation and preserve continuity while you route
the call to the right person or team. The details are where the experience is won.

What a call queue really is in a VoIP setup
In a typical VoIP call center flow, an incoming call hits an entry point, then logic decides where it goes based on
rules. Those rules might include time of day, caller Voice over Internet Protocol ID, language preference, dialed
number, account tier, or the skill group that can handle the request.

When no agent is immediately available, the call lands in a queue. From there, two things happen at once.

First, the system must keep the call “alive” without burning resources or breaking audio quality. Second, the
system must communicate the wait in a way that reduces anxiety. That second part includes music on hold,
announcements, and sometimes an estimate or position updates. When done well, customers feel like you’re
actively working their call even if they are waiting.

When done poorly, the wait becomes the product.

Why music on hold is more than background audio
Music on hold (MoH) seems harmless. It’s just audio, right? But customers fill silence with meaning. Even if your
queue works perfectly, an unpleasant or confusing MoH experience can undermine trust. I’ve heard holds where
the music sounded like it was looping two seconds of a track over and over, or where the volume jumped each
time an announcement played. People interpreted that as “they don’t have this under control,” which matters
when you are selling reliability.

Good MoH does a few practical jobs:

It prevents the caller from hearing line silence, which can feel like a system failure. It gives a predictable pattern so
the caller doesn’t wonder if the call dropped. It gives your team a place to include brief status messages, like “Your
call is important. Please stay on the line.”

But there are trade-offs. If you add too many announcements, the caller can start tuning out. If you play long
messages, you risk increasing perceived wait even when the actual wait is short. If the audio codec or sample rate
is off, MoH can stutter or sound distorted, which is worse than silence because it suggests misconfiguration.

The customer psychology behind wait time
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Queue performance metrics like average wait time are useful, but customers experience the extremes. A customer
who waits 20 seconds once is unlikely to feel the same way as someone who waits 7 minutes, even if your average
is acceptable.

The bigger problem is not just wait time, it’s uncertainty. When the caller doesn’t know whether you are working
on their request, the mind starts doing arithmetic. “They didn’t answer for a while, so maybe nobody will.” That’s
why estimated waits, consistent MoH, and clear status phrasing matter.

In my experience, the best queues offer two anchors. One anchor is tone and consistency through music and
pacing. The other anchor is information that reduces uncertainty without overwhelming the caller.

Even without a formal “your wait is 3 minutes” feature, you can achieve this. Short, frequent reassurance beats
long, occasional lectures. “Please hold. We’re connecting you now” is better than an extended message that
repeats every loop like a broadcast.

Designing call queue behavior: hold, routing, and release
Call queues are where operational logic meets customer experience. The routing side gets most of the attention in
deployments, but the release and failure handling are where customers judge you.

A solid queue behavior typically includes:

sensible hold timeouts, so calls don’t sit forever

predictable transfer attempts, so the caller doesn’t cycle through “almost connected”

controlled overflow logic, so calls don’t die when capacity spikes

Consider what happens during peak events. If your queue has no limit, a caller might wait until they give up or
until the session times out somewhere in the network. That creates abandoned calls, and it also consumes
capacity, especially if your system holds resources per session.

Overflow routing is another opportunity to either rescue the customer experience or make it worse. If overflow
sends callers to voicemail immediately with no context, you’ll get frustration. If overflow provides a clear
alternative, like an after-hours message or an option to leave a message that includes their reason for calling,
you’re giving the caller control.

Even the “abandon” moment matters. A queue should handle hangups gracefully, and it should not produce
confusing re-trigger behavior. I’ve seen setups where a hangup during a re-try caused the caller to hear a different
prompt when they called back quickly, which made them feel like they weren’t getting the same service.

Music on hold strategy that works in practice
MoH should match your brand and the time sensitivity of your queue. A sales line can tolerate more upbeat audio
than a technical support queue that needs to feel calm and professional. A billing queue might benefit from short,
clear messages that reference hours and payment options.

There is also a sound quality side. If your VoIP provider or PBX is transcoding audio, MoH can suffer. If your audio
file is too large, too compressed, or has a mismatched encoding profile, you’ll see intermittent artifacts. Those
artifacts can be subtle at first, like a slight wobble, but customers notice them when they’re waiting.

When implementing MoH, pay attention to:

loop length and smoothness at the wrap point



volume consistency relative to prompts and agent audio

silence handling, especially if your system sometimes inserts brief gaps between segments

announcement timing, so the switch from music to voice doesn’t click or jump

A practical trick I’ve used is to record one short MoH segment plus one short announcement and then test it end
to end on actual caller devices, not just the server. Headsets, mobile networks, and Wi-Fi conditions can change
how audio quality is perceived. If the announcement feels “muddy” while music is clear, you may be dealing with a
codec mismatch or sample rate conversion issue.

Queue announcements and announcements that backfire
Many organizations start with a straightforward pattern: play music, then periodically play an announcement like
“Please hold while we connect you.”

The failure mode is repetition. If the same message plays every 30 seconds for several minutes, callers begin
hearing it as a countdown to boredom. Another failure mode is “overpromising.” If you say “We will connect you
shortly” during a period where you cannot connect quickly, the phrase becomes a contradiction. Customers don’t
only wait, they watch whether reality matches your words.

Announcements can also make your queue feel slower than it is. Even when wait time is acceptable, too many
prompt cycles inflate perceived duration.

A better approach is to keep messages short, place them with intent, and ensure they match operational
conditions. If you know staffing is light, you can change the messaging. If you have a self-serve option, you can
offer it clearly.

Where possible, tie announcements to meaningful states. For example, when agents are available, keep MoH
simple. When the queue is long and expected wait is longer, shift to reassurance plus practical info.

Position announcements and estimated wait: useful, risky, or both
Position in queue or estimated wait features are attractive because they reduce uncertainty. But they are also
tricky.

Estimates can be wrong, especially when call arrivals are bursty and service times vary widely. If your estimate is
frequently off by a lot, customers learn to distrust it. That distrust can be worse than having no estimate, because
now the system sounds confident while being wrong.

Position announcements also increase audio complexity. If the queue updates too frequently, the caller hears
constant interruptions. If it updates too slowly, it provides little value.

The trade-off is not whether estimates are “good” or “bad.” It’s whether your environment can support estimates
that are stable enough to feel credible. In smaller queues with steady call patterns, estimates are often more
believable. In high variance support environments, you might be better with general reassurance and a shorter
message cadence.

If you do offer position updates, consider limiting them to a reasonable frequency. Too many updates can turn
into background noise of numbers, and that doesn’t calm people.

Timeouts and overflow: keeping the caller from feeling trapped



A queue should have clear outcomes. “Wait until an agent answers” is fine when capacity is predictable. During
spikes, you need a plan for what happens when capacity doesn’t materialize.

Timeouts are the boundary between “we’re trying” and “we’ve forgotten you.” If a caller waits too long with no
path to resolution, they feel abandoned. If your timeout is too short, you might route many callers to voicemail
even though an agent would have become available soon after.

In practice, the best timeout values depend on your queue goals and your audience. For example, a queue for
urgent outage support should probably be treated differently than a queue for general inquiries.

Overflow destinations also need careful treatment. Redirecting to a different queue can be a good move if the
caller’s reason is still compatible. Redirecting to a generic voicemail system with no guidance can be rough,
especially for customers who call expecting live support. The difference is whether the destination preserves
context and provides next steps that feel deliberate.

A small detail that matters: if you offer an option to leave a voicemail, include instructions that help the customer
succeed the first time, like “Include your account number and the best callback number.”

Capacity planning is part of queue experience
It’s tempting to treat call queue configuration as a purely customer-facing layer. But the experience is strongly
driven by how many agents can actually answer and how quickly they can handle the calls they receive.

If your queue is stable but your agents are overloaded with complex cases, your MoH becomes a long hallway
instead of a short waiting room. If your routing sends the wrong calls to agents, your queue wait might look good
initially but transfers and re-tries can spike customer frustration.

One team I supported fixed their MoH and announcements, then still saw complaints. The audio sounded fine, but
calls were being routed to the wrong group during specific hours. Customers waited, then got transferred, and
those transfers reset the psychological timer. Even if the total time in queue was moderate, the perceived
experience was worse because the caller didn’t feel progress.

That’s the real takeaway: MoH and queue announcements can only polish the experience inside the constraints of
your routing and staffing.

Testing and measuring what customers actually hear
Queue changes are easy to make and easy to break. The most reliable approach is to test using real call paths and
real conditions.

I recommend testing in three layers:

1. Lab test with direct calls through the system, confirming prompts and audio playback.

2. Controlled test during a simulated busy period, verifying queue behavior under load.

3. Field test with internal users on different devices, making sure audio quality and clarity match expectations.

Measure more than the technical metrics. Watch for abandoned calls, repeated call attempts within short windows,
and qualitative feedback from customers. Those patterns tell you when the experience is drifting from acceptable
to frustrating.

For example, if you see many customers call again within five minutes, they might be giving up before an agent
becomes available, or they might be getting disconnected due to a timeout at some layer. If you see repeated “I



was on hold forever” complaints around specific times, you likely have a schedule or staffing mismatch rather than
an audio issue.

Common VoIP-specific pitfalls with call queues and MoH
VoIP environments vary widely, but some issues show up consistently when queues and MoH are involved.

Codec and transcoding mismatches can distort MoH or make announcements sound harsher than agent audio.
If your MoH source and your prompts are encoded differently, the caller hears an obvious jump in quality.

Network jitter can cause audio stutter. Music is more sensitive to this than speech because the human ear
expects smooth patterns. Even small jitter can become noticeable during long holds.

Session limits can interfere with long waits. Some components have time limits or keepalive behaviors that work
for short calls but not for extended queue sessions. If you see disconnects after a predictable interval, check for
upstream session timeouts.

Failover behavior can accidentally restart announcements or reset hold state. In well-designed systems, a
failover should keep the caller’s session stable. In poorly tested setups, it can produce “audio restarts” that feel like
the caller is being re-processed from scratch.

If you treat MoH as decorative audio, you miss these failure modes. In a queue, MoH is part of the functional
experience and should be tested with the same rigor as the agent transfer logic.

Practical configuration choices you can make right away
You don’t need to overhaul your entire call flow to see improvements. Start with changes that reduce uncertainty
and eliminate confusing audio behavior.

Here are a few high-impact, low-regret decisions that I’ve seen work across teams:

1. Use short, consistent MoH loops with smooth transitions at the loop point.

2. Keep announcements brief and spaced so they don’t repeat obsessively.

3. Ensure MoH volume matches agent audio so the caller is not jolted when a transfer happens.

4. Set queue timeouts that align with your operational reality, not with default system values.

5. Provide an overflow path that includes context or a clear alternative, rather than dumping callers into
voicemail silently.

That list covers the core moves. The best results come when these decisions align with your routing and staffing,
so the call experience doesn’t contradict the messaging.

What “good” looks like from the caller’s side
A caller reaching a queue should feel like they are waiting in a controlled environment.

Good looks like: the audio is pleasant enough for long durations, the announcements reassure without
overpromising, and the caller knows there is a path forward. When an agent picks up, the transition should be
clean, with no awkward volume changes or echoes that make the customer repeat their issue.

Bad looks like: silence, choppy MoH, repeated announcements that feel like a broken tape, or a queue that ends
with a confusing drop. Even if your system eventually connects the caller, the route they take to get there shapes
their perception of competence.



One of the most memorable experiences I had as a customer was calling a company that had great queue
messaging, not just because it said “please hold,” but because it adapted. During a short peak, it stayed simple.
When the wait would be longer, it played a short status note and offered a clear option to leave details. That felt
respectful, like they were handling the situation with honesty.

A quick decision guide for choosing your MoH and announcements
MoH is not one-size-fits-all. A queue for sales inquiries differs from a queue for emergency services, and a queue
for appointment scheduling differs from https://www.avast.com/de-de/c-what-is-voip a queue for account
changes. You can get much better results by matching your audio to the job your callers need done.

Here’s a practical way to choose your approach:

If your callers mainly want updates and clarity, prioritize calm music and short status prompts.

If your callers are in a hurry, minimize long announcements and avoid messages that feel discouraging.

If you handle billing or compliance-heavy requests, keep language formal and avoid upbeat phrasing that
conflicts with the topic.

If you serve multilingual callers, ensure the MoH and announcements do not become a barrier. Either localize
appropriately or keep MoH neutral and let agents handle language switching.

If your queue experiences spikes, prepare queue-specific messaging for peak vs off-peak staffing.

That decision process helps avoid one of the most common mistakes: treating MoH as a single asset reused
everywhere, regardless of context.

Building an iterative improvement loop
Queue experience improves when you treat it like a living system, not a configuration snapshot.

Start with one queue. Instrument it so you can see patterns over time, then change MoH or announcements and
compare results. Customers will always have variety in how they react, so use trends rather than isolated feedback.

When you change audio, keep a rollback plan. Audio changes can seem small, but if the audio file format triggers
transcoding differences, the customer experience can degrade quickly. The safest approach is to validate on your
actual VoIP path before going broad.

Also, document why you made the change. When the next person inherits your setup, they should understand
what problem you were solving. Otherwise, they might “improve” it in a direction that reintroduces the same
confusion you just fixed.

The trade-off that matters most: reassurance vs accuracy
The heart of call queue experience is balancing reassurance with truthful expectation.

Customers want comfort. They also want not to be lied to by the system. If your announcements guarantee a
quick answer while capacity is strained, you create a trust leak. If you say nothing and just play music, you create
uncertainty.

A practical rule: keep reassurances generic enough to stay true, and only promise specifics you can back up
reliably. When in doubt, choose phrases that reflect effort rather than timing. For example, the system can
emphasize that someone will answer and that you are connecting them, without claiming an exact wait.
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That kind of phrasing isn’t just safer operationally, it also sounds more human. People respond to honesty and
effort more consistently than they respond to strict numbers.

Where to focus if you have complaints today
If you are dealing with customer complaints about call queues and hold experience, the fastest path to
improvement is usually not in the most complex area. Often the issue is one of clarity or audio handling.

Look for patterns like:

Long holds with repetitive announcements that feel overbearing. Calls that drop at predictable intervals. Audio
quality complaints about music or voice prompts. Reports that transfers feel abrupt or jarring.

When you isolate the pattern, you can address the root cause. Audio glitches are a configuration and media issue.
Timeouts are a session and policy issue. Confusing routing is a queue logic issue. Each has a different fix, and they
don’t always show up in the same metrics you were previously using.

If you fix MoH while leaving routing misaligned, you may reduce complaints about sound quality but still lose trust
because customers still feel like the system doesn’t know what it’s doing.

Final thought: queue experience is service design
Call queues and music on hold are often treated as the last mile, something behind the scenes. In practice, they
are part of your service design. They set expectations, they reduce anxiety, and they communicate whether your
operation is organized.

In a VoIP environment, the technical correctness of routing matters, but so does what your customers hear during
the wait. A tuned queue, a calm and consistent MoH, and announcements that match reality can improve
perceived responsiveness even when staffing constraints exist.

The best queue systems don’t just connect calls. They respect the caller’s time, preserve context, and make waiting
feel like a step toward resolution rather than a stall.


