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Dawn of a New Era

CX is a revolutionary approach to delivering great customer experiences that create loyalty, grow sales
and increase efficiency. CX is not a new name for CRM. It is built from the ground up for consumer
organizations and puts customers at the center of the experience. CX marks the shift from internally
focused solutions to solutions that focus externally to deliver superior customer experiences.

From day one, RightNow solutions have been rooted in the end consumer. In our earliest years,
RightNow empowered consumers with the opportunity to get answers and help online. As the Internet
took off, RightNow championed these consumers by delivering web self-service solutions to thousands
of organizations. This unique, consumer-centered approach is what has allowed us to facilitate more
than eight billion consumer interactions on behalf of our clients.

In keeping the customer experience at the center of everything we do, RightNow has identified three
experiences that matter most to today’s consumer: the web experience, the social experience and the
contact center experience. It is these three experiences, when executed well, that drive revenue and
sustainable competitive differentiation.

RightNow CX
RightNow CX, the customer experience suite, will help you grow sales and increase efficiency by
delivering superior customer experiences across web, social and contact center touch points.

RightNow Web Experience seamlessly integrates into an existing web infrastructure for a fully branded
online customer experience. When consumers visit a website they should be able to quickly and easily
find what they’re looking for. The web experience must be interactive, engaging, and branded to create
“stickiness.” A great web experience should also allow a customer to seamlessly transition across web
self-service, agent online, mobile devices and telephone assistance based on their needs.

RightNow Social Experience taps social networking to promote brands, facilitate community, address
customer concerns and drive revenue. Opinions are being formed and decisions being made about
products and services without company involvement — on social networking sites like YouTube, Twitter,
and Facebook, and on blogs and in online communities. Companies need to have a presence on the
social web, must engage with customers through corporate sponsored communities and must take
advantage of the power of the social web rather than be at its mercy.

RightNow Contact Center Experience delivers superior multi-channel customer experiences via phone,
e-mail, online chat and voice self-service. When a customer picks up the phone — either to speak with an
agent, or interact through voice self-service — they must be able to quickly and efficiently achieve their
goals. Agents need a powerful agent desktop that is infused with knowledge. IVR menus should be
intuitive, even speech driven. Industry-leading companies like Black & Decker, iRobot, Motorola, Nikon,
Overstock.com and Shaklee all use RightNow Contact Center Experience to run their award-winning
contact centers.

RightNow Engage enables organizations to deliver the business processes of sales, marketing and voice
of the customer across the web, social and contact center experiences. Paired with Engage’s analytics
engine, it delivers deep customer insights and enables proactive, relevant customer communications,
which builds loyalty and drives revenue.



Underlying RightNow CX is the RightNow CX Platform. The platform includes RightNow’s innovative
self-learning knowledge foundation which infuses every customer interaction with relevant and
consistent knowledge to provide the basis for a positive customer experience. RightNow Connect
provides the integration framework to easily connect RightNow CX with other systems. The entire
RightNow CX solution leverages a mission-critical SaaS delivery model to guarantee unparalleled up-
time, security and performance.

RIGHT

RightNow CX
NOW.

' ~ I

RightNow Contact

RightNow Web S RightNow Social
Experience Experience Center Experience
« Customer Portal « Support Communities = Phone and Multi-Channel
= Web Self-Service * Innovation Communities Interaction Management
« Mobile - Cloud Monitoring * Case Management
* Chat and Co-Browse - Social Experience Design - Voice Automation
- EmailManagement = Contact Center Experience
. . Design
= Web Experience Design + Desklop Workfiow
= Agent Scripting
= Contextual Workspaces
RightNow Engage
{ Marketing ][ Voice of the Customer ] { Sales J { Analytics ]
RightNow CX Platform
{ Knowledge Foundation ]
[ Integration ]
| Mission Critical Saa$ ]

2008 RightNow Technologies, Inc.

Being a CX Company

Along with our CX solution, RightNow as a company is improving the way we do business to deliver
better customer experiences to our clients. We want to embody the spirit of CX in everything we do and
every interaction we have with you. Over the course of 2010, you will see significant changes, this will
include:

A relentless focus on results; RightNow is adding a new role, client success managers, to ensure that our
clients have a great experience with us and receive the fullest benefit from our solution and services.
These success managers will be incented on client success, not sales. RightNow is also launching a new
RightNow Project Methodology where the project is not complete until the right results are met for the
client.

Proactively sharing expertise through newly created Centers of Excellence; for each CX solution area a
Center of Excellence will be established with deep expertise. These centers will combine the best minds
from RightNow’s product management, development, support, professional services and sales teams to



ensure ongoing development of best practices and sharing of CX expertise. RightNow is also planning to
expand a popular service; Ask the Experts is going on demand, just-in-time online and in person access
to the CX experts beginning next year.

Delivering on the unfulfilled promise of SaaS. The unfortunate truth about SaaS today is that it has too
much software and too little service. RightNow is committed to putting real service into SaaS, by
transforming the service it delivers to clients. RightNow is simplifying contracts, providing transparency,
more flexibility and remaining accountable to client results and success. RightNow also has committed
to the vision of eliminating upgrades by providing invisible updates that empower clients to use new
functionality quickly, easily and on a schedule that works for them.

Win with CX

The radical empowerment of the consumer, driven by the social web, is creating changes in business
unlike any we’ve experienced before. To capitalize on this change, companies must engage with
customers in a fundamentally different fashion. After decades of being managed consumers are
rebelling. Today companies must listen to customers, engage with them proactively — wherever that
might be — and do whatever it takes to ensure every interaction is a positive experience. To do this, you
need RightNow CX.
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