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Who are you?



1) See the Big Picture

• View yourself, and your organization, as a strategic 
partner in the business (vs. necessary evil/cost of doing 
business) that can deliver one of the most important 
business differentiators

• What are competitors doing / not doing?
– Areas you need to strengthen
– Weaknesses you can take advantage of

• What’s going on internally?
– Talk to Sales / Marketing / Product Development
– How can you assist vs. impede

• Don’t Boil the Ocean
– Create a roadmap for change
– Set aggressive goals
– Break into bite-sized chunks
– Demonstrate progress with each advancement

o Confirms direction with management
o Excites your team



2) Deliver knowledge how & when your 
customers want it

• Choice of Channel – Web, Email, Chat, Voice…

• Easy to access – One click from home page

• Simple navigation – Avoid the Indiana Jones hunt…

• Relevant, up-to-date content
• Process to suggest and expire content

• Propose Answers Feature
• Expire Content Feature

• SmartAssistant – Use Rules to show relevant answers
• Answer Feedback – Let customers help you tune content
• Conditional Sections – Show different knowledge based on 

user



Easy Access to Knowledge



Answers on Main Website Home Page



3) Understand how customers interact

• Every knowledge interaction ends at one of eight points

• The path users follow to get to one of these outcomes 
teaches you something about your operation and/or your 
customers

• Understanding the path to each of the outcomes allows 
you to take action

– Take advantage of session data to tune your knowledge 
base

– Every investment here saves $$$ in agent costs
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Are you?
• Sending SmartAssistant 

suggested solutions with email 
responses?

• Using Message on Hold to 
advise customers  KB?

• Using Voice Self Service?

• Scripting Correctly?

DisconnectDisconnect

Search and
No Answer

Search and
No Answer

OpportunityOpportunity

•Look at Session Data

•Create new answer?

•Tune existing answer?

OpportunityOpportunity

•Look at Session Data

•Question phrased correctly?

•Would answer push help?



Session Breakout by week
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4) Automate Workflow

• Understand rules engine capabilities

• Balance of too few vs. too many – Pareto Principle

• Top Five Rule Uses
– Auto Response

– Routing / Assignment

– Escalation

– Answer Management

– Service Level Agreements

• Five Novel uses for Rules
– CC:

– Drive Pager

– Do Not Create Incident

– SmartSense™

– Catchall



5) Turn Data into Knowledge & Act!

• Site Reports
– Service Summary
– Keyword Search

• Agent Reports
– Login
– Group Activity
– Effectiveness

• Custom Reports
– SmartSense
– Unusual traffic activity
– Thread Count

• Make use of Interactive, Scheduled and/or Exception 
modes of the analytics engine









6) Solicit Feedback (and act on it) !

• Internal and External - Everyone’s your customer

• Answer Feedback – Drive Knowledge Improvements

• RightNow Feedback™

• Customer Satisfaction

• Closed Incident

• Product Feedback

• Closed Incident – Archimedes Lever



Closed Incident Surveys

• Likely the easiest improvement lever you have to move

• 3-5 Questions with numerical scale

• Text Box for free-form feedback

• Use Rules to raise alerts for dissatisfaction

• Call customers back – speed of follow-up is important

• Make systemic fixes and report back to customers



Tom Olivo slide
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7) Proactive Communication

• Proactive Communications
– Internal and External – Evangelize!
– Product Release
– Process / Policy Changes
– Newsletters

• Event-Driven Campaigns
– Product Introduction
– Training
– Lifecycle Events

• Leverage Ability to Monitor & Measure Effectiveness
– Open
– Click
– Delivery Statistics



8) Empower Employees via Integrations

• Custom Tabs – Provide access to business systems 
seamlessly within the RightNow Solution  
– RMA
– Order Tracking
– Account Status
– Billing

• XML API
– Push data or pull data from the RightNow solution based on 

business events 

• External Events
– Push data to or pull data from other systems on based on 

creation or update events in the RightNow Solution -
Organizations, Contacts, or Incidents



Support Site Custom Tabs



9) Scream first internally…Before your 
Customer Does Externally!

• Avoid the Ticking Time Bombs…

– Escalation Rules
o Alert Management in time for diving catch – customers 

understand solutions take time but can’t stand radio silence…

– Views / Color Expressions
o Sort and Highlight issues in Priority order
o Increase agent focus and efficiency

– Exception Reports
o Understand what’s about to expire on a macro basis



Views with Color Expressions





10) Generate Revenue

• Partner internally to find opportunities and/or do it 
yourself

• Offer Advisor
– RightNow Solution Feature
– Requires services (yours or ours) to implement

• Leads Tab – Screen Shot
– Custom Tab we built
– Native function in RightNow 8

• Proactive Communication
– Leverage your contact history to announce & sell new 

products, add-ons & upgrades
– Event Driven Campaigns are good for this – Ex. Pre-Order



Offer Advisor



Sales Leads Tab



11) Stay Healthy

• Customer Success Index
– Success Score

o Measures Five Key Performance Indicators
o 0-100 Point Score
o Ensures you are getting the best value from our solution
o Available via the My Stuff page

• Tune-Ups
– Your business is changing, as is our solution
– Covers all modules - Sales / Marketing / Service
– Ensure you are maximizing your efficiency and ROI
– Schedule via the My Stuff Page on our support Site



Success Score
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