
Advanced Knowledge Base

Penni Kolpin, Willie Eide, Doug Warner, Neal Richter



Introductions

• Penni Kolpin, Knowledge Base Administrator

• Willie Eide, Service UI Lead

• Doug Warner, Director End-User Experience and Research

• Neal Richter, Head of Research



Goals

• Interactive discussion on advanced answer management topics

• Less lecture / more discussion and demonstration

• Address topics broad enough for most advanced users

• 8.x features of interest specific to KB management

• Specific topics addressed after the session or with Ask the Experts



Prepared discussion topics

• Content submittal process and tracking

• Content review and publication process

• Analyzing session data

• Useful custom reports

• Some answer-related 8.x features 



Answer Content Submittal

• Staff suggest new answers or provide updates to existing answers

• Track specific information such as submitter, content provider, and 
action taken (disposition)

• Route incidents to KB team via separate queue

– Answer feedback

– Separate mailbox

– Create at RightNow Console and manually assign to KB queue

• KB engineers work through incidents to address answer content

• Set incident fields specific for tracking content submittals



Answer Content Submittal Screenshot



Workspace with Custom Fields for Content Tracking

Custom incident 
workspace

Only KB staff 
have access to 

and can edit 
these fields



Content Review and Approval via Workspaces

• In 8.x, use custom workspaces to allow specific staff the ability to edit 
specific answer review custom fields.

This tab only 
editable

by managers.



Content Review and Approval via Incident

• Create an incident and copy the content in a note or include as an 
attachment.

• Obtain manager’s approval via incident thread which is not editable 
once committed to the thread.

• Include incident reference number in answer (custom field).



Analyzing Session Activity

• Include search count and answers viewed in incident report

• See which incidents had the most session activity prior to submittal

• Begin with small time frame of data from the replication database
For high traffic sites, consider looking at a half hour of data.

• Determine which rows are of interest and add filters to the report



Incidents with Counts of Searches and Answers Viewed



Filtered Session Data

• Filters on session data • Logical expression



Session data examples



Notifying Staff of New Answers

• Custom date field for Date Published

• Set up report with data exception to use in alert, i.e. Answer ID > 0

• Schedule report to send when alert is met



Answer Visibility Field

• Answers.admin_vis field can be added as a filter to answer reports

• If answer is assigned to at least one product and category with 
administration visibility enabled for the interface, the 
answers.admin_vis field is Yes.

• Allows you to control whether answers from other interfaces are 
returned in a report



Answer Visibility Field - Screenshots

Report was run on interface 1, but shows answers with 
products and categories that are not visible to interface 1
(products and categories are visible to interface 2)

Report was run on interface 1. Each answer is saved with 
at least one product that is admin visible for interface 1 
and at least one category that is admin visible for 
interface 1



Relationships Between Answers

Sibling Answers 
section must be 

enabled from 
workspace 
property

Can manually 
relate answers 

together


