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Introductions

e Penni Kolpin, Knowledge Base Administrator
-« Willie Eide, Service Ul Lead
e Doug Warner, Director End-User Experience and Research

e Neal Richter, Head of Research
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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
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Prepared discussion topics

e Content submittal process and tracking
e Content review and publication process
e Analyzing session data
e Useful custom reports

e Some answer-related 8.x features
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Answer Content Submittal

e Staff suggest new answers or provide updates to existing answers

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

e Route incidents to KB team via separate gqueue

— Answer feedback

— Separate mailbox

— Create at RightNow Console and manually assign to KB queue
e KB engineers work through incidents to address answer content

e Set incident fields specific for tracking content submittals
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Answer Content Submittal Screenshot

Home

Report

Display Data

NP XE 3B &8 0 Q@ =

Mew Edit Copy Delete Print Forward Assign Propose | Search Refresh Reset
' ’ i ’ REEI;I‘d . Data Set
Reference # Subiject Skatus Contack Assigned

1.: 070307-000000 - F'.ns';ver 2199 . Solved Scott Cahill Sl:l:utE Cahil

2| 070806-000092  add kewwords ko #15757 Salved Julianne Burgan Julianne Burga

3| 070717-000002 Lightbulb: Wersion & Agedatabase Erro Solved Wicki Crawford Wicki Crawford

4 : 070303-000000  Additions to Answer 1993 Solved Brian Schneider Erian Schreide

5 . 070802-000004 Update to answer 743 - Error Processin Sokved Kenny Tiekz Kenny Tiekz

& | 070501-000000 bvpo in #2375 Solved Julianne Burgan Julianne Eurga

7 070618-000001 PWD: «8 - Broadcast Motifications - no Sokved Hally Laird Hally Laird
: 8| 070723-000005 FWD: vE install error: The remoke sery Solved Hually Laird Huolly: Laird

| O70727-000001 Answer id 2492 Solved anita Zabel anita Zabel
10 | 070807-000000  Encrypkion error when respanding to an Saolved Mike Zupan Wicki Crawford
.1.1 | 0F0723-000277 FWD: O34 Va8 customised fields not wo  Solved Kyle Suka Kyle Suka
1z : O70723-000279 answer 1610 Solved Scokt Cahill Scotk Cahill
13 070720-000001 answer #997 bypo Solved Julianne Burgan Julianne Burga
14 070717-000000 suggeskion For KB #153 Solved Julianne Burgan Julianne Eurga
15 070709-000001 Update to published answer ID 2147 Solved Rhonda Dualesw Scotk Cahill
16| 070711-000001  Software Conflick Opening RightMow 50 Solved Chris Johnsan Chris Johnson
17 | 070706-000000 answer 1510 Solved Scott Cahill Scotk Cahil
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Workspace with Custom Fields for Content Tracking

@1 070817-000004 = X
Fnew (ol save lfhsaveandclose | o =0 L K | o i g Propose |7 L D GHelp -

Subject” !-Feedback for Anzwer 1D 1 [Rated Helpfulness: 75%) |

Reference f 070817000004 | Contaer [Bavdones Q

Status® IE.T.'.E_SDWEd w ! Orgarization Name | |
Assigned Egni?ﬁlgms v Broduet | o value] v
Dispasition | RYMRYSAS Categor | o value] v

Custom incident

Zy i e i=saewniies .] S s e e _] Fe 0 workspace
KB Content Fields : .
KB Submitter | | KB Content Provider | | KBAction | [NoValue] = Only KB staff
- : | have access to
= T S ; ST Reera == =1 R - e A = H b = UNIIOCE, .
| ETT— T T G el
(4ad - ate - Descending = | .
— — = these fields
Custarner By Web Form = Ray Jones, 08172007 02:00 P

Thiz feedback iz abouk;
hittp: Ak alpin kv, landcoi-bindkalpin. cfg/phpdenduzer/popup adp.php?p fadgid=1.

| zure would like to zee a picture of Bob.
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Content Review and Approval via Workspaces

e |In 8.%, use custom workspaces to allow specific staff the ability to edit
specific answer review custom fields.

Summary”

Gas mileage

This tab only

Aszzigned TB Enginee ., Access Level I_EAVT& —— editable
;‘m by managers.

T5 Review Comments

Eanteg/ Approval iEdeuctSJEategnries [ Taszks (0] l- D etailz l- Altachments [ .l':".l% 40

Rewview and Approval Fields

Tech Suppart Approve | Mo L

The zecond paragraph izn't complete enough. Jim can provide pou with more
gpecific content to publizh.

Legal Approve | [Moalue] w

| 7 FIF-ViFw [oroment |
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Content Review and Approval via Incident

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

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

e Include incident reference number in answer (custom field).
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Analyzing Session Activity

e Include search count and answers viewed in incident report
e See which incidents had the most session activity prior to submittal

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

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

ke ol

REACHING NEW HEIGHTS IN CUSTOMER EXPERIENCE SUMMIT 07



Incidents with Counts of Searches and Answers Viewed

4 Incidents - AAQ - w Session Data =
_.L .‘:\i' E Home  Report Display Data d
Date Created | Reference # | Session ID0 | % Ans | # Searche | RightMow Version Subject
1 08/0z/2007 0 070S802-0000 9_xIPSTi 11 7 8.1.0.2-b424b-mysgl  Analvkics - scheduled repart Format is only html and nok Excel -
2|03/0z/2007 1 070302-0001 EzzCroli 10 3 7.5.5.0-b415h-mvsgl  Enhancement: allow more customization of email messages/fixed wid
3 08/0z2)2007 1 070802-0001 EzzCFIl| 10 3 7.5.5.0-b415h-rmysgl  Chat Errors
4 | 07[31/2007 1 070731-0003 P_welzlili q 4 7.5.5.0-b415h-mysgl  Answer categaory management - inkerface selection bug
5| 07)30/2007 1 O070730-0001 -UdixvHi | 10 7.5.6.0-b440h-mwsgl  Customizable menu character limit
6 08/01)2007 0 070301-0002 1bkusSTi 7 0 WS.5.0-b4150-rmysgl  Release 5.2
7| 08/01/2007 0 O70301-0000 Fs2Wwr3li 7 Retaining Skaff Account Usernames & Passwords
8 07/31/2007 1 070731-0002 Hlozl-Hi 7 :
9 08/03)2007 1 070803-0001 §7*TSmeli f ‘@ s

Column Definition Heading®  |FETEEe: | [] Use predefined heading

IEDunt of zearches per zezzion

Heading® |m | I:l I1ze predefined Description

Count of p_fagid hitz for the seszion

D escription Bvailable Columnz/Funchions: Expression:

l'+'*,_, Current D ataset !gum(iﬁ: icktrack.parm="p_search_text’, 1, 0N
L | &l T ables

Available Colurmnz/Functions:  Expression:

-,_I Current D ataset U {if( , ='n_fagid', 1, 07}
- [ &l Tables
- % Functions

Ok, H Cancel ]
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Filtered Session Data

e Filters on session data

e Logical expression

Actions
Add Filter
Add ORNode
| Megate Expression
WA Delete node
View TextDefinition

REACHING NEW HEIGHTS
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Answer Effectiveness
Home Report | Display | Data Edit Logical Expression
[ =
21 & =NC _
] e -7y e
Auto Format Display Options  Section Visibility Zoom _'_'J exc_email
; = _.._':} exc_help
Display -r'j Exc_man
Search Criteria :'j ewc_mystuff
Type Mame Operator ¥alue - 7y exc_hotif
Report Filter parrnl LIKE p_Fagid _:=} EXC_popup
Report Filter parmnz LIKE p_search_text © 7y ewc_print
Feport Filker parm3 LIKE PATH_IMFO :'_'} exc_ztd_alp
Feport Filker wall not like Senduser fcls%h - interface
Report Filker wal2 niat like Senduser fermail¥s _'-F;‘* date range
Feport Filter walz nat like fenduszer helpss = OR
Fepart Filker vald nat like fenduszer fmzg%h "":} p_fagd
Report Filter walt not like Senduser w3 _r:} p_search_test
Report Filker walé not like Senduser frnotifs "'r:} path_info
Feport Filker wal? not like Senduser JpopupSs -
Feport Filter wald not like Senduser fprmtes
Feport Filter wald not like Senduser fstd_alp%s
Report Filter interface ir list rightricws
Fepart Filter Date Created betwesn 07 /2812007 02:00 PM ko 07 292007 03:00 PM
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Session data examples

Session ID Function Contact ID  # Searches © # Ans Yiewed # Hits to AAD # submitted

mEAWRHI 07§29,2007 07:07 PM 10775113494 A

PRI 02022007 12:27 AM 1077269446 o 20

bR EFT 02,/02,2007 04115 PM 1077511737 18

FaR.GEZHI 0FF21/2007 05:27 AM 1077528023 16 17

Fhiw'aA4Ti 02/01,2007 12:42 PM 245377 17 17

MeEwD2dIi 02032007 04:25 AM 1077353724 7 17

Dt ZH 07 F21/2007 07:58 AM 1077236165 3 16

aFD Skl 02012007 09:56 PM 1077281632 24 15

2debaiHi 0FF20,/2007 02:26 PM 741 5 15

eI7SBZHI 07 f231/2007 06:0F AM 1077515354 14

KHORHFT 08022007 03:56 &AM 1077250859 19 Session ID Parameter Yalue Date Created /

FrzwwTHi 07 f30/2007 02:18 AM 1077434190 14 go&MmzTi p_search_text  end user style 05/01,/2007 03: 16 &AM

ZPEMFTHI 07 F230,/2007 02:13 &AM 1077496920 3 goSMm3Ti p_search_text  end user pages 03,/01,/2007 08: 17 AM

Tyhe ji 020172007 12134 PM 1077523353 16 go&MmzTi p_search_text  ask a question look 05/01,/2007 03;: 17 &AM

JaxdP4Ti 08/01,/2007 02:51 PM 1077355221 13 go&Mrn3Ti PATH_IMFC Senduszerstd_adp.php 08012007 05: 17 AM

4EE=E_Hi 0FF31/2007 03:37 PM 1077491867 4 goSMm3Ti p_Faqid Cdkb 08012007 05: 17 AM

ihTEZali 08/02 /2007 02144 PM 1077387474 E goSMm3Ti p_search_text  changing colors 03,/01,/2007 08:19 AM

JUExr-Hi 07 F21/2007 09:51 AM 1077528023 15 go&Mrn3Ti PATH_IMFC Senduserstd_adp.php 08012007 05:19 AM

PiInTi 02/01/2007 12:53 PM 1077511762 11 go&Mrn3Ti p_faqid EFZ 03,/01,/2007 08:19 AM

9_xlPali 08,02/2007 09;05 &AM 1077174116 7 goSMmaTi PATH_IMFO  fenduserstd_adp.php 0 /01,/2007 05:20 AW

YRIE-Hi 07,/31,/2007 03142 &M 1077272271 3 goSMrm=li p_Fagid B35 08,/01,/2007 09:20 AM

h4E-MZi 03012007 10:08 AM 1077388533 15 goSMm3Ti p_search_text  htrl colors 03 /0172007 08:21 AN

_ R goEMm3Ti PATH_IMFO Senduser/std_adp.php 02,/01,/2007 02:21 AM

goSMrm=li p_Fagid 111 08,/01,/2007 09:21 AM
goSMrnzTi PATH_IMFC Jenduserjstd_adp.php 080172007 05:23 AM
goSMr=li p_Fagid 672 08,/01/2007 09:23 &AM
goSMr=li p_Fagid 624 08,/01/2007 09:23 &AM
goSMrnzTi PATH_IMFC Jenduserjstd_adp.php 080172007 05:25 AM
goSMm3Ti p_Fagid 672 08,/01/2007 02:25 AM
goSMm3Ti p_Fagid 624 08,/01/2007 0546 AM
goSMm3Ti p_Fagid B35 08,/01/2007 0547 AM
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Notifying Staff of New Answers

e Custom date field for Date Published
e Set up report with data exception to use in alert, i.e. Answer ID > 0O

e Schedule report to send when alert is met

PK - Answer Published Last Week
Answer ID Summary Date Published Score
2506  Configuring transactional surveys in 8.x 0a/02/2007 11
2389  Broadcasting a notification o other staff members 0=/01,/2007 5
2194  Requiring custom fields in 8.x 07 /31/2007 =
2169  Customizing reports and search results used in an 8.x workspace 07/31/2007 7
2158 8.0 login error: The remote server returned an error: (403) forbidden 07,/30/2007 32
—""’!\__
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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
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Answer Visibility Field - Screenshots

—a

Search = Admin visibility field
= ;l {“l‘ E Home  Report Display Data
ilters

4 £ answer ID Summary Product
answers admin_vis 1 Wwho is Bob? Product 1
W
[Select Al 1 Whais Bob? Product 2
; 2 Bob's 100-mile leash Product 1
] Mo 5 Gas milzage Product 1

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

e

Search
= Admin visibility field
Al J \:\L @!‘ F_‘E, Home  Report Display Data
anzwers. admin_viz 1 £ Answer ID | Summary Product
[=elect Al 3 INTERMAL: Answer with Session Data Product 4
W
WIRE TS 10 PowerPoint slides for User Conference Product 5
[ Yes
Mo

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)
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Relationships Between Answers

tailz l- Approval I Froductz/Categones l- Tazksz [0] l- Aftachments l- Avudit LD/ Relationshps l 1)

Siblings Anzwers
\]add - | FEd Prine f2assion x]Remove [ Preview

answet ID | Summary Language Skaktus Azsigned

4 ‘Wer isk Bob?  German Public Hans Schimidt

tanually Related Answers

Answer ID Surmaty

There are no ikems ko show in this view,

Learned Linkz

cuy, Promote _J= Block(Linblock

| PEdt =Print 53 assign [ Previed

Answer [0 Summary

2 Bob's 100-mile leash

5 2as mileage

& Where can Bob go within his 100-mile leash?

}Optin:nns -
Date Updated 10
0g/17f2007 01:03 PM Edit

Sibling Answers
section must be

enabled from
/ workspace

property

Can manually

::;Dptiu:uns -
fctian 1
< -
:}Optiu:uns -
Elocked fction
Mo Edi
Mo Edit
Mo Edit ¥

relate answers
together
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