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Session Objective

Learn simple ways to leverage your current investment
In RightNow to enhance the customer experience.

In this session, you will learn about:
— Recent industry trends & analyst research
— How to leverage/enhance RightNow in:
e Pre-Sales
e Post-Sales
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Audience Question

Can you guess what these numbers represent?

68%0

10%

.
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Leading Online Resources SUsed by US Digital Camera and TV
Purchasers Who Researched Purchases before Visiting a Retail
Location*, February-March 2007 (% of respondents)

Search Engines

Manufacturer Websites

Retail Websites 73%

Consumers who search online for televisions and cameras
spend 10% more when making their in-store purchase.

Note: Includes Best Buy, Circuit City, Fry’s, and Target
Source: ChannelForce, Inc. and Yahoo as cited in press release, June 26, 2007
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Top Product Categories Triggering Online Research

.
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Cross-Channel Shopping Will Outpace eCommerce

.
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Audience Question

Does anyone use RightNow to support
pre-sales efforts

.
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Stages of Purchase

We€?

NO11yn1YAd
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Optimizing the Pre-Sales Customer Experience

e Segmented Communications
— Need phase
e Top Product Information
— Research phase
e Interactive Chat
— Research and purchase phases
e Find the Location
— Purchase phase
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Pre-Sales Customer Experiences: Segmented Communications

e Deliver targeted promotions to new
consumer list to influence acquisition Wl Gpacials acudming
rates

— New product/service offerings,
regional store opening, trial offers

Get a 6-month subscription to
This Old House magazine when you buy an
iRobot® Dirt Dog™ Workshop Robot

. Daon't tackle spring cleanup projects alone
. iRobot Dirt Dog is designed specificall
for dirty jobs in hasements, garages

» Leverage knowledge of each
customer to send highly personalized
offers to drive loyalty and revenue

— Coupons, warranty up-sells,
complimentary product offers

This Mother's Day,

» Proactively provide newsletters based
on demographics, purchased

30-day risk-free trial N ’
products, preferences, or other - g Y
criteria L= -\
— ‘How-to’, tips and tricks, related Order now in time

product announcements
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Pre-Sales Customer Experiences: Segmented Communications

e Fast and easy to use:
— Empowers business users
— No IT support needed

e Instantly track response and
campaign effectiveness

e Easily manage the complete cycle

— From planning and design
through to execution and
results

» Flexibility and power in the hands
of your frontline staff

.
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Pre-Sales Customer Experiences: Product Information
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Pre-Sales Customer Experiences: Product Information

 Knowledge Syndication Widget

e Some typical use cases
e Embed sales-related KB answers on an e-commerce product
page outside the support section of the web site (e.g. FAQs,

How Tos, Sys Requirements)
e Embed support-related KB answers on a partner’s support page
— Knowledge content dynamically segmented to display the
answers that are appropriate to the web page context
» Displays standard support answers for a particular product ID
or product category
e Can define additional answer categories appropriate to page
purpose
— Define answer categories like “FAQs”, “How Tos”, “System
Requirements” and display answers appropriate for an e-
commerce scenario
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Pre-Sales Customer Experience: Interactive Chat

e Online Chat and Click-To-Call
— Enhances the customer experience
e Only if you already provide a usable and useful website
— Provides high customer satisfaction rates
e Chat is more immediate that calling
e The majority find it more helpful than calling or visiting
— 85% of researchers used the phone, only 43% found it helpful

— 47% of researches used click-to-call, and 61% were satisfied
— Once chat is tried, customers will use it again

— Delivers incremental results

Source: Forrester Research, Online Chat and Click-to-Call, July 17, 2007
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Pre-Sales Customer Experience: Interactive Chat

.
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Pre-Sales Customer Experience: Interactive Chat

‘zM TBC Prototype - Microsoft Internet Explorer

Client is now HTML — no Java

File Edit Wew Favorites Tools  Help ﬂl"
3\ i 3 [N [ A [y A 2 Ty b - 1 g

Qui O BB G| P o @3- 5 8K B

Address @ httpe /(2 16,136,229, 204/Chatflive_tc.jsp v| Go | Links >

Google !i_C.;v w . Goo @ Ef » % Bookmarksw ShSblocked 5 Check ~ ¥ () Settings~

~—

Chat client now able to
recover from
disconnects (internet
service issues, dialup,

etc.) —

Status: Connected

& army chatagent (Listening)

\ TECHNOLOGIES

Powergdhv%
Chat Dialog

e ETETETE T E

= You Yeah, Saw that earlier. Both my printed docs and that answer reference a printed sheet in
the packaging that | don't appear to have, Do i need to use one of the other codes on the packaging
itzelf, like the MAC address?

= Arny Chatagent: Ok Thanks Tom. Mo - any codes an the packaging itself won?t wark here, P'm
zorry that wou are having this iszue, [fm going to contact our Service department to create a new D
for you, Please hold for a second and | will 2et that lined up for you,

=4 Arny Chatagent: Thanks for waiting Tom. Qur service department will be contacting you shartly

Ability to print the chat dialog

with vour new registration code. Is there amthing else | can help vou with today?

I
@ vou are experiencing connection issues, attempting to reconnect...
@ connection resumed, -
Type your message here, then click Send ar press
—) E Print Chat || ™ Send || #% Hang Up
.@ © Internet

Consumers see approximate
wait time information when in
gueue
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Pre-Sales Customer Experience: Interactive Chat

e Scalability and customer experience

— Supports multiple simultaneous chat sessions

— Callers are automatically reconnected with agent if chat session is dropped
e Fully integrated into the RightNow desktop for agents

— SmartAssistant® presents suggested answers based upon chat content with a single
keystroke

— Send a standard response with a single keystroke - for speed and consistency
— Create an opportunity within a chat session

— Access Offer Advisor™ to view potential up-sell/cross-sell opportunities

— Use one or more visual/audio aids to help manage multiple incidents

— “Push” the session automatically to the agent or allow the agent to “pull” the next
session

— All chat sessions are recorded in the database — regardless if an incident is created
e Reports and trending analysis capabilities
— Monitor trend analysis on key interaction metrics
e # of chat sessions, avg. wait time, avg. duration by agent/group of agents
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Pre-Sales Customer Experience: Interactive Chat

e Examples:
— Plantronics
— Hargray Communications

— Cabela’s

.
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Pre-Sales Customer Experience: Finding a Location

RightNow Locator™

— Where to buy, return, exchange, or repair products

— Configurable search based on proximity, hours of operation,
services offered, products stocked, or other criteria

— Easily supports both customers and agents

e Can be voice-enabled or online chat - HUH???

— Stand-alone or in conjunction with other RightNow solutions

Examples:
— Banksouth

— Cabela’s
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Audience Question

Who uses RightNow for post-sales support

.
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Stages of Purchase

We€?

NO11yn1YAd
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Optimizing the Post-Sales Customer Experience

e The Next Level of Web Self-Service
e Gather Valuable Customer Information

—~Product registration

—Surveys
e Proactive Customer Communications

e Impact Product Development/R&D
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Post-Sales Customer Experiences: Enhanced Web Self-Service

e Simplify and streamline navigation for consumer
— Show multiple categories on a single page
— Leverage product icons

e FAQSs
— Post the most frequently viewed Q&As
— Top X list, Top X listing under categories or RSS Feeds
— Automatically sort through product/model selections

e 3 Customer Examples:
— British Telecom
— TomTom
— Electronic Arts
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Post-Sales Customer Experiences: Enhanced Self-Service

e Proactively Tune Search
— Search results better match customer expectations
— Adapt the site to the customer language
— Present more accurate results

e Two Key Opportunities:
— Aliases List
» Contains common synonyms for verticalized language:
— HD: High Definition, Hard Drive, Harley Davidson, or Home Depot?
- File manager: aliases.txt

— Stop Words
e Specify common words that don’t differentiate results
— Examples: Click, Information, Please, Will
— Make sure you don’t have something you want searchable
» EX. ‘will’ might be an important word on a legal document site
e Administration Console-Service-Knowledge Base Configuration—-Stopwords
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Post-Sales Customer Experiences: Gathering Customer Information

e Product Registration

— Customer
information

— Product details

e Customer Preferences

— Opt-in for additional
information

— Note:
e Opt-out option
e Privacy policy

.
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Post-Sales Customer Experiences: Gathering Customer Information

1 XL100 Feedback
[ J Learn Wh at Custo me rS are [ 5ave + ‘?Spel\ Check 5,5 Praview Srvey (g Survey URL .Infu @)Hep +
th i n ki ng Summary”  Questionnate [ Audience ] Inwitafion Meszage [ Praal Testing [ Delivery I Results I
Page 1 TR —
— Purchase process (s
' - awonemn |
© Retal er expe rience O a scale of 0 to 10, how licely are youto recommend the XL.100 to a fnend o relative? 1 Survey Options
. M‘ nd of Surv
< Online research " e
XL100 Satisfaction ol | ot
- P rOd u Ct feed baC k How safisfied are you with the XL1007 @Pre\limﬁuwey
. . () Delighted —_—
— Closed incident survey O St i
O Meuteal wf Set PageTitle
= (O Dissatisfied F @Add a {uestion
- Eve nt_trlggered Su rvey OVery dissatisfied [ Add HTML Contant
L We b y e m ai I y VO i Ce ¥L100 Satisfaclion Factors
. What 15 the most sigficant factor mhencing the answer you provided about your satisfaction level?
e Segmented & personalized Ot
Design
= Rules route for follow-up action -
. () Help / technical support
< Automated reporting and S [_
¥
dashboards :
urvey Template  [none|
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Closed Incident Survey

.
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Simple to Set Up, Business Rules Routing

.

REACHING NEW HEIGHTS IN CUSTOMER EXPERIENCE SUMMIT 07



Post-Sales Customer Experiences: Proactive Communications

Nokia to Replace Phone Batteries After Overheating Incidents

Finnish mobile handset giant Nokia Corp.
said it would replace a number of
customers' phone batteries, after receiving

NOIKIA reports of around 100 incidents of
BL-5C

overheating from a batch of 46 million.

No serious injuries or property damage

has occurred from the defective batteries,

according to Nokia, but the company said

that the batteries, produced by Japanese

Battery manufacturer Matsushita Electric
W Industrial Co., had overheated and caused
short-circuiting on certain phones.

Matsushita, which manufactures hundreds
of different electronics goods under the
Panasonic brand, made 46 million of the
BL-5C batteries for Nokia between

December 2005 and November 2006.

/’/M
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Post-Sales Customer Experiences: Proactive Communications

e Fast and easy to use:
— Empowers business users
— No IT support needed

e Instantly track response and
campaign effectiveness

e Easily manage the complete cycle

— From planning and design
through to execution and
results

» Flexibility and power in the hands
of your frontline staff

.
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=T V7 YL . Consumer Service
M Rapid Alert System (RAS)
024000 Wet Tile Saw Time Line

Business rules
forward incidents to:

11:50 AN
— Product managers el e e W
Please help us get profile wheels or
5 fimansions and we will make it werk for all of them.
— Manufacturing f2:11PM
Team discusses oplions,
te ams Pete C. calls end user for

more feadback.

— Marketing & Sales tarm

Frank sands out an email o his team.
Is this profila whael thicker tham usual?

PrOCeSS uncove red Pretty good comments from this eser.
11:43AM

defect in $.30 part Frank Mamarino, eft Whihead &

Pate Chalkowsky receives incident
11:42AM
H H Larry creates incident
- R ap | d Iy fl Xe d Incident is Immadiataly
forwarded fo D24800
- p:mnﬂ Team. Gomments on Rapid Alert System

— Minimi Zed returns 398N - from Frank Mannaring:

Larry Wagner answers call 2l
Customer - °.....would like tosee a = 2 It has given us immediate insight from users as

wider guard io accepl profile wheels." iRy Ray i yrafast

'.3-':-." I has allowed us to make necessary adjustmenls
:JI|I'| our ramp-up to better safisfy the user on the
& 58W.

................. 1 am a big fan of the system.
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Pre-Sales & Post-Sales: Roadmap for Success

e Take the simple steps:
— Tune your web self-service experience
— Start gather more valuable customer information

— Act on the information you receive from existing customers

e Start planning how to leverage existing infrastructure into the pre-
sales cycle:

— Present context-sensitive, dynamic product
— Test and deploy interactive chat
— Initiate communications and promotions

— Offer to help find the closest store/dealer/repair center

e, o
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Additional Resources

RightNow Community: http://forum.rightnow.com/
Product and Vertical forums

RightNow Resource Page: http://www.rightnow.com/resource/
White papers & product tours

Join us at these events:
SOCAP Oct 7 — 10
Visit: www.rightnow.com/events for details

At the Summit
Marketing Automation Best Practices: Wed 11:00 — 12:15

RightNow Feedback: Wed 3:15 — 4:30
RightNow Service: Wed 5:00 — 6:15
Search Tuning: find Doug Warner

Contact me: Susan.Meriwether@rightnow.com
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Thank you for your time. Questions?



