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RightNow Service Tune-Ups

Making your life better, one change at a time



1. What is a tune-up?

2. Getting people to RightNow
3. Effective RightNow End User pages
4. The best 5 things you could ever learn
a. Service Summary
b. Keyword Searches
b. Aliases.txt
c. Exclude_ answers.txt
d

KB Management
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Getting People to RightNow

e How do I modify my website so that people find help?
e Consistency is bliss

e “FAQ” is stale

e Fast is fantastic

e Who is your audience?

e Next -> Effective RightNow End User Pages
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Effective End User Pages of RightNow

e Lessis more.......

. Short Summary lines

. Very few dropdowns

. Fewer choices is better

. 12-15 Answers per page
. Don’t make me scroll

. Keep me here- relevant/current content

o
N O O~ WON P

. Make sure | come back — Add more, solve my issue, publish it!

e Next -> Example Mania!
/\
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Getting people there: Examples

e Here are the sites we will look at as examples today:
e The Good

— http://www.eharmony.com

— http://www.bigfishgames.com

- http://www.planar.com

e The Bad and the Ugly

— http://www.oakley.com

- http://www.kenwoodusa.com

- http://www.sportrack.com
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http://www.eharmony.com/
http://www.bigfishgames.com/
http://www.planar.com/
http://www.oakley.com/
http://www.kenwoodusa.com/
http://www.sportrack.com/

Good End User Examples

e http://iag.custhelp.com

e http://olt.custhelp.com

e http://explorica.custhelp.com

e Next -> Admin, Service Summary
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http://iaq.custhelp.com/
http://olt.custhelp.com/
http://explorica.custhelp.com/

Service Summary Example 1- How to Get There

Mew View Go Preferences Admin Community  Help

Analytics « || 4] Reports Explorer =X
Explorers % |17 New Dashboard 1) Mew Report | 7 Edit L1y @Hep
! i 0 Back - i) 3 up | \_kad ||" Folders || .- Choose Details. . |.;“' Refresh
@& Styles
Q’) Chart Styles Address |"-.Pul:-|i-: Reports'.ServiceSite RepartshService Summary | B Go
\;EI') ?olor Schemes = || Folders X ¢ Name Created |pdated Imitial Rur | Auto Refresh
At [ = £ Public Repors )| [’ Servics Summary 02/01/2007 1200 AM  02/01/2007 1200 AM No No
A | Text Figlds | A —
. [ [2) Common
Analytics ltems sl | - [ Custom Reports
e - () Default Rightrow
B [#[5) Feedback
=+ C3) Service
Customize List... [+ [T Agent Reports
U recentiems P ljf) Customer Satisfaction
- |2 Email Feports
& [ Incident Reports
: I=) Knowledge Base Repors
[+ [ Other Repors
- |3 Gueue Reports
Fy -~ [T Search Reports - Service

|| Quick Search

_________ -7 Service Level Reports

.:; ﬁ = li] Site Reports
Home L3 Admin Answers Accessed
@ Analytics

() Answer Notifications
-
Tasks

[E3) Answers Viewed
:B Communication Center

[5) Keyword Search

[C3) Operations Dashboard
a
[C3) Session Tracking

----- e |[3) Site Efectivensss

82 contacts - |2 SLA Reports
f;‘) T - [T Views - Service
fraglOnEntzatons --[[3) Upgraded Service Views » Answer Console
--[7) Upgraded Service Views > End-user > Answer
gk e AT=mer --|3) Upgraded Service Views » End-user > Cluestion
IS = = bt
Qﬂ e - 3 Upgraded Service Views Sup|.:.l.:rt| Consol; b

- Reports Explorer -
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Service Summary Example 1

2007/08/15

2007/08/16

2007/08/17

2007/08/18

2007/08/19

2007/08/20

= LEINCNES

I
0

I I
1,500 3,000

(Month Day Year) +  Searches

4,500
Answers Viewed

Sessions Hits

Web Questions

Email Assists

2007 /08,14 19965 1513 1080 5244 22 1
2007 /08,15 1774 1303 o014 4433 29 3
2007 /08/16 1778 1406 1101 4339 43 10
2007 /08/17 1566 1114 877 3895 28

2007 ,/08/18 453 306 199 1075

2007 /08/19 S09 245 235 1154

2007 /08,20 1744 1452 1014 4479 20 2
Total 0835 74309 5420 25119 190 17

Record Count: 7
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Service Summary Example 2

i 2,500 5,000 7500 0 SN 1,00 1,500
Self Help Summary
2007/08/14 B Answers Viewed
W Searches
2007/08/15
2007/08/16
2007/08/17
2007/08/18
2007/08/19
2007/08/20
T T T
i B0 1,600 2,400
Date Searches Answers Viewed Sessions Hits Web Questions Email Assists
2007/08/14 B43 1130 1806 4351 348 g44
2007/08/15 740 1025 1509 3557 274 839
2007/08/16 662 953 1518 3587 284 B854
2007/08/17 coo 869 1403 3182 270 770
2007/08/18 368 511 788 2029 177 456
2007/08/19 402 50 B88 2332 184 436
2007/08/20 758 1023 1764 4069 339 BG4
Total 4373 6161 9676 23107 1876 5069
Record Count: 7
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Keyword Searches Report Example 1

Reports Explorer = X

‘D Mew Dashboard ‘D Mew Report @Edit EDCDpy ! ﬁOpen QHEID

Q) Back - &3 Farws Hup |G Find ||tL‘ Folders ||v Choose Details... | g Refresh

Address |"-.Pub|ic: Reports'Service\Site Reports'Keyword Search ~ | EJ Go
Folders x 4 Mame Created Updated Initial Run | Auto Refresh
= fD Public Reports A|||Z8 Keyword Search  02/01/2007 12:00 AM  02/01/2007 12:00 AM  No Mo

- IC3) Common 3

- |23 Custom Reports

- |5 Default Rightnow

[ I5) Feedback

=15 Service

[F+C5) Agent Reports

- [[2) Customer Satisfaction

- |3 Email Feports

EI[EJ Incident Reports

i~ [0 Knowledge Base Reports
[# [T Other Reports

- [ Gusus Reports

- [5) Search Reports - Service
- [C3) Service Level Reports
= [EJ Site Reports
i (53 Admin Answers Accessed i
(£ Answer Motffications

(3 Answers Viewed

Y epword Scarch

(L3 Operations Dashboard

[ Service Summary

(£33 Session Tracking

-3 Site Effectivensss

EJ SLA Reports

&+ [C3) Views - Service

- |3 Upgraded Service Views = Answer Consols

- |23 Uporaded Service Views = End-user » Answers
- |53 Upgraded Service Views = End-user > Questions
D I3 Upgraded Service Views = Support = Console
----- IC3) Upgraded Service Views > Support > Search Answers bt

@ Reports Explorer ,:'—(jSer-viee-Summar—v-
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Keyword Searches Default Search

Ay

Keyword Searches

Phrase Stem

Phrase Stem Search Count Answers
CAMCEL 1086 28
PAREMT 633 75
BOMLUS 467 54
PASSWVWORD 445 45
CAMCEL SUBSCRIPT 325 31
RETURM 308 33
CAMNCEL MEMBERSHIP 289 259
CAMNCEL ACCOUNT 273 78
BOMUS CATALOG 171 103
PAYMEMT 153 35
SHIP 144 23
CHAMG ADDRESS 118 g2
ADDRESS 112 38
PHOME MUMBER. 111 42
TEACHER 110 B3
CATALDG 110 73
CHAMG SCHOOL 102 123
CATALOG CODE Q3 81
MNUMBER. 82 32
HOMESCHDOL 74 3
CHECK STATUS ¥3 82
ACCOUNT 68 56
BOMUS BAMEK 67 57
RED APPL b6 g OV
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Keyword Searches-Getting the Zeros at the top

MY Search x
B | |
Filters I |

ﬁ Interface Source

[Select Al [Select All)
f End-user Standard Search
i O [0 End-user Extemal Document Search
(Y [] Answer Search from Incidert Editor
o [l End-user Browse Search
£ [ Incident Search from Incident Editor
[ Date Hange

07/ 22,2007 12:00 AM E]l to |EE.-"21.-"EEE?12:33_-‘4_&1 EH
Iif ] Relstive [] Relative
= J
i ..
G Limit and Order I
7] Limit to roWS

Orderby  Search Court-Desc, Answers-fac

>
Search ] [ Cancel
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Keyword Searches- Change the Sort Options

Sort @ x
Sort items by I
{(®) fescending
| Answers w |
(") Descending
o
Then by I
() Ascending
|5earch Count b |
{*) Descending
y
Then by I
B {(#) Ascending
(none) V|
() Descending
I J
[ J
s Ascending
| Descending
o
Clear Al oK || cancsl
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Keyword Searches — Zeros at the top!

Keyword Searches

Phrase Stem

Phrase Stem Search Count Answers
MISPRINT 13
REFERR 12
ALEXAND TERRIEL 11
DUST JACKET 11
F00487911-082

VWHOLESAL

COMPLAINT

VWEBPAG

TOUR

301712527-604
RIVERAZ0305@HATMAIL.COM
HOMOMNYM

CACEL

ROWL

PREORDER

£09408315-082

CALEMDAR
YOGAALEJANDROMALDOMADO
BULK

FOSTER

TYPO

BIND

TELECQM

0333323624

(=]

[ S s R s N s Y S s N s Y s Y s Y s S s Y s S s Y s Y s N s [ s s Y s N s Y N s Y s |

s T 2 O 1 I [y [y R I Iy I O O [ e I I B '
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Aliases.txt

“iew Go Preferences Community Help

Common «“ Home = X
= - = _
= E'._Tas'ff o ~|| welcome to RightNow Administration rntaccess!
% View Sctive Management and Configuration allows you to configure, administer, and manage your RighthNow suite of applications.
B Edit Task Rules Use the navigation panel on the left to access tools within each area.
Rule Log
= [53) Custom Fields The links below provide guick access to the mast commaon administrative tasks.
[igh Staff Account Cusltom Fie Manage Staff
Contact Custom Fields Add a New Staff Profile
Organization Custom Fieh Manage User Accounts
Sale Products Custom Fie .
Task Custom Ficlds Customize the User Interface
= Systern Corfiqurati Define a customn Report
E'r-} g:ﬂinoslgu o Compose a custom Dashboard
o = Design a custom Workspace
Wizard Define a Navigation Set
Message Bases
Manage System Data
Ermor Log Extend business records with a Custom Field
Interfaces Upload Contacts from an external data source
= (L3 Communication Configuration View the system error log
Lo Distribution Lists Configure System Processes
[ Messages - Manage system configuration settings
& [ Database Administration Configure Business Rules for Contacts
Convert Menu Custom Fi Configure Business Rules for Organizations
Convert Yes/Mo Custom Configure Business Rules for Incidents
Feedback 4.4.1 Migratiar Configure Business Rules for Opportunities

=0 E_:onta-:t Uplozd . 8 [] Do not show this screen on startup
Contact Upload Wizard

Contact Upload Template
Contact Upload History &

~|Home .

/\
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Aliases.txt Getting There

crestron - Administration Console

View Go  Preferences Community Help

File Manager

Available Interfaces

3T R+ ] enduser files

enduser files

(8111 - enduser backup
Name - enduser default

’ mail files
(3 cd - mail backup
B access _ mail default
@. acct_lojcss files
By acct_lo| - css hackup
@. acct nd - css default

image files
(@ scct_ns - image backup

B acct pg image default

B acct_vdjavascript files

By adv_se| - javascript backup
By answe( - javascript default

P3P Files
B answel™ T oo Backup

By askph| _ P3P Default

B 3sk_SUWAP Files

By cleans{ - WAP Backup
@ clear_d_- WAP Default

By cls_ad

B ds_al - wordlist backup
BS_80 _ordlist default

B cis_se dictionary files
By commq - dictionary backup
= | -dictionary default

Log File
Upload Additional root certificates
Commen|intermediate certificates

»

Configuration Message Bases File Manager

07M6/2007 11:04 AM
032212007 11:57 AM
03/22/2007 11:57 AM
03/22/2007 11:57 AM
03/22/2007 11:57 AM
03/22/2007 11:57 AM
0312212007 11:57 AM
03/2212007 11:57 AM
03/22/2007 11:57 AM
0312212007 11:57 AM
03222007 11:57 AM
032212007 11:57 AM
0312212007 11:57 AM
0312212007 11:57 AM
03/22/2007 11:57 AM
03/22/2007 11:57 AM
0312212007 11:57 AM
03/22/2007 11:57 AM
03/22/2007 11:57 AM

rowse...

EREEREEREEREEREERE

e )

B

1

[ [ [ [ [ ] [

]

[

b2

1

Bl

changes to files.

Mote: Any comments will be used for logging purposes only and can be useful for tracking the history of

Haorme | File Manager . A
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Aliases.txt

File Manager

Configuration lMessage Bases File Manager

Switch to ERlES1ES v

Name _|Sie [Modiied ___|Action |
8, aliases b 201b  01/27/2006 02:20 P Y
8, blacklisttd 1006 01/27/2006 02:20 P Y
B, exclude_answers td 777h  08M5I2007 03:05 A Bl
B, exclude_incidents td 412k 03M5/2007 03:05 AN Bl
B, smartsense.td 738b  06M0/2003 0436 PN B
B, thesaurus bt 984.39k  07/302007 11:22 AW Y

Available Interfaces

Upload | |( Browse.. ] | Go
Comment|

Mote: Any comments will be used for logging purposes only and can ke useful for tracking the history of
changes to files.

-H.DI-'FIEI-- File Manager - f
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Aliases.txt

Configuration lMessage Bases File Manager

LA e R0 ] wordlist files v

wl/en_U S/aliases.ixt

Ensure that you have a backup copy of this file before you edit.

#This file ccontains synonyms for custocmized searching that links terms specific to your industry to
#Format: Each word and its aliases must be upper case and comma-delimited. Each entry nmust be separa
FNTI,RIGHINOW

DELIVEY, DELIVERY

ADM, AUTOMATED DELIVERY MRNAGER

JOB, EMELOYMENT

CAREEE, EMFLOYMENT

HUMAN , EMFLOYMENT

| £

£ |

Upload | \[ Browse.. ]| Go
Comment |

Mote: Any comments will be used for logaing purpases anly and can be useful for tracking the history of
changes to files.

|

A
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Exclude answers.txt

File Manager =l

5 Configuration llessage Bases File Manager
Available Interfaces 3 .
Switch to Ellsli=aill=E b

Name  [size [Modiied __[Action |
[, aliases.td 201b  01/27/2008 03:39 P11 B
[, blacklisttd 1900 01/27/2006 03:39 P11 By
[, exclude_answers.td 777h 08M5/2007 03:05 A B
B, exclude_incidents.td 412k 08M5/2007 03:05 AN B
@, smarsense td 738 06M0/2003 04:36 P EpY
[, thesaurus.td 984,39k  07/30/2007 11:22 A0

(£ (] P P s

Upload | | Browse.. ]| Go
Comment

Mote: Any comments will be used for legging purposes only and can be useful for tracking the history of
changes to files.

Home |File Manager - ’

A

REACHING NEW HEIGHTS IN CUSTOMER EXPERIENCE SUMMIT 07



Exclude answers.txt

Configuration lMessage Bases File Manager

Switch to BN EilEE w

wllen_US/exclude_answers.txt

Ensure that you have a backup copy of this file before you edit.
ALL
A
END
ANY
ARE
]

AT

BE

BY
CaN
CLICK

DO
=

FOR

FROM

HAVE

HOW

IF

IN

INFORMATICH

15

TT

< I

Upload | |[ Browse... ] Go
Comment|

Mote: Any comments will be used for logging purposes only and can be useful for tracking the history of
changes to files.

|
|

A
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Exclude answers.txt- At the Bottom

Configuration llessage Bases File Manager

Switch to ERpIESIEE I

rau
TOUR

[

# Following are suggested cheanges to the stopword list giwven abowe
# Changes can alsc be made from the Management and Configuretion page

# Below are words that should improve search recall if remowved from the

# stopword list. To do 3o, insert the comment character "4' before the word in
# the stopword list above.

##- WE

# Below are words that should improwve search speed if added to the
# stopword list. To do so, delete the characters "##+ " before the word
# 1in the list below.

##+ USING

#s#+ HERE

##+ HRS

##+ THEN

##+ DCES

##+ NEW

##+ THEEE

##+ RL3D

##+ CONLY

##+ WHICH

| £

£ |

Upload | [ Browse.. || Go
Comment|

Mote: Any comments will be used for logging purposes cnly and can be useful for tracking the history of
changes to files.

| e

/\
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KB Management Tips

e 1. Keywords Box when editing Answers

— Use it sparingly

— Only for words not already in the Answer

— Rare cases you can add duplicates
e 2. Weighting System

— Keywords vs. Summary vs. Question vs. Answer vs. Prod/Cat
e 3. AR_AUTO_ ENABLE

— RNT Common Configuration Settings

4. Solved Count of Zero

— Are these cluttering up your KB?
e 5. When is it too much?

— How many Answers do | need?

/\

REACHING NEW HEIGHTS IN CUSTOMER EXPERIENCE SUMMIT 07



	Agenda
	Getting People to RightNow
	Effective End User Pages of RightNow
	Getting people there: Examples
	Good End User Examples
	Service Summary Example 1- How to Get There
	Service Summary Example 1
	Service Summary Example 2
	Keyword Searches Report Example 1
	Keyword Searches Default Search
	Keyword Searches-Getting the Zeros at the top 
	Keyword Searches- Change the Sort Options
	Keyword Searches – Zeros at the top!
	Aliases.txt
	Aliases.txt Getting There
	Aliases.txt
	Aliases.txt
	Exclude_answers.txt
	Exclude_answers.txt
	Exclude_answers.txt- At the Bottom
	KB Management Tips

