
RightNow Service Tune-Ups

Making your life better, one change at a time



Agenda

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



Getting People to RightNow

• How do I modify my website so that people find help?

• Consistency is bliss

• “FAQ” is stale

• Fast is fantastic

• Who is your audience?

• Next -> Effective RightNow End User Pages



Effective End User Pages of RightNow

• Less is more…….

• 1. Short Summary lines

• 2. Very few dropdowns

• 3. Fewer choices is better

• 4. 12-15 Answers per page

• 5. Don’t make me scroll

• 6. Keep me here- relevant/current content

• 7. Make sure I come back – Add more, solve my issue, publish it!

• Next  -> Example Mania!



Getting people there: Examples

• Here are the sites we will look at as examples today:

• The Good

– http://www.eharmony.com

– http://www.bigfishgames.com

- http://www.planar.com

• The Bad and the Ugly

– http://www.oakley.com

- http://www.kenwoodusa.com

- http://www.sportrack.com

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

• http://iaq.custhelp.com

• http://olt.custhelp.com

• http://explorica.custhelp.com

• Next ->  Admin, Service Summary

http://iaq.custhelp.com/
http://olt.custhelp.com/
http://explorica.custhelp.com/


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

• 1. Keywords Box when editing Answers

– Use it sparingly

– Only for words not already in the Answer

– Rare cases you can add duplicates

• 2. Weighting System

– Keywords vs. Summary vs. Question vs. Answer vs. Prod/Cat

• 3. AR_AUTO_ENABLE

– RNT Common Configuration Settings

• 4. Solved Count of Zero

– Are these cluttering up your KB?

• 5. When is it too much?

– How many Answers do I need?
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