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RightNow Salesnet
Phased Approach



Salesnet Phased Approach

The Salesnet application is still available and each customer will decide when 
to upgrade to a new version of the sales application.

•Phase 1 – COMPLETED – End of Summer 2006

•Integration between RightNow Salesnet and RightNow Service

•Allows service incidents to be viewable in RightNow Salesnet and Deals 
to be viewable in RightNow Service

•Phase 2  – COMPLETED - Summer 2007

•A migration path to easily upgrade customers from RightNow Salesnet 
to RightNow CRM 8.x

•Phase 3 – Throughout 2008*

•Best Features of RightNow Salesnet functionality will be available in 
RightNow CRM application



Common questions and answers

Q:  Do Salesnet customers have to migrate?  Is there a date they must migrate by?

A:  The Salesnet customer will decide if/when to migrate.

Q:  Is Salesnet going away?

A:  There is not a plan at this time to discontinue the RightNow Salesnet application.

Q:  Are there any enhancements planned for Salesnet?

A:  Only bug fixes and Vista support are planned at this time.  We will concentrate on adding 
the best features of Salesnet PLUS additional requested features into RightNow CRM.  

Q:  What are the best features of Salesnet?

A:  A few of the identified features include:

– Workflow Driven UI 

– Field types

– Security 

– Data Management (Data Import & Merge/Purge)

Q:  How much is it going to cost me to migrate to RightNow CRM?

A:  We have a comprehensive package which includes licensing, the migration and services 
that your account manager will be able to communicate it to you.



Overview 

RightNow Salesnet to RightNow 8.x
Migration



Overview

• Salesnet-to-RightNow Migration allows customers to migrate from 
the Salesnet platform to a NEW RightNow 8.x site.

• Data from Salesnet will be migrated in an automated fashion.

• Some data will be transformed during the migration.

• Not all data will be migrated.

• Customers must make some “migration choices” prior to the 
migration date, which will help drive the actual migration.

• Additional configuration of RightNow application will be required 
after data is migrated.

• A "test" migration and validation can be performed before making
the final switch.

• The migration does not affect the customer’s Salesnet data.  

• Goal is for the customer to discontinue use of Salesnet application 
and begin use of RightNow application.



Data Migration – What IS and IS NOT Migrated



What IS Migrated to RightNow

File AttachmentsAttached Documents

Note RecordsMulti-Note Records

Task Instance RecordsAppointment Records

Task Instance RecordsTask Records

Org/Cont/Oppty Records*Lead Records (Optional)

Opportunity Records
- Opportunity Notes*

Deal Records
- Completed Deal Step History

Contact RecordsContact Records

Organization RecordsAccount Records

Sales Strategies
-Stages

-Stage Tasks

Sales Processes & Lead Stage Sets
-Process Steps

-Step Auto-Tasks

Account Profiles*Privilege Profiles

Staff AccountsUsers

Staff Acct Folders, Account HierarchyCompany Position Chart

Custom Fields*Custom Fields

RightNowSalesnet

* Affected by migration choices



What IS NOT Migrated to RightNow

Salesnet elements which will not be migrated:
• Lead Queues
• Campaigns
• Subtotal Report Definitions
• Subtotal Report Snapshots
• Dashboard Definitions (Charts and Lists)
• Dashboard Chart Snapshots
• Record Relationships (Acct-Acct, Cont-Cont, Deal-Deal)
• All Screen Layouts 
• All Listing Layouts
• User Teams
• Custom fields of type “Integration Link”
• Recurring Appointment Records
• Private Task and Appointment Records
• Document Library Files
• Record & Field-Level Access Grants
• Integrations using Salesnet’s XML Web Services



Capabilities not in RightNow CRM… YET!!

• Process builder / Result-driven layouts

• Additional field types- RightNow CRM does not support multi-
select picklists, calculated fields, loose picklists and currency 
custom fields…

• Record-level/field-level data access – Data is secure by a 
profile/role model in RightNow CRM.

• Data Import – Only has built-in contact import tool.  
Professional Services or use of RN Connect is needed for 
account (organizations) and deal (opportunities) imports.

• Lead queues/ separate “lead” object – Leads are deals 
(opportunities) in an early stage in RightNow CRM, not a 
separate data object.



New Capabilities Available ONLY in 
RightNow CRM

RightNow CRM is packed with 
capabilities not available in RightNow 
Salesnet…



New Capabilities ONLY in RightNow CRM

The following capabilities are currently available in RightNow 
CRM that are not available in RightNow Salesnet:

• Intuitive user interface
• More powerful analytics and dashboards
• Integrated CRM with additional modules that compliment Sales:

– Service- Incident Management
– Web Self-Service/Knowledgebase
– Marketing
– Feedback/Surveys 

• Support for 21 languages
• Alerts via Rules or Scheduled Reports
• Audit logs
• Quotes/quota management
• Plus more….



Intuitive User Interface

• Easy to use
– Maximize user adoption with role-based 

profiles (Sales, Service, Marketing, 
Executive, Manager, Rep)

– UI modeled after Microsoft Outlook for 
familiar look-and-feel

• Drive productivity with in-context 
analytics

– Critical knowledge integrated into 
screens and processes

• Tailor to specific needs with drag-and-
drop screen layout customization

– Fields
– Tabs
– Integrations
– Toolbars
– Analytics
– Tasks



RightNow Analytics

• Inline and contextual
• Report design center

– Drag-and-drop report 
creation

– Real-time preview 
– Colors and logos

• Customizable dashboards, 
reports, and homepages

• Powerful charts
• Editable filters
• Run-time rollups
• Scheduled reports
• Historical trending



Additional Modules Compliment Sales

Feedback/SurveysMarketing

Customer ServiceWeb Self-Service



Complete Language Support in Every Release

Wide breadth of language support with 21 native languages 
and dialects supported

1. English -- North American
2. English – European
3. English – Australian
4. French – European
5. French -- Canadian 
6. German 
7. Dutch 
8. Spanish 
9. Brazilian Portuguese 
10. Finnish 
11. Italian 
12. Swedish 
13. Norwegian 
14. Danish
15. Czech 
16. Polish 
17. Japanese

18. Simplified Chinese -- Mainland China
19. Traditional Chinese -- Hong Kong 

(Cantonese)
20. Traditional Chinese -- Taiwan 

(Mandarin)
21. Korean



Alerts via Rules or Scheduled ReportsAlerts via Rules

• If-Then-Else rules enable the 
ability to escalate and send alerts.

– Email Opportunity Information

– Send Escalation Notification

– Send Marketing Email

– Send Transactional Survey

• Scheduled reports/dashboards

– Choose to, subject, comment, 
reoccurrence and even filters for 
the emailed report.

– Use of data exception allows a 
report to be emailed when 
certain criteria is met.

Alerts via Rules or Scheduled Reports



Audit Logs

• Tracking of who edits, when and what action took place.

• Audit Logs are available on:

• Contacts

• Organizations (Accounts)

• Opportunities (Deals) 

• Tasks

• For Service and Marketing sections



Quotes and Quota Management

Contract, Quote, and Proposal 
Generation
– Create accurate, 

customer-ready contracts, 
quotes and proposals

– Pricing templates save 
valuable time

– Send as PDF

Set Quotas by Sales Periods 
– Flexible quota goal setting
– Track quota status



Additional Features:

• Permanently disabling Staff 
Accounts (users do not need to 
be deleted to not count towards 
licenses)

• Spell check (administrator sets 
on workspace which fields are 
spell checked)

• Bulk editing of records (no wizard 
needed to mass-change a group 
of records - change only field 
values available on the Multi-Edit 
workspace defined by the 
administrator)



Migration Choices

Pre-Migration Preparation



Migration Choices

• Built-In Fields to Custom Field Migration

• Certain Salesnet built-in fields do not have an equivalent built-in field in RightNow. 
Customers can choose which fields to migrate into custom fields or not migrate at all.

• Custom Field Migration

• There are several differences between Salesnet custom fields and RightNow custom 
fields. Customers must decide how they want the migration to handle these 
differences.

• Users not part of a Privilege Profile

• Users in Salesnet do not have to be assigned a profile, while RightNow requires each 
user (staff account) to be assigned a profile. This section allows customers to handle 
any unassigned users.

• Lead Record Migration

• Customers must choose whether or not to migrate Lead records. If they want them 
migrated, several options must be chosen prior to migration.

• Country Field Mapping

• Country information is stored as free-text in Salesnet but as strict Country Codes in 
RNT. Customers must map free-text entries to specific Country codes.

• Date Format in Notes

• During migration, some notes, such as Deal Step notes will become part of text 
notes. Customers must choose the format they want dates to appear in these notes.



Migration Choices

• Built-In Fields to Custom Field Migration

• Certain Salesnet built-in fields do not have an equivalent built-in field in RightNow. 
Customers can choose which fields to migrate into custom fields or not migrate at all.



Migration Choices

• Custom Field Migration

• There are several differences between Salesnet custom fields and RightNow custom 
fields. Customers must decide how they want the migration to handle these 
differences.



Migration Choices

• Users not part of a Privilege Profile

• Users in Salesnet do not have to be assigned a profile, while RightNow requires each 
user (staff account) to be assigned a profile. This section allows customers to handle 
any unassigned users.



Migration Choices

• Lead Record Migration

• Customers must choose whether or not to migrate Lead records. If they want them 
migrated, several options must be chosen prior to migration.



Migration Choices

• Country Field Mapping

• Country information is stored as free-text in Salesnet but as strict Country Codes in 
RNT. Customers must map free-text entries to specific Country codes.



Migration Choices

• Date Format in Notes

• During migration, some notes, such as Deal Step notes will become part of text 
notes. Customers must choose the format they want dates to appear in these notes.



Migration Status



Migration Status

• Red – Customer has not completed all of the pre-migration work required to 
migrate their data.



Migration Status

• Yellow – Customer has completed all of the pre-migration work required to 
migrate their data but additional choices may result in a cleaner migration.



Migration Status

• Green – Customer has completed all of the pre-migration work required to 
migrate their data as cleanly as possible.



The Migration & Afterwards



Migration

• Once all migration choices have been made, the Salesnet-to-
RightNow Data Migration will be scheduled for a customer.

• Migrations will be scheduled to take place at off peak times (Friday, 
Saturday, Sunday)

• Data will be migrated from Salesnet and into a RightNow database 
and file system.

• The data files are transferred securely between the Salesnet hosting 
center to the RightNow hosting center.

• The RightNow HMS team will deploy a new instance of RightNow for 
the customer using the migrated data.

• The customer will be notified that the RightNow instance has been 
created and will be provided log in information to examine the 
migration.

• The migrated customer will work with RNT Professional Services to 
configure the new RightNow Sales module prior to going live with 
employees.



After the Migration

Important reminders to the customer, after the data-migration:
• Verify your staff accounts manager hierarchy 

• Verify your countries and states/provinces 

• Edit your Currencies (symbol, decimal-char, grouping-char)

• Enter your Exchange Rates (if more than one currency)

• Review the task interval for each task within each stage of each strategy

• Menu-items were truncated to 40 chars (may want to review BEFORE migrating)

• Names of your Organizations (Accounts) have been truncated from 100 to 80

• Names of your Tasks/Appts have been truncated from 60 to 40

• Dates and datetimes don’t have a default value

Use the migration as a good chance to 
clean up the data BEFORE migrating over.



Questions?


