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Aaron Schubert (aschubert@rightnow.com) NOW.



AGENDA

Feedback Analytics

— The nuts and bolts that comprise a survey

— Database representation of response data

— Objective: Ability to clearly understand and analyze survey results
Personalizing Your Content

— Utilizing content capabilities via the “‘Add HTML Content’ option

— Examples showing dynamic survey content

— Objective: Maximize survey effectiveness by improving customer
experience

» Advanced survey presentation
* Making response information actionable

ldentifying Your Audience

— Exploring the use of segments

— Objective: Learn how to properly identify the survey audience
New Feature Snapshot

— A quick look at the new Feedback features in ‘08

*"’#\-..__

SUMMIT 08



SURVEY ASPECTS

 What comprises a survey???

— Questionnaire

« Each page in the questionnaire is analogous to a document in the
system. The questionnaire can contain survey questions, conditional
sections, merge fields, tracked links, as well as any html content.

— Flow
 The flow describes the business rules that are defined which evaluate
decisions and execute triggered actions. The flow effectively defines the

way a user moves throughout the system.

— Mailing (NA for website link survey)

 Invitation message: Email message delivered to the contact which
contains a link to the survey. Also represented as a document in the

system.
« Audience: Combination of segments and lists create the audience for a

survey.
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LOGGING RESULTS

 How are survey results logged to the database?

— The flow is the key
» Results are stored as question_responses tied to flow_id in the database.

» This makes it possible for any object referencing a flow to log results to
survey questions. Currently, campaigns are the only other object
utilizing flows.

Drata Dictionary

Data Dictionary Customize ~ Fields

-+ || File Attachments (fattach) | @ Flow ID (flow_id)

- ...| Flow Web Pages (flow_web_pages) W Flow XML (flow_xml)
¥ Status (status_id)

| Folders {folders) W Type {type)

peow
I_.

\| Gap Info (gap_info) i

£ Gap Report (gap_report) Data Dictionary
[

| Gap Tree {gap_tree)

|| Help Links (help_links) Data Dictionary Customize Fields

- || Incident Performance (inc_performance)
- i Incidents {incidents)
-] Incidents to Contacts {inc2contacts)

- Lo Sales Territories (sa_l A
- Scheduled Transactio
- || Segments (segments)
- || Session Summary (se:
- SLA Instances (sla_in
Lo | SLA to Answer Acces:
- fa| SLAS (glas)

- Spider Track {spider_
- .| Standard Content (st
- L Stats (stats)

SR urveys (surveys)

-+ || Task Instances (task_
|| Tasks (za_tasks)

- Li| Threads (threads)

-+ o) Time Billed (time_billet
| Tracked Links (tracke:

| Transartions ftransar
|

S

@ Advanced Mode {advanced_mode)

W Allow Anonymous (allow_anonymous)
@ Assigned {assgn_acct_id)

# Completed Surveys (num_completed)

W Contact Rule Visibility (contact_rule_vis)
¥ Created By (created_by)

@ Date Created (created)

W Date Updated (updated)

W Design XML (design_sxmi)

' Disabled (disabled)

# Display Page Mumbers {(page_nums)

& Display Question Numbers {guestion_nums)
W Flow ID (flow_id)

¥ Folder - Description (folder_id.desc)

W Folder (folder_id)
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W HTML Template (template_id)

# Inddent Rule Visibility (incident_rule_wis)

W Interface {interface_id)

# Mailing (mailing_id)

@ Name (name)

# Opportunity Rule Visibility {opportunity_rule_vis)
# Question Mumber Style (question_num_style)
¥ Set Marketing Cookie (set_ma_cookie)

W Started Count (num_started)

W Survey ID {survey_id)

W Type (type)

# Updated By {updated_by)

“ Use Cookie (use_cookie)



ANALYZING THE DATA SET - PART |

.
ot Data Set

e Survey Responses By Contact

lquestion_sessions
b ) flows [
L L3 surveys [F
', question_responses [
7, guestions [
i W) question_choices [#
L3 contacts [

Rightclick on the table to join it to ancther table.

— Added in Nov ‘07
— Smaller data sets

Table
Alias

Guestion Sessions

guestion_sessions

* Question Sessions (question_sessions)

— Session created upon submit of the first page of a survey
— Stores i_id, op_id, chat_id, proof mode

Diata Dictionary

Data Dictionary Figlds

¥ Completed {completed)
W ContactID {c_id)

W Date Created (created)
¥ Document {doc_id)

Customize
.| Profiles {profiles) ~
L] Proof Redpients (proof_redpients) '
_ | Proof Transactions (proof_trans)

[l Proofs (proofs)

[ | Provinces (provinces)

-~ || Purchased Products (purchased_products)
,_. Question Choices (guestion_choices)
,_E Question Responses (question_responses)

- 1| Questions (gquestions)

- | Queue Stats {gueue_stats)
- | Queues {gueues)

- | Quotes {quotes)

W Flow ID (flow_id)

W Incident ID (i_id)

W Mailing (mailing_id)

¥ Opportunity ID {op_id)

~ W Proof Mode {proof_mode)

W Question Session ID (g_session_id)
W Score (score)
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ANALYZING THE DATA SET - PART I

- We obviously join to the
flows table as we know that Tomes e
iS the c key7 ] : qEEg:E:sCEIDiEES Mias  Question_sessions

Rightclick on the table to join it to ancther table.

o If flows are important why 8 oot s
join to surveys? T | I ——

- - - EI able urveys
— The runtime filter selected pivracl

L ) question_choices (¥ Jointo flows

by the use r Wi I I be the name i Join condition :ﬂm\'s.ﬂo.'.'.'_id = suwe*_.fs..ﬂow_.id
Of the Su rvey_ Join Type () Outer  (®) Inner
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ANALYZING THE DATA SET - PART I

. A gquestion_response row is entered for each question
answered. :

st Data Set

— flow _id still rules  [aw=ws=ses &

L (8 flows [V Change join options below.
® Table CGuestion Responses
lquestion_responses _
.| questions (3] Mlias guestion_responses
- &%) question_choices [ Join to question_sessions
w0 contacts (¥ 0 —

Join condition ;question_sessions.q_sessmn_ld = question_responses.q_session_id
Join Type ) Outer (¥ Inner

Liata Dictionary

Data Dictionary Customize Fields
- || Proofs {proofs) | W Choice ID (choice_id)

_ Provinces (provinces) W Date Created (created)
- || Purchased Products {purchased_products) W Flow ID (flow_id)

- .| Question Choices {question_choices) W Question ID (question_id)
— Question Responses (question_responses) W Question Session ID (g_session_id)
- || Question Sessions (question_sessions)
- | Questions (questions)
- | Queue Stats {gueue_stats)
- .| Queues (queues)

. - 1A LT} g 0]
] it (s W Text Answer Value (text_answer)

- | Report Schedules (ac_schedules)

¥ Response Score (score)
W Response SmartSense (ei_resp)
W Segquence {seq)
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ANALYZING THE DATA SET - PART |V

- Why the outer joins to the
guestion_choices and

e 2 flows [F) Change join options below.

contacts tables? el o || e O

%) guestions ® Alias question_choices
— Text type questions do not have choices. ® || ot quesiion_responses

Thls ensures the retrieval Of a” responses. Join condition ;_qlﬂestion_res_pgnses.c:hoice_ld=quest|0n_d10ic:es.d10ice_|d

Jain Type @) Outer ) lnner
— Not all question_sessions have associated
contact id’s (allow anonymous).

Diaka Dickionarsy:

Data Dictionary Customize Figlds
= 1. Proofs {proofs) A | @ Allow Input (@llow_input)
= L Provinces (provinces) ¥ Answer Text (answer_text)
= .| Purchased Products {purchased_products) ¥ Choice ID (choice_id)

s O iestion Choices (question_choices) ¢ Question ID {question_id)

=~ || Question Responses (question_responses)
- || Question Sessions {guestion_sessions)

« || Questions {questions)

- .| Queue Stats (gueue_stats)

« || Queues (gueues)

- .| Quotes {quotes)

- || Report Schedules (ac_schedules)

W Score (score)
W Sequence (seq)
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ANALYZING THE DATA SET - PART V

. Filters:

—surveys.survey id = ‘prompt user’

— question_sessions.proof _mode =1

. By default all canned reports include this
filter so that responses taken in proof and
preview mode are not counted in the
results.

» These proof/preview results are deleted
by agedatabase one week after they are
logged.
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ot Data

lquestion_sessions J0}

Set

e flows [ Right-click on the table to join it to another table.

7, guestion_responses ¥

¢ =) question_choices [#
L0 contacts (B

?) surveys [H Table  Question Sessions

) questions (¥ Alias question_sessions

|Flepu:urt Cutline B ox

= =7 Parameters

: b T variables

. =7 Fiters

: -7 Survey Name

: o ™ Exclude surveys in proof status
- = Output Levels



ANALYZING THE DATA SET - PART VI

« Output Columns:
— Email Address
contacts.email
— Date Created
guestion_sessions.created

— Response

if(length(question_responses.text_answer)>0,
question_responses.text_answer,
guestion_choices.answer_text)

— Name
guestions.name

j Survey Responses By Contact

Survey Responses By Contact

Cross Tab @@

A crosstab report allows you to modify the dimensions of your tabular data. The crosstab report will organize your
output by row and by column. Choose from the available columns to define the row, column and output dimensions.
Available Columns Row Fields
Email Address 1
§
Column Fields
Name 1
(=) §
CQutput Fields
Response 1
=) §
Display output fields I
(*) Above column ficlds
() Below column figlds
[] Perform cross4ab calculations
OK ] [ Cancel

Response
Email Address Service Comments Service Rating
aschubert@rightnow.com Service was supurb. Keep it up! 10 - best
cfrederickson@rightnow. com The agent was very helpful, 9
hard_to_please@rightnow. invalid The agent solved my problem but wasn't as upbeat as [ 7
wolld expect
farily_impacient@rightnow. invalid I was puton hold for at least 15 seconds. [ would appreciate 7

less wait time in the process.

Record Count: 4
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PERSONALIZING YOUR CONTENT

 Maximizing the effectiveness of the survey presentation
— Applying templates
— Split question functionality
— Proper usage of form fields
— Dynamic content
» Conditional sections
» Expanded dynamic content offering available in August ‘08

e Making valuable response information actionable

— Example to illustrate how these concepts work together to provide
valuable information to service agents
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APPLY A TEMPLATE

» Templates are managed via the Content
Library.

* Atemplate can be applied to a survey
from either the survey tasks or the
bottom of the questionnaire.

* Note that the ‘Change’ and “Clear’ links
will appear on the bottom of the
guestionnaire when there is a template
currently applied.

Righthow Survey Templaie

- T T

a1 = Sl D
e P e, e : 2005 8 [Ha# 5%k ==
Poage 1 ’ / x s i AP
3 3 | | e—rs— — e ———
----- RIGHT
i " » \ RéghTanre presides o wlatvgic safufl it ot e wurprror Ao B ivesTs
| [om—— | — INL) IIl. s g BTy kg coady
‘-l BN
-
I
. :
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| | E—
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SPLIT QUESTION/ANSWER FUNCTIONALITY

* From Questionnaire Tab survey questions @ x)
— Add HTML Content — New Survey Queston
— Add Survey Question @ MovieOusator
— Check the “Split Question and é*__jj«zj—";;aulu::te:mm
Answer Tag’ in the dialog )

— Question and answer tags should 2] Waido

show up separately

Split Question and Answer Tag b

DK l [ Cancel

" —
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SPLIT QUESTION/ANSWER EXAMPLE

Summar ﬂuesliumaiBI Froofing [ Results l ® Spl it queStion inSide a table
CEe — HTML editor content display

RN IEEEE
Normal * Times New Roman * 15 b .1.\. ] | B 7 I AZZX

Toolbo:: a
S
HTHL AT Answers for: Favorite Color

‘Q_D Hyperlink

ﬂ Image

— Horizontal Rule
[ Table |
i:::fffé Div

| Field Set

Button

— Runtime representation of the

a2 Hmsh bt Exler: EEkK split question in a table
Fie E3t Wew Favontes Toos  Felo iy -
A (@ o Pwe omem @ 25 = JE B
B hissre-i-J-foes-manad og b esduber tl . cfig/phavenduser fac_erve.oha !Bl =AviE—wr Dl ~ab-Gvile~y)-Ba~sa~hi =2 Sy ﬂ':rﬂ
Coogle (- viagh @ B - Tr socvades Brboted Thoud o s - L

o) Settinge=
What i vour favorite color? ; P - ’ . ’ i
ek Gehich b i Cred Dgreen Oblie O erange O vellow Dodige O Other

Wheee i Walde? AL Bt e
here is Walde MHere [ There [ Everywhers
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FORM FIELDS IN SURVEY CONTENT

e Adding form fields — R
— From questionnaire tab choose to ‘Add 9—,.—|
HTML Content’

— Click “Form Field” from ‘Forms’
toolbox and select appropriate field in
dialog

« Form fields allow the survey organizer g
to collect contact information about
those taking the survey.

A T T T ————

r_ubal

Nireless Py

o |t is also possible to associate
otherwise unrecognized contacts to a
valid contact record (email).

— Useful for website link surveys
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CONDITIONAL SECTIONS

 Adding conditional
sections

From questionnaire tab
choose to ‘Add HTML
Content’

Click ‘Conditional Section’
in the ‘Dynamic Content’
toolbox

« How do conditional
sections work?

Utilize segments to
determine whether
content should be
displayed

Option to include content
if contact is “In” or “Not
In” the defined segment

Examples to come...

Title

Include cortent if the contact is in the following segment

New Segment

=
- Current Customers
- Customers Over 13 Years Old

QK ] [ Cancel
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EXPANDED DYNAMIC CONTENT (AUGUST “08)

« Allowing attributes from question/field tags to pass through into the personalized
content provides an avenue which can be utilized to create content rich survey pages.

e Example use cases include the following:

Populating a (hidden) custom field based on the user’s response to a survey
guestion. Can be done with text or choice type questions.

Hide content until deemed necessary. Content can become visible based on user’s
actions.

Disable a question or form field until a user takes appropriate action that warrants
enabling the field.
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EXPANDED DYNAMIC CONTENT (EXAMPLE)

3 Mareilln Flinefon

Be fd1 few gy Gockewis  Jook  pep

i - | /:I' Ll hitoc)imenes fogbin/aschubser_tmonic. ci/phofenduser idoc_serve. pho?iifad

W Gatmeg Stated [ Latest iscings

o fle [ Vew Hpoy [oweis Tol e
e = - o ?‘ g b g-brechuber ok chile oo o porve gl FLE=0
| Submit |

W St Pt |l Lateah Headnes

=
-

03 Mecriin Firpdoy

Ble Edi Yew Hgloy Bockeadks Tooa  Heo
Phone @ - - = T |1 bl ieran /oo b mctubert_irurs. chgfobe erchunes toe,_serve. oheI08=l
None
Aobal Wireless | L0345 Maim Sireet | Bozemnar
;

WP Gt Gtarted L] Lateat bieacines

T L #‘fl(ﬂ
e &1 m\i

Henw iwiould you Hke to be contaded?
Emall |«

Pliaase enter your emall address:

[ Subemit
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EXPANDED DYNAMIC CONTENT (EXAMPLE)

-
s e e Combining forces

.u:t: :‘ : 4 Smach Pavortes 7 vl Ino- ‘J e 4

] hito maring fog-ten fescruber B L ofig Bhaenduses (ot _serve.cho L =t A

G ® QB - G e B POy Abanr L g — New expanded
-{‘ dynamic content
functionality paired

O Postal Mad

O Do mot contec me o 2\ M ) saurch =S + L x

(3] e ST e with conditional
reaat sections allows for
greater survey

Our records have your manker Bsted as: |405-345-3177 pe rSO n al i Zati O n

Fie E3f Vew Fvordiss =0 g

:u'l: :: il g Bewch Facmites 4]

8] Fitpcmarsa fog-ban achubertl 11, g pPeenduser idos_peree. pfe 1 =Aviir—wind
| Google (G~ Eaagl D) B> 0 Bockrwia B3k

How would you ke 1o be contacted?
% Phone
Email
O Poual Mad

) Do not contact me

Home phone menber

| Subamil
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DYNAMIC CONTENT - ENABLING THE AGENT

« Let agents make a difference

e Place important survey response information directly on the agent

workspace giving them insight to the customer’s last experience with
the company

« (Can set custom contact fields equal to the value of either a choice
or text type survey question

@ os0909-000002

Subject” |
Reference | 080905-000002 Contact™ Aaron Schubert

Status™ | Unresolved % | Organization Name

Assigned | Administration Froduct®
Administrator - b [Mo Value]

Customer Experience I felt like the agent was more concemed with getting me off the phone than actually solving my issue.

Categon™ | o Value]

Messages ]- Details ]- Orgamzation I Contacts I Session (0) ]- Attachments I- Audit Log

[[] Send On Save | £y SmartAssistant { Search Knowledgebase = Standard Text | N~
Add ~
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DYNAMIC CONTENT - ENABLING THE AGENT

How did we do it?

First added the customer experience survey question and custom form field via
‘Add HTML Content’.

— Viewing the source tab shows the following:

<p><rn:question split="False" question_id="11">Service Comments</rn:question></p>
<p><rn:field checkbox="false" required="false" field_id="34" tbl="2">Customer Experience</rn:field></p>

Modify the source to add a hidden div around the form field to hide it from the

user. Also add an ‘onchange’ event to the question which references the field _id
used in the custom form field.

<p><rn:question split="False" onchange=*_main.wf_2_34.value = this.value" question_id="11">Service Comments</rn:question></p>
<div style="display:none;”><p><rn:field checkbox="false" required="false" field_id="34" tbl="2">Customer Experience</rn:field></p></div>

Add the Customer Experience Custom field to the Incident Workspace

@) 080909-000002

Customer Experience | It felt like the agent was more concemed with getting me off the phone than actually solving my issue.

Subject™ |

Feference & | 080505-000002 Contact™ Aaron Schubert

Status”™ | Unresolved % | Organization Name

Assigned | Administration Froduct®
Administrator - v [Mo Value]

Cateaory™

[No Value]

Customer Experience
Customer's previous survey
FESpPONSe CONCErning
customer experience

Caontacts T Session (0) [ Attachments [ Audit Log l
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IDENTIFYING YOUR AUDIENCE

 What is the difference between a segment and a list?
— A list represents a static collection of contacts

— A segment represents a dynamic collection of contacts based
on information stored in the database

» Contacts will enter and leave the segment based on their
Interactions in the system

 How are segments used in the product?
— Conditional sections
— Broadcast surveys (include / exclude)
— Transactional surveys (exclude)

e Examples...
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BROADCAST SURVEY (INCLUDE SEGMENT)

Edit Filter

Name ||

* | want to send a survey to =
everyone who has purchased |
the PhishPhone in the last 6 | == cem oo 700
months.

— Analytics?

Definition I -
Use Data Dictionary

Use Data Dictionary

Contacts table is the root o | el
COperator greater than + | (Use this to compare the Expression with the Yalue)
Value Type (&) Constant () Expression
Valus -6 Morths Exactly
Relative

Edit Dﬂtﬂ. kt 0K ] [ Cancel

G

‘3 purchased_products (¥
-3 sa_products (¥

Right-click on the table to join it to anothertable.

Table Contacts Delete Table
Alias comtacts
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TRANSACTIONAL SURVEY (EXCLUDE SEGEMENT)

@./Submitted a survey in the |...

* I don,t Want to Send a e (e Details, Refresh
Closed inCident SuUu rvey Criteria |_Preview | AuditLog |

Define your segment by selecting the fields you wish to use as criteria from the Data Dictionary. Either drag and drop, or double click on the
criteria. You may combine criteria using the logic operators provided.

to anyone that has i

Data Dictionary

completed one in the - g

- | question_sessions 2
‘contacts ]

I ast We e k - ) All Tables o question_sessions (8] Right-click on the table to join it to another table.

— High volume customers
skewing overall results

— Less likely to fill survey e |
out - avoid over Q| , o0 s
CO m m u n i Cati n g Operator greater than + | (Use this to compare the Expression with the Value)

Value Type (¥ Constant () Expression
Value -1 Weeks Exactly
Relative

OK l [ Cancel
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FEBRUARY °08

e Topic Monitoring
— At its core, topic monitoring utilizes an algorithm which

groups responses into clusters based on their similarity in
terms of the words they contain

* Hierarchical
e Lowest levels contain similar responses

3 topic q

Summary l- Questionnaire I F'rooﬁny/ Resuli= l

Change Results Report

4 Options - Tasks &

- - - & Cluster Responses

Topic Monitoring
EX Reset Clustering

Theme Mame v Responses Average SmartSense | Theme Definition _/? Edit Themes

Praducts 1z P Details 4 Clustering Wizard
phone 9 e Dctails
Agents 3 E;E Details
Cissapointed 3 f,;= Details
Other 3 P Details
service 2 O Details
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MAY "08

e Chat Surveys

— Surveys can be managed
through chat rules.

e Send survey on chat
completion

* Pop survey on chat
completion

e Pop survey when chat
request cancelled

Edit Chat Rule

Editing Rule in State: initial

Rule Name Notes

Tncident Product | £aual w Mobile Phones
[] voicemail Services
1 [] replacement/Repair Coverage
[ Unspecified

Then

Set Variable
m Send Survey when Chat completes

Add Act  Pop-up Survey when Chat completes
Pop-up Survey when Chat Request Canceled

Save Terminate Chat Request

ReQueue Chat requestin

| | Stop Processing Rules
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AUGUST °08

e Survey By Proxy
« Effectively a new channel = === S ——
 Workspace availability .~ = |
» Contact e ——
obaly =

e |ncident
) 'reless
e Opportunity o

How would you rate our service?

« Dynamic Content .

Please provide any additional comments or feedback:

Subme |
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NOVEMBER ’08

Merge Field

* Incident Merge Fields e [ .
* More personalization of = A

#-|3) Contact Fields

outgoing survey invitation =2 nadert e

—.,__"l Base Incident Custom Fields
j Incident custom
m eSS ag eS —.,__"l Custom Incident Fields
_F Severty
=y =t Default Incident Fields
e Resume Survey Capability "5 esgre oo
----- j Category Level 1
e Survey Expiration Date T ey Lo
R (N I j Category Level 4
« Additional Canned Reports O ey v
----- j Date Closed
----- j Date Created
----- j Date Last Updated
..... _F Group
----- j Incident Reference #
----- i Incidert Suhiect b

Default

Format
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