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• Case Study: New Zealand Post
• Roadmap Sneak Peak 
• Questions



THE RIGHTNOW SALES SOLUTION

Deliver superior customer 
experiences by providing…

• Consistent processes and 
embedded best practice 
methodologies 

• Complete customer view across 
sales, service, marketing

• Responsive lead management 
to ensure timely follow-up



THE RIGHTNOW SALES SOLUTION

TargetProspect Qualify Prove

• Customer Segmentation

• Lead Management

• Telesales

• Prospecting

TransitionNegotiate Close

• Contact, Account and Task Management
• Opportunity, Pipeline & Forecasting 

Management
• Quotes, Proposals & Contracts
• Sales Methodologies

Grow Analyze

RightNow embeds end-to-end sales processes into its solution

The RightNow Sales Solution
• Up-sell/Cross-sell
• Sales Analytics
• Customer Feedback



RIGHTNOW SALES CUSTOMERS

http://www.outlooksoft.com/index.htm
http://www.neatreceipts.com/index.asp
http://www.ahcmedia.com/
http://www.vuw.ac.nz/home/index.asp
http://info.zoomerang.com/index.htm
http://www.mnscu.edu/index.html
http://www.usbiometrics.com/default.htm
http://www.simulia.com/index.html


RIGHTNOW SALES DEMO



NEW ZEALAND POST

Bryan Middleton



WHO IS NEW ZEALAND POST?

http://kinetic121.co.nz/news/kinetic121_newlands_on_the_move
http://www.datamail.co.nz/
http://www.converga.co.nz/default.htm
http://www.ecngroup.co.nz/default.asp
http://www.commarts.co.nz/index.html
http://www.datacom.co.nz/


OUR CRM... THE RIGHTNOW DEPLOYMENT

Enterprise CRM

http://www.datamail.co.nz/


OUR CRM... RIGHTNOW
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INTERNATIONAL- CUSTOMER CAMPAIGN

Outbound 
Telesales 

makes calls

International Sales 
Team allocated 

leads

Customers filtered 
to find leads

RightNow 
produces 
calling list

Opportunity 
created in 
RightNow

RightNow Analytics



INTERNATIONAL- MARKETING LIST



INTERNATIONAL- OPPORTUNITY



INTERNATIONAL- SALES STRATEGY



INTERNATIONAL- ANALYTICS



ROADMAP SNEAK PEAK



DISCLAIMER

Confidential – Subject to Change

• Statements included in this presentation, other than statements or characterizations of historical fact, are 
forward-looking statements.  These forward-looking statements are based on our current expectations, 
estimates, and projections about our industry, management’s beliefs, and certain assumptions made by us, all 
of which are subject to change.  Forward-looking statements can often be identified by the words such as 
“anticipates,” “expects,” “intends,” “plans,” “predicts,” “believes,” “seeks,” “estimates,” “may,” “will,” 
“should,” “would,” “could,” “potential,” “continue,” “ongoing,” similar expressions, and variation or negatives 
of these words.  These forward-looking statements are not guarantees of future results and are subject to risks, 
uncertainties, and assumptions that could cause our actual results to differ materially and adversely from those 
expressed in any forward-looking statement.

• The risks and uncertainties referred to above include, but are not limited to, our assessment of current trends 
in the CRM market, possible changes to our approach to CRM and our core product strategies, changes to the 
functionality and timing of future product releases, customer acceptance of our existing and newer products, 
possible fluctuations in our operating results and our rate of growth, interruptions or delays in our hosting 
operations, breaches of our security measures, and our ability to expand, retain, and motivate our employees 
and manage our growth.  Further information on potential factors that could affect our financial results are 
included in our annual and periodic filings with the Securities and Exchange Commission.  

• By sharing our product roadmap with you, we are not undertaking an obligation to develop the software with 
the features and functionality discussed herein.

• The forward-looking statements in this presentation are made as of October 2, 2008 (today).  We undertake no 
obligation to revise or update publicly any forward-looking statement for any reason.



AGENT SCRIPTING

Description:

• Ability to provide agents with 

call scripts, enabling them to 

walk through a script with a 

customer

Why it Matters:

– Consistent customer 

interactions regardless of agent 

experience level

– Drives revenue

– Quicker ramp-up of new agents

Confidential – Subject to Change

COMING IN NOVEMBER ‘08!



DESKTOP ADD-IN FRAMEWORK IMPROVEMENTS

Description:

• New always-present control allows the creation of a custom add-in
– E.g. ‘media’ telephony control

• New capability for add-ins to launch workspaces or execute defined 

reports 

• New capability for add-ins to add content to navigation lists

Why it Matters:
– Enables custom add-ins for contact center scenarios including embedded 

telephony controls and screen pops

– Add-ins can be accessed via the RightNow navigation bar

Confidential – Subject to Change

COMING IN NOVEMBER ‘08!



SEND OUTLOOK EMAIL ATTACHMENTS INTO RIGHTNOW

Description:

• Option to send email file 

attachments when syncing 

emails from Outlook to 

RightNow

Why it Matters:

– Saves time

– Ease of use

– Competitive parity

Confidential – Subject to Change

COMING IN NOVEMBER ‘08!



CUSTOMIZABLE AGENT LOGIN SCREEN

Description:

• Customize the message content by 

altering the reference URL

• Customize the “Welcome to RightNow” 

text

• Option to co-brand with your company 

logo 

Why it Matters:

– More meaningful messages to your users

– Personalize with your company brand 

and system name

Company 
logo

Confidential – Subject to Change

COMING IN NOVEMBER ‘08!



SNEAK PEAK INTO 2009

• Screen to screen workflow
– Use a graphical workflow designer to build screen-to-screen flow between 

agent workspace pages.

• Custom business objects
– Admin tools to define and configure new data objects includes mapping to 

RN database, creation of new tables/attributes, and tools to define and 

configure the relationships between RN objects and other objects. 

• Data import
– Use a graphical workflow designer to import organizations, contacts, 

incidents with threads, opportunities with notes and answers into 

RightNow.

Confidential – Subject to Change



QUESTIONS?

Email sboyer@rightnow.com
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