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FINDABILITY

SEARCH vs. FIN
Our Objective: Enable customers to quickly and

easily find answers to their questions about doing

business with us.

Common Starting Points for FINDING
1) Your RightNow Site

2) Another part of your corporate website, such as R
your eCommerce site, or __OUI’ Focus
3) Search Engines, such as Google, Yahoo!, or MSN. Areas
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SEARCH ENGINES

Google

US Share Of Searches: April 2008
Soiiree: Mielsen Online
for scarchEngineLand.com

YaHoO!

k
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http://www.flickr.com/photos/searchengineland/2509246430/

SITEMAP & KNOWLEDGE SYNDICATION

RightNow offers 2 features to make it easier for your
customers to find you online:

Sitemap

 The sitemap features enable you to publish your answer
content to search engines such as Google, Yahoo, and
MSN so that they can find and display your content more
efficiently.

Knowledge Syndication

 The knowledge syndication feature uses

RSS/0penSearch technology to deliver your answer B
content to websites other than your RightNow website.
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SEARCH ENGINES 101

Each search engine uses different algorithms as HOW we see a web page...

Web imazss Glaps [ess Shapos hanth haicheti@gmail com | [Gogals | Wy Acesurt | Sign s

their “secret sauce”. Factors include

— Relevance to the “ideal” CO L nge

— Inbound links to the page from other web

- L -\Jﬂ':rli\-'! Samth | mi Faadeng L;_Iur'_ _I.::_::.
locations
_ U n | q ue Content Btverlining Piogramy Im.g_sl_-::-__z Bboul Goodls

— Current & updated content
Search engines use “spiders” to crawl the web and

collect data about websites. How Google sees a web page...

_ Web page data |nCIUdeS keywords metadata <html><head><meta http-egquiv="content-type" c'.ontent="text,n"htm1¥

charset=0TF-&"><title>Googled/titler<stylerbody, td, 2, p, .h{font=

. familv:arial, sans-serif}.h{font- ‘
Content, ||nkS, tagS, StrUCture’ theme, and gize:20px}.hicolor:$#3366cct.g{color:#00c}.ts ‘
. . td{padding:0}.ts{border- j

Code (“V|eW Source” 18] the browser) collapse:collapsel#gbari{height:22px;padding-

left:2px}.gbh, .gbd{border-top:1px =solid #c9d7fl;font-
size:1px}.gbh{height:0;pozition:absolute;top: 24pX ; width:100%}+#

g L eenaivr solakbogicTacalopeeadais e

The data about the websites gathered by the
spiders is used by the search engines to determine

which results to display.
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‘ORGANIC” SEARCH RESULTS

Web |mages Maps MNews Shopping Gmail more v heath.hatchett@gmail.com | My MNotebooks | My Account | Sign out

Google . s

Web Video News Results 1 - 10 of about 1,720,000 for rightnow. (0.20 seconds)

RightNow Technologies Sponsared Link Sponsored Links
he Yedm

RightNow.com  The Official site of RightNow.com 2007 CRM Product of t Top 10 Hosted CRM Ven

Top CRM Vendor Rankings
Vendor Ranking Report
n/Top10Guide

On Demand CRM Software | Customer Experience Management | RightNow
On Demand CRM Software from RightNow, Global provider of Customer Service Software,
Marketing Automation, and More. Improve your Customer Experiences while ...

[ Show stock quote far RNOW

www.rightnow.com/ - 32k - Cached - Similar pages - Note this

“Pay Per
Click”
Search

Business-Softw

Accelerate SaaS Ecomm
Enterprise eCommerce Solutions

Products & Senices  Web Self-Senice Strategy, Design. Deployment, Ops

Worldwide Resources saasaccel.com

Customers Partners I
Company Mucleus ROI Resu tS

Mare results from rightnow.com =

Information on CRM at RightNow Technologies: CRM Software ...
CRM from Right Now Technologies. Offering CRM software and solutions for customer

“OrganiC” relationship management.

www.rightnow.com/crm_html - 6k - Cached - Similar pages - MNote this

Search === Rightnoworg

1995 - 2008 Rightnow®, All Rights Reserved. Serve Now | Events | Store | Community | About

R I Rightnow | Privacy Policy | Contact Us.
eSU tS www.rightnow.org/ - 61k - Cached - Similar pages - Mote this
Rightnow.org

We work with 75 ministries that serve all over the world and in the U.S. Through these 75
organizations, The Rightnow Campaign can connect you to thousands ...
www.rightnow.org/servenow! - 61k - Cached - Similar pages - Mote this

Home - RightNOW!

Women who share a commaon belief in free markets, limited government and personal
responsibility.

www.politicalchicks.com/ - 13k - Cached - Similar pages - Note this

Right Now
A beautiful, positive picture and music presentation from The Daily Motivator.
positivepause.com/ - 2k - Cached - Similar pages - Mote this

—
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SITEMAP: HOW IT WORKS - EXAMPLE #1

E7 o 5 e ot o ol o ey ord - o eorch - rora e e =g | 1. Customer pe rforms
Fia Gt Vew Fevotes Tods  beb o f B P ‘gcee Dl et oot B T brhias e 200 v | [ 0 & "

Qe - Q- E 6 pre Fartss 45 -l e 03 G gl h
Conogle (= paout & iost oo stvien pocied uvufr [ . Ched % Faoiink (o Serel B O Sening~ O O e Se arC "
e o

__ _, 2. Google returns
N— answer from your
Knowledgebase.

Hawr b D nwpeaat o siolam or besd Saclal Seoudiy card? Angwwe 554 does
af u lowt o siolan Soclal Secminy cards § you Bave lesl yowr .

Angweer
W yoeer Sncial Secmilty caid hay besn stalan, you cas apgly for & placemant caid _, How
e | aapeit o stabam &r beat Social Sacurity cand? .,

T T

denity Thefl And Your Social Sacurity Mumbsar
Be carehil with your Saclal Seduilty caid snd nusbid ... ¥ viui Soclal Secidlty caad is
lost o wiolam, Bad Therm i no sedence that SomE0ne i using o

¥ou apply tar a replacement card, Sockal Securly takes no acton on ihe lovs
| card Rapsdting a lost ar slabem cand 10 uh will _,
HE card | TEk -

ma Fnd An Answer to Your Question
[

] Core

3. Customer clicks /
link and goes T e ——
answetr. ) ot : Lo
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THE POWER OF SITEMAP - EXAMPLE #1

Keyword Tool

Uiz the Keywaord Tood 1o get mew keywaed ideas Select an optinn below to emer & lew deseripthe words or
phrases, e Fype in your wehsite's UAL Keyweed Tool Tips

Important note: We cannet guaraniee Ehal these keywoids wil mpnes your campagn perifonmance. We
i 1l Tghl 10 hiagpnee &y Kinnweords you add. You aie tespordie iof Uhe keywords you select anhd
fo @ngureng thal your uS@ of the Kepatrds doss ndl wilsle any Sppbiabls s

Rasults s tslorad 1o English, Unbied Stes Edn
Holp makce the Keyeond Tool botter: Brorade Feedback

Howr weould you like te generaie keyword ideas?  Erler coe keyword or phvase per ne

= Desceplrve wends or phuases lost social secunty card

B Use synenyms

F Eilles my seslin

Gl kot pweoee] s |

3 Wabsita cortant

i 10 Gdplay
wde calumns hal

secunty card

iiiiegmn il saoursy 2o

Apprex dvg Highesi "
ST Valuma M
’m Vaheme {Mhay 2007 . Apr Qe In Beoad
Keywords related 1o wermis) emered - soned by relevance
lost nocial securiy card 22,200 Jan audd
last sacial
Al
W 1,600 Jar 2k
replacing lnst sacial - A
secunty cand C s =
| 1088 By BOCul Selunty .'. L =2
cwd 1,000 Jar Sl
lost social securty card ” . . i
b =] Mo dala e data Agd
losl my social secarny i & "
canl = ! ! Jan A
lost o sicien secial 50 Oci Ads
secunty card e o
spply for logn social e Ocl A

)

-

E

Selecied Keywonds:

Wl remsmbar

£ S50 your o keyywords

S

*"’f\—.__
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There are
approximately
22,200 Google
searches each
month on “lost
social security

card”.

Google Keywords Tool:
https://adwords.google.c
om/select/KeywordToolEx
ternal



https://adwords.google.com/select/KeywordToolExternal
https://adwords.google.com/select/KeywordToolExternal
https://adwords.google.com/select/KeywordToolExternal

SITEMAP: HOW IT WORKS - EXAMPLE #2

vob | images | Mslen | Local | Shopong | mess -

voyogee 510 drsabide LED light

- v Héor 1. Customer performs
Yahoo! search.

of Searchican [
Answars ) Voyager 510 Disabla LED light
Vayager 510 Disable LED light Question Voyager 510 Disable LED lig
idicator llghu !u-:h as |'D|'r battery. will continue to function. ...
il 2. Yahoo!
Famed Answeers (Page 1ol 41)
Pairing Instructions for all Bluetocth Models. 3. Voyoager 310 retu rnS an Swe r
Product infermation 5§ Blusoath Featune Chans ...
plantronics-ukanglish, custivilp. com. o gi-bir fro Ou r
Plantronics Blustooth Headsats y Besimry || Vioymger S0 Dhuable 1D bight - Wil Firwtis Lok
1o e, ard Ahore o5 @ handy LED 1o indicabe scoming cals, misted calls and ko = [ (A s ey ecaein  Tooe el
F'Ianl wnics Voyager 510 Ellu'!‘-:u[:tl' |“‘}.‘li er 559 q_, Sel ':'r.: .-J.'.' BHS ... R I g h tN OW Anwmwers 1] Veyager 530 fmakle — i
adcombhs.comishapsde_s aoth_headssty ki - - ~l
desk disable | Fulure Technology K I d g b - it B Yy
Plantrenics Voyager 510 Blustooth Headset. Popular Posis - Postable Saarch Eng n OW e e ase - e PUANTRONICE !
'url:h White LED Ligha _-Ir: 2 TJami:-r'n Your Cell Phone to A Box to Play .. sray s e
A Busie.com
P I
SUFFUR|
LED future | Future Technolody
Piantrorecs Voyoger 510 Blustooth Headset Popular Posts | Siematic 51 Kachen ... Torch
¥ LED Light Gigee Transform Yow Coll Phoni 1o A& Box o Play ...
w urvie. com/sepch’LEDsfuturs -
Surelom f!'ntﬂl]ll[i-ﬂ"-i Sloee - Telephones . Telephone Syslems Lk s e o : e 120
. adpustment- Biue LED call butten light- Metal covered pin-hale cameda- 1 Year ... NEC-B0S55
r-l'" 'I.I'ﬂ‘ﬂ'hGER -510. Planironics 'l.'a'llngﬂ Eulu._-.:.gm Hemdset RGE-2TS09EET .. m
wevew sureconmssluticns, com/ 17152
i Cueafes e Sy Wy B g ey
YolP & Ga l..j.l-:,'lb EI uu Gadgels F'-r-:. w-e: —
B Hhs Blasrd s o e mnme BAN by harwdied bbb | T EN Haki somdoum wmalh - u
3. Customer clicks - o
link and goes S —
: =
= |
directly to the
(=
answetr. >
il i Mgl i
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THE POWER OF SITEMAP - EXAMPLE #2

Help | Gomtect Lis

Keyword Tool

Lisn they Kanyword Tool to ged now Keyword ideas. Select an opticn bolow 1o enter a fow descnptng words o

phrases, of typs in your website's URL Kevword Tool Tips

Important note: Ve cannot guarantee that these keywords will improve your campaign pefomance. We
resarve the right to disappreve any keyweeds you add. Yeu are respongible for the keywords you select and
for ansuring that your use of the keywards dees net violate amy apphicabls laws

Resuns are tafored 1o English, United Sivtes Edq

Help make the Keyword Tool befter. Preade Feedback

Wabsds content

How would you like to generale keyword ideas?

= De SCrptve words of phreses

Enter one keyword or phrase per line

vayager 510

#| Use synoayms

r Eillee my rasulls

| Gt knvyword ideas |

Ly

Selected Heywords:

Approx Avg Highmst = -
Saranrch Valmne i
Hnywords Sokeme o Occurrnd In Broad X
gy Words related to termis) enterad - soed by ¢ ﬂ
plamtronsts woyager 510 90 200 D Sdd
voyager 510 110,000 D Add
WJ lustoath I'd, 000 Dac Al
plamirons: voyages 510 v e Add
plamronics voyager 510 74 00 v
blustooth headsst a0 D =3
headsat vayager S10 T4, 000 Do s
woyager 510 blusioolh 74 000 Dee Add
headsel
plantromcs woyager 310 e "
¥og A O 1 A
hoadsol Qo0 Dec g
plartronscs voyager 510 T4 0G0 Dec A
blustcoth O Dec dd
plartronscs woyager 510 a0 Tt A

There are
approximately
110,000 Google
searches each

month on *““voyager
510”.

Google Keywords Tool:
https://adwords.google.

com/select/KeywordTool

S

*"’f\—.__
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https://adwords.google.com/select/KeywordToolExternal
https://adwords.google.com/select/KeywordToolExternal
https://adwords.google.com/select/KeywordToolExternal

SITEMAP: CONFIGURATION

RightNow User Interface Configuration Settings
for interface HatchetB&

Category Ertie Fie =

KE_SITEMAP_ENABLE
e — T
P Description
# ALITO_UPDATE, REF_FORECAST the
* QUOTE_FORECAST_WULTIFLE
¥ Gucles
= SEND_3A_OUOTE_AS_FOF

4 SERAT -]

g !
casFas of Ficemap XML will

¥ Genoral
o MAILIG_EOUTOR_TARS

¥ Cuslom Mslda Valug (Boolean)
» GF_NUN_COLS_ACGT O¥a BN
* GE_NUM_COLS_S4_FROO U¥e BN:

Note: Usdabes will nol be commitled b The Irve fle ool the "Commil and Dl bulien is pressed
B Misc. Customization P
¥ [xtermal Document Indexiog Loveme | LT
= KE_WID_MODE
MEE SITENAFR FHANLE
= WIDHL_ALITH
= WD _DELETED _PARKE
= WIDE_OTHER_RULGS
* Prga Foil
LA Lo v o
W Cumery
RL_HARD Y p—— T - ——re
ez v [__Commit ang exn_| [ cancel anaent
£

e Configuration Setting:

RightNow User Interface/Misc. Customization/
KB_SITEMAP_ENABLE

-

/"’f\-__
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ABOUT SITEMAP

URL for Sites using Customer Portal Page Set:
http://<site>.custhelp.com/ci/sitemap

URL for sites using Classic Page Set:
http://<site>.custhelp.com/cgi-bin/<site>.cfg/php/enduser/sitemap.php

— <urlset xsi:schemal.ocation="http:/'vwww _sitemaps.org/schemas/sitemap/0.9 http:/"www _sitemaps. org/schemas/sitemap /0. 9/sitemap xsd">
—<url>
—=loc=
http:/‘hatchet88 righthowdemo com/app/answers/detail’a_id/46
</loc=
<lastmod=2008-09-06T11:40:26-07-00=/lastmod>
<priority>1_(0</priority>
<farl>
—<url>
—=loc>
http:/‘hatchet88 righthowdemo com/app/answers/detail’a_id/122
</loc>
<lastmod>2008-04-22T12:31:48-07-00=/lastmod>
<priority>=0_3</priority>
<furl=
—<url>
—<loc=
http:/hatchet88 rightnowdemo.com/app/answers/detail’a id/121
</loc
<lastmod=2008-04-22T12:31:48-07:00</lastmod>
<priority>0.5</priority>
</arl>

Sample Sitemap
*"'f‘-___
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http://hatchet88.rightnowdemo.com/ci/sitemap
http://.../enduser/sitemap.php

SITEMAP: BEST PRACTICES

Public Answers

Requiring a login to view answers on your site will make sitemap less
effective. Search Engine spiders will not be able to index answers that are
“hidden” behind a login.

Current Content

The sitemap includes the “last updated” time of your answers. Keeping
your answer content current and fresh will encourage search engines to re-
spider your site more frequently.

Effective Content

The sitemap uses the “Solve Count” of an answer to determine the
“Priority” value. Monitor and maintain your answers to ensure they’re
providing effective solutions for customers.

*"’f\—.__
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SITEMAP CALL TO ACTION

1. Activate Sitemap Configuration.
2. \erify expected search results with major search engines.

3. Actively manage your knowledge content to keep it current

and effective.

*"’f\—.__
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KNOWLEDGE SYNDICATION

™ CAMERA TECH .
INTERNAL Knowledge Base c cuﬂ“ﬁ'&'{gfﬂ’;ﬁ L
pm T mmme - : = 'W_ = ] i
- il ( RETAILER
= - || E COMMERCE WEB PAGE
= = - ; : 1) -
<
/ ~ !
REWIEWS RightMow
The CameraTech D430 is a fanisatic eatny-kevel SYMDICATION
it with 50 & mepapieel cod snd gglical pogm of

WAHBANTY INFORMATION
Theé [M0 cocereees weilh 2 30 day Saticfaction
(aiarantis. 30 [ WARANY O maniiac-

WIDGET A ‘

1. Mot o | Burn oy Camar on

PRODUCT

2. What 15 Uhe weaghl of my camera? T, R3320/ WAX
3. What kind of lenses. waek with my camesa?

A, Fire §heeree e 1B Boessones for my camsa®
&, How is my camem packaged!

B B Tach can | et my cameia?

CATEGORY e
KEYWORD PARTNER WEE PAGE

o Really Simple Syndication (RSS) ﬂl
* OpenSearch
e Nov ’07 (8.3) and higher
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CUSTOMER EXAMPLE: KNOWLEDGE SYNDICATION

Small

smedium

Help

Website

business

& support

BT Business Forums
T I 71 Geta helping hand from ather users
Fingl oyt mre #

Contact BT
antaci BT

ms, il 8 IT —
1 Broadband & Wi-F | CBek Bare to find
- e TAST Tanilt support
: Firsd cut mom »
" !
: : <1 %X

Service status

Prumiband & cmail *

Repart or track a
Fault

Account & balling help

Tap-rated FAD'S

Contact BT

*"’f\—.__
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, Top-rated FAQ's

what are BT Workspace and BT
Workspace Lite?

I have an intermittent, slow or no
broadband connection

Up to 8Mbps broadband speed test
for BT router customers

How can I set up a wireless
connection?

Using the Outlook 2007 download
and configuration tool

EJ Enable RSS feed

What is RSS57?




CUSTOMER EXAMPLE: KNOWLEDGE SYNDICATION

N.ov

& N advanze
m  thewee SRaTER GOVERNOR
SAIMTCH DARIELS
e e B [l B
Al Agricafiure & isirtss & Lducaton & Famaly & kv B Pubdic Taies & Todarism &
brirfisris |- Frnploymens Training Hisalih Juntics Lafety Financs Trari posriatinn

| Want To...

How do | file for
unemployment?

Find #n Agéncy lind & Pefson MLP
Welcome to the |
t State of Ind

Gerverned Misch Dardcls

i TR ilman .I/ "
. PREPARE TO  { ——y
Ill:hpl fll-:nlnl Cifficials 60 BACK L:rtem-plu}frnent check?
City Councy Government Milf::ﬁﬁ\:u" * Wha is Ehgihie for The
HE-'.I!"‘I'II!'! r G QCHGO L_ Top FAQS HEE".I'I'Y Indiana Plan?
L::I\-Ic‘alao-aen'mlmr et staried 1 Wi do | e Wi 1Nhﬂt B thE gD‘JEITI-DlJS
Menidrntn T

annual zalary?
How do | find information

Suze Employees

Verndars & LobErinis
ey checT

ot Who & cigis for The regarding highway road
Hoasier Lotbery * 2ug 20, 2008 [SOV] Govennar dinects training hunds b belp displaced BV workers triew :":: :::::::I" closings/construction?
Profeasional Licermang Agerey arich ancusi satary T

Saste Dept. of Health + agg S, 2008 PS0A] Hew agrcurism and tamens market dimcion heips sstors find fun:filled 5 Few e | ind nisrmaios . ¥hat does the HIP D|EI'II
Saadi Macormol Deppaiertrssard farm cestinations closs to homs! (view artichs) - __ offer®

Vioricloroe Development. Dapt & &g 21, 20008 [EDC) Hybiid Yehichs Bafary Llaker b Sile Slobal Warulachuing, Reseasch

aszoc Oinerabans in lnfisss beisv arficis] Wal e e

How do | check on Child
Support issues?

How old does a child have
{o be before helshe can
stay home alone?

What services are
covered by the Healthy
Indiana Plan?

10. VWhere do | apphy for
Healthy Indiana Plan?

More FAQs »

~""f\_._.
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RIGHTNOW EXAMPLE: KNOWLEDGE SYNDICATION

RIGHT

ow | Gommunities

Raact Rubeien: Bighmeow May T i i ndubon

mrade Knowledge

LIse this knowledge syndication widget to review Answers related to upgrading your
RightMow solution. Learn more about widgets in the Developer Community.

Aritavad Belakiny

. Accessing Righttow manuals, release notes, and upgrade
documentation

. Uparading to the current release of RightMow

. Uparading with every available release

. Righttow Service Pack releases

. Uninstalling and re-installing Righttow 8.0 or [ater releases

Buimren Fuscws

LR ese Bedberad

Riart Foun Ly i Ty

lipgruds Hne=iedge

*"’f\—.__
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KNOWLEDGE SYNDICATION CONFIGURATION

RightNow User Interface Configuration Settings

EU_SYNDICATION_ENABLE forinferface Hatchetds
Set to “Yes” to activate B Description
OpensearCh funCtionaI |ty - , g * i B AN WA AL Dt e R SN AP

= TR

* EU_FA_NEW_ A
* FLI_SEARCH_HIG FHAD
* EU_SEARCH_HIGHLIGHT_TAG
» EU_SEARCH_TERM_FEEDBACK EHASLEN
* U_SLA_MSILE Value (Boclean)
» EU_SUGGLSTED SEARCHES_EHADLD Y
W EL_ SYNDRCATIH_ENABLE Aie Lo
» FU_SYNDRCATICN IMAGE_LIRL
* Suppadt Mome Fage Display
» 347 EMAELED '
» SHP_ANNCLHCEUENTS [ Updote | | Fuset |
* SHP_MLEDUACK
* SP_BMCE_UFL _— —_——
» 5HP_FASSWD_RECD ) Coamamit and Fxit | CancelaeciFxam |

L 3

Rt Updales will ol b commilled 1o The lve Ble unbl he "Cemmd 552 Cal bulién o pressed

RightNow User Interface Cor® . avuon Settings

EU_SYNDICATION IMAGE_URL
_ (Optional) Used to display an
Image on the OpenSearch

page.

_ENRELE

T
.U
i =
CL L (o W
¥ fagmort Homes Fage [haple
=P _EIELED
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ABOUT OPENSEARCH

Once the OpenSearch functionality is
activated for your site, an OpenSearch
document is available and can be viewed

With any RSS Reader SOftware - .LJ Subscribe to ths fead uang | G Live Bookmarks >

Always use Lve Bookmarks to subsoibe to feads,

RightNow Technologies QpenSearch RSS (S2arch)

Frday, Jenusry T8, 2008 2:53 FM

Thurgday, March 29, 07 3015 &M

Thursdiay, March 23, 2007 9229 aM

Mondey, November 20, 2007 2: 18 FM

L
Entry lswel camera phanes Tuesday, November I7, 2007 11:35 aM
BN irvroducing (e Comverss S500¢ Avadaiis only on Giokal Solutions!
] o do | 26 o my woicemail?

B 215 kerps dropping calls Thursdiay, March 29, 2007 9201 8M

B Vet phones suppont Yahoo® Test Messageg? Do you have service area maps?

B o du | changy my sddess? Erefay, Nervemher 15, 2007 11202 &M

] Transtening pectures #om phana o cemputse

] itk phonss are aadabls b Global Sehdbens Which phones support Yahoo!s Text Messaging?

I o you have senice ama maps? Thursday, Harch 25, 2007 G:29 AM

Am 1 charged alrtime when I check my volcemall from my wireless phone?

oS eom ¢ Conkact GG G5 © Privecy pobey ¢ Code of practics - Fing 3 numier Frelay, March 02, 2007 8251 AM

G5.com ¢ Conbark GF ¢ GREMED - ADOUR GF
what Is a dropped call?
Friday, March 07, 2007 8253 AM

*"’f\—.__
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OPENSEARCH URL

URL for Sites using Customer Portal Page
Set:
http://<site>.custhelp.com/ci/opensearch
/feed

URL for Sites using Classic Page Set:
http://<site>.custhelp.com/cqi-
bin/<site>.cfq/php/enduser/opensearch.ph

b

—<rss version="210">
—<channel>
<title>RightNow Technologies OpenSearch RSS (Search)</title>
<linl=http-/'hatchet88 righthowdemo com/app/home</link>
<description>Support Home Page (Search)</description>
<opensearch:totalResults>46</opensearch:totalResults>
<opensearch:startIndex>1</opensearch:startIndex>
<opensearch:itemsPerPage>10</opensearch:itemsPerPage>
<opensearch:Query role="request" searchTerms=""/>
<related:session/>
— <item=>
— <link>
http://hatchet88 rightnowdemo.com/app/answers/detail’a_id/46
<link=
<title>Entry level camera phones</title>
<pubDate>2008-09-06T11:40:26-07-00</pubDate:
<relevance:score>100<relevance:score>
<related:field name="Answer ID"/>
</item=>
— <item>=>
—<link=>
hitp://hatchet8 8 rightnowdemo.com/app/answers/detail’a_id/48
<link=>
—<title>
Introducing the Conversa 8300i! Awvailable only on Global Solutions!
<title>
<pubDate>2007-03-29T10:16:14-07-00</pubDate>
<relevance:score>100</relevance:score>
<related:field name="Answer ID"/>

<1tem=

*"’f\—.__
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http://hatchet88.rightnowdemo.com/ci/opensearch/feed
http://hatchet88.rightnowdemo.com/ci/opensearch/feed
http://.../enduser/sitemap.php
http://.../enduser/sitemap.php
http://.../enduser/sitemap.php

KNOWLEDGE SYNDICATION WIDGET

» Widget Styling can be managed using a stylesheet

F— el
i 1 H o Emith
sted Semwches phones, calling (CSS)
Hesommended [Pormments:

» Can apply filters such as a “product” or “category”

» Can define a specific “search term”

 Can apply sorting

» Can control pagination and # of results returned

Sample Widget « Search Box can be configured on/off.

*"’f\—.__
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KNOWLEDGE SYNDICATION WIDGET: CONFIGURATION

RIGHT

xow | Communities

TEEHARLAdIER

Welcome back, Heath (Logout

Customer Community Developer Community

Forum File Exchange

Welcome to the Community!

The Developer Community is focused on the

_ Knowledge
needs of customers and partners looking to L e | I Syndication Widget
integrate or customize the RightNow product — S>—1

beyond the standard configurability offered by
the product.

H' h | " ht RIGHTHOW CONNEC | i OMER PORTAL
|g |g S - Learn sbout the integ m - Discover how the Customer Portal
inmn * revolutionizes the process of building
customers’ jpurneys through your site.
n SYNDICATION WIDGET - Discuss Customer Portal in the Forum
- Leverage vour KB content with Syndication
Widget.
- Discuss Svndication Widget in the Forum

== Righthow Connect in it

B o Bea DEVELDPER FNBLiy COMMUNITY FILE EXCHANGE
TomTom . Visit the forum to interact with * RightNow Connect Releases
your peers and the RightNow team |8 = API Documentation
Read how TomTom ulilized RightNow :

& ' * Sample Code o
to suppart their BODE growthi [m“ ‘%{I" v “ |

more . e 7 ﬁ.

Home | Email Jn_l:_l‘l_=| Contadt Info | Frivecy
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IDEAS FOR UTILIZING KNOWLEDGE SYNDICATION

 Product Pages on your eCommerce Site
Implement a Knowledge Syndication Widget on your eCommerce site to get
important information to your customers:
- Frequently Asked Questions about Technical Support
- Customer Service Information about Returns and Exchanges

 Product Pages on a Partner or Reseller Site
Work with your partners or resellers to implement a Knowledge Syndication
Widget on their web site that has important information about your
products and services:
- Frequently Asked Questions about Technical Support

- Customer Service Information about Returns and Exchanges

*"’#\-..__
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GETTING SEEN IN A GOOGLE WORLD

Question & Answer Time
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ADDITIONAL RESOURCES

RightNow Knowledge Syndication Widget
http://communities.rightnow.com/developer/fileexchange/filecategory.php?cat=3

RightNow Answer #2557 — Knowledge Syndication
http://crm.rightnow.com/app/answers/detail/a id/2557/kw/syndication/r id/218805

RightNow Answer #2654 — RSS Feeds
http://crm.rightnow.com/app/answers/detail/a id/2654/kw/syndication/r id/218805

RightNow Answer #1669 — Search Engine Spidering
http://crm.rightnow.com/app/answers/detail/a id/1669/related/1/kw/syndication/r id/218805

RightNow Answer #2553 — Using Sitemap
http://crm.rightnow.com/app/answers/detail/a id/2553/kw/syndication/r id/218805

Sitemaps
http://www.sitemaps.org

OpenSearch
http://www.opensearch.org

*"’f\—.__
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http://communities.rightnow.com/developer/fileexchange/filecategory.php?cat=3
http://crm.rightnow.com/app/answers/detail/a_id/2557/kw/syndication/r_id/218805
http://crm.rightnow.com/app/answers/detail/a_id/2654/kw/syndication/r_id/218805
http://crm.rightnow.com/app/answers/detail/a_id/1669/related/1/kw/syndication/r_id/218805
http://crm.rightnow.com/app/answers/detail/a_id/2553/kw/syndication/r_id/218805
http://www.sitemaps.org/
http://www.opensearch.org/

e
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GETTING SEEN IN A GOOGLE WORLD

Best Practices for Search Optimization NOW.
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