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FINDABILITY

SEARCH vs. FIND

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 

your eCommerce site, or

3) Search Engines, such as Google, Yahoo!, or MSN.

Our Focus 
Areas



SEARCH ENGINES

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/OpenSearch technology to deliver your answer 

content to websites other than your RightNow website.



SEARCH ENGINES 101

• Each search engine uses different algorithms as 

their “secret sauce”.  Factors include

– Relevance to the “ideal”

– Inbound links to the page from other web 

locations

– Unique content

– Current & updated content

• Search engines use “spiders” to crawl the web and 

collect data about websites.

– Web page data includes keywords, metadata, 

content, links, tags, structure, theme, and 

code (“View Source” in the browser)

• The data about the websites gathered by the 

spiders is used by the search engines to determine 

which results to display.

How we see a web page…

How Google sees a web page…



‘ORGANIC’ SEARCH RESULTS

“Organic” 
Search 
Results

“Pay Per 
Click” 
Search 
Results



SITEMAP:  HOW IT WORKS – EXAMPLE #1

1.  Customer performs 
Google search. 

2. Google returns 
answer from your 

RightNow 
Knowledgebase.

3. Customer clicks 
link and goes 

directly to the 
answer.



THE POWER OF SITEMAP – EXAMPLE #1

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

1.  Customer performs 
Yahoo! search. 

2. Yahoo! 
returns answer 

from your 
RightNow 

Knowledgebase.

3. Customer clicks 
link and goes 

directly to the 
answer.



THE POWER OF SITEMAP – EXAMPLE #2

There are 
approximately 
110,000 Google 
searches each 

month on “voyager 
510”.

Google Keywords Tool:
https://adwords.google.
com/select/KeywordTool
External

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


SITEMAP:  CONFIGURATION

• Configuration Setting:
RightNow User Interface/Misc. Customization/
KB_SITEMAP_ENABLE



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

Sample Sitemap

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.  



SITEMAP CALL TO ACTION

1. Activate Sitemap Configuration.

2. Verify expected search results with major search engines.

3. Actively manage your knowledge content to keep it current 

and effective.

Take Action!



KNOWLEDGE SYNDICATION

• Really Simple Syndication (RSS)
• OpenSearch
• Nov ’07 (8.3) and higher



CUSTOMER EXAMPLE:  KNOWLEDGE SYNDICATION



CUSTOMER EXAMPLE:  KNOWLEDGE SYNDICATION



RIGHTNOW EXAMPLE:  KNOWLEDGE SYNDICATION



KNOWLEDGE SYNDICATION CONFIGURATION

EU_SYNDICATION_ENABLE
Set to “Yes” to activate 
OpenSearch functionality.

EU_SYNDICATION_IMAGE_URL
(Optional) Used to display an 
image on the OpenSearch 
page.



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.



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/cgi-
bin/<site>.cfg/php/enduser/opensearch.ph
p

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 

(CSS)

• 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

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



KNOWLEDGE SYNDICATION WIDGET:  CONFIGURATION

Knowledge 
Syndication Widget



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



GETTING SEEN IN A GOOGLE WORLD

Question & Answer Time



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

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/
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