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Agenda

e The Multi-Channel Contact Center
- Trends
- Email, Web, Chat, VSS/IVR, Phone
- Solving the telephony challenge in the Contact Center

e The Contextual Agent Desktop
- Contextual Workspaces
- Guided Assistance
- Scripting
- Future Enhancements
- Agent Desktop Demo
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Multi-Channel Contact Center Trends

e Offering multi-channel choice
- Move from web self-service to multi-channel service
- New channels gaining adoption - chat, voice self-service, forums

e Service is the new Sales
Do Not Call
CAN-SPAM regulations
Quotas
Leveraging service conversation to cross-sell/up-sell
e Augment traditional agents
- Provide targeted expertise to resolve issue or deliver high value customer experience
- Home-based growing
- Peak time staffing
- Specific skills/domain expertise/desirable cost structure
Growth in community interactions/influence
- Forums, IM, blogs, and social networking sites
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From Self-Service to Agent Assisted Service

Customer
Start

Self-Service

Web

: Web
. self-service

/Automated
Interactions

: Voice
i self-service

Agent-Assisted

: Email
FuIIcE:ontext
passéd from
chaanel to
channel

_ Chat
. Request A
. Human :
. Interaction

Vo
Voicef 1

RightNow KBase, Interaction History, Desktop
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Integration Options & Tools

Light-touch

* Pop incidents, contact records, sales ops, or reports
» Screen pop on alerting of call

» Pass call context to the RightNow Agent Desktop from
IVR, creating and populating new records
* No integrated desktop call control

S|mp|e Screen Pop HTTP requested screen-pop — Now available

Advanced Options:

 Call control toolbar on
RN Desktop

* More complete
integration

» Communications
Center

— Shows linking of calls
with incidents, contacts,
and opportunities

» Allow attached data to
be transferred with
call/contact

RN Connect |Growing .NET, Java, C++ suite — Now available
RN Connect Integration Framework | Augos
MM Toolbar Novos
RTAPI & CTI Toolbar | complex C/C++ - Now available

openMethods  CTI1, UQ Integranon Field Trials: Fall ‘08
GA: Feb 09

. Deep
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Telephony Integration Options

1. Simple Screen Pop Interface

Advanced Telephony Integration Options
2. RTAPI

3. RightNow Connect - Custom Integration

4. OpenMethods - CTI Abstraction (partner)
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1. Simple Screen Pop Interface

Screen Pop Request

> Potential to support broad array of telephony infrastructures:
Avaya, Cisco, Genesys, Aspect, NorTel, Rockwell, ..., etc.

» Allows generation of a screen pop: contact, incident, report, more
» HTTP GET function generated, using localhost, on the agent desktop
» Requires 3rd party desktop client or softphone to generate URL
» Requires Discovery to assess customer compatibility & implementation
» Does not require integrated RightNow-client telephony

Pros

» Easy and fast to implement
» Low cost add-on to existing telephony infrastructure
» Potential support for broad-range of telephony vendors

Cons
» Limited functionality — Screen Pop only
» No embedded desktop call control — no outbound
> Fully dependent upon 3"-party soft-phone / desktop application
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2. RTAPI

Works in conjunction w/ CT-Connect or (potentially) existing telephony server

= Best demonstrated support is for Avaya AES-enabled PBX/ACDs
= Requires on-premise CT-Connect server component
= To be phased-out; provided as a bridge to more strategic offerings

= Pros
» Supports all call modes: inbound/outbound/transfers/etc.

» Only current option supporting deep CTI for Nov 07 / on-premise
installations

» Only current option for Avaya AE

= Cons
» Complex integration required
» Very Limited telephony platform support
» Requires on-site server deployment
> Requires expensive 3"-party telephony component (CT-Connect)
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3. Custom Integration via RightNow Connect

via Multi-media Desktop Integration Framework

OmniControl with a
MediaBar add-in

| Login Chat - Engagement - |,0
[ » ||omnicontral g

ﬁ Active Engagements Session Controls Supervisor Your Status

- f (@ & 23 @m 2] 3

= — - Begin Terminate || Transfer Conference Request Dial Place On Monitor Logout
Oj Status: |Available (i Wrap Up Help Hald

Bs|| -

[F)

S e Very generic event / messaging model

o e XML schema easily modified to contain any data required

Luﬂ - When the XML is changed the SPI and Event layers need to be modified to parse and support the
E new data

= - The Ul components or modifications for the new data would need to be created

i -

) ‘ =  Sample XML for an inbound call event

- <?ml version="1.0" encoding="utf-8" 7>

2 <event type="call">

D <ani>1-555-555-1212</ani>

LI <dnis>1-800-888-1234</dnis>

s <incidentld>128</incidentld>

@ </event>

I

'}-1 I

Logged in as: comland comland
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3. RightNow Connect Integration Options

Pros

» Extremely Flexible: Can be used from desktop, IVR, or other platform
Includes .NET, Java, and C++ integration capabilities

New functionality relatively simple to add

Growing library of sample applications

YV VYV V

cons

> CTI remains dependent upon 3"-party components like Genesys, Avaya AES, or on
demand partners

» Requires some code to be written: No out-of-the-box functionality
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4. OpenMethods CTI Abstraction: Upcoming Features

via Multi-media Desktop Integration Framework & partner

| Logn Chat Engagement = | |y
’ DmalConiol
_L‘: Active Engagements Sangoior Comirols - our Siahes
— . . — '-f‘ —_— -.—*. -
- | | I -
- Begn Terminate || Transfer || Conference || Peguest Dl Place On Logaut
-:J_] Status: | Avalssie w| | veeUp Helo L I Hold
84
!
,4.*_'5 Feature/Button Description
'-.1.
3
s Login / Logout Allows the Agent to log in/out from telephony queuing engine
&,
i b
i] Place Dial Allows the Agent to access the Dial window. Only available when a call is possible.
]
T Click Contact to Call Allows the Agent to click on contact record to place outbound call
fi-d
L; Ready / Not Ready Allows the Agent to go Ready / Not Ready to receive ACD / Queued Calls
1‘.) Allows the Agent to manually answer an incoming call.
I Answer . o
Only available when a call is Ringing.
J Transfer Allows the Agent to initiate a Transfer/Consultation/Conference.
@ Only available when the Agent is handling a call.
n
n Allows the Agent to view the data attached to a call.
User Data . . R
Only available when the Agent is handling a call.
Logged in a5: comland comland
Hangup Allows the Agent to hangup a call.
Hold / Retrieve Allows the Agent to place/retrieve the call on Hold.
Reason Code Support Support of call work/wrap with reason code designation
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4. OpenMethods CTI Abstraction: Early Prototype

TOOlbar \:ﬁ tjohnsong0 -RightMow 8 o m x
ith Call)
C . . New Wiew Go Preferences Admin Community Help
ommunication Communication Center  « ||X, Communications Center Home = X
Center Communication Center ltems ¥ s - x
Recent ltems F3 :M
N ? 070411000000 ‘INew = | 4 Edit || Dial
/| ) P e T o R e e
Recent Items =1 5221234 Active
{‘E AT Ly ‘;1] Incident: Phone handset is not working Editing
g 32 - Why my batteri
. § 26-VY n | find about the latest ¢
Ca" Il n ked to a 5 - Why is my phone disconnected?
% 1-How do | change my address?
Customer Record B Brenca Andedon
Quick Search 3
Contacts et
Name All Phone Mumbers
Q uick Search All Email Addresses  Disabled Flag
No h's
_Search . . e
s i Notifications -0
OJStomize ng B b -
_________ T New ¢ Delete 3¢ Delete All .
ﬁ Home Who Type Message When

Important _______ ——9aae
Messages @ incidents
Q_] Contacts

i3 Answers

v Tim Johnson

Message Alert

Incoming Call

f:} Opportunities

e
« L) COMMUNICATION Cemrer ——

Mtention: There has been an update to all product pricing - please c...

%

“Toast”

QLE Mailings

@ Tasks

5 W @ m D vIQ,l:ommunicationsEenterHome @ 070411-0000

Logged in as: Tim

e L L L& st h ———

CTI

Type:
ANI:

Incoming Call
221234

04/09/2007 10:07 AM

FHCCEEE =
[y Onlne



4. OpenMethods CTI Abstraction: Upcoming Features

via Multi-media Desktop Integration Framework & partner

*| Logn Chat Engagement = | | (3
> X | % m}al. \“H‘F‘
o [l e il =, s | neote | ot e | o iy ] e (e
R Works in conjunction w/ 3"-party telephony server
_:5 = Hybrid deployment model: on demand (RNT) / on-premise (telephony)
% = Sold and supported by OpenMethods
@, = Enables deep / complete integration with a defined set of telephony vendors
g = Enables Inbound / Outbound 7/ Transfer telephony / other call control
o = Phased delivery of support for: Genesys, Avaya AES, and other traditional telephony vendors
r.-j = Future support for Universal Queuing (UQ) of both voice and non-voice media channels
[ = Requires Discovery and pro-services to assess customer compatibility and implementation
D =  Pros
» Advanced functionality
o » Supports access to IVR and application-attached data
n » Supports all call modes: inbound/outbound/transfers/etc.
» Support planned for UQ / unified multi-media contact routing
e = Limitations
» Supports only implemented subset of telephony vendors
> On-site 3r9-party service deployment
> Additional licensing of 3"d-party desktop CTI
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Questions to Consider When Selecting a Telephony

Integration Strategy

1. Limited budget?

> Simple Screen Pop may be functionally limited, but it requires no additional run-time
licensing from RightNow

2. Requires desktop telephony call control or outbound speed/auto-dialing from
agent desktop?
> If yes, Simple Screen Pop is disqualified

3. Requires support for telephony architectures other than Genesys, Avaya, or
Cisco?
> If yes, then Simple Screen Pop or Custom Integration may be best

4. Requires attached-data access or true multi-media universal queuing?
> If yes, then Partner integrations (e.g. Open Methods) are likely best bets
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The Contextual Agent Desktop

e The contextual desktop delivers only the relevant content
specific to the agent, customer, and interaction

e The result is a streamlined desktop that can make your
agents significantly more efficient and effective

e RightNow Contextual Desktop components
- Contextual Workspaces
- Guided Assistance

- Agent Scripting
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Contextual Workspaces

e Agent Desktop On Demand changes dynamically based on the
context of the agent task and customer information

&’:3

Product L INTERACTION: PRODUCT REG |
Registration N (Product Information
Warranty Information

Customer Information

N >,
INTERACTION: BILLING QUESTION )
P - o
Product Information
Billing Information
Costomer Information

e 'J_J
IPIT‘.Ei_HlI:II[IH: RMA |
CONTACT CENTER ’a:unl Information
RMA |nforniation
ﬁ Customer Infarmation
&’-,—D J

Return/Exchange

e Providing instant access to relevant knowledge at the
right time and right place increases agent productivity
and enhances the customer experience
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Contextual Workspaces

 Modify a workspace based T :
on actions taken by an agent |..7m. s
or information that is known |- = —
about a customer of =

e Rules for modifying controls 5| s ,
within ribbon, fields, tabs a =] [ i
displayed in workspace al ™ o
based on the context of the |
Interaction

e Control field properties such |
as visibility, read-only, T |
required, or default value
based on other fields or
system values such as user
profile

— —
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Contextual Workspaces

e Examples

Contact Center: If the contact profile had a value in the last
product purchased custom field, show an order history tab on the
agent desktop

Contact Center: If customer’s product is in warranty, show some
warranty information fields in the agent workspace

Contact Center: If agent indicates that this needs to be an RMA,
then show the RMA tab dynamically to simplify the agent screens
for productivity

Contact Center: If product falls within a serial # range that has a
product alert, show this alert on the agent desktop incident
workspace when that product is selected.

Sales: When rep marks the opportunity as closed, automatically
display additional sales booking tab that has fields for capturing
booking information.
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Contextual Workspaces - RMA Example

= S L - Workspace Designer - X
[ |
| Home = B '@
P | | d o |- X o A& =1 K.‘S
THE 380X 3wy S o
= B = B -2 9 EIC Agent needs to enter
Mew Save Saveand Forward Print Copy Delete Offer Propose Spell Expand New Info .. . . .
Close Advisor Check Opportunity addltlonal |nformat|0n |f
Commands . . .
I Incidents ¥ |« I =z=lAll Incidents iﬂusugls—uunum = Workspaces Explorer || = bill test service opp | s admin only InCIdent reSUItS n RMA
i Incident items 2 ! E= T
23] My Inbox (default) Subject”  |Problem with cell phone|
-==| Organizations =
2| Queues Reference & |D60918-000001 Contact™ | Andy Borgman =
:=2| Groups il =
2| Today's Incidents Status® | Unresolved v RMA Type |[No Valug] v|
==| Contacts B =
iE Assianed | Automation 3 Product | Mobile Phones (P3) J
22| Last Name | andy - | ConnexCamera Phone 7720 (P3.1)
Customize List ... ) o [ TR r [ 7 — 1
| Disposition | Customer Complaint (D8} o Category | Cellular phones w/video {C4.1.1) o
| Recent ltems =~ | Product Defect (D8.7) | Connex phones {C4.1.1.1)
UJ 060513-000001 Messages [ Dietails T Time Billed (1) T Organization T Contacts [ RN Locator T Sales Literature T Tasks (0) T Session (0) Aﬂz; 40
| & Smart Assistant ), Search Knowledgebase = Standard Text | AT~ = Undock
———— Add - View | all ~ 5ot Date -Descending &
Quick Search % -
pm = Customer Entry By Phone R, - Edit Delete
S Helo,
Search There appears to be a defect in my Connex phone. Whenever | type in a number key it starts dialing the last phone number. At this point the phone is unusable.
Customize List Can | exchange this phone for another one?
Thanks
Andy
Logged in as: General Administrator Editing 2 objects @Online 100%1(—) i1 &) i)
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Contextual Workspaces - RMA Example

- = 1 - Workspace Designer - = X
~ | Home =1 W7 |
XA = D Q 3 A = ,(5
] HHEH s3sealbXlzwewv-a 5 o
Save Save and Forward Print Copy Delete Offer Propose Spell Expand Mew Info Agent ChangeS RMA
Cloze Sdvisar Check Opportunity
Commands type to Exchange
I Incidents ¥ |« I =z=lAll Incidents ‘i‘] 060918-000001 || - Workspaces Explorer || = bill test service opp | = admin only Incident Warkspa... 1P X
, M i .
| Incident items = || =
| |
22| My Inbox {defautt) Subiect™  |Problem with cell phons]
--=| Organizations =
=l Queues Reference # | 060918000001 Contact™ | Andy Borgman |@
:=2| Groups il i -
2| Today's Incidents Status” | Unresolved v RMA Type | Exchange v|
-==| Contacts B e
1Al Incidents fAssigned | Automation . Froduct | Mabile Phanes (P3) g
22| Last Name | andy - | ConnexCamera Phone 7720 (P3.1)
| Customize List. . Disposition | Customer Complaint (D8 v Category | Cellular phones w./video (C4.1.1) v
| Recent ltems =~ | Product Defect (D8.7) | Connex phones {C4.1.1.1)
UJ 060513-000001 Messages [ Dietails T Time Billed (1) T Organization T Contacts [ RN Locator [ Sales Literature T Tasks (0) [ Session (0) Aﬂz; 40
| & Smart Assistant ), Search Knowledgebase = Standard Text | AT~ = Undock
——————— Add - View | all ~ 5ot Date -Descending &
Quick Search % -
| = Customer Entry By Phone R, - Edit Delete
L'
=] Hello,
Search There appears to be a defect in my Connex phone. Whenever | type in a number key it starts dialing the last phone number. At this point the phone is unusable.
Customize List Can | exchange this phone for another one?
Thanks
Andy
Logaed in as: General Administrator Editing 2 objects EOnIine 100%1(—) i1 &) i)
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Contextual Workspaces - RMA Example

~ = Warkspaee Designer i
" | Home =i R0 )
THE 3ehX ey S
1H B 3 &0 32 9 iy w @
New Save Saveand Forward Print Copy Delete Offer Propose Spell Expand Mew Info
Cloze Sdvisar Check Opportunity
Commands
I Incidents ¥ |« I =z=lAll Incidents iﬂusugls—uunum = Workspaces Explorer || = bill test service opp | s admin only Inciden RMA tab IS added
l Incident items % ! ~* and d |Sp|ayed
23] My Inbox (default) Subiect™  |Problem with cell phone
-==| Organizations = !
2| Queues Reference & |D60918-000001 Contact™ | Andy Borgman |
3| Groups [0 > e
2| Today's Incidents Status” | Unresolved v RMA Type | Bxchange v |
:=2| Contacts ]
Al Incidens Assianed | Automation Product | Mobile Phones (P3) J
22| Last Name | andy - T ConnexCamera Phone 7720 (P3.1)
| Chisce Let Disposttion | Customer Complaint (D8) Category | Cellutar phones w/video (C4.1.1) v.
| Recent ltems =~ | Product Defect (D8.1) | Connex phones (C4.1.1.1} |
UJ 060513-000001 Messages T Details»/ RMA T Time Billed (1) I Organization T Contacts T RN Locator T Sales Literature T Tasks (0) T Session {5 40
~
— Returned Material Authorization
| Quick Search £
i L | RMA# |
CRaeH Date Issued: | Thu Dec 06 03:31:15 PST 2007
Searct *
e Customer Information
Customer = | | Purchase Order Telephone #|
Contact Name: Wells, Jane _' Institution: | ]
Will product be returned? Yes O No O Ship Via:| Shipper #:|
CatalogTot=: : : Quantity: | -
Product Name:|
Catalog/Tot=: I Quantit}’:: . 2
Logged in as: General Administrator Editing 2 objects @Online 100%1(—) i1 &) il
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Guided Assistance

Description: e T i
< Ability to walk an agent through a series b i [ et o
of questions to troubleshoot and reach an i dped © | W o
appropriate anSWer '_' !-.-_' fapas | AT 0S07L 7000001 ] Guided MRS ITBNLE ENpIorer | 8 VoIcemail - mes sages disapp
P L0 W i i g
i @ Lesuthan 7 dews 800
L 9. _'::::;:e--rg:\-'tua-;-e'
Key Capabilities: ; P p——
 New designer enables quick creation and "“'] R A Pk
editing of decision trees l.; 23 O = oo b
, CEEgr——
e Images and HTML can be added to @ Dl e
questions _:; PR Acshnint e
H g Al GO Aok M Reanchy Bl Qhuitice i
e Trees or branches can be reused and % " S @l At aan 1
copied into other trees 3 X P
. . 4 L. L:t_! Imsere s Gusde Py
= Preview mode enables designers to walk @ o bovherrooie (o] S
through the agent experience p o 254 asacnsves | 24 D
« Answer searches return both answers as
well as decision trees
e Customer responses are stored on the Loguedm av: Admnairater Frie

incident record for review

*"’f\—.__

SIUMMIT 08



Guided Assistance

Why it Matters:

neidants 9 oe0r1r-000000

- Enables consistent handling of e
complex customer issues - e
regardless of agent experience prnt [soven R L 3
level Dowomsa | ot suted R T o -

_h:'t!.!.bpe;/ Giusded dasi ] ;-.L;':u-ll_!“C::-'Ec;-i“:?_'.-:'.:'.:-l-'uu-c- | Sewsion (T -'-:acl':;-]_-'-._-:-:_'.o; i

e Model the best practices of your [ o g 5 s o e 95 et e | () et v

best agents Vihan Lt ol you lisfen |0 e measage 7 z ;:“:' TI:_“;.: 4
e Shorten resolution times and O o s your st o |
improve FCR rates by guiding the ‘o

[ Erre— frr— Action

agent to the right anSWer—the FIrSt | |1 o s cun oo e s e it st o b mssos 1 v oo o7 stasics. st v |
time

e Improves the customer experience ||
by enabling faster resolution,
fewer transfers
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Agent Scripting

Description:

Key Capabilities:

Ability to provide agents with call scripts, | -

enabling them to walk through a script
with a customer

New scripting designer enables full
design control:

e Complete script layout control

 Add tables, images, questions,
HTML, headers, footers...

« Insert merge fields to personalize
script text

 Embed fields, answers, analytics
reports, browser controls,
navigation buttons

e Full formatting control
Complex branching logic
Contextual workspace rules can be used

to customize or launch a script

Preview mode enables designers to walk
through the agent experience

SUMMIT 08
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Agent Scripting - Designer

Add pages and

branches with a

single click

Preview the script

during design \

Page branching
is illustrated for
quick reference
in the side-bar

Add merge
fields to
personalize the
script & display
data

Navigation
controls take
the agent to
the next step

\

—_

Add tables for
precise layout
control

Define contextual
rules to control the
display & behavior
of the script

Add objects: images,
HTML, questions,
browser controls,
reports.....

Validate script
flow to catch
errors

Page progress

tells the agent

where they are
in the script

Create questions

with yes/no,
multi-select, list
and radio button
answers

] " o A |G 5*'
el i o v DU BRI
= Add T Lk . g S i
- s K Oele ' &
base TE30 mdmun anly  [JB5 B gy Prubie | | b T530:F iln
o3} |[ St Paes
| ke Tt
__= Page {PageNumber} of {NumberOfPages}
e S
W . e
kj w1l | -t Hallg Seontacts name Arst jor sacunty tessons | nead o verdy your sddress
:5 Sconloctis s slres
|5 this coirect?
(] [P & BE T |
T i ™™ <
o
! |
4 Ciadionmer saryvice
. Tale
J\: Techroral Cippen
[

| Ea
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Agent Scripting - Contextual Rules & Scripts

e Contextual rules enable
control over the execution of
the script

e Control objects based on the
customer, the agent, or other
events in the script or
interaction

e Hide or display any object in
the script

e Automate script navigation

e Set field values based on
script actions

S e [ D [© e [ e |

cirol scpaln bin i Thisn Makae Addess vesikis

Talect T bl dabeemire when ths ras wreuld be svslsd
oy i e

Pana Lomied
= A Oymctn
e Mo Gusston iusston] Changed
Ligh Chrssion (Wi i the nature o ] Thanged
= Faelds [Viahas Dharged
i ) Incdanis
i B Orsandabions

L
Bt Sowpt Fredd
Fires Songt Fred

J
[ | Cance
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Agent Scripting

e Complete formatting control of text and objects
- Tables can be used for precise layout control
- Set read-only, required and display properties for questions and fields

Address Q' %* Required = | MicrosoftSansSer - |8 = E
&/ CurrentSelection - “-‘) ”ﬁ. Hidden T B O I - -
gk Fead = e Table Fos T
# Delete Only ~ 1 TabOrder ~ || [ S| [=0| B Text cell - : I size -
Selected Object Behavior Label Layout
e Insert fields for data capture and validation

Er= Employees =% Global Opt-In :lﬁ-.cqmren FH Birthday CMR_Menu =4 Contact Type
J Qﬁxddress abl| Login THage EHlcMR_Date ??CMR_Dpt =% CRM State
Contact ﬁCnntact 1D :T?Primar',r Email Invalid 8 Alternate Email 1 Invalid :ICMR Date_Time [ CMR Radic =% Customer Svc Opt-In i
Fields ~ | =% Disabled Flag [sbl Title =4 alternate Email 2 Invalid 23 CMF._Int abl| CMR_Text EH|date -

Fields

A wide range of objects, questions, and controls are available to customize the
script to the business needs

 Answer Display :_'_',JHyperIink =& Menu = 1Progress Label | Spacer A |Text [ ]Button Question (*) Radio Question

iEj Browser :IImage gNavigatinn Panel (%) Radio Buttons [=Tab Set [sb] Text Box  [=h List Question abll Text Question

|__|Button =, List Box Panel j Report T Table 553 Title Bar || 24 Menu Question [ |Yes/No Question
Caontrols Questions
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Agent Scripting

Why i1t Matters:

e Enables consistent handling of complex customer issues regardless of
agent experience level

e Support high volume telesales business cases

e Drives revenue by enabling agents to cross-sell/up-sell customers
during the interaction

e Facilitates quicker ramp-up of new agents
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Future Enhancements

e Client Workflow
e Custom Business Objects

e Embedded Predictive Analytics
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The Contextual Agent Desktop: Demo



Contact Information

Chris Hamilton
- Director, Product Management, Core Technologies
- chamilton@rightnow.com
- 406-556-3331
Stephen Michael,
- Director, Product Management, Contact Centers

- stephen.michael@rightnow.com
- 406-548-3256
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Questions? RIGHT
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