
GLOBAL SERVICE ENVIRONMENTS: 

Supporting Multiple Language Web Self-Service



• KB Considerations & Goals
– Identify Business Goals 
– Technical Considerations
– Content Differences for Different Regions and Languages
– Style and Branding
– Authoring Best Practices

• Consistency
– Reuse products and categories when ever possible
– Reuse of Top and Bottom “wrappers”
– Reuse any end user customizations across all interfaces
– Reuse of Answers – Creating Answer Siblings by language

• Global Configurations 
– Reuse of profiles, workspaces and Navigational sets
– Group Staff Accounts and Queues by profile and region
– Use of Workflow States to separate global regions  
– Locking down permissions (“Too many Chefs” dilemma)

SUPPORTING MULTIPLE LANGUAGE WEB SELF-
SERVICE



KB CONSIDERATIONS & GOALS
IDENTIFY BUSINESS GOALS

• Do the different regions have the same business goals? 

• Are end users incented to use the KB in the same way?

• Do the end users in different regions have the same tools?

• How much of this affects reporting???? !!!

• Balance design difference of multi-interfaces with maintenance 

considerations. Where do the authors reside?



KB CONSIDERATIONS & GOALS
TECHNICAL CONSIDERATIONS

• Separate Languages for each interface

• Separate countries for each interface*

• Access levels /SLAs based on contact country or language custom 

field (base still in mother interface language & requires login)

• Custom fields: what language or country (base still in mother 

language. Country and language are answer filters)

• Keywords in foreign languages

(* NOTE – RightNow does have maximum number of Interfaces that can be added to one site)



KB CONSIDERATIONS & GOALS
CONTENT DIFFERENCES FOR DIFFERENT REGIONS AND LANGUAGES

• Simple language translation vs. different products and policies across 

different countries

e.g., How to manage a return policy that is different in the US vs. UK 

but both countries use the same language interface

• How to handle countries with multiple languages

e.g., Switzerland uses French, German and Italian. Switzerland as a 

country has it’s own policies different than Germany, Italy or 

France. Do we have three separate language interfaces just for 

Switzerland?

• Do you need to identify users by language or country or both?



KB CONSIDERATIONS & GOALS
STYLE & BRANDING

• Style of answers especially for same language in multi-regions. First 

person vs. third person? Cultural differences

• How much information on a page. 

– E.g., The same sentence in German is generally longer than the 

same sentence in English 

• Keep it Vanilla and standardized 

• Minimize end user customizations to the extent possible

• Answer variables and custom content can simplify or complicate matters 

depending on how they are implemented



KB CONSIDERATIONS & GOALS
AUTHORING BEST PRACTICES

• Set up regional workspaces and reports and navigational sets for 
KB authors

• Have ONE global Czar with regional Czar-”ettes”

• Publish global usage statistics and regional usage statistics. Trend 

on these.

• Use answer variables where possible

FAQ Workflow Process Chart
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KB CONSIDERATIONS & GOALS
AUTHORING BEST PRACTICES

• Maintain stop words /aliases in the languages.
• Pick language of the month for review as well as product of the month 

across languages
• Coordinate regular call for authors all over the world
• Set up a world wide calendar for significant KB-affecting events in 

each region
• All authors everywhere should attend KB training, preferably all 

together FAQ Workflow Process Chart
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CONSISTENCY
REUSE PRODUCTS AND CATEGORIES WHENEVER POSSIBLE

• Create a “Global” list of your products and categories then select 
subsets of this global list for each region. Example spreadsheet: 



CONSISTENCY
REUSE OF TOP AND BOTTOM “WRAPPERS”

• Standardize your RightNow Web presentation for all regions
• Provide easy-to-use UI consistent with main site
• Standardize Customizations Globally
• Interface mockup:



CONSISTENCY
REUSE OF TOP AND BOTTOM “WRAPPERS”

• Motodev Wrapper Example:



CONSISTENCY
REUSE OF ANSWERS – CREATING ANSWER SIBLINGS BY LANGUAGE

• Create global content, then translate using Sibling/Meta Answers
• Ask RightNow Professional Services to Export, send to translation 

company and then Re-Import using “Answers On Demand” tool



CONSISTENCY
USING CUSTOM ANSWER ON DEMAND TOOL

• The Answer on Demand tool (AOD) allows users to export, translate or 
offline edit, and then re-import FAQs into any of their various databases 
and interfaces



GLOBAL CONFIGURATIONS 
REUSE OF PROFILES, WORKSPACES AND NAVIGATIONAL SETS

• First Create global “generic” Workspace(s) & Navigation Sets
• Create Global Profiles using generic Navigational Sets & Workspaces above
• Copy Profile(s) as needed per region; changing Queues for service 

implementations



GLOBAL CONFIGURATIONS 
GROUP STAFF ACCOUNTS AND QUEUES BY PROFILE AND REGION

• Create Groups by Region 
and Role 

• Keep in Alphabetical 
Order 

• Keep number of 
Workspaces and Profiles 
to a minimum



GLOBAL CONFIGURATIONS 
USE OF WORKFLOW STATES TO SEPARATE GLOBAL REGIONS 

• Create Separate States to route regional specific 

incidents

• Wherever possible use “global” Escalation rules

• Use 1.2 Naming Convention 



GLOBAL CONFIGURATIONS 
LOCKING DOWN PERMISSIONS (“TOO MANY CHEFS” DILEMMA)

• Create few profiles with administration privilege

• Limit staff accounts with full access

• Direct other agents and RNT administrators world wide to funnel 

requests thru one channel

• Use RNT incidents to submit configuration requests in order to track 

changes.



RIGHTNOW AT MOTOROLA

• Global RightNow Deployment

• Web self-service 

(hellomoto.com)

– +4 million customer 

interactions per month 

– 21 languages

• Email Management

– 12 languages

English (American, 
Australian, British) 

Japanese 

Czech Korean 

Danish Norwegian 

Dutch Polish 

Chinese (simplified, 
traditional-Hong Kong 
(Cantonese), traditional-
Taiwan (Mandarin)) 

Portuguese (Brazilian) 

French (European, 
Canadian) 

Romanian 

German Russian 

Greek Slovenian 

Hungarian Spanish 

Italian Swedish 

Ukrainian 



GLOBAL WEB SELF-SERVICE AT HELLOMOTO.COM

Challenges:
• Target audience moving 

to web and email for 
support

• Increasing expectations 
for ability to self-serve

Results:
• Very high self-service 

rate 
and ROI



MOTOROLA GLOBAL AGENT DESKTOP

• Collects VOC data consistently 
across many different 
outsourced call centers

• Ensure consistent, fast service 
• Integrated into repair and order

•Improve productivity (~15% 
decreases in AHT against comparable 
systems)
•Drives revenue (used for order-
taking)



EMAIL RESPONSE MANAGEMENT

• ‘One platform for the globe’ capability

• Improve first contact resolution rates and agent productivity

• Collects VOC data to a central repository



THANK YOU

• Questions?
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