
ADVANCED KNOWLEDGE 
BASE 

Willie Eide
Manager – RightNow Service UI



Advanced KB Concepts
Agenda

Multiple Interfaces
Multiple Languages
Report Usage and Tuning
Workspace User Interface Controls
Complex Business Processes
Open Discussion



Multiple Interfaces

Why have multiple interfaces? 
 Branding
 Segmenting Users
 Internal vs. External
 Languages
 Other ?



Multiple Interfaces

Using Privileged Access (a.k.a. Answer Access) 

 Visible = End-User Accessible
 Configuration Setting – ANS_PRIV_ENABLED
 Service Level Agreements
 Side Note: Help access deprecated

- No more olh_xxx.php as of version February 2010



Multiple Interfaces

Answer Access 
- By Languages
- Visibility = End User Access



Multiple Interfaces

Conditional Sections
 Managing answers: One vs. Many



Multiple Interfaces… and Languages

RightNow Supports 33 Languages
 Maintain consistency across all languages
 Primary language consideration

- Primary answer concept
- Tracking via custom fields

 Issues
- Language translation from one answer to another
- Change log 

• What changed during the previous edit



Multiple Interfaces… and Languages

Sibling Relationships
 Workspace control



Multiple Interfaces… and Languages

Managing Sibling Relationships – Meta Answer
 Share products and categories
 Share common file attachments
 Workflow rule usage



Report Usage and Tuning

Maintaining a Healthy KB
 Keyword Search Report

- Search term, Search Count, 
Number of Answers 

- Target searches that return 0 
answers

 Session and Site Analysis
- Number of Searches
- Answers Viewed
- Sessions and Web Questions
- “What’s Hot”



Report Usage and Tuning

Answer Toolbox
 Search Knowledge Base

- Allows searching of other answers, topic words, 
external documents, and (coming soon) social 
communities

 SmartMerge
- Keep your KB manageable by merging similar answers 

where appropriate



Report Usage and Tuning

Linked Answers
 Manual Links - suggested answers by KB administrator

 Learned Links – answers associated by users



Workspace User Interface Controls

Sibling Relationships
Links Checker
 Client side
 Server side



Workspace User Interface Controls

Products and Categories
 Linking Products to Categories (New)
 Visibility Dialog 

- Provides feedback on products and 
categories associated to answer and 
where those answers will be visible

 Limit Products and Categories by 
Interface
- Profiles to Interface (November ’09)



Complex Business Processes

Increased Usage => Added Feature
 Community Forums
 Idea Lab

Custom Fields
 Leverage ability to store additional information
 Example 

- Incident Severity



Complex Business Processes

Case Examples
 Content Management (Answer Versioning)

- Keep original ID
• Notifications
• Documentation

- Change Information
• Who, What, When

- Copy = Snapshot
- Answer Notes (future)



Complex Business Processes

Other Use Cases
 Variable Usage (Find and Replace)
 Answer Comments (HiveLive)



Open Discussion

Other KB Session
 Wednesday @ 10:00

- Optimal KB Configuration – Best Practices

Open Discussion
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