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You Can’t Improve What you Can’t Measure

8 Steps to Great Customer Experiences

O N O

Establish a Knowledge Foundation
Empower Customers

Empower Frontline Employees
Offer Multi-Channel Choice

Listen to Your Customers

Design Seamless Experiences
Engage Proactively

Measure and Improve Continuously
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Common Bl Challenges

Disparate systems and data RESULT:
oL v Inability to get complete business view
Inability to report on data RESULT:
over long time periods v Inability to determine/predict trends
; N _ :
Bl systems are costly and HESLLU:
time consuming to deploy v Slow to see business benefit
L and maintain || ¥ Questionable ROI )
r \ \
RESULT:
3' f_SfYSt?t”lS are complex and v Need specially trained/skilled staff
ITTICUTE 10 use v Low user adoption J
\ y, L
' Insufficient organizational | (RESULT: )
resources to provide the v Insufficient information to make
reporting needed ~ informed business decisions J
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As a result ...

» Many who can benefit
from insight go without it

» Clients frustrated
» Poor decisions made

» Business performance
suffers

» Customer experience
suffers
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RightNow Business Intelligence Solutions

RIGHTNOW ANALYTICS
Operational Analytics

Key Benefits

Insight into the real-time
state of the business

Meets core analytical needs

Focus & Characteristics

Real-time operational
analytics and reporting

Straightforward metrics and
KPI’s

Designed to report on
RightNow data

Uses transactional platform

RIGHTNOW ANALYTICS

RIGHTNOW ENTERPRISE ANALYTICS
Advanced Analytics

Key Benefits
e Advanced trending

e Extends insights beyond
RightNow’s solution

e Optimized for larger data
volumes

Focus & Characteristics
e Leverages data mart

e Longer-term trending
e Advanced analyses

* Analyze external data with
RightNow data

e Exploratory analyses for analysts
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What 1s a data mart?

Cube

Data Mart

ground‘%;:"f,"' =
A data repository designed for fast SZ@* e
analyses on large data aggregations Bl P e B et g gf 4 4

Feb-17-93 | Apr-22.99 | Sep-07-93 | Dec-01-93

In contrast to CRM DB optimized for I e e e e e
. . Hemisphere | ) iz 240 200 410

faSt proc:_eSSIng Of Slngle Route [ Ausels PAar-05-33 | May-13-93 | Aug-03-33 | Moy-27-33

transactions 500 470 464 536

L— Europe

FAar-07-99 | Jun-20-99 | Sep-11-99 | Dec-15-39

Often uses a star schema - omn | T L PR LR TE

wsterm | o2 L3098 ] aun-25.99 [ ep-30-99 | Dec-2sss] A

Hemizphere 500 430 315 540

Leverages a cube to “slice and gl e e e e 4
d i Ce 77 data any Way the use r needs PMeasures 1zt quarter 2nd quarter 3rd quarter  th quarter

o - Prackages st half : 2nd half
Focused on slicing and dicing of Time
metrics (e.g. show “X” by “x’’)

Star Schema
DmENSION
Transactional Analytics | '

Points to operational CRM database

Real-time

Counts things

List reporting
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RightNow Enterprise Analytics

Description:

Delivers on demand data mart and
advanced analytics solution
complementing RightNow’s real-
time operational analytics solution

Key Capabilities:
*High performance reporting and
analyses on large data volumes

* Longer-term, advanced trending

*  Combines data from external
sources with RightNow data

*Analyses requiring more complex,
intensive calculations, such as ...

* 30, 60, 90 day rolling averages

*  Time-slice analyses

*  Process bottlenecks & efficiency

*  Use of periodic business snapshots
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RightNow Enterprise Analytics

Why It Matters:

m )

ome

1 i <
Application
Enterprise Analytics | [Lvo Heda fae

®» Broader, deeper, faster insights e a4 2| s

o | ,,gn.\;.n:hn,\m‘
b i::,w el Overview || Resolution Pedanmance || Product | [BURTTE]
. Complete VieW aCFOSS enterprise m i it - Padumance Cvenisw | Call Valuma | Coll Tima Averagas | Abandonmart Rates | Answarsd Call List

| Recont hunm
Call Switch { Call Time Avarages

d ata SO u rCeS :;:-} mm Click heve to set prompt values. =

. High-performance analyses for »;ﬂf.;:um:mwn Call Time Averages by Date Call Time Averages by Switch
complex enterprise-level needs Qo

—
o &) Communication Cerer

®» More knowledge delivered from e
RightNow application 9

@ Anawers

‘1] nciduris

®» Manage contact center with —
fewer applications T ye—

Ill ey 1 B
f.) = Date Horh Arnerica EMEA APALC
Surveys
Switch Name
— vy Hledd Tirna — powg Talk Teme Ay Wiap Lp Time
) : | q Wiap U
AL, Malings | A Tatal Call Tima B A Hold Tirna B A Talk T Ave Wrapellp Time

( \ 11| Conter | ibeary |
/ Bette r, Smarte r, faSte r 2 ;'.:,.,‘,:;,_,,:. :.;u:. - Calls In Quewinil0 Altisrenceid min Orcupancy ;B0 ACHi1E ASALL CEL:80 BTHi [«

decisions
v" Higher RightNow value

x‘/ Improved user efficiency
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RightNow Enterprise Analytics

Why It Matters:

B ..
ot
Platform
Enterprise Analytics  « | lveMedaBa
® Built natively for on demand ummm
® Single, consolidated, automated platform  |....”"
with managed services e
. Pu rpose_built for RightNOW Solution ?‘:"‘""I’:”""“"" FCRR vs Time to Resolve by Qir Lowest FCRR Products: 3, 6, 12 Month Avgs

®» Pre-mapped data mart

®» Extensive library of pre-built metrics for
easy, ad-hoc reporting

[\/ Simplifies deployment

v' Eases administration
v Dramatic cost reductions

v Expedites solution
- implementation
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On Premise = Complexity and Cost

TRADITIONAL BI

Call Switch
Data

Dashboards

Several components managed separately Ad Hoc
Reporting

Data
ETL
Warehouse [ }{ } Printed

Reports

Operations
Data

» Fragmented
» Expensive

* High administration cost

* High development & integration cost
» Slow time-to-value
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Fast to Deploy, Easy to Administer

RIGHTNOW ENTERPRISE ANALYTICS

Call Switch
Data
r N
Dashboards
RightNow
Data One Integrated, Fully-Automated Platform Ad Hoc
Reporting
ETL Data OLAP  Reporting
Operations Warehouse Engine Engine
Data Printed
kReports

» Entire solution integrated and automated

» Simpler to implement and administer
» Dramatically lower cost
» Rapid time-to-value
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Complete View Across Data Sources

CUSTOMER INTERACTION DATA ENTERPRISE DATA

& © Y

email forums

IVR Data

Returns
Data
" ¥ Order Accounting Fulfillment
( S ) e w Data Data Data
search ﬁ social web

Operational Feedback P é\gent
66 us | Data Data er ([))rmance
‘ iz F— Vv ata
co-browse
chat

ey pr— _

I &»’Z@ %. Call Switch RNT Archive

—\ - Data Data

K web self-service feedbhack / \
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Service Analytics Focus (today)

SerV|ce analytics delivered in May *09
" Incidents

Incident Threads
Incident Transactions
Incident Performance
Answers

Answer Stats
Keyword Search

More

Some Feedback analytics also available
Surveys

Questions

Other supported analytics in May ‘09

Accounts
Contacts
Organizations
Interfaces

Home

Enterprise Analytics

[ Enterprise Analytics ltems

& Catalog
24 Dashboards

M| Subject Area Report¥ Add¥ Options ¥

a A~

- Time

- Customer

+- Account

- Incident
H-Transaction
+-Thread

+- Interface

- Survey

- Question

- Answers

- Information Gap
- Keyword Search
+- Incident Snapshot

+H-Measures

Report Filters ¥

Results | Layout

More analytics provided in future releases
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Over 300 Pre-Built Metrics

Business Hierarchies Measures
e Time e Answer Stats
e Account e Contacts
e Answer e Incident
e Customer e Incident Performance
e Incident e Incident Transactions
 Incident Performance Snapshot = Keyword Search
e Interface e Surveys
» Keyword Search e Statistics Summary
e Question e Session Summary Statistics
e Survey e Time Series Measures
e Thread
e Answer Stats
e Incident Transactions
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Business User Friendly

RIGHTNOW ENTERPRISE ANALYTICS Ul

/Enterprise Analytics <«

Emnterprise Anahlytics hems

= 40 azhboards
2l FReports
i Catalog

Cuztomize List...
Recent Hems

g_j Q90202-000000
031219-000156

é 090221-000006

Quick Search

74} Home

g Emterprise Anahlytics

ot
[(*

Hr

Hr

Entaiprise Anatytcs
reevpie Anste s te—s

o T
-
d tatuog

Q Analytics
Tasks

\_

Dashboards: Display and interact with dashboards. For most users.

Perform exploratory analyses with ad-hoc capabilities. Build reports. For power users.
Access catalog administration tool. For administrators.

Reports:
Catalog:
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“Drill-Out” Directly to RNT Record

Analytics Chart

Avg. Resolution Time by Product Level 2

Blackberry Curee

L& Chocolate

Mokia 6260 Slide

Sony COX-MEDIP
Mokia5300 Xpresshdusic

Glaobal 5215

Product Level 2

Alpine CDA-3556M

Glaobal 8500i

Global FishFone

Kenwood KDC-232MR: 373
Kenwaod KDC-232MR i " T
240 260 280 300 320 340 380 380 400

Avg Time To Resolve (min)
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“Drill-Out” Directly to RNT Record

Analytics Chart

Product Level 2

Avg. Resolution Time by Product Level 2

Blackberry Curee

LG Chocolate

Mokia 6260 Slide

Sony CO¥-ME0IP
Mokia5300 Xpresshdusic
Global 62151

Alpine CDA-3836M
Global 85000

Global FishFone

Kenwood KDC-232ZMR;: 373

Kenwood KDC-232MR i_j

240 260 280 300 320 340 380 380 400
Avg Time To Resolve (min)

Incident List

Reference Number Date Product Level 1 Product Level 2 Agent Code Resolution
Time (min)

} 090202-000000 9/8/07 12:00 AM Satellite Radio Kenwood KDC-232MR 8 | sss
081219-000131 9/14/07 12:00 AM Satellite Radio Kenwood KDC-232MR 2 74
081219-000116 9/23/07 12:00 AM Satellite Radio Kenwood KDC-232MR 4 148
081219-000008 10/14/07 12:00 AM Satellite Radio Kenwood KDC-232MR 8 888
081219-000102 10/18/07 12:00 AM Satellite Radio Kenwood KDC-232MR 2 148
081219-000120 11/4/07 12:00 AM Satellite Radio Kenwood KDC-232MR 7 777
090220-000011 11/16/07 12:00 AM Satellite Radio Kenwood KDC-232MR 9 333
081219-000157 12/1/07 12:00 AM Satellite Radio Kenwood KDC-232MR 4 148

| 1081213-000194 1/31/08 12:00 AM Satellite Radio Kenwood KDC-232MR 8 888
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“Drill-Out” Directly to RNT Record

Analytics Chart

Product Level 2

Avg. Resolution Time by Product Level 2

Blackberry Curee

LG Chocolate

Mokia 6260 Slide

Sony CO¥-ME0IP
Mokia5300 Xpresshdusic
Global 62151

Alpine CDA-3836M

Glaobal 8500i

Global FishFone Kenwood KDC-232ZMR;: 373

Kenwood KDC-232MR -__j

240 260 280 300 320 340 380 380 400
Avg Time To Resolve (min)

RNT Incident Record
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Incident List

Reference Number Date Product Level 1 Product Level 2 Agent Code Resolution
Time (min)

090202-000000 I 9/8/07 12:00 AM Satellite Radio Kenwood KDC-232MR 8 | sss
081219-000131 9/14/07 12:00 AM Satellite Radio Kenwood KDC-232MR 2 74
081219-000116 9/23/07 12:00 AM Satellite Radio Kenwood KDC-232MR 4 148
081219-000008 10/14/07 12:00 AM Satellite Radio Kenwood KDC-232MR 8 888
081219-000102 10/18/07 12:00 AM Satellite Radio Kenwood KDC-232MR 2 148
081219-000120 11/4/07 12:00 AM Satellite Radio Kenwood KDC-232MR 7 777
090220-000011 11/16/07 12:00 AM Satellite Radio Kenwood KDC-232MR 9 333
081219-000157 12/1/07 12:00 AM Satellite Radio Kenwood KDC-232MR 4 148
| 1081213-000134 1/31/08 12:00 AM Satellite Radio Kenwood KDC-232MR 8 888
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Example: Call Handling Analytics

Call Switch / IVR Insights

®» Measure calls escalated to
incidents, and why

®» Measure call handling efficiency "
and effectiveness | [
® Improve FCR for each call switch i m
® ID sources of customer ol [

frustration and call abandonment

®» Identify call patterns for future
staffing and planning

®» Measure agent effectiveness;
identify improvement or training

8.50%
opportunities —
180 4 2
. F7.50% =
£ 150 4 g
i”” 1 —mn%%
;% 120 3 F 6.50% %
= 100 Feom §
2 g
E‘ 80 Fes0% <

09 L5 oo

a0

@d Dashboards

[LEGENKOTBNIEVE | Resolution Performance || Product || Call Switch

Trends | Open Incidents

Incident Overview / Trends

Resolution Time by Agent: 3 & 6 Month Avgs

Inbound Calls vs Incidents Created by Date

d Dashboards

Call Switch / Performance Overview

Click here to set prompt values. [¥!

Avg Call Times by Switch

Incident Overview || Resolution Performance || Product | EeEI[RATHT N | | <

Performance Overview | Call Volume | Call Time Averages | Abandonment Rates | Answered Call List

Avg Abandonment Rate vs Hold Time by Switch

APAC EMEA

Switch Name

I Avy Hold Time B Ay Talk Time

Marth America

[ Awg VWrap-Up Time

APAC
Switch Name

Morth America EMEA

— Awg Call Abandonment Rate I Avg Hold Time (minutes)
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Example: Incident Resolution Analytics

@d Dashboards

RESO I uti on Pe rfo rmance [P A TR A Rsolution Performance || Product || Call Switch|[[3

Trends | Open Incidents

Incident Overview / Trends

®» Extend visibility into trends

Resolution Time by Agent: 3 & 6 Month Avgs Inbound Calls vs Incidents Created by Date
across a multi-year product
lifecycle s
®» Identify bottlenecks and
iImprovement opportunities in -
incident resolution process o

®» User rolling averages to identify R T

i m p rovements & i m p rovem ent :{;I:::I‘ sulu(ion Performance || Product || Call Switch ||| ¢

Oppo rtun ities Incident Overview / Trends

* |ncident intervals, FCR, etc.

= FCRR vs Time to Resolve by Qtr Lowest FCRR Products: 3, 6, 12 Month Avgs
®» Gauge how effectively each
- - 380 5 r 70%
owner of incident (e.g. agent or
H H 360 4 [ Ba%
department) helps in resolution -
;
r B0% 3
o 5 340 4 B
®» Understand if SLA’s are met, root - R etz
20 4 H
causes and long-term SLA trends .
L ape ocolate
300
290 1 ~ 45% Alpine COA-OBSEM
G 3 I} &) G 3 I} g
E £ 2 B B & B 8 iMetemssass iasa'sasss tncas sasasanas
=] =] =] =] =] Q =] Q 10% 20% 30% 40% 50% G0% 70% G0%
Vear/Quarter I FCRR - Trailing 3 Months B FCRR - Trailing 6 Months
— First Contact Resln Rate (%) I Time To Resolve (min) [0 FCRR - Trailing 12 Months
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Example: Product & RMA Analytics

Product & RMA Insights

®» Identify which products are most
problematic, and why

®» Measure RMA process efficiency
and effectiveness

®» Gauge how effectively each
owner of an RMA step performs
his/her role

®» Identify bottlenecks and
Improvement opportunities in
RMA processes

®» Understand if RMA SLA’s are met,
and if not, why

®» Understand root causes behind
RMA-related customer
satisfaction

|od Dashboards

Incident Overview | Resolution Performance |Rgfilil=q | Call Switch |||

Product Performance | Active Incidents | Incident List | Incident Volume Trends
Product / Product Performance

Click here to set prompt values. [¥

Avg Resolution Time by Product Level 1

Avg. Resolution Time by Product Level 2

0 7 Elackberry Curve
345 LG Chocolate
= 0 4 MNakia 6260 Slide
= &1 Sany COX-MS0P
E= =
F 2 Mokiasoon Hpresshusic
3 =
& 330 T
i g Global 62151
‘” 2
g 325 & Alpine CDAS95M
=
Z 320 4 Clakal 200
54 Dashboards
315 J{Incident Overview || Resolution Performance || Product |JeEIRWIG | | <
210 Performance Overview | Call Volume | Call Time Averages | Abandonment Rates | Answered Call List

Call Switch / Call Volume

Click here to set prompt values. [¥!

# Calls by Product Level 1

60,000 4

50,000 4

40,000

30,000

20,000 4

10,000 -

Camera

Cell Phones  Satellite Radio GPS
Product Level 1

I # Angwered Calls

# Calls by Product Level 2

Olympus Stylus Tough 10
Mikon Coolpix

Global 6215

Global FishFone

Sony Cybershot

Sony COX-MWS0IP

Product Level 2

Blackberry Curve
Mokiag800 Xpresshusic
LG Chocolate

Kemwood KDC-232MR

0 10,000 20,000
# Answered Calls

30,000
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Overall Better Performance & Decision Making

Improve Team Performance
» Identify training opportunities
» Reward top performances

» Reduce employee turnover

Generate More Revenue
®» Increase cross-sell close rate
®» Provide better tailored offers

» Train CSR’s to present and close more
effectively

Improved Decision Making

» Expanded access to information
» Deeper, broader insights

» Longer-term historical reporting
»

360-degree view of clients, incidents,
products, processes, etc.

» Greater clarity, granularity and
breadth of insights

[sd Dashboards

Incident Overview || Resolution Performance || Product |[e=| ISR | | <

Performance Oveniew | Call Volume | Call Time Averages | Abandonment Rates | Answered Call List
Call Switch / Call Time Averages
Click here to set prompt values. [¥

Call Time Averages by Product Level 1 Call Time Averages by Product Level 2

Canon EOS Digital
Satellite Radio Glohal BaO0i
Sony COx-Ma0IP

Mikon Coolpix

Camera
Global 62151

luct Level 2

Sony Cybershot

Product Level 1

¢/l | Dashboards

Incident Overview |[REEMICO RSN (T BN | Product || Call Switch

Overview | First Contact Resolution | Resolution Time

Resolution Performance / Overview

Click here to set prompt values. [¥!

FCRR vs. Avg. Time To Resolve

480 4

400 4

o
h
=1

w
o]
=]

Time To Resolve (min)

260 1

200 -

m O = ™ = o oM % W ©w M~ @® m O = © = ©™ m = o @
EOE X O R OB B B ¥ 8 B & ¥ @ 3 m = ©& & B ® & &
5o 2 5 5 £ 8 £ E 5 E E g £ n gz oz Z 2 Z & 8 8
2= 5 g 8 § &8 f 5§58 &8 & 5 5 § & 2 2 £ 85 @ 5 @ 5 9
4 & § § § 8 8 &8 8 @ 8 @ © @© % & § &8 8 8 8 @ 0©
Year/Month
— FCRR (%) I Time To Resole (min)

r75%
F70%
F B5%
F BO0%
[ 85%
F a0%
F45%
F40%
- 35%

FCRR (%)
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Can | Benefit From Enterprise Analytics?

» Is my organization able to identify critical issues & trends in a timely
manner?

» Does everyone in my organization have access to the information they
need to be most effective?

» Do people in my organization need to report on data from several
sources in conjunction with RightNow?

» Do my business users need to be alerted to specific events or given
automatic progress reports?

» How accurate is my organization’s forecast of resources required and
upcoming staffing needs?

» How much time and resources do | devote to developing and

delivering reports?
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Enterprise Analytics: Value Drivers

ROI Driver Enterprise Analytics Capabilities

Improve service = Improve service request effectiveness by providing insight into product
effectiveness and organizational patterns

More effectively allocate resources by identifying areas / products that
CSRs excel or struggle with

Empower individual CSR’s to optimize their own actions via insights
based on complete information

Increase management Use best practice analytics to identify issues and develop action plans to
effectiveness address them

Improve coaching effectiveness with fact-based insight into CSRs
strengths / weaknesses

Ensure excellent Enable monitoring of performance and effectiveness metrics so process
execution throughout bottlenecks can be identified and dealt with quickly

the Se_rvi(?e Identify best practices by finding excellence in your organization and
organization benefit by deploying them throughout the enterprise
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Enterprise Analytics: Value Drivers

ROI Driver Enterprise Analytics Capabilities

Improve visibility » Provide cross-enterprise visibility to your service group from orders to
shipments, and through to service requests

Respond immediately to issues and opportunities based on timely
information and proactive alerts

Improve customer Understand your customer base better by providing insight into
satisfaction customer purchase histories and behaviors

Anticipate customer needs with purchase pattern analysis

Improve effectiveness of interactions with customers by providing
comprehensive view of customer relationship in summary analytic form

Improve Identify and respond quickly to issues using best practice analytics
responsiveness

Use alerts to be informed of key events and issues and to take
appropriate action to address them

Lower TCO Reduce implementation costs by using complete OOTB application
Accelerate time-to-value with complete OOTB application

Reduce costs by using Enterprise Analytics’ ability to leverage other data
sources on demand rather than building from scratch
KIunl |  —
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