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Agenda

» The Top 7s for Optimized Response Rates &
Reporting (30 mins)
Questions Creation Best Practices
Survey Construction/Execution Best Practices
Feedback Analytics Best Practices

» J&P Cycles Customer Showcase (15 mins)
» Feedback Forum Review (10 mins)
» Questions (5 mins)
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Top 7 Best Practices

Short & Sweet

Relevant

Straight-Forward

Use Everyday Language
Careful Answer Selections
Clearly Defined Labels

Watch Open-Ended Questions

NOO O .
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Best Practice #1
Short & Sweet

O Arrived earlier than promised - satisfied

O Arrived on the date promised - satisfied

(O Arrived 1 day later than promised - satisfied

(O Arrived 2 days later than promised - not satisfied

() Still hasn't arrived - extremely unhappy

(O Arrived 3 day later than promised - unhappy

(O Arrived - satisfied

O Arrived 1 week later than promised - extremely unhappy
O Arrived 2 weeks later than promised - extremely unhappy
(O Back Ordered - considering cancelling order

O Other

Which of the choices below most accurately describes the timeliness of vour order shipment and satisfaction of service?

Question Creation

How would vou rate our service?

(O 5 - QOutstanding
(O 4 - Excellent
O3 - Good

(2 -Fair

1 - Poor
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Best Practice #2
Relevant

/

%
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Best Practice #3
Straight-forward

Respondent Preference/Question Type

Question Creation

0 Radio
= Either
= Dropdown
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Best Practice #4
Use Everyday Language

@t concelivable that you vm

eulogize our concoction to a
compatriot?
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Best Practice #5
Careful Answer Selections

Which of the following categories best describes you?
 Single and living with parents
() Single and not living with parents
{ Married or living with partner but no children
) Youngest child is under 3 years old
 Youngest child is 4-6 years old
) Youngest child is 7-9 years old
) Youngest child is 10-14 years old
) Youngest child is 15-19 years old
) Youngest child is independent
| have grandchildren
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Question Creation NOW i summIT 089



Best Practice #6
Clearly Defined Labels

On a scale of 1 to 5, how satisfied are you with
the response time of our agents?

1. 2. 3. 4. 5.
J

On a scale of 1 to 5, how satisfied are you with the
response time of our agents?

1. Very Dissatisfied

Dissatisfied

Somewhat Satisfied
Satisfied -
Very Satisfied - /
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Best Practice #7
Watch Open-Ended Questions

» Include no more than three to five open-
ended questions - one Is usually enough.

» Never make open-ended answers
mandatory.

» Don’t use unless you plan to review them.
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Top 7 Survey Construction/Execution
Best Practices

Be Well-Timed
Get to the Point
Keep It Personal
Take Action
Motivate

Limit Frequency
Optimize & Test
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Best Practice #1
Be Well-Timed

SUMMIT 09
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Best Practice #2
Get to the Point

Short vs. Long Surveys
Survey Characteristics Short Long
Surve_:y length 5 21
(minutes)
Number of Questions 12 23
Completion Rate 31.4% 11%

Survey Construction & Execution
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Best Practice #3
Keep It Personal
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Best Practice #4
Take Action
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Best Practice #5
Motivate

4 | )
“It’s not that I’m lazy, I1t’s

that | Just don’t care.”

Peter Gibbons - Office Space
\ Yy
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Best Practice #6
Limit Frequency

4 )
NO ”
thanks
\_ .
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Best Practice #7
Optimize & Test

Those who fail to learn
from their mistakes

are destined to repeat
them.

\ - Yy
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http://leveragesoftware.typepad.com/.a/6a00d83447ad6053ef010536b54343970c-pi�

Top 7 Feedback Analytics Best Practices

SCORE!

Chart It

Tell a Story

Organize

Analyze Free Text Responses
Trend It

Automate

NOO O .
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Best Practices #1

=

SCORE

Home

Options Question
Save Actions

Hoﬂ,io*f?

Save Cancel | Display Preview Info

Rate our Service - sboyerds - RightNow CRM - = X ]

(3] Survey Question I
Question Test  |How would pou rate our service?
Question Type
7
" Choices I
Respondent Selections
Display as [ Respondent must answer this question
[#] Add Cheice
.
Choice Text Score \Is "Other” Choice | Action S
5 - Cutstanding 5 |No Edit | Remove
4 - Excellent 4 |No Edit = Remove L]
3 - Gaood 3 |No Edit | Remowve @
2 - Fair 2 |No Edit | Remove
1 - Pranr 1 JNn Fdit_Remmwe ¥
[] Randomize Choices Mumber of choices to display per line:
7

Logged in as: Admin Admin
-

Ronline ' 100% (=) [

Feedback Analytics
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Best Practices #2
Chart It

Chart Wizard

Welcome to the Chanrt Wizard

Thiz wizard helpz pou define chart properties, styles and general chart
infarmation. Select the type and subtype far your chart.

Chart type | Chart zubtype J

Wertical Bar

Harizontal Bar
Fie

Lire
Line/Bar Combio

Funnel

- Back Mext —?H Cancel l
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Best Practice #3

Tell a Story

Survey Responses By Question

Gerald kKesler
Gloria Bacall

Jennifer Fernhalkz

Maty Carbone
Mo Value

Patricia Grainger

Tarn Wrightsville

5 - Qukstanding
5 - Qukstanding
4 - Excellent

4 - Excellent

5 - Dutstanding
5 - Qutstanding
5 - Qutstanding
5 - Qutstanding
1 - Poor

1 - Poor

5 - Qutstanding
5 - Qukstanding
4 - Excellent

2 - Fair

5 - Qutstanding
5 - Qutstanding
3 - Good

1 - Poor

4 - Excellent

3 - Good

5 - Qutstanding
3 - Good

1 - Poor

4 - Excellent

5 - Qukstanding
4 - Excellent

=l Full Name 4 Response Email Address

(=] Question: Rate our Service {28 items)
Anna Emmert 5 - Qutstanding amcmahona@y ahoo, com
Brenda Del 4 - Excellent rnmwuser 1@y ahoo, com.inwal

rnmwLser 1@y ahoo, com,inwal

adricheyi@hatmail, com.inwali

brewer_1999@yahoo, com.i

Open
Eqgy.brandon@rightnow.co
Eqgy. brandon@rightnow,co
=) Prink Eggy.brandon@rightnow.co
j Mew Eralyn. smith@rightrow,co
—1’] Copy b Value
I3 Assign p Value
s b Value
M Delste b Yalue
b Value
e Forward Incident b vale
W@ Propose Incident b value
) Email Contact b Value
Walue
b Value
b Walue
Tﬂ} Response Exclusion Flow p Value

(

Exclude survey from result driven feedback reports.
- -

ol

| WTE=] 1 (=

Mo Yalue
Mo Yalue
Mo Yalue
pquerrero@righknow, conm, iny

bwrighb@rightrow, carm. insal

Feedback Analytics
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Best Practice #4
Organize
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Best Practice #5
Analyze Free Text Responses

Topic Monitoring Wizard

Getting Started
Fleaze select a survey question to analyze.

_| Select a survey question I

Question Text: Mone

_| Select an action |

(O Edit Themes/Kepwards

Thiz option gats the top level themes and keywords which will be uzed in the
analysiz.

% () Cluster Responzes

The zyztem will generate themes and keywords by analpzing the regponzes that
currently exist. Any themes or keywords previously specified far this
question/survey combination will be used,

ﬂ ) Wiew Previous Fesults

Thiz option will show the previous clustering results if they are available.

< Back Mewt> | [ Finish |
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Best Practice #6
Trend It

Question Response Trend
Question Response Trend
250 — — I Responses
_ ""'--..._______,..-—'"‘ — — Ayerage Score

200 —

W - —

g 150 -

@ _ —

£ J -

a _ —

8 1004 _

e - —

50 -

0 —
Interyal i Responses Average Score
200904 201 9.20
200905 135 8.57
200906 171 0,28
2009/07 184 2,16
2009/08 222 g.9a
2009/09 219 .80
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Best Practice #7
Automate

Edit Schedule

Wwieekly Management Repart

|Malketing;

Subject CSAT Weekly Report

Commert Pleaze review the stats from thiz weeks CSAT sureys.

Format HTHL Attachment [Imagesz/Charts stored on the zerver)
Destination folder

Fun report asz Chiriz Morris

Recurence Every day every hour
Filter values |Jze defaults

e J

Add Alert

Alert Mame Exception Last Fired Current Hit Count | Action

Feedback Analytics NOW. i summiT 09
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J&P Cycles Overview

Established in 1979, Celebrating our 30" year in 09

» Largest provider of Motorcycle Aftermarket Parts and Accessories in the
World

» Multi-Channel Marketer
» Catalog
» Retail
» Web
» Event

» Best Service in Our Industry
» Free Technical Support for Life
» 24/7 Customer Service

» RNT Portal with E-mail Support, Support Videos, Feedback, Web Chat (recent
launch)

» Liberal Returns Policy

» 98% of our Customers Would Refer us to Friends and Family
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Voice of the Customer iIs the

Foundation for our Business

» 100% of Customer Surveys Processed Through RNT Feedback
» Web Survey
» On-Line General Survey
» Manual Survey Cards
» Chat Survey

» RNT Feedback Adds Value to Every Department in our Organization
» Automated Survey Reporting

Participation Trending

Question Trending

Question and Comment Distribution

High Level (Overview)

vV v v v Vv

Departmental Granular
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Projecting the
Voice of the Customer

» Indirect Customer Follow Up

E-Commerce (Usability, Functionality)
Purchasing / Merchandising (Quality, Availability)
DC (Shipping, Packaging)

Marketing (Offer Feedback, Catalog Fulfillment)
Showroom (Appearance, Service, Selection)

Call Center (Service, Tech Support)

vV ¢ v v v v v

Sales (Research, Parts Availability, Selection)

®» Direct Customer Follow Up
» 100% of Surveys Become Incidents
» 100% of Surveys Reviewed

» 100% of Surveys Receive a Response
» Canned or Custom Response
» Phone Call or E-mail

Question Results

3 YEARS ON 2 WHEG o B
P o7\

FW: How long did it take for your order to arrive? - MTD

Ansuer Text

Answer Text Response Count
1-4 business days 185

5-6 business days 427
7-8 business days 129
9-10 business days 43
11-12 business days 11
13+ business days 41

RIGHT
NOW.

Report Percentage of Total (Response Count)

223 %
514 %
14.9 %
5.2 %
1.3 %
4.9 %
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urvey Responses
reates Incidents

NHE& 091013-000223 - jpoycles - RightNow CRM -8 x

Home b @ - “(J
H H j i\\j 5 SR (yco A& Dffer Adviso
: : A = [=51Print A o LQ 5 New Opportunity (9

Save Save® | New Refresh Forward Reset 3¢ Delete Spel Propose . Links  Info
Close Password Check EElAppointment -
Save Actions Proofing Related Activities Links and Info
|Lwe Media Bar

@ & 0
o . d 4

Logout Chat  Available  RequestChat CancelRequest Connectivite
(4 Queues |@)091013-000223 4 b

&

.

Subject” |Cuslomer Satisfaction Survey Received

@3
ﬁ Reference # (091013000223 Cortact | Charles Powel 4 Product Nurber |
o
L Shatus® IFDHow lp j Organization Mame | Catalng |
-
‘fn‘f Assigned j Product Generd Survey j Catalog Page Mumber I
S
LI . .
Disposition Mo Value] j Category I[NDVaIue] j Exp Cat Source Code I
Calloack Date [No'alue E' Customer Number [ Order Number |

Messages l Contacts I Details l Attachments l Tasks 0] [ Organization l Audit Loy/ Survey T FTC Motifications | G4

¥ Cpen ~ j New = (=] Print = _jCODy hd ;,P.ssign - }‘(Delete hd Farward Propose +Opions +
=l|=)| Guestion Text £ | Answer Text Text Answer Yalue Email Address Last Mame: First Name

(=) Completed: 10/13,/2009 04:33 PM

(=] Name: Customer Satisfaction Survey - Staff Entered

Ay other comments yvou would like to make about JBamp;P Cydes? Mo Yalue YOUR WEBSITE MEED  texaskeeter3z4@me, com Powel Charles

Are you aware our complete Jaamp;P Cycles catalog is on the worldwide web with secured online ordering? Yes No Yalue texaskeeterdZ4@me. com Pawel Charles
Areyouheppy withthe quaty o poducts yourecehed” W0 fodee  tecsestedzimecn  Powl  Chalks
Do you order your aftermarket parts from other mail order companies? Yes No Yalue texaskeeterdz4@me. com Pawel Charles

How many days did it take for vour complete ordsr to arrive? S-6 business days No Yalue texaskeeteraZ4@me. com Powel Charles

How would you rate the packaging of your parts order? Average No Value texaskeeterdZ4@me, com Powell Chatles

If no, please tell us why: Mo Yalue BAD BOYS AIR HORN  texaskeeter324@me, com Powel Charles J
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Using RightNow Feedback

» Summary of Benefits
» Organization and Distribution of Survey Feedback
» Organizational Process Improvement in All Departments
» Customer Win Back (Estimated 5-10 Customers Saved Per Month)
» Cost Reduction ($50K in annual labor cost reduction)
» Increased Sales (Estimated $100k in Sales, Yr. 1)
» Future Expansion
» API Integration
» Customized Marketing Strategy
» Survey Question Rebuild
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RightNow
Feedback
Forums

Deep dive Into a
few forum posts
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Form Support (from Pivotal Veracity)

Email Client/Platform Rendered? Functional? Details

* Allowed but warns the user that the link has been disabled. This
is significant because it is reading the form submit button as a link,
or is making no differentiation. Once you enable links, it opens in
\/ \/ > the AOL browser and takes you to the appropriate resulting page.
n/a n/a No HTML support
n/a n/a No HTML formatting support
BT v v
Comcast v v
Earthlink v v
* Allows you to access/send information via a form in the email but
GMAIL v Y warns the user when the submit button is clicked.
IPhone v v
Lotus Notes v V
Outlook 2003 v v
* Allows you to access/send information via a form in the email but
Outlook Express Vv Vv > warns the user when the submit button is clicked.
* Allows you to access/send information via a form in the email but
Outlook XP vV Vv * warns the user when the submit button is clicked.
Thunderbird v v
Yahoo! Classic v V
Yahoo! Mail v v
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QUESTIONS?




	Best Practices of RightNow Feedback
	Agenda
	Top 7 Question Creation Best Practices
	Best Practice #1 �Short & Sweet
	Best Practice #2 �Relevant
	Best Practice #3�Straight-forward
	Best Practice #4�Use Everyday Language�
	Best Practice #5 �Careful Answer Selections
	Best Practice #6�Clearly Defined Labels
	Best Practice #7 �Watch Open-Ended Questions  
	Top 7 Survey Construction/Execution Best Practices
	Best Practice #1 �Be Well-Timed
	Best Practice #2�Get to the Point
	Best Practice #3 �Keep it Personal
	Best Practice #4 �Take Action
	Best Practice #5�Motivate
	Best Practice #6�Limit Frequency
	Best Practice #7 �Optimize & Test
	Top 7 Feedback Analytics Best Practices
	Best Practices #1 �SCORE
	Best Practices #2�Chart It
	Best Practice #3�Tell a Story
	Best Practice #4�Organize
	Best Practice #5 �Analyze Free Text Responses
	Best Practice #6�Trend It
	Best Practice #7�Automate
	J&P Cycles�
	J&P Cycles Overview
	Slide Number 29
	Projecting the �Voice of the Customer
	Survey Responses �Creates Incidents
	Using RightNow Feedback
	Slide Number 33
	Form Support (from Pivotal Veracity)
	Questions?

