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Knowledge Base Best Practices
Agenda

Start it clean; Keep it clean

Make the most of searching

Provide relevant information

Keep the information up-to-date



Start It Clean; Keep It Clean

Leverage a “style guide”
 Short, concise summary lines
 Use customer terminology
 Use a consistent format for summary and content

Provide a clean display of answers
 Remove unnecessary text
 Avoid extraneous scrolling
 Don’t distract with other information



Start It Clean; Keep It Clean

Let’s take a look!
 Style Guide > Summary Lines
 Display



Start It Clean; Keep It Clean

Where can I find the current information 
about how to install version 9?Installing Version 9



Customer could 
ask:
 Where to start?
 Where’s the 

bottom?
 How do I use this 

page?

Start It Clean; Keep It Clean



Start It Clean; Keep It Clean

Simple
Less distraction
View entire page



Make the Most of Searching

Review word list files
 Setup aliases
 Review stopwords

Check your keywords
 Review the Keyword Search 

report
 Add Answer ID to the 

keyword
 Don’t reuse words



Make the Most of Searching

Adjust your search settings
 Do your searches return answers with product or 

category name versus content?
 Do your searches return too many matches?

Link Products and Categories
 Redesigned in August ’09!
 = Easier browsing!



Make the Most of Searching

Let’s take a look!
 Word list files
 Keywords
 Settings
 Product Linking



Provide Relevant Information

Configure Privileged Access
Define Topic Words
Manage answer relationships
Configure SmartAssistant suggestions and tune 
the suggested answers
Add the Syndicated Knowledge Widget

• Improved in August ’09!





Provide Relevant Information

Let’s take a look!
 Privileged Access in action
 Topic Words in action
 Managing answer relationships
 SmartAssistant rule and tuning



Keep the Information Updated

Review and maintain your answers
 Check reports

- Answers Last Accessed
- Gap Analysis report

 Use the Review On Date field
 Check Links (New to February ’09)



Keep the Information Updated

Create a culture of experts
 Accept Answer Feedback from customers
 Allow agents to propose incidents as answers
 Listen to conversations from the social community

- Consider these tools
• RightNow Cloud Monitor
• RightNow Support Community
• RightNow Innovation Community



Keep the Information Updated

Let’s take a look!
 Review On Date and Check Links
 Answer Feedback in action
 Proposing answers



Knowledge Base Best Practices
Additional Material
Sessions
 Establish a Knowledge Foundation – KB101
 Advanced Knowledge Base
 Social Web Landscape and Cloud Monitor
 The Whys and Hows of Branded Online Communities
 Roundtable: Leveraging Social Media in the Contact 

Center

Handout
Use the crm.rightnow.com site
 Check the Customer Community Forums



Knowledge Base Best Practices
Review

Start it clean; Keep it clean

Make the most of searching

Provide relevant information

Keep the information up-to-date



Knowledge Base Best Practices

Questions
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