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Solution Center Leads




Agenda

» Evaluating Your Site

» Knowledge Base Optimization
» Agent Desktop Optimization
» General Recommendations
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8 Steps to a Great Customer Experience

» Establish a Knowledge Foundation
» Empower the Customer

» Empower the Employee

» Offer Multi-Channel Support

» Listen to the Customer

» Design Seamless Experiences

» Be Proactive

» Measure & Improve Continuously
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Evaluating Your Site

» How is RightNow used on a daily basis?

Shadow each role to gain perspective on how people interact with
RightNow to do their jobs

Identify any gaps in process

» What areas can be identified as the pain points?

» How does RightNow fit with your organization’s goals and
objectives?

» How are you ensuring your success and investment with RightNow?

» Can we leverage RightNow in any way to align with these goals and
objectives?

» Are there opportunities to take advantage of existing or future
functionality?

RIGHT |
NOW { sumMmIT 09



Knowledge Base Optimization

» End-User Experience
Naming the link to your RightNow knowledge base
Answer content
Linking to pre-populated list of answers
Answer relationships

» Knowledge Base Management
Analytics
Answer management process
Keywords best practices
Answer links
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Knowledge Base Optimization

» Naming the link to your RightNow knowledge base

- Be consistent throughout the site

- Don’t name it “Support” in one spot then “Answers” in
another

- Location
« Should be consistent
- Top of the page is best

- Make sure it is on every page in the same spot named the
same thing

- Avoid using “FAQ”’. Some good suggestions are:
- Customer Care, Support, Online Help, Customer Support
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Knowledge Base Optimization

» Answer Content

* Use a consistent template for font size, style, and color so
every answer has the same style and can be read easily

* Use a consistent template for numbering and/or bullet points

* If you find yourself writing a paragraph, STOP. Break the
content into bullet points for easy consumption

* Pictures are worth more than 1000 words

This computer should
be online. If not,
contact yvour ISP,
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Knowledge Base Optimization

» Analytics
Keyword Search Report
Answers Last Access Time
Answers Viewed by Answer
Service Summary
Questions Avoided
Information Gaps
Session Activity

Incidents Created by Source - Feedback on Answers
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Knowledge Base Optimization

» Answer Management Process
Proposed Answers
Reviewing Answers
Publishing Answers
Archiving Answers
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Knowledge Base Optimization

» Keywords Best Practices
Use keywords with caution

Create keywords for synonyms, acronyms, and
additional terminology that end-users may use

Separate keywords or phrases with a comma
Word Stemming
Aliasing
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Knowledge Base Optimization

» Answer Links
Manually Related Answers
Learned Links
Answer Links
Validating Links
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Knowledge Base Optimization

» Manually Related Answers and Learned Links

Content ]- Products/Categories [ Tasks (0] ]- Details ]- Attachments [ Audit Lo Relationships

Sibling Answers
ﬂ Add - & Options -
Answer 10| Summary Language Status Assigned Date Updated Action

There are no items ko show in this view,

tdarually Related Answers

g .i Add Existing 3 Optians -
Answer ID Summary Action
There are no items to show in this view, L
|
[ Learned Links
& Cptions =
Answer ID Summary Blocked Action
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Knowledge Base Optimization
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Agent Desktop Optimization

» Workspace Design

» Standard Text

» Internal KB

» Agent Guided Assistance (August ’08)
» Agent Scripting (November *08)
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Agent Desktop Optimization

» Workspace Design

Create workspace rules to streamline processes

Use custom tabs to display browsers or custom
reports

Ensures the right people see the right information
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Agent Desktop Optimization

» Standard Text
Hotkeys
Use a folder structure to organize standard text
Alphabetize to make sorting easier
Ensures consistency and efficiency
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Agent Desktop Optimization

» Searching the knowledge base within Incident
Workspace

Provide Internal Access Level for non-customer
facing material

Append Answer Links or Answer Text

Hessag&s[ Contacts l- Detailz l- Tasks [0] l- Seszion l- Attachments [ Audit Log

Send On Save | oy SmartAssistant | () Search Knowledgebase | = Standard Text | AT~ i=! Undock,

add - Wiew | all % | Sort |Date - Descending

Customer By \Web Form = kifFary larson, 09/23/2009 03:57 PM
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Agent Desktop Optimization

» Agent Guided Assistance and Agent Scripting

Guided Assistance: gives agents the ability to locate
answers or explanations using question branches to guide them

to the appropriate response.

Agent Scripting: branching logic can be used to guide agents
to different pages and sets of questions
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Benefits of Guided Assistance and

Agent Scripting

» Provides the agent with a quick path to
appropriate answer

» Creates consistency In responses

» Faster ramp-up times / reduced training times

» Increased First-Call Resolution

» Agents able to handle more incidents

» Cross-sell / up-sell opportunities

» Better customer experience
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General Recommendations

» Align with the RightNow 8 Steps Methodology
» Institute a Change Management Process

» Document your workflow

» Create a Training Guide and Process

4
>

_everage RightNow Community
_everage RightNow Professional Service

Resources

» Schedule regular upgrades
» Schedule a Tune-Up
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summary

» Jones Apparel: Muller adds that the value of RightNow’s
technology to Nine West has been significantly enhanced by
RightNow’s services, including its free “Tune-Up”” program and its
self-directed training. “RightNow makes its solution so easy for
non-technical people to use,” says Muller. “That’s why I’ve still
been able to effectively implement their technology, despite the
fact that | am in no way an IT person.”

» Thule: Sixteen days before the Tune-Up, Thule handled almost
500 emails resulting from over 3,700 self-service sessions for a
success rate of around 87 percent. Sixteen days after the Tune-
Up, only 200 questions came In despite the fact that self-service
volume had risen to 8,460 sessions—for a success rate of over 97
percent. Incoming phone call volume also dropped appreciably.
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QUESTIONS?
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