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Agenda

e Organizing Your Answers
— Use of views
o By product, category, assigned, rule states
e Facilitating the Approval Process
— Workflow (rules and routing)

- Q&A




Views

e Ways to hide your data
— Filters: fixed, run-time selectable and node
e Determining output
— Usage of functions
e Layers of data
— Drill-down views
— Grouping and sorting
o By assigned
o By category
0 By rule states
o Other... (i.e. custom fields)
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Fixed and Run-time View Filters

Answer Console View - Edit

* Name| lnswers Copy Owner: Wilie Ede

Data Set l| Output || Permissions I

Table Instances

B BR answers
@) sccounts

| Fi rs (always applied and cannot be changed at run-time)
L} | _Mame Expression 1 ] Operator | /| Expression 2 ] T/
name accounts.acct_id in list [ | Logged in

Fixed Filters cannot be changed

ime Selectable Filters (values can be c

) | Name Expression Oper... | Value [Promat [+ [

W lang_id answerslang_id | inlst | Any \ ¥ =
access_id | answers.access.. | n kst Any i
status_id | answers.stalus_id| in st | Any i
assgn_a... | answers.assgn_...| in kst Ay i
search_nl | answers,search,,.| = i
search_fnl| answers, search,..| = /- i
search_ex | answers search,,. | = vi |
search_c..| answers search. .| = | i ;'

Logical Ex|

[+ Initial Search Run-time filters have defaults and can be

[ Auto Refresh altered during a search




Node View Filter

| Answer Console View - Edit

: Name| Answers in States ' Owner: YWilie Eide
Data Set || Output || Permissions |
L 'l:lu1;.>u.l ER— I Level Mame | Proposed State
E f Leves
[ Top Category Drill-down filter | answers.map_cat_hi1 B
i g
[EEE Output Drill-down link [sumiif (answers rule_state=3, 1, 0)) 5

E Result Grouping

: §"l Result Ordering Hode Fi
Hame
, | state

Froposed State
Dutput

= Result Grouping
- B Result Ordering
B[] wir State

1 Output

é‘.‘r_z ::ﬁ:gi?:: Node filters provide levels of data

-] Approval State segmentation

| Expression 1 | Operator | f; | Expression 2 [<7
| answers.rule_state |inest [ [ Proposed |

Logical Expression

- §" Resuit Ordering
-] Review State

=& Result Grouping
| T, Result Ordering
Er-|_] Published

5" Result Ordering




Examples of Options and Functions

Answer Console View - Edit

* Name| Answers in States Crwner: Wilie Ede
Data Set || Output || Permissions |
| Output Levels I Output
= |'_'i Levels i l Colu... | DataLen... | Column Heading | 7
= u Tl:lfJ Categl:nr answers.map_cat_hki = 150 | &0 w
j|| sumiif (answers. rule_state=3, 1, 0)) [+ 75 | WA Proposed L
= Re-sdt Grouping sum(if (answers. rule_state=4, 1, 0)) ¥ 125 | WA Work In Progress | v &
_T_l. Re sumiif (answers, rule_state=5, 1, 0)) W 75 | WA Approval L
E P sum(if (answers. rule_state=8 1 _0)) = 75 | WA Réviewr i
| sum(if {answers.rule_state=7. 1,00} J |¥] 75 | WA Published vi
Result Grouping | countanswers.a_id) | E 50 | NMA Tatal &

i 'Ti Result Ordering
I-[] wie state

i output
: Result Grouping
_ -T1 Result Ordering
=[] Approval State

iE output

: &= Result Grouping

. §Tl Result Ordering
-] Review State

Ill

Usage of functions

Multiple drill-down options

38 Result Grouping
ETl Result Ordering

Color Expression




Example of Drill-Down View

'MIMEJSWCHEWY

DataSet | Output ] Permissions [ R uik Sewrch - _'.J"“"E"""'“ by Cebagory Reresh J Search | JMews e Moo

T | & Viewing Answers by Category: Top Level Groups: 10 (contaning 252 records)
= Output Columns Category Humber of Answers |

= [ Levels )| ColumnFunction Colamn WA... EICS ' %

=-L] Category o onswers.a id F 13% | 2| Acoount and Bling 1

—§5 Output | answers.summary W B2% |3 DSL ond rternet Services %

I Result Grouping answers status_id F_ 10% | 4|HowDal _? 2

BT Result Ordering answers. sobved_count F 5% 5 |Long Distance =

=N _;?ruﬂmmrg x

| 1| Request Repsr 20

_:mmmm )

| 1] Prochuct Gusdes Fr)

| 18 | Voie Messagng *

‘P Guick Search ~ | » | Answers by Category | =3 Refresh ), Search | ] New~ [JEdt~ )X Delete~ = print 3

# Viewing Answers by Category: Top Level > How Do . Records Found: 28 &
| Answer ID | Summary ] Status | Score T ]
1 120 Modem Public 150 =]
2 114 Type of ADSL Modem Pulblic 53
3 B9 Call Waiting Interactive Tutorial Review 42
4 145 Smartguide Sample Public 35 —
5 116 Questions about ONE-BILL Puiblic ) |
6 115  Guestions about Long Distance Public 28
T 146 Connection Problem - Browsing and Email do NOT work Putlic 26
i) 117 Questions about Other Features Public 22
9 118 Guestions about Call Blocking Pulblic 19 =




Workflow

e Use of rule states to facilitate workflow of an answer

from conception to completion
Published

Created

Approval
_ Progress _.

Proposed
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Rules Facilitate Approval Process

Browse Answer Rules

Hame Hotes

___EI Has anyone opposed the contes
8] Unarsmous approval

(8] Pending Approval [ =l
El-® Created
| (8] was it proposed by a CSA?
[E] 1f assigned, then move on of

= @ Proposad
[E] Al in Proposing CSR
|- [B] Gate wark in Prograss
E- & publshad
(8] s it review tme?
| Er\bedsmeedw
E-® Review
Illnw.wdfwamrwd

From State To State Function Mame  Called From

Created (Innial mada) Proposed Ciear Al Approvals Approval
Work in Pragress R i
PubBshed

B @ Work In Frogress Progosed Work in Progreas
[ [E] ched: Assigned Wiorkin Progress  Approval

(5] kB Ready Approncal Waork In Progresa
=) Pubished
A Approval

Work In Progress
Rerview

Use descriptive rules within
each state Activated Account  Edit Account  Archived Account

OR122005 10044 PR Wilks Ede 0O 22005 10044 PR Wil Eide

Mote the textual representation of the
state to state diagram




The Power of Rules

View Answer Rule
Viewmng Ruale m State: Approval

Rule larme lotes

s Gt oS _-I

=|
1 Answers Masketing Approved |#3uas Bl ves @ to O tiore [ Delete Condition
2 Answers Legal Approved Iﬂquuh BlC ves @ iic Chiione T Delete Condition
3 Answers. Management Approved [rausn Bl ves 0o Otione 1 Delete Condition
At ndition baded ont

Logical Expression (& =and, |=or;eg 1 & (2| 3))
NERE

Set Custom Field What to do next

m:[u.al to | This snewer was not approved. See audl by for detals u Dd'ﬂl.‘ m
o Call Function
2 [Cowaiosrovan ]l I Delete Action
Send Escalaton MNotification

P to assignes  staff member/ group
Diand Visnderer
3 Davad Lo
Erich Hannan
Jared Brataiy 5]

with subject e |T'h|5 answer was nol approved W Delete Action

Transittion State and stop

4 [Fonnreesll @ Delete Action




A View Combining Rules and
Approval Process Flow

ot b - e

? Quick Search - ﬂ Answers in States -ﬁ Refresh -1 Search _j New~ < Edit~ “: Delete ~ = [fild | o Ficvdonwys
A Viewing Answers in States: Top Level Groups: 7 (containing 97 records) &,
Category | Proposed | Work In Progress | Approval | Review | Published | Total |

1| Sports 0 1 0 0 T 8 -

2 | Animals 0 1 0 0 8 9

3 | Pecple 0 3 0 0 27 30

4 | Food Facts 0 0 0 0 <] 8

5 | Nature's Wonders 0 0 1 0 11 12

6 | Man Made 0 0 0 1 13 14

7 | Simply Odd 0 1 0 0 15 16 :

This advanced view shows answers from various
categories and the states by which those answers
are currently in. These states and the flow of
approval is handled by workflow rules.




My Answers View

. Answer Console {2006uckatelynmiller)

Answer Console

M

Jl

@ F

i8]

Lo & itk

expressions for each Answer Status.

C? Guick Search = B, Refrezh Q sEarch |j Ml = E Ecitt = x Delete = @ Prit L@‘ Preview
A Viewing My Answers Records Found: 4 #
Answer ID ‘ Summary Actess Level Date Updated ! | Status | Last Edited By ‘
1 52 How does & Cable Madem actusally work? Everyone DEAG2006 0724 A Puklic Kate &
2 B3 Repair Azsistance Telephone Numbers Everyone DBAB2006 0724 A Review Kate
3 118 Guestions about Yoice Products Everyone DEME2008 0724 AM Private Kate
4 144 Complete Everyone DEAEM2008 OF.24 Ahd Propozed Kate
My Answers View leverages fixed filters and color




Internal Content for CSRs

e Answer Status — Internal CSR
e Answer Access Level — Internal CSR Access

Answer 1D

159 ﬁ
+ Status

[Internal csr - |

+ Languiaoge
[Engli=h ros) - |

Access Lewvel

ol ;|

Imternal
Dealer

Fiverstar




Search Answers View

e Fixed Filter — Public and Internal CSR Answer Statuses

Flamagennent f Conligusation {FlbGuckat elynmiler )

Support Search Answers View - Edit

Orvarven s Adinitirator
Data Set || Dutpor |

Tkl sl ances

i || proea Fibters always applbed and cannot be changed at run-time)
A B eearr Ly | Mame | Expragaion 1 | Operator | fizy | Exprosson 3 |
#ahus ancwers salus_id in et | Pubic, Indernal CSR |

Run-time Selecialle Fillers jusel can change valises Tor tleeae filters ai rums-tive )

D [SE ] | E:ﬂm:s!m'l ) ) | Opeermlon | Walue 1 Prompt T

o | punod | afeers map_peod_ieraeciy | gt | vy |

T el | meer s Mgl _Feecanchy | mE | A |va
ngrdated AFcwer S upal e [ e ] Ay b Ay v i
BCCEEE | arrwars nccess_id [invme | User Accers I
saarch_ri | arawers zearch_ri = | | 'wa
search_sx | anewers sesrch_ex = [va
search_ini | anawers search_tri = [va
search_cpx | mnmwers search_cpx - [ a

Legical Expi anaion

stabus & prod & cat & updaled & sccess & (search_nl | search_sx | search_Ind | sesrch_cpe)

[T Autoe Refresh

Sawe Cancel |




Color Expression

' Management & Configuration (2006uckatelynmiller)

Support Search Answers View - Edit

Owiner: Administratar

Data Set Output |

Outtput Leevels | Output Columns
= ﬂ Lewvels 7 | ColumnFunction Column Width Data Lencth Column Heading N
EID Suppork Answers = ANSwWErs SUMMmary v 40 120 L
answers Updated [ 22 % | Mg, i
Result Grouping answwers access_jd ¥ 18 % | 25 T
Result Ordering ansywwers status_id [ 20 % | Al £y

Color Expression
decode(answers status_id, 'Internal TSR, 'Red', 'Public', "O0CCO0", 'default')




CSR Experience

Danswes LT
Records Found: 25
Summary | Date Updated rl Access Level | Status |
1 | Internal Answeer for CSR 0SM 62006 0745 Ak Internal C5R Access Internal C5R -
2 | Smattguide Sample O60E2006 05047 Ak Everyvone Pubilic
¥ | What types of modems are available? QGAOT 2006 0256 P Everyvone Pubilic
_-I What iz the Speed Touch TOG? DGAOT 2006 0255 PM Everyvone Pubilic
_5 Type of ADEL Modem 125282005 09:1.3 Ak Everyvone Pubilic
_ﬁ Step by Step Guide for Modem Troukle shooting 10031 2005 1233 Ak Everyvone Pubilic
_T Guestions about Long Distance 1052002005 09: 45 P Everyvone Pubilic
_3 Rightfow Analytics Brochure 02002005 06:1.3 Ak Everyvone Pubilic
_f:- What iz & credit limit? 02002005 06:1.3 Ak Everyvone Pubilic
ﬁ Paying % our Bill Cnline 052002005 06:11 Ak Everyvone Pubilic
T Rightfow Service Brochure 03531 2005 05:41 Ak Everyvone Pubilic
12 | Rightfow Sales Brochure 03531 2005 05:41 Ak Everyvone Pubilic
13 | Rightfdow Marketing Brochure 03531 2005 05:41 Ak Everyvone Pubilic
T Able to make local, but not long distance calls Q35302005 11:00 Ak Everyvone Pubilic
T Paying “our Bill with & Credit or Debit Card Q35302005 11:00 Ak Everyvone Pubilic
16 |What is ONE-BILL? 03302005 10:55 Ak Everyone Public:
T Rightfow: CRM Brochure 0 0GL2005 10::350 Ak Everyvone Pubilic
W Righttow Demo Certer (Interactive Flash Demonstrations) 01062005 10:50 Ak Everyvone Pubilic
E Howy do | order WarldConex long distance service? DS27 2004 10:30 Ak Everyvone Pubilic j
Select Cancel Search




Additional Features in Version 7.5

e Product Linking
— Ability to link products to categories

e Answer Management
— Access level enhancements
— SmartMerge
— Conditional sections
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Linking Products to Categories

Product Linking |

Configure Category Linking Configure Disposition Linking |
2| E Product ¢8| 5L Category
= [ Spors {6 Answers Linked)
& Puzzie Galore (5 Links) = W Animals (7 Answers Linked)
Guirness Fact Sheets (6 Links) M People (27 Answers Linked)

#- Board Games (B Links) [v| Food Facts (B Answers Linked)
(W MNature’s Wonders (10 Answers Linkead)
[wl Man Made (12 Answers Linked)
¥ Simply Odd (14 Answers Linked)
[] Users Manual
[J Order Fom
[J Menchandising
[ Retaders / Resslers
[ Online Gaming
[0 Fegstration
[ Subscrighion Services
@] Online Community
[ Calendar Orders
[0 Helpiul Hinks
L] Prntable Puzzles
[ Accessory Kits
[] Posters

E-L] Disposition

1 Online Assistance
] Missing Pieces
1 Order Processing
| Intemal Help
[] Partner Services

[
[
C
[

!
X

i
]




Product Linking on Answer Console

L% Ouick Sesrch ~ [+ | By Category | =5 Rufrean L Search

A Viewing By Category: Top Level > Nature's Wonders
Answer ID | Summary

31 World's Hobes! Spice

27 Despest Pond in the Ocean

17 Wost Lightning Sirices Survived

24 Couniry With ihe ost Tormadoss

54  Troubleshoolng your wirsless rousr

£2 This is Gold

3 Heaviest Pumpim

53 This s Siver

28 Crasbtas fnoiesl B il

.;.';:tmrm @ |[Romwer Ten || petails || Heta-answer |
+ Status

Pubbc

« Language _ -0 Spons
IE."h:!l-I'1 L] i [ Puzzis Galors (5 Links) = ] Aninats

= Summary | Hasvies! Pusmakn

Access Level [0 Guiress Fact Shests (B Links) O People

-] Beard Games (5 Links) & Food Facts

W Hature's Wonders
0 Man Made

™ Samply Odd

Assigned
| 3 | Deveiopment
|| Wik Myer

guuluw Dn_ -
Publish On_

. =] ® Files ) Audit Log
Gisplay Position [ i
HorcalUssiisess




Answer Management Enhancements

| Answer Console (useam)
| _Answer Console

| L2 Guick Search = | ¥ | answers Detaun =} Refreah <, Search L] New = Tl Edt = JK Deiote~ - Prnt |3, Preview

ﬂmmw Records Found: 55 &

Answer 10 | Summary | Language | Accoss Lev| Status | Assigned | Date updatea |
. 5 51 Mutiple Access levels answ Englsh (US}  Everyons,Gokd Publc Vil Ecie 08272005 0233 PM
Multiple access e —y
51 .
I eve I S - « Symmary | Bulipls 4ccess eves anawer :I
Puble " - :I
+ Longueage L =

] L Edit
% Question

O Answer

Editor
O Text T :
& JTML -

ook Ste)  BBNoomal Bl Times New Romen, " B3 01201 8

SmartMerge

This is the top common area m this answer

Ama![&vdﬂnuﬂiﬁulal_
p| This is the Gold Access section

Historical Usefulness

This is the nuddle common area i thas answer

Conditional
sections

\ This is the Siver Access section

~\_| Finally, this is the bottom common area in this answer
e | |a————
Ngtity Subseribers [Co tict oty B -.5poMing -y . Prind it




Upcoming RightNow 8 Features

e New HTML editor

— Utilizing a newer HTML editor (Netrix)
 New Answer Types

— URL Answer

— File Attachment Answer
e Answer Layouts

— User can design the look and feel of their answer editor
e Simplified Meta Answer Management

— New term: “Sibling Answers”

— Ability to view all sibling answers from within one answer
e |Improved Answer Linking

— Added ability to manually relate answers

— Added ability to block / promote the enduser learned links

e Added Answer Task functionality
— Users can now create and share tasks across the entire product




Best Practices

Define Publishing Process

Define Corporate Style Guide for Content

Develop Views to Manage Content

Set Review on dates

Identify Subject Matter Experts and Content Owners

Identify Your Customer needs by leveraging reports and
working with Customer Service Reps




Answer Type HTML w/ New Editor - NetRix

[ Mew |EiiPrink ¢ Delete | [0y Preview 37 Sped Check | Q info g Heip

/" Anawes Tedt | Dotads | Products/Categosies | Tasks | Relationships |

= Slabus

- * Sumnmary | 2006 FightMow Lizer Corderence

* Languags

Engish [US] v i

Everyone v B | A3 S g e o fi s = N R e ) ]l (GG Y

Assigned _?_'E Times Meve Rroman, Times = Senal A B LA LS

Bdmirastiabon 3 | =H

Slinisleptos ! f What are the newest features of the Answer Editor in the Castle Release? ‘E-

Revissi On . 'ﬁ | 1M
) =)

Publish On ]
@ |1

Dizplay Positon

Fize at Boltom w

Notify Subscribers

Do Mot Moty w |

=

| " b 'Dnnbil J Source |




New Answer Type 2 URL

[ Mew Answer El@lgl

Y bew | E=iPrint 7€ Delete | [y Proview “57 Spell Check 0 Info g Help

/hntﬂﬂ Tesd [Dalads [F"noducﬂ)‘l:&egmn!s [Taskt [Hﬂm:m: |

* Slatus

Privals = = Sumemary | 2006 RightMow User Conlesence

= Larguaags

English [U5] ot
Aoty Lavel b . bl

Eveivons X « UAL htlp 4 o rightnasw, comsurmmit
Aergred FPreview

Bdmarustraborny -

Adminizieabos

Review On

3 —

Pubiizh On ) Lodging ‘l, Sponsors
Display Position ‘SSION
Fix 2t B othosm -

Notty Subscribers - = Bl.a]
Do Mot Motify v " ath o :,al - q? - . .l g’gtfg;gﬂi“‘
" u S e r *J 5 B 006 RightNow Summi

BﬂiE[’Eﬂﬁ-E s o Annual User Confarance
_._.—-— . = September 10-13, 2006

Location:
Copper Mountain Resort, CO

'ThE EDI:IE- Rn;hthlnw '3LJITITI'IIt I5 w

= i




New Answer Type =2 File Attachment

Jaw AN ewer
Incidents | 060919000012 |  Answers Defaul | NWM=WMI
I new [l Save [ Save and Close | =iPrint 3 Delete | [ Preview 7 Spell Check, Binic gdiHep
>
SR " 7 Anzwer Test | Detsis | Products/Categoiies | Tasks | Relationships |
IF‘:ivate ;I = Summany |Answer Presentation
= L angusge
[English (US] =] b
Accese Level | Thiz iz aFile Attachment answer lype. Chck for mome.
| Everpone ;I = Angwer at Attachment:
Aszsigned [+] add File = 34 Delete £ Properties | [l covmicoad Illopen |
Adrniriisls ation M amne | Siza | Ciasted | Updated |_Daseription

Adrninistratorn
Review On

L

EMM_Answer_200Gv3.ppt 1. 36MB 08/26/2006 03:02.__

Publizh On

Dizplay Position

| Fixe at Bottom
Motify Subscribers
| [N Y alue]

W B B

K




Customizable Answer Editor

8 Administration Console
View Go On-Demand Help

ED Layout Editor
t Uy hew (ol Save + ] Advanced |of] Use Placeholders

) L&D
>
]

Fields 2

= —j Sunmarny

s
W AccessMask i
Ald Keyvwards

Assigned Access Level v
Crested I
Expires

Keyvwaords
Lanald Date Last Updated | (=)

Lasthcoess
LastEditedBy
Lasthotify
Mid
Menckhotify

Motes

NotifType # MNew Tab
PublishOn Review On |
SolvedCounk
Source
StaticSohved
Status
Surnfmary
Type
Updated w

"_ Home | Exploing Editor Lapouts . Lapout EdRor |
Ready Logged in as: General Administrator | [ Online

e o

Aszigned -

LCLLLLLLLLLLLLLOLLLOLL L




Upcoming Presentations

e The Basics: Introduction to Knowledge Base
Management

Tuesday, 11:30-12:45

e Advanced Knowledge Base Concepts: Optimizing
the Self-Service Experience

Tuesday, 1:45-3:00

e Fine-Tuning Your RightNow Knowledge Base
Tuesday, 3:30-4:45

e Advanced Knowledge Base Administration: Driving
Continuous Performance

Wednesday, 10:30-11:45




Q&A

e Questions?
e Additional information
— Ask the Experts booth
— Product booth
— Professional Services Training
— http://rightnow.custhelp.com
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