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Agenda

• Organizing Your Answers
– Use of views

o By product, category, assigned, rule states

• Facilitating the Approval Process
– Workflow (rules and routing)

• Q&A



Views

• Ways to hide your data
– Filters: fixed, run-time selectable and node

• Determining output
– Usage of functions

• Layers of data
– Drill-down views
– Grouping and sorting

o By assigned
o By category
o By rule states
o Other… (i.e. custom fields)
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Fixed and Run-time View Filters



Node View Filter



Examples of Options and Functions



Example of Drill-Down View



Workflow

• Use of rule states to facilitate workflow of an answer 
from conception to completion
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Rules Facilitate Approval Process



The Power of Rules



A View Combining Rules and 
Approval Process Flow

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

My Answers View leverages fixed filters and color 
expressions for each Answer Status. 



Internal Content for CSRs

• Answer Status – Internal CSR
• Answer Access Level – Internal CSR Access



Search Answers View

• Fixed Filter – Public and Internal CSR Answer Statuses



Color Expression 



CSR Experience



Additional Features in Version 7.5

• Product Linking
– Ability to link products to categories 

• Answer Management
– Access level enhancements
– SmartMerge
– Conditional sections
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Linking Products to Categories



Product Linking on Answer Console



Answer Management Enhancements

Multiple access 
levels

SmartMerge

Conditional 
sections



Upcoming RightNow 8 Features

• New HTML editor
– Utilizing a newer HTML editor (Netrix)

• New Answer Types
– URL Answer
– File Attachment Answer

• Answer Layouts
– User can design the look and feel of their answer editor

• Simplified Meta Answer Management
– New term: “Sibling Answers”
– Ability to view all sibling answers from within one answer

• Improved Answer Linking
– Added ability to manually relate answers
– Added ability to block / promote the enduser learned links

• 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



New Answer Type URL



New Answer Type File Attachment



Customizable Answer Editor



Upcoming Presentations

• The Basics:  Introduction to Knowledge Base 
Management
Tuesday, 11:30-12:45

• Advanced Knowledge Base Concepts: Optimizing 
the Self-Service Experience 
Tuesday, 1:45-3:00

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

• Advanced Knowledge Base Administration: Driving 
Continuous Performance
Wednesday, 10:30-11:45 



Q&A

• Questions?
• Additional information

– Ask the Experts booth
– Product booth
– Professional Services Training
– http://rightnow.custhelp.com
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