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Just what is Texting, IM, Chat

e Texting — Phone messages — lots of acronyms — LOL,
BWL, CUL, F2F, IKWUM, KIT, L8R, NOYB, RTSM, TTUL

— Example: dis isa tst yr ability 2 gab n tx lol
o This is a test of your ability to talk in text message lots of luck
o http://www.lingo2word.com/translate.php

e Instant messaging (IM) — MSN Messenger — Yahoo
messenger
— Simply type a message via your desktop
— Presence management
e Chat — very similar to IM
— Enterprise ready — save chat transcript to objects
— Save chat to an incident
— Proactive rules




Gen “X” Usage

Channel Usage
Percentage

Phone 59%

Instant 26%0

messaging

Chat via text 7%

messaging

Email 5%

In person 2%

Other 1%

Pew Internet and American Project 2006

1. Email is official
2. IM Is conversational
3. Text is expeditious




Contact Center Usage

Channel Usage

Percentage
Phone 59%
Email 17.1%
Web 13%

Chat 10.9%

Forrester 2006




Contact Center Costs

Channel |Cost Sat
level

Phone $5.50 High
Email $1.25 Medium
Web Self- |$0.10 High
Service

Chat $2.10 High
Snail Mail $9.75 Low

Dr Anton, Purdue University 2005
B2C industry average




Chat Factoids

10% of people needing product support use chat
2/3 of them have a positive experience
95% plan to use it again

> 50% quicker problem resolution
Survey by Decipher, Inc., 2006

5.88% of the contact centers offer chat

Average agent manages 3 simultaneous sessions
Average handle time is 23 minutes

Average first call resolution is 86%

Average customer tolerates getting response in 1 to 3

minutes
Dr. Anton, 2005




Best Practices

e Offer chat at the right time
e Promote the use of self-service

e Connect chat to corporate
knowledge base

e Use surveys to measure customer
satisfaction

e Use “standard responses” to
iIncrease agent productivity

e Enable multiple sessions per agent

e Correct agent talent




End-User Experience

3 Live Assistance - Microsoft Internet Explorer

File Edit Wew Favorites Tools Help

@Back - e - \ﬂ \g _;j | /__j Search “I}:n'\'( Favorites @Media €}| 2 - L__?_ E’Dﬂ ﬁ

Address Iﬁj http: fikbarbe 703, rightnowdema, comfcgi-binfkbarbe703 . cfgfphpfenduser flive php?p _sid=1pSkZazh&p_lva=&p_sp=&p_li=

Support Home A Ask a Questi My Stuff Help
Loggedin as: Jason Vasilas Acme Tool & Die, Inc.
e Offer chat proactively

“First Name:

L e Give the customer

* Email Address: |jvasi|as@atd.com.>oc<

* Denotes a required field.

channel choices to
increase satisfaction

= Chat support is available:
Monday - Friday: 12:00 AM - 11:00 PM PST
Saturday - Sunday: Closed
= It is currently 04:30 P PST on Friday

* First Name: I.Jason—
* Last Name: W
“ Phone Number: l—

* Email Address: |jvasi|as@atd.com.>00(

* Denotes a required field.
Submit Request

Please Note:
= Phone callback support is available:
Monday - Friday: 12:00 AM - 11:00 PM PST
Saturday - Sunday: Closed

X | Discussions ™ | ;f; I% tg ﬁl ﬁ | ﬂDiscussiUns not available on http:ffkbarbe703. rightnowdemo, comy

@ Done




End-User Experience

43 Live Assistance - Microsoft Internet Explorer - O] =]

Your request has been placed in a queue for

R|GHT

the next available agent I‘» " """‘E"'?éw e Improved eXpel’IenCe
T.EC.H‘-IIZILI]GIES —Queue pOSition
=l Poversam SR e Cost reduction via

call avoidance

Your position in the queue: 1

Search the KB
Enter search text here and click Search to search for answers while -
waiting. by prOdUCt or category

r'd

Search Cancel |




End-User Experience

a Live Assistance - Microsoft Internet Explorer

Status: Connected

Chris R. Morris {listening) = R I GH T
NOW

TECHNOLDGIES

LI Powered b %

Chat Dialog
oTT

You Hi Chnis, can you please provide me with information on one- [
bill ?

Chriz E. Worris: I'm geing to push you mformation regarding one -bill.
Cine moment please.

FEFEF Suggested Solution Becetved:
hitp/kbarbe 703 nghtnowdeme. com/cgi-

binlcbarbe?03 cfafphp/enduserpopup adp.php?

o sid=lpSEZAsh&p Wwa=8&p I=&p faqd=52 -

Type your message here

[
-]

Sendl Hang Up |

Answer ID
59

Date Created
08¢20/2004 01:47 PM

Last Updated
08¢20/2004 01:47 PM

Access Level
Ewveryone

I,
—J Print Answer

— Email Answer

[ 5]

What is ONE-BILL? =

What is ONE-BILL?

OME-BILL is a billing option for paying your YWorldConnex
YWireless and your WoarldConnex local calling services from
one statement.

Your OME-BILL® monthly staterment includes complete
calling details about your wireless and local calling
services. A summary page shows the total charges for
local calls, wireless calls and any ather charges that
currently appear on your local bill. Other pages provide
details for each WorldConnex and WorldConnex Wireless
call.

There is no charge to enroll in ONE-BILL, but there are
requirernents that must be met. Enroll in ONE-BILL anline
or call your [ocal business office.

OME-BILL i currently available in Arizona, California,
Connecticut, Delaware, District of Columbia, Florida,
Hawvaii, Idaho, lllinois, Indiana, Maine, Maryland,
Massachusetts, Michigan, Mevada, Mew Hampshire, Mew
Jersey, Mew York, Morth Carolina, Ohio, Oregon,
Pennsyleania, Rhode Island, South Carolina, Texas,
Wermont, Yirginia, Washington, West Virginia, and
Wisconsin.

How well did this answer your question?
C100% ©75% 50% 0 25% Submit Rating |_

0%

Related Answers

+ What is the cost of a Cable Modern far Internet Access?
+ How do | order WorldConex long distance service? |

Close this frame |

e Agent pushes
a web page
—In context

with chat
message

e Consistent
answers

e Superior
experience




Agent Experience

.| Live Console {(kbarbe703)

Transfer

Conference

Collaboratio
o ] 5

i = RIGHT
PRIP QAP P X Poueredby ST | jagon | i
Active ldle |Awerage| Average | Chats Last 9 I% oy oY I
Agent Sessions| Sessions| Handle |Response | Per Hour| Update
Chris R. hdormis 1 1} 003 000 2 8:36:40 A User Information
First Name: Jason (listening)
Last Name: Wasilas
Email Address: juasilazi@atd . com oo
Operating Swstem: Windouws 2P
Brovser: Internet Explorer .0
Lzer Queus | Wait Time |
Duration: 0:12 Chris R. Morris m ¥ m Jasonm ¥ ]
Chris R. Morris: Hi, my hame iz Chris R. Marris. How may | help
you?
Responzes I URLsI
4 Customer =
“o- M Customer Greeting
_ 4 Righthow Live

# Festures

& Yihat iz Righttlow Live
_ 4 Human Resources

- Righthow Employment
4 Infarmation

# Contsct

# Reached s in Error
# Technical Question

- # Hours of Operation

]

Type your megssage here, then click Send or press =Enter=

Type URL to be pushed here, then click Send or press <Ent._.

Real-time System Stats Cumulative System State (Last 30 minutes updated eveny minute)
Agents Idle Users Users | Longest| Semwice Lewel | Average | Awerage | Awverage| Calls Calls Last
Queue Online | Sessions| Chatting | Waiting| _Wait | < canfait] gt ndle |Handled|Abandoned| Update
Right Mow Live Default Queus | 1 1} .00 100.0% o0z 000 ooz 1 1] RIS
Entire System ( 1 0 1 ] n:on 100.0% ooz 000 0z 1 o 2:36:24 A
| User: Chris .. Morris [8:37 &M

n

>

=

e Agent functions
— Transfer
— Conference

— Guide the
customer via
collaboration

e Agent
performance

e Improved
productivity

Agent statistics




Agent Experience

. Live Console (kbarbe703) — |EI|5|
P P E P g X Foweredty ST | daYon |
gent | Geions| Samans Hanale | Aematte| porisu] upime |[P]|BR D F T D
Chri= R. hormis 1 L1} 003 a7 z 53932 A -
r Information
Flist Name: Jason (listening)
Last Name: rasilas
Email Address: jwasilasi@atd.com soo -
i o i e Answers at their
Browser: Intermet Explorar 6.0
Uzer CQuaus [ wait Time |

Duration: 2:58 Chriz R. Morriz m Ym Jasonm T om

- -
Chris B Morris: Hi, iy name is Chris B, Morris. Howe may | help fl n g e rtl p S

WOL'?

Jason: Hi Chris, can you please provide me wwith information on
one-hill ?

Chris R. Morris: I'n going to push you information regarding
Responzes I URLs I one-hill. One moment please. -
: ﬂ e Consistent
# What iz RightMow Live
_‘J Human Resources

# Righthlow Employrmernt Type your message here, then click Send or press <Enter=

S ntormeton answers
# Contact

# Reached Us in Error
# Technical Question

# Hours of Opersation
# Co-browse Intro Type URL to be pushed here, then click Send or press <Ent__. D I n C re aS e ag e n t

# KE Push Intro

# LURL Push Intro

- -
Real-time Systemn Stats Cumulative System Stats (Last 30 minutes updated every minute) r IVI
Agents|  Idle Users | Users | Longest Service Lewel | Average| Awerage | Awerage| Calls Calls Last
Ouaue Online | Sessions| Chatting | Waiting Wiait < 20 Sec Wait Wiait Response | Handle | Handled Abandoned Update
RightMow Live Default Queue 1 a 1 o R S0.0% o4 oo 003 1 o 513924 A
Eritire Systermn 1 o 1 o o:00 0.0 14 000 00z 1 o 813024 Shi
[ | Usar: Chris R, Morris | 8140 AM [ .

.| Suggested Solution =

gest  View ‘What is OME-BILL?

Suggest View How does DSL kbps translate to download speed?
Suggest  View What is Voice Messaging?

Suggest View Caller ID Product Guide

Suggest  View How do | verify my long distance carrier?

Nldow |

|Done

| User: Chris R, Marris | 8:39 8m [




Agent Experience

i
@ @ @| {Q @ | >< Power\edwﬁlg—m Jason I
Active ldle | Average| Awerage | Chats Last ? % @ (g) QEI 1] |b @9 - -
Agent S 5 Handle |R FearH Updat o
Cos mobems | 1| 1 | o0 | o& | 0 |aves s e Incident creation

Hex Mortoya 0 1 000 000 0| 90634 A Create Incident?

no | — Escalations

User Queus Wait Time | || User Information I H d t
First Mame: Jdason (listening) - nCI en

Last Mame: Wasilaz

Email Address:  juasilas@atd. com oo man agement

Operating Swstem: Windows XP
Browser: Internet Explarer 6.0

Duration: 30:04 ChrisR.Morris e T'm Jasonme ¥
Responzes | URle TTTE=TIT?

& Festures ‘l Chris R Morris: I'm going to push you information regarding
P . one-hill. One momert please.

& What is Righttlow L

J H R P e (06 Suggested Solution Pushed:

‘um:_n MESDWEESI o hittpr Mkbarbe?03 rightnowdermo comicgi-binkbarbe7 03 cighhpien

ichitravy Employne ; ; N hm an oo 6 s mom 6 anm

J lr:wén::ritoa:t Type your message here, then click Send or press <Enter= ® I m p rove S ag e n t
# Reached Us in Error

# Technical Question p ro d u Ct i Vi ty
# Hours of Operation
#® Co-browse Intro

# KE Push Intro

e Single button
action

-

I I =

Type URL to be puzhed here, then click Send or press <Ent. ..

# URL Push Intro =
Real-time Systemn Stats Cumulative System Stats (Last 30 minutes updated ewverny minute)
Agents Idle Users Users | Longest| Service Level | Awarage | Awverage |Awerage| Calls Calls Last
Queue Online | Sessions| Chatting | Waiting | Wait | < 20 Sec Wait| Wait |Response| Handle |Handled | Abandoned| Update
Right Mow Live Default Queue z z 1 0 0:00 0.0% 000 0:00 0:00 0 0 Q0625 Al
Ertire System 2 2 1 0 0:00 0.0% o0 0:00 0:00 i} il Q06 2E A

[ User: Chris R. Martis 2:07 AM [ .z




Supervisor Experience

Monitor

! Live Console {kbarbe703}

QP B

FDWEF&db\fﬁg—ﬁ Jason |

15X

Idle Wwerage| Average | Chats Last |
Agent Handle P FerHour| Update il id
Aex Mortoya 1 1 0:00 0:00 0 90529 A | | ored Chat
Chris R. Moz 1 1 0:03 0:00 i 4524 Al Chils R. Marris Clistening)
Usger Information
User: Jason (listening)
User Queue Wait Time | || Duration: 28:31 Jasonme ¥ oom

Hi, ty natne is Chris R, Marris. Howe may | help you?
Jazor: Hi Chris, can you please provide me with information on ane-kill?

Chriz R. Morris: I'n going to push you informstion regarding one-bill. One moment please.
Suggested Solution Pushed:

Responses I URLs |

J Customer

~o M Customer Greeting

A Righithlow Live

- Features

o Yhat s Righthow Live

J Hutnah Resources

o Righttlows Employmert

J Intormation

o Contact

@ Reached Us in Error
# Technical Question

-~ Houre of Operation

® Co-browse Intro

# KE Push Intro

# URL Push Irtro

d=59

Type your meszage here, then click Send or press <Enter>

hittp: ikbarbe 703 rightnovwdema.comicgi-binkbarbe 703 clgphpfenduseropupn _adp pha?p_sid=sn?W3Pzhap_va=&p_li=&p_fadgi

Realtime System Stats Cumulative System Stats (Last 30 minutes updated every minute)
Agents Idle Users Users Longest Service Level Auverage Average Auerage Calls Calls Last
Queue Onling Sessions Chatting Wiaiting iait <20 Sec Wait Wfait Rezponze Handle Handled Abandoned Update
RightMow Live Default Queus 2 2 1 o 000 0.0% 0:25 0:00 0:00 o o 90525 A
Entire Sy stem z 2 1 0 000 0.0% 0:25 0:00 0:00 0 0 90525 A
A \ User: alex Montoya 205 AM

Statistics

e Monitor agent

sessions
—Training
—Evaluation

e Manage agents

through real-
time stats




Benefits

e Increase agent productivity
— Agents can manage multiple sessions
— Standard responses
— Smart answer

e Increase customer experience
— Channel choices
— Answer while they wait
— Setting their expectation
e INncrease revenues
— Proactively engage customers
— Increase online revenues
— Increase customer loyalty




RightNow Live Roadmap

e Currentis 7.5.5

e Next release is RightNow 8.1
— Scalability and performance

— 1000 concurrent agents
o0 4000 sessions

— Developed on RightNow 8

architecture |
— Part of the Service
Communication Center _——— %




Questions?
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