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Just what is Texting, IM, Chat

• 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

• Instant messaging (IM) – MSN Messenger – Yahoo 
messenger
– Simply type a message via your desktop
– Presence management

• 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 
messaging

26%

Chat via text 
messaging

7%

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

Dr Anton, Purdue University 2005
B2C industry average

Channel Cost Sat 
level

Phone $5.50 High

Email $1.25 Medium

Web Self-
Service

$0.10 High

Chat $2.10 High

Snail Mail $9.75 Low



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

• Offer chat at the right time

• Promote the use of self-service

• Connect chat to corporate 
knowledge base

• Use surveys to measure customer 
satisfaction

• Use “standard responses” to 
increase agent productivity

• Enable multiple sessions per agent

• Correct agent talent



End-User Experience

•Offer chat proactively

•Give the customer 
channel choices to 
increase satisfaction



End-User Experience 

•Improved experience
–Queue position

•Cost reduction via 
call avoidance

Search the KB 
by product or category 



End-User Experience

•Agent pushes 
a web page
–In context 

with chat 
message

•Consistent 
answers

•Superior 
experience



Agent Experience

• Agent functions
– Transfer

– Conference

– Guide the 
customer via 
collaboration

• Agent 
performance

• Improved 
productivity

Transfer Conference

Collaboration

Agent statistics



Agent Experience

• Answers at their 
fingertips

• Consistent 
answers

• Increase agent 
productivity



Agent Experience

• Incident creation
– Escalations

– Incident 
management

• Single button 
action

• Improves agent 
productivity



Supervisor Experience
Monitor

Statistics

• Monitor agent 
sessions
–Training

–Evaluation

• Manage agents 
through real-
time stats



Benefits

• Increase agent productivity
– Agents can manage multiple sessions
– Standard responses
– Smart answer

• Increase customer experience
– Channel choices
– Answer while they wait
– Setting their expectation

• Increase revenues
– Proactively engage customers
– Increase online revenues
– Increase customer loyalty



RightNow Live Roadmap

• Current is 7.5.5
• Next release is RightNow 8.1

– Scalability and performance
– 1000 concurrent agents

o 4000 sessions

– Developed on RightNow 8 
architecture

– Part of the Service 
Communication Center
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Questions?
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