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e End-User Focus: Non-Search
e End-User Focus: Search

e Admin Focus: Search

e Admin Focus: Analysis

e General Configuration




End-User: Non-Search

e 80% of RightNow users prefer non-searching
e Top Ranked Answers
— Frontline, first guess
— 959% of users only view answers on first page
— Fix-At- and Place-At- options for targeted content
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End-User: Non-Search

e Related Answers

— Items co-browsed by many users are important suggestions to
other users

— ADP_NUM_REL_ANS
e Recently Viewed Answers
— Allow users to quickly return to previous content
— ADP_NUM_PREV_ANS
— SEC _EU ADMIN_HOSTS may exclude your visibility of this feature
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Paying Your Bill Online

You can pay vour bill from the WorldConex Web Site.

Eegistered customers can use the WorldConex Web =ite to view or pay vour bill online, and
make a One-Time Direct Debit Pavment.

Eeagistered and non-registered customers can also pay their bill by making a one-time pavment
using Express Pay.

MNotify Me by Email if this Answer is Updated
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End-User: Non-Search

e Data Aging
— Remove old answers, adjust answer ranks, build related
answers (SA _AGE_FREQ)

— Discover new related answers, update suggested answers
and browse tree (SA_DM_FREQ)




End-User: Search

e Only 20% of RightNow users enter search terms
e« AND/OR

— AND Ilimits results, OR expands results

— AND may easily limit to O results

— Our OR ranks results like AND, but includes even partial
matches

— ANS_AND_SEARCH




End-User: Search

e Highlighting
— Allows quick focus on search results
— Turn on with: EU_SEARCH_HIGHLIGHT_ENABLED
— Look and feel: EU_SEARCH_TAG

e Did You Mean

— Spelling corrections, unused words, no matching content
— EU_SEARCH_TERM_ FEEDBACK ENABLED
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End-User: Search

e Topic Words
— “Fix-At-Top on Steroids”
— Target specific words or phrases to specific document
— Works even in absence of search query (always on)
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End-User: Search

e Suggested Answers
— Configure via incident rules

— Limit by product or category
o Per rule

o Per site: SA_ SUGGEST LIMIT_PROD_LVL,
SA_SUGGEST_LIMIT_CAT_LEVEL

— Restrict focus: SA_ NL_MATCH_THRESHOLD




Support Home Answers [ Ask a Question My Stuff

Logged in as: John Smith

Preliminary Response to Question
John,

Please review the following suggested answers, If these answers do not resolve your question,

please select the "Finish Submitting Question" button below to submit your issue to our support
staff.

& Paving vour Bill Cnline

#& Pavying vour Bill with a Credit or Debit Card
@ About Inside Wire Maintenance

e What is OMNE-BILL?

& Changing or Resetting vour Woice Messaging Passcode

If this response did not answer your question...




Admin: Search

e Search Techniques
— Support Console search uses Complex Expression

— Complex Expression allows:
0 Leading ‘+’ means term must be in results
o Leading ‘-’ means term must not be in results
o Leading ‘—’ means use similar terms (spelling correction,
synonyms)
o Trailing ‘*’ means term may have variable endings
— Answer Console search is view controlled




Admin: Search

e Thread Configuration
— Choose which incident threads are worth searching

— Any combination of thread types is allowed

o Notes, Staff, Customer, Customer Proxy, RightNow Live, Rule
Response, Rule Response Note

— Including too many will negatively affect search
performance

— INC_TYPE_IDX




Admin: Search

e Views
— Create distinct views for distinct purposes
— Current answer view
— Future answer view
— Reviewing answers view
— Working incidents
— Searching incidents
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Admin: Search

e Dormant
— Segregates old information from current information
— All information remains in the system, only affects
searching
o Improved search performance

o0 Must specifically request to view dormant incidents (create a
special view)

— DORMANT_INCIDENTS #days
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Admin: Search

e Archive
— Moves incidents to a read-only state (cannot re-open)
— Keeps structured fields from time of archive (staff, product,
etc.) even if those change or get deleted elsewhere
— Improves search speed and relevance

— Determine the age when you never update incidents, and
set that to the archive date




. Incident Archive (ann75) i

Records Found: 3
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Of all the peaple whao have affected my life, and influenced the choices 've made, none has keen more important than my father.

Dr. Theodore Atlas, Sr., was legendary around Staten lsland. & Hungarian Jewy, originally from the Bronx, he was the kind of doctor that doesn't exist anymare. He ware 5 bowe
tie and a rumpled old raincoat and he drove an old wreck of a car to go on his house callz. He traveled all over the island, taking care of people, no matter what time of the day or
night. If his patierts couldnt afford to pay, he didn't charge them, and when he did charge them, the most it would be was about five dallars, Sometimes they paid him with pies or
cookies. Inthe 1970, when | was a teenager, my mother started calling him Columbo, after the character inthe TV show, because of the way he dressed and becausze he
always seemed distracted and preaccupied.

Besides hiz medical practice, my father somehaow found time to found and build two hospitals, Sunnyside and Doctor's Hospital. He alzo built over & hundred houses on Staten
Izland, including the two we lived in -- & small one-family hotme, and, later, a larger Colonial that he built acrozs the street -- plus =ome Winn-Dixies and condos down South. Think
of it: here was a doctor who owned a crane and bulldozer, and on Sundays, to relsx after spending an sighty-hour week practicing medicine and taking care of people, he
hulldozed the empty Iats on the hill where we lived =0 he could build houses. He even built the sewer system for the whole neighbarhood.

Becausze my father poured all of hiz time and energy and feeling into hiz work, my mother and | and my four younger siblings, Tommy, Meri, Todd, and Terryl, often felft
shartchanged -- if not consciously st least inour hearts. Mayhe it was easier for him to express emations towsard his patierts than his family. | don't knowve. Even today, | run into
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of weskness. | remember one time we were inthe car and he made fun of us kids for crying over something. He started gaing "vwahhhh!" in this loud, mocking way. After that |
never cried again, even many years later at his funeral.

Of all the kidz, | was always hiz favorite, which made for an odd kind of tension in the house. In some ways it was like we were twa families. One family vwas my mother,
Tommy, Terryl, Todd, and Meti. The other family was my father and me. t wasnt as if | didnt have to work hard for his sttention. | did. | showwed an interest in science because he
liked =cience. I'd get him to take me out on house callz with him, because that way | could be with him and =pend time with him. You have to understand, this was a man who left
the hinuze pueery dawv &t sie-thitty or spven ameand came home st tencthivty or elewen bom Anye time that Laot weith him seas time that | had to steal He never azked metoonn uwith
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Admin: Search

e SmartMerge
— Finds answers sharing substantially the same content
— Use with ‘proposed’ answers
— Allows easy accept-reject-combine decisions
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Admin: Analysis

e Gap Analysis Report
— Finds groups of incidents with no answer

— Not perfect, so train one person to monitor
o Finds integrations (incidents created from outside systems)

o Finds sensitive information (incidents you don’t want to publish an
answer for)

o Finds process flaws (incident follow-ups that could be avoided with, i.e.
standard text)

— GAP_TIME_PERIOD
— GAP_FREQUENCY




Paramekters Description Report

Information Gap Summaries
Information Gap Summaries

Id Urgency Summary Size Answer Score
1 1 Janine Hotz-Robinson, Canc Req, Fax 23 277 10
2 1  Tamayo Chiso, SantaClara WebfaP, Santa Clara, MextComn Test Site RNW, Regards 45 104 16
3 1 Phone Contact Submitted, Sitestatus, Comments, Product, Email 77 31a 20
4 1  Threat Email G54, Address, Provide, Incident Q 2202 16
5 1 Ohject, Property, Method, Error, Support 40 1545 12
B 1  Intended Redpients, Confidential, STRICTLY PROHIBITED, SEMDER IMMEDIATELY, HEREEY MOTIFIED 23 2197 21
7 1 Image File Attachment, Bytes, Incident, Added, Eror 57 6857 17
g 1 Cracle version, WebfaP Server, Upgrade, Keni, Investigate 26 721 12
g 1  Office, Email, Contact, July, Monday 70 562 16

10 1 Server, Flat Files, Ftp, Product, Database 20 450 14

11 1 File &ttachments, Bytes, added, Incident, Application 40 104 17

12 1 Main CSR Location, MAILBOXES POP, Hosted Site Request, ProServices, Language Packs 34 253 33

13 1 Fag, &nswer, Interface, Category, Wiew 53 1420 19

14 1 a2 1110 24

L
n

Screen Shots, Attached, Error, Incident, Field

PR o C PR | L1 - 1l
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Admin: Analysis

e Keyword Searches Report
— Frequent searches (important content)
— Searches with no answers (missing content)

— Searches with too many answers (configuration and tuning
needed)




Keyword Searches

Phrase Stem

Phrase Stem
(wtad

1351

GEXPAMD

CASTL
COHTAMNI@DRIGHTMNOW MITSULCO, P JALCARD
768

MY _SEC_COMPAMI
CHAME

1772

IEY

EMVIROMMENT
RMNTIMNFO
ARCHITECTLIR
STREAM

SAWMIL

Search Count Answers

m

M O ~] 0 @0 @ o w9 Pk bk B O O O

[ o = N =Y S S S S e s Y e Y e Y e Y e Y s O




Keyword Searches

Phrase Stem

Phrase Stem Search Count Answers
REGIST STAFF RIGHTMOW SUIPPORT S 1165
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Admin: Analysis

e Answers Viewed Report
— Number of hits to answers over timeframe
— Top-level allows for trending
— View which types of answers are viewed most frequently




Answers Viewed
Answer
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Interval Answers Viewed

2006,/01 3046
200602 4429
200603 4136
2006,04 4569
2006,/05 4330
200606 4444

200607 4639




Admin: Analysis

e Service Summary Report
— Trending over time period
— Searches and answers viewed
— Compare to incidents submitted via web or email




Self Help Summary
3 76 W Answers Viewed
006/ B Searches
1 1

0 4,000 8,000 12,000
{Month Day Year) Searches Answers Viewed Sessions Hits Web Questions Email Assists
2006/24 15 27 67 151 a 5
2006/27 3132 3414 5221 20680 355 45
2006/28 4228 4243 G6a61 26771 483 =5
200629 4665 4812 8017 27404 452 51
2006430 5138 5297 8150 0219 513 49
2006/31 4437 4232 qa537 24937 443 G
Total 21615 22025 37903 130172 2261 267
Record Count: 6




General Configuration

e \Wordlists: Excluded Words

— Removes common words from index
o AN, ARE, BE, CAN, HAVE, IS, ...

— Increases search performance

— exclude_incidents.txt, exclude answers.txt
e Wordlists: Synonyms

— aliases.txt: use in place of answer keywords

— thesaurus.txt: applies only to similar search




General Configuration

e Search Weights

— Adjusts search results rankings

— Search ranking is a race—small changes here can make big
changes in search results

O O 0O 0O 0O O O°

SRCH_KEY_WEIGHT
SRCH_PROD_WEIGHT
SRCH_CAT_WEIGHT
SRCH_SUBJ_WEIGHT
SRCH_DESC_WEIGHT
SRCH_BODY_WEIGHT
SRCH_ATTACH_WEIGHT

50
50
50
45
30
4

4

Keywords

Product Words
Category Words
Subject/Title Words
Question Words
Answer Words
File-Attach. Words




Review

e 80% of users don’t search: Focus here

e Searching is highly configurable (for the 20%)

e Don’t forget to consider the Admin as a customer too!
e Multiple analysis tools are available




Resources

e http://rightnow.custhelp.com

e 7.0 Administration Manual (answer 1350)

e Online Training:
http://www.rightnow.com/rntdocs/tutorials/7.0/

e (Other session:

— Advanced Knowledge Base Administration: Driving
Continuous Performance (Wednesday, 10:30am)

e Ask the Experts




Questions
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