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Overview

• End-User Focus: Non-Search 

• End-User Focus: Search

• Admin Focus: Search

• Admin Focus: Analysis

• General Configuration



End-User: Non-Search

• 80% of RightNow users prefer non-searching
• Top Ranked Answers

– Frontline, first guess
– 95% of users only view answers on first page
– Fix-At- and Place-At- options for targeted content





End-User: Non-Search

• Related Answers 
– Items co-browsed by many users are important suggestions to 

other users
– ADP_NUM_REL_ANS

• 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





End-User: Non-Search

• 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

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

– AND limits results, OR expands results
– AND may easily limit to 0 results
– Our OR ranks results like AND, but includes even partial 

matches
– ANS_AND_SEARCH



End-User: Search

• Highlighting
– Allows quick focus on search results
– Turn on with: EU_SEARCH_HIGHLIGHT_ENABLED
– Look and feel: EU_SEARCH_TAG 

• Did You Mean
– Spelling corrections, unused words, no matching content
– EU_SEARCH_TERM_FEEDBACK_ENABLED





End-User: Search

• Topic Words
– “Fix-At-Top on Steroids”
– Target specific words or phrases to specific document
– Works even in absence of search query (always on)





End-User: Search

• 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





Admin: Search

• Search Techniques 
– Support Console search uses Complex Expression
– Complex Expression allows:

o 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

• 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

• Views
– Create distinct views for distinct purposes
– Current answer view
– Future answer view
– Reviewing answers view
– Working incidents
– Searching incidents









Admin: Search

• Dormant
– Segregates old information from current information
– All information remains in the system, only affects 

searching
o Improved search performance
o Must specifically request to view dormant incidents (create a 

special view)

– DORMANT_INCIDENTS #days





Admin: Search

• 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





Admin: Search

• SmartMerge
– Finds answers sharing substantially the same content
– Use with ‘proposed’ answers
– Allows easy accept-reject-combine decisions





Admin: Analysis

• 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





Admin: Analysis

• Keyword Searches Report
– Frequent searches (important content)
– Searches with no answers (missing content)
– Searches with too many answers (configuration and tuning 

needed)







Admin: Analysis

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





Admin: Analysis

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





General Configuration

• Wordlists: Excluded Words
– Removes common words from index

o AN, ARE, BE, CAN, HAVE, IS, …

– Increases search performance
– exclude_incidents.txt, exclude_answers.txt

• Wordlists: Synonyms
– aliases.txt: use in place of answer keywords
– thesaurus.txt: applies only to similar search



General Configuration

• Search Weights
– Adjusts search results rankings
– Search ranking is a race—small changes here can make big 

changes in search results
o SRCH_KEY_WEIGHT 50 Keywords
o SRCH_PROD_WEIGHT 50 Product Words
o SRCH_CAT_WEIGHT 50 Category Words
o SRCH_SUBJ_WEIGHT 45 Subject/Title Words
o SRCH_DESC_WEIGHT 30 Question Words
o SRCH_BODY_WEIGHT 4 Answer Words
o SRCH_ATTACH_WEIGHT 4 File-Attach. Words



Review

• 80% of users don’t search: Focus here
• Searching is highly configurable (for the 20%)
• Don’t forget to consider the Admin as a customer too!
• Multiple analysis tools are available



Resources

• http://rightnow.custhelp.com
• 7.0 Administration Manual (answer 1350)
• Online Training: 

http://www.rightnow.com/rntdocs/tutorials/7.0/
• Other session:

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

• Ask the Experts



Questions
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