RightNow Feedback
Listening to your customers

Erich Hannan
Director of Product Development
RightNow Technologies

© 2006 RightNow Technologies, Inc.

8th Annual

User

Conference




The Million Dollar Question

How my customers feel about their experiences with my
company?

How would they rank:
— Service interactions
— Website navigation
— Online order experience
— Company events
— Training sessions

Do you know?




There’s only 1 way to know

How do you know if you are improving the experiences that
your customers have with your organization?

MEASURE!!!




RightNow Feedback™

Proactively sense and respond to the customer voice ...

e Capture feedback across all customer touch points

e Automate follow-up and analysis

e Pre-built feedback templates
— Customer advocacy management
— Customer satisfaction monitoring
— New product development
— Employee feedback




Agenda

In this session, we’ll give you a tour of the new RightNow Feedback
module available in RightNow 8.

— Survey Creation
0 Quesionnaire Designer
o0 Broadcast
o Transactional
0 Website Link

— RightNow Suite Integration
o Contact Survey History
0 Survey Results Viewer
o0 Audience Segmentation
o0 Analytics

Iy,

— Advanced Surveys
o Branching
o Trigger final survey actions
o Content Templates
0 Highly customized look & feel

— Questions from the Audience




Agenda

— Survey Creation
o0 Quesionnaire Designer
o0 Broadcast
o Transactional
o0 Website Link
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Questionnaire Designer

The questionnaire designer provides a graphical drag & drop
interface for adding pages, questions and custom HTML
to your survey.

— Preview the survey contents as you are designing the
survey

— Easily create survey pages and questions
— Task based toolbox
— Final actions wizard
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Broadcast Surveys

Broadcast Surveys are used to send a survey invitation
message to a specific audience.

— Use this method for collecting
o Net Promoter Scores
o Customer Satisfaction
0 Product Research
o Event follow up

— In RightNow 8, you can build complex audiences using advanced
tools

o0 Segments & Lists
o0 Include/Exclude
o0 Recency and Frequency caps

— High volume email delivery engine shared with RightNow Marketing




Transactional Surveys

Transactional Surveys are useful for collecting customer
Impressions at some critical juncture in your business
process.

— Use this method for collecting
o Customer satisfaction with Service interactions
o Feedback on why an opportunity was lost in Sales
o Complaint Management

— Transactional surveys can be triggered from
o Contact Rules
o Incident Rules

0 Opportunity/Lead Rules
o Campaigns @




Website Link Surveys

Website Link surveys are used to deliver a survey invitation
through other channels beside email.

— Use this method to
o Link to a survey from your home page
o0 Collect survey data from online ads
o Deliver survey invitations via Chat

— RightNow 8 provides a simplified Ul where an email
invitation does not have to be configured




Demo Break

Create a questionnaire and show the different types of
Surveys.




Agenda

— RightNow Suite Integration :§
o Contact Survey History V%
o Closed Incident Survey Results =

o Audience Segmentation
o Analytics




Contacts =2

In the Contact Editor, any agent who is provided access can
view a history of all the surveys that were sent to and
completed by that contact.

e 360 degree view of customer
e Drill down to see the results for a specific survey




INncidents 9

When incident rules trigger a transactional survey, the
survey results are attached directly to the incident.

This allows:
— Easy reporting on survey scores attached to the incident.
Group by:
o Incident assignment
o Product Line 6

o0 Region GI:{“
— Agent access to view survey results. (7 =
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Audience Segmentation &2

RightNow 8 allows audience segmentation using Survey
data. You can also target broadcast surveys using
Service, Sales and Marketing data.

For example:

— Everybody who scored lower than 10 for a closed incident
survey

— Everybody who said their favorite color is Blue
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Analytics .

In RightNow 8, all Survey data is accessible from RightNow
Analytics.

— Leverage common Analytics features:
o Trending
o Data Exceptions
o0 Scheduled Reports

— Special survey results report embedded in the survey editor




Demo Break

RightNow Feedback is seamlessly integrated into the
RightNow suite of applications.
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— Advanced Surveys
o Branching
o Trigger final survey actions
o Content Templates
o Highly customized look & feel




Branching Surveys

Branching surveys are created using the graphical flow
designer.

Show alternate survey questions based on:
— Previous question responses
— Any contact attribute
— Current survey score




Final Survey Actions

Use final survey actions to trigger follow up items or other
business logic based on the survey score.

— Create Incidents

— Create Leads

— Create Opportunities
— Set Contact fields

— Many more ...




Content Templates

Content Templates allow you to apply the same look and
feel to a set of Surveys.

— Multiple Templates can be configured
— Centrally administer the look and feel of many surveys




Custom Look & Feel

If the control provided by the Survey Designer does not
give you the exact look that you want, switch to
advanced mode for the ultimate control.

— Explicit placement of Survey Questions with an HTML

document
— Ability to split question and answer elements for separate

placement.




Demo Break

Use the advanced features of RightNow Feedback to
customize the look and flow of your surveys.




Questions?




Screen Shots




Create New Survey
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An email message is sent to an audience of contacts with an invitation
to take this survey

Q‘ = Trensactional Survey

An email i1s sent to & contact a5 a result of a rule or marketing
campaign action. For example, this imvitation method would be used to
send a survey after an incident is closed.
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| nfebsite Link

This survey relies on separate invitation delivery mechanism, such as
link to the survey being placed on a web page.
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Questionnaire Designer
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¥ or relative? End of Survey
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What is the most significant factor influencing the answer you provided about
your satisfaction level?

O Features

O Design

(O State of the art technology

O Ease of use
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Survey Template none

Exploring Surveys.. XL100 Feedback

Ready Logged in as: General Administrator 'm Online




Final Survey Actions

End of Survey Options

End of Survey Actions J

Type Run Label 4 Add Action...
Create Incident When score is less than &
Create Lead When score is greater than 20 j Edit Action...

Survey Final Action Wizard

Final Achon Type
what the Final Action should do when the Survey 1s completed

Final Fage I

{(*) Redirect to default Thank You page

(") Add the Survey Contact to a List
(") Create an Opportunity

(") Create a Motification

O Redirect to URL |

() Create an Incident

() Display final page without buttons

) Create a Lead

() Execute an External Event

() Send an Email to a Contact

() Set a Field Value




Broadcast Survey
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Broadcast Surve
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Broadcast Survey
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Broadcast Survey
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Transactional Surve
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Transactional Surve
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Transactional Surve
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Contact Survey History
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Survey Response Report

Survey Results

First Name: Erich
Last Name: Hannan
Email: ehannan@rightnow.com
Survey Name: X100 Feedback
Date Completed: 02/25/2008

Question: How satisfied are you with the XL1007

Reszponse Score

Delighted
Satisfied
Neutral
Dizzatizfied

o | Very dissatisfied

Question: VWhat is the most significant facter influencing the answer vou provided about your satisfaction level?
Score

Response
Features
Design
State of the art technology
Eaze of use
4 Help / technical support

Other (pleazse specify)

Question: What is the most important improvement we can make to the XL100 to improve your =atisfaction?
Score

Reszponse
More features
Better design
Maore intuitive to use
+/ | Better built-in help
Improved technical support / access to experts

Other (please specify)

Totals
Survey Score 1
Questions Answered| 3




Incident Editor Integration
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Segmentation Using Questions
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Analytics
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Customer Satisfaction by Segment
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I
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Inline Results Report
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Branching Surveys
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Create Incident Action

Survey Final Action Wizard
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Overall Satisfaction

How would you rate your experience with us?
S

What is your biggest complaint about the XL100%7
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O Insufficient documentation

OMNo help
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O Other| | 2

Please describe how we can increase your satisfaction in the box providdg

Choose Template
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Advanced Questionnaire Layout
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