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Agenda

• RightNow 8 Overview
• RightNow Service 8

– What’s New
– Product Demo

• Multi-channels 
• Q&A



RightNow 8 Overview

Designed to deliver superior customer 
experiences…

• Customer Experience Designer™
• RightNow Feedback™
• RightNow Analytics™
• Workspace Designer
• Enterprise On-Demand Architecture



Customer Experience Designer™

• Graphical Workflow Engine 
– Customer-initiated processes
– Spans departments
– Dynamic decisioning and content 

delivery

• Process Management
– Service incident creation
– Sales engagement
– Lead creation
– Online registration
– Customer feedback and more…

• Scenario Modeling
– New customer acquisition 
– Customer segmentation management
– Complaint management
– Offer management

• Packaged business process 
templates

Conceptualize, design and deliver unified customer experiences…



RightNow Feedback™

• Capture feedback across all 
customer touch points

• Automate follow-up and 
analysis

• Pre-built feedback 
templates
– Customer advocacy 

management
– Customer satisfaction 

monitoring
– New product development
– Employee feedback

Proactively sense and respond to the customer voice …



RightNow Analytics™

• Report Design Center
– Drag and drop report 

creation
– Real-time preview 

• Customizable dashboards, 
reports and homepages

– Over 500 pre-built reports 
and dashboards

• Historical trending
– Only on demand vendor 

delivering this capability

Easily create tailored, actionable dashboards and reports …



Workspace Designer
Exactly what you need, when and where you need it

• Role-based profiles
– Sales, Service, Marketing
– Executive, Manager, Rep

• In-context analytics
– Critical knowledge integrated 

into screens and processes

• Drag-and-drop screen 
layout customization

– Fields
– Tabs
– Integrations
– Toolbars
– Analytics
– Tasks



• Fast

• Easy to use

• Highly configurable

• Fully integrated with 
Microsoft Outlook®

Designed for mission-critical business environments…
Enterprise On-Demand Architecture
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RightNow Service 8



RightNow Service Enhancements

• New, consolidated agent 
desktop

• Customizable contact 
center business 
processes

• Improved Incident 
Management, including 
sub-tasks

• Re-designed Answer 
Management, including 
sub-tasks

• Embedded Analytics
• New Communications 

Center



Redesigned Incident Management

View incidents 
by status or 
assignment; 
view incident 

reports

Quickly access Offer Advisor or 
create an opportunity

Create custom 
tabs to access 

other applications

Expand 
message area 
to full screen

Standard text 
can optionally 
stay on top for 

easy access
Quickly switch 

between multiple 
incidents using tabs

On-the-fly 
spell check 

works exactly 
like MS Word

Easy access to 
SmartAssistant®, 

KB Search



Incident Workflow

Drag-drop tabs to 
manage workflow

Scroll/tab view

Rules now have If-then-”else” for easier creation



Incident’s Task tab

•Additional 
level of 
workflow

•Reusable
•Different 
assignment



Customizable Agent Desktops

•Drag-drop UI
•Copy and modify
•Create new
•Many properties
•Profile assignment



Redesigned Answer Management

New WYSIWYG editor 
enables complete 

control over answer 
formattingQuestion, 

answer and 
preview 

tabs

New 
relationships 
tab replaces 

meta-answers

Quickly switch 
between design 

and source mode

Easily accessible answer details 
such as related products and 

custom fieldsView answers 
by product or 
group; view 

answers 
reports



Answer Details

• Single answer 
information on one 
screen

– Modify detail 
screen by 
adding/replacing 
report



Answer Relationships

• Relationships replaces meta 
answers

• Siblings inherit 
product/categories 
associations and  
attachments

– Permissions and languages remain 
separate

• Manually create answer 
relationships

• Manage learned linked 
answers

– Promote linked answers to manual

• Answer types
– Test/HTML (today’s type)
– URL
– File attachment



Service Analytics Dashboards & Reports

Dashboard examples:
15 total

•Executive Overview
•Customer Satisfaction 
•Operations Overview
•Telephone Operations
•Email Operations
•Chat Operations
•Employee Management
•Knowledge Gaps
•Publishing

Report examples:
76 total

•Customer Satisfaction
•Response Rate Statistics
•Service Summary
•Personnel performance
•Chat activity



Communication Center

• Channels in one 
screen

• Channel activity 
information

• Consistent CTI 
toolbar access in 
appropriate 
screens

• Notification 
management

• Toast notification



Handles both the informational and transactional type calls

What is RightNow Voice™?

A portfolio of voice-enabled CRM 

applications

1. Voice Interface to Knowledge Base

2. Voice Interface to Incident Management

3. Voice Interface to Locator

4. Status Applications: (Order, Rebate, Repair)

5. Password Reset

6. Survey

7. One Number Routing



RightNow Live
• Existing Chat launched 

from RightNow 8 
console

– Scalable
o Built external queuing 
o Exceeds 800 

concurrent chat 
sessions

– New Reports

• Enhanced Chat will ship 
after RightNow 8

– Architected for 
scalability and 
performance 

– New Reports
– Fully integrated



Preparing for RightNow 8

• Get to 7.5.2 or later
• Follow the same HMS/UMS 

process
• Review the 

SmartConversion Guide
• Review your test site 

completely
• Focus on screen layouts and 

reports (Views)
• Train your users
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Questions?

Recommended sessions
• The Basics: Introduction to Knowledge Base 

Management – Tuesday at 11:30
• Achieving Service Excellence Through Multiple 

Channels – Tuesday at 1:45
• Fine-Tuning Your RightNow Knowledge Base –

Tuesday at 3:30
• Using Service Analytics to Drive Superior 

Performance – Wednesday at 1:00
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