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RightNow 8 Overview

Designed to deliver superior customer
experiences...

e Customer Experience Desigher™

e RightNow Feedback™

e RightNow Analytics™

e Workspace Designer

e Enterprise On-Demand Architecture




Customer Experience Designher™
Conceptualize, design and deliver unified customer experiences...
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RightNow Feedback™

Proactively sense and respond to the customer voice ...
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RightNow Analytics™

Easily create tailored, actionable dashboards and reports ...

e Report Design Center

— Drag and drop report
creation

— Real-time preview

e Customizable dashboards,
reports and homepages

— Over 500 pre-built reports
and dashboards

e Historical trending

— Only on demand vendor
delivering this capability
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Workspace Designer

Exactly what you need, when and where you need

e Role-based profiles
Sales, Service, Marketing
Executive, Manager, Rep

e In-context analytics

Critical knowledge integrated
into screens and processes

e Drag-and-drop screen
layout customization
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Enterprise On-Demand Architecture
Designed for mission-critical business environments...
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RightNow Service Enhancements

e New, consolidated agent

desktop

e Customizable contact
center business
processes

e Improved Incident
Management, including
sub-tasks

e Re-designed Answer
Management, including
sub-tasks

e Embedded Analytics

e New Communications
Center
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Redesigned Incident Management

_ o Quickly access Offer Advisor or
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Incident Workflow

Scroll/tab view
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INncident’s Task tab
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Customizable Agent Desktops
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Redesigned Answer Management

Easily accessible answer details
such as related products and
custom fields

View answers
by product or
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Answer Detalls

e Single answer
iInformation on one
screen

— Modify detail
screen by
adding/replacing
report
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Answer Relationships

e Relationships replaces meta
answers

e Siblings inherit )
product/categories e | et ek
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Service Analytics Dashboards & Reports

Dashboard examples: —
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Communication Center

'ﬁ Communications Center Home

ﬂ Notifications -
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212-555-1212 Hold

e Notification o S
management =

CaCe=) joming call: 522-1420 =]

e Toast notification N |
Contact: Matthew Kauffman  Answer




What is RightNow Voice™?

A portfolio of voice-enabled CRM
applications

1. Voice Interface to Knowledge Base
. Voice Interface to Incident Management

. Voice Interface to Locator

. Password Reset

2
3
4. Status Applications: (Order, Rebate, Repair)
5
6. Survey

~

. One Number Routing

Handles both the informational and transactional type calls




RightNow Live

e Existing Chat launched
,
from RightNow 8 PR AP [ X Dkt | e ]

Agent S’zcsst:\orens Selsdslieo ns ,:I\;enrglgee é\;epr:g:e ngﬁfur U:;:?te 9 % @ ‘p @1 E
CO n SO I e admin 1 i} 0:00 0:00 n 3:46:26 P -
User Information
First Mame: hdatthoew (listening) -
Last Hame: Kauffman
— Scalable Email Address: mkauffman@email.com
Clperating System: Windons XP
- - Brovsar: IE 6.0 (Java 1.5.0_0F), an_US j
O B u I It eXte rn al q u e u I n g User Queue Wiait Time | || Duration: 441 admin me ¥ om Matthew me T 'm
[00:00:00] admin: Hi, my name is admin. How may | help you?
0 Exce e d S 8 O O [00:03:57] Matthew: My camera seems to be out of focus all of the
time
concurrent chat
S eSS i O n S Type your message here, then click Send or press <Enter-

Responses | URL= I

— New Reports sotet] by

|

Type URL to be pushed here, then click Send or press <Enter>

A
| Q
= - Real-time System Stats Cumulative System Stats (Last 30 minutes updated every minute)
[ J E n h an Ced C h at WI I I S h I p Agents|  Idle Users Users | Longest) Senice Level | Awerage| Awerage |Average | Calls Callz Last
Queue COnline | Sessions| Chatting | Waiting| Wfait | <20 SecWait| Wait |Response| Handle |Handled | Abandoned| WUpdate

. Right Maw Live Default Queue 1 o o o 0:00 0n.0% 0:00 0:00 0:00 o o 2600 PMI
afte r R I h t N OW 8 Queuet 1 ] 1 0 000 0o 0:50 000 000 0 0 Z46:00 FMI
g Dueus? 1 ] 1] 1] 000 0% 0:00 0:00 0:00 1] 1] 300 PMI
TTEN] 1 o o o 0:00 0no% 0:00 0:00 0:00 o o 3600 PMI
_ ArC h ite Cted -I:O r Ertire System 1 ] 1 [ 000 00t 050 000 000 [ [ 3:46:00 PM!

scalability and
performance

— New Reports
— Fully integrated

I] Chat Console | Mew Contact ||




Preparing for RightNow 8

e Getto 7.5.2 or later

e Follow the same HMS/UMS
process

e Review the
SmartConversion Guide

e Review your test site
completely

e Focus on screen layouts and
reports (Views)

e Train your users




Questions?

Recommended sessions

e The Basics: Introduction to Knowledge Base
Management — Tuesday at 11:30

e Achieving Service Excellence Through Multiple
Channels — Tuesday at 1:45

e Fine-Tuning Your RightNow Knowledge Base —
Tuesday at 3:30

e Using Service Analytics to Drive Superior
Performance — Wednesday at 1:00
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