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Drive Superior Performance
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Driving Superior Performance

What is superior performance?
– Definitive requirements

Who benefits from it?
– Internal or External

How do you measure it?
– Tools (Standard Reports)

When do you measure it?
– Timely review

Did you achieve it? 
– Does recipient recognize goals



RightNow Standard Reports

What is available?
Version 7.5.x
RightNow 8 

approx. 150
approx. 500

Service Analytics
Site Reports
Agent Reports



RightNow Standard Reports

Site Reports
– Service Summary / Session Tracking
– Answers Viewed
– Keyword Searches

Self-service is key to superior performance

Customers receive information on their timetable

Where are they coming from? What are they 
finding? How are they finding it?



Service Summary

Answers Viewed > Searches
• Customers on average are finding what they are searching for

Web Questions = Low % of Sessions
• Customers are finding what they are looking for

Email Assists are small
• Customers are educated to self-serve



Service Summary

If Service Summary numbers are bad, 
then you need to check out the 
Session Tracking report…

– Summary of starting points for customer 
sessions

– Summary of ending points for customer 
sessions

– Session length
– Pages per session
– Customer page transitions



Answers Viewed

Answers Viewed shows how 
many answers were viewed 
each day for your interval. 
Drill down shows answers 
most viewed and feedback 
data



Keyword Searches

Search phrases are 
stemmed and stored into 
the database

Search count is the 
number of times this 
phrase was identified

“Answers” column is a link 
to phrases that generated 
the results



Keyword Searches

Be aware of terminology

2 word phrase (tune up) 
generated 260 answers, 
but using complex 
searching reduced that 
list down to 9.

Be aware of the pros and 
cons of the config setting 
ANS_AND_SEARCH 

Search String is a 
link to see those 
answers that this 
search generated



Keyword Searches – “tune up”

Notice that the first 
9 answers are the 
same answers 

What result set do 
you want to 
present to your 
customers?



Keyword Searches

Look for “0” Answers
– Do you have what customers are looking for?

Know your configuration settings
– EU_SEARCH_HIGHLIGHT_ENABLE
– EU_SEARCH_TERM_FEEDBACK_ENABLE
– ANS_AND_SEARCH
– ANS_SRCH_THRESHOLD

Know the contents of your external files
– Exclude Incidents and Answers (common words)
– Alias (RNT = RightNow Technologies)



RightNow Standard Reports

Identifying areas for coaching 
Understanding quantity and quality

Where are agents spending their time

What are the parameters by which the 
organization is measured against

Agent Reports
– Agent Effectiveness
– Time Billed
– Service Levels



Agent Effectiveness

Understand RPA 
(Response per 
Assignment) and 
FCRR (First Contact 
Resolution Rate) 
and how that 
relates to the Agent



Time Billed
Understand where your team 
spends most of their time. 

– TB_REQUIRED_INC_EDIT
– TB_REQUIRED_FOR_SOLVED



Service Levels

Reviewing your service level commitments on 
a weekly basis keeps you attuned to what is 
happening within your organization

86 %

69 %

84 %

91 %

87 %

98 %

100 %



Standard Service Reports (RightNow 8)

Incident Reports
– Problem Areas based on Disposition

Task Reports
– Overdue Tasks

SLA Reports
– SLA Trending Analysis



Standard Service Reports (RightNow 8)

Admin Answers Accessed Reports
– By Product

Customer Satisfaction Reports
– By Agent/Group

– By Product

– Top 10 Most Satisfied

– Top 10 Least Satisfied



Resources—Reference Materials

Analytics Best Practices – Handout

Within the Analytics Console
– Description Tabs

– Information “i” Ball (Help for this Window)

Analytics Manual

Online Documentation

Analytics Workshops 

Analytics Support Packages



Resources—More information

Data dictionary
– Answer 1862

Catalog of Standard Reports

Additional Sessions
– Advanced Analytics: Getting Deeper Customer Insight

Tuesday, 9/12 @3:30

More Information
Contact your Account Manager

“Ask the Experts” room

http://rightnow.custhelp.com

http://rightnow.custhelp.com/
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