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Agenda

• End-user considerations

• Key processes

• Useful tools and feature in RightNow

• Tips and suggestions

• Evaluation methods



End-user Considerations

Product lines, services, topics of interest

• Who is your audience?

• What information do they need?

• How will they use your site?

• What level of experience?

Navigation, menus, searches, links

Amount of detail, style, terminology

General public, customers, partners



End-user Page Configuration

• Answers list page view
– Search options

– Answer grid

• Answer display page
– Additional fields displayed

– Related and previously viewed answers

– Answer feedback

– Password-protection



Answer List Page



Answer Display Page



Related Breakout Sessions

• Advanced Knowledge Base Concepts:
Optimizing the Self-Service Experience 

Searches, indexing, weights, aliases

Tuesday 1:45 – 3:00

• Fine-Tuning Your RightNow Knowledge Base

Tuesday 3:30 – 4:45



Answer Content

• Amount of information per answer

• Level of content – summary or detailed steps

• Terminology – within and between answers

• Acronyms

• Trademarks

• Active voice

• Grammar – spelling, punctuation, capitalization



Answer Display

• Scannability

• Clear and consistent links

• Short paragraphs and concise sentences

• Keyword highlighting – bold, color, italics

• Layout formatting – headings, tables, lists
bullets, block quotes

• http://webwritingthatworks.com



Key Processes: Getting Started

Propose 
Content

Editing and
Formatting

Review and
Approval

Publish
Answer

• Identify key views to access answers



Proposing Content

• Source of answer content

– Internal:  incidents

– External:  email, manuals, training materials

• Propose button at Support Console

• Custom field to flag incidents to review

• Rules to route proposed answers



Alternate Propose Process



Editing and Formatting Content

• Use your style guidelines

• HTML formatting

• Generalize content for wider audience

• Expand content to broaden scope

• Links to other answers and web pages

• Common headings and text

• Keywords and aliases

• Preview feature



HTML Editor

• HTML or Text mode



Editing Tool: Answer Links

• Icon in HTML editor

• <answer_xref id=“y” />

– text = “Custom text for link”

– title = “Title used with mouse-over”

– target = “new” to open in new window

– anchor = “#anchorname”

• Also, HTML links to web documents



Editing Tool:  Answer Variables

• $variablename

• Shortcut for specific text or code

• Up to 4000 characters

• Uses: images, product names, policies
headings, common HTML, URLs

• Use “non-words” to find answers with
that variable



Editing Tool:  Custom Fields

• Track administrative information

• Original content owner

• Primary editing owner

• Links included in answer

• Manual reference

• Custom notes fields

• Special characteristics



Review and Approval

• Management or content owner approval

• Access to Answer Console

– Reassign answer with custom status

– Rules or scheduled alerts to notify

• No Access to Console 

– Preview answer and copy content in email

– Print answer for manual review



Publish Answer

• Make sure fields set to allow visibility

– Products and categories (lowest level visible)

– Access level end-user visible

– Language field set

– Public status type

• Additional considerations

– Publish On and Review On fields

– Custom field for date published

– Last Content Update field



Publishing Answers



Additional Process

• Now what?

Propose 
Content

Editing and
Formatting

Review and
Approval

Publish
Answer

Ongoing
Maintenance
and Review



Updating Content

• Answer feedback
– Route incidents to answer team

• Agent feedback
– Similar to proposing new answers

– Flag incident with note / template

• Proactive maintenance

– Review each answer per schedule

– Update content as needed



Answer Feedback

• Use rules to route incident to owner of answer



Agent Feedback

• Use custom field to flag incident

• Internal note to indicate update needed and answer ID



Proactive Maintenance

• Schedule content review – by product or category

• Review for major rollout

• Use custom field or custom status to indicate type
of edits / updates needed

• Store new content in notes field ahead of time

• Replace content on schedule

• Shows overall state of review process



Proactive Maintenance

• Custom menu field identifies work to be done



Proactive Maintenance



Storing Updated Content



Reports:  Additional Feedback

• Standard reports

– Answers Viewed

– Keyword Search

– Service Summary

– Information Gap

• Define report subscriptions and frequency

• Custom reports

– Answers published weekly

– Answer subscribers

– Review status

– Custom field based



Keyword Search Report



Answers Viewed Report



Answers Published



Related Sessions

• Advanced Knowledge Base Concepts:
Optimizing the Self-Service Experience 

Tuesday 1:45 – 3:00

• Fine-Tuning Your RightNow Knowledge Base

Tuesday 3:30 – 4:45

• Advanced Knowledge Base Administration:
Driving Continuous Performance

Wednesday 10:30 – 11:45



Additional Resources

• http://rightnow.custhelp.com

• RightNow 7.0 Administration manual

• Education Services: 

http://rightnow.com/training

• Ask the Experts

• RightNow 8 demonstration stations
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