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Agenda

e End-user considerations

e Key processes

e Useful tools and feature in RightNow
e Tips and suggestions

e Evaluation methods




End-user Considerations

e Who is your audience?

General public, customers, partners

e What information do they need?

Product lines, services, topics of interest

e How will they use your site?

Navigation, menus, searches, links

e \What level of experience?

Amount of detail, style, terminology




End-user Page Configuration

e Answers list page view

— Search options

— Answer grid

e Answer display page
— Additional fields displayed
— Related and previously viewed answers
— Answer feedback

— Password-protection




Answer List Page

Support Home | Answers | Ask a Question | My Stuff

[ Browse

Product € Keyword Search Search Tips

| all v | |

Category & Search By

| all v| | Phrases w Pamerad by BIGHT

HOns

32 Answers Found Fage: of 3 m ’

Summary W A Score v A
BN bt is a credit limit? 146
m About Inside Wire Maintenance B}
BE] Tipe of ADSL Modem 56
How do I order WorldConex long distance service? 43
m Call Waiting Interactive Tutorial 4z
m FightMow Service Brochure 35
Smartguide Sample 35
m w'hat is Rermote Call Motification? 31
m Questions about Long Cistance 28
m Able to make local, but not long distance calls 24
m FightMow CRM Brochure 19
m FightMow Analytics Brochure 1a
BEE] vhatis ONE-BILL? 15
Setting up Voice Messaging Service 14

m Changing or Resetting Your Yoice Messaging Passcode 14




Answer Display Page

Answer ID What is ONE-BILL?

=9 Question
Date Created What is OME-BILL?

D T | e

nggﬂblgﬂdﬂztﬁgﬁﬂ A OME-BILL is a billing option for paying ywour WorldConex Wireless and your
: warldConex local calling services from one staterment,
Access Level

Everyone Your OME-BILLE monthly staternent includes complete calling details about vour
wireless and local calling services, & summary page shows the total charges for
1 local calls, wireless calls and any other charges that currently appear on your local
| BARE ARSmer bill, Other pages provide details for each WworldCaonex and WorldConex Wireless call,
= There is na charge to enrall in OME-BILL, but there are requirements that must be

Bzl At met, Enrall in OME-BILL onlinge or call yvour local business office.

OME-BILL is currently available in Arizona, California, Connecticut, Delaware, District
of Columbia, Florida, Hawaii, Idaho, Illinois, Indiana, Maine, Maryland,
Massachusetts, Michigan, Mevada, New Hampshire, New Jersey, Mew Tork, Marth
Carolina, Qhio, Oregon, Pennsylvania, Rhode Island, South Carolina, Texas,
Yermont, Yirginia, Washington, West Yirgima, and Wisconsin.

1e by Email if this An is Updated

How well did this answer your question?
" 100% { 75% ! 50% © 25% ( 0%

Previously ¥Yiewed Answers

® Smartguide Sample




Related Breakout Sessions

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

Searches, indexing, weights, aliases
Tuesday 1:45 — 3:00

e Fine-Tuning Your RightNow Knowledge Base

Tuesday 3:30 — 4:45




Answer Content

e Amount of information per answer

e Level of content — summary or detailed steps
e Terminology — within and between answers

e Acronyms

e Trademarks

e Active voice

e Grammar — spelling, punctuation, capitalization




Answer Display

e Scannability

e Clear and consistent links

e Short paragraphs and concise sentences
e Keyword highlighting — bold, color, italics

e Layout formatting — headings, tables, lists
bullets, block quotes

e http://webwritingthatworks.com




Key Processes: Getting Started

Propose Editing and Review and Publish
Content Formatting Approval Answer

 ldentify key views to access answers




Proposing Content

e Source of answer content

— Internal: incidents
— External: email, manuals, training materials

e Propose button at Support Console
e Custom field to flag incidents to review

e Rules to route proposed answers




Alternate Propose Process

h uick Search+ | » Reviewfnr,&nsweri_m efresh | earch i | Mewe it - elete ~ = rint = 7 Forwwar
£ tuick Search = | v | (L Refresh (4, Search &,Fil | N T Edit - ) Delete - == Print = <7 F

# | Viewing Review for Answer Records Found: & # |
. Incitlentrf Contact . Subject . Created . Status . Due Date - Source .
1 241 Simon Kelly  remote voice 1202002005 03:0¢ Updated 1202002005 04:1 Email ]
2 . 236 Jason Yasilas Howe do | change my billing informstion... 120852005 09: 4 Lpcsted 120852005 05 Azk a Guest
3| 233 Jean Cornizh | am looking for information on pay a3 you go bur 11022005 07:4¢ Unresolved 110252005 041 &zk 5 Cuest
a| 23 Paul Leith Do you offer coverage in my area... 1400122005 1 2:4¢ Solved 110202005 10: Aszk & CQuest_
5 . 229  Jean Cornish What are the data transfer rates over mokile phe 10053122005 0648 Solved 10031 72005 0401 Aszk a Guest
6 226 Azora Browen Who do you partner with?.. 102702005 11:0¢ Salved 1072852005 090 Azk & Quest_ﬂ
Reference Messages Details & Organization Contact RMA Track FedEx Order Track
051 208-000000 & | k ' _ ' i o )

Primary Contact Interface pkulp:ui/llhegr—gkmlmmge Englizh (U=) + |Mailbox | -- * (Source Aszk a Guestion

Jason Vasilas £3 custom Fields
i_vasilaz@yahoo cominy:

Acme Tool & Die, Inc. + Review for Answer ]Review for Answer L] Tracking Humber ;IFEIEIBS*I S45ET2

+ Status Follow-up Method
| Updated [ '

Assigned \

[ [ crm 1 Fublished Mew Snswer
Chris R, Marris | Exizts Already
Product Reviewed - Mot Publizhed

D] |
BT ] -

I]ishusitiun

Mo Review

Routed to Sales
Immediate follow up &+ Files " Session ( AuditLeg g




Editing and Formatting Content

e Use your style guidelines

e HTML formatting

e Generalize content for wider audience
e Expand content to broaden scope

e Links to other answers and web pages
e« Common headings and text

e Keywords and aliases

e Preview feature




HTML Editor

e« HTML or Text mode

Answer Text Details Meta-Answer

« Sumimary | Paying Your Bill Online

Keywords

RILT|ETe]

Edit , = —— - .
fiﬂueion %Eﬁﬁ,%ﬂﬁ _

EEFEESSESE MAMRR LD oo TMbins € -
Editor & (Apply Style] - Momal = Times Mew Roman, "= 312 pt) - A%
(™ Text
& HTML B 7 U A | £ %

Tou can pay your bl from the WotldConex Web Site.

Eemstered customers can use the WotldConex Web site to view or pay vour bl
online, and make a One-Time Direct Debit Payment.

Eemstered and non-registered customers can also pay ther kil by making a one-
titne payment using Express Pay.




Editing Tool: Answer Links

e |lconin HTML editor ®©&%%%

e <answer_xref id="y” />
— text = “Custom text for link”
— title = “Title used with mouse-over”
— target = “new” to open in new window
— anchor = “#anchorname”

e Also, HTML links to web documents




Editing Tool: Answer Variables

= [ variables
1 [ Configuration Components
e $variablename i e
=44 Garaphics
® blue

= Shortcut for specific text or code S

. oam
 Up to 4000 characters St
e )
. . = [ sales Yersion Tags

® USGS - Im ag es y p rOd u Ct Nnames y pOI ICIEeS =4 Service Yersion Headings
® w40

headings, common HTML, URLs o 50

® a0

® o070
® 70

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




Editing Tool: Custom Fields

e Track administrative information
e QOriginal content owner

e Primary editing owner

e Links included in answer

e Manual reference

e Custom notes fields

e Special characteristics




Review and Approval

e Management or content owner approval

e Access to Answer Console
— Reassign answer with custom status

— Rules or scheduled alerts to notify

e NoO Access to Console
— Preview answer and copy content in email

— Print answer for manual review




Publish Answer

e Make sure fields set to allow visibility
— Products and categories (lowest level visible)
— Access level end-user visible
— Language field set

— Public status type

e Additional considerations
— Publish On and Review On fields

— Custom field for date published
— Last Content Update field




Publishing Answers

Ar erld
+ Status
Public |
+ Language
Englizh (LIS |

Access Level

Answer Texrt

Details

Meta-Answer

) Custom Fields

Last Content Review | 7/11/2005 |~ |
Date Published | 3/8/2005 ||

Content Owner |

|
/ Review Status | -

=

Help A /
Links Included |-_ ﬂ
Gald
Irternal
Dgaler /\/ Lo Answer Text Details Meta-Answer
Assigned
R Sa!es Conzultants « Sumimary | YWhat is the cost of the Cable Modem for Internet Access %
Keir Barbe
Review On ?E = [ Product EE = [ category -~
|:|E| o [ “oice Services s [] Gerneral
Publizh O G [] Mobile Phanes G Account and Biling
[ Moderm Services D5L and Internet Service
I:Izl (+ Files (" Audit Log = Data Services [] How Dol .7
Display Position Hame Size = FlexCones Etheret [] Long Distance
|Hi3tl3ril3'-3| Usefulness ﬂ I T|p3 D Manage M_lrl Aoocount Ol
[ Troubleshooting [] Product Guides
[] FlexCones YPH [] Troubleshooting
-z [ wiFiCones Hot Spats -z [] Request Repair
- [ RightMow CRR «7.0 - [ Woice Meszaaing b/
P=|< > =« >




Additional Process

Propose Editing and Review and Publish
Content Formatting Approval Answer

e Now what?

Ongoing
Maintenance
and Review




Updating Content

e Answer feedback

— Route incidents to answer team

e Agent feedback
— Similar to proposing new answers

— Flag incident with note / template

e Proactive maintenance
— Review each answer per schedule

— Update content as needed




Answer Feedback

2l Provide Answer Feedback - Microsoft Internet Explorer |:||§|rz|

Provide Feedbhack on this Answer

Answer {Rated Helpfulness: 50%)

vhat is a credit limit?

Contact Information {required)
* Email Address: “ |

How Could this Answer be Improved?

Tnrcident Source |eu::|uals ﬂ A=k a Question A | I Delete Condition
Ermiil =
1

Ansvwer Feedback

Site Feedback bt

Add condition based on: |

Then
1 Assign meident to staff member assigned the answer [ Delete Action

Add Action

e Use rules to route incident to owner of answer

[




-
Agent Feedback

e Use custom field to flag incident

e |Internal note to indicate update needed and answer ID

Messages Details & Time Organization Contact C[sI H

+ Subject | Inserting & gquote in a opportunity :‘
Hote {Jeannette Wix) OT 202006 11:26 Wi o
Penni,

| don't think we explain howe to enter merge fields in a quote template clearly. The
training material has the following with & screen shot. Can we get something like
thiz that has examples in an answer?

Guestion: "How do linzert merge fields in & quote template?" or "Why weon't mey
quote template load when trying to add a quate™

Ansvwer: The guate template requires certain merge fields to be inside a
table. %ou may not have the merged field formatted correctly and the editor
cannat apen the documert.

There are three types of merge fields, single, group, and indexed.
(the training manual explains in detail below

The Cuote Template toalbar will open, along with & Microsoft Ward document
called Guate_Template doc.

Format the YWord document (Guote_Template doc). If you have an existing
Micro=oft Word template, you can copy and paste it




Proactive Maintenance

e Schedule content review — by product or category

e Review for major rollout

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

e Store new content in notes field ahead of time
e Replace content on schedule

e Shows overall state of review process




Proactive Maintenance
e Custom menu field identifies work to be done

Answer Text Details Meta-Answers

&) Custom Fields
Date Published | /1/2000 |-
Last Content Update |11/22/2004 =

Editing Owner | - ﬂ

LS

Content Owner | |

General Content Type | Rules j

* 8.0 Prep Status |Major Add Scresnshot |

+ Review Status |-
Check Content

|«

Hotes Complete

FI2TNE MP - has 5.5 scregbMinor Edit ;|
Minor Last Month Updates
Major Edlit

Major &dd Screenshot
Major Meeds MNewe Answer
Initizl Solution Copied

Solution Copisd |

“erify on Releasze
{* Files ( Auilit Log L &

Hamia CiTa Candant Tvne Craatarl




Proactive Maintenance

Answer Lonsole Tt it vl b 1t
i.-.? Quick Search - EJ_G_E.HE:_EE:%?’EHEJB Refresh ', Search Lj Mew ~ o Cdii v B Delete ~ ==
3_,: Viewing Group 8.0 Status: Top Lewel Groups: 3 (containing 1002 records) a,-
. i.i.l]l Fi'rep S’.ta.tl..ls. - - '.r. Count . - B a
1 ;‘-.-':érify -::n H.eleas.e B o 103 ;l
2 | Mo Walue B55
3 | Minor Last Month Updates 3
4 | Minor Edit 155
5 ; Major Meeds Mew Answer 4
6 | Major Edit 1
T | Major Add Screenshot 3
8 | Complete a3
% | Check Content 23
hd




Storing Updated Content

Answer ID @ Answer Text Details Meta-Answer
a7
. Status €3 Custom Fields
Public | Last Content Review | 5/24/2006 |+ |
+ Language Date Published 104552004 ﬂ
English (LZ) =l Content 0w

Access Level

eview Status | Solution Copied

[

Links Included |,.n._ aweers and Wek pages ﬂ

Assigned
b Adminz
Administratar Hotes
Review On UPDATED COMTEMT WATH M’u‘ LIMKE: -
ﬂ =p==zpan class="subhead"=""ou can =8 class="embedLinkBold" ttle=" link to Bill Pay"
Publish 0 href="https: Mooy searldconnes . comforyourbusinessiebilpayhillingbiling/zelectbtn.asp"=pay your bill=ia=
ublish Un J fram the WorldConex Web Site =fzpan=-<fo=
-
Display Position =p==gpan clase="hady Copy"==a class="embedLink" ttle="Redizter ot WarldConnex: com"
- - href="httpz: Masnewy soarldconnes comfzecurefmyaccount/signin_special™=-Regiztered=/a= customers can uze ;I
Historical Uzefulness ﬂ

* Files  Audit Log =




Reports: Additional Feedback

e Standard reports e Custom reports

— Answers Viewed — Answers published weekly
— Keyword Search — Answer subscribers

— Service Summary — Review status

— Information Gap — Custom field based

e Define report subscriptions and frequency




Keyword Search Report

Keyword Searches

Phrase Stem

Phrase Stem Search Count Answers
CASTL

1889

436

RECQILEU

SYSDAT

it

CHTAMNIDRIGHTMOW MITSUL COL P JALCARD
OHTAMIDRIGHTMNOW,CO, JP WEST JAPAN
COLOLR

INTY_TYF

1124

A SUGGEST _LIMIT_CAT LWL

—
=

[0 1 3 T o o Y o I 0 ¥ [ R ¥
o o o oo oo oo oo d




Answers Viewed Report

Answers Viewed
Answers
Top Level > 2006/30
Answer & Summary Hits 0%n 25% 50%0 75%0 100%40
1350 RightMow manuals and release docurnentation 374 ] ] ] ] 0
1772 Clearing RNT contral fles and ActiveX components 121 ] ] ] ] 0
21 Systemn requirernents to run Righthow products 95 Q Q Q Q ]
2014  Accessing the 7.x RightMNow Tutorials t=hi ] ] ] ] 0
1488  Best practices for using RightMow Service &2 ] ] ] ] 0
635 What do the classes in the enduser.css style sheet file affect? 49 ] ] ] ] 0
479 RightMow Service Tutorials and Corputer-Based Training 49 1 ] ] ] 1
(CBT)
1650  Uninstaling f reinstaling the HTML editor 43 ] ] ] ] 1]
514 Customizing the Answer Display page 42 ] ] ] ] 0
1575 Accessing the RightMow Integration manual 40 ] ] ] ] 1]
331  Setting up a mailbox for RightMow Service a8 ] ] ] ] 0
639  Linking to a populated end-user page 26 ] ] ] ] 1]
2302 Why do some users get a Failed to Load Messages errar when 35 ] ] ] ] 0
logging in?
2412 Waorkstation and Network Data Collector (rmitinfio,bat file) 23 ] ] ] ] 0
2345 Barracuda SPAM filters on hosted Service maiboxes? 32 o o o o 0
1102 Editing email messages sent by RightMow Service 21 ] ] ] ] 0




Answers Published

Properties

Tahkle Instances

E aAnsers

Filters

Output Permissions Scheduling

Fixed Filters {always applied and cannot be changed at run-time)

E] Matmne Expression 1 Operatar fm Expression 2 T/
date | anzwers chpublizhed betvween | | | -1 Weeks 1to- 0 Mont..
Properties Filters Output Permissions Scheduling
Output Levelz Output Columns
= ﬁ Levels Ij ColumniFunction Colum... | Data ... | Column Heading (2
ansywers.a_id | ra, L
answers SUmmary H All i
anzwers chpublizhed H I, i
511 Result Ordering ansywvers status_d [ Al i
[i_[ Campatison Opkions anawers access_d W All i,
[Tl Trend
Displa .
105 Answers Published Last Week
@ Forma
(8 charts Answer IDD Summary xate Published Status  Access Level
67 Caller ID Product Guide 02/07 /2006 12:00 AM Review  Eweryone
62 Caller ID Interactive Tutorial 08102006 12:00 &AM Public Everyone
69 Call Waiting Interactive Tutorial  08/06/2006 12:00 AM  Public Everyone
70 About Inside Wire Maintenance 08/11/2008 12:00 AM  Public Everyone




Related Sessions

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

Tuesday 1:45 — 3:00

e Fine-Tuning Your RightNow Knowledge Base

Tuesday 3:30 — 4:45

e Advanced Knowledge Base Administration:
Driving Continuous Performance

Wednesday 10:30 — 11:45




Additional Resources

e http://rightnow.custhelp.com
e RightNow 7.0 Administration manual

e Education Services:

http://rightnow.com/training
e Ask the Experts

e RightNow 8 demonstration stations
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