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What makes us competitive?

• Passionate organization

• Happy customers

• Lower costs

• Revenue generation

• Making the best use of our solutions



Passionate Organization

• Approach – Take a hard look at your support experience 
through your customer’s eyes

• Culture – Who are you hiring and what is the message 
you give them going into the battle? 

• Empowerment – Do people feel comfortable challenging 
the status quo?

• Staying in the Domain – Are you part of the community 
of professionals in the support world?

• Care and Feeding – Do your people know what they need 
to do, how they are doing and what their next career 
steps are? 



Passionate Organization
• Approach

– Outside In
– Customer Focused

• Culture
– Hiring / Three I’s
– “You are the solution” / Customer isn’t the problem

• Empowerment
– Freedom to speak up when things aren’t working
– Encouraged to blow things up – “I reject that…”

• Staying in the Domain
– Read – CRM Magazine, Call Center Magazine, books…
– Involve yourself in the industry – SSPA, CCSF, ASP, etc.

• Care and Feeding
– Performance Review Plan
– Career Planning



What Makes Customers Happy

• We know who they are

• They can get to us how and when they want to

– Multi-channel – Web, Voice, Email, Chat, and/or Phone

– Knowledge at the Point of Action

• We provide clear, consistent answers that solve their issue 
in a timeframe that fits their needs

• We treat them with respect – people who “listen”

• Feedback and follow-up

– Your team and your customers know what’s working and not

– Leverage feedback to improve satisfaction and lower costs

– Key is the ability/will to DO SOMETHING with it immediately



Feedback and Follow-up

• Internal and External - Everyone’s your customer

• Answer Feedback – Drive knowledge improvements

• RightNow Feedback™ (formerly Metrics)
– Customer Satisfaction
– Closed Incident
– Product Feedback
– Customer Advocacy (Net Promoter®)
– Employee Feedback

• Closed Incident – Archimedes Lever



Closed Incident Surveys

• Likely the easiest improvement lever you have to move

• 3-5 questions with numerical scale

• Text box for free-form feedback

• Use rules to raise alerts for dissatisfaction

• Call customers back – speed of follow-up is important

• Make systemic fixes and report back to customers

• Results stored in customer record – RightNow 8™



Tom Olivo slide
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What Lowers costs?

• Efficient Interactions
– Multi-channel, gravitates to lowest costs

– Applicable, consistent answers across channels and 
geographies

– Proactive service
• SmartAssistant®

• Outbound Email

• Feedback

• Managing Performance
– KAPA – Self-learning knowledge base

– Knowledge base and agent efficiency



Efficient Knowledge Base Interactions

• Every knowledge interaction ends at one of eight 
points

• The path users follow to get to one of these outcomes 
teaches you something about your operation and/or 
your customers

• Understanding the path to each of the outcomes allows 
you to take action

– Take advantage of session data to tune your knowledge 
base

– Every investment here saves $$$ in agent costs
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Search and
Answer

Search and
Answer

IncidentsIncidents
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Are you?

• Sending SmartAssistant 
suggested solutions with email 
responses?

• Using Message on Hold to 
advise customers about self-
service options?

• Using voice self-service?

DisconnectDisconnect

Search and
No Answer

Search and
No Answer

OpportunityOpportunity

• Look at Session Data

• Create new answer?

• Tune existing answer?

OpportunityOpportunity

• Look at Session Data

• Question phrased correctly?

• Would answer push help?



Session Breakout by week
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Keyword Search Report



Efficient Agent Interactions

• How often are issues being escalated outside frontline?
– Thread count report

• Are agents equipped with the knowledge to solve the 
majority of issues the first time?
– Use one-on-ones, surveys or MBWA to find out

• Are you studying how and why handoffs take place and 
taking action to prevent them?
– Identify three issues per week to fix
– Provide frontline agents with training and tools

• What’s your first (second) contact resolution rate?
– First contact is usually your website…





Agent Empowerment



How do we generate revenue?

• Marketing automation

• Offer Advisor

• Topic words to pop up a recommended answer

• Chat on product selection and checkout pages



Generate Revenue

• Partner internally to find opportunities and/or do it 
yourself

• Proactive Communication
– Leverage your contact history to announce and sell new 

products, add-ons, and upgrades
– Event driven campaigns are good for this – Ex. Pre-Order

• Offer Advisor
– RightNow solution feature

• Leads Tab 
– Custom tab we built
– Native function in RightNow 8



Offer Advisor



Sales Leads Tab



Making the Best Use of Our Solutions

• RightNow will help!

• Tune-Ups

• Customer Success Index

• Best Practices

• Professional Services
– Education Services
– Optimization Audits
– Outsourced Administration
– Consulting
– Customizations
– Integrations



Tune-Ups

• Your business is changing, as is our solution

• Covers any/all modules - Sales / Marketing / Service

• Ensure you are maximizing your efficiency and ROI via 
best practice suggestions from our thousands of 
deployments

• Schedule via the My Stuff Page on our support site



Customer Success Index

• Measures Five Key Performance Indicators

• 0-100 Point Score

• Ensures you are getting the best value from our solution



Success Score



What makes us competitive?

• Passionate organization

• Happy customers

• Lower costs

• Revenue generation

• Making the best use of our solutions
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