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ESTIMATED TIME TO COMPLETE

Assuming you already have both an existing RightNow Community and a basic working
knowledge of the RightNow Community solution, this Tune-Up package should take about
one hour of focused time to complete. Additional time of up to 20 hours (or more) may be
needed to implement any changes to your community configuration based upon insights
discovered during this Tune-Up.

TARGET AUDIENCE

This document is intended to help RightNow Community customers make continuous
improvements to their community environments. It should be used in conjunction with the
Community Engagement Tune-Up Checklist. We recommend that you read this paper and
work through the checklist before reviewing the findings with your RightNow Client Success
Manager.

UNDERSTANDING THE PROBLEM

Communities are dynamic environments, which means success can be a moving target.
Simply launching one is not enough to create value for your company or your customers.
Activity can wane (or get out of hand) without ongoing attention to how you promote,
manage, and moderate the community.

ADDRESSING THE PROBLEM THROUGH BEST PRACTICES

For the past several years, our RightNow Community experts—community architects,
community managers, and community strategists—have been working with dozens of
companies on developing and nurturing successful communities. In the process, we have
collected and honed a number of best practices proven to boost community engagement.
These practice areas are designed to help you maintain a healthy member base while keeping
the community in alignment with your organizational goals and policies.

1) Make it easy to find

If your customers can’t find your community, then they can’t use it! In addition to an
organized marketing program to promote your community (which goes beyond the scope of
this Tune-Up), we recommend following these best practices to make sure that customers
who may be interested in your community can actually locate it.

Best Practice: Prominently display a link to the community on your website (Figure 1).

Benefit: Having a prominent link (within the top-level navigation if possible) helps to direct
customers who are interested in using the community to the right place.
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@ SERENA - 2pps with Confidence Contact 1-800-547-7527 My Prafile / Lag In Search q

SOLUTIONS PRODUCTS CUSTOMERS PARTHNERS COMPANY COMMUNITY DOWHLOAD SUPPORT ON DEMAND LOGIN

ct an activity

Enterprise BPM
In Your Pocket?

Now there’s an app for that.
Introducing SBM Mobile for iPhone®

Watch The Video >

Figure 1: Serena Software prominently features their community in the top
level navigation of their website.

Best Practice: Allow visitors to view community content without logging in, but require
them to login to participate.

Benefit: Allowing at least a portion of your community to be accessed without a login will
foster significant engagement with existing or potential customers. We still recommend you
protect contribution to your community with a login to enforce adherence to your community
policies.

Best Practice: Ensure that Google and Bing can accurately index your community content
(Figure 2).

Benefit: If your community is indexed by the major web search engines, this will greatly
increase the ability of customers to find your content as many customers prefer to do a web
search before trying anything else.

GOL}SIG rightnow community Search

About 155,000,000 resuts (0.34 seconds) Acdvanced search
*3 Everything Customer | RightNow Community
| Mare Find custormer toals and resources and interact with other custorners and the RightNow
team. Learn more at communities. rightnow.com.
community.rightnow. com/ - Cached - Similar
2" r.elsuhs Education & Training | RightNow Community
ocia

Leverage RightNow Education & Training to learn about RightNow CX solution ...

v More search tools community.rightnow.com/custormet/education/

Customer Content Library | RightNow Communi
in the RightNow customer content library you can access manuals, ..
community. rightnow. corm/customerdlibrary/

tdore reculte from cormmunity riohtnow com

Figure 2: The RightNow Community Is the first item that comes up In this
relevant search.
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2) Properly organize your community

Intuitive organization of your community will not only ensure that members are able to
easily navigate it, but will also minimize potential maintenance headaches down the road.

We sometimes see companies start by building a grand community “field of dreams”—
hoping that if they build it, the customers will come. This approach almost always fails.
Instead, we recommend that you start small with a simple and general community structure

and expand or specialize the structure as you grow.
Best Practice: Add welcome panels on key pages to help people get started (Figure 3).

Benefit: These panels provide context to the user by letting them know where they are and
what they can do at their current location.

oroxConnects! Welcome to CloroxConnects!

We're glad you're hare! This community exists so
you can tell us what YOU want. Have an Idea o
make one of our products better? Tell us! Have
an idea for a new product for one of our brands?
Wie'd love to hear il

Welcome to C

Tell Usl hhy Stuff

So have it and let us know what's onvour mind! ©)

My Ideas

No resulls

Figure 3: CloroxConnects displays a welcome panel that is easy to follow and helps
otrient membets.

Best Practice: Use one post type per hive(a hive a community area or space), and use this

post type across similar hives (Figure 4).

Benefit: We commonly see clients use too many post types, which not only makes it more
difficult for members to understand the difference between types, but also creates more

work for you if you ever need to move a thread with a different post type.

IMPORTANT: Not following this best practice can canse a substantial maintence problem for you in the
Sfuture.

Start a New Thread

Start a New Thread

Figure 4: This example shows how overly-specific post types (idea, item,
note, etc.) might be adapted into a single all-encompasing post type.

www. rightnow.com
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Best Practice: Rename the system term “hive” with more generic terminology that fits your
community (such as areas, spaces, or resources) (Figure 5).

Benefit: Adapting the terminology to the customer will provide a better user experience.

commonground _

Network +  Insight ¢ Provider Directory ¢ Support « Wy Home &
Environmental [
Digence
Requistons

Intemational Cue
Chsgence

Bisiness Baes
[3rern Bulldnng

Chimate Char

Management Discussions

Start a Mew Discussion Throad

flenagement, Remediation, and Emironmental Liability

Search This Forum

nams rating & author activity

LET Pt g i« 168 phuks § 40 Il 2 | (Bo] astenced

Figure 5: CommonGround uses the same “Topic” post type across all of their
discussion forums. This single post type makes it easy to move threads between
different hives.

Best Practice: Consider removing any areas of your community that have not had activity

in a three- to six-month period (Figure 6).

Benefit: Doing this will make the community feel more active and inviting, which improves

member engagement.

Beginning Photography Questions

share tips and tutorials for better photos

Forurn Horne Archive (11) Settings Adrmin

type hame rating = = author activity

Topic Tips For Traveling with SLR's - Yosemite Park and 3 14 BSean a1 2ing
Topic hestway to learn photographe 310 Molly ar13rm9
Topic Newy carmera for 3 morn 4 10 Camille i1 209
Topic awhich point & shootwiould you recammend me? o 4 Adam ar13rm39
Tonic Loy contrastwhen facing the sun 1 8 Mol i1 209
Topic How to use a circular polarizer? f 30 Camille 41 304
Topic L or Clear Protection 3 12 Adam ar13r09
Tapic guestion on |20 setfings (same for all cameras?) 4 14 Sean 0i13108
Tapic Difficulty in retaining true colour and sharpness af 0 8 ZSean 9i1304

GREEM....

Topic Explanation of lens terminolooy 3 10 hlolly Qi1 309
Tapic wihy can't| find my perfect camera? Please help 5 14 Camille 9i1304

Figure 6: The posts in this inactive area “Beginning Photography Questions,” might
need to be rolled up into a more general forum: “Photography Questions.”
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Best Practice: Display the Twitter stream (or other real-time social media activity) of your
community members (Figure 7).

Benefit: Displaying this activity adds value to the community both by drawing attention to
your very active members (which helps them feel important and appreciated), but also by
making the community even more current and up-to-date.

TTIP: Find people to connect with by browsing through their user profiles to see who is sharing links to their
blog, website, Twitter, or Linkedln. People who share this information in their profiles are inviting
interaction and will almost always be receptive to further engagement.

Upcoming Flash Camps

Flagh Camp Manchester
Ewvent posted on Jun 24 by Stacey
Cook
Date and Time: July 8, 2010 12:00 P - 05:00
Pr

Meet our newest user groups

lawa Flex

Evansville
Indiana Adobe
User Group

nunity

as seen on Twitter

johncblandi RT @androidcentral: i
AdMob's May nurnbers show that
Android's stil growing
hittp: bty fOmZiss

4 saconds sa0

Boeing Flex User [ Arkansas
Group Adobe User

Group

*- s jeffrsmall I'm at Costal Grand Mall
I (760 Coastal Grand Cir, Myrtle

2 Beach). http:ff4sg.com/cdwml3

| ﬁﬁ’ o | 5 seconds ago
r ™ nsdevara) PayPal Launches Maobie
— -y Express Checkout To Enable One-
L,jm,;sfza Click Buying On Smartphones
nce

http:f /bt hyfaGx 1ef

A :
Comrmurntiy Z minutes ago

W jesterd I can see why people
y tenaciously hang onto aterfall.
2 minutes aga

-- £S5 Photoshop/After Effects pipeline, Hollywood, CA. Speakers: Rob Garrott from Bending
Pixels Ps & 3D; Stephen Lawes from Pixel Liberation Front - HeadsUp Display animations for
IRON MAM 2 150+ people expected

Upcoming €$5 Community events:
June 15 - Digital Media Artist Los Angeles (DMALA) EventBrite Registration site

Figure 7: Adobe Group’s community manager maintains and displays this list
highlighting the Twitter activity of her community members.

Best Practice: Give users a clear call to action (Figure 8).

Benefit: Words such as Post, Share, Ask, Start, Add, View, Subscribe, Vote, and Preview
will help to improve the usability of your site by making it clear what action can be taken.

Version 0.7

www. rightnow.com



RightNow Guide: Community Engagement Best Practices Version 0.7

Home Discuss Agile Ask Rally ~ Contribute to Rally ~ Extend Rally ~

EEAGILE

- -

Agile Commons

A Community far Incr

( Post Your Ask a Product A\ Extend
Rally Ideas J) Question C_@/ Rally
(2 View Work Ty| Start
iew Wor 1 art a @ . .
x in Progress |(,6'-\> Discussion Add an Event

Figure 8: Agile Commons uses active verbs in all six ofits top-level intetactions.

Best Practice: If you have long pages of content, add a custom footer that mirrors your

top-level navigation (Figure 9).

Benefit: This change provides a natural segue for additional interaction as well as helping to

minimize the scrolling required.

AGILE

COMMONS

Agile Commons ©
Rallydev Fro
Agile University
Agile Blog Hom

Figure 9: Agile Commons uses a custom footer that mirrors its top-level navigation.
This improves the usability of their tall posts that have many comments.

3) Specify the policies for your community

These policies provide the real “meat” of what goes on in your community. Guidelines and
Terms & Conditions help to define what kind of behavior is encouraged, what is
discouraged, what is never acceptable, and what risks are associated with participating.

www.rightnow.com
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Best Practice: Include a public Lega/ Terms and Conditions page which covers topics such as:
spam, intellectual property, and sharing of personal information (Figure 10).

Benefit: This page helps to ensure that your company and its members are legally protected.

Signin | Join

“An army of outdoor power
experts has already answered
your question at AnswerArmy."

ulloch

Terms of Service

You Agree to These Terms by Using this website the "Site"). Your access o, and use of, the Site is subject to the following Terms of Use and all applicable laws and
regulations. By accessing and using the Site, you accept, without limitation or qualification, these Terms of Use, and acknowledge that any other agreements between
yau and AnswerArmy.com, Inc. and its subsidiaries and affiliates (collectively "AnswerArmy.com”) are superseded with respect 1o this subject matter. If you do not
agree and accept, without limitation or qualification, these Terms of Use, please exit the Site

Ownership of Content

The Site and all of its contents including, but not limited to, all text and images ("Content”) are owned and copyrighted by AnswerArmy com or athers with all rights
reserved unless otherwise noted. Any Content that is a trademark, lago, or senice mark is also a registered and unregistered trademark of AnswerArmy.caom or
others. Your use of any Content, except as pravided in these Terms of Use, without the prior written permission of the Content awner and AnswerArmy.com is strictly
prohihited. You are also advised that AnswerArmy.com will agaressively enforce its intellectual property rights to the fullest extent ofthe law, including the seeking of
criminal prosecution.

Your Use of the Site
AnswerArmy.cam grants you permission to use the Site as follows:

» You may download Content (except for images of people and places), but anly for noncommercial, personal use and provided thatyou alsao retain all copyright
and ather proprietary notices contained on the Content;

Figure 10: AnswerArmy features a link to the Terms of Setvice in the community’s
footer.

Best Practice: Include a public Community Participation Guidelines page which defines your

community culture (Figure 11).

Benefit: This document is an important step to ensuring healthy and productive member
behavior. It also allows the community moderator, to cultivate, and enforce the desired

community culture.
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Add to Favorites Subsibe | More Adtions
Community Guidelines
Announcement posted 12/21/02 by eleepx. last edited Jun 11
2 1411 Views

Title: Community Guidelines
Anncuncement. RightNow Community Guidelines

This site is intended for sharing ideas, tips, questions and answers, best practices, and experiences. While RightMow employees
post here when they can, the forum, groups, etc. are not RightMow Support channels or or official communication channels.

The Community Guidelines below are here to help you understand what it means to be @ member of the RightNow Community.
Don't forget that by using the forum, you agree to the RightNow Communities Access Agreement.

1.Remember the Golden Rule: “Treat others as you would have them treat you." The Community enables
interaction ameng a glebal community, made up of users with all levels of expertise. By welcoming new members & showing
respect to each other, we create an inviting envirenment that encourages participation & builds the Community’s value for
everyone.

2.Keep it professional. “ou are welcome to share your perspective on the relevant business topics, but mature, polite
dizcussion iz encouraged. Any abusive, derogatory, inappropriate, obscene, offensive, or violent content will be prompthy
removed.

3. Respect the privacy of others. It's up to you, and only you, to decide what information to share about yourself & your
business. Don't post another user's email or postal address, phone numbers, etc.

Particularty for members participating in the Developer Community, remember to clean your code and audit logs and remove
confidential or sensitive information (e.g. site URL, login, password, cusotmer information).

4. Search first. There's loads of information available, so you'll first want to check existing resources like documentation,
sample cede, etc. Then search the forum to see if your gquestion has been answered or is being discussed.

5. Make good & relevant contributions. Good contributions provide relevant, insightful information & ask important
questions. If you found an answer to your guestion, you can give back to the Community by posting an update to yvour
guestion. False, inaccurate, & misleading information & unsolicited advertising is not helpful.

& use formatting when applicable.
just go ahead & start a new forum thread.

&. Be =pecific in your subject lines. Many people decide which forum threads to read based on the subject line. Use
subject lines to give users a snap shot of your guestion. For example, briefly state your reperting problem instead of just

Announcement

6. Be concise. Generally, shorter posts are more likely to be read, so use your words wisely, keep your messages concise,

7. Stay on topic. Keep threads focused on the original conversation. Don't dilute a discussion by posting a related guestion;

Version 0.7

Figure 11: The RightNow Community Guidelines define the culture of RightNow’s

community.

4) Cultivate and reward good behavior

It isn’t enough to define the culture of your community; you also have to perform day-to-day

activities to encourage customers to be part of this culture, build trust between your
company and its members, and otherwise foster good behavior.

Best Practice: If a problem occurs and it is your fault, acknowledge the problem, apologize

for it, and communicate how you are going to act to make it better. This approach
represents the AAA Framework (Figure 12).

Benefit: Taking responsibility for mistakes will minimize the chance that a problem will get

out of hand and spill into other social media channels which could damage your brand.

www. rightnow.com
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The Three A’s

1. Acknowledge. Start an apology by telling the person that you accept that
something happened "I didn't meet my deadline."

2. Apologize. Make sure you clearly and simply say that you're sorry, with 7o
exccuses tacked on. "I'm sorry, Ellie."

3. Aet. Explain what you'll do to improve or rectify the situation. "I've finished the
work now and will better scope my time next time."

These simple steps, done in this order and sincerely, will make a world of difference.

Version 0.7

Figure 12: The Three A’s Framework, as desctibed in Trust Agents by Chris Brogan

and Julien Smith.

Best Practice: Handle violations to your community policies in a professional manner

(Figure 13).

Benefit: Enforcing policies in a constructive manner will ensure that they are followed, and

that members do not feel alienated.

Hi Joe,
How's it going? Hope you're doing well.

I wanted to send you a quick note, regarding the idea that you recently posted in the
Idea Lab. First of all, thanks for taking the time to share your idea with us! We
value your input and are excited to have customers collaborating together to help
RightNow identify and prioritize ways that we can improve the RightNow CX
solution. Also, on a housekeeping note, we ask folks to post their ideas/questions
to the best location, instead of to multiple locations (see the complete Community
Guidelines here: http://communities.rightnow.com/posts/ac0lcfe37a) in an effort
to keep the community organized (e.g. prevent duplicate postings & disparate
discussions, undermine purpose of having different forum boards).

In light of this, I left your idea in the Customer Idea Lab
(http://communities.righthow.com/posts/5ec0831d08) and removed this idea
from the Developer Idea Lab.

Please let me know if you have any questions or feedback.

Thanks again for your participation, and keep those ideas coming!

Best,

Erica Leep
Community Manager

Figure 13:

This sample ptivate note is used in the RightNow Community if an

customer has cross-posted (redundantly posted their comment to multiple locations).

www. rightnow.com
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Best Practice: Make sure your moderators are proactively engaging with members (Figure
14).

Benefit: Seemingly minor acts can often make a big difference in increasing the engagement
of your community members and employees. See the Checklist for more details on some
specific moderation suggestions.

Linked ﬁ@ Home Profile Contacts Groups Jobs Inbox (17) More... | Peapte ~ ﬂ Advanced

W Project Management Link - www.pmlink.org

mﬂ% Discussions = Members Jobs Search Mare... dh Start a discussion = Got feedback?
10720 Mexts

ED Groups have a brand new look. It is easier than ever to join the discussion. Leam more »

You have been appointed as PW to rescue a failing project. What are your top 3 Updates: Last 7 Days

priorities?
3 il Ignacio Hemandez likes: How to
& Deal with a Loud Coworker Yideo
Follows Diavic 1 mirute ago
& Like 2 Camment 7 Follow Mare Junaid Zakria started a discussion:

ﬂ“ Top 10 LS. Retailers are Discount

and Grocery Heavy Hitters |
Chloregy

3 minutes ago - Add commert

@) Volkan Kasapoglu, Roslyn Scott (Brown) an:

I T CJ185 comments » Jurnp to most recent comrments I

gorima mandoli started a
E discussion
Joseph Mathew: CVA. CSCP, CPIM, CMAP, PMP = 1) understand the situation Lat mesknowandial volntbinks iWiiting
tharoughly and completely. get intimate. . emails and eaming money from
21 mitigate immediate risks and plan for impending ones with the team. doing s0 is unique and very easy
3 manage and track critical path activity closely while re-emphasizing clear accountability S minutes ago + Add comment
ST in the pursuit of measurable, high-value driving project goals

Figure 14: A moderator created this post asking for comments and received 195
responses—many from users who wouldn’t have taken the time to create posts on
their own!

Best Practice: Go the extra mile to keep top members involved in your community (Figure
15).

Benefit: Community participation often follows an 80/20 rule—meaning about 20 percent
of members will contribute about 80 percent of the valuable content. Going out of your
way to ensure that top members are involved and feel valued will go a long way towards
promoting a vibrant community.

10 www. rightnow.com
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Bloomberg.com | Bloomberg Businessweek LR W Leyword, company, ticker

[T Exchange

Wihats Mew? | Feethack | Sign In

Join Business Exchange
to aooess the most
relevart contert for you,
fittered by fee-mindsc
buisingss professionals
Learn more

Register using your

Llnkgdm account

MEMBER SIGN-IN

BX Home

SEARCH TOPICS Q

m Your Network

Adam Wooten aded to Chief Marketing Officer (CMO) just oy

ke B video Localization Costs more
share your reaction

Terence Rose addizd to European Union just now

SUGBEST A TOPIC

FEATURED USER

[T Robert Schmidt
3‘ Sales Director, Computer Software

\ ? 187 contributions
jSll: E Deficits Shrinking Most in Decades as Growth Lets S&P 500

Rally more Followed by 16 users
share your reaction i

Mozt active in Data Certer Automeation

Heal Schaffer acted to Social Media Marketing 6 mins a0

b
PR HET Online Merchants Love Facebook's ‘Like' - eMarketer more
share your reaction

Figure 15: The Business Exchange uses its homepage to highlight and thank

featured usets.

5) Continuously track the performance of your community

Version 0.7

While it is difficult to objectively compare the performance of your community to other

communities, we recommend you track your performance over time to make sure you are

always improving.

Best Practice: Benchmark your community against itself (Figure 16).

Benefit: By watching measurements such as the number of registered members, page views,

post views, and post comments, you can take action if the numbers unexpectedly change.

Content Views
120,000
100,000
80,000
. 60,000
3
= 40,000
20,000
. ORI AR P ST IR G N
@@hx@x@@ R o 0¥ oY a¥ Y
B Fage Views B Post Views

Figure 16: This chart shows (1) a spike in activity on June 8, which was the day of a

product release, and (2) a general upward trend in overall views.

11
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CONCLUSIONS/SUMMARY

Now that you are familiar with the RightNow Community Engagement Best Practices, we
recommend you use the Community Engagement Tune-Up Checklist to perform an
assessment of your deployment against these best practices in order to see where you have
the greatest opportunities for improvement.

Please note that these practices are intended to be used as rules of thumb. If you have
customer research or firsthand usability testing which suggests a different approach, your
data should supersede the recommendations you find here.

Thank you for taking the time to review the RightNow Community Engagement Best
Practices!

REFERENCE NOTES

Unless otherwise noted, all screenshots were taken from publicly available websites served
by each respective organization in July 2010.

ABOUT THE AUTHORS

Mike Alber, Community Management Consultant, loves helping companies succeed with
their community building efforts. He has hands-on experience managing successful online
community and social media initiatives and is a Certified Agile ScrumMaster.
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has over 4 years of experience with administrating, managing, promoting, and moderating
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regarding self-service, usability, and customer centric design methods. He also holds a
Master’s degree in Human-Computer Interaction from the University of Minnesota and is a
board certified Associate User Experience Professional.

ABOUT RIGHTNOW TECHNOLOGIES

RightNow (NASDAQ: RNOW) is helping rid the world of bad experiences one consumer
interaction at a time, seven million times a day. RightNow CX, the customer experience

suite, helps organizations deliver exceptional customer experiences across the web, social
networks, and contact centers, all delivered via the cloud. With more than eight billion
customer interactions delivered, RightNow is the customer experience fabric for nearly 2000
organizations around the globe. For more information, please visit www.rightnow.com.

RightNow is a registered trademark of RightNow Technologies, Inc. NASDAQ is a
registered trademark of the NASDAQ Stock Market.
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DISCLAIMER

The content contained herein may represent customizations made to our standard
commercially available software and should not be construed to represent or guarantee our
standard product capabilities. By sharing our product capabilities with you, we are not
undertaking an obligation to develop the commercially available software with the
customizations or features that may be demonstrated or reflected herein. Standard
commercially available software capabilities are subject to change. RIGHTNOW
TECHNOLOGIES MAKES NO WARRANTIES, EXPRESS, IMPLIED OR
STATUTORY, AS TO THE PRODUCT CAPABILITIES REFLECTED IN THIS
DOCUMENT.

COPYRIGHT

This is a preliminary document and may be changed substantially prior to final commercial
release of the software described herein.

The material contained in this document represents the current view of RightNow
Technologies on the topics discussed as of the date of publication. Changing market
conditions may impact the positioning and challenges faced by the consumers of the material
in this document, the content should not be interpreted to be a commitment on the part of
RightNow Technologies, and RightNow Technologies cannot guarantee the accuracy of any
information presented after the date of publication.

This publication is for informational purposes only. RIGHTNOW TECHNOLOGIES
MAKES NO WARRANTIES, EXPRESS, IMPLIED OR STATUTORY, AS TO THE
INFORMATION IN THIS DOCUMENT.

Complying with all applicable copyright laws is the responsibility of the user. Without
limiting the rights under copyright, no part of this document may be reproduced, stored in
or introduced into a retrieval system, or transmitted in any form or by any means (electronic,
mechanical, photocopying, recording, or otherwise), or for any purpose, without the express
written permission of RightNow Technologies.

RightNow Technologies may have patents, patent applications, trademarks, copyrights, or
other intellectual property rights covering subject matter in this document. Except as
expressly provided in any written license agreement from RightNow Technologies, the
furnishing of this document does not give a license to these patents, trademarks, copyrights,
or other intellectual property.

© 2010 RightNow Technologies. All rights reserved.
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