
Improve Customer  
Satisfaction and Retention; 
Maximize Efficiency
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1 2 3Engage with 
customers how they 
choose—anytime, 
anywhere, anyway

Offer service choice 
with personalized 
assistance for any 
interaction

Provide a consistent 
customer experience 
across channels and 
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ENGAGING MODERN CONSUMERS 
WITH A WORLD-CLASS 

SOCIAL CONTACT CENTER

RightNow provides a 
complete, well-automated 
environment for getting 
customers the information 
they need, when they need 
it — while providing us 
with rich insight we need 
to ensure that all of our 
business decisions are 
truly customer-driven.

 
Maryellen Abreu,  
Director of Global Technical 

Support, iRobot
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As the undisputed leader in home 
robots, iRobot has pioneered a 
completely new market, making 
it even more important for the 
company to establish what its 
customers want quickly, and to 
deliver outstanding customer-
service experiences.

To maximize adoption of its new 
technology, including its best-selling 
Roomba® vacuuming robots product 
line, iRobot wanted to optimize its 
use of multiple communications 
channels, to listen to its customers’ 
needs and identify revenue 
opportunities, while providing 
exceptional levels of service 
consistently across Web, social, 
and traditional channels.

THE CHALLENGE THE SOLUTION THE RESULTS

•	 Exceptionally	responsive	
support:		 iRobot has achieved a 
97% customer self-service rate, 
alongside a 30% reduction in call 
volume, and call-abandonment 
rates of just 1–2%.

•	 Lower	costs:	 reduced 
call volumes have led to a 
proportionate headcount reduction, 
and the company has reduced its 
customer-service spend by 20% 
year on year since 2007.

•	 Increased	flexibility:	 listening 
and responding to customer 
issues through social channels 
has created a network of brand 
advocates, while campaign- 
automation tools have increased 
revenue opportunities, and Oracle 
RightNow’s cloud-deployment 
model has helped iRobot expand 
into new markets quickly.  

iRobot deployed Oracle RightNow  
Cloud Service to enhance its 
customer interactions in three 
key areas. The company provides 
instant, effective technical support 
and comprehensive Web self-
service capabilities to help its 
customers research, purchase, 
and resolve issues through Web, 
contact-center or social channels. 

To drive upsell and cross-sell 
opportunities, as well as attract 
new customers, iRobot uses 
Oracle RightNow smart e-mail 
and feedback tools to send highly 
targeted promotions, as well as 
customer-satisfaction surveys 
to highlight any emerging issues 
before they impact its business. 
The company also engages 
customers through social channels, 
both through its own online 
communities and by listening 
for feedback across the Web, 
allowing it to continually improve its 
customer experience.

iROBOT HAS ACHIEVED A

97% 
CUSTOMER SELF-SERVICE RATE



RAPIDLY IMPROVING
ONLINE CUSTOMER

SERVICE 

RightNow meets our needs 
for a sophisticated student 
service experience, 
powerful enough to handle 
the complex and multiple 
interactions inherent in the 
student lifecycle.

 
Eric Dirst,  
CIO, DeVry Inc.
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DeVry Inc. is a global provider 
of educational services with 
programs in business, healthcare, 
and technology across its 96 
campuses. One of its institutions, 
DeVry University in Nashville, TN, 
needed to implement a world-class 
customer-service system for its 
online students.

DeVry University looked for 
a system that would provide 
exceptional functionality alongside 
rapid deployment for faster time-
to-benefit, helping it improve 
student satisfaction and retention 
rates with more efficient and 
responsive case management 
capabilities without getting 
involved in a complex software 
implementation.

THE CHALLENGE

The university worked with 
Oracle RightNow Cloud Service to 
implement a hosted multichannel 
contact center in just four weeks, 
immediately improving the 
efficiency of its query handling, 
whether by phone, e-mail, or Web. 

The success of the university’s 
deployment of Oracle RightNow led 
to its parent company, DeVry Inc., 
expanding its use of the solution 
across its institutions, providing a 
single point of reference for cross-
channel interactions and a unified 
view of all student interactions.

THE SOLUTION THE RESULTS

•	 Faster	time-to-value:	 the unique 
cloud-based deployment model 
of Oracle RightNow allowed the 
university to realize the benefits 
of more responsive and efficient 
student care within four weeks.

•	 Improved	productivity:	 with 
queries handled in a timelier 
manner, contact-center workloads 
have been reduced, and complete 
student-incident histories allow all 
agents to easily address ongoing 
inquiries.

•	 Greater	student	satisfaction:	 
students at DeVry Inc. institutions 
now have ready access to relevant, 
reliable information in a centralized 
system, making it much easier 
for them to get the answers they 
need, when they need them. 

weeks 
IS ALL IT TOOK TO SET UP  
A MULTICHANNEL  
CONTACT CENTER4



ENABLING SEASONAL 
WORKERS TO HIT THE 

GROUND RUNNING

We love the fact that 
we pay for what we use, 
and we don’t have idle 
resources sitting around in 
the off-season, which can 
be eight months long.

 
Tim Bechtold,  
Vice President of  
Customer Service,  
Jackson Hewitt Tax Service

FINANCIAL SERVICES6



Jackson Hewitt is a franchised tax 
service provider which, during tax 
season when the company does 
most of its business, operates 
around 6,500 locations across  
the United States.  

Around 75% of its franchise 
support team, and up to 60% of 
tax preparers in its franchises, are 
seasonal workers, so transferring 
a large quantity of knowledge to 
these employees quickly is critical 
to providing outstanding customer 
service, and ensuring each tax 
season is successful.

THE CHALLENGE

The company worked with Oracle 
RightNow Cloud Service to develop 
a knowledgebase for seasonal 
employees to provide instant 
answers to around 1,000 FAQs. 
Using Oracle RightNow’s world-class 
search capabilities, central support 
staff and tax preparers in the field 
have ready access to the information 
they need, when they need it, and in 
the form they need it.

Jackson Hewitt also replaced its 
existing CRM system with Oracle 
RightNow featuring an interface 
for the franchise community and 
another for the company’s online 
customers.

THE SOLUTION THE RESULTS

•	 Increased	productivity:	 just-in-
time provision of information to 
seasonal workers gets them up 
and running quickly, and online chat 
features means that agents are 
less tied up with customer calls.

•	 Lower	costs:	 by analyzing hits on 
FAQs in the knowledgebase, the 
company’s learning group knew 
where to focus training, leading 
to a 15–20% reduction in training 
times and associated costs.

•	 Happier	customers:	 a single, 
real-time view of every customer 
speeds service and enhances 
the customer experience, 
resulting in a 25% decrease in 
call volume in the first year, and 
a further 10–15% decrease in 
the following season.

25% 
DECREASE IN CALL VOLUME IN THE FIRST YEAR



DRIVING REVENUE
THROUGH EXCEPTIONAL

CUSTOMER-SERVICE EXPERIENCES

We don’t have the same 
branding opportunities as 
a brick-and-mortar store, 
so for us, every customer 
service touchpoint is vital. 
Our brand IS our customer 
experience. RightNow has 
a more intuitive, smarter 
contact-center solution 
and it ensures that we 
don’t miss a step. 

 
Ron Kelly,  
Vice President of Customer 
Care and Pharmacy Services 
drugstore.com, Inc.
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With more than 1,000 employees 
and over 70,000 products, 
drugstore.com is one of the largest 
online retailers in the United States. 
To succeed in this hyper-competitive 
sector, the company has to ensure 
that every interaction with its  
brands delivers a superior  
customer experience.

As the company grew and 
increased the number of products 
it sold, contact-center agents 
had to use multiple tools to get 
their jobs done. The complexity 
of the contact-center systems 
was impeding agent productivity, 
and the company also needed 
systems that allowed agents not 
just to deliver great customer 
experiences, but also to actually 
drive revenue.

THE CHALLENGE

The company implemented  
Oracle RightNow  Cloud Service 
to provide agents with all the tools 
they need on a single platform, 
delivering a 360-degree view of 
every customer across more than 
two million contacts each year.  
Web self-service and e-mail 
management solutions allow 
customer inquiries to be handled 
quickly and reduce the volume of 
inbound e-mails that agents need 
to deal with, lowering costs and 
increasing agent productivity.

Chat enables knowledgeable 
agents to interact directly with 
customers to provide purchasing 
guidance, identify cross-sell and 
upsell opportunities, and deal with 
any issues as they arise, helping the 
company increase conversion rates 
and basket sizes, and minimize 
basket abandonment.

THE SOLUTION THE RESULTS

•	 Lower	costs:	 with a 30% 
reduction in e-mail volume, 
drugstore.com is saving over 
US$350,000 a year from e-mail 
deflection.

•	 Greater	productivity:	 call handle 
times have been reduced by 16%, 
and e-mail response times are 
down from an average of 18 hours 
to between five and eight hours.

•	 Increased	revenue:	 chat sessions 
at one of the company’s brands, 
Beauty.com, are delivering a 
30% conversion rate and a 20% 
increase in basket size.

30% 
REDUCTION IN CUSTOMER SERVICE E-MAILS



With RightNow, we can 
adapt to the continually 
changing travel industry. 
We rely on RightNow 
to enable us to provide 
complete, accurate 
information, and to 
update that information 
at a moment’s notice. 

 
Jeff Hudson,  
Systems Delivery and 
Product Manager, 
Travelocity

DELIVERING A GLOBAL 
SOLUTION FOR SUPERIOR  

CUSTOMER-SERVICE EXPERIENCES
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Travelocity is a leading provider of 
travel products and services direct 
to consumers through more than 
40 customer-facing Websites. 
In the constantly changing and 
highly competitive travel market, 
Travelocity’s success is based on 
its ability to provide customers 
with up-to-the-minute information 
while keeping prices down and 
costs under control.

The company’s legacy contact-
center system lacked the efficiency 
and agility to allow instant reactions 
to customer needs, making it 
difficult to deliver superior care 
across multiple channels and 
brands. In addition, Travelocity 
needed a system that would 
provide the reliability and scalability 
to grow its business globally.

THE CHALLENGE

The company implemented  
Oracle RightNow Cloud Service 
to provide a global contact-center 
solution to support more than 2,000 
agents worldwide, working in nine 
languages. The agent desktop 
solution changes dynamically 
to provide accurate, contextual 
information when and where 
it’s needed. E-mail management 
triages more than 100,000 e-mails 
each month to ensure all customer 
issues are dealt with quickly. 

Web self-service gives 
Travelocity’s customers round-
the-clock access to up-to-date 
information from a comprehensive 
knowledge foundation, with 
updates applied across all the 
company’s sites instantaneously.

THE SOLUTION THE RESULTS

•	 Faster	information:	 providing up-
to-date information to customers 
with a global knowledgebase of 
more than 4,000 answers, as  
well as instant access for agents  
to accurate, relevant data for  
every customer.

•	 Greater	customer	satisfaction:	 
first-contact resolution for e-mails 
is 90%, and a new Travel Alerts 
service allows Travelocity to 
update its customers within 
minutes of a travel-related event 
occurring— cutting contact-center 
call volumes and hold times.

•	 Improved	reliability	and	
scalability:	 a unique cloud- 
delivery model removes the  
costs of software ownership  
and development, while providing 
the dependability and support 
to allow Travelocity to focus on 
growing its business rather than  
on IT systems.

90% 
FIRST-CONTACT RESOLUTION  

FOR E-MAILS




