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RightNow helps the world's largest organizations deliver 

exceptional customer experiences across the web, social 

networks, and contact centers over 7 million times a day.  

Our cloud-based solutions reduce customer interaction 

costs and drive revenue while improving the customer 

experience.
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2000 Clients
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Our Mission

Rid the World
of Bad Experiences
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Easy-to-Buy | |Results Expertise 
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The Promise of the Cloud

• Lower TCO

• Faster Deployments

• Rapid Innovation 

• No Shelfware

• Pay for What You Use

• End Long-Term Lock In 

• Vendor Accountability 
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The Reality of the Cloud

� Lower TCO

� Faster Deployments

� Rapid Innovation 

� No Shelfware

� Pay For What You Use

� End Long-Term Lock In

� Vendor Accountability 



© 2009 RightNow Technologies, Inc.

The Industry Is Fed Up

Shelfware as a Service
Rob DeSisto, Vice President and 
Distinguished Analyst, Gartner

SaaS Bill of Rights 
R “Ray” Wang, Partner
Altimeter
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The Cloud Challenge 

• No Shelfware

• Minimum 5-Year Pricing 
Certainty

• No Long-Term Contract
Lock Ins

• No-Haggle Flex Up / Down

• “Roll-Over” Usage

• Cash Service Credits 
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Don’t Bait & Switch

Escalating maintenance, 
increasing unit prices, 
hidden costs

Multi-year price 
commitment & multi-year 
renewal price cap
Pricing transparent and 
fixed

Old Way New Way
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Stop Locking Me In

Forced to commit for long 
periods 

Annual termination for 
convenience

Old Way New Way
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I Don’t Want Any More Shelfware

Old Way New Way

Forced to buy more than 
you need

Annual usage alignment 
up or down
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Don’t Force Me to Buy More Than I Need

Must buy for peak usage Annual pools of capacity 
adjusts for seasonality in 
business

Old Way New Way
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Put Your Money Where Your Mouth Is

No “skin in the game”
related to performance 
from vendor

Cash Service Level Credits 
for not meeting delivery 
commitments

Old Way New Way
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I Hate Protracted, Complex Negotiations

Interminable haggling and 
legal wrangling 

Better relationships, 
faster results

Old Way New Way
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Delivering on the 
Full Promise of Cloud

� Lower TCO

� Faster Deployments

� Rapid Innovation 

� No Shelfware

� Pay For What You Use

� End Long-Term Lock In

� Vendor Accountability 
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The Results

Clients Love It
The RightNow Cloud Services Agreement is 
making it easy to do business with them. Their 
progressive agreement helped reduce contract 
negotiation headaches and cycle times.

Claudia Lowman, GM customer support, 

RealNetworks

9 of 14 deals over $1M on CSA

Accelerating Shift from On 
Premise to Cloud
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The Challenge

Meet the Cloud Challenge 
and partner with us to 
change the industry

Extend the gap between on 
premise and the cloud

rightnow.com/cloudchallenge
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THANK YOU.

Questions?


