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 Why MadCap Pulse?

* Analytics & Reporting

 End User Feedback

e Soclal Collaboration

« New Features and Enhancements

e Case Studies
e Q&A
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e Galin Insight Into User Activity with
Analytics & Reporting

e Add Topic Ratings for Feedback /
Content Quality

 Reduce Support Calls, Foster
Communities with Social Collaboration
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GARTNER SAYS ORGANIZATIONS
THAT INTEGRATE COMMUNITIES INTO
CUSTOMER SUPPORT CAN REALIZE
COST REDUCTIONS OF UP TO 50%

"A greater focus on individualized service, powered by
analytical systems that understand the customer's
likely intent, is helping the service process. Thrown into
the mix are two trends still in their early stages — peer-
to-peer customer support and customer service via
mobile devices...”

Michael Maoz, vice president and analyst at Gartner

http://www.qgartner.com/newsroom/id/1929014
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THE FUTURE OF CUSTOMER SUPPORT.
OUTSOURCING IS SO LAST YEAR.

Unsourcing’, as the new trend has been
dubbed, involves companies setting up
online communities to enable peer-to-
peer support among users.”

The Economist

http://www.economist.com/blogs/babbage/2012/05/future-
customer-support
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WHAT DOES THIS MEAN?
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= HTML5
@ HTMLS  x (. )
Target Editor | 5} Build /5 View & Publish

Start Page

General Enable Pulse/Feedback Server

Conditional Tet Server

If your server supports secure transactions (55L), mal
example, https://myserver.mycompany.com.

i to indude https:// in front of the URL. For
Variables

Publishing URL:

Artichoke

The globe artichoke (Cynara cardunculus var. scolymus) is a variety of a species of thistle
cultivated as a foed. The edible portion of the plant consists of the flower buds before the flowers
come into bloom. The budding artichoke flower-head is a cluster of many budding =mall flowers (an
inflorescence) together with many bracts, on an edible base. Once the buds bloom the structure
changes to a coarse, barely edible form. The uncultivated or wild variety of the species is called a
cardoon. It iz a perennial plant natige to the Mediterranean region.

It grows to 1.4=2 m (4.5
&2 cm (20-32 in) lor
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called the "8
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Edit My Profile
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Enable In Flare

Embedded Discussion
Forum

Pulse Dashboard
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REPORTING
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Search Phrases Community: | PulseDemo ¥

0| ooy B W o sy Compile data on
what your end
Search Phrases user is looking for
and how they are
getting there.

Browser Statistics Community: | PulseDemo ¥

Search Count

Chart: | View Count egend: | Browser Name ¥

Browser Statistics

peanuts

Query

Search Query Number of searches

asparagus
nuts
peanuts
watermelon

cabbage

8] Export (.cav)

Browser Name
InternetExplorer 11.0
Firefox 30.0
Chrome 35.0
Safari 5.1

ET7.0
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Search Phrases with No Results Community: | PulseDemo ¥

Style: | Bar f rds: | Al Chart: | Number of searches ¥ Legend: | Search Query ¥

Enable Date Fitter:

Search Phrases No Results

Read your end
user’s mind and
immediately

resolve issues.
Synonyms Community: | PulseDemo T

SRR Directional

asparag With directional synonyms, wl include result

Word” column, the help system will als
for the 1in the "Synonym” column. f

e Gr for the term in it ynonym” column.

peanuts , swnonym: “ferrari

. A search for car willinclude all search results for the word "ferrari™.

waterme . "

tem box is checked, all forms of the word in the "Word™ column will be included. For example, "car” and "cars”.

Word Synonym Stem o= Hew
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Browser Statistics
Context-Sensitive Help Calls
Operating System Statistics
Search Phrases

Search Phrases with No Results
Topics and Ratings
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Community: | PulseDemo ¥

Chart: | View Count Legend: | Path ¥

View Count

Gain insight on
which topics are
frequently viewed
and user rating
scores

Path Title View Count Average Rating Rating Count
Fruits/Banana.htm Bananas 41 2
Fruits/Blusbearry. htm Blueberry 25 z 5
Vegetables/Artichoke.htm Artichoke £ 1
Vegetables/Carrot.htm Carrot ]

Fruits/Starfruit.ntm Starfruit 12

Fruits/Straw berry.him Strawberry 4

Vegetables/Cauliflower.htm Cauliflower 7

Vegetables/Green Bean.htm Green Bean 3

Vegetables/Asparagus.htm Asparagus 9
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il . el i « Post Status,
Question,
Article, or
Task

e Interact with
other posts

o Like, Follow,

R Tag, or Share

Carrot

8 = A

Carrot

Laura Hippert to Carrot The

friend

Laura Hippert to Carre
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Most Liked Activities

Start Diate: 06/06/2014 End Date: 07M10/2014 E ACCumL”atlng Data
on Public Social
Collaboration

. User Activity

Start Date: | 06/04/2014 End Date: 0710/2014

User Laura Hippert  [Reaaag ot

Posted By Text

" There are many other kinds
Pulze Administrator Bt P
= 70 10 Canana

This is alzo a great video:
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Pulse Administrator

&} Export

= Date
Week of June 1, 2014
Week of June 8, 2014
VWeek of June 15, 2014
Week of June 22, 201
Week of June 28
Week of July 6, 2014

=] Export
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Engaged Users

Overall Activity

User Activity

Most Active People

Most Active Groups

Most Followed People
Most Liked People

Most Commented People
Most Liked Activities

Most Commented Activities
Most Liked File Shares

Most Commented File Shares
Most Liked Image Shares

Most Commented Image Shares
Most Liked Link Shares

Most Commented Link Shares
Storage Usage

Monthly Active Users
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Create Groups
Find Groups ' Find People

© New Groups Customize your
Home Page

People

Find People
Admin
&) New People

. & @ Question  [&] Atticle [ Task
Pulge Administrator Suggested People

Eciit by Profile
'ﬁ Follow:

Custamize your Apps (]

ey e Select the apps wou want to display on your menl
Most Recent povvered by NEUDESIC

Bobby De WALT L] Files Mozt Recent Files hezzages
hlessages Hotificationz fdoderation | Tashs
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o Hpidstes L == o Statuzes Questions =] Aticles

hentions Frofile

F avaorites ;
Edayrago - Comment - Like - Follow - Tag - Share

- Pulse Administrator o Asparagus Thiz iz a grest vegetable.
“" . R g {6 deyz ggo - Comment - Like - Unfollow - Tag - Share
Pulse Administrator

Pulse Administrator to Bananas There are many varieties of bananas.
16 days g0 - Comment - Like - Unfollow - Tag - Share
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MADCAP PULSE

NEW RELEASE ADDS NEW FEATURES AND ENHANCEMENTS

madcap

PULSE ¥

" ‘ We are gaining insights that
will enable us fo create the
best user experience possible.”

—Derek Warren | Venafi
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e File Sharing
 Profile Enhancements

o Support for .NET 4.5, Windows
Server 2012, and SQL Server
2012

e Administration Moderation
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':||E"E Download Folder | Upload Files || Mew Folder

Pulse Administrator

Use MadCap
Pulse like a
File Sharing
Service to
easily upload
files to feeds

izl



Personal Information
First Name

Pulse Administrator

Last Name

Email Address

Location

Customize Personal
Information

Skills & Expertise
Experience
Education
Certification



e Subscribe to all Content

e Control your Help System’s
Audience

 Moderate Activities by new users

o Edit Privacy Settings for Groups and
Users
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Pulse People Groups Tags Systems Administration

i - B+« NS

Administrators
and Employees
can subscribe to
all topics in a
Help System.
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System MName PulseDemao

Des=cription

Employees and Customers ¥
The Administrator
# Require embed communication be signed D system’s can now decide if
certificate the Pulse
Community is visible
to all users or a
Certificate select group of

Generate a new certificate USers.

Embed Signing

Moderation osts must be approved by a moderator
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System Mame Pulselemo

Description

Employees and Customers ¥

The
Administrator Embed Signing ¥ Require embed communication be signed by this system’s
can also decide
whether or not Moderalion All system posts must be approved by a moderator
approval is
necessary for all
new activities.

Cerificate
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Administrators

Al Users
ki
'j'm.-"n‘.l'ﬂ.'lcrl_ljs
-

d g userar

Jdausero
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Commenter

Moderator

Contributor

In the Privacy
section, the
Administrator can
determine the
permissions
granted to groups
and individual
users.




“Because there Is a seamless connection
T TSl » cormun ; between Flare and MadCap Pulse, we are
gaining insights that enable us to
continuously improve the user experience
while reducing customer support calls at
the same time.”

-Derek Warren,
Principal Information Developer

http://www.madcapsoftware.com/casestudy/Venafi.aspx
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THANK YOU FOR ATTENDING TODAY’S WEBINAR!

As a webinar attendee, receive our new
focused training course. Just $499 per student!

August 25-26, 2014 (web-based)

*Offer valid through July 25, 2014.

TO RECEIVE YOUR DISCOUNT, CONTACT:
sales@madcapsoffware.com | +1 858.320.0387 opt.]




JULY ONLY: Purchase MadPak or Flare
Together with MadCap Pulse and Save 30%

To coincide with the latest release of
MadCap Pulse, you can save up to 30%
when you purchase MadPak or Flare
together with MadCap Pulse.

*Offer valid through July 31, 2014, Cerfain restnictions apphy

TO RECEIVE YOUR DISCOUNT, CONTACT:
sales@madcapsoftware.com | +1 858.320.0387 opt.]




QUEStiOﬂS? Thanks for joining us!

Laura Hippert
Technical Support Engineer
MadCap Software

Contact sales with questions or
to schedule a demonstration:
Sales@MadCapSoftware.com

Twitter:
@MadCapSoftware
@MadCapJose
@MadCapDocTeam
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