
The inabiliy to find information is consistently the most called out issue within the 
Enterprise. This is because, most of the time, a very good enterprise search engine has 
not been configured to live up to its potential. This is a triple pity because: 
1. Enterprise search affords the most opportunity for direct intervention to impact 

performance 
2. The user group is readily available and eager to offer feedback and fix the problem 
3. Enterprise search engines provide rich user data and other reports to help with 

refinement and revision 
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Xerox UK study: July 2009 http://www.pitchengine.com/xeroxcorporation/xerox-
survey-finds-information-overload-a-hinder-to-electronic-health-records-/15485/ 
 
People are more frustrated with searching for information than being stuck in traffic ς 
ǘƘŀǘ ƛǎ ǿƘŀǘ ǿŜΩǊŜ ǳǇ ŀƎŀƛƴǎǘ ƛƴ ǘƘŜ ŜƴǘŜǊǇǊƛǎŜΦ !ƴŘΣ ǎŜŀǊŎƘ ƛǎ ƳƻǊŜ ǇŀƛƴŦǳƭ ƛƴ ǘƘŜ 
ŜƴǘŜǊǇǊƛǎŜ ōŜŎŀǳǎŜ ǘƘŜ ǎŜŀǊŎƘŜǊ ǘŀƪŜǎ ƭƻƴƎŜǊ ǘƻ ƎƛǾŜ ǳǇΦ ¢ƘŜȅ ƪƴƻǿ άƛǘέ ƛǎ ƻǳǘ ǘƘŜǊŜ 
and will keep looking far longer than they would in a Web search. And, search in the 
enterprise is more costly because of this additional time and what the searcher does 
when they cannot find what they are looking for: 
ÅRandomize a co-worker for help ($) 
ÅUse an older version of the document ($$) 
ÅRecreate what they looking for ($$$) 
ÅGive up and go without the information that they need ($$) 
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Using the Internet: Skill Related Problems in User Online Behavior; van Deursen & van Dijk; 2009 
Adding insult to injury, the Pew Internet Trust did a study where Web searchers believe that they are 
ǾŜǊȅ ƎƻƻŘ ŀǘ ŦƛƴŘƛƴƎ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ǘǊǳǎǘ ǘƘŜ ǎŜŀǊŎƘ ŜƴƎƛƴŜ ƛƳǇƭƛŎƛǘƭȅΦ {ƻΣ ƛŦ ǘƘŜȅ Ŏŀƴƴƻǘ ŦƛƴŘ ƛǘΧƛǘ Ƴǳǎǘ 
not be there.  
 
They bring these expectations into the workplace and to the enterprise search engine. 
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There are 2 kinds of searches, navigational and informational 
 
How we look for information is different between people and between people and machines. 
 
IǳƳŀƴǎ ŀǊŜ ƭƛƳƛǘŜŘ ōȅ ǘƘŜƛǊ ƛƎƴƻǊŀƴŎŜΦ ²Ŝ ŘƻƴΩǘ ƪƴƻǿ ǿƘŀǘ ǿŜΩǊŜ ƭƻƻƪƛƴƎ ŦƻǊ ƳǳŎƘ ƻŦ ǘƘŜ ǘƛƳŜ ŀƴŘ ǎƻ 
do not know how to find it. We often rely on technology to provide parameters to narrow our scope 
ŀƴŘ Ǉǳǘ ǳǎ ƻƴ ǘƘŜ ǊƛƎƘǘ ǘǊŀŎƪΦ ¦ƴŦƻǊǘǳƴŀǘŜƭȅΣ ǘŜŎƘƴƻƭƻƎȅ ƛǎ άŦŀŎŜ ǾŀƭǳŜέ ŀƴŘ ǎƻ ŘƻŜǎ ƴƻǘ ƪƴƻǿ Ƙƻǿ ǘƻ 
interpret our queries. Does not understand that we can have a single word mean multiple things (order 
a meal, put things in order) or multiple terms mean the same thing (star: celestial entity, celebrity) 
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This was recently put to the test in the US with an item that caused an uproar. A woman wants to buy 
designer eyeglasses and save money. She chooses the #3 result on Google. The frames that are 
delivered are obviously fake. When she returns them for refund, the owner of the business responds 
with harassment and threats.  
 
To the customer, relevant means honest and high quality. To Google, relevant means many links and 
many, many social media mentions. What the search engine did not understand is that most of the 
mentions were warnings of bad quality and service.  
 
²ƘŜƴ ǘƘŜ ǎǘƻǊȅ ŎŀƳŜ ǘƻ ƭƛƎƘǘΣ DƻƻƎƭŜΩǎ ǊŜǎǇƻƴǎŜ ǿŀǎ ǘƘŀǘ ǘƘŜȅ ǿƻǳƭŘ άǘǳƴŜέ ǘƘŜƛǊ ǎŜƴǘƛƳŜƴǘ ŀƭƎƻǊƛǘƘƳΦ  
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While many of the Web searches are of little consequence to anyone but the searcher, 
enterprise search failure can have far reaching consequences such as: work stoppage, 
wasted money or sub-optimal outcomes due to bad information. 
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Microsoft and others have spent millions developing cool features that are evangelized 
at conferences all over the world. These features are designed to alleviate many of the 
issues with finding information in the enterprise. They go underutilized because of: 
skewed priorities, bad estimating or development difficulties (too hard). This is 
because search optimization is not a priority in the enterprise and it should be. 
Enterprise SEO should be part of development and not a nice-to-have that is all too 
often cut from the budget before launch. 
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