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Theinabiliyto find information is consistentlthe 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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Why Configure Enterprise Search
What is/is not Search Optimization
How to Optimize Search




Searching is an Experience

Which Of The Following Is More Frustrating?

Not Being i
P s Bemq Stuck In
> Traffic On The
Information You Way To Or
Urgently Need From Work
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Xerox UK studyluly 2009 http://www.pitchengine.com/xeroxcorporation/xerox
surveyfinds-information-overloada-hinderto-electronichealth-records/1548%

People are more frustrated with searching for information than being stuck in traffic
GKFG Aa oKIFIG 6SQONB dzLJ F 3L Ayald Ay GKS Sy S
SYGSNILINREAS 06SOFdzasS GKS &aSIFNOKSNI GF1Sa 2y
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:

A Randomize a cworker for help ($)

A Use an older version of the document ($$)

A Recreate what they looking for ($$$)

A Give up and go without the information that they need ($$)



A Bad Experience

Searchers do not know “how to search”
e 569 constructed poor queries

with the software

Searchers get lost in the data
* 33% had difficulty navigating/orienting search results
*  28% had difficulty maintaining orientation on a website

Loss of capacity for discernment
*  36% did not go beyond the first 3 search results
* (not pages...results on page 1)
* 91% did not go beyond the first page of search results

e 550g selected irrelevant results 1 or more times

* Proficiency with the machine does not translate into proficiency

formation Systems

Using the InternetSkillRelated Problems in User Online Behavior; Danrsen& vanDijk; 2009

Adding insult to injury, the Pew Internet Trust did a study whéfeb searchers believe that they are
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not be there.
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They bring these expectations into the workplace and to the enterprise search engine.
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Retrieval

Human Retrieval Machine Retrieval
« Contextual * Literal
s Free form * Directed
* Navigational or * Rigid
informational — One way
e Focused and random — Sequential
— Berrypicking » Constrained
e Constrained — By size of index
— By technology — By nature of instructions
— By biology
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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.
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do not know how to find it. We often rely on technology to provide parameters to narrow our scope
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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)



Relevance

Human Relevance Machine Relevance
* Emotional e Literal
* Environmental * Logical
Good means honest truthiiug Good means fulfills a set of
operates Wit integrity mathematical criteria

e

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.
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Why Configure Enterprise Search

Your company paid lots of $SSSS
Those demos got everyone jacked up

You are tired
of hearing
that ...

; Search Sucksl

While many othe 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 suoptimal outcomes due to bad information.



Microsoftand 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 atoit®ve that is all too

often cut from the budget before launch.



