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The Burden of Search is on the User

1. They have to
decide to
search.

2. The have to
know where to
search.

3. They have to
use the system
well enough to
get the
information
needed.
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“If you build it, they will come”

 Motorola has a 5TB Enterprise Content Management
system.
 Only 1% of Motorola’s content is used within a given year.

 A Large Consultancy has a state of the art enterprise
search tool
 Employees download a document less than once a month.

 Web search and subscription services suffer from the
same adoption challenge.

The information is out there but
users don't think to search for it.



The New Challenge

How do you get the right content to the
right people at the right time?

Once users can search for content,
make sure it gets found

The solution:

Deliver content to users proactively



Getting information to the user

We are seeing some of this today:
 Alerts

 Users can set up search alerts that deliver new content
to them based on the criteria they enter.

 RSS
 Subscribe to a source, and have information delivered to

you as it is published.

But there are challenges:
 Relevance

 Alerts and RSS feeds are not relevant to what the user is
doing right now. They are only “relevant in general.”

 Too many choices / information overload
 Which of these alerts or RSS feeds are going to be a

good investment of my time?



Where to search: Too Many Choices

 The Deep Web
 Web search engines only index a fraction of the

information available
 With the 1000s of sources out there, which do you

choose?

 RSS
 Too many channels! Which one should I read?

“As the number of choices grows further,
the negatives escalate until we become overloaded.

At this point, choice no longer liberates, but debilitates.”
- Barry Schwartz,
The Paradox of Choice



Where’s the info?
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You don’t have to choose

 Search federators broker queries to existing
engines
 The user can have one interface to search all of

the sources at once
 Results are fused and allow the user to drill down

on the sources they care about.

 RSS aggregators accomplish the same thing

 But users still have to decide to go search.



“If they come, they will find it”

 Searching is simple – type what you need and
get what you want.

 But User queries are ambiguous.
 2 words long

 > 50% of all searches are abandoned.
 User satisfaction with search is still low.

Even if users go to search destinations
they don’t find what they’re looking for.



Technologies try to help

 Better search algorithms
 Network and Bayesian models make it easier to

get to documents that use the most popular
meaning of a search query
 LSI helps to find documents that match based on

terms with similar meanings
 But purely algorithmic approaches still have to

guess based on what users type – 2 words,
like:
 erosion banks
 moving china



Technologies try to help

 User profiling
 Learn content areas the user is interested in to

drive more precise results when they query
 Proactively recommend new items based on what

others are viewing

 But this assumes you have the same goals all
the time.
 What if you’re doing research for a friend?
 Profiles are too hard to debug.



Objectively Relevant?

 Search engines are measured based on relevance
 Would some reasonable person say that search result

could have been relevant to the user’s query?

 But how are they supposed to know?
 Access to user context allows us to deliver useful

results.
 Talk of relevance is meaningless without context.

 Study found little relationship between user judgment of
utility in the context of a task and similarity of a search
result to the document they were editing.

You can only achieve
relevance with context!



What about advanced features?

 Advanced features allow users to specify
more criteria in their search request,
resulting in more precise results.
 Examples: ranges, relations, entities,

taxonomy, author, source

 Results are astounding, but mostly these
tools are unused.

Integrated into a user’s workflow,
advanced features finally get used.



Users are in pain, but so are companies.

 IDC survey found knowledge workers
spent:
 3 hrs/week recreating existing content
 9.5 hrs/week searching
 8.32 hrs/week gathering information for docs
 3.5 hrs/week searching but failing to find

 And these are self-report data – which
establish a lower bound on the actual.

Companies waste a lot of time and money
not finding what they’re looking for.



A complete solution must include:

 All of the search capabilities we have today, PLUS:

 A proactive user experience
 So the user doesn’t need to take action in order to benefit
 A constant presence means users always benefit

 Federation
 So that users can access information from all of the places it

resides

 Context awareness
 Knowing about what the user is doing the only way to help

them
 The system must be polite and responsive to the user



Working with existing search technologies,
Watson brings information to users

 As the user interacts
with common apps

Watson
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 Watson reads the
documents she is
working with

 It queries the sources
she chooses for
related information

 And delivers relevant
results next to the
application she is using.



Demo



Watson’s advanced context-driven
architecture is open and flexible



Watson helps users get more

 3-6x increase in use of information
(as measured by clicks)

 2x more relevant documents as
compared with expert end-users
searching themselves

“If I didn’t have Watson, I’d have to hire a
research analyst to sit next to me.”

-Don McLellan, VP Strategic Transactions, Motorola, Inc.



Thank You

Jay Budzik, PhD
jbudzik@intellext.com

www.intellext.com



Appendix



Based on the context of your email or document,
Watson brings you information while you work.



Information from your intranet can be automatically
delivered when it is most relevant to the task at hand.



“You don’t know what you don’t know” - Now you do .
Watson finds information you might not think to look for.



Configure Watson to search the sources that matter to you:
KM systems & intranet, your desktop, the web and more.


