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OVERVIEW

• Key Knowledge Base Ideas

• Searching

• KB Configuration & Tuning

• Open Search



KNOWLEDGEBASE IN GENERAL TERMS

• Knowledge base 

– Information available to the user

• Data mining – making KB available 

– Applications helping user to access this information



SEARCH

• Yahoo, Google, Ask

– Endusers

• Data mining

– Enterprises

– Analysts

– Experts



TYPES OF SEARCH - ARCHITECTURE

• RN reports (Filter based)
Direct database query – built into views engine

• product/category filtering

• Date, customer email address, …

Most runtime selectable filters in Reports

• Web-Like search
Text/Index based
“Google style” search

Documents -> index

– Boosting and weight calculation

• Navigational search
– KB Browse

• No Search !!
– Get what you need without search



RIGHTNOW REPORTS

• Manipulating a series of entities in a relational database to 

structure a query such that it returns the desired sub-set.

• Looking for a union, intersection, compliment, etc, in one 

or more sets.

• Returns results only from the set(s) specified in the query.

• Typically used with highly structured data.
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WEB-LIKE SEARCH

Traditional keyword searching 

on the internet or 

within an operating system.

Attributes of Search

•Indexes the ‘entire’ corpus of information.

•Almost never results in a zero matches.

•User testing in Jan 08 showed that Google is expected behavior 

whenever the term ‘Search’ is placed next to a text box on the 

web.

User’s mental model 

(Google, Yahoo, MSN)



REPORTS COMBINED WITH INDEX BASED SEARCHING

• Incident search
• Answer search pages

Filter > search_xxx
Sort by match_wt!!!



NAVIGATIONAL SEARCH

User does not know how to formulate query



NO SEARCH!!

Users find what they 
are looking for 
without any search 
just by showing them 
the right stuff  as soon 
as they access page.

Fact:  a large percentage of user sessions DO NOT do a search



TYPES OF SEARCH - ARCHITECTURE

• RN reports (Filter based)
Direct database query – built into views engine

• product/category filtering

• Date, customer email address, …

Most runtime selectable filters in Reports

• Web-Like search

Text/Index based

“Google style” search

Documents -> index

– Boosting and weight calculation

• Navigational search
– KB Browse

• No Search !!
– Get what you need without search



WEB-LIKE SEARCH

• Answers



EXTERNAL DOCUMENTS SEARCH 

• Web pages
• Answers



WHAT IS AN INDEX?

Liberty:  

The condition of 
being free from 
restriction or 
control.

Four score and 
seven years ago 
our fathers 
brought forth on 
this continent, 
conceived in 
Liberty, and

Score: 

A group of 20 
items.  Hence, 
four score is 
4x20, or 80.

The North 
American 
Continent 
consists of the 
countries: the 
United States of 
America,
Canada, Mexico,years

united

states

seven

score

restriction

north

mexico

liberty

LocationWord

Index



INDEXING HINTS

• User specifiable content tags to start/stop indexing 
for searching

This text is being indexed 
<!--stopindex--> 
this text is not being indexed 
<!--startindex--> 
And this text is again indexed



QUERY PROCESSING AND RESULT RANKING

• How does a search query work?

– Query is processed via word stemming and 
removal of stopwords

– Aliases are added to the search terms (non 
stopwords, original form) 

– Search terms are looked up in the index

– The total hits are gathered and sorted by 
document via weighting formula(s)

– The documents’ attributes (title, link, etc.) are 
fetched and returned to the browser

– Post-processing algorithm may be used before 
display



ALIASES

Establishes a link between two words 
to treat them as synonyms for every search type

– FBI = Federal Bureau of Investigation

– Whiskey = Scotch



ANSWER SEARCH



WORD BIAS CONFIGURATION

• Some words are relatively more important than others based upon location

– Words in the Subject & Keywords field are more important than 
words in the body of a document or the attachments

RightNow Configuration Options
SRCH_KEY_WEIGHT 50 Keywords
SRCH_PROD_WEIGHT 50 Product Words
SRCH_CAT_WEIGHT 50 Category Words
SRCH_SUBJ_WEIGHT 45 Subject/Title Words
SRCH_DESC_WEIGHT 30 Question Words
SRCH_BODY_WEIGHT 4 Answer Words
SRCH_ATTACH_WEIGHT 4 File-Attach. Words

Set these to be the same across interfaces!



AND vs. OR Query Processing

• Do the search results contain ALL words in the search text or 

just SOME words?

– All major Internet search engines use AND

– We use OR by default with a heavy multi-word 

weight bias .. “AND-like ordering”

– Why do we use OR?  AND does not work well for 

small documents sets (under 10,000 answers).

– Why does AND perform badly on small document 

sets?  It’s too easy for a user to construct a query 

with no search results.



RESULT FOCUSING AND TRUNCATION

• Dynamic Truncation Bias (Answers)
– Truncate Search Results to those most scoring best

• RNT UI: SEARCH_RESULT_LIMITING – natural breaks
• RNT UI: ANS_SRCH_THRESHOLD – break by weight

• RNT UI: ANS_SRCH_SUB_THRESHOLD – avoid 0 results

• Concept-biased Search
– Focus Search results based upon matching of query to existing 

KB learned topics
• RNT UI: SEARCH_RELEVANCE_FOCUS (Answers)

• RNT UI: SA_NL_MATCH_THRESHOLD (SmartAssistant)



EXTERNAL DOCUMENTS SEARCH

• Web pages
• Answers



EXTERNAL DOCUMENTS AND TUNING 

• No much of content control
– spider
– uses only externally available content

• Not much tuning control
– Title and body weight 

• SRCH_KEY_WEIGHT            Meta+ products, categories
• SRCH_SUBJ_WEIGHT Title
• SRCH_DESC_WEIGHT Text

– HtDig with Clucene

• File Attachment Size
– FATTACH_MAX_SIZE Core Engine 



KNOWLEDGEBASE TUNING

• Good content 
• Contextual content

• Administrators
• Users + AI



GOOD CONTENT 

•Good descriptive titles
•Category and product organization
•Concise information (generic vs. specific)
•Consistency



USE USERS

• Users ranking helpfulness – explicitly
• Ants leaving pheromone trail – implicit 

ranking

• Related answers 
• Answers solved counts



USERS + AI 

Short, long term solved counts

Common-> Knowledge Base -> Answer search:
SA_SOLVED_WEIGH_PREF – long term or short term preference

SA_AGE_FREQ
SA_SHORT_TERM_AGE_FREQ 



CONTEXTUAL CONTENT

• Sitemaps

• Syndication Widget

• OpenSearch

• Topic/Adwords

• Place on top

• Related Answers

• SmartAssistant



FEDERATION WITH OPEN SEARCH



THANK YOU

• Questions?
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