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OVERVIEW

e Key Knowledge Base Ideas
e Searching
e KB Configuration & Tuning

e Open Search
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KNOWLEDGEBASE IN GENERAL TERMS

e Knowledge base

- Information available to the user

e Data mining - making KB available

- Applications helping user to access this information
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SEARCH

e Yahoo, Google, Ask
- Endusers

e Data mining
- Enterprises

- Analysts

- Experts
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TYPES OF SEARCH - ARCHITECTURE

RN reports (Filter based)

Direct database query - built into views engine
e 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
e No Search !!
- Get what you need without search
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RIGHTNOW REPORTS

AnB

e Manipulating a series of entities in a relational database to
structure a query such that it returns the desired sub-set.

e Looking for a union, intersection, compliment, etc, in one
or more sets.

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

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

Welcome

Support Home m AskaQuestion LiveHelp My Stuff
Traditional keyWOFd SearChing We store all resolved problems in our solution

database. Search by product, category, keywords,
or phrases.

on the internet or

Search by Keyword

within an operating system. TEEEEE—

Advanced Ssarch

Page:ll 'I of 5 >

User,s mental mOdeI You are viewing 1-10 of 46 search results.
1. Alstofall of our camera phones.
G I h S Yes we dal Our current list of camera phones: Conversa CA 9720 $29.95 Forbindelse
( Oog e 7 Ya OO 7 M N) FMYE3 $519.95 Conversa CA 89880 $39.95 Forbindelse FNB46 549 95 Conversa CA 9980

Attributes of Search
sIndexes 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. k
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REPORTS COMBINED WITH INDEX BASED SEARCHING

e |ncident search

Sort @@

e Answer search pages | 2
Sart itemns by I

() Ascending
Weight W
(%) Dezcending

Filter > search_xxx
Sort by match_wt!!! — O

Computed Score w
(#) Descending
Edit Logical Expression
m . Then by
i Act
-y access_id - 4

0 map_prod._hierarchy ] Add Filter (%) Azcending
77 map_cat_hierarchy ] Add OR Node {none) hd :
T search_rl IJN L () Descending
30 search_irl | Meqgate Expression
- search_ex K Delete node
- 7 geaich_cpx View TextDefinition
Al Display Filter
. ial st ; Il isplay Fil _

3 special settings is nu Do Azcending

[Dezcending
v
£ >

ok [cows
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NAVIGATIONAL SEARCH

User does not know how to formulate query

Support Home  Find Answers  EmailUs My Stuff

Answers/FAQs
SEARCH FOR ANSWERS

S

arch by Product (1] Search by Keyword Search Tips

Search by Keyword:

SEARCH BY PRODUCT IMAGES
Most Popular Answers

L ma DFueI. Carburetor, Start, Tank, Valve (59)
= Mice & Trackballs

= Keyboards & Deskiops

l@Ignition Systems, Spark Plugs, Fuel, Primer
Bulb, Location Search Field {27)

»iEamans SAspark Plugs, lgnition S A
i park Plugs, lgnition Systems, Armature,
-3 to
> Harmany Remote Magnetron Module, Gap {18}
Pa_'(em DF’Iilllel Bulb, Fuel, Carburetor, Search Field,
= Joysticks il (9)
= Gamepads [:lFlywheeI. Cause, Muffler, Governor Blade, Spark
> Wheels Plug Removed {29)

E0il, Battery, Starter, Location Search Field,
Automated Maintenance (42)

aming Console

= Digital Pen and Paper

= \Wireless Music Systems
= Mobile Phone Headsets
> Headsets & Voice Access

DEquipmem. Murray, John Deere, Considered
General, Powered Products {57)

Dﬂ.l der, Customer Contact, Support, Service,
List {39)

DEmaiI Addresses, Password, Login, Mailing,
Submit {17}

L ocation Search Field, Automated Hotline,
Model, Voice Recognition Technology.
Repair (63)
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Fowerad by %

Search Tips

Search

Replacing the ignition

Servicing the spark plug

Engine does not appear to be producing spark
Identifying the correct spark plug and gap
Ignition System

Points/condenser to magnetron conversion
Spark verification procedure

Ignition System Theory and Testing

Does engine have ignition points?

Electrical System

‘What would cause the ignition module to fail?
‘Wallc-Behind Mower Troubleshooting

‘What is the point gap on my enginel
Checking $top Switch

‘What would cause the 1gnition module to fail?
‘What is the spark plug torque for your engines?
Snowthrower Troubleshooting

Snow blower spark plug access



NO SEARCH!!

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

How do | replace a logl Social Secunty card?

When did 554 mail form S5A-1089, Benefit Statements for tax year 20077
Vhat is the "Pan B" Medicare monthly prermium for 20087

| need to change or correct the hame on my Social Secunty card, How do | do this?
What ‘are the most popular names giwen to babies?

What are the tax, benefit and earning (COLA) amounts for 20087

When are Social Security benefits paid?  ieseessessedesssssssssnnees
What do the letters after a Social Secunty or Medicare number maan? Users find what they K
How do | notify Social Secunty that | changed my address? - are looking for :
What if | move after filing my Application for 3 _E.rSN E;a_rn?i? : without any search

| live outside-of the LL&. How do | contact Social Security? . . .
VWhat 15 a Zocial Secunty Statement? : JUSt k_)y showmg them .
Howe much can | earn and stlll receive Social Secunty benefits? the right stuff as soon:
How do | correct my date of bith on Social Security's records? as they access page. ‘:'
How can | calculate my own retirement benefit estimates? 00202000 eesmmmmeees | It
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TYPES OF SEARCH - ARCHITECTURE

RN reports (Filter based)

Direct database query - built into views engine
e product/category filtering
e 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
e No Search !!

- Get what you need without search
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WEB-LIKE SEARCH

Support Home m Ask a Question Live Help My Stuff Welcome

e Answers

We store all resolved problems in our solution
database. Search by product, category, keywords,
or phrases.

Search by Keyword

Advanced Ssarch

Page: |l "’I of 5 >

You are viewing 1-10 of 46 search results.

1. Alistofall of our camera phones.
Yes we do! Our current list of camera phones: Conversa CA 9720 $29 95 Forbindelse
FMTE3 518.95 Conversa CA 9880 $39.95 Forbindelse FMNB46 $49.95 Conversa CA 9990
57495 Verden V100 $139.95 ...

Date Updated: 01/18/2008 08:50 AM
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EXTERNAL DOCUMENTS SEARCH

e Web pages
e Answers

Fiig bt M o

SEARCH RIGHTNOW

Search our website,

kriowledge baze

Page |1

v of 126 P

You are viewing 1-15 of 1883 Results

1.

a

L8 Knowledge base software, Knowledzge fManagement software |
RightMow Technologies

-Learning Knowledze Baze Email Rezponze Management Incident
Management Azent Prompting Cha

Last Updated: 09704, 2008

Score: 100

. Fnowledge Management Software |Knowledge Baze Software |
Fig bt Mo

. Find Qut How Right Mow Serdce™ Righthow Service i= built around a

zelf-learning knowledze baze
Last Updated: 09704, 2008
Score: 51

L8 Knowledze fhanagement Software |Knowledge Baze Software |
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Pozted 2008-09-22

Service as the New
Sales

Read Blog

Gre g Gianforte |
CED and Founder
Fighthowr

. ﬂp ¥
iﬁu

Most Asked Questions

» What do analysts zay about
Fighthow?

b Iz RightMow's CRM software
hosted or on premize?

b What doe: CRM mean?

B How iz Fighthow's on
demand CRM solution
¥ priced?

B How does RightMow's Pilot
program work?




WHAT IS AN INDEX?

Four score and ,Score:
seveWyears ago
Index Aoyf tatfrs A group of 20
rought forth o items. Hence,
Word Location this’continept; fourgcore is
/ cgnceiyed in /4';(2/? or 80.
liberty i _and
mexico
north
restriction
score —The I\!o_rth
American
seven Continent
‘restriction or consists of the
states control. countries: the
; / Heph States of
united :
years da, Mexico,
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INDEXING HINTS RIGHT

NOW.

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

--------------------------------------------------
o e

This text is being indexed
<I--stopindex-->

this text is not being indexed
<I--startindex-->

And this text is again indexed

.
----------------------------------------------------
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QUERY PROCESSING AND RESULT RANKING

e 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
— —
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ALIASES

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

- FBI = Federal Bureau of Investigation
- Whiskey = Scotch
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ANSWER SEARCH

Support Home m Ask a Question Live Help My Stuff Welcomg

We store all resolved problems in our solution
database. Search by product, category, keywords,
or phrases.

Search by Keyword

Advanced S=arch

Page;ll *I of 5 g

You are viewing 1-10 of 46 search results.

1. Alist of all of our camera phones.
Yes we do! Qur current list of camera phones: Conversa CA 8720 $29.95 Forbindelse
FM7E3 $159.95 Conversa CA 9880 $39.95 Forbindelse FNE46 $49.95 Conversa CA 9890
$74.95 Verden V100 $139.95 .
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WORD BIAS CONFIGURATION

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

- Words In the Subject & Keywords
words in the body of a document

RightNow Configuration Options

SRCH_KEY WEIGHT 50
SRCH_PROD WEIGHT 50
SRCH_CAT WEIGHT 50
SRCH_SUBJ WEIGHT 45
SRCH_DESC_WEIGHT 30
SRCH_BODY_WEIGHT 4

SRCH_ATTACH_WEIGHT 4

field are more important than
or the attachments

Keywords

Product Words
Category Words
Subject/Title Words
Question Words
Answer Words
File-Attach. Words

Set these to be the same across interfaces!

*"’f\—.__

SIUMMIT 08



AND vs. OR Query Processing

e 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.

*"’f\—.__

SIUMMIT 08



RESULT FOCUSING AND TRUNCATION

e Dynamic Truncation Bias (Answers)

- Truncate Search Results to those most scoring best

e RNT Ul: SEARCH_RESULT LIMITING - natural breaks
e RNT Ul: ANS_SRCH_THRESHOLD - break by weight
e RNT Ul: ANS_SRCH_SUB_THRESHOLD - avoid 0 results

e Concept-biased Search

- Focus Search results based upon matching of query to existing
KB learned topics

e RNT Ul: SEARCH_RELEVANCE_FOCUS (Answers)
e RNT Ul: SA_NL_MATCH_THRESHOLD (SmartAssistant)

*"’f\—.__

SIUMMIT 08



EXTERNAL DOCUMENTS SEARCH

e Web pages

e Answers

Fig btk oo

SEARCH RIGHTNOW

Search our website.

knowladge base

Page |1

v of 126 B

fou are viewing 1-15 of 1883 Results

1.

3

W Knowledze baze software, Knowledze Management zoftware |
RightMowe Technologies

-Learning Knowledze Base Email Responze anagement Incident
Management fgent Prompting Cha

Last Updated: 090472008

Score: 100 EEE—

W Krnowledge Management Software |Knowledge Baze Software |
Fig btk o

. Find Cut How RightMow Service™ Righthow Service iz built around a
zelf-learning knowledge base

Last Updated: 090472008

Score: 51—

W Krnowledge Management Software |Knowledze Baze Software |
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Posted 2008-09-22

Service as the MNew
Sales

Read Blog

Greg Gianforte |
CED and Founde v
RightMour

. ﬂp ¥
i&\

Most Asked Questions

» What do analysts say about
Righthow?

P |5 RightMow's CRM softuware
hozted or on premise?

» What does CRM mean?

B Howr iz Righthlow!'s an
demand CR& solution
v priced?

B How does Righthow's Pilot
program work?




EXTERNAL DOCUMENTS AND TUNING

e No much of content control
- spider
- uses only externally available content

e Not much tuning control
- Title and body weight

e SRCH_KEY WEIGHT Meta+ products, categories
e SRCH_SUBJ_WEIGHT Title
e SRCH_DESC_WEIGHT Text

- HtDig with Clucene

e File Attachment Size
- FATTACH_MAX_SIZE Core Engine
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KNOWLEDGEBASE TUNING

e Good content
e Contextual content

e Administrators
e Users + Al
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GOOD CONTENT

eGood descriptive titles

eCategory and product organization
eConcise information (generic vs. specific)
eConsistency
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USE USERS

e Users ranking helpfulness - explicitly

e Ants leaving pheromone trail - implicit
ranking

e Related answers
e Answers solved counts
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USERS + Al

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
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CONTEXTUAL CONTENT

e Sitemaps

e Syndication Widget
e OpenSearch

e Topic/Adwords

e Place on top

e Related Answers

e SmartAssistant
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FEDERATION WITH OPEN SEARCH

hilling address

poared by GO .gll:
Vieh [ODEE
Wikddnswers - What 15 a billing address

Credit and Debit Cards question; What 15 a

billing address? & biling address iz where
wou would lce the bill for a purchase you made

sent to.
Wikl answers. cotm

What's a billmg address? - Yahoo! Answers
What 1z the biling address? When you order

somet.

answers. yaho o, com

DMPOETANT - Your Billing Address
WVisa, Mastercard, & Discover require Billing

Address Verfication prior to processing. For
securtty reasons, we only ship to the VERIFIED
billmg address OF. ...

www teddyoirl com

Billing Address - NIU - Office of the Bursar

Information about the billing address on student
statements.

W . edu

123456738 MMoreresults»

Howe do | change my addressy

How do | order see ray bill on line?

When will | receive ry rmonthly phone bill?
Howe do | check ry bill on the web site

Howe do | roll-owver the remaining minutes from
one rmonth to the other?

billing address Search

Advanced Search

“ou are viewing 1-7 of 7 Results

1. Howdo | change roy address?
To change your address, simply log onto the Global Wireless Customer area. Enter
vourwireless phone number and password to access your account. Click My Profile
o change your personal information...
Date Updated: 1203171960

™~

. Howdo | order see my bill on line?
Register at was.glohalwireless cormibilling and see all the hills in real time
Date Updated: 12/31/1968

w

. \Wihen will | receive my monthly phore bil?
Al GlobalWireless custorners receive their phone bill atthe beginning ofthe manth.
Date Updated: 12/31/1282

4, How do | check iy bill on the vweb site
1. Goto the www globalwireless.com 2. Click register and provide the necessary data
3. Click on the "Show my bill' button
Date Updated: 1203171960

@

. How do | roll-over the rermaining minutes from one month to the other?
The minutes will roll over autarmatically if vou have the 15340 and IS 450 contracts
(see on the lower left corner of your bill for the contract 107, Otherwise, you need to call

S

globalservice and
Date Updsted: 12/31/1963
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THANK YOU

e Questions?
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