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Overview

• Theory
– Spidering and Indexing
– Search Query

• Application
– Configuration
– Analysis
– Tuning



Background

• 80% of RightNow users never use searching
– Other sessions describe how to optimize our product for this 

group

• Of the remaining 20% who do search:
– 95% view only the first page of results
– Each search session averages 2.7 searches

• Optimizing search performance is difficult



Searching Theory

• Spiders travel links within the “web” of documents
– Root document
– Indexes each page found
– RightNow Feature: single doc spider

• Indexes store the document contents
– Like a book index: maps word to page
– Index must contain everything searchable



Spidering
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Index
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Word Stemming

• Standard Natural Language Processing technique
– Unique algorithm for each language

• Takes a word to its base form: 
walked, walks, walking walk

• Generalizes searches (exact matches not considered)



Stop Words

• Standard indexing technique
– Removes common words from index

o AN, ARE, BE, CAN, HAVE, IS, …

– Increases search performance
– RightNow Feature: multiple editable stop word lists 

o Incidents 
o Answers



Search Query

• User queries compared against index
– Stemming
– Stop words

• Scores generated from amount of match
– Word/phrase frequencies

o 10 repetitions score higher than 1 occurrence

– Word/phrase locations
o Title words score higher than body words



Search Query

• AND/OR decisions done at query time
• Number of results depends on scoring algorithm
• Result ranking depends on scoring

– Single word repetitions more important than multi-word 
phrase match?

• RightNow Feature: views modify search results, 
manipulating visibility with word-level granularity



Application: Configuration

• Config settings:
– Word bias (common.msg)

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

– AND/OR (rnw_ui.msg)
o ANS_AND_SEARCH 



Application: Configuration

• Word lists
– Stop words

o exclude_answers.txt End-user stop words
– Short list; small number of documents allows a trade of speed for more results

o exclude_incidents.txt Incident stop words
– Long list; large number of documents and trainable users allows a trade of 

certain results for more speed

– Aliases
o aliases.txt Always-On Search Thesaurus

– Related lists 
o thesaurus.txt Only used for Similar Search
o userdic.tlx Only used for spell checking



Application: Configuration

• Management and Configuration
– Views

o End-User answer view
o Admin-User answer view(s)
o Admin-User incident view(s)
o Consider the matched weight column

– Topic words
o Customize Answer search results by phrase

– Results appear before normal list
– Search-independent option
– “Fix-at-top on steroids”









Application: Analysis

• Keyword Searches report
– Frequent searches (important content)
– Searches with no answers (missing content)
– Searches with too many answers (configuration and tuning 

needed)

• Custom report:
– Answer ID, Summary, Keywords (potential aliases)







Application: Tuning

• Content
– Keywords

o Optional—try aliases.txt wordlist first
o Highly weighted (SRCH_KEY_WEIGHT 50)
o Phrases separated by comma
o Not displayed: consider repetition, competitor equivalents, etc.



Application: Tuning

• Content
– Consistency

o Write well, follow internal authoring guidelines
o Put important terms in important locations (title, keywords)
o Make important location content distinct (web pages: don’t 

always use the same <TITLE>)
o Avoid acronyms, ambiguous phrases, unusual punctuation
o See http://www.WebWritingThatWorks.com



Summary

• Search tuning is difficult
• Search results are in a “race” to the top

– Each reordering of results may have wide implications

• You can’t find things not in the index, but you can’t find 
things if the index is too big!

• Help the system by using easy to parse/differentiate text



Questions?

• Search engine differences: Google, Yahoo, MSN, 
RightNow

• Reports
• Configuration
• Website Indexing
• Only 20% of users search?
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