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Imperial or metric?
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$500M mission cost in current value

https://en.wikipedia.org/wiki/Mars_Climate_Orbiter 

https://web.archive.org/web/20010920052120/http://sunnyday.mit.edu/ac

cidents/MCO_report.pdf 

Mars Climate Orbiter 1999

https://en.wikipedia.org/wiki/Mars_Climate_Orbiter
https://web.archive.org/web/20010920052120/http:/sunnyday.mit.edu/accidents/MCO_report.pdf
https://web.archive.org/web/20010920052120/http:/sunnyday.mit.edu/accidents/MCO_report.pdf


Wobbly bridge

https://www.visitlondon.com/things-to-do/sightseeing/london-attraction/bridge 

https://www.visitlondon.com/things-to-do/sightseeing/london-attraction/bridge




Fukushima disaster

8



9

The roadmap

#1 Information 

disasters
#2 What do we 

mean by 

‘search’

#3 Enterprise 

search research

#4 Inside the 

enterprise 

#5 Search 

dissatisfaction

#6 Making search

work

9



What do we mean by ‘search’?

• WWW search  Massive volumes of everything dominated by Google and the need for $$. People want their content to be 
found so pay attention to quality, metadata and links

• Web site/intranet search  Highly curated content but search is seen as an incidental add-on to the information architecture

• Library search Services for (primarily) academic users with highly curated content on special-purpose applications

• E-Commerce search  Highly curated content and very good user tracking metrics where revenue improvement drives 
everything

• Professional search/Systematic search Users with excellent retrieval and subject skills working with highly curated 
content and a requirement for 100% recall

• Enterprise search Structured and unstructured content, very little of which is curated for quality because there is no 
incentive to make it findable

10



Enterprise search is different!

1. Massive amounts of structured and unstructured content (perhaps 500 million files), very little of which is curated for quality because there 
is no incentive to make it findable

2. Increasingly enterprise search is federated across multiple applications, and across text, data, image and video file formats

3. Many of these applications have embedded search applications

4. ‘Old’ information can be very important

5. Content in multiple languages

6. Multiple points of failure at collection, index, query and ranking level

7. We may not be searching for our personal use so past search history, recent documents and current role will be poor guides to search 
intent

8. ‘Relevance’ and ‘useful’ are not synonyms

9. Most searches are ‘additive’ so precision is not a metric

10. Failure to find is not an option as it puts the organisation and the employee at risk

11
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From the archives
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https://stevenbagley.net/blog/philip-r-bagley.html 

Electronic digital machines

For high-speed information 

searching

Extension of programming language

concepts

1951 1968

https://stevenbagley.net/blog/philip-r-bagley.html


The birth of enterprise search
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The state of enterprise search research
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Presentation content validation

• Outcomes of around 40 enterprise search projects and a similar number of intranet projects, all of 
which had a search element

• Participation in search-related conferences in the UK, USA, Denmark, Sweden and Germany

• Authorship of three of the four books on enterprise search

• Experience gained from The Search Network members

• Questions asked at my lectures at the Information School, University of Sheffield and at City 
University since 2002

16
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Tasks….
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….or decisions?



End-user enterprise personas
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Information retrieval in the workplace: a comparison of professional search practices — 

University of Strathclyde

https://pureportal.strath.ac.uk/en/publications/information-retrieval-in-the-workplace-a-comparison-of-profession
https://pureportal.strath.ac.uk/en/publications/information-retrieval-in-the-workplace-a-comparison-of-profession


Information quality dimensions
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Governance, risk and compliance
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Good review of the literature!



Quality of information assessment
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Jet Propulsion Laboratory case study
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Writing for friends (JPL case study)

24



What employees are looking for
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European biotech company with 7500 employees  

Just under 300,000 queries in a four-month period

Approximately 3750 queries a day of which 2400 were people searches 



Content granularity
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https://publications.iadb.org/en/approach-paper-

knowledge-generation-and-dissemination-inter-

american-development-bank-group 

https://publications.iadb.org/en/approach-paper-knowledge-generation-and-dissemination-inter-american-development-bank-group
https://publications.iadb.org/en/approach-paper-knowledge-generation-and-dissemination-inter-american-development-bank-group
https://publications.iadb.org/en/approach-paper-knowledge-generation-and-dissemination-inter-american-development-bank-group


The Babel dimension

27

76% of employees are

searching English-language

documents in their second, or

maybe third language

Very little work has been carried

out on either the impact of NLP

on search performance or on how

best to present results in multiple

languages 

Source – client of Intranet Focus Ltd



Local vs ‘corporate’ language
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Snippets are of crucial importance!

29



The impact of mis-spellings
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"Okay, Houston, we've had a problem here”
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IntraTeam Search Benchmark Survey report 2020    © www.intrateam.com  

Very dissatisfied

Dissatisfied

Neutral

Satisfied

10%

30%

28%

22%

Based on benchmark reports from 230 Scandinavia organisations

Apollo 13 13 April 1970 055.35.55



Search dissatisfaction 2007 - 2021
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NetJMC 2007-2014

Findwise 2017

IntraTeam 2021
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The challenge
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An intelligence perspective
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https://cetas.turing.ac.uk/publications/large-language-models-and-intelligence-analysis 

https://cetas.turing.ac.uk/publications/large-language-models-and-intelligence-analysis


Making search work
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Causes of search 
dissatisfaction

Technology Content Training

Cleverley, P. H., & Burnett, S. (2019). Enterprise search 

and discovery capability: The factors and generative 

mechanisms for user satisfaction. Journal of Information 

Science, 45(1), 29–52. 

https://doi.org/10.1177/0165551518770969



LLMs and AIGC

• Technology

• There is virtually no published research on enterprise search implementation and management, so how do vendors 
know what they need to deliver?

• The default enterprise search application (95%+ market share) is Microsoft Search. How will LLM applications 
replace/sit alongside the incumbent application?

• Content

• Can you validate the information you have found via AI-supported search ? 

• Will it stand up to client/customer/governance scruitiny?

• Training

• What are the cost/support/training (employees and test collections) implications?

• If employees are having to use workarounds to track down information what is the potential risk to themselves and 
their organisation? 

38



Two big questions

39

Can you find it?

Can you trust it?



40
Search manager
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