Don’t underestimate Enterprise Search! Why use bread crumbs when you can have a GPS…
I recently had a sales meeting with the Vice President of IT and the CTO of one of the largest European banks. We were discussing their needs regarding search.

They listed a few topics such as the productivity of front office employees (retail business), better information intelligence tools for analysts, collaborative tools for Investment bankers, the integration of search with Business Intelligence reporting tools, and search for email and archives. They admitted that they have an underperforming search solution for fileshares and Intranets, but that it’s not one of their priorities.
That got me puzzled: on one side, I completely agree that search is really powerful and delivers high Return on Investment when it serves specific needs, when it includes text-mining functionalities and integration with other applications such as collaborative suites, Business Intelligence or ERP applications. On the other hand, I have a hard time believing that a poor search on Intranets and fileshares is not a major issue for a company. Unless of course everybody agrees that Intranets and CMS are not important.
My two cents are: search has been so difficult to deploy with so many problems with relevancy and security management, that IT people have lost hope and tend to stop projects before they start, unless there is a very well defined need and pain point. So the topics listed by the bank executives are easier to deal with because they have focused and measurable ROI. Indeed it can be better to start a search bus project (at Sinequa we talk about a “search bus” project when almost everything will be indexed by the search engine) where the pain point is and where the content is very well identified (emails, archives, market research for analysts, project documents for investment bankers, etc.). But nevertheless, offering a good search on fileshares and Intranets is really something that creates huge value.

The argument against this is that is that most employees manage to work without search on fileshares and Intranets, or to put it differently, they work around the search not functioning correctly by always accessing the same content or using tricks to find what they need. But just like Little Thumb would not have used bread crumbs to find his way back had he had a GPS device, employees would prefer to have a decent search across their Intranets and fileshares.

I’ve heard many times that Intranet and fileshares search solutions are commodities. I think it’s not true, I think it would be true if everybody was satisfied by what they have instead of not using it and saying it’s good enough. I think (and I know from customer experience) that a good search makes a difference even on fileshares and Intranets.
Next time you look for something you need at work and can’t find it, think about it. Analysts say poor search costs around US $5,000 per employee per year due to lack of productivity.
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