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[Insider’s Perspective is a column written by an expert who shares insights about
challenges and trends in his or her specific niche in the information industry.]

0 a simple experiment: Ask
D yourself or a colleague who

works in a large organization
this question: “How often do you use a
web search engine versus a search en-
gine that is ‘behind the firewall’ (i.e., to
find information
only available in-
side your organi-
zation)?” The two
answers are typ-
ically very differ-
ent. In fact, most
internet-savvy
people use a web
search engine
every day. The
same people
rarely or never use a search engine be-
hind the firewall. But maybe they just
don’t need it?

Then ask a second question: “How
do you exchange and/or refer to in-
formation inside versus outside the
firewall?” If I want to learn about a
certain subject on the internet, my
first step will not be to call or email
the most knowledgeable person in
my entourage. It will likely be a web
search. Only after doing my home-
work (my own research), will I inter-
act with people (and often find the
right people to interact with). Inside
the firewall, the picture is completely
different. Finding information on
your own is almost impossible, so I
will likely call or email one of my col-
leagues (who may not necessarily be
the most knowledgeable), starting a
chain of emails, interactions, and dis-
turbances to find the right person.

Similarly, once I find a knowl-
edgeable person, the exchange of in-
formation is completely different. On
the web, there is an expectation that
this information will be found in the
common repository. “Just do a search
for X” is a popular answer to many
forum posts. Inside the firewall, the
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standard is, “Email me the docu-
ment,” duplicating the information
and making it unnecessary to share
it more broadly.

Outside the firewall, search has al-
lowed efficient collaboration and the
exchange of valuable information be-
tween people with absolutely no prior
connection. This allows anybody to
mine and leverage collective wisdom
and creates an incentive to augment
it. Inside the firewall, where interests
are much closer and exchanges could
be even more valuable, such interac-
tions through search have not hap-
pened. People need search, yet they
don’t use it at all.

A third question is “Why?” Why
aren’t people using search behind the
firewall? This question usually pro-
duces one of the following answers:

* “There is no search engine,” or,
more often than not, people
don’t know that there is one (or
even more than one).

e “Searches return junk,” meaning
that bad quality makes the
search engines useless.

e “I don’t know where to search,”
meaning the information is in
too many silos.

How can this search gap be
filled? To answer this question, let’s
go back in history.

Remember 19987 At that time,
search was known, but it was a dis-
pensable tool, not a big deal. Al-
taVista was moving into the portal
business because of the lukewarm
prospects of search. Enter Google.
The service was clean, easy to use,
and had an intuitive interface that
gave the impression of being able to
find the needle in the haystack.
Google was game changing. It made

search an indispensable tool of
everyday internet life.

In other words, what you need is a
“Google behind the firewall.” Now, a
“Google behind the firewall” is not ac-
tually Google behind the firewall. The
Google enterprise appliance has been
around for many years, but it gives a
false sense of solving the issue. Sure,
it was better than Verity and the like,
but it did not significantly increase the
usage of search. The reason? The ap-
pliance is designed to grab the easily
accessible information, not the critical
information. It relies on a static, web-
based relevance model, and it relies on
only relevance with low emphasis on
more advanced user experience. It
also does not come with the 1,000
Ph.D.s to constantly increase cover-
age, relevance, and usability that you
see on Google.

So what is a “Google behind the
firewall”? First, you obviously need
a search engine, but you need it to be
good enough to start a virtuous cir-
cle. Like Google in 1998, good enough
means a leap in search experience:
a leap in coverage, findability, and
usability.

Coverage

Search needs to aim at being uni-
versal. Like Google outside the fire-
wall, you should aim to organize and
make accessible through search all
information in your organization. You
cannot expect your users to figure out
where to search before actually doing
a search. This is also key to raising
expectations. When users start trust-
ing the engine and can’t find infor-
mation, they will request that the in-
formation be made accessible and
searchable, creating an incentive to
share information.

In most organizations, increasing
coverage means making secure



content searchable across multiple
repositories; secured content is more
often than not the most valuable.
You’ll need a search technology that’s
able to tackle difficult and diverse
connectivity, security, and data nor-
malization issues in a minimum de-
ployment time.

Findability

Findability is not just synony-
mous with relevance. Behind the
firewall, there is no magical page
rank or popularity metric. Cluster-
ing, metadata navigation, spotlight-
ing, personalization, and source-de-
pendent relevance formulas are key
to raising findability across a wide
range of information sources to an
acceptable level.

Look for search technology that
provides these advanced tools out of
the box and makes them easy to de-
ploy (this is tied closely to the connec-

tivity issue, as it requires the ability
to leverage implicit and explicit meta-
data in the different repositories).

Usability

The web has created high stan-
dards for usability; enterprise appli-
cations need to match and even sur-
pass that standard. Pay attention to
little details: breadcrumbs, tabs, de-
fault syntax, overall look and feel,
and UI personalization.

Look for a search technology that
provides a simple, weblike look and
feel with well-integrated and well-
thought-out advanced features.

Only after resolving coverage,
findability, and usability issues will
you be able to break the vicious cir-
cle—low quality, low usage, low IT
priority, low quality—and turn it into
a virtuous circle—higher usage,
raised user expectations, higher IT
focus, and better search.
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