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The Future of Search
With more content and data than ever before residing within enterprises, the ability to find the right
information, in the right format and in real-time is one of the cornerstones of the knowledge economy.
But is traditional keyword-based search still fit for purpose in the modern enterprise? Analysis would
suggest not. A McKinsey report has found that employees spend on average 1.8 hours every single
day—about nine hours a week - searching for and gathering information. Not only does this have a
highly significant impact on productivity and costs for enterprises, there are other factors to consider
too.
The sheer frustration of spending ‘empty’ time looking for information would surely affect morale
and motivation amongst a workforce, perhaps leading to further inefficiencies or even seeking new
employment. Furthermore, it can lead to poor business decision-making because of faulty, inaccurate
or simple a lack of information.
The reason for this is straightforward – keyword-based search is becoming increasingly ineffective at
helping the modern knowledge worker. Many people still think of search as putting words in a box, but
this is hugely limiting, as it relies on the user knowing exactly what they are looking for and using the
right keywords to do so. Even Google will only deliver results that have relevance and resemblance to
the input that is provided, and lacks context, interest and intent.
That’s why the future of search is linked so directly to the emergence of cognitive computing, which
provides the framework for a new era of cognitive search. Instead of the user looking for the required
information using keywords, as per traditional search, cognitive search recognises intent and interest
and provides structure to the content, capturing more accurately what is contained within the text.
This is reinforced by industry analyst group Forrester, which in its recent report, ‘The Forrester Wave™:
Cognitive Search And Knowledge Discovery Solutions, Q2 2017’ stated that ‘enterprise search no
longer does search justice’. The report’s author Mike Gualtieri believes that search is about finding
‘answers, content and documents’, but also that the most important requirements are the ‘relevancy
and completeness’ of the results.
The whole approach to search needs to be turned upside down. To do this, it requires a whole new
cognitive layer to be added to Elasticsearch, the search engine based on Lucene.
This white paper will look at how best to approach this, advising organisations on how to maximise their
investment in Elasticsearch and deliver some truly impressive and tangible business benefits.
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Enhance Elasticsearch
Elasticsearch is a search engine that is based on Apache Lucene. It is a widely-used technology,
deployed by an array of enterprises to analyse and search IT log files, and it also functions as a general
purpose enterprise search engine. It does two things very well – it offers full text index and is also able
to parcel this out so it can manage and deploy extremely large volumes of data.
However, despite the high quality of the technology and its high take-up amongst enterprises,
Elasticsearch has its limitations. It is constructed around simple keyword queries and lacks the cognitive
layer that is so important in modern search. As such it is best used as a framework; a base on which to
build additional applications and features.
This is what many of its users are discovering. Having made an investment in Elasticsearch they are
finding the return on that investment is not sufficient. The recent Forrester Wave stated that Elasticsearch
‘lacks many enterprise features, such as relevancy tuning tools’, but also spoke of the potential for
vendors to ‘use it to build a custom search engine or search applications.’

“Smartly, Squirro leverages open source Elasticsearch as part of its platform, enabling it to
focus on business search applications and enterprise features.”
The Forrester Wave™: Cognitive Search And Knowledge Discovery Solutions, Q2 2017

Squirro is the only vendor in the space that uses open source technology and expands that with
specific functionality for the user in question. For any organisation that needs to justify its investment
in Elasticsearch and wants to augment its functionality with bespoke business solutions, Squirro is an
interesting and powerful solution.
It adds a cognitive layer to provide better understanding of intent and interest of the user, factoring
in timing, individual needs and more, to improve enterprise search immeasurably compared with
traditional keyword-based search. This ability to offer out-of-the-box search applications on top of the
Elasticsearch framework, is mostly based on Squirro’s ability to address context in search.
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Context is king in cognitive search
The single most important factor in modern enterprise search is context, which is a critical element of
cognitive search. This was defined recently by Forrester as follows:

“The new generation of enterprise search solutions that employ AI technologies such as

natural language processing and machine learning to ingest, understand, organise and query
digital content from multiple data sources.

”

The Forrester Wave™: Cognitive Search And Knowledge Discovery Solutions, Q2 2017

Cognitive search is the latest evolution of search and relies on four key elements of context detection.
Who – which user is looking for information? What have they looked for previously and what are they
likely to be interested in finding in future? Who the individual is key as to what results are delivered to
them.
What – the nature of the information is also highly important. Search has moved on from structured or
even unstructured text within documents and web pages. Users may be looking for information in any

number of different forms, from data within databases and in formats ranging from video and audio, to
images and data collected from the internet-of-things (IOT).
When – the timing of the search itself, or the date / time that the information was created will both
influence the relevancy and accuracy of results.

Where – the location of the user and also of the information – on-premise, in the cloud, within a database,

contained in social media – make up the fourth element of the context that is such an integral part of
cognitive search.
Context Detection
Knowing the user’s intentions is the most important basis for providing high-quality information.
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Search engine comparison
The most important aspects of any search solution are the relevancy, timeliness and completeness of
the results. Without these, any solution will struggle to gain traction.
As a result, when looking at options for an enterprise search solution, organisations have certain
requirements that are non-negotiable. Any solution must be able to work with large and diverse data
sets, and must deploy Natural Language Processing (NLP) analytics techniques to organise, manage
and make sense of the information held within the enterprise. Increasingly they must also be able to add
their own custom cognitive applications on top.
This is where Squirro can truly add value. In addition to our own cognitive search engine, we are
also able to offer out-of-the-box search applications that sit on top of an Elastic base. Both Solr and
Elasticsearch are based on Apache Lucene and are similar in that they both act as the building blocks
on which other applications can be added.

Squirro shares many of the same characteristics as Solr and Elasticsearch, and is indeed built on
Elastic, but also offers contextualisation of a user’s intent and interest as well as recommendations,
such as the next best action to meet the user’s intent. This functionality goes way beyond what other
search engines are capable of and offers true business value.
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The Squirro framework – more than just search
Founded in 2012, Squirro has advanced rapidly to become known as one of the world’s most powerful
cognitive search providers. It has achieved this thanks to its ability to treat the concept of search as
much more than a keyword. This keyword-based approach has been proven to be outdated for the
needs of modern enterprises and the knowledge workers within them.
Squirro’s use of NLP and Machine Learning (ML) have a significant impact on the effectiveness of
enterprise search, and Squirro’s leveraging of open source Elasticsearch as part of its framework
means that enterprises can leverage their existing investments into the best open source full-text
search engine. Users benefit from a sound Apache Lucene base with added cognitive functionality on
top, a feature that turns traditional search on its head. Instead of the user looking for the most relevant
information, it comes to them automatically by cognitively understanding their interests and intent and
matching this with the data available.
This framework has several unique features that have contributed to Squirro’s growing use with
enterprises all over the world. It’s self-learning algorithms access information from across the enterprise
and beyond, to deliver search results that are timely and accurate, and can also make recommendations
as to what the user might do next or might need to search for.
Squirro’s framework also means it can deal with both structured and unstructured data. It has been
estimated by IBM that unstructured data accounts for around 85% of all corporate data. Because of
the sheer volume of this data, and the variety of formats it comes, unstructured data is notoriously
hard to search. Yet paradoxically, it is also believed to hold more value to enterprises that can access
and use it, which means Squirro can add even more value to business users by finding insight within
unstructured data.
Key Features of the Squirro Engine
Self Learning Algorithms

Context intelligent systems gather signals
from any source (open web, BI, CRM,
social networks…) to deliver the right type
of information at the right moment within
the right context of work.

Concept Engine

The concept engine detects semantic
related topics (known entities extraction
and smart type ahead search) in real
time and offers intelligent smart filters onthe-fly. Enrich your data with sentiments,
entities (e.g. detect your products,
escalation issues, client engagements),
tags and locations, to reveal hidden data
dimensions.

Structured and unstructured data

Process and analyze structured and
unstructured data: Squirro unifies your
data regardless of its origin, the format
and the variety.
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Fast Analytics incl. trend detection

Connect and visualize your (unstructured)
data in minutes. Use concepts instead of
keywords. Combine the multiple data
views (incl. anomalies and trend detection)
into a single dashboard. Publish the
dashboard with a few clicks to share live
on the web, mobile or integrated within your
internal system.

Standalone or integration

Ready for standalone use or easily
integrated into enterprise Software such
as Salesforce, Microsoft Dynamics,
ServiceNow, SalesforceCloud, Qlink, and
Tableau.

Real-time and automated updates

Get the freshest data with a live connection
and automatic updates on a schedule you
define, with notifications and alerts.

3rd party tools

3rd party API integration offers the
possibility for additional text analyses and
much more search factette’s.
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Squirro in action
Squirro offers a range of knowledge management improvements for enterprises, such as the building
of dashboards to visualise the data and make it more searchable, as illustrated in the diagram below.
Knowledge Management Improvement with Squirro
Improvements

UP TO 90%

Year-over-year reduction in search time…
Current implementations consistently show positive returns in less than four months. An existing analysis
and decision making capacity is significantly boosted by unlocking the exploration of unstructured data
dimensions.

Connecting

Data organization,
cleansing and load.

Enrichment

Data enrichments, such
as sentiment analysis,
unknown entities, KEE,
search tagging.

Visualization

Building of dashboards
to visualize the data
and to make it easily
searchable.

Integration

Integration into target
systems and testing.

But the tangible business benefits it can offer are truly remarkable. Given the time wasted on inefficient
search outlined at the beginning of this whitepaper, Squirro provides organisations with a year-on-year
reduction in search time of up to 90%, an astonishing figure that frees up huge volumes of time to be
spent elsewhere.
A real-life example of the value Squirro can brings comes with one of the largest FS organisations in
the world. The US-based firm came to Squirro to gain a clearer and more 360 view of its clients. After a
period of growth and acquisition, the bank had client data stored in 19 different CRM systems. Not only
did this make life difficult for client managers, but it made cross-sell opportunities harder and proved
fractured for the clients themselves.
Squirro’s cognitive search platform allowed the bank’s 12,000 client managers to search by concept
rather than keyword, delivering a complete view of that client’s interactions with the bank and dismissing
results that were similar in terms of keyword but not in relevance. This allowed client managers to
spend more time with clients, rather than wasting time searching for background information on them.
This in turn facilitated better client relationships and made the identification of cross-sell and upsell
opportunities much easier and quicker.
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Conclusion
Earlier in 2017, The Economist ran a front cover that declared that the ‘world’s most valuable resource
is no longer oil, but data’. Few would argue with this – the insight contained within an enterprise’s
structured and unstructured data is so great it is hard to put an actual price on. But it does mean that
being able to search this data efficiently and effectively is more important than ever before.
How well are organisations currently using the data they have? How effective is enterprise search for
these businesses? These are questions that many enterprises need to be asking as search approaches
the end of its first iteration. If Elastic remains a powerful and integral building block for enterprise
search, it is the cognitive search and bespoke business applications offered by Squirro that are truly
the future of search.

“Enterprises that need immediate customer 360 insights or service will appreciate Squirro’s
”

out-of-the-box readiness for fast implementation times.

The Forrester Wave™: Cognitive Search And Knowledge Discovery Solutions, Q2 2017

So much data is untapped and enterprises need to be ready for this – it is no longer about tapping
keywords into a box and hoping for the best. Search can be so much more than this, with information
all round the user and available for them to tap into whenever it is required and cognitive search has
already been shown to have a vast and tangible impact on those that use it.

To learn more about how Squirro can help your organisation see such benefits, please get in touch with
us via email on contact@squirro.com or call us on +41 44 586 98 98.
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