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Topics and Demo’s for today

� Overall Strategy and introduction

� From Search to Contextual Delivery to Insight

– Desktop Search

– Intranet/Extranet Search 

– LOB applications for eCommerce, Self-Service and 
Support

– Business Insight: Early Warning and Image Monitoring

� Product Portfolio

� Summary:  3-step action plan for [Customer X]

Demo

Demo

Demo



Content Management and Discovery

© 2006 IBM Corporation3

Topics for today

� Overall Strategy and introduction

� From Search to Contextual Delivery to Insight

– Desktop Search

– Intranet/Extranet Search 

– LOB applications for eCommerce, Self-Service and 
Support

– Business Insight: Early Warning and Image Monitoring

� Product Portfolio

� Summary:  3-step action plan for [Customer X]



Content Management and Discovery

© 2006 IBM Corporation4

“What is the best phone and monthly      

plan for a heavy email user?”

Find products you want to 
purchase more easily

“What’s the corporate meal allowance for 
my trip to Chicago?”

Find information needed to 
complete business tasks

“How do I connect to another network 

without getting this firewall error             

on my PC?”

Improve problem resolution 
capabilities for contact center

Information Needs Drive Business Processes
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Conventional search experience is not good enough

“Loan”

I need help 
finding a 
loan for 
college

Typical Online Experience

Burden of discovery 
is on the end user!

� Too many or too few results

� Many lack relevance

� No efficient way to refine

� No proactive guidance

Typical Issues

Traditional search is a bottleneck to facilitating action

ConorsBankConorsBank
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Delivery

The IBM Solution for Content Discovery
Going Beyond Search

Industry vocabularies and 
solution templates speed time 

to value

Broad content access and 
native integration for secure 

and bi-directional access 

Scalable search foundation 
with sophisticated indexing 

and retrieval capabilities

Extract knowledge and 
meaning for greater 

understanding and relevance 

Understand user intent and 
context to guide action and 
navigate large result sets
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Search and Indexing Services

Enterprise Search

Corporate Portals

Applications

Functionality

� Advanced semantic indexing

� Native security handling

� Broad language support

� Notes and Portal content

� Desktop search integration

Tools and APIs

� Java Search & Indexing API

� Data Listener API

Information Accelerators

� WebSphere Portal integration

Provide robust, scalable search 
capabilities tailored for 
enterprise-oriented content 

Common search architecture for 
corporate portals and BI 
initiatives across the enterprise

Unique CapabilitiesDescription
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Search OmniFind enterprise collections 
directly from X1 desktop search application

Search & Indexing Services
Integration with Google and Yahoo/X1 Desktop Search
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OmniFind: the end user view - sample search UI’s

Selling products with Search
and categorization

Advanced search on 
the intranet

Looking for experts?

“I want Google for my enterprise”

Intranet search
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Search & Indexing Services
Simple “Google” Style Search for Enterprise Content

Out-of-the-box search application provides 
“Google” style results list with paging

• relevancy ranking, date, field values
• site collapse

• customizable look and feel

Configurable quick links provide 
immediate access to predetermined 
relevant sites, documents or applications

Broad support for searching across 
enterprise content sources

Did you mean synonym expansion provides 
one click access to other potentially relevant 
queries or can be used for spell correction

DEMO
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w3.ibm.com – Main Search page
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People or Expert Search
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VW: Intranet Search with Quicklinks

Quicklink

Feedback
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A was drivenNeon by

Driven By

Arg2:PersonArg1:Car

VP PPNPParts of Speech
Annotator

Named Entity
Annotator

Relationship 
Annotator

Advanced processing and analytics can enable 
identification and indexing of more than just words…

Timothy Higgins

Car
Person
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Searching for simple 
facts is even very 

challenging when limited 
to keyword search
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You may want to find 
documents from Barbara 

mentioning her phone number 
or mentioning someone else’s 

phone number…
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…or you may want to find any 
document that contains 

Barbara’s phone number, 
even if it is not from her



Content Management and Discovery

© 2006 IBM Corporation25

Keyword search would 
have never enabled you to 
find this – “phone” is not 

even in the document
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Contextual Delivery Services

Online Commerce and 
Catalog Navigation

Contact Center and 
Customer Service

Application Portals

� Broker/Dealer Extranet

� Customer Information

� Online Support

Applications

Functionality

� Contextual understanding

� Extensible relevance

� Adaptive presentation

Tools and APIs

� Business user mgmt console

� Usage reporting & analytics

Information Accelerators

� Industry vocabularies

� Application solution templates

� CRM and Commerce app integration

Provides a rich understanding of 
user intent and application 
context

Guided discovery helps people 
quickly find the information they 
need to make purchases, answer 
questions and solve problems

Supports business-driven 
solutions that increase revenue 
and reduce support costs

Unique CapabilitiesDescription
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Embed rich 
HTML responses 

within result

Interactive 
promotion 

guides action

Understands user 
intent and provides 
actionable response

WebSphere Content Discovery for Self-Service
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WebSphere Content Discovery for Commerce

Business rules 
enable user 

education and 
promote cross-sell

Dynamic Navigation 

allows users to 
drill down easily 
through results 

Solution UIs tailored 
for service, support 

and commerce 
provide an intuitive 
end-user experience 

out-of-the-box 

Video
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WebSphere Content Discovery for Online Support

Personalization

Search

NavigationNavigation

Rich UI for Web 
Support helps 

customers easily 
resolve their own 
issues

–through 

personalized 
support, search 
and navigation–

or initiate 

escalation that 
preserves their 
full self-service 
context

Video
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Contextual Delivery Services
Integration into Contact Centers Facilitates Faster Problem Resolution

Launch query for possible resolutions 

directly from Siebel Call Center…

…leverage context and customer info to 
automatically find most relevant content

Return integration enables creation of 
new solutions based on findings

Enable agents to easily filter content by 
source, product and other attributes
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Text Analytics Services

Business Intelligence for 
Unstructured Content

� Public Image Monitoring

� Issues Analytics

� Government Intelligence

Semantic Search

Applications

Functionality

� Content extraction and parsing

� Language identification

� Native stemming and tokenization

� Multi-collection processing

� UIMA text analysis

Tools and APIs

� UIMA SDK

Information Accelerators

� JDBC Consumer

� UIMA Enabled Solutions

Platform for processing 
unstructured content through 
text analytics to interpret the 
underlying meaning and intent

Ability to combine and plug in 
custom and third-party analytics 
technologies

Improves search relevancy and 
delivers business insights 

Unique CapabilitiesDescription
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� Most BI implementations ignore knowledge buried within free form text

– They can only report on predefined structured data, such as problem codes…

– Problem descriptions, technician comments, call center notes and customer 
correspondence can contain a lot of the supporting details required for true insights

Text Analysis Services
Leveraging Knowledge Buried in Unstructured Information
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Text Analysis Services
Extract Knowledge From Unstructured Information

� Identify concepts, entities and facts buried in unstructured content

– Determine underlying issues or problems, parts referenced and actions from technician or 
customer service notes, customer surveys, consumer review sites and other sources

PART 1: Fuel Pump
PART 2: Fuel Filter
PART 3: Wiring Harness
PART 4: Wiring Harness Cover

PROBLEM 1:  Corrosion
PART 3: Wiring Harness

ACTION 1:  Replace
PART 1: Fuel Pump
PART 2: Fuel Filter

ACTION 2:  Remove
PART 4: Wiring Harness Cover

� Extracted knowledge can now be sent to a search engine, database or delivered 
as a service to rules processing engines and other business applications

� Provide broader access through more simplified search and browse interfaces
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� Report on facts extracted from unstructured 
information

– Show other parts referenced, underlying root 
problems or issues, and actions taken…

– Create alerts to be notified of specified 
findings or thresholds

� Provide simplified search interface 
extending access to broader set of users

– Easily find information about claims involving 
a fuel pump…

– See all of the other parts, problems and 
actions referenced in the warranty claim

Text Analysis Services
Leveraging Knowledge Buried in Unstructured Information
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Provide insight into what people are saying…

IBM
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Searching for blogs and 
news on “honda civic”

provides hot topics and 
shows positive tone
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Narrowing down to comments 
discussing fuel economy still 

shows positive tone and other 
models mentioned
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Narrowing down further to 
“honda civic hybrid” shows 
that tone is not so positive 

anymore
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We can see articles about 
Civic Hybrid missing the fuel 

efficiency list…
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…and blogs about hybrid 
cars being overrated
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We can see that the similar articles all 
comment on the fact that standard cars 

are still more economical
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IBM Product Offerings 

Integrating Content from
Multiple Sources into

Business Applications

�

��

�

�

�

WebSphere
Content
Edition

WebSphere
OmniFind

Edition

WebSphere
Content Discovery

Server

Infrastructure for 
Enterprise Search and

Text Analytics

Business Driven 
Search Applications
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Content Discovery Solutions 

Reduce 
Customer 

Service Costs

Increase 
Sales 

Conversion

Improve    
Self-Service 
Efficiencies

Reduce Risk 
& Compliance 

Costs

Deliver New 
Business 
Insights 

Make it easier for 
customers to find 
products they will 

want to buy

Find content 
required to resolve 
customer issues 

faster

Deliver relevant 
content from across 

the enterprise in 
context 

Federation of 
content and 

records across the 
enterprise 

Identify issues and 
facts buried in 

supporting 
unstructured text

� �

�

�

�

�

�

�

�

�

�

Commerce
Contact

Center
Portals

Risk &

Compliance
Analytics



Content Management and Discovery

© 2006 IBM Corporation46

Summary: 3-step [cust_name] Strategic Search Roadmap

1. Start with ‘pure-
play’ Search 
Services 

1. Intranet

� […].com

� Dealer nets

� …
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Summary: 3-step [cust_name] Strategic Search Roadmap

2. Continue to add 
capability 
according to LOB 
demands with 
Contextual Services

– Call Center

– eCommerce

– Contact Center

– Self-Service apps

– …
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Summary: 3-step [cust_name] Strategic Search Roadmap

3. Expand to 
applications 
using text 
analytics in order 
to gain business 
Insight 

– Warranty Claims

– Risk/Compliance

– Image Monitoring

– …



Content Management and Discovery

© 2006 IBM Corporation49

Summary: [cust_name] Strategic Search Roadmap

1. Start with ‘pure-play’ Search Services

2. Continue to add capability according to LOB demands with 
Contextual Services

3. Expand to Business Insight applications using text analytics

� IBM is building this capability around a portfolio of 

– Content Integration 

– Text Analytics 

– Search & Indexing

– Contextual Delivery

– Information Accelerators

� IBM Content Discovery brings these capabilities together to help
[cust_name] drive measurable results for their business
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www.ibm.com/software/data/discovery/content


