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Search-Based Applications 
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Affordances of Search Technology  
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Usability 
Google-like simplicity plus 
rich corporate functionality 

 

Agility 
Versatile, evolutive 
projects in weeks,  

not years 

 

Performance 
Real-time access and 

reporting for unlimited 
users and billions of 

records with a low TCO 

 









Executive Summary 

ωSearch is often contrasted with database retrieval.  
ωMuch research in language processing and in databases concerns 

extracting structure from unstructured data and loading this structured 
data into databases.  

ω Sometimes there are advantages to moving in the other direction.  
ωThis session presents the application of database offloading, moving 

data from structured databases into the world of free-text search. 
Search engines provide ease of use (since no query language need be 
learned) and maintain traceability (since results are linked back to their 
original formats).  

ω Real case studies are given of exploiting search engine connectors to 
replace database search with faceted text search over large-scale, real-
time operational data.  

ω As deeper semantics are correctly treated by search engines, database 
offloading becomes an important hidden application of search engine 
technology. 
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Two types of information 
 two ways to find information  
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DATABASES 

SEARCH ENGINES 
VS 



Recent Past 
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SEARCH ENGINES DATABASES 

Structured Data 
Transaction 
All tuples 
 
Safe, 
Precise, SQL 
Slow 

Text  
Similarity 
Ranking 
 
Intuitive 
Fast 
Partial 



Enterprise Data all over the place 
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    Delivery Systems      
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20+ types of systems 
6% with 50+ ERP systems alone 

 
Source: Leveraging Search to Improve Contact Center Performance 
Richard  Snow, VP & Research Director, Customer & Contact Center Management 
March 2009 



Curse of Low Expectations 

ω Enterprises have been trained to limit their 
expectations based on available technology  

ς Too much data? Segment it! 

ς Can not segment? Run batches during the night! 

ς Need real-time? Invest in mainframes! 

ς Users? As little as possible, it is an expert job! 

ς Difficult to use? Plan several days long training! 

ς User-ŦǊƛŜƴŘƭƛƴŜǎǎΚ ²ŜΩǊŜ ǿƻǊƪƛƴƎ ƘŜǊŜΣ ƴƻǘ ƳŀƪƛƴƎ ŦǊƛŜƴŘǎΗ 

ς Urgent? 18 months should do it! 

ς 9ȄǇŜƴǎƛǾŜΚ bƻΣ ƴƻ ŀǘ ŀƭƭΣ Ƨǳǎǘ ŎƻƳǇƭŜȄΧ 
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Databases             
Search 

engines 

Search 
Based 
Applications 

  



Search Technology from Web 

ω Web Search Technology has evolved over the past 
decade to perfect distribution of information 

 

19  

Match low revenue 
model 

($0,0001/ session) 

Handle 100s of 
millions of 

database records 

Provide 
sub-second 

response times 

Present 
up-to-date 
information 

Follow a 2-month 
innovation 
roadmap 

Support impossible 
to forecast traffic 

Offer 99,999% 
availability 

Be usable without 
training 



Affordances of Search Technology  
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Usability 
Google-like simplicity plus 
rich corporate functionality 

 

Agility 
Versatile, evolutive 
projects in weeks,  

not years 

 

Performance 
Real-time access and 

reporting for unlimited 
users and billions of 

records with a low TCO 

 



Affordances of Search 

ωIntuitive interface 

ωUnique search box 

ωFast response time 

ςscalabilty 

ωFuzzy search 

ςSoundslike, spellslike, 
stemming, 
lemmatisation 

ωSearch as a Service 

ωLow cost 

 

 

ωAccess control rights 

ωTyped fields 

ςNumeric, date, GPS 

ςTyped result merging 

ωCategories/Facets 

ωDatabase connectors 

ςETL 

ωExtractors 

ωUnique search space 

ςStructured, unstructured 
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Search Engines can provide a powerful search-based infrastructure... 
 

 

 

 

 

 

 

 

                                      

    Χ ŦƻǊ a new generation of applications 

 Search-Based Applications  
 

Without Offloading 
High complexity/costs, Low performance/reusability 

With Offloading 
Low complexity/costs, High performance/reusability 



Case Studies 
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CASE STUDY 1 

LOGISTICS TRACK & TRACE 
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Gefco overview 
ωA subsidiary of French car maker PSA (Peugeot, Citroën) 
ςNow does most of its business outside of PSA 

ωLogistics operator 
ςCarries cars from factories to dealers (road, rail) 

ςCarries freight (parcels ; originally spare parts) 

ςSupply chain and logistic platform design 

ω3.5Bϵ, 10 000 employees, 100 countries 

 



The original pain 

ωClassical multi-criteria search over Oracle,  2 million rows 

ωPoor performance despite 2 years of optimization 
ςMinute response times 

ςAsk users to do simple queries and preferably at some given hours 

 

 



From forms to a search box 
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New application  
With operational reporting 



Agilité 

Utilisabilité 
 

Data latency > 24 hrs 
Response time > 1 min 
Restricted user base 

Results: Gefco Track & Trace 

Legacy solution:  
18 months to develop 

Prototype: 10 days 
1st deployment: 60 days 

Data latency < 15 min 
Response time < 1 sec 
Users expanded 100x 

Costs cut 50% 
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Natural language query on Database 

Traditional search on database is complicated: 
- Several fields to fill in 
- Need to know field values 



Exalead CloudView allows Natural 
Language queries on structured 

data 

Natural language query on Database 



Natural language query on Database 

Exalead CloudView allows Natural 
Language queries on structured 

data 



Natural language query on Database 

- Free users from complex, multi-fielded, pre-defined queries 
 

- Simplify the formulation of queries by using natural language 
 

- Make data accessible to anyone, even non-trained users 

BENEFITS 



Offer structured query language 

Rich SQL-like query language with 
full range of operators 



- Maintain data consistency, security and precision expected on some specific 
data and some specific usage of that data 
 

- Precision of an SQL query with the ease of use of a search engine 

BENEFITS 

Offer structured query language 



CASE STUDY 2 

CRM 

 

National Postal Service 
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National Post Office 
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ωProject part of the strategic plan of Postal Service to 
improve customer service 

ωTracing of the mail 

ωTracing of the resolution of incidents 

Context 

ωManagement of high volumes : 60 million daily 
records with a 14 day history 

ωManagement of peaks of 1 000 updates per second 

ωInternal and external access to the information with 
respect of confidentiality 

Stakes 

ωDataBase Offloading 

ωHigh scalability and management of large volumes 

ωOpen API to provide high level applications 

Exalead 
Choice 

Partner 
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Applications 

La Poste 

Téléphonie 

SIP 

Global architecturedu 
SIEC 

All documents 

3631 

www.laposte.fr 

99999 La Poste 

Front Office 
Å Informations 

Å 2nd presentation of RL 

Å Distribution claims 

Å Claims 

Å Information campaigns 

Search 

350 Operators 

7 Call centers 
25 000 agents 

3 300 local offices 
Management 

Back Office 

Å File follow up, actions 

Å Management / 

modification 

Å  field operations 

Reporting 
Å Monitoring of 

engagements 

Å Monitoring of quality 

Å distribution of activity by 

channel and territory 

 

creationï update- Search 

Index 

Applications 

La Poste 
La Poste 

Applications  
Å street / delivery plans 

Å Mail boxes 

Å delivery incidents 

Å Object tracking 

Å Re delivery 
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Project Planning 

 launch 

Production 

1 mois 

Développement 

02/2008 

03/2008 

06/2008 

Customer delivery 

Paris Nord 

Agen 

Evolutions 

production 

5 other centres 

07/2008 

production 

3631 

11/2008 

Customer delivery 

8 Iterative deployment 

8For every iteration, a precise list of business 

processes to be implemented is build  

8For every iteration a stable version is delivered 

8Transparency and visbility on progredd 

8Staged deployment  

Full territory  

coberage 

01/2009 



¢ƘŜ ά{ŜŀǊŎƘ .ŀǎŜŘ !ǇǇƭƛŎŀǘƛƻƴέ 
Revolution 

ω Resulting  CRM: 

ς More than 10 heterogeneous databases sources 

ς Tens of thousands of non trained operators 

ς 60 million clients 

ς More than 10 dedicated call center 

ς Real time reporting on operations 

 

ωFrom project start to operations: 3 months 
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Case Study 4: RightMove 
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