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The Case for Universal Search

Google’s mission is to organize all the world’s information and make it universally

accessible and useful. Many people recognize that organizing information on CONTACT US

the Web is core to this mission, but less well known is the fact that organizing Google Enterprise
enterprise information is also core. An estimated 40% of the world’s information www.google.com/enterprise
sits behind a firewall, and its value is becoming increasingly evident. In a survey (650) 253-4370
conducted by AllM, an association that focuses on enterprise content, 89% of L

company personnel surveyed believe that managing enterprise documents is
“important to their organization’s strategic goals,” and 70% say that its importance
has grown over the last two years.

Despite this, while some of the information in an enterprise is often organized (i.e., contained in a database, file share,
or content management system), typically very little of it is accessed or used. According to Jupiter Research, among
companies that have deployed content management systems, nearly one quarter of executives surveyed complain that
they are only sparsely adopted by end users. And according to the Butler Group, 10-12% of labor costs are wasted
because employees can't find or access the information they need to do their jobs.

Google’s universal search for business

Which brings us back to our mission. At Google, we believe in a simple premise: all of the information you need to

be productive at work should be available through one search box. That’s the concept behind universal search for the
enterprise. In our vision, users are able to search all the content sources in their organization, including content on the
corporate network, the desktop, and the World Wide Web. In addition, they can compare and rank the information in
real time, and view a single, integrated, secure set of search results that gives them precisely what they're looking for.
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The universal search capabilities in the Google Search Appliance allow organizations to securely incorporate
information from a variety of internal and external sources:

e File Shares — Files in 220 different formats — HTML, PDF, Microsoft Office, Open Office, and many more.
e Intranets — All files on your Intranets and other web servers.

e Content Management Systems — Content in your content management systems, with out-of-the-box connectivity
to the most popular systems, including EMC Documentum, IBM FileNet, Open Text Livelink, and Microsoft
Sharepoint. In addition, we include an easy-to-use Content Connector Framework, which has a robust SPI that lets
you build custom connectors to other content management systems.

¢ Enterprise Applications — Information in your business applications using Google’s OneBox for Enterprise, which
enables you to connect with CRM systems, financial databases, ERP systems, business intelligence systems, and
many other enterprise applications. These are real-time connections, where data is extracted and displayed as
part of your search results. For instance, a query of “east coast sales” would bring back a graph of sales from your
business intelligence system. We have partnered with Oracle, Cognos, SAS, and many others to provide users with
this connectivity.

e Databases — All the data in your IBM DB2, Microsoft SQL Server, MySQL, Oracle, and Sybase relational database
systems.

e Desktop — Information saved on “the desktop” rather than the corporate network. With Google Desktop for
Enterprise, you can quickly search your hard drive, e-mail, web pages you've viewed, and IM chats.

e “The World” — And of course, our universal search includes all of the rich information on the Web, including news,
research, images, blogs, products, and print content.

Content Connector Framework

Since universal search is premised on helping you search all of the content sources in your enterprise, we offer
the Content Connector Framework. Complementing our out-of-the-box connectivity to a number of popular content
management systems, this tool lets you build customized connections to other systems. Here’s a diagram of the
enabling architecture:
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In addition to the above, we have connectors available through our partnerships for Lotus Notes/Domino,
Hummingbird, and Interwoven.
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Integrated Results

The key benefit of universal search is that users see integrated results drawn from a variety of sources. Here's an
example of a search result, using the seach term “rlocke.”

As you can see, the intelligence behind the search box understands that rlocke is most likely an e-mail handle, and first
taps into the company directory to return Ryan Locke’s information. In this case, there’s a Google OneBox connection
with the directory that enables the real-time connection and custom display of results. The other search results are
likewise drawn from documents in the company’s intranets, content management systems, and fileshares. These results
are displayed based on relevance, typically with sub-second response times.
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Ryan Locke's Blog - A Better Place to Play

Ryan Locke's musings on Acme Systems, Inc strategy.

Will Acme widgets take the world by storm?
blogs.corp.acmesystemsinc.com/~rlocke/ - 14k - 2007-10-10 - Cached

Rvan Locke's documents
Documentum Home - Ryan Locke’s documents.
cms.acmesystemsinc.com/docs/rlocke - 26k - 2007-07-13 - Cached

ms rowerpomm Widget Marketing Strategy.ppt

Description: We are redesigning the website for Acme Widgets to

produce a much more compelling experience that leads to...
www.corp.acmesystemsinc.com/~rlocke/WidgetMarketingStrategy.ppt - 2007-9-13 - Text Version - Cached

Ryan Locke's Wiki Profile

... Name: Ryan Locke; Login Name: rlocke; Email: rlocke@acmesystemsinc.com; Phone:
6505555555; Department: Marketing: ...
wiki.corp.acmesystemsinc.com/wiki//RyanLocke - 11k - Cached

How companies benefit from universal search

Google Search Appliance has benefited companies from a wide range of industries, including financial services,
manufacturing, health care, professional services, and others. It can help you:

¢ Increase productivity — According to the Delphi Group,
knowledge workers can spend up to 25% of their time

simply searching for information. With universal search, “It now takes our sales executives
employees can spend less time searching and more time 15 seconds to find something that they
focusing on mission-critical tasks. used to burn 30 minutes looking for ...
e Reduce duplicate work — When employees are able to many of them have told us this is the
find and use the intellectual capital that's already been best thing we have ever done for them.
developed within an enterprise, you save the time and We are extremely pleased with the results
resources typically spent duplicating work. relevancy of the Google Search Appliance.”
* Make informed decisions faster — Universal search gives — Jim Cahill, Marketing Communications
you easy access to real-time information from multiple Manager at Emerson Process

internal and external sources through a single search box.
This allows decision-makers to quickly review relevant
information for a well-rounded, big-picture perspective.

e Consolidate IT solutions and reduce costs — Since Google Search Appliance links all the IT systems in an enterprise,
it's the only search solution an enterprise needs. In many organizations, installing the appliance eliminates the need
for multiple departmental and localized search solutions, dramatically reducing investment in search.
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Universal search in practice: Agile Software

Business
Agile Software Corporation (NASDAQ: AGIL) delivers product lifecycle management (PLM)
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to facilitate collaboration on product design, manufacturing, marketing, and distribution. More
than 11,000 customers in various industries have licensed Agile solutions.

Challenge

To serve its thousands of customers effectively, Agile has a global workforce of over 700 employees, with offices in
locations including India, Canada, China, Germany, Texas, and California. Within the company’s various business
functions, information is managed and stored differently. For example, the finance, legal, and solution delivery teams
store information using Documentum’s eRoom, a document repository, while the engineering team manages all of

its information using Agile’s own PLM system, ClearQuest, and wikis. Customer support uses Onyx, a web-based
CRM system, and Primus to manage knowledge-base articles. In total, Agile has more than 300,000 documents
throughout its various Enterprise Application stores. The systems holding this information were being used
independently, with no ability to run a unified search across them. The company’s inability to efficiently leverage
knowledge prevented Agile from mitigating the costs and resources associated with training its employees. Finally, as
a public company, Agile was particularly at risk to Sarbanes Oxley restrictions. It needed a search solution that would
not risk compromising the security of sensitive company documents.

Solution

Agile’s executive team approached IT with a request for a “Knowledge Management” tool that was easy to implement,
accessible across its global workforce, and compatible with security requirements. The IT team selected the Google
Search Appliance based on its “solution-in-a-box” concept and the end-user familiarity it offered. With minimal
customization, the team integrated the Appliance with various content sources used across the organization. As a
result, Agile’s global workforce can now:

e Access information in various systems across the organization
e | everage the work of other business functions within the company

e Fasily access information contained within various information sources,
including CRM systems, wikis, document repositories, and blogs

“The Google Search Appliance works well,
works fast, and more than lives up to
expectations. Top to bottom, it’s very well

thought-out,” according to Tom Loebach,
¢ Take advantage of these capabilities while still adhering to critical Solution Consultant for Agile

security measures.

Results

Within a few months the Appliance was enthusiastically supported by all business functions. During a month-

long period at full implementation, the number of searches performed on the Appliance doubled. Familiarity with
Google significantly helped adoption, since there was no need for end-user training. And Agile’s entire workforce

has benefited from the quick information retrieval offered by the Appliance. Both employees and off-shore workers
are able to do their jobs much more effectively. The availability of information to the offshore workforce has greatly
reduced the cost and resources involved with training. But the return on investment has been greatest within the
customer support team. Whereas before the support team often had to “recreate the wheel” with each new issue, the
team now has immediate access to the information they need from engineering and other departments. The speed
with which Agile can now access critical customer and product information has made a significant positive impact on
both employee and customer satisfaction.
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