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YourAmigo Enterprise Search for 
Contact Centres 
 

PRODUCT DESCRIPTION 
[YAES] VERSION 0.A 

The distribution of this document does not grant any license or rights, in whole or in part, to its

content, the product(s), the technology(ies), or intellectual property, described herein. 

 

Disclaimer 

 
THE SPECIFICATIONS AND INFORMATION REGARDING THE PRODUCTS IN THIS DOCUMENT ARE SUBJECT TO

CHANGE WITHOUT NOTICE. ALL STATEMENTS, INFORMATION, AND RECOMMENDATIONS IN THIS DOCUMENT

ARE BELIEVED TO BE ACCURATE BUT ARE PRESENTED WITHOUT WARRANTY OF ANY KIND, EXPRESS OR IMPLIED.

USERS MUST TAKE FULL RESPONSIBILITY FOR THEIR APPLICATION OF ANY PRODUCTS. 

THE SOFTWARE LICENSE AND LIMITED WARRANTY FOR THE ACCOMPANYING PRODUCT ARE SET FORTH IN THE

INFORMATION PACKET THAT SHIPPED WITH THE PRODUCT AND ARE INCORPORATED HEREIN BY THIS REFERENCE.

IF YOU ARE UNABLE TO LOCATE THE SOFTWARE LICENSE OR LIMITED WARRANTY, CONTACT YOUR FUTURI

REPRESENTATIVE FOR A COPY. 

NOTWITHSTANDING ANY OTHER WARRANTY HEREIN, ALL DOCUMENT FILES AND SOFTWARE OF THESE SUPPLIERS

ARE PROVIDED “AS IS” WITH ALL FAULTS. FUTURI AND THE ABOVE-NAMED SUPPLIERS DISCLAIM ALL WARRANTIES,

EXPRESSED OR IMPLIED, INCLUDING, WITHOUT LIMITATION, THOSE OF MERCHANTABILITY, FITNESS FOR A

PARTICULAR PURPOSE AND NONINFRINGEMENT OR ARISING FROM A COURSE OF DEALING, USAGE, OR TRADE

PRACTICE. 

IN NO EVENT SHALL FUTURI OR ITS SUPPLIERS BE LIABLE FOR ANY INDIRECT, SPECIAL, CONSEQUENTIAL, OR

INCIDENTAL DAMAGES, INCLUDING, WITHOUT LIMITATION, LOST PROFITS OR LOSS OR DAMAGE TO DATA

ARISING OUT OF THE USE OR INABILITY TO USE THIS DOCUMENT, EVEN IF FUTURI OR ITS SUPPLIERS HAVE BEEN

ADVISED OF THE POSSIBILITY OF SUCH DAMAGES. 

 



 
Text Copyright © 2003 YourAmigo. All rights reserved.      

Page 2 

 

YourAmigo Enterprise Search for Contact Centres 
 

Sharing Information in a Successful Contact Centre 
 
There are a number of factors that make a contact centre successful. 
Typically, there are a handful of indicators that point to contact centre 
success.  These indicators include: 
 

• Contact per agent per hour 
• Speed of contact handling 
• Customer satisfaction 

 
Minimising the time taken to process each individual contact has been the 
focus of many innovations in the contact centre space. Improved load 
sharing technologies, better automated voice response (AVR) systems, better 
traffic management and peak lopping technologies have all been central in 
many recent contact centre investments. 
 
However, in more sophisticated contact centre scenarios, the agents must 
make unstructured decisions or provide advice. In these situations, the quality 
of the interaction is as important as (if not more important) than the speed of 
the interaction in delivering customer satisfaction. The measure is not how 
fast the customer received their advice as much as how valuable they found 
that advice. 
 
To be able to provide knowledge-based support for agents delivering that 
advice, many companies are building intranets to help agents share 
knowledge with each other. These are often geographically distributed 
across multiple contact centres throughout the UK (e.g. Cardiff, Leeds and 
Edinburgh), Europe (Rotterdam, Toulouse and Munich) or the world (Austin, 
Adelaide and Cape Town). 
 
In such geographically distributed installations, intranets have the potential to 
deliver a key ability to share knowledge. However, many intranets are also 
the source of inefficiency as the agents simple can’t find the specific 
information they need amongst the mass of data retained. In short, wasted 
search time unnecessarily costs contact centre managers millions of pounds 
each year.  
 

Search in Contact Centre Success 
 
Why do your agents have trouble finding information on your intranet? To 
answer this question, you need to understand the search process. 
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Search functionality is characterised by three stages: Building an index, 
searching that index to produce a results set and then ranking the results 
against relevance criteria. An IDC Report by Susan Feldman and Chris 
Sherman (2001) estimated that 35% to 50% of an organisation's Intranet 
can’t be indexed due to the fundamental limitations of spider-based search 
engines. Some of the new search engines to come onto the market in 
recent times have been launched on the strength of features in the “search 
the index” stage such as concept-based searching. Google, in the internet 
space, achieved its success through an improved ranking of search results. 
But at the end of the day, these other two stages are totally dependent on 
the ability to build an index of 100% of content. Without this foundation, all 
other features are methods to manipulate incomplete data. 
 
The IDC report estimated that poor search on an intranet costs companies in 
three ways: 

• The cost of wasted search time – when a search is conducted but no 
valuable result is found 

• The cost of replication – when an agent reproduces a piece of work 
that could have been avoided if the original document was found on 
the intranet 

• The cost of lost opportunity – when there are premium opportunities 
which are not seized because their indicators were never found on the 
intranet 

 
Of all three of these estimated costs, the cost of wasted search time was the 
most directly measurable and the most conservative. IDC estimated that the 
cost to organisations represented by wasted search time alone was in the 
order of US$2,500 per knowledge worker per year, every year. 
 
If one knowledge worker equated roughly to one advice giving agent in your 
contact centre, what sort of savings could you realise by solving search in 
your contact centre? 
 
 

YourAmigo Solves Intranet Search for Contact Centres 
 
YourAmigo has focused on developing a unique architecture that does not 
use spidering and as such is not limited in what it can index. It has the ability 
to index all content on an Intranet or Website including unlinked documents 
and both POST and GET method dynamically created pages. Post method 
pages are commonly used to deliver intranet browser based access to 
back-end databases and enterprise applications. 
 
Some other companies claim to be able to index dynamically created 
pages but this is only in very limited cases, where a dynamic page has been 
expressly linked from a static page. They are not able to index POST method 
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dynamic pages, and many spider-based engines cannot index any type of 
dynamic page. 
 
To achieve this, YourAmigo utilises a revolutionary new content discovery 
technology. This means that it doesn’t need to rely on federated search 
techniques and all the limitations associated with it (such as: high integration 
costs, slow searching, poor ranking of results and high consumption of system 
resources). 
 
Further, because Indexer agents sit on the servers, YourAmigo can stay more 
up-to-date. This addresses another commonly reported limitation of search 
engines. 
 
In a large geographically distributed intranet, search spiders can consume 
huge amounts of bandwidth and that’s a significant cost. However, 
YourAmigo can be configured to send only change data relating to the 
content, not the entire document as sent by spiders. Further, that change 
data can be encrypted and compressed, again beyond the capability of 
spider technology, delivering bandwidth usage of about 5% of spiders and 
much higher levels of data security. This, combined with YourAmigo’s ability 
to fully integrate with existing user access privileges systems, means that 
YourAmigo is ideally suited to all distributed systems, portals and extranets. 
 
YourAmigo can index and simultaneously search across multiple repositories, 
different scripting languages, across multiple different platforms, and include 
content from various groups without requiring work practices to change and 
without implementing complex work-flow management or content 
management systems. By the same token, it can also integrate with these 
systems if required. 
 
YourAmigo Enterprise Search has an architecture that allows it to scale to 
large document sets, adding an additional Indexer with every new server 
delivering content. It also scales down. Customers can start small, with a 
small licence that can be expanded as time goes on. There is no financial 
risk starting small and growing the licence due to YourAmigo’s flexible, sliding-
scale pricing model. 
 
 

Improve Efficiency & Customer Satisfaction 
 
If you are running a contact centre – or perhaps a number of them – then 
your will be looking for ways to improve efficiency and customer satisfaction. 
If your contact centre agents are required to make unstructured decisions, 
consultatively sell or provide advice then knowledge sharing will be important 
to the success of your contact centre. 
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• How much of your time are your contact centre agents spending 
looking for information? 

• What would be the impact of halving their search time? 
• What would be the impact of shaving 3 seconds from every contact? 

  
If you can help your operators find information more easily, then they will be 
able to address your customer’s needs more quickly and more efficiently. 
That means that your customer contacts are processed more quickly and 
more accurately which all helps boost customer satisfaction with the service 
they receive from your contact centre. 
 
Build a world class knowledge sharing system in your contact centre and 
drive up customer satisfaction and efficiency simultaneously. To build a world 
class knowledge sharing system, put YourAmigo Enterprise Search at its heart. 

More Information 
For more information on Futuri’s range of products and 
service’s please visit  

www.futuri.com 
Or contact sales@futuri.co.uk 


