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Introductions

Laurel Poertner

Over 15 years experience Managing technical support and education 
teams

Delivered technical and business process training

Supported, used and managed Knowledge Management tool, Knova

Built virtual classroom offerings for an Enterprise Resource Planning 
software package

Implemented several CRM and KM systems internally and as a 
Professional Services consultant

Certified Trainer of Knowledge Centered Service v6SM Practices



1. Review why Analytics 

2. Basic Analytics - Key concepts

3. Set up your Lab Environment

4. Understand - Dashboards

5. Understand ðSolution Adoption

6. Act ðContent Gap and Query Performance

7. Act ðCommon Boosting Scenarios

8. Understand ðWorkflow and Self-Service

9. Automate - Machine Learning

Plan



Goal: Gain practical experience using all the Usage Analytics Tools to help

Ồ Understand your users to gain additional insight into search behaviors and 

patterns

Ồ Analyze Analytics data using reports and the Visit Browser to identify areas 

to optimize the search experience

Ồ Understand the importance of Relevance and how to improve it using 

Query Pipeline rules

Ồ Knowing the most appropriate action to take to improve the search 

experience based on performance and utilization metrics

Ồ Knowing when and how to set up Machine Learning and manual search 

tuning to increase relevancy

About This Course



A Review
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Why Analytics



Change is constant

And so is the need for Relevance

Providing Relevance is a Journey in which you continuously 

Understand the Behavior of your users, gain insight

Act on this insight, to provide to improve Relevance

Leverage Machine Learning toAutomate the Relevance Improvement

Relevance is a Journey, not a destination 



The Triumvirate of Analytics

Understand Act

Automate

What your user are searching for

What they are clicking on

Are they finding what they are looking for

What is relevant to them

Optimize the search experience 

based on what your user are 

doing

Tune the experience to provide 

ever-improving relevance

Leverage Machine learning to automate the 

Relevance tuning process as you go

Free time to do further research

1 2

3
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The Tools of Analytics

User Interface

Query Pipelines

Machine LearningUsage Analytics

Connectors

Salesforce Sitecore Web Exchange

Index

Source

Items

Source

Items

Source

Items

Source

Items

Understand 1

Act 2

Automate3



Coveo Relevance Maturity Model

manual/hard automated/easy

content intelligence

Positive 

business 

impact & 

ROI

Negative 

economic 

Impact
Basic search captures userõs intent, and saves time retrieving information.

Entry-level search is resource intensive, relies heavily on taxonomies for relevance.

Federated search fails at ranking combined result sets relevantly.

Poor relevance affects conversions, clickthroughs, satisfaction, deflection, escalations, productivity, innovation, work redundancy, 

...

Net net, entry level search [cheaper] is the most expensive strategy.

Siloed

search

Federated

searches

0
Efficiency gains Proficiency gains

LEADERSLAGGARDS

6 Discovers userõs likely intent, 

by analyzing behavioral data.

Machine learning auto-tunes recommendations and 

ranking to maximize business outcome, enabling true 

one-to-one user engagement and upskilling.

Self learning predictive

recommendations

PREDICTIVE
[relevance is predictable] 

5

êrelated content, experts, 

products or services pushed to 

expand userõs knowledge and 

abilities to do more, buy more, 

learn more, engage more, etc.

Contextual

suggestions

3

4

êadapt relevance through 

weighting of ranking factors, 

query ranking expressions, 

based on known content 

characteristics.

êin-product, in -task, and other 

contextual signals factor the 

uniqueness of the user and 

query context and ranks results 

with higher relevance.

Tunable 

relevance

Contextual 

relevance

PROACTIVE
[relevance is contextual]

1

2

Unifies and ranks 

information from 

multiple sources.

Configurable rich facets, search 

tabs, folding and security 

trimming provide the very first 

step of personalization for users.

Content 

navigation
Secured

unified

ranking

RESPONSIVE
[relevance is personal]

CRMMË 

stages



Reactive

Low search success

Visits w/ no results

Searches w/ no results

Low click-through/rank

Responsive

Visits w/ searches

Searches w/ clicks

Click-through increases

Avg click rank decreases

Proactive

>50% customers visit 

Self-service portal

Cases submitted 

decreases

Predictive

>85% customers visit 

first

Click-through >50%

Avg Click rank <3

10

Self-Service maturity model



Search Clicks Search Success Relevance
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Top Queries

Top Keywords

Visit Click-Through %

Top searches w/clicks

Top documents 

clicked

Search Click-Through 

%

Visits w/Searches and 

a click

Visits w/results

Click-through %

Avg Click rank

Queries w/ high 

relevance

Top documents by 

average click rank

Identify what is successful for your users (ie. Did they find what they were looking for?)

Understand



Search Clicks Search Success Relevance

12

Top Queries w/o 

results

# Queries w/o results

Queries w/o clicks

Lowest clicked 

documents

Top keyword for case 

creation subject

Top documents 

clicked with case 

creation

Queries w/ low 

relevance scores

Lowest average click 

rank queries

Identify what is NOT successful for your users

Understand



Key Concepts
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Basic Analytics



1. Review why Analytics 

2. Basic Analytics - Key concepts

3. Set up your Lab Environment

4. Understand - Dashboards

5. Understand ðSolution Adoption

6. Act ðContent Gap and Query Performance

7. Act ðCommon Boosting Scenarios

8. Understand ðWorkflow and Self-Service

9. Automate - Machine Learning

Plan



Review the important key concepts of basic analytics to delve further into more technical 

areas.

Learning Objectives

1. Understand the big picture of where Usage Analytics data fits in with the Coveo 

Organization

2. Review the concepts of Visits , Events, Dimensions and Filters

3. Understand the different dashboard templates and metrics

In This Module



Where are We

User Interface

Query Pipelines

Machine LearningUsage Analytics

Connectors

Salesforce Sitecore Web Exchange

Index

Source

Items

Source

Items

Source

Items

Source

Items

6Analyzing 

behavioral data



Big Pictures

[Facet Component]

Usage Analytics

[Recommendations 
Component]

[Omnibox Component]
query suggestions
suggestion engine

Index

[Search Result List]

Query Pipeline

Coveo Search Interface

Coveo Cloud Platform

queyr suggestions

Search Result
(Coveo items)

Query1

2

Usage 
Analytics
Database

Event

Coveo Analytics Admin

Explorer Dashboard

Dimensions

Metrics

Dimensions

Metrics

Send a 
Query

Type a 
Query

Click on a 
Query 
Suggest

Click on a 
Facet

Click on a 
Recommendation

Click on a Search 
Result



Key Concepts: Events, Dimensions and Metrics

1 An Event is composed of 
Dimensions, each 
populated with their unique 
Value

2 3Something 
happens on the 
page and triggers
an Analytic Event

Coveo Platform 
compiles Metrics
about each 
Dimensions and their 
Values (Numerical 
Value)

Dimensions Value

User Name Laurel Poertner

UserQuery Adventure

Event Type Search

Date 5:13:53PM 
03/21/2017

Event Cause searchboxSubmit

Origin1 (Page/Hub) FullLearning Site

Origin 2 (Tab/Interface) All



Comprised of Dashboards to quickly monitor the search usage status and

Explorers which are subsets of dashboards to drill down into the usage analytics data

Permission Filters

Filter data in:

Ồ Reports

Ồ Exports

Ồ Visit Browser

Exports

Access from:

Ồ Visit Browser

Ồ Explore Data/ Explorer

Ồ Export menu

Report Access

Define who can access:

Ồ Only Me

Ồ Analytics Privileges

Ồ Custom

Reporting



App Store Site

Lab Environment



1. Review why Analytics 

2. Basic Analytics - Key concepts

3. Set up your Lab Environment

4. Understand - Dashboards

5. Understand ðSolution Adoption

6. Act ðContent Gap and Query Performance

7. Act ðCommon Boosting Scenarios

8. Understand ðWorkflow and Self-Service

9. Automate - Machine Learning

Plan



Understand the Coveo Learning site and environment to use throughout the training.

Learning Objectives

1. Become familiar with the App Store search page

2. Review Query Pipelines

3. Understand how the App Store context will be used as our learning environment

4. Use the App Store site to create your own test environment and pipeline

In This Module



Site Dimensions
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https://platform.cloud.coveo.com/pages/coveolearningintermediateanalytics/Demo#t=All&sort=relevancy

https://platform.cloud.coveo.com/pages/coveolearningintermediateanalytics/Demo#t=All&sort=relevancy


Where are We

User Interface

Query Pipelines

Machine LearningUsage Analytics

Connectors

Salesforce Sitecore Web Exchange

Index

Source

Items

Source

Items

Source

Items

Source

Items

3 4
Tunable 

relevance

Contextual 

relevance



Vocabulary Refresher

Integration

Ồ System that hosts a Coveo Search Experience

Hub

Ồ Name given to a hosted Search Page or Search Panel 

Query Pipeline

Ồ Conduit by which an interface transmits a Query to the Index for processing

Ồ Alternate set of rules that can be defined to modify queries

Ồ Take advantage of query pipelines when you have more than one search interfaces / audiences 

Ồ Distinct users 

Ồ Purpose

Ồ Different rules
Agents

Customers

Partners



Some Vocabulary

Hub ïFull Learning Site Hub ïMy pipeline

default 

Pipeline



What we Want

Customer

Pipeline

Trainee

Pipeline

Hub ïFull Learning Site Hub ïMy pipeline



Exercise ðCreate your Own Pipeline
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Ồ Add a new Query pipeline (call it your name or something unique and easy)

Ồ Open the search page and add your pipeline in the link

Ồ Before the # you add this: ?pipeline=MyOwnPipelineIjustCreated

Ồ Example:  

https://platform.cloud.coveo.com/pages/coveolearningintermediateanalytics/Demo ?pip

eline=Laurel #t=All&sort=relevancy

Ồ Test and Validate your pipeline

Ồ Search an expression

Ồ Press Alt + Double Click beside title of first result

https://platform.cloud.coveo.com/pages/coveolearningintermediateanalytics/Demo?pipeline=Laurel#t=All&sort=relevancy



