Using SEARCH'97"™

APPLICATION OVERVIEW

One of the mgjor tools that Customer Support Center Coordinator uses is the Knowledge Base,
managed by CSC’s, Knowledge Publishing Group. This Knowledge Base, or “KB”, reflects al of the
CSC’stechnical knowledge about supporting HP's Computer Products. This information, commonly
accessed with “Topic”, is critical for successful customer technical calls that are handled at BCSC,
LCSC, and the outsourcers.

Search '97 is an application that replaces Verity’s Topic Agents for windows, version 1.2.1. The only
similarity that this version has in common with its predecessor is the search engine, the assembled
results from a query. Search '97 has the flexibility to be easily configured at CSC, and a fewer
customizable features than Topic Agents for Windows. The settings and interface were arbitrarily
decided.

COURSE DESCRIPTION

This course prepares agents to answer customer guestions through the use of SEARCH'97. The
major topics covered in this course include composing queries and navigating KB documents. The
information provided in this course is valid through September, 1997.

LENGTH
Using SEARCH'97™ : 1 hour (self-paced)

LOCATIONS

Hewlett-Packard Customer Support Centers, worldwide; internal and outsourced.

PREREQUISITES

The scope of this courseis for the current TOPIC user, or Call Management Trainee. This module
gives you the skillsto use the tool; it does not address product specific documentation issues.
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This document outlines the self-paced access of SEARCH'97™ through a WWW browser. These
instructions will guide you to the WWW page of SEARCH'97™.

NOTE: You will need a User Name and Password for access. If you don't know what they are,
contact your Mentor.

Without assistance, access SEARCH'97™
Given aworkstation with Windows 95 or NT already installed and running, launch Microsoft Internet
Explorer by doing the following:

1. Doubleclick on the Internet icon.
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2. Type http://208.13.165.220/teams/hp/scanj et into the address line and press “Enter”.
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3. Click on the SEARCH’ 97 button in the left column of Visua Topic.
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4. Enter your username and password. Click OK.
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Cancel |
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FINDING KNOWLEDGE BASE DOCUMENTS:

A. Enter a query in the query pane of the query area.

B. Enableor disable appropriate collections.

C. Refineaquery.

D. Scan the Resultslist for document choices.

E. Click on the document you want to reference.
CSC develops and maintains all of the documentation that agents use for their job. The bulk of these
documents are assembled in collections, or groups of documents arranged by product type. There are
over 22 thousand documents available. Obviously, you will not read every document. Y ou will search

through the documents by using keywords and operators, to find answers to customer's questions.

A. Enter aquery inthequery paneof the query area:
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The query: <driver and install> represents a search of al the documents with the words "driver" and
“ingtal™ inthem. Theword "and" is an operator.




UsSING SEARCH'9/™

Using Operators. and, or, not

Many search tools use Boolean operators, a group of small, smple words used to define the
relationships between words in aquery. These are examples of "full text" queries.

Examples:
Driver and install would retrieve knowledge base documents containing both driver and install.
Driver or install will retrieve knowledge base documents containing either the word driver or install.

Driver not install will retrieve knowledge base documents containing, the word driver, but not the
word install.

The query "driver install” will retrieve knowledge base documents that have the phrase "driver

install” in them. Y ou probably will have poor results without a Boolean operator present in your
query. We call these queries "phrases’ and can really impede query results. Avoid the use of phrases.

Using Keywords:

Like "driver" and "install”, knowing key words relevant to the information you deliver on the phoneis
important.

Typically, when knowledge base documents are written, some standard words or phrases exist for
similar issues on different product.
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SEARCH'97™ has many operators availabletoit. Hereisalist of operators in addition to and, or, not,
you can use.

Operator: |Definition: Type this [NOT this
example: |example:
* Fills in for one or more characters in word. Also known as a Print* * printer
"wildcard". For all words that contain "print", like printer,
printing, prints, printer-resolution, etc.
Filedate>= [Will yield documents built after 12/1/97 Filedate>= |Filedate>=
12/1/97 next
Wednesday
Filedate<= [Will yield documents built before 12/1/97 Filedate<= |Filedate<=
12/1/97 last
Thursday
And Both words on either side must be found. driver and |Driver install
install and
or At least one of these words on either side must be found. driver or  |Driver install
Same as typing a comma. install or
not Excluded keyword in search. (Requires familiarity with driver not |Not driver
information in Topic and product knowledge). install install
, One word must exist. Same as typing: OR except that driver, ,driver
documents that happen to have other typed words will get a install install
higher score (and be placed closer to the top of the results list.)
= Similar to typing: <contains>. Use in look for identical match |Filename =| =filename
of field contents. No wildcards allowed with equal sign. BPL19000 (BPL19000
<contains> |Brackets must be typed in; spaces not required before < and Security <contains>
after > and the immediate words. Similar to using =. However, |<contains> |Security
wildcards (*) are allowed. Verbal Use |Verbal Use
Only Only
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The ability to use SJ for ScanJet and part numbers for products is a function of the synonym list.
Final Query Options that occur every time you search or query:

- Stemming is the search ability that allows documents not only with the word install, but installs,
installed, installing, and installation.

- Not case sensitive, unless the word itself is case sensitive, then type it as such, e.g. "NeXt
Computer".

Now that you know the components of a query, the collections that a query searches will enhance or
diminish your success.

B. Enable or disable appropriate collections

1. Scroll down the screen from the Query area, and examine the Collections area. Click on
Collections, to see the definition.

Collections are the document collections for the products we support. You may search through all of the
collections, or you may select specific ones.
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Collections
Al information that is indezed by TOPIC is stored in "collections' These collections are nothing more that
individual databases. We have created collections that map to the product families that we support. In order
to reduce the number of databases that your search will by appled to, you can selectively choose the
collections that you want to search against
Collections are selected m the Choose Collections area. In this area wou can selected which collections to
include in your query by placing a check m box These check bozes can be toggled by clicking on the box
again
HWOTE By default, all collections are included in a query!!
Eetun to Query Panel or Thoose Collection:
4 | »
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2. Sdlect collections by clicking on “Select/Deselect al” or on individual products. When you
change these settings from the default of all collections being enabled, you must reset them with
every start up.

Thisiswhat the collection arealooks like. You can locate it by scrolling down from the query area,
after you've typed in aquery.

This s the screen capture of “Collections’ when you click on the Collections link.
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SEARCHOT  Choose Collections
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CAUTION: - Do not malee your collection selections and then click on ANY of the navigational bars. This will not save
your selections! Onee you have indicated your source collections nse these links
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For definitions, click on the links, or highlighted words, for more information.

Y ou can enable or disable any of the Collections by clicking the box to remove or replace the check
mark. Note the “ Select/Deselect All” that will enable/disable everything in that section. Al
collections are selected by default.

3. Click Search or Enter, once you' ve typed in your query and selected collections.
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Example: Let's examine the query, of driver and install and ScanJet. Once you enter a query and
selected or deselected collections, hit Enter. Thiswill dynamically search the knowledge base for
documents that fit your search criteria. The following screen will appear:

C. Refinea query

1. Enter driver and install and ScanJet in the main query panel, and hit Enter. Observe the results
list that appears when the query is done.
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2. Enter aRefine Query of ScanJdet 4c and click Search or Enter. In the query of driver and install and
ScanJet, we can refine the query by entering a specific ScanJet model. When you refine, the query
will just search from the results already found. In thisinstance, only 620 documents are searched,
rather than the entire 22,890 documents.
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D. Scan theresultslist for document choices
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SEARCH'97 Refine Query:

to enter vour previcus search terms, just the new ones
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Tour search matched 228 of 625 documents '

A refined query is applied to the results of aty previous query once. The result is faster response and mcreased accuracy.
To use the refine function, type your additional search words into the box below and click on "Search’ There iz no need
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E. Click and read the document you want to reference

3.

—1.

Three areasin the
Results List:

Refine Query:
Pandl returnsto
further refine, if
necessary.

Results Number:
Reduced to
228/625
documents

Pages of Results:
Reduced to 10
pages
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Thisis a CSC knowledge base document:
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HP SCAWJET 4C SCANNER OFFICE PRO - HOW TO UNINSTALL OMNIPAGE PRO 6.0

Driver Version(s):

Custowerviewable

Wicrosoft Windows 95 Microsofr Vindows 3.1

cwnipage Fro 6.0
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Ommipage Pro 6.0 is packed with the HP Scandet 4c —
scanner Office Pro. This software can be deleted £
the system, if necessary.

Ommipage Pro 6.0 does not have an uninstall icon. To
delete it, do the following:

1. Delete the directory C:\OMNIPAGE.
Z. Delete the directory C:\WINDOWS\CAERE.
3. Open the file VWIN.INI, go to the section

[omnipage] =and delete the line
“datapath=c:‘omniproidata’.

FILENAME

@ boe
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1. Each document has
many fields that
contain document
information like
security, product
information,
operating systems,
etc. Your mentor
can give you more
information about
these.

2. Notice that our
Refine Query is
displayed in red.
However, our
previous query of
driver and install
arenot. Only the
most recent query
words are
highlighted, for ease
of document
navigation.
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Activity:
Now, let’s use aquery to learn afina aspect of knowledge base documents. A very important aspect of
al of our documents is security information. 'Y ou must pay close attention to the Security Level of every

document you look at.

1. Typeinyour keyword(s) and operator(s) in the query panel. In this case, type security
levels and per missions and definitions.

2. Scroll down the screen and view the collections, make sure al of the Collections are
enabled.

3. Scroll back up the page, click Search or hit Enter.

4.  Observe the one result you get, the title is: Topic Agents - Security Levels, Definitions,
Permissions. Confirm the file name: BPQ04590.

5.  Familiarize yourself with the various names and permissions associated with each security
level described in this document.




