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1. Does search even matter for e-commerce?

2. Common problems and remedies
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Agenda



“smartphone with wifi” “e guitar” “womens shoes” “couch”

Does e-commerce search suck?

Bilderquellen: amazon.de, thomann.de, heine.de, poco.de



20 – 70% use the search

• Also triggered from newsletters

• SEM campaigns

• Navigation on the shop / filters / sorting

Is it even important?



Search is an important the most important feature

A study about the influence of shop features on customer loyalty found:

A good search within the shop

Possibility to check order status

Customer service

Contact

Review of other users

Seals of approval

78%

70%

66%

51%

47%

36%

Source: 69,000 participants, Fittkau & Maaß, 2015



1. Title / model number search

• SAMSUNG GALAXY S6

• SAMSUNG S6 EDGE

• S6 EDGE

• SAMSUNG S 6 EDGE

• SM-G925I

• 3423-1134A-P199

16% of shops do not support model number search

Common search problems…

source: berlet.de



…and their remedies

“Samsung UE60KU”Before After

How: By understanding what the model number / series in the query is



2. Categories

• Blow dryer != hair dryer?

• Laptop != notebook?

• Jeans jacket, jeans or jacket?

70% of online retailers don’t even use synonyms

Common search problems…



“TV” / “television”

source: berlet.de

…and their remedies

Before After

How: By using a knowledge-driven search approach



3. Abbreviations and units

• 42” TV

• 42 inch TV

• 42in TV

• 108cm TV

60% of online retailers don’t use any mappings

Common search problems…



“42 inch TV”

source: berlet.de

…and their remedies

Before After

How: By normalizing product and query data



4. Lack of suggestions / autocomplete

• Show relevant suggestions

• Group into categories, related searches, products, 
articles, etc.

• Avoid “choice paralysis”

• Enable keyboard navigation

82% use it, but 36% of those impair UX

Common search problems…



“TV”

source: berlet.de

How: By pre-analyzing brand - category - product relationships

…and their remedies

Before After



5.1 Query Intent Support: non-product queries

• Don’t show search result pages when the intent is 100% clear

“shipping”

Common search problems…

“return policy”



“shipping”

source: berlet.de

…and their remedies

Before After

How: By redirecting common non-product queries



5.2 Query Intent Support: feature queries

• Different interpretations possible: “laptop with 8gb ram” or “8gb ram for a 
notebook”

“laptop 8GB ram”

Common search problems…



“laptop 8gb ram”

source: berlet.de

…and their remedies

Before After

How: By semantic query analysis, disambiguation laptop/ram as category



5.3 Query Intent Support: natural language queries

• This is where keyword matching fails.

• What does “small” mean in the context of “notebook”, what in the context 
of “shoes”?

“small notebook”

Common search problems…

“cellphone with large screen”



“kleines notebook”

Durch sein kleines Design kann 
der Nano-Adapter am USB-Port 

angeschlossen sein und dort 

verbleiben, wenn Sie Ihr 
Notebook einpacken.
source: berlet.de

…and their remedies

Before After

Engl: “small notebook”

How: By natural language understanding



5.4 Query Intent Support: compatibility queries

“nikon lens for canon eos 1300”

• What are the concepts and what is the desired relationship?
“case” in the context of “galaxy s6” is probably a mobile phone case

Common search problems…

“case for galaxy s6”



“case for galaxy s6”

Samsung Clear View for Galaxy S6 
edge - silver smartphone bag

source: berlet.de

…and their remedies

Before After

How: Hybrid of query analysis and title matching



5.5 Query Intent Support: range queries

“smartphone 100-200€”

• How do the numbers relate to the search query, do they match existing 
filters?

Common search problems…

“tv bigger than 42” screen”



“smartphone between 100 and 2oo€”

...

source: berlet.de

…and their remedies

Before After

How: By natural language understanding and applying filters



6. Spelling correction

• Every 10th query is misspelled

• 18% of online retailers can’t handle spelling errors

“notbooks”
“celphone”
“bule dres”

Common search problems…



…and their remedies

Before After

How: By correcting the query 



7. Transparency

• Avoid the “Say whaaaat?” – Effect

• Tell the user why you show those results.

Common search problems…

“large TV under 1000€”

Wir haben 39 Fernseher für Sie finden können. Ihre Suche nach unter 1000 euro haben wir folgendermaßen 

verstanden: Sie sind preisbewusst und haben ein festes Budget, daher wurden alle Produkte aufsteigend 

nach Preis sortiert mit Berücksichtigung Ihrer gewählten Grenze. Ihre Suche nach großer haben wir 

folgendermaßen verstanden: Sie suchen Geräte mit möglichst großer Displayfläche, daher haben wir alle 

Produkte nach Displaydiagonale sortiert. Alle gefundenen Produkte sind absteigend nach 
Bildschirmdiagonale sortiert.



8. Performance

• Nobody likes to wait => max. 100ms per query

• A one second delay in page response can result in a 7% 
reduction in conversions*

Common search problems…

*Source: kissmetrics



4.77Seconds 82 Milliseconds

58x faster

…and their remedies

Before After

How: 
1. Our search is in-memory
2. Plugin uses JS instead of rendering entire page again



• Rank smartly: learn from user behavior (+/-3% CTR)

• Personalize: do you buy the same butter?

• Provide filters and order options

• Be responsive and optimize for mobile

• Let your URLs talk: chocolissimo.de/s-schokolade-mit-beeren

• Analyze query logs

• Don‘t assume anything, measure everything

More opportunities



The Future

Chatbots!

sources: trends.google.com, BI Intelligence

„chatbot“ search volume



The Future

Natural language search

“I want to buy a TV with a 42 inch 
screen under $500 from Samsung.”

sources: amazon.com, google.com, berlet.de



Recap

How to make great E-Commerce search in a nutshell:

• Understand the user’s intent

• Speak the user’s language

• Be fast

• Be precise but offer alternatives

• Be transparent

• In the future: ask questions, get into a conversation



Thank You!

Connect with us.

semknox.com / sitesearch360.com

david.urbansky@semknox.com

+49(0)351 32123 102


