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as a Long-Standing Promise



Copyright © Coveo Solutions Inc. All rights reserved. Proprietary and CONFIDENTIAL 20263

“Feature” Searches
(39% of Sites Have Issues)

“Use Case” Searches 
(43% of Sites Have Issues)

as We Knew It

The Current State of Ecommerce Search

https://baymard.com/blog/ecommerce-search-query-types
https://baymard.com/blog/ecommerce-search-query-types
https://baymard.com/blog/ecommerce-search-query-types
https://baymard.com/blog/ecommerce-search-query-types
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Wang, H. and Na, T., 2024, January. Rethinking e-commerce search. In ACM SIGIR

as We Knew It

(a)  July 7, 2019 (b)  July 19, 2021 (c)  Jan 28, 2023

Query understanding has been 
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as We Knew Them



Copyright © Coveo Solutions Inc. All rights reserved. Proprietary and CONFIDENTIAL 20266

Between Scylla and 

Search

Weakness

Less natural for conversational language.

The trade-off to manage

Chatbots

Weakness

Often cannot deliver on the promise.
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Why now

→ AI & LLMs available

→ Amazon sent a signal

→ Safer to experiment

→ Vendors offering 

conversational

Retailers are treating chat as a real discovery surface.
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What sets them apart
Breaking with one of the core 
tenets of search: consistency.

But for the first time 
genuinely conversational
and capable.

Right
Three examples showing different 
answers to the very same question.
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What sets them apart
From price constraints to 
comparisons, bundles and 
enablement.

Shopping chatbots are 
starting to handle those 
intents, stepping into 
RecSys territory.

Right
Three examples of different intents chatbots are 
expected to handle.

9
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Frasers has launched its 
new chatbot, but it 
struggles with critical 
use cases - particularly 
more complex queries like 
product comparisons.
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Belk recently launched its 
new chatbot.

However, many of the 
products it recommends 
don’t actually match the 
user’s query.
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Even Macy’s chatbot, 
which is overall solid, 
struggles with the 
relevance of results, 
exacerbated by the 
“carouselization” of results.
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Search is evolving too. But some “conversational” 
features are more superficial than others.

Features such as “conversational filtering” are not 
changing the experience in significant ways. Other 
experiments appear more promising.
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Search is evolving too. Across verticals, markets, and 
organizations.

Investments in query understanding and LLMs (or SLMs) 
are changing what the search bar can handle.
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Search is evolving further, returning not just products 
but also answers.

Experiments with generative AI are changing what 
the search page is showing shoppers
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Between and 

Same shopper, intent, 
query, and moment. But 
two experiences.

If they are the same, one 
is redundant. If they are 
conflicting, they are 
confusing.
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It’s ultimately an empirical question. But 
attribution is hard.

A useful precedent: McKinsey famously 
attributed 35% of Amazon's revenue to 
recommendations.

Research suggested the real causal 
impact was closer to 10%.

3 out of 4 recommendation sessions 
would have happened anyway.
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Ockham’s Razor, 

Do not multiply discovery 
interfaces beyond necessity."

William of Ockham
Reviewing duplicate UIs



Copyright © Coveo Solutions Inc. All rights reserved. Proprietary and CONFIDENTIAL 202619

Not an Argument for as it Was

Interesting 
experimentation in the 
direction of conversational 
search.

But a long way to go.
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Not an Argument for as it Was

Interesting experimentation 
in the direction of avoiding 
duplicate discovery 
interfaces

But filtering is limited. 
Sorting not supported.
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Must handle constraints, 
attributes, comparisons. But also 
rich filtering, sorting by price.

Requires dynamic interfaces - not 
just relevant results, but adaptive  
layouts. 

Makes slow AI acceptable for 
shoppers, buying patience and 
reducing the time to first token. 
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Scope
→ Anchored to a specific 
product or context — not 
open-ended discovery 

Grounding
→ Responses from 
verified product data —
not generated around it 

Job
→ Resolve, not explore —
a user close to a decision, 
not in the middle of one
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Product Discovery

With a dynamic, responsive UI that adapts to shopper input

Enterprise-ready, orchestrated agentic solution

Agents grounded in your own catalog data

A unified shopper experience with predefined layouts

A streamlined experience for shoppers to search, 
compare, ask questions, and get answers
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The AI-Relevance Company


