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The company describes itself as follows : “Pegasystems Inc. (NASDAQ: PEGA) is
the leading provider of provider of SmartBPM®, rules-based Business Process
Management software designed to help organizations gain new business, implement
outstanding customer relationship management, improve the performance of their
service backbones, and implement effective risk and compliance management.
Leveraging existing infrastructure and technology, industry-specific solutions for banking
and financial services, insurance, and healthcare further accelerate time-to-market.”

The situation : Pegasystems faced a challenge in customer support and satisfaction
when they were forced to deactivate their longstanding enterprise search appliance in
light of security concerns. This sudden change left their 3,000-member community
without the search capabilities on which they had come to depend for troubleshooting
and resolution of technical issues. Pegasystems needed to find an Enterprise Search
Engine (ESE) that could do the job technically, robustly, and within a very tight budget —
and they needed to find it fast or face an escalating level of service call demand.

The solution : Northern Light brought its ESE platform, search expertise, and customer-
first service to Pegasystems delivering a functional prototype replacement system within
days, and offering a full solution at an aggressive price point. What Pegasystems began
as an exercise in low cost replacement under fire turned into an ongoing process of
exploiting and tuning the search engine’s power to serve an exacting audience of
technical users.

SPI Research spoke with Sam Coe who manages tlasyRezms Developer Network — a members-only
web site specific to Pegasystems’ products. To@03ysers are almost exclusively developers whdhese
Developer Network’s search capability for troublesting and for answers to “how to” questions.
Tapping into the network at any point in their Psgstems lifecycle — application configuration,
installation, development and deployment — thesesusave very specific needs for complex, technical
information. They were getting that informatiom foonths thanks to Pegasystems’ implementatioheof t
Google search appliance in support of the Develdpetwork. The member community was quite satisfied
until Pegasystems pulled the Google appliance imcem for the protection of member-only information
The pressure was then on to find a replacementcheangine that would be robust enough to support a
demanding audience and inexpensive enough totfiirnihe budget constraints of an unplanned expense
Time to solution was business critical as 3,000ss&ited.
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The Search

Looking back to February 2007, Sam recalled, “When we realized #raber-only data
was potentially at risk, we knew we had to immediately pulptbg on the appliance. It
had taken us months to get to implementation of the appliance, so weeekfieat a
quick replacement would be nearly impossible. But we needed to rétatn
functionality right away to a community that had come to rely on the convenience.”

“Our immediate need was to put something — anything — in place while we looked for a
long term solution. Microsoft Index Server comes with clasS® Abut it could barely
handle a two-word search so it was useless and created a woud fdr our customers.

We struggled with the product for 90 days and tried to accommodaidient base in
other ways as we scrambled for a solution.”

“Our library consists of documents in both asp and Adobe pdf formatdilespand
sample applications — all very technical information. The seartdres to be very
complex with specific strings of words and terms. Meaning — begpeting — is
important and difficult here.”

“We had to empower a broad based community, but we had price restrithio. We
couldn’t afford to look at solutions coming in at $50,000 — $80,000. I'd used and loved
FAST’s Folio product at another company and Endecca is two flgohom our offices,

but price was always a show-stopper. We brought in Northern Laghte§s than
$20,000 including the box it runs on, the software, and some professionabsema
bought to jumpstart the operation.”

“Northern Light came to us with a prototype — a full proof of concePpnce NDAs
were in place, we created an ID for them in our closed mempesshiat their crawler
could access the site as a member would. Their crawler oatjedea few ‘seeds’ to
follow, and some structure for specific collections. And we fesit go. The quick
prototype was pretty impressive and once we saw our data, we knew we could do it.”

“As we extended the prototype, the lights really came on. aalezed that we didn’t just
have a Google replacement; we had a more powerful long-term solwiotie end of
the day, Northern Light is a very robust software solution. The @oagpliance is a
black box with very clear tuning limits. And to be honest, weeweaching its limits
because of the highly structured and technical nature of our data.”

“Northern Light has a broad range of tuning options such as datsizndf document,
proximity of words in a search string, and weighting of tidesr body text. We realized
we could really use that added power for more advanced tuning — ctiengenking,
ordering, and the Ul to some extent. We are still discovevimg we can do with it. In
fact, my only ‘complaint’ was, | told David [the CEO of Northerigltt], ‘I feel like |
finally have the Porsche | always wanted, but I'm still learning how @ fislkadvantage
of its power.’

A couple of months into the implementation, Sam and his colleagu@silalishing new
content and testing the search engine as they expand their umit/disgossible. They
are working with a local systems integrator (Sl) to turbo gindhe discovery process
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with the setup of parallel search databases on their single fimdserver. Customer
complaints are non-existent.

Based upon the speed, performance, power and price of Nortlght'slsearch engine
as well as the responsiveness of the Northern Light team,h@amecommended the
platform to another group in the company. He adds, “We pulled atingxsystem
which is known worldwide and ended up with a solution that is better fazlients and
for our own professional services team.”

The Search Engine

The Northern Light Enterprise Search Engine is more of aegiated technology
platform than it is an instant solution. Designed to be highlyoouggable, it includes

crawlers, content filters, an indexing engine, classificatiogine, a mature taxonomy,
query server, clustering engine, application APIs, security (&l security API filters

search results by user privileges), an administrative systém reporting, and Ul

examples.

There’s no intention to make this ESE sound like a L’eggo-esque ddtarehit is a
complete solution set with rich functionality.  Nonetheless, whercoines to
customization, Northern Light's ESE is the polar opposite of a ldagkappliance. As
Pegasystems discovered, there is no product out there that tahehgower and
flexibility of Northern Light's ESE at anywhere near thekét price of $12.5K. A bonus
in the cost department is the fact that the Linux-based ESEoruhsw cost servers.
When it comes to cost, SPI Research has a lingering concemntbgtrises seeking an
industrial strength, fast, scalable, search solution will skiptr@yer Northern Light
making some subliminal — but wrong — “get-what-you-pay-for” assumption.

Points of distinction include:

The Northern Light ESE accommodates the most complex of queries ac@bting
Boolean expressions, phrases, and wildcards.

It has the ability to search on any text and metadata. I& tleermetadata
associated with a document, it can be searched with no pradatitiabn the

number of dimensions that can be used in a single query. This aSpeetESE
speaks to the degree of search precision that is possible.

Search speed is good and the system scales very well on low cost hardware.

The search engine dynamically generates custom seaddgrdol— post-query
clustering of results — for efficient results navigations. bBgseally like the
“little blue folders” because the presentation make it simgguickly drill down

to their intended search products.

Northern Light has no shortage of technical literature that guwesdetails not needed
here. But none of the pieces spell out what really mattetee Northern Light ESE
provides the highest degree of search functionality and power at the lowest prib&epossi
The annual license includes support, maintenance, and upgrades with tionaddi
charge for backup servers or development environments.
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The pricing model leaves plenty of money on the table for Northigiht clients to hire
guns at a local system integrator. Northern Light offers sesviin support of
implementation but advises its clients to look locally for application custaomzat

The Search Company

Here’s something else the literature doesn’t mention — the folk&odhern Light are
just plain old nice as well as smart. They are obsessedustomer service. So, while
they're certainly not perfect, they will jump through hoops to come as close #sd@tss
that mark. That's a nice touch.

The company, although not universally known, is not new to the search vizelzuting
their search engine in 1997, Northern Light holds a patent on rehgstearch results.
The point here is that the Northern Light ESE is mature techposporting the
sophistication that comes with time well applied. Humming alorfguimdreds of name-
brand organizations, the technology stands the test of large humbemmandithat the
company needs now is to get itself known beyond the cadre of eshtisfers to reach
what should be a wide and welcoming audience.

SPI Research Conclusions

If an organization is looking for a plug and play search engiiik little need for
customization, they can save their time and skip knocking on Northern Light’s door. But,
Northern Light's price leaves a lot of budget wiggle room foeesive customization

and integration into enterprise applications.

If search engine robustness and flexibility matter and psi@dso of interest, Northern
Light should jump immediately to the short list. SPl Researclougages those

interested in exploring the platform engage Northern Lightproaf of concept. It may

have a cost associated with it, but if the results are favorthiele is a de facto prototype
on which to build going forward.

SPI Research also suggests that local system integnaterssited in additional revenue
channels take a look at the Northern Light ESE. The fact teailétform is designed to
be highly customizable argues the need for those who can do thenist). The price,
functionality, and performance have all the makings of a win/wimasdn for client
organizations and suppliers alike.
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