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Re-thinking conversion optimization strategy 
in the new world of AI-powered search

It’s time to go beyond the basic search box.  
Today, users expect context-aware and learning-
oriented experiences designed to empower them to 
meet their goals - not yours. Your website visitors 
don’t want to be “marketed” to; they want to find the 
information and content they need. They use your 
search box, expecting personalized and relevant 
results and will just as easily click over to a competitor 
if your content fails to meet their needs.

Yet few marketing strategies are as misunderstood or 
underutilized as search. 

“It’s functional, but doesn’t need  
to be intelligent.” 

Build your website, have IT turn on search, 
index some metadata and you’re done.  
That was true ten years ago. Like most digital 
technology, however, search capabilities have 
evolved exponentially with leaps in cloud, 
AI and Machine Learning, and has become a 
conversion multiplier for marketers.

“It doesn’t require a strategy.”

 It’s often considered a mere tactic, a ‘built-in’ 
capability of a Content Management System, 
but the out-of-the-box experience for most CMS 
leaves many website visitors disappointed.

Here’s what marketers today get wrong about the  
website search experience:

“Navigation matters more.” 

Navigation is static and website-driven.  
Today’s visitors, especially with the rise of 
mobile, bypass learning your navigation 
and take charge with search. As voice 
assistants, chatbots and other search 
engine-driven experiences become a 
reality, search will become even more 
important to your overall user experience.

“It’s just a box.”

If you’re viewing it as “just search” you’re missing 
out on so much value. You can build search 
experiences that can tailor your website and 
content recommendations for every website 
visitor in each interaction they have. 

It’s time to view your internal 
site search as a crucial part 
of your conversion rate 
optimization strategy. 
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Visitors who search are 
most likely to convert
Marketers understand the prospect’s digital journey: 
where they came from, what they click, and how they 
consume our content. Each individual data point can be 
an important clue to what your visitors want from your 
site - and many marketers have striven to optimize every 
touchpoint of the journey

Yet, site search was often left out due to necessity. Marketing departments didn’t have the scale or 
processing speed to understand the unique intent of each search query and serve the most relevant 
content needed by the individual visitor. It was a helpful navigation tool but by necessity required 
that we engage with broad segments rather than individuals with specific needs.

Fast forward to today. Internet giants like Amazon and Google have built their businesses on 
personalized search and recommendations that lead to conversions, and set the standard for what 
visitors expect on any website, whether consumer or business. It’s a tall order and websites that 
leverage AI and put the power of search in the hands of visitors will win out.

Visitors no longer have the patience for irrelevant content and ‘no results.’

 Previously cost-prohibitive technologies like Machine Learning and cloud computing have 
become affordable, with user-friendly interfaces for marketing, merchandising and other business 
functions.

AI-powered search now enables 1:1 
personalization at scale. 
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Improve your search 
user experience to 
improve your results

Personalized, AI-powered website search delivers relevant 
content to the search user in specific context of what 
matters to them. The data points to searchers as the most 
likely prospects to convert. 

On-site searchers are 216 percent more 
likely to convert than regular users. 

 The average revenue from site search was 
significantly higher than regular users. 

More than 4 in 10 site visitors go 
immediately to a search box, and searchers 
are 2-3 times more likely to convert. 

Despite the clear outcomes intelligent search supports, 
only 15 percent of companies have dedicated resources to 
optimizing site search, and only 7 percent are learning from 
internal site search data and leveraging it in other areas 
such as informing paid campaigns, personalizing nurture 
pathways, filling content gaps, or gleaning product ideas. 

1
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4 SEARCH-TO-CONVERSION 
ACCELERATORS

Gather key search terms to 
inform merchandising product 
categorization.

Leverage search terms as 
keywords to optimize your SEO 
and PPC strategy.

Use bounce queries to surface 
content marketing gaps.

Remarket to visitors who 
bounced based on queries that 
caused them to leave.

The benefits of intelligent search 
go beyond the immediate site 

conversion opportunity.

!

https://neilpatel.com/blog/site-search-killing-your-conversion/
https://neilpatel.com/blog/site-search-killing-your-conversion/
https://econsultancy.com/is-site-search-less-important-for-niche-retailers/
https://www.searchenginewatch.com/2016/05/03/how-to-use-site-search-to-improve-conversion/
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What’s Missing From Your Website Search?
To make these 1:1 connections possible and ultimately drive higher conversion rates, AI-powered 
search leverages Machine Learning and data to improve the overall user experience and deliver the 
exact results users need.

Unify Content Across All Systems

AI-powered search analyzes and identifies relevant content from 
across all of your company’s available systems and sources in real-
time, including product catalogs, collaboration and messaging tools, 
channels, other websites, support content, and more. Wherever 
content lives, intelligent search easily connects to any source, 
surfaces the most relevant content and presents it back to the visitor 
from that single search interface, without compromising speed and 
results, or requiring the visitor to go to different sites.

Leverage Context from Any Internal System

AI-powered search also simultaneously considers the unique context 
and history of the visitor, which can come from virtually any internal 
system or company data source. This can include basic information 
readily available about visitors (IP address, geo-location, browser/
device used), and internet search terms used to find the website. 
Specific information about the individual visitor can also be used, 
making sure that privacy laws are followed. This data can include 
purchase history, account status, and prior site activity from a CRM, 
proprietary database, or marketing automation solution.

Automatically Deliver Relevant 1:1 Content at Scale

AI-powered search automatically delivers the most relevant results 
and proactively recommends personalized content. An always-
on engine automatically adjusts future search results so the most 
relevant results rise to the top. Intelligent search doesn’t occur 
in a black box; business users have complete control to fine-tune 
relevance and query optimization, and monitor search performance 
and trends with user-friendly analytics dashboards.

Missing DocumentsTop DocumentsMissing Documents
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8 Site Search User Experience Best Practices

Enable visitors to organize results 

Putting search into the hands of the visitor also 
requires a user-friendly way for the visitor to 
sort, filter, explore and navigate their search 
results with ease. Intelligent search results 

enable filtering by a variety of logical values 
(such as product, manufacturer, document, 

author, price, or theme) that are most relevant to 
the visitor’s intentions.

Place your search box where users  
can easily find it 

Intelligent search offers exponential leaps in 
value but you still need to make your search 

box at least 25 characters wide and place it on 
an obvious location on the page. A/B test size, 

placement, and terms like ‘Go,’ ‘Find,’ or the use 
of the magnifying glass icon.

Design your results pages  
for easy consumption

Don’t ignore the design of the critical results 
page. Leverage small previews and images to 

help visitors select the right content.

Search the actual content, not 
 just the metadata 

Intelligent search looks across the entire 
document for relevant content rather than just 

the metadata.

Speedbit Charge 2 : How to charge your tracker

Get step-by-step instructions for charging the battery on your 
Speedbit Charge 2... see more at www. speedbit .com/how-to..

Getting Started with Speedbit Charge.pdf
PDF

Fitbit Charge  Getting...Fitbit Charge  requires charging  it... 1 Charge  wristband... 1 charging  cable..
Charge  wristband  Charging  cable... a Charge tracker.. to charge  your

Speedbit Charge HR User Manual.pdf

27 Charge  hr... 4. Click svave. Charging  your tracker. To  charge  your Charge  HR, 
plug the charging. .. Charge  HR
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8 Site Search User Experience Best Practices

Autocomplete suggestions

Users expect you to know them, and 
that includes what they’re searching for. 

Autocomplete their queries whenever possible 
for more personalized search. Place your search 

box where users can easily find it 

Include search in your website roadmap

A common mistake marketers made in the past 
was leaving search running as a static function 
of the CMS. Since visitors who search are ripe 
for conversion, always consider search in your 

ongoing user experience optimization. 

Eliminate ‘no results’ at all costs

And if you truly don’t have results, provide a link 
to a ‘contact us’ page, FAQ or the support line.

Go beyond the search box

AI-powered search can provide personalized 
recommendations - without a search query - in 
chatbots, product description pages, and more.

driver

drivers and downloads

drivers

drivers updates

audio drivers

bluetooth driver windows 10
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SEARCH CONVERSION SNAPSHOT

How ‘divorce’ became an unexpected 
catalyst for collaboration, creativity, 
and conversions 
A major financial services company that serves 24 million 
customers around the world leverages Coveo on four websites 
serving customers, employers, investors and advisors.

 Î The CTR rate shot up to 89.1 percent; a 13.5 
percent increase by the end of the year. 

 Î The new page became the top result and 
received 234 clicks by year’s end.

When the company needed to increase conversions to a campaign landing page with limited 
budget, they enabled a Coveo trigger for onsite searches related to the campaign topic and created 
a pseudo ‘search advertising campaign’ on their own site. The non-paid, organic effort generated 
$1.5 million in revenue.

Based on these creative successes, the company implemented a search-based content strategy.  
The search team contributes search trends to the content team, which then generates new, 
relevant content. In the year since starting up Coveo, average time on site has increased by 8.8 
percent, and average bounce rate has decreased by 8.3 percent. 

In the first quarter of 2018, the digital strategy team noticed that there were 176 searches for 
‘divorce’ or ‘QDRO’ (qualified domestic relations order) on the main consumer website. While the 
CTR was an impressive 78.5 percent, there was an alarmingly high bounce rate.

This data was shared with the Corporate Contact Center, and they discovered that ‘divorce’ was 
also one of the highest call volume topics. The digital CX team then partnered with the content 
team to create a financial checklist for all visitors (existing customers and organic) searching 
‘divorce’, and the company was able to be a helpful financial partner during an important time in 
people’s lives: 

 Î The article received over 2,500 unique 
page views from organic search engines.

 Î The page has one of the highest time-on-
page stats in the entire domain.
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Coveo uses AI-powered search technologies to personalize millions of 
digital experiences for customers, partners, dealers, and employees. 
Coveo combines unified content and interactions, with machine learning 
to deliver relevant information and recommendation across every 
business interaction. This makes it possible to build content-rich websites, 
commerce, contact centers, intranets and digital properties and apps with 
ease.  Coveo is also embedded in many leading business applications from 
vendors including Salesforce, ServiceNow, Sitecore, Dynamics and more. 
Coveo partners with the world’s largest enterprise technology players and 
has more than 1,500 activations in mid-to-large sized global organizations 
across multiple industries.

Stay up to date on the latest Coveo news and content by subscribing to the 
Coveo blog, and following Coveo on LinkedIn, Twitter, and YouTube.
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Learn more about how you 
can use AI-powered search 
to drive higher conversions.

VISIT COVEO

About Coveo

https://blog.coveo.com/
https://www.linkedin.com/company/coveo
https://twitter.com/coveo
https://www.youtube.com/user/CoveoInsights
http://coveo.com/en/solutions/website-search

