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1. Introduction

51

It is becoming commonplace to worry about the vast amount of information that is now available
to people on the Web. Searches return thousands ofweb pages, most ofwhich are not useful, yet
there is the underlying belief that the information must be "out there somewhere". While it is
clear that inadequate document surrogates and search engines are major contributors to this
situation, another is that end users often do not know what words to use to describe what they
want: if you do not know what to call it, you cannot find itS. This can inhibit successful
searching even within a single website. If the target concept is described using one term by the
document author, and a different term by the end user, the document will not be retrieved unless
support tools (e.g., thesauri) exist that can act as intermediaries, mapping between the terms.
The problem is exacerbated when the end user and the document author do not think of the topic
in the same way; when there is only partial overlapping between their concepts, or when a
concept just does not exist in one of their worlds.

In this article, we examine three components of a terminological system that affect the success
(or lack thereof) of retrieval in such circumstances. These three components are:

• communities of users, with their varying degrees of understanding of a subject domain,
and the language they USe to express it,

• the nature of language, specifically the language and terminology used in special domains
(Language for Specific Purposes) as contrasted with the language and vocabulary used in
everyday situations (Language for General Purposes), and

• the role of warrant in determining what to call concepts, and how best to map among
mismatching concepts and vocabularies.

The domain in which we conduct the investigation is that ofthe United States Bureau ofLabor
Statistics.

5 There is also significant evidence that people can not articulate what they do not know and have anomalous states
of knowledge (ASKs) (Belkin, Oddy, Brooks, 1982). This paper does not address that particular problem associated
with unsuccessful retrieval; however, the authors recognize that terminology knowledge and mapping will not
resolve the entire problem ofretrieval. '
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