
CUSTOMER: 
J.D.Power And Associates

At a Glance: 
In In the area of social media research and analysis, J.D. Power and Associates 
(JDPA) is a visionary. The company was one of the first to see the value of 
mining social media data for game-changing insights and to build an internal 
capability to discover those insights. The company also recognized that 
delivering insights quickly maximizes their value, and that, for JDPA itself, 
the “Social Media Intelligence” service offering had to be cost-effective and 
profitable if it was going to be an integral part of their company’s portfolio. 

To meet those goals, the company decided to move from its proprietary platform 
for social media analysis to a leading third-party platform. That platform now 
enables JDPA to analyze terabytes of social media data in real time and deliver 
insights to more than 200 of its Fortune 500 clients, who use them to modify 
or validate strategies for product development, innovation, marketing creative 
and corporate communications. In addition, the platform has reduced the 
cost of providing the service by 80 percent, so that it now meets the essential 
requirement of being a profit center. It has in fact become a multi-million-dollar 
business for the company. 

Problem: Providing Quality Insights Quickly and 
Cost-Effectively
To do the work of gathering and analyzing data from online social media, JDPA 
originally developed a proprietary platform, but found it was more cost-effective 
to partner with a best-in-class application than to continue building their own, 
particularly as technology in the space evolves so fast. Another drawback of the 
original platform: It was based on technology that didn’t address specific market 
research use cases demanded by customers. 

“For competitive positioning reasons, it was essential that we continue to offer 
a leading-edge social media research capability that delivers deep, actionable 
insights to clients without a three- day lag time,” says David Howlett, Senior 
Director of Consumer Insights and Strategy, J.D. Powers and Associates. “The 
challenge was to find the best way to do that.” 

Another challenge was to meet financial goals for the service established by 
senior management. The new solution had to make it possible to deliver the 
value clients were looking for quickly and turn a profit for JDPA in the process.

Solution: Delivering Game-Changing Insights with 
NetBase
To serve as the foundation for its Social Media Intelligence service, JDPA adopted 
the NetBase platform.  NetBase provided JDPA with a discovery tool that let 
market research analysts instantly extract consumer perceptions, emotions, and 
behaviors toward brands and topics from billions of posts – without spending 
hundreds of hours on manual coding.  

 The NetBase solution has 

enabled us to quickly deliver very 

specific, often surprising insights 

to our clients that have had an 

immediate, positive impact on 

their business.  It has proven to be 

a great foundation for our Social 

Media Intelligence service, saving 

JDPA millions of dollars in software 

development and maintanence 

costs, and putting social media 

service in the black.” 

— David Howlett, Senior Director of 
Consumer Insights & Strategy, J.D. 

Power and Associates

“

RESULTS:
• Reduce costs by 80%
• Eliminate 3 day lag in previous

technology with real-time
analysis

• Service 200 Fortune 500 clients
in the first year

• Inform winning business pitches

J.D. POWER REALIZES PROMISE OF SOCIAL MEDIA ANALYSIS TO 
DELIVER INSIGHTS AND PROFIT

From mascara to soup and juice to cars, market research firm understands the consumer voice 
and applies it to strategies for 200 brands

SOLUTION: 
NetBase social analytics platform
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“We chose NetBase because of the depth of insights it allows us to glean from 
social media data,” says Howlett. “The NetBase approach was in line with a true 
marketing research approach of trying to understand consumers as opposed to 
simply monitoring the conversation and measuring volume or sentiment, as 
some other tools do. NetBase reads and understands web postings, so it lets us 
analyze dimensions that are important to market researchers, such as attitudes 
and behaviors.” 

Another key benefit of the NetBase technology is that its patented language 
processing engine delivers highly accurate results that help reduce lag time from 
three days to real-time for content analysis. 

Howlett adds that NetBase worked closely with JDPA to build and integrate 
capabilities that enhance the richness of the platform and accommodate JDPA’s 
unique needs. In addition, JDPA layers on its own analysis to the output from 
the NetBase solutions to deliver insights to clients about specific use cases in 
such areas as new product development and innovation, tracking marketing 
effectiveness, product messaging and positioning, and better understanding the 
customer. 

Results: Meeting Client Needs, Improving ROI

JDPA has met the overarching goals for its Social Media Intelligence service by 
implementing the NetBase platform, which has enabled the company to:

•  Deliver deeper, more valuable insights than it could before – insights clients 
are using to reach key business goals.

•  Provide the service to more than 200 of its Fortune 500 clients in the first 
year

•  Access social media data in real-time, eliminating the three-day lag inherent 
in the previous technology

•  Save 80% in expenses year over year for delivering the service, making it a 
profit center for the company

•  Research prospective clients ahead of time and arrive for sales meetings 
with extensive knowledge and understanding of consumer perceptions 
about the prospect company and its brands

The NetBase Solution
NetBase enables progressive brands and agencies to see their brand through 
the eyes of their consumers and take a data-driven approach to support their 
most important business initiatives. Recognized as a leader in enterprise social 
listening by Forrester, NetBase is proven to increase revenue, reduce cost, 
improve productivity, and manage risk. With the NetBase platform:

•  Instantly surface global insights across the social web, spanning 199 
languages from over 200M sources

•  Understand every post in real-time, surfacing sentiment, emotions, behaviors, 
and much more with NetBase Patented Language Processing 

•  Make instant and accurate decisions by integrating social media data with 
business KPIs in real-time NetBase LIVE Pulse dashboards

•  Mange risk by being the first to know and quick to respond with the most 
comprehensive Alert Suite

•  Receive best in class on boarding, support, and consulting services across 
your entire organization

NETBASE BENEFITS:
• Leader in Social Analytics -   
   according to Forrester
• 99.5% customer satisfaction rate
• 9X faster than competitors
• 70% more accurate than 
   competitors
• Fastest growing social analytics 
   company

NetBase is the award-winning 
social analytics platform that 
global companies use to run 
brands, build businesses, and 
connect with consumers every 
second. Its platform processes 
millions of social media posts daily 
for actionable business insights 
for marketing, research, customer 
service, sales, PR, and product 
innovation.

NetBase Clients Include:


