
Business Problem:

Agencies must have an in-depth consumer understanding in order to create and execute successful client strategies. 
Customer Feedback programs enable Research and Insights Teams to gain information about consumer expectations, 
preferences, and aversions captured across many different sources of data. These may include client’s surveys, CRM data, 
ratings and reviews, social media, and more. 
 
It is impossible for Research and Insights Teams to gain in-depth consumer understanding without technology that 
enables them to process data and surface insights. However, many technologies available today are unable to analyze all 
the different sources of data, or are too expensive to use. 

The Solution:

NetBase is delivering a Voice of the Customer solution that provides a single platform for processing and instantly 
analyzing customer feedback from multiple data sources including social networks, internal systems, and digital media.
Voice of the Customer is a natural extension of NetBase social listening and analytics capabilities that leverages our 
patented Natural Language Processing on unstructured text coupled with hard data metrics and friendly end user tools for 
business analysis and reporting.
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Benefits:

NetBase Voice of the Customer enables agencies to deeply understand 
consumers across all channels delivering:

• Visibility across all customer feedback with a normalized view of 
metrics and unstructured conversation

• Insights, both in the moment and historical, that enable discovery of 
new issues and tracking of critical performance indicators

• Elimination of many months of deployment effort and costs required 
to deploy custom text analytics systems and cross-system workflow 
integration

• Instant analysis on customer feedback including automated 
sentiment, passion scoring, ranking top conversation, trending over 
time, indexing vs. comparison sets, top author ranking, and geo 
location

How To Move Ahead

NetBase team will meet with you to understand your business objectives, data sources, analytics and metrics, as well as 
requirements for privacy and security. Your team will prepare the data in a flat file to be ingested into NetBase Voice of the 
Customer solution. 

About NetBase

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:


