Academic program helps
companies launch text analytics
Students in the Oklahoma State University master’s program
in analytics (analytics.okstate.edu) are on the leading edge of
using text analytics in real-world settings. The students conduct
their research in the context of a large analytics and data mining
program led by Dr. Goutam Chakraborty, a professor at the university and author of Text Mining and Analysis: Practical Methods, Examples and Case Studies Using SAS.
The research focuses on three general areas: distilling meaning from a large group of documents by clustering and topic
extraction; creating a hierarchy of categories for comments that
express positive or negative sentiment, rather than simply scoring
them; and advancing knowledge in the area of combining text
analytics with quantitative data.
“Our work focuses on practical applications of analytics rather
than on developing theories,” says Chakraborty. “We want our
students to be prepared for real-world projects, and we want
clients of the program to receive measurable benefits.”
The projects described represent each company’s first venture
into the use of text analytics to augment other analytics activities
being carried out. One involved a retail fuel company that tracked
the comments of big rig truck drivers. The drivers have a mobile
app they can use to input their comments when they go into the
stores associated with the fuel stations. An automatic call back
to the store manager delivers the comments, which are flagged
as positive or negative.
At a financial company, offers were being made to customers
based on a standard numerical model that included customer
profiles of credit history and transaction data. A research project
explored the effect of incorporating text from call center records
to determine the offers made, and it was found that substantial
lift resulted.
A healthcare provider was using numerical ratings of customer
satisfaction but was not using a full-fledged quantitative model
in its analytics. Students first developed a model and evaluated
its predictive capability. In a second step, they analyzed text data
and brought it back into the model. Text analytics explained
the variance in customer satisfaction, and once incorporated,
improved the predictive accuracy.
Each of those pilot studies provided the company with insights
into what text analytics can offer. From that point, the companies
can then continue the existing study in-house or go on to broader
use of the technology.
One hazard of using analytical techniques, whether quantitative or text-based, is the hope that automation alone will provide an answer. “The importance of human input cannot be
overstated,” says Chakraborty. “For example, after initial topics
are defined and machine learning produces the initial results,
the categories may need to be redefined. But humans who
understand the context of the business domain must do that.
The software cannot do it all.”
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Lenovo’s ultimate goal is to use
text analytics to cover the customer
experience end to end, from marketing to customer support. “We
want to get feedback at all stages,”
he says, “but we started with quality
control.” That approach is somewhat
unusual; text analytics is more often
the purview of the marketing department, which uses the information to
generate campaigns.
“We did encounter some resistance,” acknowledges Chaara,
“because we were trying to do
something that had not been done
before—using text analytics for
early detection of problems. But if
we had started in a more traditional
way, with marketing, it might have
limited our creativity, because we
would have used the traditional
social listening methodologies

needs to be evaluated on its merits,” she says.
Another use case that is becoming popular is the development of a
knowledgebase from text such as the
service notes that technicians write.
“Companies are concerned about
the graying of their populations and
expertise walking out the door,”
McNeill says. “By analyzing large
repositories of text and creating
metadata from that process, companies can create a searchable knowledgebase from internal documents.”
Text analytics can also be used to
improve processes. “This example
is not just a case of finding relevant
content, but of locating chokepoints
in a process based on customer
comments,” McNeill explains.
“Although business automation process software provides good moni-

Computer-maker Lenovo tracks customer sentiment about its various product
lines and components from reviews, social media, forums and other text sources.
Businesses analysts can compare and contrast big data interactively with SAS data
visualization as shown here.

that have been used in marketing.”
Now the group has a green light to
explore the use of text analytics to
improve performance across the
board. “There is always room to
go wider or deeper, more things to
do to increase our understanding,”
Chaara says.

toring of when a slowdown occurs, it
does not necessarily provide insights
into why.” In one office that was
dealing with errors in taxpayer filings, the notes about the errors were
categorized automatically using linguistic rules, which allowed quicker
resolution.

The breadth of it

Cybersecurity support

The range of uses that Lenovo
is planning for its text analytics is
a good indicator of the breadth of
the technology. “Text analytics is
becoming ubiquitous,” says Fiona
McNeill, global product marketing
manager at SAS. “It is seen as just
another form of data. Bringing text
analytics into predictive quantitative models can improve their accuracy by 10 to 30 percent.” In some
cases, text analytics may provide
such a large part of the insights
that the structured variables drop
out, according to McNeill. In other
cases, the structured model is so
finely tuned that text analytics
does not contribute significantly.
“Each situation is different and

The issue of cybersecurity now
touches nearly every department in an
organization, and has become pervasive at all levels from entry employees to the C-suite. Because of the
continually changing techniques used
by hackers, preventing data breaches
is considered nearly impossible. In a
study of healthcare organizations, the
Ponemon Institute (ponemon.org)
found that 90 percent had experienced
a breach, and 38 percent had experienced five or more breaches.
Because of the highly sophisticated and continually evolving techniques used by hackers, preventing
data breaches is considered nearly
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