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84.51°’s DATA OFFERS UNMATCHED CUSTOMER 
KNOWLEDGE BASED ON ACTUAL PURCHASE BEHAVIOR

DATA FROM NEARLY ACROSS 2,800 STORES IN 35 STATES

60MM
Households

1 out of 2 households in the U.S. 

over 95% of transactions 

captured
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About Our Team & Use Case

• The Foundational Research Pillar of 
Consumer Research at 84.51° is 
responsible for large, typically ongoing, 
research projects to support the 
business

• Customer Trip Satisfaction survey: 
14M responses/year
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How We Started

Store Management Use:Enterprise Leadership Use:
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Why Text Analytics?

1. High volume of unstructured data

2. High degree of subjectivity

3. Challenges from data to insights

Over 1.4 Million
Comments received in 2019 from our customers
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Why We Chose Topic Modeling

There are many different types 
of text analytics:
▪ Natural Language Processing (NLP)

▪ Manual coding

▪ Sentiment analysis

▪ Bigrams

▪ Etc.

Benefits of Topic Modeling:
▪ Comparatively easy to understand

▪ No black boxes

▪ Enough researcher control

Drawbacks:

▪ Sentiment not included

▪ Manual coding still required
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Our Approach
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Our Topic Model Process

1. Comments are imported and broken down to their root 
words in Python

2. The model analyzes word relationships to determine 
the optimal number of topics 

3. Each comment is assigned to a topic 

4. Output for interpreting the model is generated 

5. Researcher reads a sample of about 20 representative 
comments for each topic to name the topic
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Topic Model takes raw comments to root words and 

groups like roots into topics

X 100,000
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1 2 3 4
Example Output:
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Example Topic Naming
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Our Current State

Store Management Use:

Enterprise Leadership Use:

Continued Enterprise Use:
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Integrating with 
Analysis
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Integrating TA with Quantitative Analysis

Advantages:
▪ Ability to examine statistical relationships between topics without 

additional steps in the survey process

▪ Flexibility

▪ Moves TA beyond descriptive categories
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Logistic Regression Example

Love Kroger Topic

Product Appearance

Product Freshness

Product Quality

Employee Friendliness

Product Availability

Store Cleanliness

Checkout Experience

Numeric Data Source Text Data Source

1 - Mention

0 – Do Not 

Mention
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Logistic Regression Results

Love Kroger Topic

Product Appearance

Product Freshness*

Product Quality

Employee Friendliness*

Product Availability*

Store Cleanliness*

Checkout Experience*

Numeric Data Source Text Data Source

1 - Mention

0 – Do Not 

Mention
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Integrating TA into Qualitative analysis

Replacing the first few steps of qualitative analysis
▪ Supporting and automating theming and clustering in qualitative analysis

▪ Developing a coding schema

Topics as a starting point for interview guide

First step of instrument creation process
▪ Text analysis → questionnaire development → cognitive interview → quantitative testing

Search terms to identify needs and trends
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What we want you to take away

1. There are approachable solutions to customer comments/large amounts of 
text data

2. Topic Modeling allows us to capture specific ideas from a large volume of 
comments

3. Topic Modeling interpretation is scalable within an organization with limited 
technical or coding resource

4. Consider new tools that enhance the analysis you already do
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THANK YOU

Contact: 

Victoria.Dickman-Burnett@8451.com

Natalie.Wozniak@8451.com


