
CASE STUDY

Situation
Bazaarvoice, which means “voice of the marketplace,” was created to nourish the influence of 
online word-of-mouth in helping businesses and consumers to make purchasing decisions. The 
premise is that buyers trust and rely more on what other buyers say about brands, products or 
services than what the providers are saying about their own offerings. Bazaarvoice clients can 
engage their customers and gain insights from online word of mouth to improve marketing, 
sales, customer service and product development. Harnessing the customer voice drives sales 
growth, more effective media spend and improved brand reputation.

To spearhead a solution, Bazaarvoice hired Jim Houlihan as Director of Authenticity; he had 
previously managed fraud prevention at several large financial institutions as well as one 
large retailer. “We want to ensure that the person who submitted the content had a unique 
experience with a product or service,” says Houlihan. “My job is to proactively vet these and 
make sure there are no deliberate attempts at fraud.” 

The business challenge that moved Bazaarvoice to engage Accertify was the need to take 
a more proactive risk based strategic approach to identifying fraudulently submitted user 
generated content. The potential exists for unscrupulous brands to post fake content 
promoting their offerings or demoting their competitors products or services on the 
Bazaarvoice client’s web site via a ratings and review system. The phony content then can 
damage the brand in the consumer’s eyes and hurt the potential sale the client would have 
gained if the content had not existed. To Bazaarvoice’s clients, social content is their currency. 

Solution
Bazaarvoice chose the Accertify Fraud Management solution. “We wanted to automate a 
proactive, systemic fraud management solution for universal visibility across all our clients,” 
says Houlihan. As a Platinum member of the Merchant Risk Council, Houlihan was already 
familiar with functionality of Accertify and competitive offerings. “Our selection of Accertify 
was straightforward because it was the superior solution,” he says. Deployment took less than 
a month. The system begins analysis of content submitted by utilizing device identification 
system by Iovation. Data then enters the SaaS-based Accertify solution, which applies dozens 
of policy-based analytics to determine authenticity. The fraud vetting process provides 
Bazaarvoice with the same analytical rigor used by retailers and financial institutions – with the 
same effective results. 

Bazaarvoice brings the voice of 
customers to the center of business 
strategy, transforming business 
performance for more than 1,800 
clients globally. Bazaarvoice social 
software helps clients like Best Buy, 
Costco, Dell, Macy’s, P&G, Panasonic, 
QVC, and USAA create social 
communities on their brand websites 
and Facebook pages where customers 
can engage in conversations. These 
conversations can be syndicated across 
Bazaarvoice’s global network of client 
websites and mobile devices, which 
allows manufacturers to connect 
directly with customers. The social data 
derived from online word of mouth 
translates into actionable insights that 
improve marketing, sales, customer 
service, and product development. 
Headquartered in Austin, Texas, 
Bazaarvoice has offices in Amsterdam, 
London, Munich, New York, Paris, San 
Francisco, Stockholm, and Sydney.  
For more information, visit  
www.bazaarvoice.com, read the  
blog at www.bazaarvoice.com/blog,  
and follow on Twitter at  
www.twitter.com/bazaarvoice.

“With Accertify, we’ve moved the entire 

process from being manual and reactive 

to a more automated, proactive system 

that provides us with universal visibility 

and very effective fraud prevention.”

Accertify Fraud Solution Lets Bazaarvoice  
Declare Authenticity of Online Word-of-Mouth
How Accertify enables a social commerce solutions provider to help  
e-retailers give buyers confidence in the authenticity of online reviews,  
which are the bedrock of influence in purchasing decisions – on or offline.
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Results
As a result of working with Accertify, Bazaarvoice has accomplished its primary goal of 
deploying an effective fraud management system that uses automation to prevent posting 
of potentially harmful content to client social media systems. It has also achieved these 
other results:

• Fast deployment. Bazaarvoice was able to code mappings of its data to the SaaS-based 
Accertify platform and analytic tools (with one engineer), test and deploy the solution in 
less than one month.

• Identified social media fraud. Bazaarvoice discovered more than 17,000 pieces of 
fraudulent content in the first 90 days. The Accertify solution has given Bazaarvoice the 
ability to understand what fraudulent content looks like in context of client social media 
systems.

• Confirmed higher fraud hit rate for social media. The typical fraud “hit rate” 
(percentage of incidents prevented against total transactions) at a retail or financial 
institution is 3-4 percent. Bazaarvoice is preventing 3-4 times that rate in client social 
media systems.

• Increased speed for approval of posts. Suspected fraudulent posts in the past could 
take days for investigation and approval. Now, the vast majority of cases are vetted and 
approved in an instant. For a minority of cases requiring manual review, approval usually 
is the same day.

• Achieved broader visibility. The Accertify solution shows Bazaarvoice self-promotion & 
demotion across multiple client sites to effectively identify and prevent fraudulent posts.

“Accertify gives Bazaarvoice a global network perspective for preventing fraud. Our network 

becomes more powerful as we expand our client base because the more data the better! All data 

is housed in one platform so we can see fraudulent self-promotion and demotion across multiple 

client sites and prevent posting of brand-weakening content.”

“Accertify allows us to look at our clients’ 

user-generated content exactly the way a 

retailer or bank would screen a financial 

transaction and verify its authenticity in 

real time. With this capability, Bazaarvoice 

can ensure that each piece of content 

coming onto our platform on behalf of 

clients is authentic and real – and as a 

result, protect the value of our clients’ 

brands.”

Jim Houlihan 
Director of Authenticity 
Bazaarvoice, Inc.
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growing their business, rather than on the underlying technology of their e-commerce systems. To learn more, visit www.accertify.com.
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