Efficacyin Social
Listening

Are you measuring what you intend?
Jonathan Schwedel - June 27,2017
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Verizon Consumer & Marketplace Insights

& e 2- Follow
That @Verizon commercial with the man child
Verizon CMI brings deep insights and customer centricity to all of Verizon. We look [Pocketing phones while the competent

" ’ . . grown-ass woman leads him around makes
at “Voice of Customer” data in the following ways: me feel rage.

Verizon’s market research team

« Social listening that is generally for brand/campaign measurement.

— More quick turn analyses — what did people think of ad X on Twitter? ,ﬁ, huteo § &

« Survey responses and other sources of targeted customer feedback are used |Vverizon Wireless should really work on their
for customer experience reporting. S e

[§
— More deep dives on specific topics — e.g., what’s driving churn? =

10 10 10 here was a lot of confusion over my plan a.
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Verizonis the largest telecom brand on social media

Vialllnn

° The rate Of Change on SOCIal medla fuels data Tweets Following Followers Likes Lists Moments
quality problems, as it is more like 110K 238 1.73M 8,574 3 2
anthropology than a controlled experiment. ———

We “lead” across multiple channels and metrics.

This is an awesome soapbox to have, but puts a
huge spotlight on us.

 There s a lot of feedback to look through,
which spurs a desire to dig deeper.

Tweets Tweets & replies Media

verizon Retweeted

' e W WNBA® @WNBA - Jun 13
EPIEIEEITSY @Verizon #WNBAAIIStar voting is now OPEN! Tweet #WWNBAVC
ne. )

player's 1st & last name or handle to vote.

Verizon’s Twitter page
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Social Listening 101

Volume Over Time ] Top Drivers
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Pictured above: Verizon’s insights
= T-Mobile 200 command center.
miverizon m Positive :
= AT&T If you post negative comments about
= Neutral Verizon, my colleague Dylan (center
B 1995 m Negative of picture) will read them, and they
may display on our screens.
0 .
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This sort of analysis can be
useful, but is often limited and
shallow.

Let’s look into some of the
pratfalls.
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Social listeningisn’t just
organic, earned content

This includes:

« “Genuine” user conversation

« Automated news - not spread by word of mouth
« Owned and Paid

« Spam

verizon’

L =n hsan - 475
Replying to @ 7

Also garb... get Verizon unlimited @verizon

‘ ‘ MashableNG @mashableng - 1m

Archive: #Verizon to #Block Microsoft's #Lumia 950/950 XL fro
Mashable #Network

Verizon to Block Microsoft's Lumia 95i
The saga of Lumia 920 and Lumia 950 X
States continues with new information reg
launch, which will certainly displease man

Giantshopper.com @gianishoppercom - 1m
%? Iphone 6 Plus . 1I:.GEl - Red And Gold (Verizon Unlocked) Smi;
EEI-EI‘-.- FoETr _.-..-,— - me




User conversation

This is what listening intends to measure,
“eavesdropping” on consumers.

Get unlimited

On America’'s #1 network

Learn More
il Like @ Comment A Share
= 10K Top Comments ™
486 shares
" s \erizon, | told ya'll this before.. your ads with this guy and mic
drop tells me that your networl in not reliable. | think you need to fire your

marketing team because they are working for your competitors. The ad must
work for you and not against you.... the first one, he drop the mic like three
times... Once you drop the mic you dont pick it back up nor do you get a new
one... you walk away.. notice what Sprint did?? They pick it up and they speak
and got everyone attention which your ad lack. BTW, you need to pay me for
this because you all paying millions to experts and it is not working out

Like - Reply
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Automated News

All publicity is not good publicity. A lot of these , - p—
stories are posted automatically via feeds. : n“f‘.)\” :

The Economist& @TheEconomist
It is time for principled Republicans to put country before party. Our editorial

Russia and the Trump campaign: After Comey’s dismissal, it’s time ... A5 BBy e 1 Click

In(
An independent inquiry into what happened during the election is the only
way to clear the air

i W lnm. u"b
i, Lieal Rivs] ek ok
> New * Bid 1o Grow istbal 1

Whal,’s News:‘ Slgns Pomt to

Hor e 77

40m

The Hill& @thehill
Comey to testify that Trump tried to influence him: report
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Owned and Paid

Impressions matter, but what if you’re trying to
measure customer mindshare and behavior?
Don’t forget customer care interactions count
here too.

TheTicketSellers @TicketSellers - May 17
Thought @fyrefestival seemed bad? Here are 10 major festival f**k-ups

2rhW2Wc pic twitter.com/izUuzD2rTa

Shewena El Gatlal @
‘ Replying to @fyrefestival

We haven't received anything since thay formlll Can we have an eta on our

refund?illl @fyrefestival #fyrefraud
Mua Ome n @ May 16
afyrefestival <<== No tweets for over 15 days. #whatilearnedtoday Follows
Q8w only one account. Guess who? pic_twitter. com/oCYOTOWSVr
veriz on\/ Confidential and proprietary materials for authorized Verizon personnel and outside agencies only. Use, disclosure or
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Spam

An big problem, especially for industries that
involve consumer electronics.

2 o 2 ojund
EasyBuyMobiles L I > = £ 8
VA APPLE IPHONE 5 16GB / 32GB / 64GB - Unlocked / EE / O2 / fe .g a E -
Smarinho Che t Out e 20 IdN e © L
Smartpho... Check It Out ; Take ‘Eﬂ ‘ i= BE
= H @8 >
] = - <t
| e B Q . & e
B -
T — g5 £ address
= & withinyiagra & 22
- =S officerun R
=5 : WeightLOSS ' e 88
saas Bank dl
— Nat
LOTTERY
Clyde Heavener @Clyde Heavener - 8l ‘
| b 3 = ~ sites Dollars
2 #Apple # =6: Apple iPhone 6s Plus 64GB Unlocked GSM 4G L
S = i0OS #8S e °BiHMD #iPhone
1 ) ) l -
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Double checking the numbers

Verizon social data on Twitter has a big problem with spam, due to our presence in consumer
electronics. We use different keywords and algorithms to limit spam the best that we can.

We have to control for spam and news coverage in our analyses, and ultimately we have to pay for
that data even if we’re not using it.

Sample, partial search string — the real ones are much, MUCH bigger:

L t-moblle™ OR tmoblle OR "t mobile™ OR ﬁob OR "t-mob™ OR "gtmobilehelp™ OR unca#ler‘ OR “un-carrier” OR Jjohnlegere
OR (john AND legere)) AND NOT {“google alert" OR "high speed internst”™ OR “"sent from" OR career OR careers OR hire
OR hired OR hiring CR intern OR :Lnter'ns ,4 :Lnter'nfhlp OR :Ln'ter'nshlp 4 job OR jobs ©OR landline OR modem OR par‘k
OR router ,Q unlock ,Q = §"~3 "QI k tmobile”™ OR "black t ob

=" OR "White tmobile" OR "White t
OR landllne C - DMA Androi o

indeed.com t ch inm | clean esn"~2 OR mint COR
hot cel cell phone shop C-Q phones offers” OR "amazon card” OR tickets OR tix OR ticket
b OR 32 b OR G4gh OR 128 b) —rIZ (‘t co DR bit.1lv))
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Even when you have that all covered

Slang and human language have to be accounted for as well. For example: if you search for “#att” on
Instagram, you're likely to find the following:

* Punjabi teens posting selfies — the #att is for #attitude

* MMA enthusiasts - #att stands for “America’s Top Team”
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Identifying solutions

verizon’
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Twitter Firehose - generator field

Twitter makes available information about apps used to post tweets. Below are two spam tweets, an
owned tweet that came from the @verizon handle, and one that is genuine user sentiment.

App info is accessible in certain end user apps for tweeting, as well as via the Firehose - the
subscription API service used to download Twitter content.

;’ World News Report m El Tiempo , Verizon L Emma- el Ave C n

"Early Bird Specials: iDOO USB 3.0 Apple iPhone 64GB ( AT&T ) Cell @ea_ciown If only @verizon had unlimited | would

i i Emmanuel unlimited data gets the : : )
lash Drive for [Phone 6495 Phone Gold Color - Grade A network it deserves and sc?do ou. DM give them a try, friend tells me they're
External Memory Storage $371.00 via eBay ift #/20VI8X5 , you. the best service but bad thing is they
#Amazon #MemorialDaySales: y q us to get started. "Rocki -

- | FISTIDTEIay S e es. - ) » don't have unlimited
amazon.com/Certified-iDOO... twitter.com/messages/compo... :]

===

While | was busy trying to make Verizon’s marketing research more accurate, other people were
having a lot more fun with this data...

H \/ Confidential and proprietary materials for authorized Verizon personnel and outside agencies only. Use, disclosure or
Verlzon distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement.

14


http://support.gnip.com/sources/twitter/data_format.html#generator

A fun use case by David Robinson

Text analysis of Trump's tweets confirms he writes
only the (angrier) Android half

Which are the words most likely to be from Android and most likely from iPhone?

badly -
crazy -
I don’t normally post about politics (I'm not particularly savvy about polling, which weak <

is where data science has had the largest impact on politics). But this weekend I l:lir::g:

saw a hypothesis about Donald Trump’s twitter account that simply begged to be strong <

investigated with data:

Donald J. Trul

QéGood luck #
- DpeningC

pic.twitter.c

27,391 Likes

. Donald J@Tr
3 Heading to
& talking aba

SHORT CIH

4,451 Likes

word

malls <

Jake =

senate -

dumb <

dead -

borexit=

ago-

freatad -
temperamant -
guns 4

funny <

divided -
correct
#trumiptrain 5
#supertuesday -
#rncincle 5
#ingrimary =
wideo -
tomarrow +
Tom-

Todd Vaziri #rumppencel 6=

P @tvaziri #crookedhillary -

- Fimwithyou =

| i i #Fvotetrump 4

Every non-hyperbolic tweet is from iPhone (his staff) someeloafie
Join=

Every hyperbolic tweet 1s from Android (from him) #rump2016-

3.20 PM - 6 Aug 2016 #makeamericagreatagain 5
DL vl - B AUg £ o

« 1310443 W 14727

0:0
Android / iFhone log ratio

ra
i

. Android

iPhone

See full article at: http://varianceexplained.org/r/trump-tweets

verizon’
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More sample data

Looking over the raw data, it became clear that certain apps are more associated with news, spam,
or genuine user sentiment, which has powerful implications for insights. This app data could be used
to filter search queries, providing for more targeted reporting.

Account App Sample Tweet
VZWSupport Sprinklr Look no further help is here! What phone do you have? Do you have basic or visual voicemail?
*HIDDEN* Twitter Web @sprintcare It seems as though it is nearly impossible to find a way to e-mail someone at Sprint
Client customer service. Can you help please?
Reddit_Apple Reddit Apple iPhone 4 16GB (White) - Verizon http://t.co/DuFbs8Pi2g
. Cell Phones : [ Samsung Galaxy S6 edge, 64GB, (Verizon), Gold Platinum ]: Reimagined Design
Samsung_news_ twitterfeed Inside and Qut http://t.co/3Gp2VZwW8p
. Sounds good, Ariana! Pick it up now @ http://t.co/ShE83sXVV3 with no activation fees on
ATTCares Radian6 AT&T Next http://t.co/5Fof8Ck2kV
. . Oh no! We want to ensure that you are well taken care of! Please send us a DM and follow us
TMobileHelp Hootsuite 50 We can assist!
attperks SocialChorus  Make it the best day. FriYAY! #LifeatATT #ATTemployee http://t.co/smeCIDoRjF
H Confidential and proprietary materials for authorized Verizon personnel and outside agencies only. Use, disclosure or
verizon’

distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 16



App data can help identify types of content

Apps like Twitter for Android are more focused on users, while platforms like Radian6 and Hootsuite

are for owned channels. Other sources like twitterfeed are often direct feeds of news.

Data Source News Owned Spam User Volume
Radian6 0% 100% 0% 0% 35424
Sprinklr 0% 100% 0% 0% 7324
mPOINTS 0% 0% 100% 0% 6054
twitterfeed 79% 0% 20% 0% 5539
Attensity Respond 0% 100% 0% 0% 3723
Twitter for iPhone 0% 37% 0% 63% 2819
RoundTeam 97% 0% 0% 0% 1828
Twitter for Android 5% 34% 0% 58% 1414
Twitter Web Client 1% 47% 0% 51% 1385

verizon’

Stats from internal Verizon Firehose analysis.
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Twitter Firehose analysis — caveats

« Experiment NOT a representative sample - more analysis needed.

» Analyzed existing Firehose data at Verizon, which was a very telecom
focused sample.

« Even then, results are very stark and powerful.

« Not a magic bullet, but increased usage by analysts and analytics
platforms would produce more accurate results.

« Data quality efforts should leverage this, Boolean strings, and more
advanced modeling/NLP solutions.
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Use cases for Twitter app data

« Direct Firehose use enables more accurate reports/dashboards.

«  Twitter could allow filtering via app in their native client, improving the end user experience.
» Lead generation - social listening and engagement vendors use this data to source leads.

« Competitive Intelligence — what tools are competitors using, and how are they using them?

» Policy governance - there’s a rule that Verizon content can only be posted using one program.
Are we fully in compliance?

= Uyl citivank DELL

QAUPIND Sears waman

Image: |leadsift.com/leadsift-report-reveals-social-media-management-tools-fortune-100 “No Robots" by duncan c is licensed under CC BY 2.0
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Why app datais not yet popular

* You need Firehose access to get the data. We only discovered it
accidentally in early 2015, while doing QA.

« \Verizon agency and vendor partners weren’t aware of it. Neither were
social listening analysts at a few other peer brands.

« This field is mentioned in the Firehose documentation. ’'m not sure if all
of Twitter has connected the dots; although they have incentive not to
(pay as you go data costs), and other clients are less sensitive.

* | have met with most listening vendors on this topic - none have
implemented a solve to my liking. That’s where you (the audience)
come in! If this isn’t a priority, we have to make it one.
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Conclusion, or why doesn’t everyone else think this
is a big problem?

1.  We need to take a critical look inward — are our existing measurement
programs calibrated correctly?

2. I'm still a huge proponent for social listening - | criticize because | think
we could do better, and am excited about the possibilities.
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Thank you.

More questions after Q&A? Talk tome
afterwards.
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