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Social
Listening

What is it?

How does it differ from social monitoring?
Why it's important?

What are the benefits?

Case Studies - Who's doing this well?
How to get started?

What tools are available?



SOCIAL LISTENING

so-cial lis-ten-ing

(v.) the process of monitoring sentiment towards your
brand, products, competitors, and industry across social
media platforms.

Keyword monitoring
Tagged and untagged mentions

Peer/ competitor tracking
Direct Messages/ Replies




SOCIAL MONITORING VS. SOCIAL LISTENING

MONITORING

Focused
Quantitative
Measurement

Reactive
Goal: Audit

VS.

LISTENING

Comprehensive
Qualitative
Strategy

Proactive

Goal: Optimization




WHY IT MATTERS

e Over 4.8 billion users
worldwide (60% of
Earth’'s population)

e 50 million new social
users between April 2022
and April 2023 alone

e Average daily use =2
hours and 24 minutes.




BENEFITS

A strong social listening strategy reaches
beyond marketing to inform:

Branding

Industry/ Competitor Insights
Influencer Identification
Campaign Strategy

Customer Service

Product/ Service Development
Crisis Management

Challenge your

preconceptions, or
they'll challenge
you.
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GETTING STARTED

0000 0 0

ldentify Define Define Pick your Analyze Adapt
your goal channels measurements tools your results and
Optimize



TOOLS

€ Home « Q marketing edmonton . Q, Strong coffee marketin. ..

In-platform
e Meta Business Suite, LinkedIn,
Tweetdeck

Paid ($$)

e Brandwatch, Hootsuite, Mention,
Talkwalker, Sprout Social,
Sysomos, Buffer, HubSpot, Brand
24, BrandMentions, Meltwater,
NetBase

HALBEY Ghalsny Am
I'm ug for Bast New Antist! Thanks
BMME u guye aren't o mean after
all o u can vate hare

nrRcom;

The Associated Press @n°

Femae attackar moved from
Pakistar to Saudi drabia as chik, AP
SOUTCRS SaY; Apa,ws ] NwhiAA
Detals

Slate £ 3
Watch ow, Panscops, Hers comas
Facebook video streaming:

slate. me1 Yo TV

-

Naal Ungarisidar Dosaungse 285
/Ard this I3 & *ascinating Iittie taa on
the future of downiown Log Angeles.

oy — Marketing Edmarton @tuce... 1m
&

Weariating end Brand Menager
0. CE0 phe Tid=bar,

144

b b 1Fans Menager

Liseg: today

eeciamedia ¥mannelny Yeamanten
ift 1 YNZDwn

Marketing Edmenten heuve... 17m
irmaciate #0pen Pogilions -
Sales/Marketing/Promat ors needed
n AEdmanton &t Artillery Evants.
Apply nawl #jabs

Kat Bach ar

Wit you e b e about
Inbsund Marketng. LIVE naw:

o GIH2 Best #TalkRaco
eterans on the Move with Joe

Leanne Brownoff 2. d Marketing Batthe o

AT @strongeafion: #ynghe

YOLT CONMANT Bwasomel
@JustinCantin tells you about 5 free.
phate editng tools: bitly'TkG2sbL

Strang Coftes S

#yaghiz make your confent
awascrmel SJustinGanin tella you
about 5 free phota editing took:
Bt Bl

olivia rickenbacher G-ckentach.,, &
4 holiday marketing pleces to
crete 1 e next two days cals for
=trang caffes s laud chrstmas
musc #sencheip

Strong Cofles Lximng: 7
BCYME i our atest Stulf We're Tnfing
pesl, EustinCantin gives
S 2 iry: hit iy 1OPgime
o/ TURLIEIVGH

MarketingHartie: Markat gt
Thia Ve in Content Market]
Facetook Ineta.

Marketing Battie
MerketingBattie: Markatngl
MarketingBattie: Marketingl
Deing Contant Marseting Rig
Wrong, at t

pic.twitta

This Ve in Contant Market
Facezock Insta
oem/|pHEMGIMDg




e Aren'tall of the polls terrible?

Pu bl ic e Do we still need polling?
Opinion
Polling

e Who the heck answers phone polls from random
callers?

e How and why should public affairs professionals
utilize survey research?

e How do | test persuasive messaging or creative
with voters / consumers?

e How do | measure important geographic / district
differences without spending a massive amount

on polling?

e Can't Al solve this all for me?




Polling Accuracy

2016 — D+3.0 combined bias,
shock to the system

2018 — Good polling year, return to
fundamentals

2020 - D+4.7 combined bias,
worse than 16 in many ways after
Trump adjustments, complicated
by COVID

2022 — Really good polling year,
some bad media analysis /
partisan garbage polls /
bandwagoning

Polls were historically accurate in 2021-22

Weighted-average error of polls in the final 21 days* before presidential primary and
presidential, Senate, House and gubernatorial general elections since 1998

PRESIDENT
CYCLE PRIMARY GENERAL SENATE HOUSE GOV, COMBINED
1998 - - 7.5 7.1 8.1 7.7
1999-2000 7.9 44 6.0 4.3 4.9 5.5
2001-02 - - 5.5 5.6 5.2 5.4
2003-04 7.0 3.3 5.3 5.8 5.5 4.8
2005-06 - - 5.2 6.5 5.1 5.7
2007-08 5t 3.5 4.7 5.9 4.4 5.5
2009-10 - . 4.9 7.0 4.7 5.8
201112 8.9 3 4.7 5.5 4.9 5.3
201314 - - 5.3 6.8 4.5 5.3
20516 [N 4.9 5.0 5.8 5.4 6.8
201718 - - 4.2 4.9 5.2 4.9
20020 [ 5.0 5.8 6.5 6.4 5.3
2021-22 - - 4.8 4.0 5.1 4.8
All years 9.2 4.3 5.4 6.1 5.4 6.0

FiveThirtyEight



The most and least accurate polisters of 2021-22

Average error, share of elections “called” correctly and average statistical bias of each

[ d
pollster’s polls in the final 21 days* before Senate, House and gubernatorial general
o I n g c c u r a Cy elections in the 2021-22 cycle, for pollsters that conducted at least five such polls

#OF AVERAGE % OF CORRECT AVERAGE

S Y B
The New York Times/Siena College 12 1.9 _ EVEN
. Alaska Su Research L R+1.9
e Tremendous range in pollster accuracy = i
Echelon Insights ] 2.4 _ R+1.2
Beacon Research/Shaw & Co. Research 10 2.8 _ R+0.9
e Private pollsters not represented in these - T
ratings — usually in top tranche of results - — 3 |
because more revenue necessitates more = e
accurate polls s s

Emerson College 5 4.1 _

YouGov 18 &.1_

e Tip —ask your prospective pollster for their —— - j;j_
mean polling error from past few cycles o eee E «+ I
Targoz Market Research 4 4.8 — R+3.7
RRH B ; .. I

Marning Consult i 5.2

University of New Hampshire Survey

Center

Trafalgar Group 37
InsiderAdvantage 29
Patriot Polling 7
Phillips Acader‘ny 7
Wick 9
cofefficient 15
Moore Information Group 5

Ascend Action i



What is the industry doing to improve?

Polling has entered a period of unprecedented diversity in methods

e Mode experimentation Miumber of national public pollsters in the U.S. using method(s)
By 2022 the number of active ———
b .
et et Y ove
e Mixed-mode experimentation /BB Griine opin, probabilty-based panel and ive phone

4 Online opt-in and live phone

About 28 national public

e Leveraging more rigorous
statistical modeling of likely Rh

used live phone
voters |

Online opt-in only

IVR alone or with other methods

ABS (USPS) with multiple modes alone or
with other methods
Probability-based panel and live phone

e Continued adjustments for
asymmetric partisan / anti-
establishment / civic
engagement nonresponse 2000 2004 2008 2012 2016 2020 22

Probability-based panel only
Live phone (RBS) only
Live phone (RDD) only

Mote: Figures represent the number of active national public pollsters in each year and the method{s) that they used. IVR refers to interactive
voice response, also known as rabo-polling. ABS refers to address-based sampling. RBS refers 1o vater registration-based sampling. RDD
refers 1o random-digit-dial sampling.

Source: Pew Research Center analysks of external data. See Methodology for details.

“How Public Polling Has Changed in the 21st Centuny™

PEW RESEARCH CENTER



What is the industry doing to improve?

On key demographic and lifestyle benchmarks, Pew Research Center surveys

closely aligned with federal surveys

% who say they ...

O Benchmark @ Pew Research Center

Have health insurance

Rate own health as excellent or very good

Are married

Have one or more children in household

Have a housahold income more than $100K 209023
Live in a one-adult household 1809 20
Hawe a housshold income less than $20K 16 CH1T7
Received food stamps or used a food
stamp benefit card last year 110-015
Have lived in current house
for less than one year 13 814

Smoke clgarettes every day 11Ch12

Received state or fed. unemployment | O=@6
compensation in last year | 2

0% 20

87@D89
85 @86
62 8
51 Q=59
50@ 51
35835
40 80 80 100

Source: Survey conducted Aug. 23-Sept. 2, 2016. Benchmark estimates from 2015 American Community Survey and
2015 CPS Annual Social and Economic supplement. See appendix for details.

“What Low Response Rates Mean for Telephone Surveys”
PEW RESEARCH CENTER

Reports of civic engagement higher
than in benchmark surveys

% who say they ...

Benchmark Pew
Trust all or most of the people

in nelghborhood 510--061
Have done volunteer activities
through or for an org. in the past year 250 @59
Talk with neighbors basically 30€ & 59

every day or a few times a week

Have worked with people in
neighborhood to fix a problem | 81— 46

in the past year

Have participated in school group or
community org. during past year
Have participated in sports or
recreation org. during past year
Have participated in a semvice or civic
organization during the past year EC==015

30 40 50 60 70

Source: Survey conducted Aug. 23-Sept. 2, 2018. Benchmark estimates from
2013 CPS Civic Engagement supplement.
"What Low Response Rates Mean for Telephone Surveys”

PEW RESEARCH CENTER



Why is polling important for public affairs?

e Veryaccurate at measuring public opinion
and behaviors among full US adult population

e Essential for measuring persuasive efficacy of
messaging and creative

e For rapid response / crisis management,
iImportant supplement to social listening (for
full population view)

e By leveraging database-matched survey work,
identify geographic / regional / district
opportunities

Polls on COVID-19 vaccination closely track CDC data

% of U.S. adults administered at least one dose of vaceine

Poll estimate BE8.5
= CDC rate

0 T ]
Dec. 21, 2020 March 30, 2021 June 30, 2021

PEW RESEARCH CENTER



Testing persuasion

e Much more statistically rigorous approaches than traditional message batteries (quant) /
focus groups (qual)
e Persuasion testing is extremely underutilized by public affairs professionals

Thinking about the benefits of free trade, which of
the following arguments do you find the MOST
persuasive?

i . RCTs

WEETENED  MoaxDiff - |
o . Test persuasiveness of creative by seg ment
e e Orderin g many

for the things they buy every day.
messages R t Sign In

Progress happens when we share ideas, goods, and services. Theough this sharing, T

trade creates opportunities for people to improve thelr lives and the lives of others, - 2 .
3 3 Treatments < B Metrics & 3 Segments 7 1Filter = Options = 4,611
picondd LT Pty UIE Breakdown ~ Content Segment Primary
1. Qverall Chime Brand Lift (1) 1a. Chime Brand Attitude (1)
0% — 53N m— 1. 0.14 Chime Credit
overan [ S oversi oo I +71 s IR +5.0
E Chime - Banking _
with No Hidden.., ~ Overall 549 +65 o1 [ +5.5
31— A5% — ey 9.29
- :'((:mmeHasYourBa overall 2l so5 304 .4
Some analysts support the governments plan to focus on lowering Gender - ;:h_\lr:;e sl Female s1s [ +7.6 0.6 [ +4.1
the prescription drug costs for Medicare beneficiaries by > 56X m— 2 0 e
capping the amount of money they must pay out-of-pocket for =
prescription drugs each year. Male se.c [N +5.5 sz [ +5 9
Some have said that the governments new price transparency rules B c!"r"";'gladf:(i"! Fanae 535 [ +7 wos I +55
will allow Americons to easily view and shop for available 2 " 5 L L)
5 2w 525 m— 25% m— -g.81 Fees
health care services, leoding to greater competition omongst
health care providers, and lower prices for consumers. Male so.s [N +5.5 sz D +5.0
Some economists have noted that the increase im cost of health #ChimeHasYourBa " . D
care is directly related to the increase in government control 24% 51 — 255 m— -0.82 - ck i 24l s:s s 4 <o+
of health care.




Supplement/
contextualize social
listening insights with
instant thermometer
large-population
research

Essential, given that
top tweeters # Twitter
users Z Americans

Omnibus survey
products offer cost-
effective instant reads

One-quarter of users produce the vast

Surveying for instant feedback maiorityof tweets from us. acuts

Share of all tweets produced by U.S. adult users created
by ...

Bottom 75%
tweeters

| |

ALL TWEETS FROM U.S. USERS

[ASKED OF NETFLIX USERS WHO SHARE ACCOUNT OUTSIDE OF HH] You said that you share your Netflix
account with other people outside of your household. If Netflix adds an extra fee of $2.99 per month to continue
to share your account outside of your household, how likely are you to pay the extra fee in order to continue
sharing your account?

e

100%
80%
60%

40% + | Very likely -
Percent: 35.9% £ 19.6%
Date: May 23, 2023

20%

0%

May 21 May 22 May 23 May 24 May 25 May 26 May 27 May 28
M23



DMA: EVANSVILLE

Small geography estimations =1

Estimate Distribution

Question 1 ¥ Mone o

e Traditionally, gathering
statistically meaningful
sample across small
geographies = insanely
expensive survey

e Nationwide survey + voter /
consumer database +
statistical modeling =
accurate small geography
estimations

e Example uses include
measuring policy
alignment by
congressional district,
brand awareness by DMA




Can'’t Al solve this all for me?

e |tcan help!

Exciting experimentation using Al to code

verbatim (open-ended) survey responses

Abortion has been as important as inflation to Dems since May
Percent of survey respondents who said abortion and inflation/prices were “very important”
issues for the U.S. by reported party affiliation, May to November 2022

W REFUBLICAMS m DEMOCRATS — ABORTIOM ... INFLATION/PRICES

r
P
i
i
i

MAY
2022

JURE

Juey AUG. SEPT. ocT. NOU.

Results fram weekly survey of 1,500 U.S. adult citizens conducted by YouGav/The Economist. Date shown is the end date of
each particular survey. Respandents could salect multiple issues as “very impartant’.

FiveThirtyEight SDURCE: YOUGDU/THE ECONOMIST

11. In your opinion, what is the most important issue facing the United States to

Hide Respanses =

ResponselD Response

41 wiatar

44 qgetting rid of fruma

45 the economy

47 i thirk theres so many bordar and erjergy

48 THE ECONOMY

4 Immigeatian

55 imrigration end borger policy

56 Toa much gavarnment comuption in the fedaral lavel

57 dan't know the way the world is going climate change | don't know the way prescription (
(] hordar security

B0 The border security.

82 The zconomy

67 socigl pulirization.

71 Safiaty of cur country, wall, batter military's lssues, lowering cost of lving
3 Corrupt peliticans in both parties

74 Global warming

5 The Ecanamy

77 | quess the Eronamy.

Most Important Issue - Coded
In your opinion, what is the most important issue facing the United States today?

00

Crime/Law ;
Enforcement g

Feonomy _

Education I 0.4%

5.0 10.0 15.0 200

Abortion

Pl
Border/Immigration 17.9%

Energy
Independence
Government |
Corruption
Healthcare 1.0%

Inflation

Morality/Social
Issues

National Debt

Maticnal
Security/Foreign
Palicy

Palitical
Divide/Partisan
Issues

Other

Mot Sure/No
Opinion




THANK YOU!

1?6\ Public Affairs Council
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