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Engaging with Social MediaEngaging with Social Media

Communication is a two 
way street. 

Social Media can be 
used to:

•Disseminate information

•Listening to customersg

•Engage with customers
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When everyone is a publisher and a 
communicatorcommunicator

• Everyone can 
provide 
information
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When everyone is a publisher and a 
communicatorcommunicator

• Everyone can 
provide 
information

• Everyone can 
provide opinionsprovide opinions

• Everyone can ask • Everyone can ask 
a question, and 
everyone can everyone can 
answer
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When everyone is a publisher and a 
communicatorcommunicator
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Listening to Customers to improve ServicesListening to Customers to improve Services

• Important to hear complaints and 
correct misinformation

• Identify where services can be 
improvedp

• Identify citizens who are not served 
correctlycorrectly

• Protect the privacy of individuals
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Understanding Social MediaUnderstanding Social Media

• What are people talking about?• What are people talking about?
• Where do they discuss what?
• When are they engage in social 

media? 
• What are the patterns of 

Communications?
• Who is influencial?
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Understanding Social MediaUnderstanding Social Media

•Not all social media is the same -- in terms of 
language and even purpose

•Tweets •ForumsTweets
•Q&A
•Blogs

Forums
•News
•Etc•Blogs •Etc

•Language of social media is not uniform across 
domains/topicsdomains/topics

CSIRO.  Search, Language and Social Media Research  ENGAGE 2011 



Examples of social media in two domainsExamples of social media in two domains

•Vizie with Centrelink as a query
•Vizie for CSIRO

•This analysis on the next few slides is of a 
subset of the data from August

•Centrelink: 45156 postsp
•CSIRO: 49242 posts
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Where do people discuss CSIRO/Centrelink?Where do people discuss CSIRO/Centrelink?

•Excluding microblogs

Posts

•In both collections the quantity of microblog posts 
vastly outnumber other media
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Discussion LengthsDiscussion Lengths

•Longest DiscussionNumber of discussions

•CSIRO: 57 posts
•Centrelink: 41 posts
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Number of posts in 
the discussion



Presence of LinksPresence of Links

There is a large difference in the number of 
links (mostly microblogs)

• 47% of posts about CSIRO contain links
• Only 7% of posts about Centrelink contain links

Examples:
Solar geeks can tour CSIRO's Newcastle solar research facility for 

National Science Week  http://t co/WNrrN6B via @DanJCassNational Science Week. http://t.co/WNrrN6B via @DanJCass

@PatriotGuard427 CSIRO: Human activities are changing the climate 
http://t.co/Q5CFPWN

Lennox Legacy: The History of the Csiro Laboratory at 343 Royal 
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Lennox Legacy: The History of the Csiro Laboratory at 343 Royal 
Parade Parkville:  http://t.co/w7UILyW



The Focus of the Two ContextsThe Focus of the Two Contexts

Pronouns and Demonstratives used in Social 
M di

Probability of 
any post 

Media

any post 
containing 
feature
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How can we support communication staff?How can we support communication staff?

•Understand the tasks 
and information needs and information needs 
of staff performing 
Social Media Social Media 
Monitoring

Identify how •Identify how 
technology can best 
support them
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Questionnaire:
- Education

In-Situ Observations of the Task:
T lk l d P t l- Education

- Career Path
- Talk-aloud Protocol
- Video recording 

Interview Participants:
- Difficulties encounteredTask Analysis Method
- Tools & functionality desired

Task Analysis Method

Analysis:
- Questionnaire answers
- Recorded Video

Video Annotations
F i f ifi ti
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Recorded Video
- Interview responses

- Frequencies of specific actions



First Observations

•Complex task with a need to 
juggle many sub-tasks 

•Need to get an overview •Need to get an overview 
across all social media

•Need to assess relevance and 
importance of posts quicklyp p q y

•Team work

•Need for regular reporting 

N d t  hi  i f ti  
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•Need to archive information 



High-level actions describedHigh level actions described

•Measure campaign 
ff ieffectiveness

•Measure impact of & Measure impact of & 
reaction to content 
produced by agencyproduced by agency

•Identify “hot topics”

•Offer improved services 
by interacting with by interacting with 
online community 
regarding a specific 
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regarding a specific 
social media post



Low-level actions describedLow level actions described
•Respond directly in a forum
•Watch for follow-on activity on negative posts
•Check for accuracy of information provided by the y p y

community
•Inform social workers of potential problemsInform social workers of potential problems
•Alert/inform other departments of relevant 

posts/sitesposts/sites
•Watch for personal circumstances being posted 

and intervene as appropriateand intervene as appropriate
•Check if reports of poor offerings of government 

services are accurate
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services are accurate



Design implications for a social media 
monitoring tool for Government Servicesmonitoring tool for Government Services

•A dashboard that 
ll t  d t  i l collects and sorts social 

media data 
•Overview section that 
shows where most 
activity happens

•Easy navigation y g
•Information to help 
make decisions make decisions 

•Archiving facility for 
reporting & analysis
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reporting & analysis
•Support for team work



VIZIE: A Social Media Monitoring Platform

Functionality we focused ony

• Overview of all 
social media 
activity and easy y y
navigation

• Information to help 
staff make staff make 
decisions
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VIZIE: A Social Media Monitoring Platform

Other Functionality: Searching for specific postsy g p p
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VIZIE: A Social Media Monitoring Platform

Other Functionality: Recording engagements y g g g
with community
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VIZIE: A Social Media Monitoring Platform

Other Functionality: Archiving and Reportingy g p g
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Future WorkFuture Work

•Query term ambiguity:
i i•Terms like “Pensions” and 

“medicare” are 
“ambiguous” terms wrt DHS“ambiguous” terms wrt DHS

•Medicare also brings results 
from the USAfrom the USA

•Pensions brings a lot of noise

•Use context to filter the noise

•Additional language analysis 
to identify issues
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to identify issues



Exploring the Use of an Online Community in 
Welfare Transition Programs

•From informing and 
listening to sharing and 

ticreating

C ll b t  d •Collaborator and 
facilitator

•Exploring the social 
dimension dimension 
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Thanks!

Questions?Questions?
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Cecile.Paris@csiro.au



Thank you

Contact UsContact Us
Phone: 1300 363 400 or +61 3 9545 2176

Email: enquiries@csiro.au  Web: www.csiro.au


