= Millon
=S complex = sgience
sit{llﬁs[:;?jism@h[gmsuea[ch—:uuwldmmﬂnldEllV“mBE[ym
SEESE | . DOvATS,
. N nllellnks ' umanl]alwarynenva'i e
sl h NIRRT : N 'Ewdenue hased <

mumvndg !EIEH y := B[VI BE o ReSEAICh [|HEIEII]HE A“ e % i
i 2 guve[uﬂ["me" rnw§§_-.=[v!|[é|]a[;§[=llr,!alllllﬂn[ues |3"FE%"1”“£F
(NN =25 = rsystems & - ==emiuis

OOMbiTG o2 i SYSIEM e gﬁgnm ESIRH :-E E 1 ﬂ!a

E

IDEIIE[II]E =
nusirahan

Understanding Social Media

Dr Cécile Paris
Search, Language and Social Media Team
CSIRO ICT Centre

November 10th, 2011 CSIRO




Communication is a two
way street.

Social Media can be
used to:

eDisseminate information
el istening to customers

eEngage with customers
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When everyone is a publisher and a

communicator

cC N & hitp:/fr05a.blogspot.com /20091 2 /centrelimk-youth-alowances. html

Everyone can

I r VI For all those hitting their awesame 16th birthday by next wear, | got a couple of advice about Youth
. f t' allowarce, because | have never hated a government agency more than Centrelink, (Totally
I n O rl I l a. I O n ignoring Mathan Rees).

Centrelink - Youth Allowances

« Fill all your forms before your birthday, so you start reciving payments on your birthday.

o Remember to make TAX FILE NUMBER, BAMK ACCOUNT (far yaurself),

= |fyou handing the forms in face to face, prepare to bring a book or ipod, but if you said your
farm that you are a poor neglected child who does not own ipods, just bring a book. A friend
can substitute.

« Prepare for them to go come back again after.

« In avyear you'll have to wisit reguiarly, and it gets incredible annaying, they'll ask ahout
COUrses, reassessments and any other made up reasons they can makedthink up.

+ Prepare to be rejected if your parents are High Raller, you work and make more than $6000 a
wear, Both Parents work, vou are only child, and anything warks.

30 in short, check before hand that you do gualify for Youth Allowance, as they will reject and then
you would hawe wasted so many hours to fill those forms out. Hopes this helps for you guys when
you actually have it i)

FPosted by Rosa 1) af Tuesday, December of, 2003 4]

W
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When everyone is a publisher and a

communicator

( = centrelink - Twitker Search

Eve ryo n e Can Print | £/ C N T htp:/isearch.twitter.com/search?q=centrelink > O F~
p rOVI d e Ot twikber |Qv centrelink x| Search |

Search

. . By Eva C

I n fO rl I l atl O n Feoesl  Realtime results for centrelink 0.06 seconds
How m
Eg?aaglﬁ porn20yrs218; @Circuscat Thanks fer that. Having to rely on Centrelink is had
o H enough, getting dragged down with other people's negativity is demaoralising

planning about 1 hour ago from web - Reply - Yiew Tweet - 505 Show Conversation

money

e Fvervone can
There, g Burcu Bat: annuyed at centrelink Qrrrrrr i really need a jDD.. Why doesn't Money

g . . tah:;:]rsa JUSt grom on trees
r VI d e O I n I O n S children about 1 hour aga fram web - Reply - Yiew Tweet
‘ ' unfair p
Asthe g tirnik dy trelink t di
iy imkennedy: (centrelink payment pending)
{Jher?sliaon ahout 1 hour ago from Twitterrific - Reply - View Tweet
2ir o

Circuscat @born20yrs218 | hope vou get a job soon. | bloody hate centrelink, it's
like walking straight into hell!

about 1 hour ago from web - Reply - Yiew Tweet - (0o Show Conversation

MissyBoo_: Love ¢entrelink letters threatening to remowve childcare benefit unless
your child is immunised within 28 days! Haha - she was done yesterday

P N B

about 2 hours ago from TweetDeck - Reply - Wiew Tweet

Jess_Fitmyy: Centrelink sucks!
about 2 hours ago from WeSpace - Heply - Wiew Tweet

‘ [

JElll itobityFinger: Baha! RT @hindychild: Apparently exposing my belly button
T doesn't qualify as proof of hirth to the people at Centrelink.
o

about 4 hours ago from Grawty - Reply - View Tweet

1l I >

|~
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When everyone is a publisher and a

communicator

YaHOO!2 I
Everyone can S
ask. answer.

_I . Search for questions: I Se:
I n fO rl I l atl 0 n Home = Business & Finance = Taxes = Australia = Resolved Question

Resolved Question Show me another »
H Can | claim any centrelink benefits under my following
position?

Chops
@ Ve ryo n e Can I'am 16, | live at home, | have casual work and | still go to school?

Is there any benefits | can claim from centrelink?

provide opinions

[ Report Abuse

e Everyone can ask -
y LS Baszed on the information you'e provided it is unlikely that you would gualify for any
. "l Centrelink payments. Your best option would be to call Centrelink though and confirm
a q u estl O n an d ~*ardsm. your eligibility as they are the ones who can best advise you, and also assist in the
TOF
]

i application process if you are eligible for a payment. ]
il i}

W
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When everyone is a publisher and a

communicator
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Listening to Customers to iImprove Services

&

e Important to hear complaints and
correct misinformation

e |dentify where services can be
Improved

e |dentify citizens who are not served
correctly

e Protect the privacy of individuals

W
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Understanding Social Media

e What are people talking about?
e Where do they discuss what?

« When are they engage in social
media?

e What are the patterns of
Communications?

e \Who is influencial?

W
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Understanding Social Media

eNot all social media is the same -- in terms of
language and even purpose

eTWweets eFOrums
*Q&A News
Blogs oEtC

eLanguage of social media is not uniform across
domains/topics

W
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Examples 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

eCentrelink: 45156 posts
«CSIRO: 49242 posts

W
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Where do people discuss CSIRO/Centrelink?

<Excluding microblogs

e|n both collections the quantity of microblog posts

; vastly outnumber other media
osts

3500

3000

2500

2000

1500

W Centrelink

1000

500

O I T
Blogs Forums News

W
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Discussion Lengths

Number of discussions

600 eLongest Discussion
«CSIRO: 57 posts
500 eCentrelink: 41 posts
400
300 mCSIRO
= Centrelink
200
100 -
0' | N N NN A ER B S E B BN R R R —

1 3 65§ 7 98 1 13 15 19 21 41 57

Number of posts in 1||i|I|D
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Presence of Links

There is a large difference in the number of
links (mostly microblogs)
e 47% of posts about CSIRO contain links
e 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/WNIrN6B 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
Parade Parkville: http://t.co/w7UILyW

W

CCCCC

CSIRO. Search, Language and Social Media Research ENGAGE 2011



The Focus of the Two Contexts

Pronouns and Demonstratives used in Social
Media

Probability of 0.45

any post 0.40
containing 035

feature
0.30

0.25
0.20
0.15
0.10 -
0.05 -
0.00 -

mCSIRO
= Centrelink

Q\\
G)
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How can we support communication staff?

eUnderstand the tasks
and information needs
of staff performing
Social Media
Monitoring

e|dentify how
technology can best
support them

SIRO. Search, Language and Social Media Research ENGAGE 2011



Questionnaire:

_Ediiratinn

In-Situ Observations of the Task:
- Talk-aloud Protocol
- Video recording

L_uUuuuvalivii

- Career Path

Interview Participants:

Task Analysis Method - Difficulties encountered
- Tools & functionality desired

Analysis:
- Questionnaire answers
- Recorded Video
- Interview responses

Video Annotations
- Frequencies of specific actions




First Observations

eComplex task with a need to
juggle many sub-tasks

M Tube}

-‘.I\.-:r—‘— -

Need to get an overview = T
across all social media

eNeed to assess relevance and
Importance of posts quickly

eTeam work
eNeed for regular reporting

eNeed to archive information

CSIRO. Search, Language and Social Media Research ENGAGE 2011



High-level actions described

eMeasure campaign
effectiveness

eMeasure impact of &
reaction to content
produced by agency

e|dentify “hot topics”

«Offer mproved services
by interacting with
online community
regarding a specific
soclal media post

CSIRO. Search, Language and Social Media Research ENGAGE 2011




ow-level actions described

v Vv 1 IW 1 RS o A

<Respond directly in a forum
<\Watch for follow-on activity on negative posts

«Check for accuracy of information provided by the
community

e|nform social workers of potential problems

eAlert/inform other departments of relevant
posts/sites

 wmwr s Wil W e W

<\Watch for personal circumstances being posted
and intervene as appropriate

<Check if reports of poor offerings of government
services are accurate

W
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Design implications for a social media

monitoring tool for Government Services

A dashboard that
collects and sorts social
media data

eQverview section that

shows where most | -_

activity happens |- ——— o e
eEasy navigation - = = -
eInformation to help § |

make decisions aelihe g s -9

e Archiving facility for
reporting & analysis
=Support for team work G
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N

IR VIZIE: A Social Media Monitoring Platform

Functionality we focused on

e Overview of all
social media
activity and easy
navigation

e Information to help

staff make
decisions

CSIRO. Search, Language and Social Media Research ENGAGE 2011
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> VIZIE: A Social Media Monitoring Platform

Functionality we focused on

e Overview of all
social media
activity and easy
navigation

Respad For Saence And Juliar Lishard
s o the leading Australian "sdertific’ organisation CSIRO expeded one of its staff..

E§pand

Re: Are they for real?
o - oould be coming out of CSIRC....or a Aussie invertion. Quote...

B8

RE: [OFFICIAL ] Post your desktop

< - system Cambridgs Ring CSIRONET by | CSIRO ) CTOS { Convergent Technolagies ,
|ater acquired ..

e Information to help
staff make
decisions

RE: Achievements of the CSIRO

< Wow didn'tknow the radar was ours!

RE: Achievements of the CSIRO

o We actually have at least 2 world class RE#38;D organisations, DSTO to name another;
black box recorder, ealy photocopier to name & few, ANSTO is anather org.

Re: Achievements of the CSIRO
« christthe poor bloke thatinventzd aerogard gave up the formula for freel interesting read.

CSIRO. Search, Language and Social Media Research ENGAGE 2011
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farum

farum

farum

forum

Ended conne:

arganisation

invertion
tachnologies
achisvarnants
arganisations

achievermerts
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o VIZIE: A Social Media Monitoring Platform

Other Functionality: Searchinqg for specific posts

[Post List

Media Type: Time Period:
All [=l Last |pay [=] Custom]  Retrieve Pasts

Hunt launched for killer shark in VWest Australia %

2011-10-23 16:31:18.0

hitp-/iwww.google comiurl?sa=X&g=http/www_heraldsun com. au/news/more-news/nunt-launched-for-killer-shark/story-fn7xgme2-
1226174509705&¢ct=gascad=CAcQARGBIAADAT AACABA 10KRIQRIAIAAWABIBWVYULVYTA&Cd=hTimMZEQKZV8&usg=AF QJCNFcCMc GWRAKQETpRPJBW3KP1250Q

Fenech tells critics to 'Get a life’

When one of the world's leading conspiracy theorists flies into fown, things are always going to get interesting. And Da...
2011-10-23 16:26:00.0

hitp:/fwww _brisbanetimes.com.au/nationalfthe-diary/fenec h-tells-critics-to-get-a-life-20111023-1meil_html

http://t co/MBMSelUdp
2011-10-23 16:20:57.0
hitp:/ft.co/MBMSeUdp

Hunt is on for West Australian killer shark

NEWS.com.au - Found 1 hour agoCSIRO white shark expert Barry Bruce said sharks that attacked humans were rarely s...
2011-10-23 16:18:00.0

hitp-/fc. moreover.com/fclick/here_pl?z53694557658amp z=1250248834

#Jobs #Victoria CSIRO Seeking To Employ OCE Posidoctoral Fellow Computational Scientist-Statistician in VIC:... hitp:/...
2011-10-23 15:38:45.0
hitp-/ftwitter com/lexxioAU/statuses/126133266199949313

CSIRO
2011-10-23 14:57:39.0
http-/ftwitter com/takkeybook/statuses(128122922870779649

&#39;Cane toad with wings&4#39; threat to food

2011-10-23 13:41:35.0

hitpz/fwww_google com/url?sa=X&g=http-/fwww theage com au/national/cane-toad-with-wings-threat-to-food-20111023-1memd4_html&ct=gadcad=CAc QARgBIAADAT AAC
zb4P|_ZYSt5VFQCYzqogA

'Cane toad with wings' threat to food

AN INVADING bee could spread "like a cane toad with wings" to threaten two-thirds of Australia's food supply. experts ..
2011-10-23 13:27.00.0

http_#www theage.com.au/national/cane-toad-with-wings-threat-to-food-20111023-1memd.himl

hitp_//t.co/EsE4aG71
2011-10-23 13:20:56.0
http_ift.co/ESE4aGTI

Hunt is on for West Australian killer shark

AUTHORITIES have little chance of finding a shark that killed an American diver, a leading shark researcher says.
2011-10-23 13:00:00.0

httpzifwww. news.com.au/hunt-is-on-for-west-australian-killer-shark/story-in7x8me2-1226174509705

fovous |12 2] 2][e][e] (2] g][2] 1] ues| ‘mm’
e
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BN V/IZIE: A Social Media Monitoring Platform

,

Other Functionality: Recording engagements
with community

lllll

llllll

eeeeeeeeee

W
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View Report for the last :
Day
week
Month

Custom Time Period Report:

Time Period be

Time Period

Vizie Activity:

» Total Annotations: 0

» Total Comments: 0

e Total Engagements: 11 (Table)

From:
17.08.2011 .
. Team Engagements {Number of Actions):
Tao: » forum: 2 (Table)
24.08.2011 » guestion: 9 (Table)
View Report

River Graph of Vizie Activity:

Graph

Social Media Activity {(Number of Posts):
misc: 156 (Table)
forum: 15 (Table)
question: 16 (Table)
microblog: 1163 (Table)
news: 35 (Table)
bookmarl: 0

picture: 0

comment: 0

video: 2 (Table)

gov: 0

profile: 2 {Table)

blog: 7 (Table)
presz_releaze: 7 (Table)

Send feedback, suggestions or comments sbout the Vizie Interface.
Vizie Version Number 0.2.9a
CSIRO ICT Centre

I1[1]

csimo

W
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Future Work

eQuery term ambiguity:
eTerms like “Pensions” and

“medicare” are
“ambiguous” terms wrt DHS

eMedicare also brings results
from the USA

ePensions brings a lot of noise

eJse context to filter the noise

e -

W
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e Additional language analysis
to identify issues




Exploring the Use of an Online Community in

Welfare Transition Programs

eFrom informing and
listening to sharing and
creating

eCollaborator and
facilitator

<Exploring the social
dimension

W
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Thanks!

Questions?

microblog

Cecile.Paris@csiro.au ‘“ml'
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Thank you

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

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



