Volume 2 | Issue 1 | February 2011

Harris Interactive Asia

ONE STEP AHEAD

L eat

S os o

¢
W/

- A

Social Media Monitoring: What'’s
the buzz around your brand?

With increasing clutter and the rise in user-generated content in mass media
and communications, we are seeing our clients seeking out ways they can
better utilize social media both in terms of marketing as well as gathering
information about their target consumers.

And for good reason: a recent poll conducted by Harris Interactive Asia suggests
that at least 6 in 10 people in urban Asia use Facebook. This number climbs
when you include other, local, social networking applications in China, Korea,
and Japan.

Further, there are signs that the older population is a big part of the
Facebooking revolution, with 45% of the online population in Asia aged 50-64
on Facebook. This has powerful implications for marketing products to the
masses.

“In many countries, the rise in Internet penetration and usage is marked by the
older segments of the population gaining increasing comfort online and seeing
it as a part of their regular lives. The number of people who are involved in
social networking in higher age brackets suggests that Asia is coming of age in
social media,” according to Asha Choksi, Head of Research, Asia Pacific, Harris
Interactive.

Social media has provided consumers with a fun platform through which they can
make and connect with friends, followers and communities, broadcast their
viewpoints on recent issues, share their experiences with various brands, products
and services they have used, express how they are feeling, open up their lives
before each other through pictures.
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For the uninitiated who are wondering
what all the fuss is about, social media
is an umbrella term that refers to
internet and mobile-based tools that
enable users to create, share and store
information.

Social media hinges on user
participation and user-generated
content. Types of social media include
(but are not limited to):

Social networking sites such as:
e Facebook
LinkedIn
Mixi
Kaixin001
Social bookmarking sites such as:
e StumbleUpon
e Delicious

Social news sites such as:
e Reddit

e Digg

Photo and video sharing sites such as:
e YouTube
e  Flickr

Blogs such as:
e WordPress
e TypePad

Micro-blogs such as:
e Twitter
e Identica

Social Media Monitoring (continued)

Word-of-mouth (WOM) has always provided an added layer of credibility that
heavily influences purchase decisions of consumers. Now, with the growing
usage of social networking sites, WOM has become a real, persistent, easy-to-
use and continuous growth channel — with active online peer-to-peer
interactions delivering a level of influence that is only expected to escalate.

Since these consumer conversations are rarely taking place on the marketers’
website, it is critical to employ monitoring techniques to capture
communications relevant to you.

Social Media Monitoring (SMM) platforms, often called ‘listening platforms’,
can accomplish that and more with an efficient and inexpensive means of
identifying and tracking ‘buzz’ as it echoes throughout the multi-channel online
market place.

The goal is to continually gather information specific to your needs from a
comprehensive assortment of social media sources across the internet in real-
time, capturing what is being said about your clients or their brands, how it is
being communicated (tone, sentiment, language), and where those
conversations are taking place (in the real world and online).

Harris Case Study: Banks and the
Global Financial Crisis

A key issue facing U.S. banks was the overt criticism of their role in the
economic crisis and measures initiated by the U.S. government to address it.
For those managing public relations for these financial institutions,
understanding the nature of this criticism is integral to any brand or
corporate reputation management strategy.

Using social media monitoring, all discussions on banks, banking-related
issues and the economic crisis were gathered over a three-month period. Our
text analytics platform identified over 85 substantive themes that appeared
throughout many of the conversations found in the social media space.

Through our Research Lifestreaming®™ tools, we were also able to delve
deeper into WHO was conveying these sentiments. We saw that individuals
who are talking about banks and who also are making incomes under $25,000
focus the conversation on criticism of the banks within the economic crisis:
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Banks and the Global Financial Crisis (continued)

Those who are making incomes of $100K+ discussing the same set of banks
positively focus instead on the features and services the banks offer and less
on the crisis itself:
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While Goldman Sachs is discussed more than any other bank within all
income groups, USAA Financial Services is within the top 10 brand mentions
for those who make $100K or more (and who are focusing on bank services
and features instead of the economic crisis). Top 10 banks mentioned by
those with incomes under $25K:

Bank of Aneria- GOldman SaChS

Fanme Mae: Wels Pugo Bk MasterCard Cl 1bank

s Wachovi Bk

(eico Auto Insurance

Top 10 banks mentioned by those with incomes $100K and above:
Citibank

US Bank ank of America
Geico Auto Insurance
Wachovia BankFannie Mae - USAA Financial Services

Goldman Sachs

Wells Fargo Bank

These findings highlight how the public differentiates bank contributions to
the crisis and suggests that any given bank must take this into consideration
when developing their specific approach to the market.

Contact the Harris Interactive Asia Team
We would love to hear from you! We can be reached at:
+65 6324 4246 or abanta@harrisinteractive.com
To learn more about us, and the services we offer, please visit:
www.harrisinteractive.com

FEATURE:
RESEARCH LIFESTREAMING™"

Research Lifestreaming™ is a
revolutionary new research
platform developed by Harris
Interactive that presents a 360 -
degree view of individuals. By
connecting information they post
online, their survey responses and
behavioral data, it gives a deeper
understanding of why they do
what they do.

e LISTEN to unfiltered
conversations on membership
social media networks (with
the respondents’ full consent)

OBSERVE behavioral patterns
of individuals using Harris
Interactive’s Clickstream and
Mobile GPS technology

INTERACT with participants
using via group discussions on
the web and one-on-one, in-
depth questions.

SURVEY panelists with
traditional surveys for on-the-
spot opinions.

Research Lifestreaming®™ differs
from all other types of research in
that it is single source, meaning
Harris knows attitudinal,
behavioral, demographic and
psychographic information about
each of its respondents. Contact us
today for more details.




