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Key Points

Views, wants, opinions are expressed in Social Media

FB Likes, Re-Tweets, Number of comments = Reactions

Analysis => Knowledge => Informed Decisions

Social Media Analytics is not Social Media Monitoring
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More Data on the way

Increasing Mobile phone usage

Twitter accounts for Live TV Shows : Viewers can 
interact by posting Questions, Comments and 
Opinions 



Social Media Data

Specialized software monitors and automatically 
analyzes what is being written on FaceBook, Twitter, 
YouTube and Web Pages in Serbia

Sectors : TV, Mobile Operators, Banking, Sports, 
News,  Men/Women 



Collection

The system captures information every two hours

Thousands of mentions are recorded each day : These 
mentions are analyzed to extract useful insights about 
how consumers think and feel about any Topic



Information Extraction



Case Study : Telcos
All mentions about MT:S, Telenor and VIP Mobile are 
being captured from Social Media Sources.

All keywords about Telcos are automatically identified 
(“Mreža”, “Korisnik”, “Signal”,etc)

The system also automatically identifies when 
Subscribers make comparisons between Mobile 
Operators or when a Subscriber says that he/she will 
cancel the service



E-Mail Alerts

The most basic service is E-Mail Alerts

The system sends every two hours what was mentioned 
in Social Media about each Telco Brand (or any other 
Topic)

The E-Mail contains mentions found on all channels : 
FaceBook, Twitter, YouTube and Websites



Topics Analysis
Online conversations about Telcos contain several 
Topics : The quality of Network, Promotions, Incorrect 
charges on Bills, new Phones and Tablets, etc.

Topics Analysis identifies which Topics consumer 
conversations contain.

On the next slide we see the Topics found on the Telenor 
FaceBook website  



Telenor Analysis 
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Topics Analysis

On the previous slide we saw that the Topic “Internet” 
is the one most frequently discussed on Telenor’s 
FaceBook Page

We then analyze all posts and comments that are about 
“Internet” Topic to find why “Internet” was the hot 
topic 



MT:S Analysis 
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MT:S Topics Analysis

We saw that Topic “Promocija” was the one most 
discussed on MT:S FaceBook Page

The Reason : MT:S Subscribers want back specific 
types of promotions that have generated a lot of 
interest in the past.



VIP Mobile Analysis 
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Churn Mentions
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Insights
What do Telco subscribers want?

Which services and promotions make subscribers 
happy? And why?

What do subscribers think when they feel negatively 
about a Telco Operator?

Which Topics are discussed when subscribers 
compare Telcos?



More Insights

Which words and Topics are Re-Tweeted more?

Which words and Topics are “Liked” more on FB?



Top Telco Re-Tweets



Telco Re-Tweets



FaceBook “Likes” Analysis



Social Analytics Insights

Understand what people like/don’t like about Brands, TV 
Shows, Products, Services

Identify important facts and what drives Interest

Learn from Competitor mistakes

Understand Consumer Priorities : What do they care 
about most?

Re-use and combine this Knowledge



Thank You


