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UKNetMonitor
Social Media Monitoring
Summary
Social Media Monitoring tailored to your needs.
UKNetMonitor has been tracking social media since 2005 - before Twitter or Facebook started in the
UK – making us one of the most experienced and long-standing social media monitoring
organisations. Our clients range from large-scale manufacturing, to the retail and service sector.
Our roster starts with The AA, Anglo-American, ArcelorMittal, Asda, BSkyB, BSM ...
Our corporate heritage lies in corporate communications, with expertise in PR, IR, CSR, marketing,
regulation and government affairs. Our focus is therefore on our clients’ issues and reputation,
rather than the buzz of social media. We are not a technology company. Nevertheless, we have
developed our own proprietary systems and in house expertise to meet the specific requirements of
our customers. Our service is customised exactly to meet your needs. Whether clients are concerned
with customer service & relationships, brand reputation, digital marketing, consumer insight or risk
management we provide a tailored service that feeds into existing workflows, and provides
actionable information based on your needs rather than our system architecture. Each of our clients
receives a different bespoke service with an account editor, dedicated researcher, and personalised
online dashboard.
Comprehensive Coverage
We offer comprehensive coverage monitoring across the entire public web including blogs,
discussion forums, newsgroups, online mainstream media, customer reviews, comparison sites,
video, and social networks, including sites requiring registration and passwords. We are continually
assessing and plugging-in to new emerging social platforms, such as Google +, Path and Pinterest.
We monitor in most of the common languages, including Arabic, Russian and Chinese, across all
territories around the world.
Full Service
We understand that the biggest single challenge facing companies seeking to manage social media is
dealing with high volumes of irrelevant, duplicated, and insignificant citations. We provide a range
of services that finds needles in haystacks:
 Digestible executive summaries and reports.
 Drillable Online Dashboards, statistical analysis, segmentation and metrics.
 Concise extracts with direct links to original content.
 Urgent Monitoring alerts by email, phone or SMS.
 XML/RSS feeds.
 Bespoke research.
 Advice on responding to adverse issues.
 Retained and accessible historic data and trend analysis.
 Profanity filters.
 Sentiment measures.
 Tailored categorisation by business area, product, territory, or theme.
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Accurate human intervention
Our approach is geared to accuracy: our systems are supported by a high degree of human
intervention so that we can ensure:





Information is correctly disambiguated and relevant to client specification.
Significance appraisal is calibrated closely to client needs.
Sentiment analysis is precise and context driven.
Evaluation of influence is based not only standard statistical metrics, but a knowledge of the
sector.

About UKNetMonitor

UKNetMonitor makes every effort to comply with best practice in corporate social responsibility.
75% of our employees work from home reducing the company’s carbon footprint, and we actively
engage in tree planting to off-set carbon emissions. As a socially responsible company we provide
working practices that are family friendly and suit those with mobility disabilities. We are also fully
engaged in our local community with local charities and cultural groups.

For more information contact:
Richard Brown,
Managing Director,
UKNetMonitor Ltd
1090 Galley Drive, Kent Science Park,
Sittingbourne, Kent ME9 8GA
+44(0)1795 411 520
www.uknetmonitor.com
www.facebook.com/pages/UKNetMonitor
twitter.com/UKNetMonitor
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The UKNetMonitor Approach
Social Media Monitoring tailored to your needs.
We are a company that is grounded in corporate communications rather than simply providing a
technological response to the problem of identifying relevant, significant and authoritative comment
amongst the millions of posts made every day. Our experience has lead us to believe that all forms
of solely software based social media monitoring suffer from “filter failure” – either providing too
much data or missing key posts. Filter failure occurs where either too many vectors are used to
disambiguate data, with consequentially too narrow a result (eg selecting only mentions of Saga +
Cruise + Ship – Tom -Twilight ), or not enough (eg any mention of Saga), which results in being
overwhelmed by too much irrelevant or inconsequential information. The UKNetMonitor answer is
to deploy its mature systems, and constantly reviewed algorithms, coupled with a high degree of
human intervention, capable of intelligent intervention.
Social media monitoring is being used for customer service & relationships, brand reputation, digital
marketing, consumer insight and risk management. There is no one-size fits all solution. Different
clients need different approaches. Even within an organisation there are diverse requirements. By
ensuring that every post we include in our feed has been read by a researcher and reviewed by an
editor, we offer our clients highly calibrated monitoring that adjusts to meet your tests for
significance, and is offered in a format you determine.
Comprehensive Coverage
Corporate reputation building, customer insight and
stakeholder engagement is taking place across the whole
internet. Not just on social networks, like Facebook,
Twitter and LinkedIn, but on blogs, discussion forums,
online mainstream media comments, customer reviews
and comparison sites, video sites, newsgroups, online
petitions, as well as websites. In addition to using the
input from dozens of APIs, we cover parts of the web
that require registration and passwords to ensure that
where our clients are being talked about, we are
listening.
Discussion forums, consumer review sites, and
comments on mainstream media sites are probably more
consequential, more widely read, and more significant
than posts on any other platform, and there is considerable evidence that
sentiment expressed here differs significantly from social networks, while posts are more trusted,
and therefore more influential. We are continually assessing and plugging-in to new emerging
social platforms, such as Google +, Path and Pinterest.
We monitor in most of the common languages, including Arabic, Russian, Greek and Chinese, across
all territories around the world, so where required, posts from social networks such as V Kontakte,
Weibo, Orkut, and LiveJournal can be included. Even if you only operate in one territory, your
stakeholders are all over the world, and the way information travels, a comment on a French
discussion forum, is as likely to impact your reputation (or that of your suppliers) as a post on a
Chinese blog. To make this useful, we include a rough translation of all posts in a foreign language in
our client feed.
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Efficient Processing
Ensuring comprehensive coverage is only part of the solution offered by UKNetMonitor. Our aim is
to provide clients with no more and no less than they need. Our approach is geared to accuracy. Our
systems are supported by a high degree of human intervention so that we can ensure:
a) The client feed is clean.
Our systems and people can correctly identify and exclude content farmers, spam, blogrolls,
mentions of previous posts, and repeated syndicated material. Where necessary we can exclude
or simply count re-tweets. We can confine the feed to comment, either across all platforms, or
just from selected sources. In practice most of our clients choose to exclude mainstream news
media as this is generally covered by their press cuttings service, but it is important to include
any online comments posted to mainstream media sites, be they broadcast, or national and
regional newspapers. Similarly many choose to exclude information such as share price reports,
or job adverts.
b) Information is correctly disambiguated and relevant to client specification.
Because we are not reliant on just keyword searching, we can offer a superior service in two
important respects. Firstly, we can ensure that only relevant posts are included in your feed. We
do not rely on tagging brand names with keywords (eg AA + recovery OR breakdown) as it
suffers from filter failure (are we talking about cars or alcoholics?). Instead we put greater
weight on the broader context, and knowledge of the client. For example, travel operator Saga
has nothing to do with the Saga Hotel. No amount of semantic discovery software alone could
deduce this.
Disambiguation is often a matter of geography and we can restrict posts to either from or about
a particular territory. For example, for The AA in the UK we filter out all references to “The AA”
from Ireland, South Africa, or New Zealand.
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Secondly we can tailor the content to exclude specific areas of sensitive interest. For example,
where our reports/feeds are widely disseminated within an organisation, you may not wish
everyone to see personal comments being made about colleagues or senior management.
A number of our clients have ambiguous brand names (Anglo, Sky, Saga, O2, AA, Virgin) who
would not welcome their feed being cluttered with erroneous mentions.

c) Significance assessment is calibrated closely to client needs.
Some estimates suggest that nearly half of all supermarket mentions relate to meeting people or
giving directions. No organisation wants to see every mention of its name. Through strong
relationship building we fine tune what our clients believe is significant. A member kept waiting
half an hour by The AA is judged to be inconsequential, but more than two hours is important. A
lone female member would warrant an immediate alert. A single Sky customer complaining
about sound quality may not be considered especially significant, but a deaf viewer posting
about a lack of sub-titles would be important.

d) Sentiment analysis is precise and context driven.
Whilst we do use semantic software to guide us on
sentiment checking, every post included in a client
feed has been assessed by a human to ensure it is
precise and context driven rather than just counting
key words. User generated comment is rich in irony (a
particular issue with Twitter in the UK) whilst
language, particularly by younger posters, has fluid
meanings that defy software analysis alone.
Perspective and an understanding of the issues are
also important: is someone mentioning that the
Kingsnorth power station is closing, positive or
negative? Because UKNetMonitor’s roots lie in
corporate communications rather than technology, we
are particularly sensitive to reputation and service
issues.
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e)

Evaluation of influence is based not only standard statistical metrics, but knowledge of the
sector.
Measuring influence is a controversial and inexact science
in social media analysis. Nevertheless it is valuable to be
able to assess whether a particular poster or website is
significant and influential, if only to prioritise the
response. We collect and analyse relevant standard
metrics such as number of followers [Twitter], friends
[Facebook], or active members [Discussion Forums], page
rank, inbound links [websites], and Klout score etc. to
provide an approximate pointer to the relative
importance of a post. Using our knowledge of the area,
we will enhance this assessment with a subjective
judgement about the poster. Is this someone we see is
frequently quoted or are they just trolling?

f)

Tailored categorisation by business area, product,
territory, or theme.
With a range of products, services, activities or issues most
organisations will find it essential for citations to be
categorised. Our monitoring categorises posts in the feed
according to the client’s needs: products, sites, territories,
or even themes such as sustainability, price, or customer
service.
This enables separate reports to be generated for different
audiences, as well as the ability to track performance
across different parts or aspects of the business. For
example, we track and compare comments about different
ships in the Saga cruise line, as well as being able to track
sentiment and volume about advertising, or customer
service generally. All our monitoring can be categorised by issues around whatever categories
were required.

Full Service
We know that the biggest single challenge facing
companies seeking to manage social media is
dealing with high volumes of comment about your
company. We provide a range of services that
help you find actionable information:
Executive summaries and reports – in addition to
a full digest of posts, each of our reports contains
a concise readable executive summary, so that
even if you are on your Blackberry you can see at
a glance the key points, trends and action points.
Examples are annexed to this document.
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Drillable Online Dashboards, statistical analysis, segmentation and metrics – we tailor an individual
client portal to each client that provides a wealth of analysis, statistics in graphical form, with charts,
hotspots, gauges, and maps, as well as the ability to search our databases to find what people are
saying about what and when. Typically you can search by category, topic, keyword, date, platform,
sentiment, and website.

The dashboard also has a facility to record who in the organisation has read the post, and what
action was taken, when.
Urgent Monitoring alerts by email, phone or SMS – we will contact you immediately by
whatever means you prefer when we see any material that we feel warrants an urgent
response.
Concise extracts with direct links to original content – each clip contained in your feed, or in
our reports, includes an extract from the post, a link to the original, as well as background
information about the site, the context of the clip, and where necessary a translation.
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XML/RSS feeds – We provide a number of our clients with a
clean XML feed that integrates
directly into their management information systems.
This has a variety of uses. For example, O2 displays a
selected feed to positive tweets on plasma screens
across its sites.
Bespoke research – we conduct in depth research into
particular areas, such as reaction to product launches,
or competitor activities, often at very short notice with
a response within hours.
Advice on responding to adverse issues – we do not seek
to offer advice on social media marketing, or SEO, but are active in advising on the tactics
and protocols about responding to posts across the range of social media platforms.
Retained and accessible historic data and
trend analysis – all our data is retained, so
we are able to build up long-term pictures of
trends and compare historical data.
Profanity filters – different client feeds and
reports, for different audiences need to be
sensitive to profanities used in social media.
Clients can elect to have profane comments
either excluded or asterisked.
Value for money
Clients use social media monitoring for a range
of purposes, from responding quickly in a crisis,
through customer service and reputation management, to high level stakeholder engagement.
Whatever level of activity requires should determine the speed at which information is
updated. To get information of a reliable quality, it needs to be processed – real-time information is
less likely to be accurate - which takes time. UKNetMonitor offers a range of SLA’s and pricing from
updates within the hour, to daily, weekly and even monthly reporting.
Account management
We do not plug clients into a system and let them get on with it. Each UKNetMonitor client has a
dedicated researcher, and access to an editor, who will be controlling the flow of information, as
well as providing an access point for queries and support. Up to 10 individuals will be able to access
the client portal/dashboard. The system can be finely tailored so that, if necessary access to
different parts of the dashboard or different information flows can be restricted to particular
individuals. A number of our clients prefer to have their customer service teams see posts only
relating to customers, whilst the PR team sees everything, for example.
UKNetMonitor is a highly flexible operation with the experience to deal with both the peaks and
troughs of information loading, so that when there is considerable interest in a client at times of
crisis, or a major announcement, we are able to deal with the high volumes. Our UK based people
are working typically from 6am to midnight, allowing us to deal with any out of the ordinary issues
or requests at very short notice. When necessary we have people in different time zones.
We also specialise in providing bespoke research into any area where user generated comment can
UKNetMonitor
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inform decision making.
Our experience in social media monitoring since 2005 means that we are fully conversant and
compliant with relevant legislation (libel, copyright, offensive material etc.)
Our operational base is at the Kent Science Park which provides us with the county’s only direct
node to the internet. This has assured us of very high levels of resilience (only one hour’s down-time
in the past five years), whilst our distributed working patterns provides us with considerable back-up
facilities.
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Meeting Objectives
Listen and build an awareness of the key issues, competitor activity and specific issues being
discussed in social media by individuals and communities.
UKNetMonitor has in place an effective system of social media monitoring. We do not use or
resell anyone else’s system. We rely on a high degree of human intervention which provides the
capability to track the issues being aired across all user generated platforms beyond simple
keyword searches. We have considerable experience of monitoring whole sectors, as well as
maintaining close observation on client’s competitor activity. For BskyB for example, we monitor
their competitor activity and consumer reactions across the whole broadcast and telecoms
sector, producing concise summaries of emerging issues and sentiment, in addition to digests of
comment. Similarly we are tracking trade union reaction to pension changes in one industry
ahead of the client introducing planned similar changes.
Reduce reputational risk by getting early warnings on key issues to enable the organisation to build
action plans to protect / enhance its reputation.
Our wide client base gives us a broad overview of consumer concerns beyond the energy sector,
which helps us identify emerging issues (such as door-step selling, which we first identified as a
growing concern with TalkTalk, but has subsequently spread to other clients). Because our curation
is not limited to key words, our ability to categorise information effectively (and add new categories
swiftly) contributes to long-term horizon-scanning through early detection of anomalous trends, and
hotspots of consumer or stakeholder interest. In the short-term, our editing process, that ensures
every post in the client feed is read by a researcher as it is processed, provides us with the ability to
alert clients by email, SMS or phone, to any urgent reputational risks. All our researchers are from a
corporate communications background, making them particularly sensitive to reputational risk.
Get an understanding of the causes and drivers of the discussion to help shape Social &
Marketing / Communication plans.
Our relatively long experience in social media monitoring has given us a good understanding of
the dynamics of online debate. The flows of ideas and concerns to and from mainstream media,
the transient nature of some platforms such as Twitter, but deeply influential aspects of others,
such as discussion forums, and the increasingly cross-platform virality, are all aspects where we
can advise on social strategies. Our own research in the aftermath of client events provides us
with a catalogue of lessons in responding to or stimulating debate in social media. These include
from a supermarket employee posting a video on YouTube of himself licking chickens before
they went on sale, an allegation on a single blog of armed guards being told to shoot strikers, the
concerns of a mother about aspartame raised on a discussion forum and reports on Facebook of
poor hygiene in a hotel giving rise to concerns about legionnaire’s disease. In each instance we
have been able to track and foresee the ebb and flow of information, rumour and response
across social media.
Capture genuine comment / opinion from social media – Should immediately exclude news sites
and syndicated mentions.
UKNetMonitor catalogues every website it clips from into platforms allowing it to distinguish
news sites which can be excluded (although comment expressed on news sites should be
included). Pattern recognition and human intervention provides us with the wherewithal to
identify spam, content farming, and syndication to prevent repetitive articles appearing in the
UKNetMonitor
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client feed. This is a particular issue with bloggers, and with regional newspapers sites. Similarly
re-tweets and posts, article listings in blogrolls, are all excluded.
Introduce an intuitive and easy to interrogate (almost plug and play) tool with differentiating
features like semantic analysis to aid granular categorisation.
UKNetMonitor is not a provider of a software tool, but a full service that can be accessed in a
number of ways. Our online client dashboard, which is tailored to each individual client’s needs,
requires only access to a web browser, and is designed to be simple to use, but effective in
allowing clients to interrogate our database of already curated and categorised clips. All the
information is therefore relevant, significant and searchable, allowing for in depth analysis, such
as “Posts about metering that mention solar, on Twitter, with a positive sentiment, since last
Friday, which have not yet been responded to”. Little or no training is necessary to use the
dashboard, which can be trialled with a sample of data on request.
Longitudinal time series views on conversations, identifying trends, recurring conversations,
patterns in topics.
Because of the ephemeral nature of much social media, UKNetMonitor retains all the posts it
has clipped in a growing database of information, which allows historical trends and seasonality
to be tracked, comparisons to be made with prior periods, and tailored analysis across time
series.
Identify key influencers and their networks.
Measurement of influence in social media is a controversial subject, where there is little
consensus about best practice. UKNetMonitor chooses to blend objective metrics with our
researchers own knowledge of individual posters. For each post we apply one or more relevant
measures, such as the number of followers on Twitter, or friends on Facebook, inbound links to
the site, or members of a forum. This is coupled with our own insight into which individuals we
see are being frequently quoted, agreed with, or appear to have significant authority within their
community of interest.

Technology requirements
UKNetMonitor’s service does not require any software apart from a web browser. We are happy
for up to ten users to be set up to access our databases.
All our reports, paper-based and online, would be tailored to the client’s design and branding as
required.
Categorisation is done by software assisted researchers so can achieve any granularity required.
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Service Requirements
As well as offering the ability to generate reports from the client dashboard, we provide a full
range of reports. These can be hourly, daily, weekly or monthly, and cover specific business
areas, or be group wide. Examples are attached, which include executive summaries, statistical
analysis, discursive insights, and complete digests.
Our researchers are skilled at specific reporting on social media comment and discussion,
providing reports into broad or narrow issues such as “How long a notice period do customers in
the utilities sector expect to give before cancelling a contract?” or “How did sentiment towards
the iPhone pricing change before and after its launch?” or “What was the overnight reaction to
the Chancellor’s announcement of changes in subsidies for solar energy?” or “What do Virgin
Media’s customer like and dislike about their Tickles campaign”. We often produce ad hoc
research reports within hours of a client request, easily providing quicker, more up-to-date and
accurate information than other channels of market research.
We are mistrustful of systems that rely on solely semantic analysis of sentiment. Each post
included in the client feed will have been read by a researcher, and the sentiment assessed to
take into account not just the language, but the context, irony, and perspective of the poster.
We rate all posts as positive, neutral or negative, calibrating this to each client’s viewpoint.
Little or no training is required to use our online dashboard, but we will give on-site
introductions, and provide an on-going level of iterative support in tailoring the dashboard and
reports to meet changing requirements. Where integration with in-house systems is required
we are happy to liaise with IT teams, for example in the formatting of XML feeds etc.
Account Management
Each client account is serviced by a dedicated researcher, supervised by an editor. Our
service can be used as a “tool” by itself, but offers much more besides. We would invite up to 10
users to access our systems, using usernames and passwords. Access controls can be put in
place so that individual users can only see posts about specific issues, where required.
Our fastest time to set up and time between set up and active use was six hours. This was for a
new client suffering an urgent reputational crisis. We would, however, recommend a longer
time to discuss appropriate account management controls, and customisation of the system, but
it is fundamentally always ready to go.
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Our Client Dashboard
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