Audio Title: Workshop discussion 05.07.2013

Audio Length: 16:09

JS
okay so we’ve just got an opportunity now just to reflect on all of the different things that we’ve looked at today and talked about. So I wonder what your thoughts are about the tools and how useful they might be?

R1
It depends on the context of the research so a lot of the ((0:00:33?)) tools are very ((construct 0:00:36?)) for communications folks ((unit 0:00:38?)) based events, campaigns and stuff like that whereas so I would think most people have started to consider Twitter and other things for customer services requests as well so we can understand who’s trying to ask for what or what do they think of a particular service online or in reality and it’s a lot harder to expose that kind of stuff. I think most of it’s been built around communications.

JS
Right okay.

R2
I think to add to that I would say from looking at it there's a piece of work that needs to be done on what the search terms are before you can go to the search because I've been trying to search what I thought was yeah, that's quite pointed but when you get it back you think oh no it’s bringing all these things up that I hadn’t even considered so I think there’s quite a lot of preparation to be done before you could use some of these tools effectively as well.

Fac
About writing good searches?

R2
Yes.

JS
Any other thoughts?

R3
Yes I was just going to say it’s interesting as well because I think the level of your own technological knowledge is important too because I find the ones that are very visual much more interesting and I get impatient with having to do a lot of technical log in and that, just tell me what it says! And [P1] and I did a bit of an experiment where we both used the same search in different systems to see what it pulled up and it was very different what we got for the results and one took a lot longer than the other but one was more detailed than the other. So I think you probably need to really work out what’s going to work for you.

JS
Anything else?

R1
I think this morning was if you just want a summary of what’s going on and you probably know if you’re going to use the sort of area you know what’s going to come back at you so you can use the summary ones which confirm if that is how much…I think the other stuff, the more advanced stuff you've got to do that and you've got to do it properly. I don't think you can dabble with that. It has to be a project or somebody’s job to do it you can't expect a little bit off three people in different teams to cover it, I don't think that would work. So I think you've got to do it properly or not at all.

Fac
Are you talking about like NodeXL and Gephi type of tools?

R1
Yes. And the stuff with the graphs and probably the stuff we’ve seen this afternoon Groundwatch and Meltwater I think if you created a project to set it up and then some sustainability around how people use it and access the reports from it then I think that would probably work. So I think you can't just buy it and expect somebody to spend half an hour on doing it.

R4
Yes you want real time information don’t you whether you’re in communications or in services you want to know how it impacts you and how you can influence it. It’s a bit more research based than real time.

R1
It is and I think it’s interesting that the two organisations here we haven’t got anybody from our research team because for me these tools are bridging into that, inside evidence.

R5
I was just thinking from a practical point of view that's when you were saying that way of people that it’s pointed at because people in our organisation would give an excel spreadsheet with 15,000 lines on and their eyes light up.


((laughter))

R5
And they’re the sort of people who, especially with some of the tools where the interface is a bit trickier to find your way around, they can do that relatively quickly and where I'm coming from, I'm from the involvement point of view the real time isn’t as crucial, so it might be more of the last two months or something like that how you can button the conversation area and how you can sort of capture somebody who’s been in consultation that people might not be formally responding to your organisation but there's a conversation going on out there to bring that in. But I think the other thing just going on from that is quite important is to be able to know whether it’s someone maybe making the same comment repeatedly or it’s one person making it once. So because someone says something 50 times it shouldn’t carry 50 times the weight of a person saying it once. So there’s a way of making sure that doesn’t happen even when you come up with whatever the final numbers. So for all that there's a nuance to using it I think.

R1
And some of the reach figures as well. So if we’re talking about 40,000 are they actually active or are they just accounts?

R2
And in terms of has the person seen it, you know, they might not have been on Twitter that day so how many of those 40,000 didn’t actually see?

R5
It’s potential isn’t it so it’s not reach.

R3
And is there so much value in the real time monitoring tools that we’ve seen today from lack of crisis communications or monitoring news that day and people’s responses to it, I found that really, really interesting especially the data safety ware the feeds were coming through as you were watching the screen that was really useful.

JS
Okay quite a range of different purposes and uses of the tools, any other thoughts about that?

Fac
I wonder if there's any tools that you feel you trust more or you have more confidence in what they’re telling you than others, did you have that kind of reaction to the differences in how you reacted or not?

R3
I don’t know the odd ones and the strange ones and however detailed you try to make your search it was odd some of the things that came up and you really had to read into it to find where that came from and just find the odd word and that’s where that's come from but yeah something totally irrelevant and how detailed you have to be to make it just what you want.

Fac
So you conclude from that the fact that almost all of the tools brought up irrelevant data that you need more expertise in how you write the search or that we need to take the data with a pinch of salt or something else? Where does that thought take you?

R3
Probably the search needs to be keener but it does make you again a little bit less confident in the numbers that come up.

R1
Yeah.

R3
Definitely.

R2
There were a lot of questions for me like around the reliability or the discrepancies and the one that I liked the best was the Topsy one because it was very easy to use, user friendly, and it just seemed very basic and transparent so if you were to use that as an example if you were telling someone about a campaign you could explain to them how it worked and that these points were this and that whereas one of the ones that I was asking questions about was the rating of 46 out of 100 and I was like going, but what does that mean? And if you can't understand it doesn’t have a value because you don’t know what its value is, it’s just a number, it’s just a label. So the ones that were the simplest to use and that were really transparent, not necessarily in like this is how this algorithm works or anything like that but the ones that this is my purpose and this is what it means, for me that had the most value because you could see how you would use that in a piece of evaluation or explain it to someone who you worked with if you were working on campaigns and you could give them some statistics using those tools.

R3
And if it’s somebody who doesn’t understand social media at all and you just want to give them a snapshot of actually this is how this campaign’s performed in comparison to this one and it’s just a really quick at a glance view, that's really good and Topsy was good for that and there were some really good… all the charts in Groundwatch were really good for that as well.

R1
I'm generally less trustworthy of trusting things like Brandwatch even though it might be brilliant, and it’s obviously good in the private sector charging out that much money just because you don’t know how it works. And I don’t understand some of the other ones, but I could find out or get someone else to find out how it is; because I’m thinking if I'm going to start putting figures in front of people making decisions in the council they’re going to say where have you got that from? What does that mean? How have you calculated it? And if I can only just go, right well it’s come from here, well they might take a judgement and say okay it’s good enough for the private sector, we’ll go with it, but if they can't, there's going to be a bit of a nervousness there I think.
R3
There's something there I agree with the reliability points but there's something there about comparison isn’t there? It’s kind of like well fair enough we’re not sure where this data has come from but you’d look at the data about [Event 1] and what people are saying about that and then you compare that to what people are saying about the children’s festival, for example, the results here are this much higher than the results here so whether it’s reliable or not and no matter what algorithms have been used you can still use the comparison I think.

JS
Has anyone got any other thoughts about that and about the comparison between the tools we looked at at the end, the commercial platforms and then the free or cheaper tools that we looked at earlier on?

Fac
There seemed to be comparisons about the purpose for which you use them because I think you’re saying it’s okay to give you a snapshot of how effective your communications have been and you’re saying but we need to be wary if the figures are going to be used to make decisions about what councils do. So you seem I think to be differentiating when it might be okay to use these things when we don’t know how they work and when it might not be so okay, is that a fair comment?

R5
Yes and I think it’s also being clear that you said earlier that you’re never going to get a full picture so as long as you’re not pretending to present a full picture and saying, well actually this is not the full picture, we know it’s not the full picture but it’s better than what we’ve got now. It’s some more evidence on which to base your decision.

R4
On that note we’ve done quite a few searches and ((0:11:35?)) one particular search we did came back with nothing whereas say for example we knew there were ten sources that they were talking about, easily, basically it came back with nothing and then I think it found three references in Groundwatch of this so out of that ten they found a couple but they definitely didn’t find all and that was using the ping tools.

R2
It seems to me the ones we used this afternoon were very much kind of project, very focused in on very specific things whereas the ones this morning you could be more general with so again that was why I’d probably go towards the ones from this morning for what I want than the ones from this afternoon.

R1
I think as well some of this stuff you almost need a ((mute button 0:12:22?)) because you know who the people are who are going to argue and you probably know what their view is going to be and it’s actually you want to hear other people. So I think the usefulness on what we did this morning which was quite complicated, was to see where the secondary discussions are and how that is going to be.

R2
Who else are the people.

R1
Yes if you take a snapshot of using the tool this morning and what we probably already know you’re probably not a million miles off and it’s the difference between that and paying seven grand a year on Brandwatch, combine that to are the people who you’re then going to take it to to show it are they going to make a difference and then you bring the ((0:13:04?)) dimension into it? Interesting.

R3
I wonder if your mute button is simply excluding things in search terms, you could actually exclude certain users couldn’t you?

R1
Yeah.

R2
You can do that with…

R1
Yeah you can remove them yeah.

R5
That's something I didn’t try.

R6 
I think if you’re using it doing a marketing campaign if you’re wanting to promote something it’s usedul for seeing, you know, we looked at the big hitters out there and it’s useful for knowing who they are and whether you can get them like I tend to use [Person 1] as one of the big ones, if you could get him then to tweet out a message which goes to a lot more people. So I think it’s useful from that point of view. And I also think it’s good, highly reliable, the data is presenting information in a more visual way because we used an application for budget consultation last year called ((0:13:59?)) and what that did was actually put up all of those results in a very visual way with bar charts, the geographical areas where people are trading past and it was instant and it was very transparent. So I think in that way if you can be more transparent and if you can engage people more by presenting information more visually I think those are positive aspects and reliability is another issue.  
JS
Any other questions you want to ask?

Fac
I don't think so. I just wanted to capture what was in your mind just as we…

JS
And the questionnaires as well we need to collect.

Fac
Yeah we’ll collect those in. S is following up with interviewing some folks here now and some folks who aren’t here now but who have received the reports that are specific to your organisations which contain some data and some findings and a lot of those interviews will happen very soon but we would like to be able to maybe come back to you in September and see what your thinking is and any uses you've made of any of these tools or similar, after a bit of time has passed, because I think things change don’t they as you’re back in the workplace you might see more or less uses for things so if you’re all happy for us to stay in touch then we would like to do that. 


Otherwise thank you for coming. We hope you've found it useful and informative even if you never use anything ((laughingly)) at least you've been exposed to a range of tools and you can maybe make some slightly informed decisions about what you do and how you use them in your work. So thank you everyone.
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