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What can social media data provide?

Monitoring of social media offers opportunity to collect observational data
about consumers’ opinions, attitudes and behaviors.

Insights gathered from the analysis of social media data can
Help monitoring in real-time of issues/events
Be incorporated in policy interventions, A/B testing...

Be used in predictive modeling



Context

We worked with Citibeats to conduct the social monitoring project
Data collection driven by study goal:

* Understand types of problems faced by digital finance consumers
Social media data collected in Nigeria, Kenya and Uganda

* Data in multiple languages
Data comes from Twitter, Facebook Public Pages, and Google Play Store
Longitudinal study: from July 1, 2019 to July 1, 2020

*  We cover roughly 6 months pre and post COVID-19
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Approach/Methods

Collecting social media data at scale

For this project, we collected 4.5 million social media messages from
Commercial Banks
(e.g. Equity, Polaris Bank, Stanbic Bank...)
Telecommunication Companies offering mobile money services

(e.g. Telekom T-kash, Airtel Money, UTL...)

Fintech start-ups offering lending/payment

(e.g. Okolea, Sokoloan, Tala)

Microfinance institutions

(e.g. Uwezo Kash, Fortis Mobile Money, Tugende)




Approach/Methods

Collecting social media data at scale Facebook
2 » 830,939 (42 %)

2 @KeEquityBank please assist. | can't access banking services through my

eazzy banking app.
| can't go past the login form after inputting my PIN. A, Equity Bank Kenya @ _—
O 1 Gt 0 a Twitter ) 14:0
=
wi e Now grandma and brayo are sure that the only number equity
g o) will call them is 0763 000 000. when we call, we use that
Show more replies 1, 65 1, 65 9 (85 A)) number only. Don't accept to be deceived.

#NumberYaEquity #0neEquityNumber Brayosammy

£ - See original - Rate this translation

o -1h
@ Replying to @KeEquityBank

| have done so

(O n Q & )
Equity Bank Kenya ) @KeEquityBank - 1h v
equity We have responded, kindly check DM.
@) T Q & ©
! k% August 22, 2020 -1-,

Branch!! It's a good app, but my problem is that when u need money urgently, like for impor-
tant issue, and u have the believe in mind that branch will give it out, that is when u will see,

we can not approved your loan, check back in one month or two month time, and there's
to do about it ... O©0#% 158 78 comments 13 shares

bview o Like (D comment &> Share

Google Play Store
294’950 (40 %) ch International A uqust 22 2020

umini, we are sorry to make you feel this way. Eligibility for loan approval depends ‘

ndreds of factors that the system analyses each time you apply. For further I am trying to instal your App and it keeps saying, “No

clarification, please write to us through your Branch in-app chat by clicking on the connection.” What could be the problem? e

"Customer Care" option on the app. VT O 1
Like - Reply - 1d

Like - Reply - 1d




Approach/Methods

Defining categories/topics of interest

We combine top-down and bottom-up approaches to identifying salient
categories in the data

Through interviews and expert advice, seven areas of interest were
identified before the analysis:

Operational failures, consumer care, fees & charges, fraud, data privacy, lending, advertising

Using text analysis tools (cluster analysis), and human input (individual
analysis of sample messages), sub-topics were identified




Approach/Methods

Using word frequencies and probabilities to identify categories/topics

* During the analysis, Citibeats used (semi-supervised) machine-learning to
go from unstructured text data to structured numerical data

Initial seeds for category of v L4
Fees & Charges in Kenya: 17:28 - Jan 08, 2020 18:59 - Jul 30, 2020
@ 'Please return my funds to @‘ Having Nyeri1 return my
- fees my account. Yesterday i had a balance money should be as simple as it was for
- char ges today it negative. Please what them to craft the false statement.
overcharge d happened. Please refund my money. 7
- refund d
= deduction 14:30 - Jul 30, 2020
@ @ This bank if
you don't follow up hiyo pesa itaogelea

Step 2 Step 3

Step 1 : :
€p Computing topic Newly learned words help

User defined dictionary of probabilities from keywords determine topics for items

keywords
yw & context with no keywords
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Deeper analysis by incorporating user information from metadata

Twitter APl & L 4
@TwitterAPI

To make room for more expression, we will now count all
emojis as equal—including those with gender and skin tone
modifiers - (g b This is now reflected in Twitter-Text, our
Open Source library.

Using Twitter-Text? See the forum post for detail:

New update to the Twitter-Text library: Emoji charac...
Over the years, we have made several updates to the
way that people can communicate on Twitter. One o...
& twittercommunity.com

3:19 PM - Oct 10, 2018 ®

Q 297 O 188 people are Tweeting about this

"place":
{
"attributes":{},
"bounding_box":
{
"coordinates":
([
[-77.119759,38.791645],
[-76.909393,38.791645],
[-76.909393,38.995548],
[-77.119759,38.995548]
]]I
"type":"Polygon"
}o
"country":"United States",
"country code":"US",
"full name":"Washington, DC",
"id":"01fbe706£872cb32",
"name" : "Washington",
"place_type":"city",

"url":"http://api.twitter.com/1/geo/id/0172¢cb32.5

son"

}

Location

User device




Preliminary Results

These results are subject to change.

1. Twitter and Facebook are mainly used to report consumer protection
iIssues, particularly customer care

2. Google Play Store reviews focus on app performance (positive
reviews) and operational failures (NegatiVe) freionst commens st o dfimen ypes of st
Transaction errors are the most common e
operational failure reported

20%

15% —

10% —

5%

0

@ Airtime / Internet data @ Transaction error

ATM / Card Service down / App not working



Preliminary RESUILS  semmserm moor e rctessns o

Number of responses of banks / Total of tweets, by type of issue
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Twitter and Facebook Public Pages types of issues legend:

¥ Operational Failures @ Customer Care @ Fees &Charges @ Fraud @ DataPrivacy @ Lending @ Advertising
Google Play Store reviews legend:

& Operational Failures @ Positive Feedback @ Negative Feedback



Preliminary Results
Results related to Covid-19

5. The use of social media channels to communicate issues and interact with

financial providers increased across the three markets after the Covid-19
pandemic (early March 2020)

6. The distribution of issues post-Covid-19

7. However, on Twitter, women in Nigeria have their rate

of complaints about fraud compared to men, while in Uganda customer care
reports have also for women



Accessing and Analyzing Social Media Data

My Datasets My Projects
Categories 13/02/2020 - 31/03/2020 0O Datasets & Data sources - search by term or expression (eg: term1 + term2) Cltlbeats
Select all

B 01 Operational Volume across datasets

Failures

[ 02 Customer Care What is the priority overall? ® VOLUME . senivent ¥ How was the evolution? @ ABSOLUTE . recarve &
- ?:i;:;ss& 47% 3205
I 04 Fraud =
[ 05 Data Privacy o ;
8 06 Lending — _ , » A
[ 07 Advertisement 10% - - " ) - ; :

0% Feb12 Feb22 Mar3 Mar13 Mar23 Mar30

Vo2758 Docw haeeg 9oy Vol el Number of docs per day ~
Datasets Overview

Click on a dataset to explore it further.

KE_Commercial Ba.. explore — 3 KE_Fintech_T explore — 3 KE_Microfinance_T  explore — 3 KE_Telecomms_T  explore — 4
< © o ®
° ° ® a ° o o
® w ® ‘\ ° @ ® a &
® ° N ° « ° o o

12971 Docs 360 Docs 47 Docs 39612 Docs




Tools for Accessing and Analyzing Social Media Data

SM platforms have analytics dashboards
Lots of external tools/services available but...

Some are very expensive

All have limitations




Tools for Accessing and Analyzing Social Media Data

Free tools

W Analytics Home Tweets Morewv ICA_GCSC v ‘v

Tweet activity (IMay2020 v & Exportdatav

Your Tweets earned 21.6K impressions over this 31 day period

3.0K YOUR TWEETS
During this 31 day period, you earned 698

impressions per day.
20K
1.0K
10
5

May 2 May 10 May 17 May 24 May 31
Engagements
Top Tweets Tweets and replies Promoted Impressions Engagements Engagament rate Showing 31 days with dally frequency

Engagement rate

114 0 0.0% 1.2% May 31

ICA Global Communication and Social Change (GCSC) @gcsc2020 i
May 24 c
Such a great initiative! To all our @gcsc2020 members [ \I\-\'sj\ﬂ
B 80 twittercom/icahdg/status!... DO EOOOGoRS
Link clicks
a78 13 sa% 10 way 31
d 0 link clicks

ICA Global Communication and Social Change (GCSC) wgcsc2020
May 23
#lca_gcsc members - we will need reviewers to sign up
for #ica21 planning ... stay tuned for repeated calls! Ona you 0 link clicks per

#ica20 - day

Retweets without comments

] 372 34 91% 54

Twitter Analytics




Tools for Accessing and Analyzing Social Media Data

9 Q Search Facebook

Manage group
Admin tools

Member requests
® 1request

(5
-
“ Automatic member approvals

Membership questions

a

Pending posts

Post topics

Scheduled posts

Activity log

Group rules

Member-reported content

Keyword alerts

= 0 8 » © @ @

Group quality
£ settings
Insights

- Growth

o Engagement

° Admins and moderators

Free tools

Q @ % @ ' Dani

| Last60days ~ &, Download Details

28 posts
~ 55.56% vs 28 May 2020 - 26 Jul 2020
27 Jul 2020 - 24 Sep 2020

Posts Comments Reactions All

- h

2Aug 9 Aug 16 Aug 30 Aug 6 Sep 13 Sep 20 Sep

311 active members
27 Jul 2020 - 24 Sep 2020

150

2 Aug 9 Aug 16 Aug 23 Aug 30 Aug 6 Sep 13 Sep 20 Sep

+ © 8 -




Tools for Accessing and Analyzing Social Media Data

Commercial Tools

) consumer Research Project IPA Consumer Protection v 4es Quick Search &' D Heip and Support v .mln&mmmv
A e f & x
Safaricom Data
i o WSte Q5w CReeh  gOseRwge | LEmolv | YRR v o ow a Go
||| Dashboards
- e
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) Feporns Top Topics = Safwicom  Last7 days
© e Top Topics @Egoe O Cuomzen X
Show ‘Word Sire Coler Choud Size
Emops, Masttags, Lo v Voleme - Topec Type v M

understand Airtel bemng Uinsubser
ow %9 onfim fred ur::?’l:‘h mmowan ¢ text momlng calll.hg o | o TUe  thing process houroh ppated
sl firm promotional fix texts 'WS& class l lays 2,
immediately reported " bought arketing ‘da, e ) play i

) things 14 Privacy S issues response sc today home fibre money accoum
Bank § guys messages rk free stopped ., urgent
orted Msm:‘ assistance problem k|ndl I Ilne DM Sentl dial g customer o network 1 B places -
activate times customers assist y alla stop b a subscription
resolved minutes pours eople access sms obvious lnternet o 5end o o
hope put 3gent services unSOI|C|ted tlmed numbers h k DM waiting action SKIZA tune mlm"
ﬁ n u I I l e r G yesterday called - counsel personal  fizq

give ood Service

explain N:m* o ong place check 3rd partleS ﬁbre receIVIng perm|ss|on data Phone pundies yyocy e

pay  working respond option next months siopping

amount
R 5! alarecnceewed daye:sag:U',s‘toomeer carec 220 inte [\ alf" JO% kindly check  subscribe play coming Mobile  £X
poyment S~ first place airtime  detalls Hey app - C reditinfo B NTS MS =, A Y~ "o =
complaining; 2PRoNt s;n gla'lg made be;," un;m:::: loan Kindly assist subscribed mc‘:’;v":r?"’" ‘ gwlng pening experiencing ! code
asked . dally paying  advise request mna’g: companies threaten Intemet connection -
SS
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e iy/SafancomBRewand " o “ 18900 Fabbyghs 1 n “ e
SHANCOMIPa comreward " o “ 18909 MappyourgaTe . T n 43807
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Takeaways

* On alarge scale, social media channels offer a rich source of consumer
protection data that can be gathered and analyzed to learn about customers

 On asmaller scale (e.g. at the individual bank, provider, regulator level), data
can be collected and analyzed to glean relevant insights

e Data reveal patterns in both complaints and responses that can be used to
inform decision-making
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Thank you

Special thanks to Citibeats for their work on gathering and analyzing the data.



