
DISCOVER





Learning Outcome: Discover 

Current Social Media Situation

What you’ll be learning

• Describe your target 

customers on social media

• Study and learn from 

competitors



Describe Your Customers on 

Social Media



Have you watched this movie?



• Who are our primary customers?

Building Customer Profile

• Where can we find them online?

• How do we trigger their interest?



Demographics – B2C

• Household Income
• Employment Status
• Education
• Ethnicity and Religion

• Age
• Gender
• Marital Status
• Family Size
• Location http://www.recyclesm.com/target.htm



Demographics – B2B

• Company Revenue
• Stage of Company
• Decision Makers
• Location/Region

• Buyer Demographics
• Position in Company
• Type of Industry
• Company Size

http://www.recyclesm.com/target.htm



• Values and Beliefs

• Interests (especially 
brands)

• Opinions on issues

• Attitudes

• Behaviours (Social or 
Lone Wolves?)

• Culture

Psychographics

http://www.grantcolib.info/zinio-service-upgrade/



What Are Their Online Behaviours?

What do your customers use online 
channels for?



What are they searching for? (Intent)

• Google Trends (http://trends.google.com)

• SEMRush (http://www.semrush.com)  

What do they share? (Buzz)

• BuzzSumo (http://www.buzzsumo.com)

• Epictions Epicbeat
(https://epicenter.epictions.com/epicbeat/) 

Online Tools You Can Use

http://trends.google.com/
http://www.semrush.com/
http://www.buzzsumo.com/
https://epicenter.epictions.com/epicbeat/


Google Trends Example



SEMRush Keywords “Where to Shop in Singapore”



BuzzSumo using “Ang Mo Kio Shopping”



Types of Product/ Services

• Frequency of Purchases

• Distribution Channels

• Costs of Purchases

• Order Value

• Individual or Group

• Loyalty/ Memberships

Purchase Behaviours



Who are Your Competitors?

Which brands do your customers look for?



Pain Points & Solutions

What are their major pain points and how can 
your product/brand solve them?



What are they concerned about?

• Quora

• Forums (eg KiasuParents, Hardware Zone)

• Google Reviews

• Facebook Reviews/ Comments

• Customer Feedback 

Online Tools You Can Use







Google Reviews for “AMK Hub”



Facebook Reviews for “AMK Hub”

https://www.facebook.com/AMK-Hub-215118886799/reviews/

https://www.facebook.com/AMK-Hub-215118886799/reviews/


Exercise

Craft a 
Customer 
Avatar for
your 
business.

30 mins

Demographics

Psychographics

Online 
Behaviours

- Search keywords

- Social Media 
Topics

Purchase 
Pattern

- Frequency
- Seasonality

- Channels 

Pain Points & 
Solutions



Study and Learn From Your 

Competitors



Benefits of Analysing Competitors

❖ Learn best practices

❖ Set more realistic benchmarks

❖ Determine appropriate social channels to 

invest time, money and energy 

❖ Evaluate what worked – and what didn’t 

Content is adapted from 6D Global’s
Source: http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31

http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31


Identify Your Competitors

Type your industry 

or product 

category name 

into 

Google/search 

engines. Also see 

the search ads 

that emerge.



Identify Your Competitors

Use tracking tool like BuzzSumo or Epictions

Epicbeat or Social Mention. Which brands emerge 

first when specific categories are typed in?



Identify Your Competitors

Check out blog posts or listings that highlight the top brands 

in specific industries (eg Socialbakers)

http://www.socialbakers.com/

http://www.socialbakers.com/


Study The Way They Set UP and Post

Do a Brand/ Visual Audit 

Suss out their content!Check out their best and
worst reviews!



Study The Way They Set UP and Post

❖ Brand Voice

❖ Content Types

❖ Created versus Curated 

Posts

❖ Frequency

❖ Contests 

❖ Promotions

http://www.yackyack.co.uk/product/seo-competitor-research/



Determine Their Fan to Follower Ratio

Source: http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31

http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31


Measure Their Engagement Rate with Fans

Which Brand fared better? 

Source: http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31

http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31


Measure Their Engagement Rate with Fans

Which Brand fared better now? 

Source: http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31

http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31


Measure Their Engagement Rate with Fans

• How do the brand engage with their 

fans? 

• Are they responding to posts left on 

their wall? 

• Do they retweet their followers? 

• How do they respond to dissatisfied 

customers?



Check out the date of the 
post and the date of 7-
Eleven’s reply



Month-over-Month Percentage Growth

Find these figures from each Brand’s Feed

Tabulate

Source: http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31

http://www.6dglobal.com/blogs/how-conduct-social-media-competitive-analysis-2013-01-31


Check Out Their Website

https://www.similarweb.com/

https://www.similarweb.com/


Check Out Their Website

https://www.similarweb.com/

https://www.similarweb.com/


Check Out Their Website

https://www.similarweb.com/

https://www.similarweb.com/


Check Out Their Website

https://www.similarweb.com/

https://www.similarweb.com/


Do a Side-by-Side Comparison

https://www.socialbakers.com/

https://www.socialbakers.com/


Exercise

Use Socialbakers to do a social media 
audit

Compare against your chief competitor 
Share insights with class

10 mins




