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Negative comments
in social media: To react
or not to?

Negative comments left unanswered always lead to even more criticism, therefore
complaints have to be answered promptly

Negative comments left unanswered will be attributed to the head of the local
government or even to the head of the state, responses from the government show
the residents which office is responsible for the problem

In commerce responding to user reviews and comments on social media speaks

of the brand’s high standards and openness, whereas the government is the main
brand in the country

Authorities to citizens
einteraction solution

Allows to find user comments, reviews and opinions in social media on relevant topics

Identifies the topic and geolocation of the message and then allocates it
to the designated employee

Registers the time and the quality of the responses
Monitors author’s satisfaction

Provides statistics on employees’ actions, duration of request processing
and request topics
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How does it work?

The search of negative posts and comments is carried out by using keywords

All posts and comments are pre-processed by operators

The desighated employee receives only actual complaints about real problems in the region
Only those responses that have passed approval are posted in social media

After posting the response, the solution monitors the author’s reaction
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Selected Approved

Our Technologvy

Data collection: automatic social media monitoring to track relevant topics
Classification and identification of geolocation: automatic text processing

Request routing: the solution allocates the requests to the designated employee
Response approval: the response is posted in the social media only after the approval

Response posting: the response is automatically posted directly to the media where
the request was initially left

Customization to specific countries: setting up the stages of request processing,
connecting key sources for data collection, translating the interface
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in-depth analvtics

—< Complaint topics

222 Employee statistics

() Complaint handling time
Q/ Complaint geolocation
@ Complaint importance
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== Complaint sources

How do residents see
the work being done?

S ApMUHUCTpaLUA ropoackoro okpyra Naenosckuii Mocag
Moacnywako Maenosckuit Mocaa N/ [o6pbiit neHb! OCTaHOBKa YCTAHOBNEHA Ha NPEXHEM MecTe U J0MOJTHUTENbHO
%3, 0PI 2310 3aKpensieHa. AMWHUCTpauus r.o. NasnoBckui Mocag

FOPOACK, HEY)XKENN 3aKPenuTb HeNbaA HOPManbHO pas M HaBCeraa, XAy Noka Koro-To
NpuBLET, aHOH

ADIEERCTPANER FOPOITKOFD GRPYTS
Ianaoscani Toca

anp 8 14:217 OTBeTUTH 1

@ Negative comments result in good deeds

(¥) The level of trust in the government
increases

(¥) Government official accounts become
an additional source of information for
the residents

Hpasutea 41 KoMMmeHTHpoBaTb 1
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Russia’s experience

Used in 84 regions on a daily basis

16,5 k government official accounts are connected
for posting in social media

3,5 mrequests are registered

5,3 k active users

Contact us

System integrator G2P think tank "Dialog"
Info@anodialog.ru

System developer "Medialogia"
Infotop@mlg.ru
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