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In a study conducted with 500+ members of an Ipsos SMX community, we 

determined that consumers are not only turning to Dr. Google for online 

medical information at the first signs of feeling sick, but also after visiting an 

actual doctor, to gather additional information that could potentially make 

them alter their treatment plans. Most consumers (72%) who start online to 

self diagnose their symptoms when feeling sick also indicated they go back 

online to research diagnosis or treatment plans provided by their doctor. 

Furthermore, the majority of those (72%) also say the information they find 

online could possibly influence how they approach their treatment plan. 

Consumers most often research symptoms, diagnoses or treatments online to 

be better informed and get peace of mind. Specifically, they want to determine 

if they need to see a doctor, what questions they should ask the doctor, check 

for side effects of medications, or to confirm the doctor’s treatment plan. Usage 

of health and wellness apps is also common, with about half (49%) of people 

who research symptoms online indicating that they use medical advice or other 

health-related apps in their daily lives.

Ipsos SMX

John (Age 55-64)

“Not all doctors and specialists know everything, so it's important to get a 
consensus from many individuals and see what they agree about. If a lot
of them agree on a certain kind of treatment, I'll ‘go with the flow,’ and 
start applying the information to my treatment regimen.” – John (Age 55-64)

Consumers are sticking with 
Dr. Google every step of the 
way… are you? 

of consumers research 
symptoms online as a first 
step when they aren’t 
feeling well. 

who research initial symptoms online also 
research their diagnosis or treatment 
plan online after a doctor’s visit.

who do additional research online 
after a doctor's visit say the information 
they find could possibly influence how 
they approach their treatment plan.

31%

72%

72%

1 out of 2
consumers who research symptoms 
online as a first step when feeling 
sick also use health or wellness 
apps in their daily lives.
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“If I have a pain or a new symptom I have never had before, 
I would probably jump online and go to WebMD or some 

medical site and start researching. I sometimes go online and 
research things after I visited the doctor to learn more  

about the diagnosis or treatment that they gave me or 
suggested to me. I feel the more knowledge I have  

the better. And it confirms what my doctor has said and 
makes me feel that I am getting best care I can get.” 

– Linda (Age 55-64)

“I would research the diagnosis or treatment after visiting the  
 doctor to see what other people experienced and if the  

treatment help them, hurt them, or was unnecessary.  
I would use the information I find online to weigh the pros 
and cons of using the advice given to me by the doctor.” 

– madminpin5 (Age 25-34)

“Some symptoms can indicate the potential for more 
specialized treatment options while others can be nothing to  
worry about. Researching a diagnosis and treatment can help 
you find potential interactions between any medicines you 
take and any medicines prescribed that a busy doctor may 

have inadvertently overlooked.”

 – Sarah, Community Member
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BRINGING THE CONSUMER VOICE TO LIFE
CONSUMERS ARE RESEARCHING SYMPTOMS, DIAGNOSES AND TREATMENT 

PLANS ONLINE EVERY DAY. IN SO DOING, THEY ARE ALSO PROVIDING DETAILED 

DESCRIPTIONS OF THEIR PATIENT HISTORIES AND THERAPIES. IPSOS SMX SOCIAL 

INTELLIGENCE HELPS MAKE SENSE OF THESE UNSTRUCTURED CONVERSATIONS 

BY OVERLAYING PROVEN RESEARCH AND VALIDATED STRATEGIC FRAMEWORKS 

ONTO THE CONSUMER JOURNEY, REVEALING NEEDS AND MOTIVATIONS THAT 

DRIVE CONSUMER DECISIONS.

SOCIAL INTELLIGENCE CAN  ENABLE HEALTHCARE PROVIDERS TO:

        

 Understand why users discourage others to use your drug or recommend it

         

           

        

            
your brand or product

HOW SOCIAL INTELLIGENCE WORKS

Ipsos SMX Social Intelligence uses a  

combination of smart technology and 

research knowledge to collect and analyze 

      
    

course of their therapy and the driving topics 

for caregivers in the progression of  

the disease.
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WHY SOCIAL INTELLIGENCE FOR 
HEALTHCARE?
DISCUSSING ONE’S HEALTH IS A SENSITIVE TOPIC, AND PEOPLE ARE OFTEN 

HESITANT TO DO SO FOR FEAR OF REVEALING TOO MUCH PERSONAL 

INFORMATION. ONLINE ENVIRONMENTS AND FORUMS OFTEN PROVIDE A SAFE 

HAVEN THROUGH ANONYMITY, SUPPORT AND A SENSE OF COMMUNITY.

“Very happy to 
have finally joined this 

forum. I guess I’ll start off 
with who I am. I’m 26 yrs old, 

a guy, middle-eastern American, 
live in S.F. Bay Area, never finished 

college, have a crappy night job, 
and I still live with my parents. I have 

     
doc). (…) I really hope to meet, help, 

and be helped. Thanks people!” 

depressionforums.org, 

03-31-2012

ANONYMITY
Due to the anonymity of 

online forums, consumers are 

more likely to speak about 

highly sensitive issues, as 

they would with their close 

friends. 

EXCHANGE
Individuals take on the role of 

experts within a community. 

Consumers have a desire to 

exchange with peers and 

seek advice when they feel 

insufficiently informed or in 

need of moral support.

“DO GOOD AND 
TALK ABOUT IT”

Former sufferers want to 

share their experiences. Most 

of these experts share the 

same motivation – they want 

to be seen as helpful. 
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Social Intelligence is primed to gain qualitative insights on 

your product, potential unmet needs and the issues which 

are most important to patients and caregivers

It can provide real time information to business leadership 

teams on the issues that have the most impact on your 

corporate, brand or product reputation

Social Intelligence can be used in various ways to evaluate 

the effectiveness and sentiment around particular campaigns, 

sponsorships, CSR initiatives or  product launches

It can be used as an ‘early warning system’ that can detect 

changes in sentiment around your healthcare brands

Social Intelligence is ideal for helping to understand if you 

are ahead or behind your main competitors. Benchmarks can 

be observed over time to track changes or trends.

BUSINESS SUPPORT AREAS

PRODUCT INSIGHTS 

& CUSTOMER 

EXPERIENCE

SOCIAL WEB  

BRAND DNA 

EVALUATE 

PERFORMANCE

DETECT ISSUES

COMPETITIVE 

INTELLIGENCE
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CHALLENGE

A client was looking to gain better understanding of online conversations 

around a specific degenerative disorder and the medication they were marketing 

for treatment, in order to determine how best to create early awareness around 

the full spectrum of the treatment. In particular, they wanted to understand 

the triggers and influencers for online conversation, where people were going 

for core sources of information during the various stages of the disease, the 

principal themes and progression of conversation within each stage, and various 

alternative therapies being discussed. They also hoped to identify principal 

authors and understand their challenges, fears and hopes, and whom they 

turned to as trusted advisors.

APPROACH

In order to meet the research needs of the client, Ipsos SMX suggested a “Deep 

Audit” research design with a two-stage analytic approach to uncover the 

driving topics around the various disease stages. We leveraged both a broad 

            
of interest.

     

           

        

SOCIAL INTELLIGENCE CASE STUDY: 
FROM PRE-DIAGNOSIS THROUGH TREATMENT
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ANALYTIC CONCEPT

THERAPY A

TREATMENT A

TREATMENT C

DISORDER

THERAPY
STAGES

DRIVING
TOPICS

TRUSTED
ADVISORS

TREATMENTS
& PRODUCTS

CROSS
ANALYSIS

TOPIC C

TOPIC B

TOPIC A

THERAPY B

THERAPY C

ADVISOR A

ADVISOR B

ADVISOR C

TREATMENT B
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RECOMMENDED RESEARCH PROCESS

CONTENT 
COLLECTION

EXPLORATIVE 
ANALYSIS

DRILL- DOWN 
ANALYSIS

 Utilize a custom technology suite 

and complex keyword queries to 

source authorized content from 

across the web, employing DMCA 

best practices for content 

integrity. Manually review all drug 

mentions pertinent to the client 

to react to regulatory issues such 

as adverse events in consumer 

conversation in compliance with 

industry standard protocols.

    

to perform an unbiased analysis 

of the disorder and associated 

themes. This approach allows  

the application of a journey 

analysis based on social data, 

and helps to uncover new 

insights on patient experiences 

for additional strategic advice.

    

needed framework to answer 

dedicated business questions on 

specific topics of interest.  

This stage is focused on core 

questions such as patient  

or caregiver perceptions, 

experiences and opinions 

towards specific therapies as 

compared to others.
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IMPACT

Through the Social Intelligence research process, we were able to identify key 

themes and conversations within each stage of the disorder, and provide our 

client with a comprehensive picture of the online journey as related to 

diagnosis, treatment options and where people were going for information 

and advice.

Additionally, we provided our client with triggers for the specific topics being 

discussed, the relevance of each topic, and specific points of opportunity within 

the journey to connect with consumer needs and build trust.

SYMPTOMS 

MEDICATION 

STAGE 1 OPPORTUNITY

Clarification +
Uncertainty 

Build Trust

Patients
(Online)

Forums

Professional

!

DIAGNOSIS Build Trust by 

becoming a valued 

resource for the 

community and 

establishing the 

brand as a resource 

for educational 

content and tools.
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5 SOUND BITS OF ADVICE

1. Consumers are going online for advice, information and support from 

the first signs of sickness all the way through diagnosis and treatment. 

Keep informed about what is being communicated at every stage in 

order to connect, educate, and potentially impact decisions.

2. Online forums act as a particularly safe haven for people who want to 

discuss sensitive topics such as personal health in an anonymous setting, 

and can provide a valuable opportunity to capture honest feedback and 

learn about deeper human motivations.

3. Get to know your various audience “tribes” online – where they are and 

what they are talking about – and use this information to craft relevant 

content across multiple platforms.

4.          
approach in order to generate a full understanding of the consumer 

journey as well as a deeper dive into specific topics.

5. Remember that technology is not enough to provide true business 

          
customized study that delivers insights backed by proven analytical 

methodologies and frameworks.
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For more information, please visit  

www.IpsosSMX.com or contact:

John Eaton

Senior Vice President 

Social Intelligence and Business Development

Ipsos SMX

john.eaton@ipsos.com

Ipsos SMX
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