
2020 Survey Results 

How Brands’ Social Media 
Impacts Consumers 



Purpose: To determine why and how consumers interact with brands on social media 
and how that behavior is tied to the consumer lifecycle. This survey is the first of four, in 
Boston Digital's 2020 survey series, focused on gathering insights from today’s 
consumers about high-impact marketing trends. The results of our research will help 
strengthen marketers’ ability to incorporate evidence-based best practices in their work. 

Methodology: Boston Digital conducted a survey of 554 people composed of eight 
questions. The survey respondents were represented from a balance of different age 
groups, genders and geographic areas. 



Summary of findings: 

Our survey generated numerous insights into consumer behavior related to brands’ social media activities. Overall, it 
showed that consumers are drawn to, and will purchase from, brands that entertain, inform and interact with them via 
social media. Therefore, attracting and retaining followers should be top priorities for marketers. 

Key findings include:

• 65% of consumers are more likely to buy from brands whose social media they follow for more than a month.
• 26.35% of consumers reported that the top reason they follow a brand on social media, is for helpful information 

related to a hobby. It is important for a company to connect with their audience on a personal level and provide 
them with information that touches on the values they are signaling are important. 

• The top three types of social media content that make consumers more likely to purchase a product are promotions, 
informational content, and exclusive deals. While building a connection is important, companies need to also build 
reminders and incentives into their social strategy that will trigger their consumers to purchase.  

• 61% of survey respondents replied that it is very or extremely important to get a response from a brand after 
providing feedback on social media. Additionally, 59% of consumers use social media to reach out when they have 
questions about a product or service; 52% when they have problems with it.  When a consumer reaches out to you 
it is important to show your social media is a two-way street. 

• Make sure you understand your audience. 54% of consumers will unfollow a brand if they feel the content isn’t 
relevant to them, 38% will unfollow if they do not agree with a company’s values, and 34% will unfollow if the 
content is boring.

A great social media strategy should build a lasting community, inform followers, and reward insiders. When 
developing your social strategy this year be sure you are creating content that will encourage long-term followers, as 
well as content that includes promotions and incentives at key stages of the consumer lifecycle. 



What is the most common reason 
that you will follow a brand on social media?

Product 
Information

Helpful 
information 

related to one of 
my hobbies

They are 
participating 
in a or cause 
movement I 

support

Funny or 
interesting 

content

Insider deals Strong online 
community



What social media content makes you more likely to purchase a product/service? 
Check all that apply.



Why would you contact a brand on social media? 
Check all that apply.

Problem with 
product/service

Questions about 
product/service 

when researching 
their offering

Comment about a 
public outcry 

related to them

Positive feedback 
about their offering 
or customer support

None of the 
above



As a consumer, when you are using social media to give feedback to a company, 
how important is it for you to get a response?



How likely are you to look at a company’s social media when you are researching a 
product or service?

I’ve never looked at 
social media when 
researching a 
product

Extremely likely 

Very likely 

Somewhat likely 

Not likely 



What reasons have caused you to unfollow a brand on social media?
Click all that apply.

Too much content

Content not relevant to me

Do not agree with a 
company’s values

Lack of response to 
questions or comments

Content is boring

None of the above

I don’t follow any 
brands on social media



Are you more likely to purchase from a brand you have followed on social media 
for more than a month?



Do you believe brands are more trustworthy 
if they have a social media presence?



Survey demographics 



Age



Gender



Household Income



Region



Interested in learning
more about Boston Digital?

Contact us at 
info@bostondigital.com


