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Introduction		
	

Social	listening	is	the	process	of	monitoring	and	analyzing	online	

conversations	and	interactions	to	gain	insights	about	a	brand,	product,	

or	industry.		

	

By	using	tools	and	techniques	to	track	mentions,	hashtags,	and	

sentiment	on	social	media	and	other	online	platforms,	companies	can	

gain	valuable	insights	into	how	they	are	perceived	by	their	customers	

and	the	wider	market.	

	

In	this	report,	we	will	delve	into	the	world	of	social	listening	and	

explore	its	many	uses	and	benefits.		

	

We’ll	also	examine	the	different	tools	and	techniques	that	are	available	

to	organizations	looking	to	engage	in	social	listening,	and	we	will	

discuss	the	role	that	social	listening	plays	in	driving	business	decisions.	

	

Whether	you	are	new	to	social	listening,	or	you	have	some	experience	

under	your	belt,	we	hope	that	this	special	report	will	provide	valuable	
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insights	and	information	that	will	help	you	to	effectively	use	social	

listening	to	drive	business	results.	

	

Let’s	begin!	
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Getting	Started	
	
There	are	several	reasons	why	businesses	should	consider	

incorporating	social	listening	into	their	marketing	and	customer	

engagement	strategies.	

	

First	and	foremost,	social	listening	allows	companies	to	stay	informed	

about	what	is	being	said	about	their	brand	online.		

	

By	monitoring	social	media	and	other	online	platforms,	businesses	can	

quickly	identify	any	potential	issues	or	problems	that	may	be	arising,	

and	take	steps	to	address	them	before	they	escalate.		

	

This	can	help	to	prevent	negative	situations	from	spinning	out	of	

control	and	damaging	a	company's	reputation.	

	

In	addition	to	monitoring	for	potential	problems,	social	listening	can	

also	help	businesses	to	identify	and	capitalize	on	opportunities	for	

engagement.		
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By	tracking	relevant	conversations	and	hashtags,	companies	can	

identify	potential	customers	and	influencers	who	may	be	interested	in	

their	products	or	services,	and	engage	with	them	to	build	relationships	

and	drive	sales.	

	

Social	listening	is	also	a	valuable	tool	for	gathering	customer	feedback	

and	insights.		

	

By	analyzing	online	conversations,	businesses	can	get	a	sense	of	what	

customers	are	saying	about	their	products	or	services,	and	use	this	

information	to	inform	their	product	development	and	marketing	

strategies.	

	

Finally,	social	listening	can	help	companies	to	stay	ahead	of	industry	

trends	and	developments.		

	

By	tracking	relevant	conversations	and	hashtags,	businesses	can	get	a	

sense	of	what	is	happening	in	their	industry	and	what	their	competitors	

are	doing,	and	use	this	information	to	inform	their	own	strategies.	

	



 

Social	Listening:	Special	Report 9	

In	short,	social	listening	is	an	important	tool	for	businesses	and	

organizations	looking	to	stay	informed,	engage	with	customers,	gather	

feedback	and	insights,	and	stay	ahead	of	industry	trends.		
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5	Reasons	to	Start	Using	Social	
Listening	
	

Improve	Customer	Service:		

	

Social	listening	allows	companies	to	identify	and	address	customer	

issues	and	concerns	in	real-time.		

	

By	monitoring	social	media	and	other	online	platforms,	businesses	can	

quickly	identify	any	potential	problems	or	complaints	that	may	be	

arising,	and	take	steps	to	address	them	before	they	escalate.	This	can	

help	to	improve	customer	satisfaction	and	loyalty.	

	

Identify	and	Capitalize	on	Opportunities	for	Engagement:		

	

By	tracking	relevant	conversations	and	hashtags,	companies	can	

identify	potential	customers	and	influencers	who	may	be	interested	in	

their	products	or	services,	and	engage	with	them	to	build	relationships	

and	drive	sales.	

	

Gather	Valuable	Customer	Feedback	and	Insights:		
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By	analyzing	online	conversations,	businesses	can	get	a	sense	of	what	

customers	are	saying	about	their	products	or	services,	and	use	this	

information	to	inform	their	product	development	and	marketing	

strategies.	

	

Stay	informed	about	what	is	being	said	about	your	Brand:		

	

Social	listening	allows	companies	to	stay	informed	about	what	is	being	

said	about	their	brand	online.		

	

By	monitoring	social	media	and	other	online	platforms,	businesses	can	

quickly	identify	any	potential	issues	or	problems	that	may	be	arising,	

and	take	steps	to	address	them	before	they	escalate.	

	

Stay	ahead	of	industry	trends	and	developments:		

	

By	tracking	relevant	conversations	and	hashtags,	businesses	can	get	a	

sense	of	what	is	happening	in	their	industry	and	what	their	competitors	

are	doing,	and	use	this	information	to	inform	their	own	strategies.	
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In	short,	social	listening	is	an	important	tool	for	businesses	and	

organizations	looking	to	improve	customer	service,	identify	and	

capitalize	on	opportunities	for	engagement	and	gather	valuable	

customer	feedback	and	insights.	
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Social	Listening	in	Action	
	

	

In	this	chapter,	we	will	take	a	closer	look	at	how	social	listening	can	be	

used	in	action	to	drive	business	results.	

	

One	of	the	key	uses	of	social	listening	is	in	regards	to	customer	service.	

By	monitoring	social	media	and	other	online	platforms,	businesses	can	

quickly	identify	any	potential	problems	or	complaints	that	customers	

may	be	experiencing,	and	take	steps	to	address	them.		

	

For	example,	if	a	customer	tweets	or	posts	a	TikTok	video	about	a	

problem	they	are	having	with	a	product,	a	business	can	use	social	

listening	to	identify	the	issue	and	reach	out	to	the	customer	to	offer	

support.	This	will	help	to	improve	customer	satisfaction	and	loyalty.	

	

Social	listening	can	also	be	used	to	identify	and	capitalize	on	

opportunities	for	engagement.		

	

By	tracking	relevant	conversations	and	hashtags,	businesses	can	

identify	potential	customers	and	influencers	who	may	be	interested	in	
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their	products	or	services,	and	engage	with	them	to	build	relationships	

and	drive	sales.		

	

For	example,	if	someone	tweets	about	a	problem	they	are	having	that	a	

business's	product	could	solve,	the	business	could	use	social	listening	to	

identify	the	opportunity	and	reach	out	to	the	user.	

	

In	addition	to	customer	service	and	engagement,	social	listening	can	be	

used	to	gather	valuable	customer	feedback	and	insights.		

	

By	analyzing	online	conversations,	businesses	can	get	a	sense	of	what	

customers	are	saying	about	their	products	or	services,	and	use	this	

information	to	inform	their	product	development	and	marketing	

strategies.		

	

For	example,	if	a	business	notices	that	many	customers	are	mentioning	

a	particular	feature	they	would	like	to	see	in	a	product,	the	business	

could	use	this	information	to	inform	its	product	development	roadmap.	

	

By	monitoring	social	media	and	other	online	platforms,	businesses	can	

quickly	identify	any	potential	issues	or	problems	that	may	be	arising,	

and	take	steps	to	address	them	before	they	escalate.		
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This	can	help	to	prevent	negative	situations	from	spinning	out	of	

control	and	damaging	a	company's	reputation.	
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Social	Listening	Tools	
	

There	are	a	wide	variety	of	social	listening	tools	available	that	can	help	

businesses	and	organizations	to	grow	their	business	by	monitoring	and	

analyzing	online	conversations	and	interactions.		

	

These	tools	can	be	used	to	track	mentions,	hashtags,	and	sentiment	on	

social	media	and	other	online	platforms,	and	provide	valuable	insights	

into	how	a	brand,	product,	or	industry	is	perceived	by	customers	and	

the	wider	market.	

	

One	popular	social	listening	tool	is	Hootsuite:	

https://signup.hootsuite.com		

	

Hootsuite	allows	businesses	to	manage	their	social	media	presence	and	

track	mentions	and	hashtags	across	multiple	platforms.	

	

It	also	provides	analytics	and	reporting	features,	allowing	businesses	to	

track	the	performance	of	their	social	media	campaigns	and	understand	

the	impact	of	their	efforts.	
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Another	popular	social	listening	tool	is	Brand24:	https://brand24.com		

	

Brand24	provides	real-time	tracking	of	mentions	and	hashtags	across	

the	web,	and	also	offers	analysis	to	help	businesses	understand	the	

tone	of	online	conversations	about	their	brand.		

	

In	addition,	Brand24	also	offers	integration	with	many	popular	

marketing	and	customer	relationship	management	tools,	making	it	easy	

for	businesses	to	use	the	insights	generated	by	Brand24	to	inform	their	

marketing	and	customer	engagement	strategies.	

	

Social	Mention:	https://www.social-searcher.com/social-mention/		

	

Social	Mention	is	a	free	social	media	monitoring	tool	that	tracks	

mentions	of	your	brand	across	the	web	and	provides	analytics	on	

sentiment,	reach,	and	influence.	

	

Talkwalker:	https://www.talkwalker.com/		

	

Talkwalker	is	a	social	media	monitoring	and	analytics	platform	that	

tracks	mentions	of	your	brand	across	multiple	social	networks	and	the	

web.	It	also	offers	real-time	alerts	and	detailed	analytics.	
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Mention:	https://mention.com/en/		

	

Mention	is	a	social	media	monitoring	tool	that	tracks	mentions	of	your	

brand	across	the	web,	including	social	media,	news	websites,	and	

forums.	It	also	offers	real-time	alerts	and	detailed	analytics.	

	

These	tools	offer	a	range	of	features	and	capabilities,	such	as	tracking	

and	analysis	of	social	media	conversations,	integration	with	other	

marketing	and	customer	relationship	management	tools,	and	advanced	

analytics	and	reporting	capabilities.	

	

Pro	Tip:	By	tracking	mentions	of	specific	keywords	or	phrases,	

businesses	can	find	individuals	who	are	interested	in	their	products	or	

services	and	reach	out	to	them	directly.		

	

This	can	be	particularly	useful	for	B2B	companies	looking	to	generate	

leads	and	build	relationships	with	potential	clients.	
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How	to	Create	Your	Social	
Listening	Strategy	
	

One	key	element	of	a	social	listening	strategy	is	setting	clear	goals	and	

objectives.	This	might	include	tracking	brand	sentiment,	identifying	

potential	leads,	or	staying	informed	about	industry	trends.		

	

By	setting	specific	goals,	businesses	can	focus	their	efforts	and	better	

understand	the	value	that	social	listening	is	providing.	

	

Another	important	aspect	of	a	social	listening	strategy	is	deciding	which	

platforms	and	channels	to	monitor.	This	will	depend	on	where	the	

business's	target	audience	is	most	active	and	which	platforms	are	most	

relevant	to	the	industry.	

	

For	example,	a	fashion	brand	might	prioritize	monitoring	TikTok	and	

Instagram,	while	a	B2B	software	company	might	focus	more	on	

LinkedIn	and	industry-specific	forums.	
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In	addition	to	monitoring	specific	platforms	and	channels,	businesses	

should	also	determine	which	keywords	and	phrases	to	track.	This	might	

include	brand	names,	product	names,	and	industry-specific	terms.		

	

By	tracking	these	keywords,	businesses	can	gain	insights	into	how	their	

brand	is	being	mentioned	online	and	identify	opportunities	for	

engagement.	

	

Finally,	a	social	listening	strategy	should	include	a	plan	for	how	to	

analyze	and	act	on	the	data	gathered	through	social	listening.		

	

This	might	involve	using	the	insights	gathered	to	inform	marketing	

campaigns,	optimize	website	content,	or	improve	customer	service	

efforts.		

	

Here	are	some	tips	for	implementing	a	successful	social	listening	

strategy:	

	

Define	your	goals	and	objectives:		

	

• What	do	you	want	to	achieve	through	social	listening?		
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• Do	you	want	to	track	brand	sentiment,	identify	potential	leads,	or	

stay	informed	about	industry	trends?		

	

By	setting	clear	goals,	you	can	focus	your	efforts	and	better	understand	

the	value	that	social	listening	is	providing.	

	

Choose	the	right	platforms	and	channels:		

	

Not	all	social	media	platforms	are	relevant	to	all	businesses.	Determine	

which	platforms	your	target	audience	is	most	active	on	and	which	ones	

are	most	relevant	to	your	industry.	

	

Identify	the	right	keywords	and	phrases	to	track:		

	

These	might	include	your	brand	name,	product	names,	and	industry-

specific	terms.		

	

By	tracking	these	keywords,	you	can	gain	insights	into	how	your	brand	

is	being	mentioned	online	and	identify	opportunities	for	engagement.	

	

Set	up	alerts	and	notifications:		
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Many	social	listening	tools	allow	you	to	set	up	alerts	and	notifications	

for	specific	keywords	or	phrases.	This	can	help	you	stay	on	top	of	

mentions	of	your	brand	and	quickly	respond	to	any	negative	comments	

or	reviews.	

	

Analyze	and	act	on	the	data:		

	

Don't	just	collect	data	for	the	sake	of	it.	Make	sure	you	have	a	plan	in	

place	for	how	to	analyze	and	act	on	the	insights	gathered	through	social	

listening.		

	

This	might	involve	using	the	data	to	inform	marketing	campaigns,	

optimize	website	content,	or	improve	customer	service	efforts.	

	

Engage	with	your	audience:		

	

Social	listening	is	not	just	about	monitoring	what	is	being	said	about	

your	brand.	It's	also	about	engaging	with	your	audience	and	building	

relationships.		
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Use	social	listening	to	identify	and	connect	with	potential	customers	

and	influencers,	and	respond	to	negative	mentions	in	a	timely	and	

appropriate	manner.	

	

Regularly	review	and	adjust	your	strategy:		

	

Social	media	and	online	conversations	are	constantly	evolving.	Make	

sure	to	regularly	review	and	adjust	your	social	listening	strategy	to	

ensure	it	is	still	meeting	your	goals	and	providing	value	to	your	

business.	
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Social	Listening	Strategy	
Examples	
	

Here	are	a	few	examples	of	social	listening	strategies	that	businesses	

might	use:	

	

Example	1:		

	

A	fashion	brand	wants	to	track	the	sentiment	of	its	new	clothing	line	

and	identify	potential	leads.		

	

They	set	up	alerts	for	mentions	of	the	brand	and	the	new	clothing	line	

on	Instagram,	TikTok,	and	fashion	blogs.	They	analyze	the	data	

gathered	to	understand	how	the	new	line	is	being	received	by	their	

target	audience	and	use	the	insights	to	inform	their	marketing	efforts.		

	

They	also	identify	individuals	who	have	mentioned	the	new	line	and	

reach	out	to	them	directly	to	try	and	generate	leads.	

	

Example	2:		
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A	B2B	software	company	wants	to	stay	informed	about	industry	trends	

and	identify	potential	partners.		

	

They	set	up	alerts	for	industry-specific	keywords	on	LinkedIn	and	

industry-based	Facebook	groups,	and	regularly	review	the	data	to	stay	

up-to-date	on	the	latest	developments	in	their	field.		

	

They	also	use	the	insights	gathered	to	identify	potential	partners	and	

reach	out	to	them	directly	to	explore	potential	collaborations.	

	

Example	3:		

	

A	restaurant	chain	wants	to	track	customer	sentiment	and	improve	its	

customer	service	efforts.		

	

They	set	up	alerts	for	mentions	of	the	brand	on	Yelp,	Twitter,	and	

Facebook,	and	analyze	the	data	to	understand	how	customers	are	

perceiving	their	food,	service,	and	overall	experience.		

	

They	use	the	insights	gathered	to	identify	areas	for	improvement	and	

make	changes	to	their	customer	service	process.	They	also	use	social	
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listening	to	identify	and	respond	to	any	negative	comments	or	reviews	

in	a	timely	and	appropriate	manner.	

	

Example	4:		

	

An	e-commerce	company	wants	to	optimize	its	website	content	and	

improve	its	search	engine	rankings.		

	

They	set	up	alerts	for	keywords	related	to	their	products	and	industry	

on	forums,	blogs,	and	review	websites.		

	

They	analyze	the	data	gathered	to	understand	what	customers	are	

looking	for	and	use	the	insights	to	inform	the	content	on	their	website.		

	

They	also	use	the	data	to	identify	and	address	any	common	customer	

pain	points	or	concerns.	
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Social	Listening	Best	Practices	
	

In	closing,	here	are	some	best	practices	for	implementing	a	successful	

social	listening	strategy:	

	

• Set	clear	goals	and	objectives:		

Determine	what	you	want	to	achieve	through	social	listening	and	

make	sure	your	strategy	is	aligned	with	those	goals.	

	

• Choose	the	right	platforms	and	channels:	

Not	all	social	media	platforms	are	relevant	to	all	businesses.		

	

Determine	which	platforms	your	target	audience	is	most	active	on	

and	which	ones	are	most	relevant	to	your	industry.	

	

• Identify	the	right	keywords	and	phrases	to	track:		

These	might	include	your	brand	name,	product	names,	and	

industry-specific	terms.		

	

By	tracking	these	keywords,	you	can	gain	insights	into	how	your	
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brand	is	being	mentioned	online	and	identify	opportunities	for	

engagement.	

	

• Set	up	alerts	and	notifications:		

Many	social	listening	tools	allow	you	to	set	up	alerts	and	

notifications	for	specific	keywords	or	phrases.		

	

This	can	help	you	stay	on	top	of	mentions	of	your	brand	and	

quickly	respond	to	any	negative	comments	or	reviews.	

	

• Analyze	and	act	on	the	data:		

Don't	just	collect	data	for	the	sake	of	it.	Make	sure	you	have	a	

plan	in	place	for	how	to	analyze	and	act	on	the	insights	gathered	

through	social	listening.		

	

This	might	involve	using	the	data	to	inform	marketing	campaigns,	

optimize	website	content,	or	improve	customer	service	efforts.	

	

• Engage	with	your	audience:		

Social	listening	is	not	just	about	monitoring	what	is	being	said	

about	your	brand.		
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It's	also	about	engaging	with	your	audience	and	building	

relationships.	Use	social	listening	to	identify	and	connect	with	

potential	customers	and	influencers,	and	respond	to	negative	

mentions	in	a	timely	and	appropriate	manner.	

	

• Regularly	review	and	adjust	your	strategy:		

Social	media	and	online	conversations	are	constantly	evolving.		

	

Make	sure	to	regularly	review	and	adjust	your	social	listening	

strategy	to	ensure	it	is	still	meeting	your	goals	and	providing	value	

to	your	business.	
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Final	Words	
	
To	recap:	Social	listening	is	the	process	of	monitoring	social	media	

platforms	and	online	conversations	to	keep	a	pulse	on	what	is	being	

said	about	a	brand,	product,	or	industry.		

	

There	are	several	tools	and	platforms	available	for	social	listening,	

ranging	from	free	to	paid	options.	As	previously	mentioned,	some	

popular	choices	include	Hootsuite,	Brand24,	and	Mention.		

	

These	tools	allow	you	to	track	specific	keywords	and	phrases,	set	up	

alerts	for	when	your	brand	is	mentioned,	and	analyze	the	sentiment	of	

the	conversations	taking	place.	

	

But	social	listening	is	not	just	about	tracking	mentions	of	your	brand.	It	

is	also	about	getting	a	comprehensive	understanding	of	your	target	

audience,	what	they	care	about,	and	what	they	are	saying	about	your	

competitors.		

	

By	monitoring	social	media	conversations,	you	can	gain	valuable	

insights	into	your	customers'	needs,	preferences,	and	pain	points,	
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which	can	inform	your	content	strategy	and	help	you	create	more	

targeted	and	effective	social	media	campaigns.	

	

In	addition	to	tracking	and	analyzing	social	media	conversations,	social	

listening	can	also	help	you	identify	and	engage	with	influencers	in	your	

industry.		

	

By	connecting	with	influencers	who	are	already	talking	about	your	

brand	or	products,	you	can	amplify	your	reach	and	build	relationships	

with	key	influencers	who	can	help	promote	your	business.	

	

Overall,	social	listening	is	a	powerful	tool	that	can	help	businesses	of	all	

sizes	succeed	on	social	media.		

	

By	paying	attention	to	what	is	being	said	about	your	brand,	industry,	

and	competitors,	you	can	gain	valuable	insights,	connect	with	

influencers,	and	create	more	effective	social	media	campaigns.		

	

To	your	success,	
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Resources		
 
 
Here	are	links	to	a	few	resources	that	I	believe	will	help	you:		

	

Coaching:	

>>	https://promotelabs.com/coaching		

	

Mail	Labs:	12-Week	Coaching	Program:	

>>	https://promotelabs.com/maillabs/  
 
 

	
Social	Listening	Tools:	

>>	https://blog.hootsuite.com/social-listening-business/		

	

Guide	to	Social	Listening:		

>>	https://www.mediatoolkit.com/blog/complete-guide-to-social-
listening/		
		

16	Social	Listening	Strategies:		

>>	https://keyhole.co/blog/social-listening-strategies/		


