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Social
Listening 

● What is it?

● How does it differ from social monitoring?

● Why it’s important?

● What are the benefits?

● Case Studies - Who’s doing this well?

● How to get started?

● What tools are available?



SOCIAL LISTENING

so·cial lis·ten·ing

(v.) the process of monitoring sentiment towards  your 
brand, products, competitors, and industry across social 
media platforms.

● Keyword monitoring

● Tagged and untagged mentions

● Peer/ competitor tracking

● Direct Messages/ Replies



MONITORING LISTENING

Focused

Quantitative
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Goal: Audit
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SOCIAL MONITORING VS. SOCIAL LISTENING



WHY IT MATTERS

● Over 4.8 billion users
worldwide (60% of 
Earth’s population)

● 50 million new social 
users between April 2022 
and April 2023 alone

● Average daily use = 2 
hours and 24 minutes.



BENEFITS

A strong social listening strategy reaches 

beyond marketing to inform:

● Branding

● Industry/ Competitor Insights

● Influencer Identification

● Campaign Strategy

● Customer Service

● Product/ Service Development

● Crisis Management

Challenge your 

preconceptions, or 

they’ll challenge 

you.

“



WINNER’S CIRCLE



WINNER’S CIRCLE: TACO BELL



GETTING STARTED

1 2 3 54 6

Identify 

your goal

Define 

channels

Adapt 

and 

Optimize

Analyze 

your results

Pick your 

tools

Define 

measurements



TOOLS

In-platform

● Meta Business Suite, LinkedIn, 

Tweetdeck

Paid ($$)

● Brandwatch, Hootsuite, Mention, 

Talkwalker, Sprout Social, 

Sysomos, Buffer, HubSpot, Brand 

24, BrandMentions, Meltwater, 

NetBase



Public
Opinion
Polling 

● Aren’t all of the polls terrible?

● Do we still need polling?

● Who the heck answers phone polls from random 

callers?

● How and why should public affairs professionals 

utilize survey research?

● How do I test persuasive messaging or creative 

with voters / consumers?

● How do I measure important geographic / district 

differences without spending a massive amount 

on polling?

● Can’t AI solve this all for me?



Polling Accuracy

● 2016 – D+3.0 combined bias, 

shock to the system

● 2018 – Good polling year, return to 

fundamentals

● 2020 – D+4.7 combined bias, 

worse than ‘16 in many ways after 

Trump adjustments, complicated 

by COVID

● 2022 – Really good polling year, 

some bad media analysis / 

partisan garbage polls / 

bandwagoning



Polling Accuracy

● Tremendous range in pollster accuracy

● Private pollsters not represented in these 

ratings – usually in top tranche of results 

because more revenue necessitates more 

accurate polls

● Tip – ask your prospective pollster for their 

mean polling error from past few cycles



What is the industry doing to improve?

● Mode experimentation

● Mixed-mode experimentation

● Leveraging more rigorous 

statistical modeling of likely 

voters

● Continued adjustments for 

asymmetric partisan / anti-

establishment / civic 

engagement nonresponse 



What is the industry doing to improve?



Why is polling important for public affairs? 

● Very accurate at measuring public opinion 

and behaviors among full US adult population

● Essential for measuring persuasive efficacy of 

messaging and creative

● For rapid response / crisis management, 

important supplement to social listening (for 

full population view)

● By leveraging database-matched survey work, 

identify geographic / regional / district 

opportunities 



Testing persuasion
● Much more statistically rigorous approaches than traditional message batteries (quant) / 

focus groups (qual)

● Persuasion testing is extremely underutilized by public affairs professionals

MaxDiff 

Ordering many 

messages 

RCTs

Test persuasiveness of creative by segment



Surveying for instant feedback

● Supplement / 

contextualize social 

listening insights with 

instant thermometer 

large-population 

research

● Essential, given that 

top tweeters ≠ Twitter 
users ≠ Americans

● Omnibus survey 

products offer cost-

effective instant reads



Small geography estimations

● Traditionally, gathering 

statistically meaningful 

sample across small 

geographies = insanely 

expensive survey

● Nationwide survey + voter / 

consumer database + 

statistical modeling =  

accurate small geography 

estimations

● Example uses include 

measuring policy 

alignment by 

congressional district, 

brand awareness by DMA



Can’t AI solve this all for me?
● It can help!

● Exciting experimentation using AI to code 

verbatim (open-ended) survey responses



THANK YOU!
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