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Listening is giving attention to a sound 
or action. When listening, a person 
hears what others are saying and tries 
to understand what it means.
https://en.wikipedia.org/wiki/Listening
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Listening is personally attentive and 
responsive communication that leads to 
awareness, understanding, and 
empathy.
https://www.listenfirstproject.org/listen-first-academy

https://kar-kasb.com/?utm_source=1401-11-17-mydmc-webinar&utm_medium=powerpoint&utm_campaign=webinar
https://mydmc.ir/?utm_source=1401-11-17-mydmc-webinar&utm_medium=powerpoint&utm_campaign=webinar
https://www.listenfirstproject.org/listen-first-academy


یعنی چه؟وگوییکه لیسنینگای 

!دیوارموشِ 8

Listening is the active process of 
receiving and responding to spoken
(and sometimes unspoken) messages. 

https://www.thoughtco.com/listening-communication-term-1691247
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Social listening is the practice of 
monitoring social media channels for 
mentions of your brand, competitor 
brands, and related keywords.
https://blog.hootsuite.com/social-listening-business/
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Social listening is the monitoring of your 
brand's social media channels for any 
customer feedback and direct mentions of 
your brand or discussions regarding specific 
keywords, topics, competitors, or industries, 
followed by an analysis to gain insights and 
act on those opportunities.

https://blog.hubspot.com/service/social-listening
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Customer service social listening is 
different from that of marketing as your 
goal is to better service your customers 
through understanding how they’re speaking 
about your product or service online, 
responding to customers that directly 
mention you, and collecting feedback that 
can help you update your processes to 
better serve your customers. 
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Social listening has a broader scope than 
social monitoring. With social listening, 
you're tracking brand mentions, customer 
feedback, industry trends, and more. 
However, social monitoring has a narrower 
focus on a specific campaigns or keywords.

https://blog.hubspot.com/service/social-listening
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Social monitoring explains what people are 
saying on social media. Social listening 
explains why people are saying what they 
are saying. Monitoring is tactical, whereas 
listening focuses on long-term strategic 
decisions.

https://www.techtarget.com/searchcustomerexperience/definition/social-media-listening
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مانیتورینگسوشالمثالی از 
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Social monitoring: A restaurant 
monitors Twitter for mentions of its 
new product -- a hamburger with 
cream cheese on the bun. Once 
detected, the business may respond to 
the mention but doesn't have to. The 
main point of monitoring is gathering 
information. There is not necessarily a 
strategy attached. The business can 
see all the different ways its 
hamburger comes up in conversation 
online.
https://www.techtarget.com/searchcustomerexperience/definition/social-media-listening
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لیسنینگسوشالمثالی از 
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Social listening. The same restaurant 
monitors social media for mention of 
its new hamburger and aggregates the 
data to perform a sentiment analysis 
of what people are saying. The 
restaurant uses the information 
collected to develop a broader 
marketing strategy. Using sentiment 
analysis, it can determine the 
following:
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whether people like the hamburger;

what they like about it;

what they like to eat with it;

how long to keep the hamburger on 
the menu;

new ideas for its next featured 
product…
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مهم است؟لیسنینگسوشالچرا 
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Who is your audience?
What does your audience want?
When is your audience engaging with you?
Where is your audience active and engaged?
Why does your audience talk about you?
How can you better serve your audience?
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Customers like it when brands respond.
You can keep track of your brand's growth.
You can discover new opportunities.
You can increase customer acquisition.
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Active

Passive
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