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Abstract - Nowadays, using social media for communication is common among most of the people. People put their 
comments and feedback about many things including a product or a brand in different social media like Facebook and 
Twitter. There are plenty of data available every day in social media, however how to utilize this data and provide insight 
into the organization in order to improve their performance in the market is a question for every organization. Today, 
monitoring social media is a necessity for every organization. This will provide related data continually, so the firm can use 
it in its internal processes. There are many monitoring tools available in the market. How to select each one and what 
benefits can earn from each one is an issue yet. This research tries to review the most important social media monitoring 
tools and propose some criteria for comparison. Then based on the suggested criteria, a comparison was conducted to help 
the organization in selecting the appropriate monitoring tools that suit to their business. The result can help managers to 
make better decisions on the selecting of social media monitoring tools. 
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I. INTRODUCTION 
 
Today, millions of users, use social networks through 
photo sharing, micro-blogging and cloud services, 
therefore with using this data we can access new 
potential customers and support existing customers. 
Social media is a new field and includes many 
theories from different fields such as psychology, 
sociology, business analysis, data intelligence and 
communication. Social media dimensions are 
unknown and there are not any specific methods for 
using of its data. Social media aims to provide 
metrics, techniques and tools for using social data in 
order to meet the challenges of management and 
operational issues in the organization [1]. 
Organizations have deployed social media tools to 
support business activities. Organizations prefer to 
integrate social media into innovation [2]. Managers 
prefer to choose the best tool for their organizations, 
but it is difficult to choose the best one among too 
many social media tools. This study aims to review 
some important social media monitoring tools and 
propose some criteria for comparison among them. It 
helps managers to make better decisions for selecting 
the appropriate monitoring tools that suit to their 
business. 
 
II. THEORETICAL BASICS 
 
Although many companies have expanded social 
media gadgets to reinforce business activities 
including marketing or customer relationship 
management, in recent years academic research on 
using social media for protecting innovation 
proceeding in restricted. Most companies find it 
challenging completely to unify social media into 
organizational innovation action for the reason that 
social media are mainly complicated, unofficial and 

irregular. Moreover, using social media is less costly 
than using common communication and instruments 
including focus group, survey, flyers and 
broadcasting ads.  
 
Particularly, social media make it possible to engage 
numerous customers in cooperating for designing 
new product or service or cooperating in new 
development initiative. With the use of social media 
for accessing data and feedback precisely from 
employees or consumers throughout the innovation 
proceed or the product expansion life cycle. Also, 
companies can launch new products and analysis the 
customer's feedback via social media tools, and 
according to that customer's satisfaction can be 
determined. Friendster was the first successful social 
networking site, which made in 2002. It was focused 
on a circle of friends. At present LinkedIn 
approximately has 300 million members. It came 
online in 2003 as a resource for business people who 
want to build connections with other business people. 
Also, Myspace, which was the leader of social 
networking for few years constituted in 2003.  
Facebook, the present leader of social networking, 
attracted more than 1.3 billion active members. After 
that Twitter was established in 2006 with over 100 
million active members 1 years later, Google plus 
come to the scene with 25 million members in the 
first year. Contacting with online chatter in a business 
can be a good way to monitor firms and improve 
products and services and develop customer 
experience according to customer opinion. The firm 
can remove the deal of burden with monitoring the 
customer reviews [3]. 
 
2.1 Social Media Monitoring Definition 
Tracking social media channels called social media 
monitoring. Social media monitoring software helps 
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marketers to learn about customers’ preferences and 
feedback on social networks. Companies and 
organizations are using social media analytics tools to 
find out that what customers are discussed about 
them, their competitors or their brand. Social media 
monitoring includes measuring opinions and 
sentiment of groups and influencers. It can also 
include historical data and other information. By 
having this information, companies can communicate 
and engage customers. The goal is to reduce the cost 
and time needed to extract useful information from 
social networks and assess the reputation and be alert 
to significant events. 
 
2.2 Social Media Monitoring Tools 
Social media monitoring tools are sentiment analysis 
tools for measuring what customers or people are 
saying about us or our competitors [4]. In the 
following section, some of the most important 
monitoring tools available in the market are reviewed. 
 
2.2.1. Hootsuite 
Hootsuite is called grandfather of social media 
monitoring tools. It uses extensively for managing 
social media and is available in 16 languages. 
Although the monitoring of other sites is accessible 
for what the company says is “extra proper cost”, 
Hootsuite designed chiefly for monitoring social 
networks for a business keyword on social 
networking sites including Facebook, Twitter, Google 
and LinkedIn. 
 
2.2.2. Zoho 
Zoho, as a social media marketing tools, publishes 
and schedules an unlimited number of posts. It also 
tracks how a firm’s posts are performing and figure 
out what works best for firm’s audience with detailed 
statistics available for every post publish and 
understand the audience. It also measures and 
improves the impact of a firm content with in-depth 
visual reports and analytics. Zoho also collaborates 
with a firm’s team to come up with ideas for new 
posts, compare the performance of existing posts, talk 
about people who engage with a firm’s brand and 
discuss how to respond to incoming posts. 
 
2.2.3. Buffer 
Buffer makes your life easier with a smarter way to 
schedule the great content you find. Fill up your 
Buffer at one time in the day and Buffer 
automatically posts them for you through the day. 
Simply keep that Buffer topped up to have a 
consistent social media presence 24 hours, 7 days. It 
gets deeper analytics than if you just post to social 
networks directly [5]. 
 
2.2.4. Sysomos 
Sysomos is a unified, insights-driven social platform 
that gives marketers the easiest way to search, 
discover, listen, publish, engage, and analyze at scale 

across different earned, owned, and paid media [6]. 
Sysomos offers a variety of products that address the 
different needs for business intelligence in social 
media including MAP, Heartbeat, Scout, Gaze and 
Expion [7].  MAP is a social research and analytics 
engine with a massive, searchable database that 
analyzes and indexes billions of conversations as they 
happen across the social web. It gives a clear picture 
of the conversations and people that will matter to a 
firm’s brand and takes deep, actionable insights based 
on such data. Real-time online social monitoring and 
engagement is also available with Heartbeat. It 
collects all relevant information online about a firm. 
So companies can track and measure all activities 
around their brands and products. For Facebook-
specific needs, Scout offers Facebook trends and 
topics analysis with aggregated and anonymized data. 
This tool helps users to uncover what people interact 
with in Facebook when it comes to the brand, the 
products, and even the competition. Sysomos offers 
image monitoring as well through Gaze. Made for 
social media, analytics, reporting and campaign 
management, Gaze finds images of your brand across 
all social channels and brings them together in one 
place. It provides awareness of the visuals they share. 
It will be helpful in marketing strategies. Expion is 
for social marketing needs, which provides marketers 
the tools to discover top performing content, engage 
with audiences, plan upcoming campaigns and 
measure paid and organic metrics for audience 
targeting in near real time [7]. 
 
2.2.5. Mention 
Mention is a social media search and social media 
analytics platform that lets a firm monitor its 
customers, industry, brand and competitors 
everywhere. A firm can monitor many sources daily 
such as social media, forums, and blogs. It can also 
engage its audience. It is a real-time media 
monitoring tool [8]. It provides social media alerts 
similarly to Google alerts. 
 
2.3. Social Media Analyzing Tools  
There is a vast spectrum of tools for textual analysis 
from open-source tools to multi-function tools and 
platforms. It includes [4]: 
 
 Scientific programming tools (e.g. MATLAB),  
 Business toolkit (e.g. RapidMiner),  
 Social media monitoring tool (e.g. Google 

Trends), and 
 Text analysis tools (e.g. Python NLTK Natural 

language). 
 
A few of these tools will be introduced in the 
following section: 
 
2.3.1. Crowdbooster 
Crowdbooster measures and optimizes a firm’s social 
media marketing, providing powerful, easy-to-use 
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analytics and recommendations on Twitter and 
Facebook. 
 
2.3.2. Google Analytics  
Google Analytics works with a number of funnel 
visualization techniques, and summarizes data on 
high-level dashboards enabling the firm to pull off 
various types of reports. 
 
III. COMPARING MONITORING TOOLS 
 
In order to provide a guideline for managers on how 
to select the best monitoring tools for their social 
media, this study tried to offer some important 
criteria. The best applications should promote 
products, research the market and collect the 
customer's feedback for product development and 
tracking competitors’ activities. These are some 
critical features that should be considered when the 
social media monitoring software is chosen [9]: 
 
 Analytics and searching: this feature collects new 

data and deletes advertises, spams or out-of-date 
pages, in addition, it provides useful data at 
firm’s disposal, 

 Automated response: ability to response 
messages through templates, 

 Internal collaboration: the messages can be 
routed to the concerned person in a company,  

 Spot influencers: the ability to identify people 
who have high impact on brand (for instance 
people who have most followers or  tweet more 
than others or encourage others) and then 
connecting with these people to promote the 
firm’s brand, and 

 Locate pertinent communities: recognition of 
societies which are related to your brand and 
communicate with them for increasing a firm’s 
brand and product awareness. 

 From another perspective, the following factors 
also are important in selecting a social media 
monitoring tools: 

 Is there any trial version of the software or not? 
That's why in this situation a firm can use this 
opportunity to test and examine the software and 
study the important elements. 

 How is the rate of previous customer satisfaction 
of that specific product? 

 Are there different versions available to different 
targeted businesses? Usually, large businesses 
for enterprise customer look for integrating some 
applications like CRM app into social media; and 
get a useful result from both of them. However, 

med-sized companies just look for enterprise 
analytics, and finally, small firms which need not 
to CRM app or enterprise analytics look for trial 
and free software as well if available. 

 
Based on the above-mentioned factors, a comparison 
has been done on the most important social media 
tools available on the market. Table A shows these 
tools with their features, integration and typical 
customers. 
 
CONCLUSIONS 
 
Due to the increasing influence of social media tools 
in the businesses, understanding the value of the data 
gathered in social media is a very important issue for 
firms. In order to provide a better guideline for 
managers on social media monitoring and analyzing 
tools, this study compared the nine most important 
social media tools from different critical features. 
When managers want to choose a tool, they have to 
pay attention to their targeted customers. Some of the 
firms are small businesses; some of them are large 
enterprise and need a tool to integrate with their 
applications. Based on the five key features including 
analytics and searching, automated response, internal 
collaboration, spot influencers and locate pertinent 
communities, the comparison provided by this 
research can guide every firm’s managers to select 
the best monitoring tools. These help them in better 
decision making when using social media. 
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