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S H U T  U P  
AND LISTEN 

Maria Atilano 
Marketing and Student Outreach Librarian 
University of North Florida 

How One Academic Library Used Social Listening to 
Connect with Students and Build a Community 

#LMCC16 



Social Listening 

“Social media listening, also known as social 
media monitoring, is the process of 
identifying and assessing what is being said 
about a company, individual, product, or 
brand on the internet.” 

- TechTarget.com 



Why Should Libraries Listen? 



Library = Brand 
Patron = Customer 



Accomplish More with 
Listening 

By making users feel connected to a 
community and increasing their knowledge 
of other members, “sites such as Facebook 
can foster norms of reciprocity and trust 
and, therefore, create opportunities for 
collective action.” 

Young, S. W. H., & Rossmann, D. (2015). Building 
library community through social media. Information 
Technology & Libraries, 34(1), 20-37. 



THE GOOD 



THE BAD 



…AND THE UGLY 



Facebook vs Twitter 
vs Instragram 

Which is better for listening? 



Go Where Your Patrons Are! 



Where Do We Listen? 



Twitter 
Mentions, keywords, hashtags 



Instagram 
Hashtags, locations, keywords 



Facebook 
Check-ins, mentions, hashtags 



How Do We Listen? 



TweetDeck, Feedly & Hootsuite 



TweetDeck 
!! Follow hashtags, keywords, users and more 

!! Link to your Twitter account 

!! Receive notifications 



Feedly 
!! Create folders and organize RSS feeds 

!! Dedicate RSS feeds for hashtags on 
Twitter and Instagram 



Hootsute 
!! Link Twitter, Facebook, Instagram 

accounts (limited connections) 

!! Comment, post and reply within app 



FOLLOW  
HASHTAGS 
 §  #SWOOPlife 
§  #loveUNF 
§  #ilovejax 



Our library sponsored 
the 2015 pumpkin 
carving contest on 

campus! 
 

We found this tweet 
thanks to the 

#loveunf hashtag 



FOLLOW 
KEYWORDS 
•!unf library 
•!thomas g 

carpenter library 
•!university of 

north florida 



“UNF library” has 
given us some 

great interactions 



FOLLOW 
GEOTAGS 
• Jacksonville FL 
• University of 

North Florida 
• Thomas G. 

Carpenter 
Library 



Visitors can use 
Thomas G. 
Carpenter 

Library as their 
location on 
Instagram 



NOW WHAT? 
Like, Share & Reply 









Does Listening Work? 
Is it worth your time? 



High Engagement on Twitter 



Real Connections 



Want to 
Listen? Plan 

for it! 
§  Add listening as one 

of your social goals/
strategies 

§  Plan staff time to 
look for opportunities 
to interact 

§  Like, Share & Reply 



Shut Up and Listen 



FOLLOW US 
@unflibrary on Facebook and Twitter 



THANK 
YOU! 

 

Maria Atilano 
m.atilano@unf.edu 
@mdatilano 

Find this presentation  
online at 

bit.ly/LMCCshutup 
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