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Abstract

Many companies use social media to promote and sell their
products and services. Through the most popular social media outlets
such as Facebook, Twitter, LinkedIn, blogs and forums, companies can
reach potential clients who are in need of their products or services.

With the development of the global network, the Internet has the
potential to reach a greater number of customers than television and
newspaper advertisements. In fact, most readers choose the Internet as a
way of finding out about events in their country and the world because
they can access a greater amount of information in a shorter period of
time.

As a communication tool, the Internet allows users easy access to
a vast amount of information about the products which companies offer
on the market throughout the country and the world.

This professional paper will analyse the most popular social
media outlets through which companies can sell and promote their
products or services: Facebook, Twitter, LinkedIn forums and blogs. This
paper will also argue that social media have a major impact, both positive
and negative, on everyday life, and that companies can provide
information about their products or services in a relatively short time
through social media. Social media also allow companies to resolve
problems with dissatisfied customers more swiftly through interactive
communication.
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Introduction

Companies can use the Internet to quickly survey customers and
obtain evidence regarding customer satisfaction with the products they
have purchased. Through constant monitoring of the behaviour, wishes
and needs of customers, companies can adapt their products to market
requirements.

The Internet is also a powerful communication tool through
which users can exchange information and ideas about certain products
and services. In addition, the Internet allows Social Media Managers to
easily get in touch with their companies’ current customers, as well as to
attract new potential customers.

Modern life requires a modern way of working. In the past,
companies needed Marketing Managers to market and advertise the
company in traditional ways such as through television and newspapers.
Today, most of the marketing performed by these same Marketing
Managers is implemented through social media.

In the business sector, a company’s professional ‘Social Media
and Marketing Manager’ is responsible for all online promotions through
social media – promoting the company’s products or services, placing
ads, monitoring public opinion and replying to requests or complaints
posted by users on the company’s social media pages.

Social Media Managers should be in constant online interaction
with customers. Social media platforms are online communities of people
who share common interests or activities. Social networks help
companies to promote their products and business in new and innovative
ways. Users use online sources, including social networks, to reach
opinions about the characteristics of certain products and services. Social
sites are a modern tool used in companies that allocate a significant
amount of funds to promote the products or services.

1. The advantage of Facebook

In the last few years, social media has become the most popular
communication platform on the Internet. Kaplan and Haenlein (2010)
define social media as: “a group of Internet-based applications that build
on the ideological and technological foundations of Web 2.0 and that
allow the creation and exchange of User Generated Content.”
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The popularity of social media sites is based on the mediums of
video, microblogging or virtual reality.

Table 1: Facebook Statistics

Facebook Demographics Data

Percentage of 18–34-year-olds who check Facebook
when they wake up

48 %

Average number of friends per Facebook user 130

Average number of pages, groups and events a user
is connected to

80

Average number of photos uploaded per day 205

Number of fake Facebook profiles 81,000,000

Global Facebook Reach Statistics

Number of languages available on the Facebook site 70

Facebook Platform Statistics

Average number of aps installed on Facebook each
day

20 million

Total number of apps and websites integrated with
Facebook

7 million

Every 20 Minutes on Facebook

Links shared 1 million

Friends requested 2 million

Messages sent 3 million

Facebook Company Statistics Data

Total number of Facebook employees 4,619

Total 2012 Facebook revenue $5,090,000,000

Total 2013 Facebook revenue $6,150,000,000

Source: Facebook statistics [http://www.statisticbrain.com/facebook-statistics/]
(18.02.2014)
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The statistics presented in Table 1 show the popularity of
Facebook and the extent of engagement on the part of users. Half of all
Facebook users are constantly logged in, and users spent a total of over
700 million minutes a month on Facebook in 2011. The situation is
similar for other social networking sites. According to eMarketer's 2009
study of students at American colleges, Cohort analysis of women make
up the majority (60%) of users of social network sites, while men make
up 40% of social network users. 1

Facebook provides users with an online profile page where people
can post things they are interested in and discuss topical events. Profile
Pages are a personal place where people share comments, videos and
pictures, etc.

The nature and functionality of Facebook groups differ in several
ways from those of Facebook pages (profiles of brand pages). Facebook
groups allow space for small groups of users who share common interests
or opinions to post photos and join discussions, etc. Groups can also be
secret or private in order to limit which members have access to the
group and to group posts (this is also called a “closed set’).

There are also open or public groups in which all posts are public
and available for everyone on Facebook to see, and these posts can even
be found through search engines like Google. The creator of a Facebook
group can make the group public so that anyone can join, or they can
require users to request approval to join or send invitations to users to
join. Group administrators can send mass messages directly to members
in private messages. 2

Any user of Facebook can connect to a company’s Facebook page
simply by clicking the Like button, thus enabling them to interact with
the brands, companies, organizations and celebrities they like. For social
media marketing managers, Facebook provides an opportunity to
examine the attitudes and opinions of online consumers about certain
products or services. Managers are able to obtain opinions from people
from different cultures all over the world by performing online surveys of
users on any given topic. Thanks to Facebook and the statistical

1 Boyd, D. M., and Nicole B. E. (2007), “Social Network Sites: Definition, History, and
Scholarship”, Journal of Computer-Mediated Communication, p. 13.
3 Chu S. (2011), “Viral advertising in social media: participation in Facebook groups
and responses among college-aged users”, Journal of Interactive Advertising, American
Academy of Advertising, 12(1), 30–43.
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information it provides, managers can get detailed information about
users’ engagement activity on Facebook.

2. The advantage of Twitter

Twitter is a more recently created social media tool that offers a
microblogging service to its users – а newer concept than that of
Facebook. Twitter was launched in 2006, and by June 2009 it already had
41 million users. Twitter allows users to write 140-character posts, called
‘tweets’. Twitter users can follow other users, allowing them to read their
posts. Twitter users can only see the posts of other users that they follow.

Many companies use Twitter and Facebook as a way of
promoting the products or services they offer.

Tweets and replies do not mean much to anyone unfamiliar with a
company. Companies should thus be sure to provide sufficient
information on their Twitter profile page about who they are and the
goods and services they offer. A company’s Twitter name should also be
the same name they use on other social networks and forums.

In practice, Twitter follows the opinions of individual tweeters.
The company should post about itself, and they can use their logo,
though they do nоt have to use an avatar.3

Profile information is important. Companies should not include
promotional information in their user profiles. To follow someone on
Twitter is not necessarily an avowal of friendship, but nonetheless
affords interaction and conversation – at least in short bursts.

The following terms and abbreviations native to Twitter are
essential for understanding the network (abbreviations are given in
parentheses):
Tweet: A 140-character message.
Retweet (RT): Re-sharing or giving credit to someone else's tweet.
Feed: The stream of tweets one sees on their homepage. This stream
comprises updates from the users they follow.
Mention (@): A way to reference another user by their username in a
tweet (e.g. @mashable). Users are notified when @mentioned. This is a
way of conducting discussions with other users in a public realm.

3 “Kako koristiti Twitter u poslovnom okruzenje“
[http://www.economy.rs/biznis-mali/46/saveti/online-drustvene-mreze/Kako koristiti-
Twitter-u-poslovnom-okruzenju.html]  (20.02.2014)
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Direct Message (DM): A private 140-character message between two
people. One can decide whether to accept a Direct Message from any
Twitter user, or only from users they are following, which means a Direct
Message can only be sent to a user who follows them back.
Hashtag (#): A way to denote a topic of conversation or participate in a
larger linked discussion (e.g. #AmericanIdol, #Obama). A hashtag is a
discovery tool that allows others to find tweets according to topics. One
can also click on a hashtag to see all the tweets that mention the topic in
real time - even from people they don't follow.4

With regard to design, a company’s Twitter account should be
branded in accordance with the theme and colours of the company’s
website, including blogs, logos, pictures and etc. Once a company’s
profile is personalized, the user can start tweeting. Companies can search
the website ‘search.twitter.com’ to find topics of interest to the
company’s target customers.5

It is important to follow the most active users in the Twitter
community and to pay attention to what kind of content they post, as well
as to refer to their followers. Following potential clients, colleagues and
experts in the business environment is also a way of showing them that
you care about their opinions as end-users.

Following Twitter users is another way of motivating online users
to follow you back so they will see tweets of company products,
providing an opportunity for end-users to contact the company. Twitter
users can also contact the companies they follow through a private direct
message.6

Opportunities for marketing and business on Twitter include:7

 Fast access to information
 Rich access to potential clients, associates and other contacts
 The opportunity to create a personal and/or company brand

free-of-charge
 Free traffic to the official company website
 Free promotion of events and other public relations

4 [http://mashable.com/2012/06/05/twitter-for-beginners] (18.02.2014)
5 “Kako koristiti Twitter u poslovnom okruzenje“
[http://www.economy.rs/biznis-mali/46/saveti/online-drustvene-mreze/Kako koristiti-
Twitter-u-poslovnom-okruzenju.html] (20.02.2014)
6 Koloska, K. (2011), “Menadziranje so socijalni mrezhi za ostvaruvanje na biznis
celi”, [Managing social networks for fulfilling business goals”, Skopje, p. 102.
7 Twitter (2014), “Twitter za biznis” [Twitter for Business], ed. 1.0,
[www.internetmarketing.com.mk] (22.02.2014)
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 The simplest channel for receiving feedback
 Employment opportunities
 Excellent service for creating a database of useful links,

information and observations

Twitter is an additional tool that companies can use to promote
their products and also to follow the opinions of users and maintain
constant communication, allowing the company to improve the quality of
products or services offered.

The advantage of social media is that it enables the swift
gathering of information about the opinions of the public and individual
users regarding the products offered by the company. This is an
improvement on the classical marketing approach which required
marketing managers to make personal presentations or to contact
customers directly through phone calls or face-to-face surveys to find out
their opinions about the quality of the products or services of a company.

3. The advantage of LinkedIn

LinkedIn is an online resume that was created as an online
business network. It is not the same type of social network as Facebook
and Twitter since LinkedIn serves to connect people for business
purposes rather than for the purpose of commenting or talking to one
another. It is an important part of the social network package for
company leaders and employees.

The LinkedIn platform is a social utility which, together with
Facebook and Twitter, makes up a complete set of tools through which
companies can represent their businesses in the digital world.

LinkedIn is a social network used by many experts throughout the
world, covering 170 industries and 200 countries. The website was
launched on 5 May 2003, when the five founders invited 300 of their
most important contacts to join the network. A year later, LinkedIn had
more than 4,500 online users.

A LinkedIn profile allows an individual to find and meet potential
customers, experts in a particular area. LinkedIn enables new business
opportunity collaborations, allows companies to find new employees, and
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enables employees to find new jobs in corporations that will help them
achieve their career goals.8

On LinkedIn, companies can create profiles in order to present
their work to a wider audience. Connecting to companies or people is
performed in a similar way to the Facebook platform. Today companies
use LinkedIn to connect with those candidates who are best qualified to
work for them.

4. The advantage of Forums and Blogs

The modern way of seeking out ideal candidates for a certain job
is to search through online communications and to conduct online
interviews with candidates in order to save time and money. From this
we can observe that LinkedIn is an important additional platform to
Facebook, since it offers time-saving technology and gives opportunity to
present the company with activities and to review potential job seekers.

Blogs are another way in which users can share and exchange
opinions about certain topics. Blog discussions are typically longer than
those on other social networks. Blogs are places where people can write
and promote their own work.

In Company Blogs, companies share details and features about
the products they offer on the market, and they can open discussions
about what changes the company needs to make to their products. This
means companies review the products of other companies.

In Customer Blogs, companies follow the opinions of users to
gain customer feedback on the positive and negative aspects of the
products they offer on the market. Blogs and forums created by
administrators companies establish topics and open discussions related to
the particular products or services they offer. Through these blogs,
potential customers receive information about the quality of companies’
products and services.

The advantage of blogs and forums is that they get information.
They are also an additional place for companies to advertise online,
creating opportunities for companies to broaden the range of their online
advertising.

8 Damnjanovic, Vesna, Vladimir Matovic, Slavica Cicvaric Kostic, Milan Okanovc.
(2012), “The Role of the Linkedln Social Media in Building the Personal Image Faculty
of Organizational Sciences”, Belgrade: University of Belgrade.
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Conclusion

Many companies are increasingly advertising online. With the
development of technology and new ways of working in companies,
businesses are increasingly turning to the virtual world, also called
‘e-business’.

Our goal in this paper is to clarify the advantages of social media
in terms of promoting products and services online. Through social
media, companies can reach potential clients faster than through standard
advertising practices. Companies can send individual or group messages
and promote their brands, saving time and resources.

From this we can conclude that:
 Social media has a major impact on everyday life.
 People can easily and quickly get the information they need.
 Companies can cheaply and easily promote themselves and

their products and services online.
 Companies can access much larger audiences.
 Companies can easily obtain feedback on certain products and

services.
 Social media offers online advertising.
 Social media represent the easiest-to-use communications tool

available.
 Social media save time and resources.
 Companies can use social media to obtain a positive online

reputation.
 Social media enable the conduct of online surveys.
 Social media allow for the creation of a Personal brand.
 Social media facilitate easy exchange of knowledge.
 Companies can gain public attention and popularity through

social media.
 Social media enable individual and group interaction

Some companies also offer their managers online certification
through exams relevant to their profession. These courses run by
managers are responsible for leading the company's social networks and
online advertising. Social media has a major impact in the promotion of
companies online. Through Facebook, Twitter, LinkedIn, blogs and
forums, companies can follow users’ engagement and interaction.
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Social media is a social virtual community where people can
exchange knowledge and opinions. The advantages of social media are
based on:

 Functions between companies and users.
 Information exchange between companies and users.
 To improve accessing, organizing and communication

information’s.
 To improve the interactivity and perceptual experience.
 To gather information about customers via surveys and

contests for new product development.
 Relationship building.
 Improve sales.
 To rich bigger customer audience.

This does not mean that traditional methods of advertising will
die out altogether, but the company’s marketing is managed in a modern
way. Online ads can be set up very simply on social networks.
Companies can put online banners, pictures and buttons allowing
potential customers to gain access with one click to detailed information
about the products and services they offer.
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