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"-have become powerful tools for engaging customers;

’amphfymg product messages, dlscoverlng trerids and._‘
mﬂuencers ‘building brand. awareness, and. takm,g,. '

action on customer requests and recommendatl
'Half of all Twitter users recommend products ini:tk
tweets It has been sald that socml medla:are e

~.interested in superheroes, mothers of young ehﬂdren
~ interested in hosting parties during the weekend
or people who speak Cantonese, or Mandarm or
Spanish, to let them know ahotit the bar’s music m o

_ '-o most. people Facebook and Twitter are

ways to keep in touch with friends and.
to let them -know what they are ;s_ilom_g;.;_.;"
5 For companies of all"shapes.and 's"i'zes",‘ N
“however, Facebook, Twitter, arid otheér social media” :

. those languages..When Karaoke Heroes runs-special
" events, it can advertise the bar as an event space "

- Twitter'has developed many new: offeringsito -
1nterested advert1sers like “Promoted TWGGtS" and

_“Promoted Trends”. These features give advertls— '
ers the ability'to have their tweets dlsplayed more :

prornmently When TW1tter users search for certaln

:add1t1oﬁ to momt Vmg people s ohatter on

that have the greatest 1mpact oty reeommendatlon A

‘Best Western has bothra thobile-and: desktop: Web

site with sotial tools. Both' sites pull il ratings from"
) “'TﬂpAdVIsor {0 let users see what others are saying -
*“abotit 2 hotel TripAdvisor, with 200 million monthly-
weltors worldwide, provides a place for people’




. “tedms then worked d1rect1y and in real time with' -

: 2{ to share thistr experzences about hotels,. ﬂlghts

. ._,;restaurants and-rentals. Ttisa leadmg example

““social feedback driving customer. buying deci

: .‘,"“Addmonally, visitors to the Best Western 31tes c“
“Like! spe(:lﬁc hotel pages on the site.

. Inadditiornvto talking about themselves,

: .__;t'-compames have gamed from postmg good comm

.*:ehanneled this mformatmn to 'Imeom § produc
development teatns. The produet-development

customers to resolve these problems. Social med;a‘
“helped Tom'Tom improve its processes for research S
3_and developmerit (R&D) and product’ development
" TomTom now interacts directly with its driving -
community for idéas on design . and productafeatures
.as well as to quickly troubleshoot new offermgs

_ Still, the results of a social presence can be unpre- .
:'_d1ctable and not always beneficial, as a number of
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> companies:have learned: Businesses do not have.

miiich control.in the placement of their Facebook -
“ads, which are largely based on computer algorlthms S
“In late May of 2013, after failing to get Tacebook to.

' remove pages glorlfymg violence agamst womern,

; fem1n1st act1v1sts Waged i d1g1ta1 media cam-

'palgn h1ghhght1ng oompames whose ads appeared

al@ngsuie the offenswe pages. Nissan and a number:: -

of small compames temporan]y removed thelr ads .

,,V1stapnn_ i Netherland's based onhne g-raphlc e
-design and prmtmg firm with 175, headquarters in
1iLex1ngton Massachusetts joined Twitter in 2008
but initially did not get the hang of how to use
“social media to reach customers. When Vistaprint’s

‘ first tweets went out, the company learned that

'éits message and tone were wrong. Vistaprint had
" thought social media were supposed to be used for
“‘public relations. The company gradually learned

2l how to use social media to communicate with

. customers by creating conversations. Now Vistaprint .

e poses marketing advice for small businesses. It does
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MyMISLab

Go to mymislab.com for Auto-graded writing questions as well as the following Assisted-graded writing questions:

10-19 Describe the six features of social commerce. Provide an example for each feature describing how a business
could use that feature for selling to consumers on line.

10-20 What are the main factors that mediate the relationship between information technology and organizations, and .
that managers need to take into account when developing new information systems? Give a business example of
how each factor would influence the development of new information systems.
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