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ABSTRACT

This study looked at the connection between social media advertising and the engagement of certain demographics. While it's obvious that businesses are
increasing their spending on social media, many still struggle to put a dollar amount on the results. As a rule, social media platforms facilitate two-way
contact between businesses and their target audiences, and they also inspire active participation from their users. The desire to learn more about what
influences customer engagement and what kinds of information customers routinely seek has arisen.

There is a greater possibility that they will return to your Facebook brand page. Followers of a certain Facebook brand page were emailed questionnaires to
fill out and return for this study. Both the kind of media used in posts and the substance of those posts greatly influenced online consumer engagement, as
shown by the findings. The research shows that the more involved the intended audience is, the better the results of social media advertising will be. There
were five main factors found to affect consumer engagement in this research. The data gleaned from social networking sites is so additional.

The internet's ability to promote two-way contact between customers and businesses makes it a valuable tool for disseminating information. Marketers should
be more careful when creating material on the web because of the potential impact it may have on consumers. The research also underscores the importance
of'self-disclosure’ as a crucial aspect in human connections between individuals, since a stronger relationship between a brand and a customer online will
ultimately impact the consumer's buying behaviour offline.

Facebook, social media, consumer behaviour, brand pages, social networking, and social media advertising are all terms that may be used to describe this
topic.

INTRODUCTION
1.1 Overview of the topic

Given the rapid transition from a web 1.0 environment to an interactive and connected internet technology environment, dot-com companies (where
communication with customers is still onesided) have given way to a new model, where content is in the hands of technology, with far broader
implications for marketing managers in terms of influencing actual potential client. More and more businesses are realising the potential of social
media as a platform for expanding their reach and connecting with their target customers.

The term "social media marketing" is often used to describe the practice of promoting products or services using social networking sites. Business-
to-consumer, or B2C, marketing through social media is quite common, and the notion of social media in relation to B2C has been the subject of
much research. As a growing communication channel, social media is increasingly seen as a new marketing tool for promoting a brand's products
and services. In the past, marketers' jobs included broadcasting their messages to a targeted audience. Marketers nowadays act more like firms,
engaging in consumer collaboration and online forums.

The term "social media marketing" is often used to describe the practise of promoting products or services using social networking sites. Business-
to-consumer, or B2C, marketing through social media is quite common, and the notion of social media in relation to B2C has been the subject of
much research. The modern marketer is less of a broadcaster targeting a specific audience and more of a communicator with their customers and
members of online communities.
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People are increasingly using social media as a way to connect with businesses they're considering purchasing from, as well as with others who
have first-hand experience with those businesses' products or services. The internet's capabilities—its interaction, breadth, persistence, speed, and
adaptability—have led many businesses to perceive it as a valuable platform for cocreating value with consumers. The internet is a global, low-
cost, open network that may assist diminish the effects of distance and geography. All of these parts working together provide a framework for
winning over

REVIEW OF LITERATURE

2.1 Customer engagement in social media:

2.2 Academic marketing research will continue to focus on customer involvement, as Fernando de Oliveira Santini says. This synthesis is
useful since it helps to narrow down the overall findings and pinpoints areas that require further investigation. One must also take into account the
fact that many interpretations visibly overlap with and/or contradict other commonly held views. But the findings show that the importance of
consumer interaction is diminished when looked at in isolation. Conative activities that lead to a purchase are the most valued, and the
"mechanics" of customer engagement highlight the importance of emotions and trust in driving consumer behaviour.

2.3 Social Media Participation by Customers

In this article, Rodoula H. Tsiotsou examines the shift towards a more educational focus in marketing. Because they make it easier for people to
share information and work together online, social networks (SN) are crucial to the success of the World Wide Web 2.0. As a result (1), they
make it easier for businesses to promote their brands via viral advertising.

Consumers are invited to participate in the design process throughout product creation, while UGC is observed and analysed as part of market
research.

As the marketing landscape shifts, a new phenomenon emerges: social media marketing (SMM).Word-of-mouth marketing includes the subsets
viral marketing, buzz marketing, and guerrilla marketing, all of which are synonymous with the technique of influencing consumer- toconsumer
communication by the use of professional marketing strategies, which is what social media marketing is. This is meant to supplement your
existing marketing plan rather than take the place of more traditional kinds of promotion.

The new electronic channel has the ability to enhance targeted advertising to clients and increase worldwide communication.Insight into
consumer requirements and opportunities for community members to co-create value via the generation of fresh ideas may be gleaned through
attentively listening to user comments or watching conversations on social media. In spite of all the buzz, social media viral marketing has failed
to deliver.

Although many SMM channels have been created, there is still a lack of knowledge about their function, potential, and the ways in which their
users interact with them. It is possible that Facebook, as the most visited social media site, will play a pivotal role in the future of marketing by
giving birth to the notion of social media marketing (SMM), which seeks to replace the old focus on control with a collaborative approach more
suited to the contemporary corporate environment.

Social media marketing (SMM) is an implementation of Word-of-Mouth (WOM) advertising that uses an organization's current customer base to
reach new audiences. As a result, it paves the way for not one but two types of advertising: the more conventional kind, in which the corporation
speaks directly to the client, and the more novel, social promotion, in which customers communicate with one another.

Both relationship marketing and social media marketing need a change in focus from "trying to sell" to "building connections" with customers.
Businesses would be better served by avoiding "huge campaigns" and focusing instead on "little acts," which have a higher probability of rea

RESEARCH METHODOLOGY

This study aims to examine the impact of the expansion of social media on customer engagement. The information and data were collected using
online questionnaires. Online surveys often take the form of a web-based form enabling respondents to fill out and submit answers to a series of
questions. The survey was conducted online, with the questionnaire created and the link disseminated via different social media. There were 93
participants in all, and they were of both sexes and varying ages. For this study's sample selection, we relied on a basic random sampling method.
Participants were asked to indicate how much they agreed or disagreed with assertions made regarding their usage of Instagram, Facebook,
Twitter, and other popular social media platforms. The ten-question survey mirrored the objectives of the study. The online poll was designed to
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have its findings analysed automatically. The algorithm calculates the percentage and frequency based on the responses of the respondents. This
made it simpler to compile all data and analyse the frequency and percentage of answers.

Approach

The study's overarching goal is to understand how and why social media has become so popular, and what it means for consumer engagement.
The information and data were collected using online questionnaires. Online surveys often take the form of a web-based form enabling
respondents to fill out and submit answers to a series of questions. The survey's online questionnaire was built, and the survey's URL was
promoted via different social media platforms. The survey began with a few questions about your demographics before shifting its focus to how
you use social media to make choices, including purchases. Data was collected using a sampling method utilising Google Forms for the study.

Quantitative Method

I used Google Forms and the messaging apps WhatsApp, Instagram, and Facebook to gather and disseminate the data. The majority of the
responses came from young adults (ages 15-25). People between the ages of 15 and 25 made up about 85% of the respondents. In the survey's
first portion, participants were asked questions about themselves and their social media use during the outbreak. The second part of the survey
inquired on the influence that social media had on the respondents' purchasing decisions. Data was collected using a sampling method utilising
Google Forms for the study.

ANALYSIS AND INTERPRETAION

Gender

66 responses

@ Male
® Female
@ Prefer not to say

How often do you use social media platforms (e.g., Facebook, Instagram, Twitter (X) in a typical

week?
66 responses

@ Daily

@ 3-4 times a week
© 1-2 times a week
@ Never
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Which social media platforms do you use most frequently?

66 responses

Facebook 0(0%)

Instagram
YouTube 4 (6.1%)

Twitter (X) 1(1.5%)

Reddit §—1(1.5%)

Do you see social media advertisements frequently?
66 responses

64 (97%)

60

@ very often
@® Sometimes
® Rarely

@ Never

How would you rate the relevance of social media advertisements you typically see?

66 responses

@ Mostly relevant

@ Somewhat relevant
@ Neutral

@ Not relevant at all

80
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Have you ever purchased a product or service after seeing it advertised on social media?
66 responses

@® Yes
® No
@ Maybe

How likely are you to click on a social media advertisement to learn more about a product or

service?
66 responses

@ Very likely

@ Somewhat likely
@ Neutral

@ Not likely at all

Do social media advertisements ever make you feel pressured to buy something?
66 responses

® Yes
® No
® Maybe

)

77.3% find social media ads mostly relevant.
87.9% have purchased a product or service after seeing a soc

FINDINGS & SUGGESTION

¢ Our survey revealed a strong social media presence among respondents, with nearly all (98.5%) using platforms weekly. Daily use is

also common (42.4%). Instagram dominates as the preferred platform (97%), followed by YouTube (6%).

¢ Social media advertising appears impactful. A significant portion of respondents (89.4%) see ads often or sometimes, with a high
likelihood (83.3%) of clicking to learn more. This translates to purchase behavior, as 87.9% reported buying a product or service

advertised on social media.

¢ However, ad saturation may be an issue. While 77.3% find ads mostly relevant, a significant portion (13.6%) find them only somewhat

relevant, suggesting room for improvement in ad targeting or content.
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Additionally, social media ad pressure seems prevalent, with 77.3% reporting feeling pressured often or sometimes.

Suggestions:

Leverage the strong social media presence by focusing content and advertising on Instagram.

Refine ad targeting and content to improve relevance for users (77.3% find ads mostly relevant, but there's room for growth).

Consider a survey on user preferences for social media advertising to further understand what resonates.

Monitor and potentially mitigate feelings of pressure associated with social media ads (77.3% reported feeling pressured often or
sometimes).

* & 6 O o o

CONCLUSION

To acknowledge the internet's (and particularly the interactive aspects of the Web 2.0 technologies and applications) capacity to dramatically
change the dynamic between businesses and their customers, the term "customer engagement" was created. Doing so was a way of
acknowledging the potential of the internet. In most cases, the first people in the business sector to realise this were those who saw the potential

in leveraging social media's capacity to establish true, long-lasting relationships. Theorising consumer behaviour paves the path for the creation
of solutions for customer involvement that combine digital and analogue approaches. We can better understand how to interact with our clients by
using this model.

By looking at how consultants, bloggers, and academics all define customer engagement differently and how it relates to marketing theory, we
were able to construct a framework for analysing consumer involvement. This was made possible by our research on the connections between
consumer involvement and marketing ethos. The marketing concept of customer participation prioritises the wants and desires of specific buyers.
Additionally, it aspires to provide superior value in comparison to competitors by creating, disseminating, and responding to intelligence about
customer needs in a manner consistent with market orientation. In sum, customer engagement, like relationship marketing, aims to boost patrons'
faith and allegiance. The customer engagement cycle is a multi-step process that must be navigated in order to successfully engage customers.
There are several steps involved in this process, including connecting with the audience, communicating with the audience, pleasing the audience,
maintaining the audience, committing to the audience, and engaging the audience.

To succeed, you'll need to use a unique set of digital and non-digital tools at each stage of the client engagement lifecycle.

Research Limitations

Despite the positive findings, this study could only test one hypothesis about the effect of social media marketing on customer involvement. The
next step in this line of inquiry may be to put various theories to the test in various cultural settings. A larger sample size and other
considerationsn may be necessary to assess and anticipate the impact of social media marketing on customer involvement. Furthermore, the study
did not investigate the varying levels of user engagement seen across brand sites as a result of different user motivations. It is critical to learn why
different brands have their own websites. It's also not easy to determine if someone prefers their own tastes or those of the general population.
Algorithms also have limitations, thus information from other social media platforms should be included into future studies. Quantitative
indicators have been developed to allow for this. It is essential that social media platforms be able to track and analyse user interaction patterns.
Methodologies for organising businesses and brands
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