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ABSTRACT

As well as large corporations, small and mediuregienterprises (SMEs) largely rely on their mankgt
activities. An important part of any business isking sure to get the word out about the compang, iem
products or services. New tools, where social neksyancluding Facebook, also belong, are chantfieg
business environment to which we have become ammest. Facebook is not used only for games and wall
posts. Thanks to its application platform, Facebbak become a viable place to accomplish solidnkssi
objectives. The key is in relationships. Web 2.8 kaabled companies to connect with social networks
where their customers and business partners alemdelt gave them a two-way communication and
eliminated geographic restrictions, so they cathédr business on the global level. Informatiorhtemlogies
also allow the adjustment of environment to e-bessnneeds, primarily aiming creative expressiontand
provide the necessary support to customers. Thergamlyzes the features that Facebook offers t&BsSM
The paper also discusses the risks involved inldpagent of applications and businesses on soctalarks
with proprietary platforms.
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1. INTRODUCTION

Regardless of the activity of the company, andtype of service or product it offers, the number

of potential customers that are informed about petaland services is important. Active marketing

of products has been there as long as trade iBedf.marketing has changed through times and
today a special type of marketing - Internet markgis increasingly present and important.

The Internet marketing has given the companies snthll marketing budgets the opportunity for
promotion at the social networking websites. Newucal phenomenon that extends around the
world, and is thus the leader among social netwgrkites - Facebook (FB) has allowed modern,
targeted marketing on the Internet.

Why is Facebook worth so much? This question l¢adke "dark" side of Facebook, but mostly
when it comes to users. Facebook is full of privatermation on all registered users (666 million,
April 2011.), especially those who are active, #mete are about 500 million of them. Facebook
"knows" who likes what and why, who shops for dergoods, where they do it, why and so on.
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How Facebook "knows" which ad to offer? Facebook éraough information about customers and
their preferences. All the above information isywanteresting for the business market and the
organizations that operate within it. They are d@lsoreason for the great value of social networks.
Facebook has revolutionized the system of globainmss development by enabling the most
advanced system of direct marketing in the worldthWhe above-mentioned aspect, every
Facebook user is part of a global cyber-economy.

2.POSSIBILITIES OF FACEBOOK AND THE PROMOTION OF SME

Web 2.0 is a trend in the World Wide Web technolagyl is based on a social note, which allows
users to participate in creating Web content. Mtérat refers to a new, second generation of web
and hosted services, which instead of "data wargo(one-way flow of information) involves
two-way interactive communication between users@ndputers and users together, allowing the
passive become active participants (authors). tlitiad to active creation of content, Web 2.0
promotes web sites that specialize in connectisjors for friendship, through social networking.
Facebook is the most famous and most visited soeiafork.

Through use of Facebook, people of all ages ankigoaonds have discovered that they can enrich
their lives through the contacts they make, wheitherwith current friends, old friends with whom
they are unable otherwise to have contact, or rdimefriends. In addition to the establishment of
important social relations, Facebook members caaresltheir interests with the rest of the
membership in various groups and forums, partigigain simulations of socializing through a
variety of applications, buy, pay and receive \ltgifts, and through various contacts to help
themselves or other members of the find a job @bdish business contacts.

The basic characteristics of social network Facklawe:

. Profile - "The heart and soul" of the social site's usegrfate. It is like a refuge, a place
where users can express their thoughts and feelsggspersonal multimedia content and
show your friends network. FB emphasis on userilprof

. Security - As the rest of the Internet, FB can be a dangeptase for posting personal
information. So it has the ability to customizes@y profiles to the desired level.

. Network functions - FB provides the ability for users to use functiotiser than regular FB
functions (updating profile elements, setting thetus (the message on the wall profile)),
using the additional features in the form of vasidypes of games, applications, sections for
music and video, creating and membership of intayesips, forums, design and reporting
of events, and more.

. Search —a purpose of FB is to find friends and expandtia@ta. This option includes a
search function for user by name and last namg,ssihool and e-mail.

. Help / Support - FB has a section for help and support to custgmdnsre the guidelines
and procedures on use of the site are, as welhaxplanation of the opportunities they
provide, and the possibility of contacting the siteninistrator.

2.1. Facebook group

One of the main characteristics of Facebook isathibty to creategroups. This form may be of
interest to administrators, business pages andlggofAs in real life, people gather and form
different associations based on their interestsa@mterns. FB has transferred this possibility to
the Internet and its users made available to cnagiteal communities of interest i.e. groups. The
groups are intended for discussion and sharingootemt among like-minded people gathered
around a common theme or initiative. They allow tiplé levels of user participation and various
forms of performance, so that groups can be puplivate or completely invisible to uninvited
users to chat. Group administrator has the aliditgend a message to all members directly to the
inbox.
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There are various types of groups that users danijoorder to achieve contact with other group
members, exchange of views (Discussions), multimedintent, so the group can find a variety of
musical bands, historical figures, writers, pogtslitical parties and candidates, various brands,
local organizations, companies and others.

Creating a group, the company gathers its poteatidl current users and associates, and allows
them to interact and share experiences.

In the group, the administrator enters basic infdiom about the company, the activities and
contact (see also Figure 1, item 1). The compamrésented through multimedia content in the
form of images, videos and presentations, as veeBemding a link to the site companies. The
company can trigger a variety of topics and disomsswithin the group about their products or
services, and thus receive direct feedback (seeFgire 1, item 3), or publish news about the
new events, discounts, promotions, and send infitomaon upcoming events, conferences,
meetings, etc... (Figure 1, item 5).

Figure 1 provides an example of a Facebook grotip it basic elements marked:

1- Information is a section with basic informattiabout the group, as well as the Info tab above
the wall group,

2 - The area where an administrator, that isngsnbers can leave comments on the wall of the
group, pictures, links and videos;

3 - Discussions tab where the administrator or bmmof the open discussion of various topics
related to the group;

4 -  Opens a tab with space for posting photos@&tdministrator;

5-  Video tab where the administrator sets thewidips on the topic groups and

6 - Events tab allows, to the administrator of gineup, to publish upcoming events and also a
reference to the same.

Administrator can add new tabs or delete existingsp depending on the purposes, and subject of

the created group.

| GRAP KOMERC 3 weduzece za projektovanie, inzenjering, promet i usluge
Wall Info Discussions Photos ¥ideo Events
share: [ Post [ Phoro & Linid deo S ' Creat

Write something. .. 2

preduzece za projektovanie, inzenjering, promet i ushige.

Inwite Peaple ta Join - W Marija Grujicic added 4 new phatos to the album GRAP KOMERS PLUS

Ziwot e kao wodnja biciklom: treba
neprestano iti napred bez
zaustavljanja - da se ne izgubi
ravnioteda..,

Me pokuSavajte postati fovek od
uspeha, pokufaite biti Eovel od
wradnost., ...

Information GRAP KOMERC PLUS preduzece za projektovanje, inzenjering, promet i Post

1 usluge it-aka
Eotegon 7] September £, 2010 3t 10:58pm =
Business - Public Relations iiin ’ i A
Description: Omiladinski Centar Indjija uvek zadovalini sa grafickim dizajnom nasih -3
GRAP KOMERC + @ plakata:-)

Preduzede 2a projektovanje, Turie 26, 2010 at &i5pm 1 ke Cormment e
proizvodniu, indenjering, promet i

“S'EEEHG“P Komer: Plus d‘°d'°' = Marifa Grujicic 3 mi srmo prezadowvelint ke sta wi zadevelin za Za sarf
Artibalda Rajsa 22 — Baogra nzsim dizajnersrn ) znate kako da nas nadjere ukslike am speci]
PIE: 105543237 — Matitni broj: Badirs paebily sertifi
20411953 — Tekudi ratun: 250 S 2750 10, ot diForn + Lk Upis

1030001 185030-51

nekali
Tel:00381/011-231-76-08; 011 25 05

Irite: 3 cormment .

Kul p
o % larija LrUuNcIc ados nEw 0L0S Lo Che albom golder
Girap K Plus je Firma ko f Marija Grujicic addsd 2 photos ko the album GRAP KOMERC PLUS 14
Pl 10, giding, Pryanctuene LS icduzece 23 projekbovanis, inzenjering, promet i ushige,
kada smo pofinjali sa radom o 0§ :
ssnona delatnost je bila trgatin, I h 1 I 1 L
A e e ¥ AR i

Figure 1: Example of group on Facebook
A shortcoming of a group on FB may be that noné&hefpublished content in the group is visible

on search engines, and that the content is notablaito users who have not logged on to
Facebook. Another drawback would be that for eymrential member of a group has to ask an
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administrator for permission to join. A period afmé required to acceptance of membership
depends on the administrator's availability.

2.2. Facebook page

In addition to the group, another feature of Fao&bavhich also represent the most popular form
of promotion on Facebook, amages The reason for this is their convenience. Thetarun
published on this platform is fully visible to ugistered users and search engines.

Page on FB, in addition to elements that are avail the group, has additional features. Some of

the benefits are shown in Figure 2:

1.  Choice of "Vanity URL" (1), i.e. page addresses, dgample:www.facebook.com/ the
name of your comparsilows users to easily find the page,

2.  Welcome tab (2), for creation of multimedia conténtages, presentations or video) to be
displayed as the initial image when user opengpége (item 5);

3.  After a user clicks the “Like” button (3) on thegea an administrator can set the multimedia
content to change and to provide more informatloouathe page;

4. Field 4 shows the visitor who else likes the page lBow many fans there are. There is a
possibility of introducing the field to the site per's site, through which visitors can become
fans of pages on FB. Each time a user becomes af farpage, Facebook submits a notice
about it to his profile and to his friends as nesassing the possibility that they join;

5. Multimedia Content (item 5) is set to tab Welcome &as the ability linking to a website or
blog site owner.

) www facebook,com

= Groail

- YMUAC

HA ARPEANTERANE

CEHERNE K CREMIIANMESTY

“Our fans

fouIE

Visoka skela 2a poslovno industrijski menadzment Krusevac
a4

sz i Vivoka S cu pendvno industrijski mensdn

A1 Ll o i

Figure 2: Example of page on Facebook
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Z. Targeting #dvanced Demographics

Location " " e
Birthay! I Target peaple on their birthdays
Country: 17 | Gorpia Interested In: 2! @ a4l Omen O Women
®everyibere Relationship: (! @4l [ 5ngle [ Engaged
Oy ey 171 O tnarelationship [ Married
By City
Estimated Reach Languages: [?] Erter language
Demographics 21172!580 peaple
= wholive in Serbia =i
Age: [?] = u age 18 and older 2
i 18wl | oy | = who are not already connected Education & Hork
0 LT to Yisoka ]s(kula Za poslovno
T industrijski menadzment e
i Eriisavie Education: 7 ) g (O Callege Grad
sex: 121 @) a O Men O Women
O InCallege
Likes & Interests () In High 5chaol
‘ F— 2l Warkplaces: 1 | £cter  conpany, cngarization or other workplace

Figure 3: Selection criteria for promotion on Facebook

In addition to the above mentioned, Facebook alladsertising of pages on Facebook, according
to predefined criteria (Figure 3). So site ownem choose countries from which Facebook users
can see the ad, age range, gender, interests,oegdlcation of users who can see the ad, as well
as their employment. Simultaneously, by setting d¢hiteria, the site owner has insight to the
number of users the ad addresses. This kind ofréging is known as target marketing.

In addition to advertising and expanding the neknair friends and fans, Facebook has allowed
owners of sites to follow the statistics on the@bsites (Figure 4).

! Nov 08, 2010 - Dec 08, 2010
General overview =

I Fan page score Calcutaled for the last 30 days I Fan page score afcuiated for e last 30 days
Total Score 68.0% 1100 % Total Score 70,0% /100 %
Content cosee [ * Monitor your page’s

— S— performance
sty MALTIRL Duslity

= Compare your page to ANY

I I page on Facebook
Key Performance Indicators Key Performance Indicatora
Growth Rate Page Score Growth Rate Page Sc
5872¢ (1% 68 % & (1% 34382 ¢ (1454 70 % ¢ * Daily updated results
Engagement Rate Page Country Reach Engagement Rate Page Country Reach
0,66 % # (021 141% # iz 1,21 % # nazw) 1,32% # wrrw)

Figure 4: Market Insights Facebook

crianin filmova iz drugog ugla, odnosno kako je sve to krenulo,

H FacebookSrbija.com Video: skcija promens facebook profil slika u junake iz

I¥AMN MATEJIC Decko koji je promenio FaceBook {The
boy who changed Facebook)

i youtube,com

Il MATEIDC Decko koji j2 promenio FaceBook i na trenutak
wratiou sveb mashe i detinjstva.... Maime on je u svom

ITU brazio da fudi promene svoje profil slike u sike svaojih
panaka iz Crianib Flimowa, . Ma sta g2 vecna Facebook
clanova pocela da menja svope slike. EVENT je na

5,477 Impressions « 0.64% feedback |

/7|' B 20 hours go - Like + Comment - Share * Promote

Figure 5: Natifications of activity on Facebook page
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In addition to periodic reports on the visits te thebsite, it is possible to send off the stastin
how each of the site contents on the page (messtges, links, images, video) was reviewed and
what percentage of fans responded with “like” anogentary (Figure 5).

3. CONCLUSION

Application of ICT in the economy has led and d&hds to structural changes in many segments
of the economy. The effects of these changes dr® e felt. ICT in SME’s marketing activities,
provide greater business efficiency, flexible perfance of companies in the market, a stronger
connection between buyers and sellers, reduceatopgrosts, increases profits, and so on.

In recent years, particularly with the emergencesatial networks, enormous changes in the
operating of the SME companies, sales of goodssendces and communication with suppliers
and customers have been introduced.

The average Facebook user has 200 friends. Degeadithe environment and the presence of the
Internet (in Serbia is over 2,000,000 Facebooks)séne number of friends can greatly increase.
Each person can have a profile or a Facebook gemgevery company may have its own page on
Facebook. At the time of its creation it is impaoitdao take account of the creation of online

identities, because what once appears on Facebablstays there forever, and it is available to
everyone.

First of all it is necessary to determine the basiiclelines:

. what is to be achieved by the Facebook page
. the target audience and
. the strategy of presenting products or servicethersite.

Depending on the commitment and updating pages]i¢ation of multimedia content in the form
of news, events, activities, prize games) fan lwasegrow by the day, expanding the network of
potential users of the products / services of tmagany companies which is the owner of the page.

Facebook is a great and totally free advertisingiom for sales, promotion and strengthening of
the position of "local" brand. Local, because it la@ready proven itself within that framework,
particularly because of the possibility of targetearketing.
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