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ABSTRACT

Social networks have become one of the most popular tools in promoting the tourism product.
ThisappliestoNationalTourismAgencies,aswellastourism-relatedgeneralgovernmentbodies
(GGBs)andlocalauthorities(LAs).Thisstudyexaminessuchorganizationsalongsideselectedchief
administrationofficials(CAOs)thatarerelatedwiththetourismsectorandattemptstoevaluatetheir
presenceinthreesocialnetworks:Facebook,TwitterandYouTube.Inordertodoso,thisarticle
buildsuponandexpandsonexistingsocialnetworks’metrics,incorporatingthemintometricsof
onlinefollowership.Thequantitativeanalysisresultsinarankingofbestperformers,fromwhichthe
authorsselectthreegoodperformersinordertofollowwithaqualitativeanalysisofsemi-structured
interviews.Bymergingthequantitativeresultswiththefeedbackfromtheinterviewstheauthors
proposeabasicnormativesocialnetworksmanagementtoolkitfortourism-relatedpublicentities,
foundtobecomprisedofsixthematicaxes.
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INTRODUCTION

The Spread of Social Networks
MovingfromWeb1.0toWeb2.0has,undoubtedly,revisedtheinternetuser’spassiverelationship
withthewebsites’material,allowinggreaterinterrelationshipviasocialnetworksandotherUser
GeneratedContentservices(O’Reilly,2007;Bertotetal.,2012).Forthisreason,socialnetworks
(socialmedia)havemanifestedmassiveratesofproliferationamonginternetusers(Qualman,2010;
Fuchs,2017).Thistrendseemstobestrengthenedbythewideuseofotherformsofcomputing–
apartfromtheclassicpersonalcomputer(desktoporlaptop)–likeforexampletablets,padsand
smart-phones.AccordingtotheGlobalWebIndex(2015),theaverageglobaluserspendsaround28%
ofhisinternettimeatsocialnetworks.Ifweaddtothisthecorrespondingsharesofmicro-blogging
andblogging(13%and9%respectively),thenwereachaquotaof50%.Therefore,itwouldnotbe
farfetchedtoproposethattheaverageuserspendsalmosthalfofhis/herinternettimeonsomesortof
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socialnetwork.Inreality,socialnetworksprovideforanewformofcommunicationandnetworking
betweenagents,helpingthemto:createandsustainsocialbonds(Ellison,2007;Rivaetal.,2016),
exchangeinformationandexperiences(Kaplan&Haenlein,2010;Kietzmannetal.,2011;Osatuyi.
2013)andsociallyinteractwitheachother(Whiting&Williams,2013;Seargeant&Tagg,2014).

Inthesametime,thedeepdigitalpenetrationofInformationandCommunicationTechnologies
(ICTs)inmodernhouseholdsandusersallaroundtheworld,offersinevitablyanumberofopportunities
forboththeprivateandpublicsector(Kaplan&Haenlein,2010).Ontheonehand,theprivatesector
seemstohavefoundanovel,directandquiteeconomicalwaytopromoteitsproducts,addressingthem
alsotoyoungerandmoredynamicaudiences(Mangold&Faulds,2009;Kaplan&Haenlein,2011;
Scott,2015).Furthermore,firmshaveachancetoactivelyinvolveconsumersintheco-formation
of the finalproduct (Heinonen,2011;Sashi. 2012;Rathoreat el., 2016).Especially in termsof
marketingandoperationalresearch,consumersseemtoadoptamoreactiveroleinco-creatingthe
marketingcontent(Hannaetal.,2011;Tiago&Veríssimo,2014).Inotherwords,socialnetworks
areincreasinglytreatedbycorporationsasseparate-totheproduction-ecosystemsthatactbothas
promotingservicesandasmechanismsofappropriatingco-createdvalue(Pitelis&Teece,2010).

Ontheotherhand,thepublicsectorcanusesocialnetworks,inordertocommunicatepublic
policiesorincreasetheirsmartness(Gil-Garciaetal.,2016).Theinterestingwithsocialnetworks
is thatcitizensnotonlyreceiveinformationregardingpublicpolicies,butcanalsorespondtoit,
expressing theiropinion regarding thepolicy in real time(Porter,2008). In this lineof thought,
Bertotetal.(2012)suggestthatsocialnetworkscanprovidethreegeneralcapabilitiestothePublic
Sector:(1)enhancedemocraticparticipationandcitizens’engagement,promotinginthiswaythe
publicsector-citizensdialogue(McClurg,2003;Dahlgren,2009;Papaloietal.,2012;Bonsonetal.,
2015;Knox,2016),(2)assisttheco-productionofpublicpolicies,allowingpolicy-makingtobeboth
atop-downandbottom-upprocess(Sabatier,1986;Linders,2012),and(3)leadtoinnovationand
crowd-sourcingsolutions,underthenecessaryconditionofopenavailabilityof(non-sensitive)data
onthepartoftheState(Haklayetal.,2014;Carfagno&Parnell,2016).

TherelevanceoftheabovecapabilitiesextendsfromsocialnetworkstoallformsofWeb2.0
functionsthatcouldenhancecommunicationbetweencitizensandgovernmentofficials(i.e.open
governance,publicconsultationoflaws,etc.).Forthesereasons,socialnetworksareusedmoreand
morebypublicentitiesase-governanceandopengovernmentenablers(Osimo,2008;Bertotetal.,
2010;Bonsonetal.,2012;Magro,2012;MergelandBretschneider,2013;Snead,2013;Zavattaro,
2013;Boulianne,2015).Inthiscontext,Bonsonetal.(2012)proposethatthetwomajorbenefitsof
socialnetworksforPublicEntitiesaretransparencyandcitizens’engagement.

Social Networks and Government Agencies
Theuseofsocialnetworksbygovernmentagencieshasboomedduringthelastyears,astheyhave
providedanewformofgovernment-citizencommunication.Thepenetrationofsocialnetworkshas
beensupportedbytheintroductionandprevalenceofICTsingovernmentoverthepastdecadesthat
haveimprovedtransparency,accountabilityandhavemitigatedthefeelingofthedemocraticdeficit
(Hague&Loader,1999;Bertotetal.,2010;Bertot,etal.,2012a).Inthiscontext,socialnetworks
havebeenregardedbygovernmentagenciesnotonlyasanother tool toprovide informationand
services to citizens, but also as amean to allow them toparticipate in theproductionofpublic
policies(O’Reilly,2007;Linders,2012).Theoverarchingopportunitiesthatsocialnetworksoffer
tothegovernment-citizenrelationshiparehighlightedbyMedaglia&Zheng(2017)astheability
tofoster“communitybuilding.”Indeed,socialnetworksenhancethecreationofsocialcapitalboth
onabonding(i.e.emotional)andbridging(i.e.novelinformation,tangibleoutcomesfromsocial
networking)level(Putnam,2000;Ellisonetal.,2010).

The adoption of social networks by government agencies is not, of course, an automatic
process,butinsteadpassesthroughvariousstagesuntilitreachesanadequatelevelofdiffusionand
embracement. Mergel & Bretschneider (2013) propose a 3-staged process model that describes,
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