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Abstract: The URaVWLQg VRcLaO PedLa PaUNeWLQg VWUaWeg\ LQWURdXced b\ WeQd\¶V LQ 2017 ZaV
PeW ZLWh gUeaW UeceSWLRQ, YaVWO\ LQcUeaVLQg Whe cRPSaQ\¶V TZLWWeU fROORZLQg aQd SURfLWV. WLWh
RWheU cRPSaQLeV LQ Whe USA fROORZLQg VXLW WR caSLWaOL]e RQ WheLU VRcLaO PedLa SOaWfRUPV,
cRXOd SZedLVh cRPSaQLeV aOVR LPSURYe WheLU VRcLaO PedLa SUeVeQce XVLQg WhLV VWUaWeg\? ThLV
VWXd\ LQYeVWLgaWeV hRZ WUaQVfeUabOe Whe URaVWLQg VRcLaO PedLa PaUNeWLQg VWUaWeg\ LV WR Whe
SZedLVh PaUNeW b\ e[aPLQLQg ZheWheU LW SRVLWLYeO\ LQfOXeQceV VRcLaO PedLa cXVWRPeU
eQgagePeQW aPRQgVW SZedLVh cRQVXPeUV. The UeVeaUch TXeVWLRQ LV aQVZeUed WhURXgh fRXU
fRcXV gURXSV cRPSRVed Rf 20 SZedLVh cRQVXPeUV beWZeeQ Whe ageV Rf 18 aQd 30. ThLV VWXd\
fLQdV WhaW Whe VWUaWeg\ LV WUaQVfeUabOe WR Whe PaUNeW dXe WR Whe UeOaWabOe LQWeUQeW-baVed hXPRU
beLQg XVed LQ Whe cRQWeQW, bXW faceV VeYeUaO OLPLWaWLRQV VXch aV TXaOLW\ Rf cRQWeQW, LWV
SeUceLYed fRUeLgQ QaWXUe, SRWeQWLaO OacN Rf aXWheQWLcLW\, aQd LQabLOLW\ WR bXLOd ORQg-WeUP
cXVWRPeU-fLUP cRQQecWLRQV aQd UeOaWLRQVhLSV.
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Introduction
IQ WheVe cRQWePSRUaU\ WLPeV dRPLQaWed b\
dLgLWaOL]aWLRQ aQd Whe SUROLfeUaWLRQ Rf
VRcLaO PedLa LQ PaQ\ aVSecWV Rf RXU daLO\
OLYeV, bXVLQeVVeV PXVW XQdeUVWaQd hRZ
Whe\ caQ Ueach WheLU WaUgeW aXdLeQce RQOLQe
aQd Whe facW WhaW WUadLWLRQaO adYeUWLVLQg
VWUaWegLeV dLffeU fURP RQOLQe VRcLaO PedLa
RQeV (BaOa & VeUPa, 2018; DZLYedL eW aO.,
2015; EYaQV, 2010). CRPSaQLeV Qeed WR
cRQVWaQWO\ adaSW WR eYeU-chaQgLQg RQOLQe
WUeQdV aQd cRQVXPeU e[SecWaWLRQV,
adMXVWLQg WheLU PaUNeWLQg aQd
cRPPXQLcaWLRQ VWUaWegLeV accRUdLQgO\ LQ
RUdeU WR Ueach WheLU WaUgeW aXdLeQceV.
SRcLaO PedLa SOaWfRUPV aOORZ bUaQd
PaQageUV WR WaNe adYaQWage Rf Whe LQWLPaWe

cRPPXQLcaWLRQ chaQQeO aQd bXLOd
cRQQecWLRQV ZLWh cRQVXPeUV (FLVheU,
2012). B\ cUeaWLQg RQOLQe bUaQd
cRPPXQLWLeV aQd fRVWeULQg fULeQdO\
UeOaWLRQVhLSV ZLWh cRQVXPeUV, cXVWRPeUV
aUe gLYeQ aQ RSSRUWXQLW\ WR eQgage PRUe
cORVeO\ ZLWh bUaQdV (De VULeV eW aO., 2012;
ShLQ eW aO., 2015; TVaL & MeQ, 2013;
VaUgR, 2016).

IQ UeceQW \eaUV, cRPSaQLeV LQ Whe USA
haYe becRPe PRUe acWLYe RQ VRcLaO PedLa
SOaWfRUPV VXch aV TZLWWeU. TheLU bUaQdV
haYe deYeORSed SeUVRQaOLWLeV aQd PaQaged
WR aPaVV VXbVWaQWLaO fROORZLQgV. ThURXgh
Whe XVe Rf aggUeVVLYe aQd UeOaWabOe SRVWV
WhaW feaWXUe LQVXOWV WRZaUdV WheLU
cRPSeWLWRUV, MRNeV, aQd cRPebacNV, VRPe
cRPSaQLeV haYe ePSOR\ed a QeZ VWUaWeg\
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aQd aSSURach WR VRcLaO PedLa LQ RUdeU WR
beWWeU aSSeaO WR cXVWRPeUV. OQe SaUWLcXOaU
cRPSaQ\, WeQd\¶V, LV NQRZQ fRU VeWWLQg
Whe VWage ZLWh LWV VR-caOOed URaVWLQg VRcLaO
PedLa PaUNeWLQg (SMM) VWUaWeg\ (D\QeO,
2020). AV Whe cRPSaQ\ faced decOLQLQg
VWRUe WUaffLc aQd VWagQaWLQg VaOeV fLgXUeV
ZLWhLQ Whe faVW-fRRd LQdXVWU\ (CheQg,
2018), WeQd\¶V XQLQWeQWLRQaOO\ VWXPbOed
XSRQ Whe VRcLaO PedLa VWUaWeg\ afWeU RQe Rf
WheLU WZeeWV ZeQW YLUaO. FROORZLQg LWV
YLUaOLW\, Whe cRPSaQ\ LPSOePeQWed Whe
cRPPXQLcaWLRQ VW\Oe aV a fXOO WLPe VWUaWeg\
LQ 2017, hLULQg a gURXS Rf PRVWO\
PLOOeQQLaOV aQd SeRSOe ZLWh NQRZOedge Rf
LQWeUQeW cXOWXUe RU cRPedLc e[SeUWLVe WR
PaQage WheLU TZLWWeU accRXQW (ReddLW,
2017). The VRcLaO PedLa aSSURach ZaV
LPPedLaWeO\ VXcceVVfXO, LQcUeaVLQg
WeQd\¶V fROORZeU cRXQW RQ TZLWWeU b\
125% LQ 2017 (D\QeO, 2020). The VWUaWeg\
aOVR had aQ LPPedLaWe effecW RQ WeQd\¶V
VaOeV fLgXUeV, LQcUeaVLQg Whe QeW LQcRPe WR
$159,3 PLOOLRQ LQ 2017 fURP $28,9 PLOOLRQ
LQ 2016 (WeQd\¶V, 2017). TRda\, WeQd\¶V
haV PaQaged WR VXcceVVfXOO\ VSUead LWV
bUaQd aZaUeQeVV RQ a gORbaO VcaOe,
aPaVVLQg 3,9 PLOOLRQ TZLWWeU fROORZeUV LQ
Whe SURceVV (aV Rf JXQe 1VW 2022).

IQ aQ aWWePSW WR ePXOaWe WeQd\¶V VXcceVV,
RWheU APeULcaQ bUaQdV haYe fROORZed VXLW,
LQcOXdLQg McDRQaOd¶V, KFC, PRSe\e¶V,
PULQgOeV, NeWfOL[ aQd RWheUV, b\ becRPLQg
PRUe YRcaO aQd eQgagLQg ZLWh WheLU WaUgeW
aXdLeQceV RQ WheLU YaULRXV VRcLaO PedLa
accRXQWV. WLWh hRZ VXcceVVfXO WheVe
bUaQdV haYe beeQ LQ e[SaQdLQg WheLU RQOLQe
fROORZLQg, RQe Pa\ aVN Zh\ cRPSaQLeV
abURad aUe VORZeU WR fROORZ Whe WUeQd.
TheUe VeePV WR be RbYLRXV beQefLWV LQ LWV
adRSWLRQ, \eW Whe\ haYe beeQ heVLWaQW.
TheUefRUe, LW LV Rf LPPeQVe YaOXe WR
LQYeVWLgaWe Lf Whe SMM VWUaWeg\ ZRXOd
fXQcWLRQ LQ WheVe PaUNeWV, VR cRPSaQLeV aOO
RYeU Whe ZRUOd caQ beWWeU caSLWaOL]e RQ
WheLU VRcLaO PedLa SUeVeQce. TheUe LV a
VPaOO SUecedeQW Rf cRPSaQLeV LQ Whe
SZedLVh faVW fRRd LQdXVWU\ cRPSaULQg
WhePVeOYeV WR cRPSeWLWRUV RQ WheLU

ZebVLWeV aQd VRcLaO PedLa SageV ZhLOe
UefeUULQg WR VXUYe\V UegaUdLQg ZhaW
UeVWaXUaQWV SUeSaUe Whe beVW bXUgeUV
(BaVWaUd BXUgeUV, 2022). HRZeYeU, MabV
beWZeeQ cRPSaQLeV LQ SZedeQ haYe beeQ
PRVWO\ OLPLWed WR WhLV aQd Whe hXPRU-baVed
URaVWLQg SMM VWUaWeg\ VeePV WR be
QRQ-e[LVWeQW LQ Whe PaUNeW. WheQ Whe
VWUaWeg\ haV beeQ VR effecWLYe LQ LQcUeaVLQg
Whe YLVLbLOLW\ Rf faVW fRRd chaLQV LQ Whe
USA, Zh\ aUe cRPSaQLeV QRW MXPSLQg aW
Whe chaQce WR gaLQ SRSXOaULW\ WhURXgh LWV
LPSOePeQWaWLRQ? ShRXOd cRPSaQLeV LQ
SZedeQ fROORZ WeQd\¶V Oead?

A SZedLVh cRXQWeUSaUW WR WeQd\¶V, LQ
WeUPV Rf beLQg LQ Whe VaPe faVW fRRd
LQdXVWU\, LV MAX BXUgeUV AB (MAX). The
cRPSaQ\ LV aQ acWRU Rf SZedLVh RULgLQ
RSeUaWLQg VLQce Whe OaWe 1960¶V aQd fLQdV
LWVeOf aPRQg aQ aUUa\ Rf faVW fRRd bXUgeU
chaLQV RSeUaWLQg LQ SZedeQ. The cRPSaQ\
LV SZedeQ¶V PRVW SURfLWabOe UeVWaXUaQW
chaLQ OaUgeO\ dXe WR LWV dRPeVWLc RULgLQV
aQd ePShaVLV RQ SURYLdLQg hLgheU TXaOLW\
fRRd LWePV (HaWchPaQ, 2021). DeVSLWe
WheLU SRSXOaULW\ LQ SZedeQ aQd RWheU
QeLghbRULQg EXURSeaQ cRXQWULeV, MAX
cXUUeQWO\ fLQdV WhePVeOYeV ZLWh RQO\ 3333
fROORZeUV RQ TZLWWeU (aV Rf JXQe 1VW 2022).
ThLV QXPbeU caQ be cRQVLdeUed PLQXVcXOe
LQ cRPSaULVRQ WR WeQd\¶V. OQe Pa\
ZRQdeU Lf MAX cRXOd beQefLW fURP
LQcRUSRUaWLQg a URaVWLQg SMM VWUaWeg\ aQd
gURZ WheLU VRcLaO PedLa Sage fURP LWV
cXUUeQW OacNOXVWeU SRVLWLRQ. AW fLUVW gOaQce,
WhLV PLghW ORRN OLNe a UeaVRQabOe Ldea WR
gaLQ a OaUgeU fROORZLQg aQd bXLOd a PRUe
aSSeaOLQg aQd YLYLd bUaQd LPage.
HRZeYeU, Whe SZedLVh cXOWXUe LV dLffeUeQW
fURP Whe APeULcaQ RQe. OQe Rf PaQ\ Ne\
eOePeQWV Rf Whe SZedLVh cXOWXUe LV
JanWelagen (EQgOLVh: LaZ Rf JaQWe), a
cXOWXUaO SheQRPeQRQ fXQcWLRQLQg aV a cRde
Rf PRdeVW\ aPRQgVW ScaQdLQaYLaQV,
UeSUeVeQWed LQ Whe Ldea WhaW QR RQe VhRXOd
cRQVLdeU WhePVeOYeV WR be abRYe RU
dLffeUeQW fURP RWheUV (  CaSSeOeQ &
DahObeUg, 2018). SZedLVh SeRSOe aUe aOVR
fUeTXeQWO\ chaUacWeUL]ed aV

2



cRQfOLcW-aYRLdLQg aQd cRQVeQVXV VeeNLQg,
YaOXLQg cRPSURPLVe aQd cRPPRQaOLW\
(S\YeUWVeQ eW aO., 2014). TheVe cXOWXUaO
baUULeUV cRXOd PaNe dLffeUeQWLaWLQg RQeVeOf
WhURXgh aQ aggUeVVLYe SMM VWUaWeg\
LQeffLcLeQW LQ Whe SZedLVh PaUNeW, aV Whe
PeVVagLQg PLghW QRW be UeceLYed ZLWh Whe
VaPe eQWhXVLaVP aV LQ Whe USA.

OaWO\ LV a SUeYLRXV e[aPSOe Rf a cRPSaQ\
LQ Whe SZedLVh PaUNeW WhaW LPSOePeQWed
aQ aggUeVVLYe cRPPXQLcaWLRQ VWUaWeg\
WRZaUdV WheLU cRPSeWLWLRQ. MaQ\ Rf WheLU
eaUOLeU adYeUWLVLQg caPSaLgQV caQ be
deePed cRQWURYeUVLaO, aV WheLU aggUeVVLYe
(bRUdeULQg RQ VOaQdeURXV) cRPPXQLcaWLRQ
WRZaUdV cRPSeWLWRUV LQ Whe PLON LQdXVWU\
ZaV ZLdeO\ PeW ZLWh cULWLcLVP aQd SXbOLc
bacNOaVh, cUeaWLQg ZLdeVSUead
dLVVaWLVfacWLRQ aPRQgVW cRQVXPeUV
(GROdbeUg, 2019; PeaUce, 2021; SLPSVRQ,
2021). SRPe Rf Whe caPSaLgQV aOVR Oed WR
OegaO UeSeUcXVVLRQV LQ SZedeQ (WLVWeUbeUg,
2015), ZhLch haV had aQ RYeUaOO QegaWLYe
LPSacW RQ WheLU bUaQd LPage aQd
UeSXWaWLRQ, cRXSOed ZLWh cRQWURYeUVLeV
cRQceUQLQg PLVOeadLQg eQYLURQPeQWaO
cOaLPV.

The OaWO\ caVe UaLVeV TXeVWLRQV aV WR Zh\
Whe caPSaLgQV ZeUe XQVXcceVVfXO. IV a
WeQd\¶V-OLNe aggUeVVLYe PaUNeWLQg
VWUaWeg\ QRW WUaQVfeUabOe beWZeeQ dLffeUeQW
QaWLRQV? AUe cRQVXPeUV LQ RWheU PaUNeWV
OeVV dUaZQ b\ WhLV VW\Oe Rf PaUNeWLQg? OU
LV OaWO\ MXVW aQ LVROaWed caVe ZheUe Whe
cRPSaQ\ XQNQRZLQgO\ cURVVed a OLQe? The
OaWO\ caVe dePaQdV fXUWheU UeVeaUch RQ Whe
WRSLc Rf URaVWLQg aV a SMM VWUaWeg\ aQd LWV
WUaQVfeUabLOLW\ WR RWheU PaUNeWV aV WheUe
VeePV WR be gUeaW SRWeQWLaO fRU VRcLaO
PedLa gURZWh bXW aOVR a cOeaU ULVN fRU
deWULPeQWaO effecWV RQ bUaQd SeUceSWLRQ.
ThLV cRXOd SURYe cUXcLaO fRU cRPSaQLeV
cRQVLdeULQg adRSWLQg Whe VWUaWeg\.

TR aQVZeU WheVe TXeVWLRQV aQd LQYeVWLgaWe
hRZ effecWLYe Whe URaVWLQg SMM VWUaWeg\
ZRXOd be LQ SZedeQ, WhLV VWXd\ ZLOO
aQVZeU Whe fROORZLQg UeVeaUch TXeVWLRQ

fURP a cXVWRPeU eQgagePeQW SeUVSecWLYe:
HoZ WUanVfeUable iV Whe UoaVWing SMM
VWUaWeg\ Wo Whe SZediVh maUkeW? TheUefRUe,
WhLV VWXd\ aLPV WR SURYLde LQVLghW aV WR
hRZ Whe SZedLVh SXbOLc ZRXOd UeacW WR a
WeQd\¶V-OLNe aggUeVVLYe SMM VWUaWeg\
fURP a cRPSaQ\ LQ Whe SZedLVh PaUNeW,
ZhLch LQ WXUQ caQ be XVed WR gLYe LQVLghW aV
WR hRZ WUaQVfeUabOe Whe VWUaWeg\ LV beWZeeQ
dLffeUeQW cRXQWULeV LQ geQeUaO. The RXWcRPe
Rf WhLV UeVeaUch cRXOd be Rf XVe WR
cRPSaQLeV cRQVLdeULQg a chaQge LQ WheLU
SMM VWUaWeg\ LQ hRSeV Rf UeaSLQg Whe
VaPe UeZaUdV WhaW WeQd\¶V dLd (e.g.
bRRVWLQg WheLU VRcLaO PedLa fROORZeU cRXQW,
aXgPeQWLQg WheLU bUaQd LPage, LQcUeaVLQg
bUaQd aZaUeQeVV, cRQQecWLQg aQd
LQWeUacWLQg PRUe deeSO\ ZLWh WheLU
aXdLeQce) b\ XVLQg a PRUe aggUeVVLYe aQd
LQWeUacWLYe cRPPXQLcaWLRQ VWUaWeg\.

Literature Review
ThLV VWXd\¶V OLWeUaWXUe UeYLeZ chaSWeU
SUeVeQWV SUeYLRXV UeVeaUch dRQe RQ Whe
VXbMecW Rf URaVWLQg fURP a hLVWRULcaO,
VRcLaO, OLQgXLVWLc, aQd cXVWRPeU
eQgagePeQW SeUVSecWLYe, aV ZeOO aV Whe
VLgQLfLcaQce Rf cXOWXUaO cRQWe[W LQ hXPRU
aQd Whe XVe Rf cRPed\ LQ cRPPXQLcaWLRQ
aQd adYeUWLVLQg. The chaSWeU aOVR LdeQWLfLeV
e[LVWLQg NQRZOedge gaSV UegaUdLQg
WUaQVfeUabLOLW\ LQ Whe fLeOd Rf URaVWLQg.

Roasting
RRaVWLQg LQ LWV cRPedLc fRUP haV beeQ
deVcULbed WhURXgh SUeYLRXV VWXdLeV aV a
WUadLWLRQaO APeULcaQ ULWXaO aQd LQWeUacWLRQ
cRQVLVWLQg Rf MLbeV aQd ZLWW\ LQVXOWV
dLUecWed WRZaUdV a SeUVRQ (D\QeO, 2020;
gdPaUN, 2021). TR URaVW LV deQRWed aV Whe
³hXUOLQg Rf MRcXOaU LQVXOWV´ (D\QeO, 2020,
S. 2) aW Whe e[SeQVe (aQd ZLWh Whe cRQVeQW)
Rf Whe URaVWee (Whe VXbMecW Rf Whe URaVW) LQ a
SOa\fXO cRQWe[W, fRU Whe VaNe Rf Whe VhaUed
hXPRURXV e[SeULeQce Rf Whe gURXS (D\QeO
& PRSSL, 2019; D\QeO & PRSSL, 2020).
The LQWeUacWLRQ LWVeOf caQ be deVcULbed aV
SRVVeVVLQg a beQLgQ chaUacWeU, beLQg
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LQheUeQWO\ fUee fURP VSLWe aQd geQXLQe
aggUeVVLRQ (D\QeO, 2020). IW LV QRW
LQWeQded WR caXVe aQ\ RffeQVe WR Whe
VXbMecW, cRQWUaU\ WR Whe aSSeaUaQce Rf Whe
aggUeVVLYe aQd SRWeQWLaOO\ LQVXOWLQg
PeVVageV beLQg hXUOed WRZaUd Whe URaVWee
(D\QeO, 2020).

PUeYLRXV UeVeaUch haV hLghOLghWed Whe
e[LVWeQce Rf bRXQdaULeV ZLWhLQ cRPed\
(KRON, 2005; FULedPaQ & KXLSeUV, 2013;
PRSRYLc, 2018). BRXQdaULeV aUe VeW b\
VRcLeW\ WR e[ePSW WRSLcV WhaW VhRXOd QRW be
VXbMecWed WR hXPRU, beLQg cRQVLdeUed Rff
OLPLWV, aQd VRcLaOO\ XQacceSWabOe WR MRNe
abRXW (e.g. WabRRV aQd aVSecWV be\RQd
SeUVRQaO cRQWURO). AV aQ e[SOaQaWLRQ WR
ZhaW LV cRQVLdeUed aSSURSULaWe aQd ZLWhLQ
Whe cRPedLc bRXQdaULeV Rf URaVWLQg, hXPRU
LV WR be XQdeUVWRRd WhURXgh VRcLaO cRdeV
(BLOOLg, 2005), ZLWh VRcLaO QRUPV aQd
cXOWXUe dLcWaWLQg aQd MXdgLQg ZhaW LV
LPSURSeU, RffeQVLYe, aQd LUUeOeYaQW LQ
WeUPV Rf hXPRU (DRXgOaV, 1968;
WeLQbeUgeU & GXOaV, 1992). DeSeQdLQg RQ
Whe cRQWe[W LW LV e[ecXWed ZLWhLQ, URaVWLQg
cRXOd be SeUceLYed aV a WUaQVgUeVVLYe fRUP
Rf cRPed\ WhaW chaOOeQgeV bRXQdaULeV aQd
SXWV VXbMecWV aW XQeaVe aQd dLVcRPfRUW aV
SeUVRQaO PaWWeUV aUe RfWeQ bURXghW XS WR
eOLcLW aPXVePeQW. LLWeUaWXUe RQ Whe VXbMecW
Rf cRPed\ aOVR dePRQVWUaWeV hXPRU WR be
dLffLcXOW WR WUaQVOaWe beWZeeQ cXOWXUeV, LQ
bRWh OLQgXLVWLc WeUPV aQd cXOWXUaO
ePbeddedQeVV (PRSa, 2004; LRZ, 2011),
ZLWh Whe UeOaWabLOLW\ WRZaUdV hXPRU
SOa\LQg aQ LPSRUWaQW UROe LQ Whe acceSWaQce
Rf hXPRU LQ aQ adYeUWLVLQg cRQWe[W
(WeLQbeUgeU & GXOaV, 1992). ThLV
becRPeV a cULWLcaO aVSecW WR be aZaUe Rf, LQ
UeOaWLRQ WR WhLV VWXd\, aV Whe WUaQVfeUabLOLW\
Rf Whe URaVWLQg SMM VWUaWeg\ PLghW be
hLQdeUed b\ dLffeULQg cRPedLc bRXQdaULeV
fRXQd LQ dLffeUeQW QaWLRQV aQd cXOWXUeV.
FXUWheUPRUe, hXPRU LV UecRgQL]ed aV aQ
effecWLYe cRPPXQLcaWLRQ WRRO, PaQagLQg WR
bUeaN Whe Lce, aSSeaO WR cRPPRQ
VeQWLPeQWV, aQd dLVgXLVLQg a SUecRQceLYed
VeW Rf LdeaV behLQd Whe gXLVe Rf
eQWeUWaLQPeQW (BaVX, 1999; TabaUeV, 2009).

RRaVWLQg caQ be VeeQ bRWh LQ SULYaWe VXch
aV UeWLUePeQW SaUWLeV, aQd LQ SXbOLc
cRQWe[WV OLNe SROLWLcaO URaVWV Rf U.S.
SUeVLdeQWV aQd ceOebULW\ URaVWV RQ TV
(D\QeO, 2020). IWV RULgLQV LQ SRSXOaU
cXOWXUe caQ be WUaced bacN WR 1949, ZheQ
NeZ YRUN FULaUV COXb heOd WheLU fLUVW URaVW
(CaQWRU, 2011). RRaVWLQg LV QRZ a SaUW Rf
PaLQVWUeaP U.S. SRS cXOWXUe WhURXgh
WeOeYLVed URaVWV VXch aV KUafW MXVLc HaOO,
DeaQ MaUWLQ¶V CeOebULW\ RRaVW, aQd
CRPed\ CeQWUaO (KLeV, 2021). D\QeO aQd
PRSSL (2019) PeQWLRQ WhaW Whe WUadLWLRQaO
URaVW SUeVeQW RQ WUadLWLRQaO PedLa haV
e[SaQded WR aQ RffVhRRW SUacWLce RQ VRcLaO
PedLa caOOed µRRaVWMe¶, VXVceSWLbOe WR Whe
VaPe RYeUaOO LQWeUSUeWaWLRQ, deVSLWe PLQRU
LQWeUacWLRQaO dLffeUeQceV beWZeeQ Whe
SaUWLcLSaQWV aQd Whe URaVWee dXe WR LWV
RQOLQe QaWXUe. The SRSXOaU RQOLQe SUacWLce,
ZhLch aWWULbXWeV LWV RULgLQV WR ReddLW LQ
ASULO 2015 (D\QeO, 2020), cRQVLVWV Rf
aQRQ\PRXV XVeUV YROXQWaULO\ VXbPLWWLQg a
SRVW cRPSRVed Rf a ShRWRgUaSh VhRZLQg
Whe URaVWee aORQg ZLWh a caSWLRQ geQeUaOO\
cRQWaLQLQg a VhRUW deVcULSWLRQ abRXW WheP
aQd a chaOOeQge fRU Whe cRPPXQLW\ XVeUV WR
URaVW WheP. The SRVWV aUe VXbVeTXeQWO\
cRPPeQWed RQ aQd URaVWed b\ aQRQ\PRXV
PePbeUV Rf Whe gURXS RU cRPPXQLW\ ZhLOe
abLdLQg b\ Whe UXOeV VeW fRUWh b\ Whe ReddLW
cRPPXQLW\. TheVe UXOeV, ZhLch aUe
PRQLWRUed aQd eQfRUced b\ ReddLW
PRdeUaWRUV, aUe LQWeQded WR UegXOaWe aQd
VecXUe Whe acWLYLW\'V SOa\fXO aQd beQeYROeQW
chaUacWeU aQd QRW haYe LW deUaLO LQWR haWe
aQd bXOO\LQg (D\QeO, 2020). AV LQ Whe caVe
Rf Whe WUadLWLRQaO fRUPaW Rf URaVWLQg, Whe
PaLQ SXUSRVe LV WR haYe fXQ b\ SURdXcLQg
VeOf-LQfOLcWed, aXWRWeOLc hXPRU (L.e. hXPRU
fRU LWV RZQ VaNe ZLWhRXW cRPPXQLcaWLQg
aQ\ aSSOLcabOe aQd VLQceUe PeaQLQg abRXW
Whe URaVWee) LQ MRLQW eQWeUWaLQPeQW Rf Whe
cRPPXQLW\ (D\QeO, 2020).

IQ Whe cRQWe[W Rf VRcLaO PedLa PaUNeWLQg,
URaVWLQg LV a UeOaWLYeO\ UeceQW VRcLaO PedLa
VWUaWeg\ aQd WUeQd, VWaUWed aQd SRSXOaUL]ed
b\ WeQd\¶V RQ JaQXaU\ 2Qd, 2017 (D\QeO,
2020). KaXSSLOa (2019) aQd OOLYeU (2018)
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e[SOaLQ WhaW Whe gRaO Rf Whe VWUaWeg\ LV WR
XVe URaVW cXOWXUe WR LQcUeaVe cXVWRPeU
eQgagePeQW RQ WheLU VRcLaO PedLa SageV
aQd, LQ WXUQ, gURZ WheLU bUaQd YLVLbLOLW\ aQd
bXLOd cXVWRPeU UeOaWLRQVhLSV. RRaVWLQg caQ
be cRQVLdeUed SaUW Rf WeQd\¶V VRcLaO
PedLa cRQWeQW VWUaWeg\ RQ TZLWWeU, baVLQg
LWVeOf heaYLO\ RQ Whe hXPRU XVed LQ
RRaVWMe UeOaWed VRcLaO PedLa SRVWV
(D\QeO, 2020). WeQd\¶V TZLWWeU
cRPPXQLcaWLRQ VWUaWeg\ cRQVLVWV Rf
LQWeUacWLRQ ZLWh bRWh RUdLQaU\ XVeUV aQd
bUaQdV WhaW acWLYeO\ VeeN RXW WeQd\¶V
URaVWV aQd UeVSRQVeV, cRPPXQLcaWLQg ZLWh
Whe cRPSaQ\ LQ a YeUQacXOaU VeQVe (D\QeO,
2020; LLQd, 2019b). OOLYeU (2018)
chaUacWeUL]eV Whe URaVWLQg hXPRU XVed LQ
WeQd\¶V VRcLaO PedLa PaUNeWLQg effRUWV aV
VaWLULcaO, LURQLc, aQd OXdLcURXV. The
UeVeaUcheU aOVR fLQdV WhaW ZheQ WeQd\¶V
dReV XVe WhLV VW\Oe Rf hXPRU LQ WheLU WZeeWV
WhaW WheUe LV VLgQLfLcaQWO\ PRUe cXVWRPeU
eQgagePeQW WhaQ ZheQ WZeeWV aUe
QRQ-hXPRURXV. KaXSSLOa (2019) deVcULbeV
Whe WZR-Za\ cRQVXPeU-fLUP
cRPPXQLcaWLRQ chaQQeO aORQg ZLWh Whe
hXPRU-fRcXVed TZLWWeU cRQWeQW aV aQ
effecWLYe Za\ WR cUeaWe YaOXe fRU Whe
WeQd\¶V bUaQd, PaNLQg LW PRUe WhaQ MXVW a
faVW fRRd chaLQ. The VWXd\ e[SOaLQV WhaW
LQVWead Rf adYeUWLVLQg dLUecWO\, Whe cRQWeQW
LV beLQg XVed WR cRQQecW ZLWh Whe
cRPSaQ\¶V aXdLeQce LQ RUdeU WR eQcRXUage
cXVWRPeU eQgagePeQW aQd deYeORS
VWURQgeU cXVWRPeU UeOaWLRQV (KaXSSLOa,
2019). IQ cRQWUaVW WR fROORZLQg Whe XVXaO
RQe-Za\, PRQRORgLc WeQdeQc\ Rf
RUgaQL]aWLRQV RQ WheLU TZLWWeU accRXQWV,
faLOLQg WR fXOO\ caSLWaOL]e RQ Whe SOaWfRUP¶V
abLOLW\ WR eQgage ZLWh Whe SXbOLc (LLP &
Lee-WRQ, 2017), WeQd\¶V PaQageV WR VWaUW
dLaORgXeV ZLWh WheLU aXdLeQceV. ThLV
aSSURach haV gaLQed WeQd\¶V a VWURQg
SRVLWLRQ LQ aQ RWheUZLVe faVW-Saced gURXQd
Rf RQOLQe PaUNeWLQg, aV WheLU accRXQW¶V
UeSXWaWLRQ fRU beLQg abOe WR URaVW aXdLeQceV
aOORZV WheP WR cRQQecW ZLWh WheLU
aXdLeQce, ZhLOVW aW Whe VaPe WLPe
dLVaUPLQg cRQVXPeUV fURP Whe facW Whe\
aUe beLQg VROd a bUaQd LPage LQYROYLQg

fXQ, UeOaWabLOLW\, aQd beLQg LQ WRXch ZLWh
cRQWePSRUaU\ aWWLWXdeV (BaNeU, 2018).

AOWhRXgh WheUe LV VRPe OLPLWed OLWeUaWXUe
cRYeULQg hRZ WeQd\¶V XVeV VSecLfLc
OaQgXage aQd hXPRU LQ WheLU URaVWLQg
cRQWeQW aQd LQcRUSRUaWeV LW LQWR WheLU VRcLaO
PedLa VWUaWeg\ fRU cXVWRPeU eQgagePeQW
SXUSRVeV, WheUe LV a QRWLceabOe YRLd ZheQ LW
cRPeV WR Whe WUaQVfeUabLOLW\ Rf WhLV VWUaWeg\
beWZeeQ PaUNeWV. PUeYLRXV OLWeUaWXUe
PeQWLRQV WhaW Whe hXPRU beLQg XVed LQ Whe
VRcLaO PedLa cRQWeQW LV LQVSLUed b\ Whe
APeULcaQ ULWXaO Rf URaVWLQg, RQe caQ
WheUefRUe TXeVWLRQ ZheWheU WhLV SMM
VWUaWeg\ ZRXOd be eTXaOO\ effecWLYe LQ
eQgagLQg cXVWRPeUV LQ RWheU cRXQWULeV ZLWh
dLffeULQg cXOWXUeV. ThLV VWXd\ VeeNV WR
aQVZeU WhLV TXeVWLRQ aQd cRQWULbXWe WR Whe
gURZLQg UeVeaUch aUea Rf URaVWLQg aQd
VRcLaO PedLa PaUNeWLQg b\ e[aPLQLQg Whe
SZedLVh cRQVXPeU¶V SeUceSWLRQ Rf URaVWLQg
aV cRUSRUaWe VRcLaO PedLa cRQWeQW aQd aV a
SMM VWUaWeg\.

Theoretical Framework
The fROORZLQg chaSWeU LQWURdXceV Whe
WheRUeWLcaO SeUVSecWLYe Rf cXVWRPeU
eQgagePeQW aV aQ RYeUaUchLQg WheRU\ WhaW
caQ be affecWed b\ dLffeUeQW facWRUV VXch aV
e[SeULeQWLaO eQgagePeQW, dULYeUV, bUaQd
aXWheQWLcLW\, aQd bUaQd cRQQecWLRQ (Vee
fLgXUe 1 beORZ). TheVe fRXU facWRUV caQ be
WhRXghW Rf aV VXb-WheRULeV WR cXVWRPeU
eQgagePeQW aV cXVWRPeU RSLQLRQ aQd
e[SeULeQce Rf WheVe VXb-WheRULeV ZLOO
LQfOXeQce WheLU eQgagePeQW UaWe Rf VRcLaO
PedLa cRQWeQW. AV cXVWRPeU eQgagePeQW LV
deSeQdeQW RQ Whe afRUePeQWLRQed
VXb-WheRULeV, Whe\ aUe eVSecLaOO\ UeOeYaQW
ZheQ LQYeVWLgaWLQg Whe VWUaWeg\¶V
WUaQVfeUabLOLW\ WR Whe SZedLVh PaUNeW.
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Customer Engagement
The WUaQVfeUabLOLW\ Rf URaVWLQg WR Whe
SZedLVh PaUNeW caQ be aQaO\]ed WhURXgh
Whe OeQV Rf cXVWRPeU eQgagePeQW aV Whe
WheRUeWLcaO fUaPeZRUN gLYeV LQVLghW LQWR
hRZ VXcceVVfXO a VRcLaO PedLa VWUaWeg\ caQ
be LQ UeceLYLQg OLNeV, cRPPeQWV, aQd
VhaUeV (CReOhR eW aO., 2016; Ge & GUeW]eO,
2017). JaaNNROa aQd AOe[aQdeU (2014, S.
248) defLQe cXVWRPeU eQgagePeQW aV Whe
³behaYLRUV WhURXgh ZhLch cXVWRPeUV PaNe
YROXQWaU\ UeVRXUce cRQWULbXWLRQV WhaW haYe
a bUaQd RU fLUP fRcXV bXW gR be\RQd ZhaW
LV fXQdaPeQWaO WR Whe WUaQVacWLRQ.´ TheVe
QRQ-WUaQVacWLRQaO UeVRXUceV LQcOXde bXW aUe
QRW OLPLWed WR Whe cXVWRPeUV' QeWZRUN
aVVeWV, PeaQLQg WheLU SeeUV, cRQQecWLRQV,
aQd VRcLaO WLeV, aV ZeOO aV WheLU SeUVXaVLRQ
caSLWaO, aV LQ WheLU abLOLW\ WR gLYe a PRUe
WUXVWZRUWh\, aXWheQWLc, aQd LQfOXeQWLaO
UecRPPeQdaWLRQ WR a SRWeQWLaO cXVWRPeU
ZLWhLQ WheLU VRcLaO QeWZRUN (HaUPeOLQg eW
aO., 2016). TheVe acWLYe aQd YROXQWaU\
cRQWULbXWLRQV heOS cR-cUeaWe YaOXe aQd
e[SaQd Whe fLUP¶V bUaQd YLVLbLOLW\ WhURXgh,
LQ WhLV caVe, ZRUd Rf PRXWh RQ VRcLaO
PedLa SOaWfRUPV (HaUPeOLQg eW aO., 2016;
LL eW aO., 2020). TheUefRUe, WhLV WheRUeWLcaO
SeUVSecWLYe heOSV WhLV VWXd\ XQdeUVWaQd Whe
facWRUV WhaW Pa\ eQcRXUage cRQVXPeUV WR
eQgage ZLWh a cRPSaQ\'V VRcLaO PedLa
PaUNeWLQg effRUWV, VSecLfLcaOO\ a URaVWLQg
VWUaWeg\.

Experiential Engagement
OQe facWRU WhaW caQ LQfOXeQce Whe VXcceVV
Rf a VRcLaO PedLa VWUaWeg\ LV Whe W\Se Rf
cXVWRPeU eQgagePeQW WhaW cRQVXPeUV
e[SeULeQce ZheQ LQWeUacWLQg ZLWh a
cRPSaQ\. HaUPeOLQg eW aO. (2016) bUeaNV
dRZQ cXVWRPeU eQgagePeQW PaUNeWLQg
LQWR WZR caWegRULeV, WheVe beLQg
e[SeULeQWLaO aQd WaVN-baVed. E[SeULeQWLaO
cXVWRPeU eQgagePeQW PaUNeWLQg LV
fRUPXOaWed LQ a Za\ WhaW LV PRUe fXQ WhaQ
ZRUN, UeVXOWLQg LQ a SRVLWLYe e[SeULeQce RQ
Whe cRQVXPeU VLde (HaUPeOLQg eW aO.,
2016). The VWUaWeg\ caQ be VeeQ aV aQ
e[SeULeQWLaO eYeQW WhaW bULQgV SeRSOe
WRgeWheU Sh\VLcaOO\ RU dLgLWaOO\ LQWR a
cRPPXQLW\, aQd b\ dRLQg VR, PRWLYaWLQg
cXVWRPeUV WR eQgage aQd cRQWULbXWe
WhURXgh Whe bXLOdLQg Rf SV\chRORgLcaO
cRQQecWLRQV ZLWh VaLd cXVWRPeUV aQd
PaNLQg WheP feeO WhaW Whe\ aUe a SaUW Rf
VRPeWhLQg OaUgeU WhaQ WhePVeOYeV
(SchRXWeQ eW aO. 2007). ThLV fRUP Rf
PaUNeWLQg aOVR WeQdV WR haYe aQ ePRWLRQaO
aQd VRcLaO aVSecW (AUQRXOd & PULce, 1993).
TheVe LQLWLaWLYeV aUe beOLeYed WR Oead WR
ORQgeU OaVWLQg cXVWRPeU-fLUP UeOaWLRQVhLSV
dXe WR Whe ePRWLRQaO aWWachPeQWV WhaW
cRQVXPeUV VWaUW WR fRUP ZLWh Whe fLUP
(SchRXWeQ eW aO., 2007; AUQRXOd & PULce,
1993). TaVNed-baVed PaUNeWLQg, RQ Whe
RWheU haQd, UefeUV WR aQ LQLWLaWLYe LQ ZhLch
a cRQVXPeU LV gLYeQ a WaVN, OLNe ZULWLQg a
UeYLeZ fRU e[aPSOe, aQd LQ WXUQ Whe\
UeceLYe a UeZaUd, OLNe a dLVcRXQW
(HaUPeOLQg eW aO., 2016). VeUOegh eW aO.
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(2013) VWUeVV WhaW WhLV VWUaWeg\ RfWeQ OeadV
WR VhRUW-OLYed UeOaWLRQVhLSV aQd OeaYeV
cRPSaQLeV LQ daQgeU Rf cXVWRPeU abXVe.
HRZ SZedeV e[SeULeQce aQd caWegRUL]e
Whe URaVWLQg SMM VWUaWeg\ beWZeeQ Whe
WZR W\SeV Rf cXVWRPeU eQgagePeQW caQ
WheUefRUe be WeOOLQg ZheQ cRQVLdeULQg Whe
SRWeQWLaO VXcceVV Rf Whe VWUaWeg\ LQ
SZedeQ.

Drivers of Customer Engagement
WheQ fLUPV XVe Whe cRQceSW Rf cXVWRPeU
eQgagePeQW PaUNeWLQg aV a VWUaWegLc WRRO
LQ WheLU VRcLaO PedLa LQLWLaWLYeV, WheLU
LQLWLaWLYeV PXVW haYe µdULYeUV¶ WhaW
eQcRXUage SeRSOe WR eQgage ZLWh WheLU
VRcLaO PedLa acWLYLWLeV aQd PRWLYaWe YLUWXaO
ZRUd Rf PRXWh VSUead (HaUPeOLQg eW aO.,
2016; HROOLPaQ & RRZOe\, 2014; LL eW aO.,
2020; PaQVaUL & KXPaU, 2017; LLbaL eW aO.,
2013). LL eW aO. (2020) e[SOaLQ WhaW
cRQVXPeUV XVe VRcLaO PedLa WR VaWLVf\ WheLU
SV\chRORgLcaO QeedV aQd WhaW WhLV VhRXOd
be cRQVLdeUed ZheQ SOaQQLQg VRcLaO PedLa
acWLYLWLeV. The\ ePShaVL]e Whe SURacWLYe
deOLYeU\ Rf YaOXabOe cRQWeQW WhaW LV
cRPSeOOLQg, edXcaWLRQaO, RU XVefXO LQ VRPe
Za\, aQd LWV UROe LQ bRRVWLQg cXVWRPeU
eQgagePeQW. MXQWLQga eW aO. (2011) bXLOd
RQ WhLV Ldea b\ addLQg WhaW VRcLaO PedLa
eQgagePeQW LV SULPaULO\ PRWLYaWed b\
YaOXabOe cRQWeQW WhaW feaWXUeV
³eQWeUWaLQPeQW, LQfRUPaWLRQ, UePXQeUaWLRQ,
SeUVRQaO LdeQWLW\, VRcLaO LQWeUacWLRQ, aQd
ePSRZeUPeQW´ (S. 19). PRVWV WhaW aUe
eQWeUWaLQLQg aQd hXPRURXV b\ QaWXUe
SURYLde LQdLYLdXaOV ZLWh aQ eVcaSe aQd
dLVWUacWLRQ fURP WheLU UegXOaU OLYeV aORQg
ZLWh a SRVLWLYe feeOLQg aQd ePRWLRQaO
UeOeaVe (LXaUQ eW aO., 2015), ZhLch
effecWLYeO\ LQVSLUeV WheVe LQdLYLdXaOV WR
µOLNe¶, cRPPeQW, aQd VhaUe VaLd SRVWV (Ge
& GUeW]eO, 2017; Me\eU, 2000). SWeUQWhaO
aQd CUaLg (1973) aOVR VWaWe WhaW Whe
SUeVeQce Rf hXPRU LQ adYeUWLVePeQWV caQ
be SeUceLYed aQd LQWeUSUeWed LQ dLffeUeQW
Za\V. RLecNeQ aQd HeQVeO (2012) fXUWheU
VXSSRUW WhLV cOaLP, VWaWLQg WhaW Whe hXPRU
RULeQWaWLRQ Rf aQ LQdLYLdXaO caQ LQfOXeQce
WheLU UeacWLRQ WR Whe hXPRU fRXQd LQ Whe

cRQWeQW; LPSO\LQg WhaW SeRSOe aSSUecLaWLYe
Rf RQe SaUWLcXOaU W\Se Rf hXPRU ZLOO be
PRUe UeVSRQVLYe WR WhLV W\Se Rf cRQWeQW.
WheWheU RU QRW Whe SZedLVh cRQVXPeUV
aSSUecLaWe Whe URaVWLQg SMM VWUaWeg\ aQd
fLQd LW WR be a SURacWLYe LQLWLaWLYe ZLWh
YaOXabOe cRQWeQW LQ UegaUdV WR WheLU
SV\chRORgLcaO QeedV aQd deVLUeV (fRU
e[aPSOe WhURXgh eQWeUWaLQPeQW RU hXPRU)
ZLOO WheUefRUe PRVW OLNeO\ LQfOXeQce hRZ
dULYeQ Whe\ aUe WR eQgage ZLWh Whe cRQWeQW
aQd LQ WXUQ Whe WUaQVfeUabLOLW\ Rf Whe
VWUaWeg\ WR Whe SZedLVh PaUNeW.

Brand Authenticity
PUeYLRXV UeVeaUch ZLWhLQ Whe fLeOd Rf
cRQVXPeU eQgagePeQW haV fRXQd WhaW
aXWheQWLcLW\ LV aQ LPSRUWaQW facWRU ZheQ
cRQVXPeUV eYaOXaWe adYeUWLVePeQWV
(MRUhaUW eW aO., 2013; SSLggOe eW aO., 2012).
BefRUe eQgagLQg ZLWh a bUaQd'V VRcLaO
PedLa cRQWeQW, cRQVXPeUV RfWeQ aOUead\
haYe a SUecRQceLYed QRWLRQ RU Ldea Rf Whe
bUaQd aORQg ZLWh aQ e[SecWaWLRQ Rf hRZ
Whe bUaQd VhRXOd acW, VSeaN, aQd adYeUWLVe
(BeYeUOaQd, 2006; ELgeQUaaP eW aO., 2021;
GUa\VRQ & MaUWLQec, 2004). WheQ
LQcRQVLVWeQcLeV aUe RbVeUYed beWZeeQ Whe
SUe-eVWabOLVhed SeUceSWLRQ Rf Whe bUaQd aQd
Whe VRcLaO PedLa VWUaWeg\, LW QegaWLYeO\
affecWV hRZ aXWheQWLc cRQVXPeUV SeUceLYe
Whe cRQWeQW Rf Whe VWUaWeg\ WR be
(ELgeQUaaP eW aO., 2021). If a cXVWRPeU
eQgagePeQW LQLWLaWLYe LV UegaUded aV
LQaXWheQWLc, LW ZLOO UeVXOW LQ OeVV
eQgagePeQW aPRQg cRQVXPeUV, ZLWh
cRQVXPeUV SUefeUULQg LQLWLaWLYeV WhaW aUe
cRQVLVWeQW aQd aXWheQWLc fRU Whe cRPSaQ\
(ELgeQUaaP eW aO., 2021). The SeUceLYed
aXWheQWLcLW\ Rf a SZedLVh bUaQd adRSWLQg
Whe URaVWLQg SMM VWUaWeg\ Pa\ WheUefRUe
be aQ LPSRUWaQW facWRU LQ hRZ SZedeV
eYaOXaWe Whe bUaQd¶V VRcLaO PedLa cRQWeQW
aQd decLde WR eQgage ZLWh LW, affecWLQg Whe
RYeUaOO VXcceVV Rf Whe URaVWLQg SMM
VWUaWeg\ LQ Whe SZedLVh PaUNeW.

Brand Connection
IQ accRUdaQce ZLWh Whe VRcLaO e[chaQge
WheRU\, bRWh Whe cXVWRPeU aQd fLUP SaUWLeV
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caQ beQefLW fURP VRcLaO PedLa LQLWLaWLYeV aV
cXVWRPeUV aUe gLYeQ YaOXabOe cRQWeQW Whe\
caQ cRQQecW ZLWh aQd fLUPV aUe SURYLded
ZLWh YaOXabOe cXVWRPeU UeVRXUceV VXch aV
QeWZRUN aVVeWV aQd SeUVXaVLRQ caSLWaO fRU
ZRUd Rf PRXWh VSUead (BOaX, 1964; De
VULeV eW aO., 2012; HaUPeOLQg eW aO., 2016;
PaQVaUL & KXPaU, 2017; SZaQL eW aO.,
2017), UeVXOWLQg LQ a VRXQd aQd SeUVRQaO
ZLQ-ZLQ UeOaWLRQVhLS beWZeeQ Whe WZR
SaUWLeV (CURSaQ]aQR & MLWcheOO, 2005).
ThLV QeZ eQULched cXVWRPeU-fLUP
UeOaWLRQVhLS haV a deeSeU effecW RQ hRZ Whe
cXVWRPeU SeUceLYeV WhePVeOf LQ UeOaWLRQ WR
Whe fLUP aQd gLYeV WheP a feeOLQg Rf
SV\chRORgLcaO RZQeUVhLS Rf Whe bUaQd
(HaUPeOLQg eW aO., 2016). ThLV QeZ feeOLQg
ZLOO LQ WXUQ eQcRXUage Whe cXVWRPeUV WR
cRQWLQXe WheLU UROe aV SVeXdR-PaUNeWeUV,
eQhaQce Whe cRPSaQ\, aQd e[SaQd Whe
cRPPXQLcaWLRQ fORZ fURP MXVW a
fLUP-cXVWRPeU RQe WR RQe WhaW aOVR
LQcOXdeV cXVWRPeU-cXVWRPeU
cRPPXQLcaWLRQ (HaUPeOLQg eW aO., 2016; LL
eW aO., 2020). AQaO\]LQg ZheWheU SZedeV
cRXOd feeO cRQQecWed ZLWh a bUaQd afWeU
eQgagLQg ZLWh URaVWLQg VRcLaO PedLa
cRQWeQW WheUefRUe becRPeV UeOeYaQW aV LW
Pa\ gLYe LQVLghW LQWR Whe SRWeQWLaO fRU
ORQg-WeUP cXVWRPeU-fLUP UeOaWLRQVhLSV aQd
cXVWRPeUV¶ ZLOOLQgQeVV WR acW aV
SVeXdR-PaUNeWeUV. EYaOXaWLQg hRZ WheVe
RXWcRPeV fURP Whe URaVWLQg SMM VWUaWeg\
PLghW ORRN LQ SZedeQ cRXOd SURYLde a
deeSeU XQdeUVWaQdLQg Rf LWV SRWeQWLaO
VXcceVV aQd WUaQVfeUabLOLW\ WR Whe SZedLVh
PaUNeW.

Methodology
Formation of the Study
AV Whe LQLWLaO VWeS Rf Whe UeVeaUch, a
OLWeUaWXUe UeYLeZ ZaV dRQe WR dLVcRYeU
SUeYLRXV UeVeaUch RQ Whe WRSLc Rf URaVWLQg
aQd WR e[SORUe ZhaW cRXOd be fXUWheU
LQYeVWLgaWed LQ UeOaWLRQ WR Whe
SheQRPeQRQ. TUaQVfeUabLOLW\ Rf URaVWLQg aV
a SMM VWUaWeg\ ZaV chRVeQ aV LW ZaV
SUeYLRXVO\ RbVeUYed WhaW SZedLVh

cRXQWeUSaUWV LQ Whe VaPe LQdXVWU\ aV
WeQd\¶V haYe had PLQLPaO VXcceVV RQ
TZLWWeU (LQ WeUPV Rf fROORZLQg aQd
cXVWRPeU eQgagePeQW ZLWh bUaQd cRQWeQW).
A WheRUeWLcaO fUaPeZRUN baVed XSRQ
cXVWRPeU eQgagePeQW ZaV WheQ decLded RQ
aV LW ZaV Whe PRVW UeOeYaQW SeUVSecWLYe
fURP ZhLch WR aQaO\]e Whe WUaQVfeUabLOLW\
Rf URaVWLQg LQ a SZedLVh cRQWe[W. ThLV LV
becaXVe Whe WheRU\ LV RfWeQ XVed WR
eYaOXaWe VRcLaO PedLa VXcceVV LQ WeUPV Rf
OLNeV, cRPPeQWV aQd VhaUeV (CReOhR eW aO.,
2016; Ge & GUeW]eO, 2017). GLYeQ WhLV
cRQWe[W, WhLV VWXd\ aLPV WR e[SOaLQ aQd
beWWeU XQdeUVWaQd Whe URaVWLQg SMM
SheQRPeQRQ aQd LWV WUaQVfeUabLOLW\
beWZeeQ PaUNeWV b\ fLQdLQg QeZ WheRULeV
RQ Whe WRSLc, gLYLQg WhLV VWXd\ aQ LQdXcWLYe
aSSURach (PaWeO & DaYLdVVRQ, 2011).

IQ RUdeU WR PRVW aSWO\ aQaO\]e Whe
WUaQVfeUabLOLW\ Rf Whe URaVWLQg SMM
VWUaWeg\ WR Whe SZedLVh PaUNeW, Whe
TXaOLWaWLYe UeVeaUch VWXd\ ZaV RUgaQL]ed
aQd dLYLded LQWR WZR SaUWV. IQLWLaOO\,
UeVeaUch UegaUdLQg VRcLaO PedLa acWLYLWLeV
ZaV cRQdXcWed, VeUYLQg aV a SUecXUVRU WR
Whe PaLQ PeWhRd. The aLP Rf WhLV VWeS ZaV
WR gaLQ a geQeUaO XQdeUVWaQdLQg Rf hRZ
SZedLVh cRPSaQLeV cRPPXQLcaWe RQ
VRcLaO PedLa, LQ cRQWUaVW WR hRZ WeQd\¶V
cRQdXcW WheLU URaVWLQg VWUaWeg\ aQd eQgage
ZLWh cXVWRPeUV WhURXgh WheLU TZLWWeU Sage.
ThLV VWXd\ WheQ SURceeded RQ WR fRcXV
gURXS LQWeUYLeZV ZLWh SZedLVh cRQVXPeUV
beWZeeQ ageV 18 aQd 30 fURP GRWheQbXUg.
The RbMecWLYe Rf Whe LQWeUYLeZV ZaV WR
dLVcRYeU hRZ SZedLVh cRQVXPeUV ZRXOd
UeacW WR dLffeUeQW SMM acWLYLWLeV ZLWh
WeQd\¶V URaVWLQg VWUaWeg\ LQ fRcXV,
VeaUchLQg fRU cRQVXPeU SaWWeUQV UegaUdLQg
hRZ Whe\ ZRXOd eQgage ZLWh URaVWLQg
UeOaWed cRQWeQW. DXULQg Whe fRcXV gURXS
dLVcXVVLRQV, Whe SUeYLRXV VRcLaO PedLa
UeVeaUch aOVR fXQcWLRQed aV UefeUeQcLQg
PaWeULaO fRU Whe SaUWLcLSaQWV, deeSeQLQg
WheLU XQdeUVWaQdLQg Rf cRUSRUaWe VRcLaO
PedLa aSSURacheV.
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MAX ZaV deePed aV Whe PRUe aSSURSULaWe
caVe WR UeVeaUch, LQVWead Rf McDRQaOd¶V,
BXUgeU KLQg, RU aQ\ RWheU faVW-fRRd chaLQ
RSeUaWLQg LQ SZedeQ, becaXVe MAX LV RQe
Rf Whe OaUgeVW SZedLVh faVW-fRRd chaLQV bXW
ZRXOd VWLOO beQefLW fURP a PRUe eQgagLQg
SMM VWUaWeg\ dXe WR WheLU VPaOO fROORZLQg
RQ TZLWWeU aQd ORZ eQgagePeQW UaWe LQ
UeVSecW WR OLNeV, UeSOLeV, aQd UeWZeeWV.
TheLU PaLQ TZLWWeU accRXQW (RULgLQaO aQd
ROdeU accRXQW ZLWh PRUe fROORZeUV aQd
acWLYLW\) LV aOVR VSecLfLc WR Whe SZedLVh
PaUNeW (aV WheLU TZLWWeU haQdOe LV
@Pa[bXUgeUV_Ve, ZLWh µVe¶ beLQg VhRUW fRU
SZedeQ), PaNLQg Whe SZedLVh cRQVXPeU
SeUVSecWLYe Rf WheLU cRQWeQW cUXcLaO fRU
SMM VXcceVV. AOWhRXgh VLPLOaU WR MAX
LQ WeUPV Rf LQdXVWU\ aQd haYLQg a
ORQg-VWaQdLQg RSeUaWLYe hLVWRU\ LQ SZedeQ,
McDRQaOd¶V aQd BXUgeU KLQg¶V PaLQ
TZLWWeU accRXQWV aUe OaUgeU aQd
LQWeUQaWLRQaO. The\ aOVR SRVVeVV a PRUe
eVWabOLVhed VRcLaO PedLa SUeVeQce aQd haYe
VhRZQ WR be PRUe adeSW LQ e[ecXWLQg a
UeOaWLYeO\ PRUe eQgagLQg SMM VWUaWeg\.

  OaWO\¶V VRcLaO PedLa cRQWeQW ZaV aOVR
LQcRUSRUaWed LQ WhLV VWXd\ fRU cRPSaUaWLYe
SXUSRVeV aV Whe\ SRVVeVV a PRUe aPLabOe
VW\Oe Rf cRPPXQLcaWLRQ RQ TZLWWeU. ThLV LV
LQ cRPSaULVRQ WR WeQd\¶V, ZhLch feaWXUeV
a PRUe abUaVLYe WRQe cRXSOed ZLWh a fRcXV
RQ cRPed\ aQd URaVWLQg aV PeaQV Rf
cXVWRPeU eQgagePeQW. ThLV RbVeUYaWLRQ
ZaV LdeQWLfLed dXULQg Whe eaUOLeU VRcLaO
PedLa UeVeaUch VWage. WheQ SXW LQ
MX[WaSRVLWLRQ ZLWh each RWheU, Whe dLVWLQcW
aSSURacheV WR cXVWRPeU eQgagePeQW ZeUe
beOLeYed WR \LeOd LQWeUeVWLQg dLVcXVVLRQV LQ
Whe fRcXV gURXSV, heOSLQg WhLV VWXd\ dUaZ
cRQcOXVLRQV UegaUdLQg Whe aWWLWXdeV aQd
SUefeUeQceV Rf cRUSRUaWe VRcLaO PedLa
cRQWeQW aPRQgVW Whe SaUWLcLSaQWV.

Participant Sampling
ThLV VWXd\ chRVe WR LQWeUYLeZ \RXQg adXOWV
beWZeeQ Whe ageV 18 aQd 30 aV WhLV
dePRgUaShLc VeePV WR be Whe PaLQ age
VegPeQW WeQd\¶V LV WaUgeWLQg ZLWh WheLU
URaVWLQg cRPPXQLcaWLRQ VWUaWeg\. ThLV

gURXS aOVR haV a deeSeU faPLOLaULW\ aQd
XQdeUVWaQdLQg Rf VRcLaO PedLa aQd LQWeUQeW
cXOWXUe (LQcO. LQWeUQeW VSecLfLc hXPRU VXch
aV PePeV aQd LQWeUQeW eWLTXeWWe). ThLV
VWXd\ aOVR chRVe WR VROeO\ LQWeUYLeZ
LQdLYLdXaOV WhaW gUeZ XS LQ SZedeQ aV Whe\
ZeUe beOLeYed WR haYe a beWWeU
XQdeUVWaQdLQg Rf Whe cRXQWU\¶V cXOWXUe aQd
YaOXeV. The SaUWLcLSaQWV fRU Whe fRcXV
gURXS LQWeUYLeZV ZeUe VeOecWed WhURXgh a
cRQYeQLeQce VaPSOLQg PeWhRd, beLQg
acTXaLQWaQceV Rf WhLV VWXd\¶V UeVeaUcheUV
aQd eaV\ WR acceVV (BU\PaQ & BeOO, 2013).
FRU SUacWLcaO UeaVRQV, Whe LQWeUYLeZV ZeUe
cRQdXcWed ZLWhLQ Whe cLW\ Rf GRWheQbXUg,
aQd Whe SaUWLcLSaQWV ZeUe aOVR SRROed fURP
Whe cLW\ aQd LWV VXUURXQdLQg aUeaV. ThLV dLd,
hRZeYeU, OLPLW Whe XQdeUVWaQdLQg Rf Whe
SZedLVh cRQVXPeU SeUVSecWLYe Rf URaVWLQg
aV SaUWLcLSaQWV OLYLQg LQ RWheU aUeaV Rf
SZedeQ ZeUe QRW LQWeUYLeZed.

Focus Groups
The fRcXV gURXS LQWeUYLeZ PeWhRd ZaV
chRVeQ aV LW LV adYaQWageRXV LQ SURYLdLQg
aQ XQdeUVWaQdLQg Rf cROOecWLYe e[SeULeQceV
aURXQd a VXbMecW, aV ZeOO aV Whe WhRXghWV
aQd feeOLQgV abRXW ceUWaLQ PaWWeUV LQ VRcLaO
cRQWe[WV (CUaQg & CRRN, 2007; EULN &
KRYaOaLQeQ, 2008). IQ UeOaWLRQ WR WhLV
VWXd\, WhLV PeWhRdRORgLcaO chRLce LV
heOSfXO aV Whe RbMecWLYe Rf WhLV VWXd\ LV WR
LQYeVWLgaWe ZheWheU Whe URaVWLQg SMM
VWUaWeg\ SRVLWLYeO\ LQfOXeQceV VRcLaO PedLa
eQgagePeQW aPRQgVW SZedLVh cRQVXPeUV.
The fRcXV gURXS dLVcXVVLRQV aUe PRUe
effLcLeQW LQ SURdXcLQg VhaUed
XQdeUVWaQdLQgV aQd SRVVLbOe XQdeUO\LQg
cXOWXUaO PRWLfV WhaW cRXOd LQfOXeQce
SZedLVh cRQVXPeUV' SeUceSWLRQ Rf
URaVWLQg. ThXV, LQ cRPSaULVRQ ZLWh
LQdLYLdXaO LQWeUYLeZV, fRcXV gURXSV ZRXOd
gLYe beWWeU LQVLghW LQWR hRZ SZedLVh
cRQVXPeUV LQ geQeUaO ZRXOd UeacW WR
URaVWLQg SMM cRQWeQW. The VhaUed VRcLaO
RSLQLRQ ZaV beOLeYed WR be PRUe LPSRUWaQW
WhaQ LQdLYLdXaO VWaWePeQWV RQ hXPRU,
cXOWXUe, aQd cXVWRPeU eQgagePeQW.

9



CUaQg aQd CRRN (2007) dLVcXVV fRcXV
gURXS VL]eV aQd Whe LPSacW LW Pa\ haYe RQ
Whe UaQge aQd deSWh Rf Whe dLVcXVVLRQ,
VWaWLQg WhaW gURXS VL]eV WhaW aUe WRR OaUge
(e.g. 10-12 SaUWLcLSaQWV) cRXOd bRWh
LQWLPLdaWe VRPe SeRSOe aQd UeVWULcW Whe
VSeaNLQg WLPe Rf SaUWLcLSaQWV, QegaWLYeO\
affecWLQg Whe TXaOLW\ Rf dLVcXVVLRQ. GURXS
VL]eV WhaW aUe WRR VPaOO (e.g. 2-3
SaUWLcLSaQWV), RQ Whe RWheU haQd, caQ UedXce
Whe QXPbeU Rf e[SeULeQceV WhaW caQ be
dUaZQ XSRQ, OLPLWLQg Whe dLVcXVVLRQV¶
SRWeQWLaO (CUaQg & CRRN, 2007). ThXV fLYe
SaUWLcLSaQWV ZaV deePed WR be Whe RSWLPaO
QXPbeU Rf SaUWLcLSaQWV SeU gURXS, eQabOLQg
deeSeU dLVcXVVLRQV ZhLOe aOVR beLQg PRUe
adYaQWageRXV ZheQ bRRNLQg YeQXeV fRU Whe
LQWeUYLeZV, VchedXOLQg, aQd cRRUdLQaWLQg.

DeSeQdLQg RQ Whe UaQge Rf WRSLcV aQd
dLVcXVVLRQV, Whe VXggeVWed dXUaWLRQ Rf a
PeeWLQg YaULeV. BeOOeQgeU eW aO. (1979)
VXggeVW RQe aQd a haOf WR WZR hRXUV aV
UeaVRQabOe, ZhLOe EULN aQd KRYaOaLQeQ
(2018) cRQVLdeU WZR hRXUV aV aQ RSWLPaO
WLPe fUaPe fRU RQe VeVVLRQ. ThLV VWXd\
WheUefRUe decLded WR haYe fRcXV gURXS
LQWeUYLeZV aYeUagLQg WZR hRXUV LQ OeQgWh.
The QXPbeU Rf fRcXV gURXSV WR Ueach
VaWXUaWLRQ ZaV LQLWLaOO\ eVWLPaWed WR be
aURXQd fRXU WR fLYe, ZLWh Whe fLUVW gURXS
LQWeUYLeZ cRQVLdeUed a SLORW VeVVLRQ LQ caVe
fXUWheU LPSURYePeQW Rf Whe
VePL-VWUXcWXUed LQWeUYLeZ gXLde ZaV
Qeeded. IQ Whe eQd, fRXU fRcXV gURXS
LQWeUYLeZ VeVVLRQV, LQcOXdLQg Whe SLORW
VeVVLRQ (ZLWh a WRWaO Rf 20 SaUWLcLSaQWV, Vee
aSSeQdL[ 1), ZeUe VXffLcLeQW WR SURdXce a
VaWXUaWLRQ SRLQW.

RegaUdLQg Whe WRSLc Rf aVVXULQg aWWeQdaQce
fRU Whe fRcXV gURXSV, CUaQg aQd CRRN
(2007) VXggeVW RffeULQg a PRQeWaU\
LQceQWLYe fRU SaUWLcLSaQWV. ThLV cRXOd,
hRZeYeU, haYe UaLVed cRPSOLcaWLRQV
UegaUdLQg fLQaQcLQg ZhLOe aOVR haYLQg a
SRWeQWLaO LPSacW RQ Whe fLQdLQgV. HeQce Whe
decLVLRQ ZaV Pade WR LQVWead RffeU cRffee
aQd VQacNV (SZedLVh: fika) aORQgVLde beLQg
LQWeUYLeZed aV a fRUP Rf LQceQWLYe WR

UecUXLW bXV\ VWXdeQWV aQd SURfeVVLRQaOV.
The cRffee aQd VQacNV fXUWheU SURYed WR be
beQefLcLaO aV LW RffeUed a PRUe UeOa[ed
VeWWLQg, RSeQed XS Whe SaUWLcLSaQWV, aQd
heOSed WheP geW cRPfRUWabOe ZLWh each
RWheU. ThLV WLeV LQ ZLWh CUaQg aQd CRRN¶V
(2007) VXggeVWLRQ Rf cUeaWLQg a hRPeO\
aWPRVSheUe WR SXW Whe SaUWLcLSaQWV aW eaVe.

DXULQg Whe fRcXV gURXS LQWeUYLeZV,
SaUWLcLSaQWV ZeUe fLUVW aVNed abRXW WheLU
VRcLaO PedLa habLWV aQd WheLU geQeUaO
RSLQLRQV RQ cRUSRUaWe SMM cRQWeQW. AfWeU
WhaW, Whe\ ZeUe SUeVeQWed ZLWh fRXU
dLffeUeQW W\SeV Rf VRcLaO PedLa cRQWeQW WR
aQaO\]e aQd dLVcXVV aPRQgVW WhePVeOYeV.
The\ ZeUe LQLWLaOO\ LQWURdXced WR WeQd\¶V
WZeeWV aQd URaVWLQg VWUaWeg\, WheQ Whe
TZLWWeU cRQWeQW Rf MAX, fROORZed b\ a
QeZ VeW Rf WeQd\¶V WZeeWV WhaW had beeQ
ShRWRVhRSSed WR ORRN OLNe MAX SXbOLVhed
WheP WR gLYe Whe SaUWLcLSaQWV YLVXaO
VXggeVWLRQV RQ hRZ a SRWeQWLaO URaVWLQg
VWUaWeg\ cRQdXcWed b\ a SZedLVh cRPSaQ\
ZRXOd ORRN, aQd fLQaOO\ WZeeWV fURP
OaWO\¶V Sage WR cRPSaUe ZLWh. The
PaWeULaO SUeVeQWed caQ be fRXQd LQ
aSSeQdL[ 2. The LQWeUYLeZeUV Oed Whe
dLVcXVVLRQV b\ aVNLQg RSeQ TXeVWLRQV fURP
a VePL-VWUXcWXUed LQWeUYLeZ gXLde,
aOORZLQg fRU Whe SRVVLbLOLW\ WR deOYe deeSeU
LQWR LQWeUeVWLQg aQVZeUV aQd WRSLcV ZLWh
VSRQWaQeRXV fROORZ XS TXeVWLRQV (PaWeO &
DaYLdVVRQ, 2011). ThLV LQWeUYLeZ gXLde
caQ be fRXQd LQ aSSeQdL[ 3. The TXeVWLRQV
aQd SUeVeQWed PaWeULaO aLPed WR gaWheU
LQVLghW LQWR hRZ SZedLVh cRQVXPeUV
ZRXOd UeacW aQd eQgage ZLWh URaVWLQg
UeOaWed VRcLaO PedLa cRQWeQW cRPSaUed WR
RWheU cRQWeQW cXUUeQWO\ beLQg SXbOLVhed b\
cRPSaQLeV LQ Whe SZedLVh PaUNeW.

Analysis
The ePSLULcaO PaWeULaO ZaV aQaO\]ed
WhURXgh cRQWeQW aQaO\VLV, cRPSaULQg fRcXV
gURXS dLVcXVVLRQV WR fLQd cRPPRQ WhePeV
aQd SaWWeUQV. CRQWeQW aQaO\VLV LV deVcULbed
aV ³a UeVeaUch WRRO baVed RQ Whe V\VWePaWLc
e[aPLQaWLRQ Rf Whe eQWLUe VeW Rf ePSLULcaO
daWa, ZLWh Whe XQLW Rf aQaO\VLV beLQg Whe
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ZhROe gURXS, Whe gURXS d\QaPLcV, Whe
LQdLYLdXaO SaUWLcLSaQWV, RU Whe SaUWLcLSaQWV¶
XWWeUaQceV´ (EULN & KRYaOaLQeQ, 2008, S.
187). CRQWeQW aQaO\VLV ZaV deePed aV Whe
PRVW aSSURSULaWe PeWhRd LQ UeOaWLRQ WR Whe
RbMecWLYe Rf WhLV VWXd\, aV Whe PeWhRd
ZRXOd aOORZ fRU Whe fLQdLQg Rf SaWWeUQV
UegaUdLQg Whe SZedLVh cRQVXPeUV¶
SeUceSWLRQ Rf Whe URaVWLQg SMM VWUaWeg\.

The SaUWLcLSaQWV ZeUe bRWh aXdLR aQd
YLdeR UecRUded dXULQg Whe LQWeUYLeZV, ZLWh
WheLU XQaQLPRXV cRQVeQW, WR haYe WheLU
VWaWePeQWV VWRUed aQd UeSURdXced. The
UecRUdLQgV ZeUe dRQe LQ RUdeU WR aVVXUe
WhaW Whe SaUWLcLSaQWV' VWaWePeQWV cRXOd be
cROOecWed aQd OaWeU WUaQVcULbed. The YLdeR
UecRUdLQgV VeUYed aV a PeWhRd WR
accXUaWeO\ dLVceUQ beWZeeQ Whe dLffeUeQW
YRLceV SaUWLcLSaWLQg LQ Whe LQWeUYLeZ
VeVVLRQV, ZheUeaV Whe aXdLR UecRUdLQgV
ZeUe XSORaded WR Whe ZebVLWe WUeaOO\ fRU
WUaQVcULSWLRQ (Vee aSSeQdL[ 4). NRWeV ZeUe
aOVR WaNeQ dXULQg Whe LQWeUYLeZ VeVVLRQV aV
a VXSSOePeQWaU\ Za\ Rf ZULWLQg dRZQ
cRPPRQ WhePeV aQd hLghOLghWV, aV ZeOO aV
Sh\VLcaO cXeV aQd LQdLcaWLRQV fURP Whe
SaUWLcLSaQWV WhaW cRXOd be RPLWWed fURP Whe
aXdLR UecRUdLQgV aQd OefW PLVVLQg fURP Whe
WUaQVcULSWV. The WaVN Rf PRdeUaWLQg aQd
OeadLQg Whe LQWeUYLeZV ZaV aVVLgQed WR RQe
UeVeaUcheU, ZheUeaV Whe RWheU RQe ZaV
UeVSRQVLbOe fRU RbVeUYLQg Whe LQWeUYLeZV,
WaNLQg QRWeV, aQd checNLQg Whe WechQLcaO
aSSOLaQceV XVed WR WaSe aQd UecRUd Whe
LQWeUYLeZV. BRWh aVNed VXSSOePeQWaU\
TXeVWLRQV WhURXghRXW Whe LQWeUYLeZ SURceVV
WR cOaULf\ aQd fXUWheU deYeORS VSecLfLc
aQVZeUV fURP Whe LQWeUYLeZeeV.

The SeUVSecWLYeV gaWheUed fURP Whe fRcXV
gURXSV ZeUe aQaO\]ed b\ LQLWLaOO\
WUaQVcULbLQg Whe UecRUded PaWeULaO fURP Whe
fRXU VeSaUaWe gURXS LQWeUYLeZV. TheVe
WUaQVcULSWLRQV ZeUe VXbVeTXeQWO\ cRded
XVLQg QXLUNRV (Vee aSSeQdL[ 5), a VRfWZaUe
SURgUaP WhaW facLOLWaWeV Whe cRdLQg Rf
cRQVLdeUabOe aPRXQWV Rf WUaQVcULbed
PaWeULaO. OQce Whe WUaQVcULSWLRQV ZeUe
cRded, Whe XQdeUO\LQg WhePeV fRXQd fURP

Whe LQWeUYLeZV ZeUe cRPSaUed WR Whe
WheRUeWLcaO fUaPeZRUN LQ RUdeU WR dUaZ
cRQcOXVLRQV UegaUdLQg Whe SRVVLbOe
WUaQVfeUabLOLW\ Rf URaVWLQg aV a SMM
VWUaWeg\ WR Whe SZedLVh PaUNeW.

Ethical Considerations
ThURXghRXW Whe cRXUVe Rf WhLV VWXd\,
eWhLcaO SULQcLSOeV LQ UeVeaUch bURXghW
fRUZaUd b\ CUaQg aQd CRRN (2007),
EULNVVRQ aQd KRYaOaLQeQ (2008), aQd LLQd
(2019a) haYe beeQ PeWLcXORXVO\ fROORZed.
VROXQWaULQeVV, LQWegULW\, cRQfLdeQWLaOLW\,
aQd aQRQ\PLW\ aUe eVSecLaOO\ LPSRUWaQW LQ
UeVeaUch ZLWhLQ VRcLaO VcLeQceV (LLQd,
2019a). PULRU WR Whe fRcXV gURXS VeVVLRQV,
Whe SaUWLcLSaQWV LQ WhLV VWXd\ ZeUe
LQfRUPed abRXW LWV SXUSRVe, WheLU cRQVeQW
WR be UecRUded ZaV UeTXeVWed aQd agUeed
XSRQ, aQd Whe\ ZeUe SUeVeQWed Whe
RSSRUWXQLW\ WR be aQRQ\PRXV WR SURWecW
WheLU SeUVRQaO LQfRUPaWLRQ. TheVe VWeSV
ZeUe LQ OLQe ZLWh Whe UecRPPeQdaWLRQV
fURP EULNVVRQ aQd KRYaOaLQeQ (2008). TR
eQVXUe Whe RSSRUWXQLW\ fRU aQRQ\PLW\, Whe
SaUWLcLSaQWV ZeUe SUeVeQWed ZLWh WhLV
SRVVLbLOLW\ aV a gURXS befRUe Whe gURXS
LQWeUYLeZV WRRN SOace, aV ZeOO aV SULYaWeO\
afWeU Whe WUaQVcULSWV had beeQ SURdXced.
OXW Rf Whe 20 SaUWLcLSaQWV LQYROYed LQ Whe
fRcXV gURXS LQWeUYLeZV, WZR SaUWLcLSaQWV
decLded WR be aQRQ\PRXV. ThLV UeTXeVW
ZaV PeW b\ chaQgLQg Whe SaUWLcLSaQWV¶ fLUVW
aQd OaVW QaPeV. ThLV VWXd\ WRRN
SaUWLcLSaQWV' LQWegULW\ aQd cRQfLdeQWLaOLW\
LQWR cRQVLdeUaWLRQ b\ UeVSRQVLbO\ haQdOLQg
SeUVRQaO LQfRUPaWLRQ, ZLWh aQ LPSRUWaQW
SaUW beLQg WhaW Whe ePSLULcaO PaWeULaO ZaV
QRW acceVVed b\ XQaXWhRUL]ed SeRSOe RU
WhLUd SaUWLeV (LLQd, 2019a). The
LQWeUYLeZeeV ZeUe aOVR LQfRUPed abRXW
WheLU abLOLW\ WR caQceO WheLU SaUWLcLSaWLRQ aW
aQ\ SRLQW ZLWhRXW haYLQg WR VWaWe WheLU
UeaVRQ aV WR Zh\.

Reliability
The UeVeaUcheUV haYe VRXghW WR eQVXUe WhLV
VWXd\¶V UeOLabLOLW\ aQd cUedLbLOLW\ b\
cRQVLdeULQg WheVe aVSecWV aV ZeOO aV
aXWheQWLcLW\ aQd YaOLdLW\ WhURXghRXW LWV
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PeWhRdRORgLcaO chRLceV (LLQd, 2019a). The
aXWheQWLcLW\ Rf WhLV VWXd\, ZhLch UefeUV WR
ZheWheU Whe gaWheUed LQfRUPaWLRQ LV
geQXLQe aQd UeSURdXced cRUUecWO\, haV
beeQ PaQaged b\ XVLQg SULPaULO\ VRXUced
LQfRUPaWLRQ WhURXgh fRcXV gURXS
LQWeUYLeZV (LLQd, 2019a). IQWeUYLeZV aUe
RfWeQ XVefXO aV Whe\ SURYLde fLUVW-haQd
LQfRUPaWLRQ abRXW a SheQRPeQRQ (LLQd,
2019a). ThLV LQfRUPaWLRQ Pa\ QRW aOZa\V
be UeOLabOe, hRZeYeU, aV LW LV gLYeQ fURP Whe
SaUWLcLSaQWV¶ SeUVSecWLYe. The SaUWLcLSaQWV
Pa\ PLVOead, UePePbeU SRRUO\, RU gLYe
aQVZeUV WhaW Whe\ beOLeYe Whe LQWeUYLeZeUV
deVLUe LQVWead Rf aQVZeULQg hRQeVWO\ (YLQ
& NLOVVRQ, 2007). HRZeYeU, Whe
UeVeaUcheUV dLd QRW feeO WhaW Whe fRcXV
gURXS SaUWLcLSaQWV VhRZed aQ\ VLgQV Rf
WhLV. The SaUWLcLSaQW dLVcXVVLRQV ZeUe
beOLeYed WR be WUXWhfXO, geQXLQe, aQd
SURYLde aQ e[WeQVLYe XQdeUVWaQdLQg Rf Whe
WRSLc. B\ cRQVLVWeQWO\ deVcULbLQg aQd
RXWOLQLQg WhLV VWXd\¶V PeWhRdRORgLcaO
SURceVVeV, Whe degUee Rf UeOLabLOLW\ ZaV
aOVR VWUeQgWheQed, aV Whe WUaQVSaUeQc\
aOORZV fRU Whe UeSOLcaWLRQ Rf WhLV VWXd\ (YLQ
& NLOVVRQ, 2007).

Limitations
AOWhRXgh beQefLcLaO LQ SURdXcLQg VhaUed
XQdeUVWaQdLQgV, Whe fRcXV gURXS PeWhRd LV
cRXSOed ZLWh LWV aVVRcLaWed ULVNV aQd
OLPLWaWLRQV. FRcXV gURXS UeVeaUch LV
UegaUded aV RSeQ-eQded LQ LWV QaWXUe aQd
caQQRW be fXOO\ SUedeWeUPLQed deVSLWe Whe
e[WeQW Rf SOaQQLQg, aV VRPe SaUWLcLSaQWV
PLghW be UeOXcWaQW WR WaON LQ a gURXS VeWWLQg
(EULNVVRQ & KRYaOaLQeQ, 2008). WheQ
gURXSed WRgeWheU, SaUWLcLSaQWV caQ be
VXVceSWLbOe WR VR-caOOed µgURXSWhLQN¶,
e[ePSOLfLed b\ CUaQg aQd CRRN (2007) aV
a OeadLQg fLgXUe VeWWLQg RXW aQ RSLQLRQ
eaUO\ RQ WhaW caQ be dLffLcXOW WR dLVagUee
ZLWh, LQ Whe face Rf SRVVLbOe hRVWLOe
UeceSWLRQ. ThLV ZRXOd OLPLW aQ\ SRWeQWLaO
fRU deeSeU dLVcXVVLRQV aV Whe gURXS VeWWLQg
cRXOd LQcUeaVe Whe SUeVVXUe fRU cRQVeQVXV
aQd acTXLeVceQce. ThLV LV eVSecLaOO\
UeOeYaQW fRU WhLV VWXd\, aV hXPRU caQ be
hLghO\ VXbMecWLYe aQd a SULYaWe PaWWeU WhaW

SaUWLcLSaQWV Pa\ QRW be cRPSOeWeO\ hRQeVW
abRXW ZheQ e[SUeVVLQg WR RWheUV ZhR
PLghW QRW VhaUe WheLU YLeZV. If Whe WRSLc LV
VeQVLWLYe RU dLffLcXOW WR dLVcXVV, WheUe LV a
ULVN WhaW Whe SaUWLcLSaQWV dR QRW SXUVXe aQ
acWLYe aQd RSeQ dLVcXVVLRQ (EULNVVRQ &
KRYaOaLQeQ, 2008). The UeVeaUcheUV
gXLdLQg Whe dLVcXVVLRQ WhURXgh WheLU
deOLYeU\ Rf TXeVWLRQV caQ aOVR affecW Whe
aQVZeUV gLYeQ b\ Whe SaUWLcLSaQWV, haYLQg
Whe abLOLW\ WR LQfOXeQce aQd beLQg
cR-SURdXceUV Rf Whe TXaOLWaWLYe UeVXOWV
WRgeWheU ZLWh Whe LQWeUYLeZ VXbMecWV
(EULNVVRQ & KRYaOaLQeQ, 2008). AQRWheU
OLPLWaWLRQ UegaUdLQg WhLV VWXd\ LV Whe OacN
Rf XQdeUVWaQdLQg Rf hRZ APeULcaQV
SeUceLYe URaVWLQg aQd WheLU aWWLWXdeV
WRZaUdV Whe VRcLaO PedLa cRQWeQW. ThLV
VWXd\ aVVXPeV WhaW LW LV SRVLWLYeO\ PeW b\
WheVe cRQVXPeUV dXe WR Whe OaUge fROORZLQg
aQd OeYeO Rf eQgagePeQW WhaW Whe WeQd\¶V
TZLWWeU Sage haV. ThLV VWXd\ VROeO\ fRcXVeV
RQ Whe WUaQVfeUabLOLW\ Rf Whe URaVWLQg SMM
VWUaWeg\ WR VSecLfLcaOO\ Whe SZedLVh PaUNeW
aQd hRZ SZedLVh cRQVXPeUV cRXOd
SeUceLYe LW. IW dReV QRW cRPSaUe Whe
cRQVXPeU aWWLWXdeV beWZeeQ Whe USA aQd
SZedeQ. ThLV decLVLRQ ZaV Pade dXe WR
Whe OacN Rf UeVRXUceV aQd WLPe aYaLOabOe.

PUecaXWLRQV ZeUe WaNeQ dXULQg WhLV VWXd\ WR
PLQLPL]e PeWhRdRORgLcaO OLPLWaWLRQV. FRU
LQVWaQce, WR eQVXUe WhaW Whe SaUWLcLSaQWV
ZeUe cRPfRUWabOe ZLWh beLQg LQWeUYLeZed
LQ a gURXS VeWWLQg, Whe\ ZeUe faPLOLaUL]ed
ZLWh Whe LQWeUYLeZ VW\Oe ahead Rf WLPe aQd
aVNed Lf Whe\ aSSURYed Rf beLQg
LQWeUYLeZed LQ WhLV Za\. DXULQg Whe
LQWeUYLeZ, Whe SaUWLcLSaQWV ZeUe aOVR aVNed
RSeQ aQd QRQ-OeadLQg TXeVWLRQV LQ RUdeU WR
UeYeaO WheLU WUXe RSLQLRQV aQd aWWLWXdeV
abRXW Whe LQWeUYLeZ WRSLcV (PaWeO &
DaYLdVVRQ, 2011). SSecLfLc LQdLYLdXaOV
ZhR dLd QRW e[SUeVV WhePVeOYeV ZeUe
VSecLfLcaOO\ caOOed XSRQ WR haYe aQ
RSSRUWXQLW\ WR VhaUe WheLU WhRXghWV VR WhaW
QR SaUWLcLSaQW ZaV OefW RXW Rf Whe
dLVcXVVLRQ. The SaUWLcLSaQWV¶ aQVZeUV ZeUe
aOVR PeW ZLWh ZRUdV Rf cRQfLUPaWLRQ aQd
eQcRXUagePeQW (e.g., ³gUeaW aQVZeU´) WR
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bXLOd SaUWLcLSaQW cRXUage aQd SURPRWe
dLVcXVVLRQ (DaOeQ, 2015).

Findings
The fLQdLQgV chaSWeU aQaO\]eV facWRUV
SRVLWLYeO\ affecWLQg cXVWRPeU eQgagePeQW
aPRQg SZedLVh cRQVXPeUV, hRZ cXOWXUaO
dLffeUeQceV Pa\ affecW cXVWRPeU
eQgagePeQW, aQd cRQVXPeUV¶ aYRLdaQce Rf
LQaXWheQWLc cRQWeQW. The aQaO\VLV ZLOO gLYe
LQVLghW LQWR SZedLVh cRQVXPeUV'
SeUceSWLRQ Rf Whe URaVWLQg VWUaWeg\, ZLWh
hLgh-TXaOLW\ aQd UeOaWabOe cRQWeQW
LQceQWLYL]LQg eQgagePeQW, aQd SeUceLYed
fRUeLgQQeVV, OacN Rf aXWheQWLcLW\, aQd
LQabLOLW\ WR fRVWeU cXVWRPeU-fLUP
UeOaWLRQVhLSV OLPLWLQg eQgagePeQW.

Factors That Positively Affect
Customer Engagement Among Swedish
Consumers

QXaliW\ of HXmoU in ConWenW
ThURXgh Whe cRXUVe Rf WhLV VWXd\, fRcXV
gURXS SaUWLcLSaQWV ePShaVL]ed WhaW Whe
TXaOLW\ Rf Whe cRQWeQW LV a deWeUPLQLQg
facWRU LQ eQcRXUagLQg WheP WR µOLNe¶ RU
VhaUe Whe bUaQded cRQWeQW ZLWh WheLU VRcLaO
cLUcOe. WheQ aVNed ZhaW VSecLfLc aWWULbXWeV
ZRXOd eOeYaWe Whe YaOXe Rf Whe SRVWed
cRQWeQW, hXPRU ZaV QeaUO\ XQaQLPRXVO\
agUeed XSRQ. The\ aQVZeUed WhaW Whe\
ZRXOd eQgage ZLWh hXPRURXV VRcLaO PedLa
cRQWeQW WR a faU hLgheU degUee WhaQ cRQWeQW
WhaW ZaV QRW. ThLV caQ be XQdeUVWRRd
WhURXgh dLffeUeQW cXVWRPeU eQgagePeQW
WheRULeV eVWabOLVhed b\ MXQWLQga eW aO.
(2011), LXaUQ eW aO. (2015), Ge aQd GUeW]eO
(2017), aQd Me\eU (2000). TheVe VWXdLeV
VXggeVW WhaW cRQWeQW ZLWh eQWeUWaLQLQg aQd
fXQQ\ aVSecWV aUe effecWLYe LQ eQcRXUagLQg
cRQVXPeUV WR µOLNe¶, cRPPeQW, aQd VhaUe.
TheLU fLQdLQgV aUe PLUURUed LQ Whe fRcXV
gURXS dLVcXVVLRQV ZLWh SaUWLcLSaQWV Va\LQg
WhaW Whe\ ZaQW WR VhaUe fXQQ\ cRQWeQW ZLWh
WheLU fULeQdV, eVSecLaOO\ RQ VRcLaO PedLa, aV
WheVe LQdLYLdXaOV aUe aOUead\ VhaULQg
PePeV aQd RWheU MRNeV RQ Whe dLffeUeQW
SOaWfRUPV WR VaWLVf\ WheLU SV\chRORgLcaO

QeedV (LL eW aO., 2020). AgQeV SUeVeQWV
PaQWaMeUa aV aQ e[aPSOe:

³BXW UemembeU WhoVe PanWaMeUa
commeUcialV? I WhoXghW Whe\ ZeUe Vo
hilaUioXV. I VhaUed almoVW eYeU\ Vingle one
ZiWh m\ fUiendV.´ - AgQeV

HXPRU haYLQg a SRVLWLYe effecW RQ
cXVWRPeU eQgagePeQW (MXQWLQga eW aO.,
2011; LXaUQ eW aO., 2015; Ge & GUeW]eO,
2017; Me\eU, 2000) ZaV aOVR fRXQd WR be
WUaQVfeUabOe WR URaVWLQg. IQ Whe fRcXV
gURXSV, cRQVXPeUV ZeUe aVNed ZhaW Whe\
WhRXghW Rf Whe VRcLaO PedLa VWUaWeg\ aQd
LQWeUYLeZeeV XQaQLPRXVO\ agUeed WhaW Whe\
eQMR\ed Whe cRQWeQW, ZLWh QeaUO\ aOO
SaUWLcLSaQWV Va\LQg Whe\ ZRXOd aOVR µOLNe¶
aQd VhaUe Whe cRQWeQW ZLWh WheLU fULeQdV. A
PLQRU bXW VLgQLfLcaQW gURXS Rf SaUWLcLSaQWV
eYeQ e[SUeVVed a ZLOOLQgQeVV WR fROORZ a
Sage OLNe WeQd\¶V WR NeeS UeceLYLQg
VLPLOaU cRQWeQW. WheQ aVNed Zh\,
SaUWLcLSaQWV e[SOaLQed WhaW Whe fXQQ\
QaWXUe Rf Whe cRQWeQW PaNeV LW YaOXabOe aQd
ZRUWh VhaULQg.

³IW'V jokeV, eYeU\bod\ likeV jokeV. If iW'V a
good cleYeU joke, people aUe going Wo like
iW. People aUe going Wo Whink, µOh, WhaW'V
cool!¶ and UeWZeeW.´ - OOOe

IW VeePV WhaW cRPSaQLeV caQ dUaZ
cXVWRPeUV WR WheP aQd eQcRXUage
eQgagePeQW b\ SURYLdLQg cRQVXPeUV ZLWh
cRQWeQW WhaW Whe\ aUe aQ\Za\V VeeNLQg RXW
RQ VRcLaO PedLa, VXch aV PePe-hXPRU aQd
MRNeV LQ WeQd\¶V caVe. HRZeYeU,
SaUWLcLSaQWV dR VWUeVV WhaW Whe TXaOLW\ Rf Whe
cRQWeQW aQd MRNeV LV eVVeQWLaO fRU LWV
VXcceVV. IW WheUefRUe becRPeV cUXcLaO fRU
Whe hXPRU, MRNeV, RU PePeV beLQg XVed LQ
Whe cRQWeQW WR be XS WR daWe aQd UeOeYaQW.
ThLV caQ be e[SOaLQed b\ Whe fLQdLQgV fURP
LL eW aO. (2020) UegaUdLQg Whe LPSRUWaQce
Rf beLQg SURacWLYe LQ RUdeU WR SURPRWe
cXVWRPeU eQgagePeQW. IW ZRXOd QRW
fXQcWLRQ WR XVe ROd aQd RXWdaWed hXPRU, aV
WhLV ZRXOd PaNe Whe cRQWeQW OeVV YaOXabOe
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WR Whe cRQVXPeU, aQd Whe\ ZRXOd LQ WXUQ QR
ORQgeU VeeN LW RXW.

³Yeah, \oX can Ueall\ Well Zhich oneV aUe
acWXall\ fXnn\, Zhich oneV aUe YeU\
foUced.´ - OVcaU J.

CRQVXPeUV eQMR\ aQd aUe cXULRXV abRXW
QRYeOW\ aQd Whe OaWeVW WUeQdV. The VaPe
aSSOLeV WR WeQd\¶V aQd WheLU URaVWLQg
cRQWeQW. SZedLVh cRPSaQLeV ZLOO QRW be
abOe WR cRS\ ROd cRQWeQW fURP WeQd\¶V fRU
e[aPSOe, bXW PXVW LQVWead SURacWLYeO\
VeaUch fRU Whe OaWeVW MRNeV aQd WUeQdV LQ
RUdeU WR VWa\ UeOeYaQW aQd SURYLde cRQWeQW
WhaW LV SeUceLYed aV YaOXabOe b\ cRQVXPeUV.
The URaVWLQg fRUPaW cRXOd be aSSOLed, bXW
Whe MRNeV aQd hXPRU beLQg XVed PXVW be
QeZ aQd fUeVh. FLa e[SOaLQV WhaW cRPSaQLeV
ZLOO haYe WR NeeS XSdaWLQg Whe hXPRU
beLQg XVed RQ WheLU VRcLaO PedLa SageV LQ
RUdeU WR VWa\ UeOeYaQW:

³IW'V impoUWanW Wo folloZ and keep Xp ZiWh
Whe WimeV, and XndeUVWand Whe diVcoXUVe of
Woda\'V \oXWh.´ - FLa

AccRUdLQg WR SaUWLcLSaQWV, ZheQ Whe
cRQWeQW beLQg SRVWed LV Rf TXaOLW\ aQd
fXOfLOOV Whe afRUePeQWLRQed cULWeULa Rf beLQg
WUXO\ fXQQ\, UeOeYaQW, aQd XS WR daWe, LW LV
deePed PRUe YaOXabOe aQd cRQVXPeUV aUe
WheUefRUe PRUe OLNeO\ WR eQgage ZLWh Whe
bUaQded cRQWeQW aQd acW aV SVeXdR
PaUNeWeUV (MXQWLQga eW aO., 2011).
WeQd\¶V URaVWLQg cRQWeQW ZaV aSSUecLaWed
b\ SZedeV aQd cRXOd WheUefRUe LQLWLaOO\
fXQcWLRQ aV a VWUaWeg\ fRU cXVWRPeU
eQgagePeQW. HRZeYeU, fRU Whe cRQWeQW WR
PaLQWaLQ LWV YaOXe WR cRQVXPeUV aQd VecXUe
cXVWRPeU eQgagePeQW RYeU WLPe, LW PXVW be
XSdaWed LQ accRUdaQce ZLWh Whe OaWeVW
LQWeUQeW hXPRU aQd WUeQdV.

³If iW'V good conWenW, if people Whink iW'V
fXnn\, and if iW'V good UoaVWing, I Whink iW iV
definiWel\ a good Za\ Wo Ueach man\
people YeU\ qXickl\.´ - AgQeV

RelaWabiliW\ of ConWenW
AQRWheU facWRU WhaW SaUWLcLSaQWV ePShaVL]e
UegaUdLQg hRZ eQgagLQg VRcLaO PedLa
cRQWeQW LV, LV Whe UeOaWabLOLW\ Rf VaLd
cRQWeQW. ThLV LV LQ agUeePeQW ZLWh SUeYLRXV
OLWeUaWXUe abRXW Whe LPSRUWaQce Rf
UeOaWabLOLW\ LQ Whe acceSWaQce Rf adYeUWLVLQg
(WeLQbeUgeU & GXOaV, 1992). WheQ
SUeVeQWed ZLWh Whe WeQd\¶V URaVWLQg
cRQWeQW, Whe\ fRXQd LW WR be UeOaWabOe aQd
WheUefRUe ZRUWh\ Rf eQgagePeQW. The
hXPRU, baVed RQ LQWeUQeW aQd PePe
cXOWXUe, beLQg XVed LV VSecLfLcaOO\ ZhaW Whe
SaUWLcLSaQWV fRXQd WR be UeOaWabOe. HaYLQg
gURZQ XS ZLWh Whe LQWeUQeW, Whe age
dePRgUaShLc WhaW Whe LQWeUYLeZeeV fLQd
WhePVeOYeV LQ (18-30 \eaUV ROd) haV a
SUe-eVWabOLVhed cRPPXQLW\ cRPSRVed Rf
SeRSOe SaUWLcLSaWLQg LQ a cXOWXUe aQd hXPRU
VSecLfLc WR Whe LQWeUQeW. The\, WheUefRUe,
aSSUecLaWe Whe MRNeV beLQg Pade b\
WeQd\¶V aV Whe\ aUe baVed RQ Whe
cRPPXQLW\¶V cXOWXUe.

³EYeU\one WhaW VoUW of haV gUoZn Xp ZiWh
Whe inWeUneW, I'd Va\. The\ ZoXld appUeciaWe
iW. All jokeV aUe baVed aUoXnd Whe Vame
inWeUneW cXlWXUe.´ - HaQQeV

The fRcXV gURXS dLVcXVVLRQV caQ be
XQdeUVWRRd WhURXgh RLecNeQ aQd HeQVeO¶V
(2012) WheRU\ RQ hRZ SeRSOe aUe PRUe
aSSUecLaWLYe Rf cRQWeQW WhaW PaWcheV WheLU
hXPRU. AV Whe SaUWLcLSaQWV LQ WhLV VWXd\
caQ LdeQWLf\ WheLU LQWeUQeW-baVed hXPRU aQd
cXOWXUe LQ WeQd\¶V cRQWeQW, Whe\ fLQd LW
fXQQLeU aQd aUe PRUe OLNeO\ WR UeVSRQd
SRVLWLYeO\ aQd eQgage ZLWh LW. NRUa
YRcaOL]eV WhLV ZheQ Vhe VWaWeV:

³I feel moUe connecWed ZiWh Wend\'V Vince
I peUVonall\ Whink iW'V fXnn\ and VomeWhing
I can UelaWe Wo. Wend\'V conWenW iV
VomeWhing I can inWeUacW ZiWh and like and
commenW and VhaUe ZiWh m\ fUiendV.´
- NRUa

WeQd\¶V WaNeV adYaQWage Rf Whe aOUead\
eVWabOLVhed cXOWXUe WhaW e[LVWV RQ Whe
LQWeUQeW aPRQg Whe \RXQgeU geQeUaWLRQ aQd
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WULeV WR WLe WhePVeOYeV WR LW b\ SURdXcLQg
MRNeV aQd cRQWeQW baVed RQ Whe cXOWXUe. IQ
WhLV PaQQeU, WeQd\¶V PaQageV WR dLgLWaOO\
bULQg LQ Whe \RXQgeU LQWeUQeW cRPPXQLW\
aQd dUaZ WheP WR WheLU cRQWeQW. WeQd\¶V
VXcceVV ZLWhLQ cXVWRPeU eQgagePeQW
PaNeV VeQVe ZheQ aQaO\]ed WhURXgh Whe
SeUVSecWLYe Rf e[SeULeQWLaO eQgagePeQW aV
e[SOaLQed b\ HaUPeOLQg eW aO. (2016) aQd
SchRXWeQ eW aO. (2007). WeQd\¶V SMM
VWUaWeg\ bULQgV SeRSOe fURP a cRPPXQLW\
WRgeWheU ZhLOe PaNLQg WhePVeOYeV a SaUW Rf
LW, eVWabOLVhLQg cRQQecWLRQV ZLWh
cRQVXPeUV aQd eQcRXUagLQg WheP WR
eQgage ZLWh WheLU cRQWeQW b\ PaNLQg WheP
feeO aV WhRXgh Whe\ aUe a SaUW Rf VRPeWhLQg
OaUgeU (HaUPeOLQg eW aO., 2016; SchRXWeQ eW
aO., 2007). ThLV eYeQ VeePV WR be Whe caVe
fRU SZedeV, aV SaUWLcLSaQWV LQ WhLV VWXd\
aOVR feOW WhaW Whe\ ZeUe a SaUW Rf WhLV
LQWeUQeW cRPPXQLW\ aQd cRXOd aOVR UeOaWe
WR Whe LQWeUQeW hXPRU beLQg XVed b\ Whe
URaVWLQg SMM VWUaWeg\. The\ Vee Whe
cRQWeQW aV UeOaWabOe WR WhePVeOYeV aQd
PRVW SeRSOe LQ WheLU age dePRgUaShLc,
VXggeVWLQg WhaW WheVe SeRSOe aUe PRUe
OLNeO\ WR eQgage ZLWh URaVWLQg cRQWeQW aQd
acW aV SVeXdR PaUNeWeUV (HaUPeOLQg eW aO.,
2016). The VWUaWeg\ Pa\ WheUefRUe, fRU Whe
PRVW SaUW, MXVW be WUaQVfeUabOe WR Whe
\RXQgeU SZedLVh age dePRgUaShLc UaWheU
WhaQ ROdeU RQeV, aV WheVe aUe QRW a SaUW Rf
Whe cRPPXQLW\ WR Whe VaPe e[WeQW. The
SaUWLcLSaQWV LQ WhLV VWXd\ WRRN QRWLce Rf WhLV
VSecLfLc WaUgeWLQg.

³ThiV feelV moUe WaUgeWed WoZaUdV a
\oXngeU aXdience, Whan an oldeU one. OXU
age ZoXld find WhiV fXnn\. M\ mom ZoXld
pUobabl\ noW find iW WhaW fXnn\.´ - MaOLQ

The SaUWLcLSaQWV dR beOLeYe WhaW WheUe Pa\
be VRPe dLffLcXOWLeV LQ UeOaWLQg WR Whe
SZedLVh cRQVXPeU Lf cRPSaQLeV decLde WR
adRSW Whe URaVWLQg VWUaWeg\, hRZeYeU. The\
dLVcXVV a OaQgXage aQd hXPRU baUULeU,
beOLeYLQg WhaW LW ZRXOd be ZeLUd Lf a
SZedLVh cRPSaQ\ VXddeQO\ decLdeV WR
VWaUW SRVWLQg APeULcaQL]ed cRQWeQW LQ
EQgOLVh. FURP a bUaQd aXWheQWLcLW\

SeUVSecWLYe, LW VeePV WhaW Whe SaUWLcLSaQWV
aOUead\ haYe aQ Ldea Rf hRZ SZedLVh
bUaQdV VhRXOd adYeUWLVe aQd beOLeYe WhaW
APeULcaQ-baVed cRQWeQW LQ EQgOLVh ZRXOd
QRW be fLWWLQg (BeYeUOaQd, 2006; ELgeQUaaP
eW aO., 2021; GUa\VRQ & MaUWLQec, 2004).
The\ e[SUeVV WhaW LW ZRXOd be Rdd Lf
SZedLVh cRPSaQLeV ZeUe WR PRYe RQ fURP
WheLU SZedLVh VW\Oe Rf cRPPXQLcaWLRQ LQ
faYRU Rf RQe WhaW ZaV PRUe APeULcaQ:

³I Whink man\ ZoXld peUceiYe WhaW WhiV
SZediVh compan\ iV cop\ing Whe VWUaWeg\
of a laUgeU AmeUican compan\. So I Whink
if Whe\ VWaUWed Whe e[acW Vame Whing on
TZiWWeU, people ZoXld pUobabl\ Whink WhaW
WheVe gX\V jXVW copied ZhaW oWheUV did in
Whe USA.´ - NeVWRU

³IW ZoXld be ZeiUd if a Uandom compan\
heUe VWaUWed Wo do WhiV and jXVW Uipped iW
off.´ - FLa

PaUWLcLSaQWV LQ Whe fRcXV gURXSV e[SUeVV
WhaW Whe\ ZRXOd feeO PRUe cRQQecWed WR a
SZedLVh bUaQd aQd LWV VRcLaO PedLa cRQWeQW
Lf WheLU SRVWV ZeUe LQ SZedLVh aQd XVed
SZedLVh hXPRU UaWheU WhaQ MXVW cRS\LQg
WeQd\¶V URaVWLQg hXPRU. ThLV PaNeV VeQVe
fURP a bUaQd aXWheQWLcLW\ SeUVSecWLYe aV
Whe cRPSaQLeV ZRXOd QR ORQgeU be
deYLaWLQg fURP WheLU SUecRQceLYed
e[SecWaWLRQV (BeYeUOaQd, 2006; ELgeQUaaP
eW aO., 2021; GUa\VRQ & MaUWLQec, 2004). IW
ZRXOd aOVR PaNe WheLU cRQWeQW PRUe
UeOaWabOe ZheQ WaNLQg Whe e[SeULeQWLaO
eQgagePeQW SeUVSecWLYe LQWR accRXQW, aV
cRPSaQLeV ZRXOd eVWabOLVh a VPaOOeU aQd
WLghWeU VeQVe Rf cRPPXQLW\ baVed QRW RQO\
RQ Whe LQWeUQeW bXW aOVR RQ QaWLRQaOLW\ aQd
OaQgXage (HaUPeOLQg eW aO., 2016;
SchRXWeQ eW aO., 2007). The SaUWLcLSaQWV LQ
WhLV VWXd\ YaOXe aQd deVLUe WR PaLQWaLQ Whe
SZedLVh cRPPXQLWLeV aQd cRQQecWLRQV
Whe\ haYe ZLWh SZedLVh bUaQdV (HaUPeOLQg
eW aO., 2016; SchRXWeQ eW aO., 2007). The\
WheUefRUe deVcULbe a Qeed fRU adaSWLQg Whe
cRQWeQW WR fLW ZLWh Whe VW\Oe Rf hXPRU aQd
PePeV SUeYaOeQW LQ SZedeQ, UaWheU WhaQ
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bOaWaQWO\ cRS\LQg WeQd\¶V PRUe APeULcaQ
VW\Oe Rf hXPRU:

³I Whink if Whe\ ZUoWe in EngliVh iW ZoXld be
kind of obYioXV WhaW iW ZaV a VWUaWeg\. I
ZoXld be moUe aZaUe of iW. Ma\be if Whe\
ZUoWe iW in SZediVh and iW ZaV YeU\
UelaWable Wo SZeden and ZhaW'V happening
noZ, I Whink I ZoXld find iW Ueall\ fXnn\.´
- Ebba

The dLVcRQQecWLRQ Rf SZedLVh cRPSaQLeV
SRVWLQg APeULcaQ VW\Oed cRQWeQW ZaV
aSSaUeQW ZheQ SaUWLcLSaQWV Rf Whe fRcXV
gURXSV ZeUe SUeVeQWed ZLWh Whe
ShRWRVhRSSed WeQd\¶V WZeeWV WhaW ZeUe
Pade WR ORRN aV Lf MAX SRVWed WheP. The
SaUWLcLSaQWV feOW WhaW Whe fLW ZaV ZeLUd aQd
dLd QRW beOLeYe WhaW WheLU QeZ cRQWeQW
UefOecWed Whe cRPSaQ\ SURSeUO\. ThLV VWXd\
WheUefRUe fLQdV WhaW fRU Whe URaVWLQg SMM
VWUaWeg\ WR be WUXO\ WUaQVfeUabOe WR Whe
SZedLVh PaUNeW, Whe cRQWeQW Rf Whe VWUaWeg\
VhRXOd be adaSWed WR Whe SZedLVh OaQgXage
aQd hXPRU. The SaUWLcLSaQWV beOLeYe WhaW
WhLV ZRXOd PaNe Whe cRQWeQW PRUe UeOaWabOe
aQd YaOXabOe, aQd WhaW Whe\ ZRXOd LQ WXUQ
be PRUe OLNeO\ WR eQgage ZLWh Whe cRQWeQW:

³Ma\be Whe\ can do SZediVh memeV oU
VomeWhing WhaW Whe SZediVh popXlaWion can
UelaWe Wo. The\ ZoXld haYe Wo adapW Whe
hXmoU Wo SZeden. Since Whe\ aUe a
SZediVh compan\ and don'W haYe WhaW
man\ UeVWaXUanWV ZoUldZide. I can'W Ueall\
UelaWe Whe memeV oU Whe conWenW Wo MAX aV
a compan\.´ - NRUa

TheVe fLQdLQgV RSeQ XS Whe TXeVWLRQ Lf
SZedeV haYe a VeQVe Rf QaWLRQaO SULde aQd
SUefeUeQce ZheQ LW cRPeV WR WheLU dRPeVWLc
bUaQdV. TheUe VeePV WR be a deVLUe aPRQg
cRQVXPeUV fRU WheLU SZedLVh cRPSaQLeV WR
acW SZedLVh aQd PaLQWaLQ WheLU heULWage LQ
WheLU cRPPXQLcaWLRQ. The e[WeQW WR ZhLch
WhLV LV WUXe VhRXOd be fXUWheU LQYeVWLgaWed
LQ fXWXUe UeVeaUch. CRPSaQLeV hRSLQg WR
LPSURYe cXVWRPeU eQgagePeQW aQd bXLOd
VWURQg cRQQecWLRQV ZLWh cRQVXPeUV
WhURXgh Whe XVe Rf Whe URaVWLQg SMM

VWUaWeg\ VhRXOd VWLOO NeeS WhLV LQWR accRXQW
WhRXgh aQd adaSW Whe cRQWeQW accRUdLQgO\.

BUand ConnecWion
DXULQg Whe fRcXV gURXSV, SaUWLcLSaQWV
PeQWLRQed WhaW haYLQg a deeSeU cRQQecWLRQ
ZLWh bUaQdV Pade WheLU cRQWeQW PRUe
YaOXabOe aQd ZaV aQ effecWLYe Za\ WR
SURPRWe ORQg-WeUP eQgagePeQW aQd
VWURQgeU cXVWRPeU UeOaWLRQVhLSV. WheQ
Whe\ ZeUe SUeVeQWed ZLWh WeQd\¶V WZeeWV,
Whe\ feOW OeVV cRQQecWed WR Whe bUaQd aQd
WheUefRUe Whe WZeeWV VLQce Whe\ had QRW
SUeYLRXVO\ eaWeQ aW RU LQWeUacWed ZLWh
WeQd\¶V. IQ cRQWUaVW ZLWh Whe VRcLaO
e[chaQge WheRU\ (BOaX, 1964), Whe
SaUWLcLSaQWV Rf WhLV VWXd\ dLd QRW
QeceVVaULO\ feeO a deeSeU cRQQecWLRQ WR
WeQd\¶V aV a bUaQd, eYeQ WhRXgh Whe\
fRXQd WheLU cRQWeQW fXQ aQd eQgagLQg.
DeVSLWe beLQg ZLOOLQg WR µOLNe¶ aQd VhaUe
Whe cRQWeQW Whe\ deePed YaOXabOe ZLWh
WheLU VRcLaO cLUcOe, cUeaWLQg a ZLQ-ZLQ
UeOaWLRQVhLS beWZeeQ Whe fLUP aQd
cXVWRPeUV (CURSaQ]aQR & MLWcheOO, 2005),
Whe UeOaWLRQVhLS ZaV OLPLWed WR WhLV, aQd QR
deeSeU VeQVe Rf cRQQecWLRQ ZaV RbVeUYed
beWZeeQ cRQVXPeUV aQd Whe bUaQd.

³Since WhiV compan\ iV noW local, I don¶W
Whink iW iV aV UelaWable, becaXVe iW'V Vo faU
aZa\. So ma\be \oX don'W caUe Zhen \oX
Vee iW and \oX jXVW Vee iW aV a fXnn\ Whing.´
- LLVa

AccRUdLQg WR HaUPeOLQg eW aO. (2016) aQd
LL eW aO. (2020), WhLV cRXOd PeaQ WhaW
URaVWLQg ZRXOd RQO\ be WUaQVfeUabOe fRU a
VhRUW LQLWLaO WLPe SeULRd, aV cRQVXPeUV ZLOO
OacN Whe feeOLQg Rf SV\chRORgLcaO
RZQeUVhLS Rf Whe bUaQd WhaW ZRXOd heOS
ZLWh ORQg-WeUP cXVWRPeU eQgagePeQW. NRW
haYLQg a deeSeU cRQQecWLRQ aQd
UeOaWLRQVhLS cRXOd WheUefRUe Oead WR
dLPLQLVhLQg effecWLYeQeVV Rf Whe VWUaWeg\
RYeU WLPe. PaUWLcLSaQWV LQ WhLV VWXd\ echR
WhLV RSLQLRQ:

³So in WhaW VenVe, UegaUding VhoUW-WeUm
YiVibiliW\, likeV, and inWeUacWionV, Wend\'V
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VWUaWeg\ iV gUeaW. BXW I'm noW VXUe if iW'V
VXVWainable in Whe long-WeUm.´ - AgQeV

TR achLeYe a ORQgeU OaVWLQg VWUaWeg\, Whe
SaUWLcLSaQWV LQ WhLV VWXd\ e[SUeVV a Qeed fRU
a deeSeU PeaQLQg Rf Whe bUaQd VXch aV
MAX¶V effRUWV ZLWh VRcLaO aQd
eQYLURQPeQWaO UeVSRQVLbLOLW\, a WRSLc WhaW LV
YeU\ SRSXOaU aQd PeaQLQgfXO aPRQg
SZedeV. PaUWLcLSaQWV LQ WhLV VWXd\ aOVR
UefeU WR OaWO\ LQ WhLV caVe, e[SOaLQLQg WhaW
WheLU cXVWRPeUV haYe VWURQgeU UeOaWLRQVhLSV
ZLWh WheLU bUaQd becaXVe WheLU bUaQd LV
deeSO\ WLed WR eQYLURQPeQWaO acWLYLVP.
OaWO\¶V SMM VWUaWeg\ VSecLfLcaOO\ WaUgeWV
WheLU cXVWRPeUV aQd Whe cRPPXQLW\ Whe\
haYe bXLOW aURXQd LQdLYLdXaOV LQWeUeVWed LQ
eQYLURQPeQWaO UeVSRQVLbLOLW\. FURP aQ
e[SeULeQWLaO eQgagePeQW SeUVSecWLYe,
OaWO\ bULQgV WheLU cRPPXQLW\ WRgeWheU b\
SURYLdLQg cRQWeQW WhaW aWWUacWV aQd bULQgV
cXVWRPeUV WR WheLU VRcLaO PedLa SageV
(HaUPeOLQg eW aO., 2016; SchRXWeQ eW aO.,
2007). TheLU cRQWeQW LV ceQWeUed aURXQd
eQYLURQPeQWaO WRSLcV VXch aV EU
UegXOaWLRQV aQd WheLU faLOXUe WR be VWULcWeU
UegaUdLQg ePLVVLRQ UedXcWLRQV. ThLV
cRQWeQW SURYLdeV cXVWRPeUV ZLWh PRUe
RSSRUWXQLWLeV WR eQgage ZLWh Whe cRPSaQ\
aQd LWV YaOXeV, aQd caQ Oead WR ORQg-WeUP
cXVWRPeU-fLUP UeOaWLRQVhLSV dXe WR Whe
ePRWLRQaO aQd VRcLaO cRQQecWLRQV
cRQVXPeUV VWaUW WR PaNe ZLWh Whe cRPSaQ\
(SchRXWeQ eW aO., 2007; AUQRXOd & PULce,
1993).

³OaWl\ VWandV foU a loW of big YalXeV.
The\'Ue WU\ing Wo be peUVonable ZiWh WheiU
WZeeWV and inWeUacW cloVel\ and e[clXViYel\
ZiWh WheiU cXVWomeUV becaXVe Whe\ haYe a
YeU\ Vpecific cXVWomeU baVe.´ - HaQQa E.

OaWO\ aOVR VSeaNV WR WheLU cXVWRPeU baVe
dLUecWO\ WhURXgh WheLU VRcLaO PedLa SRVWV
b\ aVNLQg WheLU cXVWRPeUV Lf Whe\ aUe
haYLQg a gRRd da\ aQd Lf Whe\ haYe had a
OaWWe WRda\. The LQWeUYLeZeeV aSSUecLaWe
Whe SRVLWLYe WRQe aQd dLUecW cRPPXQLcaWLRQ
WR cXVWRPeUV fRXQd LQ WhLV cRQWeQW. The\

aOVR e[SeULeQce WheLU cRQWeQW aV LQWLPaWe
aQd hXPaQL]ed. IQ WeUPV Rf Whe
e[SeULeQWLaO eQgagePeQW WheRU\, Whe
SaUWLcLSaQWV beOLeYe WhaW cUeaWLQg VWURQgeU
cRPPXQLWLeV aURXQd UeaO YaOXeV aQd WheQ
cRPPXQLcaWLQg dLUecWO\ aQd LQWLPaWeO\
ZLWh VaLd cRPPXQLWLeV ZRXOd be PRUe
effecWLYe LQ bXLOdLQg aQd PaLQWaLQLQg
ORQgeU OaVWLQg cXVWRPeU-fLUP UeOaWLRQVhLSV
(HaUPeOLQg eW aO., 2016; SchRXWeQ eW aO.,
2007; AUQRXOd & PULce, 1993).

³Yeah, Whe WZeeWV aUe gUeaW. The\ giYe like
a peUVonal WoXch Wo iW, \oX feel like iW'V a
Ueal peUVon behind WhiV.´ - AQdUeaV

OaWO\ haV a VWURQgO\ defLQed bUaQd
UegaUdLQg eQYLURQPeQWaO UeVSRQVLbLOLW\ WhaW
WheLU cXVWRPeUV aOUead\ fLQd WhePVeOYeV
aWWached WR. The SaUWLcLSaQWV fLQd WhLV WR be
aQ LPSRUWaQW facWRU LQ Whe VXVWaLQabLOLW\ Rf
WheLU cRQWeQW eQgagePeQW, aV Whe\ beOLeYe
LQdLYLdXaOV WhaW ZeUe aOUead\ cRQQecWed
ZLWh Whe bUaQd aUe PRUe OLNeO\ WR µOLNe¶,
cRPPeQW, aQd VhaUe WheLU cRQWeQW LQ Whe
ORQg-WeUP. TheLU aSSURach WheUefRUe
fXQcWLRQV beWWeU LQ UeWaLQLQg WheLU cXUUeQW
cRQVXPeUV RYeU WLPe UaWheU WhaQ gaLQLQg
QeZ fROORZeUV (HaUPeOLQg eW aO., 2016;
SchRXWeQ eW aO., 2007; AUQRXOd & PULce,
1993). The LQWeUYLeZeeV dR hRZeYeU VWLOO
agUee WhaW, aOWhRXgh LW Pa\ be
XQVXVWaLQabOe LQ Whe ORQg-WeUP, WeQd\'V
VWUaWeg\ ZRXOd haYe PRUe eQgagePeQW aQd
a OaUgeU Ueach WhURXgh WheLU VWULNLQg aQd
hXPRULVWLc aSSURach. HeUe WhLV VWXd\ fLQdV
a dLffeUeQce beWZeeQ Whe effecW OaWO\¶V aQd
WeQd\¶V VWUaWegLeV Pa\ haYe. WhLOe
OaWO\¶V VWUaWeg\ LV fRcXVed RQ UeWaLQLQg
ORQg-WeUP cRPSaQ\-cXVWRPeU UeOaWLRQVhLSV
aQd eQgagePeQW, Whe URaVWLQg SMM
VWUaWeg\ VeePV WR be PRUe fRcXVed RQ hLgh
eQgagePeQW aQd YLVLbLOLW\ LQ Whe
VhRUW-WeUP. FRU URaVWLQg aV a VWUaWeg\ WR be
WUaQVfeUabOe LQ Whe ORQg-WeUP, LW caQ
WheUefRUe be aUgXed WhaW cRPSaQLeV Qeed a
bUaQd ZLWh a deeSeU PeaQLQg LQ RUdeU WR
bXLOd VWURQgeU cRPPXQLWLeV aQd WheUeafWeU
cRXSOe WhLV PeaQLQg ZLWh WheLU SMM
cRQWeQW. IW LV PRVW OLNeO\ QRW eQRXgh WR be
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VROeO\ fXQQ\ RQ Whe cRPSaQLeV¶ VRcLaO
PedLa SOaWfRUPV VLQce LW ZLOO QRW bXLOd
VWURQg UeOaWLRQVhLSV ZLWh SZedLVh
cXVWRPeUV, aV SaUWLcLSaQWV LQ WhLV VWXd\ dLd
QRW feeO cRPSaQ\ cRQQecWLRQV WhURXgh Whe
URaVWLQg cRQWeQW, ZhLch ZLOO SURbabO\
UeVXOW LQ aQ XQVXVWaLQabOe aQd VhRUW OaVWLQg
VWUaWeg\.

A Differing Culture May Lead To a
Differing Appreciation for Roasting
MRVW LQWeUYLeZeeV VWaWed WhaW Whe\ haYe
SUeYLRXVO\ beeQ e[SRVed WR URaVWLQg LQ
YaULRXV cRQWe[WV, RYeUVeaV aQd
dRPeVWLcaOO\, beWZeeQ SeRSOe, cRPSaQLeV
aQd VSRUWV WeaPV WhURXgh bRWh WUadLWLRQaO
PedLa aQd RQOLQe VeWWLQgV. The e[aPSOeV
Whe\ gLYe LQcOXde VRcLaO PedLa, ceOebULW\
URaVWV RQ WeOeYLVLRQ, aQd PeVVage bRaUdV
VXch aV ReddLW. RRaVWLQg WhXV VeePV WR be
a cRQceSW WhaW SZedLVh cRQVXPeUV haYe
beeQ faPLOLaU ZLWh VLQce befRUe. The\ dLd,
hRZeYeU, SeUceLYe LW aV fRUeLgQ WR SZedeV
LQ VRPe caSacLW\ aQd aVVRcLaWe Whe SUacWLce
ZLWh APeULcaQ cXOWXUe aQd hXPRU:

³«BecaXVe Zhen I Vee WhiV, I Whink iW'V
AmeUican.´ - AOYa

WheQ faced ZLWh TXeVWLRQV abRXW URaVWLQg
aQd WheLU SeUceSWLRQ Rf Whe SheQRPeQRQ,
Whe LQWeUYLeZeeV UecRgQL]ed aQd aWWULbXWed
YaULRXV chaUacWeULVWLcV, deVcULbLQg Whe
URaVWLQg cRQWeQW aV beLQg aQ RYeUaOO µfXQ¶
aSSURach WR SMM, ZhLOe aOVR beLQg
µUXWhOeVV¶, µXQe[SecWed¶, aQd µaggUeVVLYe¶
aW Whe VaPe WLPe. IW ZaV aOVR deVcULbed aV
baVLQg LWVeOf RQ VaUcaVWLc hXPRU, ZhLch
RfWeQWLPeV cRXOd be SeUceLYed aV PeaQ b\
VRPe LQdLYLdXaOV. A feZ SaUWLcLSaQWV
chaUacWeUL]e VRPe Rf WeQd\¶V UeWRUWV aQd
UeSOLeV RQ TZLWWeU aV SaUWLcXOaUO\
aggUeVVLYe aQd µWRR SeUVRQaO¶. The
VaUcaVWLc APeULcaQ-VW\Oed hXPRU beLQg
ePSOR\ed b\ WeQd\¶V caQ WheUefRUe be
aSSeaOLQg WR WhRVe SZedLVh aXdLeQceV WhaW
aUe aSSUecLaWLYe Rf WhLV W\Se Rf hXPRU, bXW
aOVR VeUYe aV a SRWeQWLaO deWeUUeQW fRU VRPe
cRQVXPeUV WhaW PLghW fLQd WheLU UePaUNV
aQd MLbeV WR be PeaQ-VSLULWed aQd

RffeQVLYe. TheVe fLQdLQgV caQ be
XQdeUVWRRd WhURXgh UeVeaUch fURP
SWeUQWhaO aQd CUaLg (1973), aQd RLecNeQ
aQd HeQVeO (2012), ZhLch ePShaVL]e WhaW
Whe SUeVeQce Rf hXPRU cRXOd be LQWeUSUeWed
LQ dLffeUeQW Za\V aQd WhaW gURXSV Rf SeRSOe
aUe PRUe OLNeO\ WR eQgage ZLWh cRQWeQW WhaW
feaWXUeV a VSecLfLc W\Se Rf hXPRU WhaW Whe\
eQMR\. WeQd\¶V SMM URaVWLQg VWUaWeg\
cRXOd WheUefRUe be eVSecLaOO\ SROaUL]LQg LQ
WhaW LW Pa\ VXcceVVfXOO\ eQgage cRQVXPeUV
ZLWh a PaWchLQg VeQVe Rf hXPRU bXW aOVR
haYe adYeUVe effecWV aQd e[cOXde RWheU
cXVWRPeU aXdLeQceV LQ SZedeQ WhaW aUe QRW
faPLOLaU ZLWh RU aSSUecLaWLYe Rf a PRUe
APeULcaQ aQd cRaUVeU VW\Oe Rf
cRPPXQLcaWLRQ. ThLV LV LQ accRUdaQce ZLWh
SUeYLRXV OLWeUaWXUe UegaUdLQg Whe dLffLcXOW\
Rf WUaQVOaWLQg hXPRU beWZeeQ cXOWXUeV
(PRSa, 2004; LRZ, 2011). ThLV URaVWLQg
hXPRU ZRXOd cRQVeTXeQWO\ QRW fXQcWLRQ aV
aQ effecWLYe dULYeU fRU cXVWRPeU
eQgagePeQW fRU WheVe OeVV eQWhXVLaVWLc
aXdLeQceV LQ SZedeQ (HaUPeOLQg eW aO.,
2016), OeadLQg WR ORZeU cXVWRPeU
eQgagePeQW Lf Whe cRPPXQLcaWLRQ VW\Oe
dReV QRW fLW LQ Whe cXOWXUaO cRQWe[W.

³I Whink alVo, if \oX haYe a biW of VaUcaVWic
hXmoU When \oX eaVil\ connecW ZiWh Whe
bUand, bXW I Whink iW coXld do Whe oppoViWe
if \oX jXVW Whink WhaW VaUcaVm iV a Za\ of
being mean, When, I Whink Whe\ can loVe
cXVWomeUV aV Zell.´ - AQdUeaV

AOWhRXgh Whe URaVWLQg cRQWeQW LV deVcULbed
aV fXQQ\ aQd eQWeUWaLQLQg b\ Whe SZedLVh
SaUWLcLSaQWV LQ WhLV VWXd\, VRPe cRQVXPeUV
Pa\ QRW fLQd WhePVeOYeV fXOO\ aOLgQed ZLWh
Whe APeULcaQL]ed aSSURach WR
cRPPXQLcaWLRQ, aV LW Pa\ cOaVh ZLWh WheLU
cROOecWLYe SZedLVh SeUVRQaO LdeQWLW\ aQd
YaOXeV, aQd WheUefRUe OLPLW SRWeQWLaO
cXVWRPeU eQgagePeQW (MXQWLQga eW aO.,
2011). The dLffeUeQce LQ YaOXeV beWZeeQ
Whe USA aQd SZedeQ ZaV ePShaVL]ed b\
Whe SaUWLcLSaQWV aV SZedeQ ZaV deVcULbed
aV PRUe SROLWLcaOO\ cRUUecW. ThLV cRXOd
PaNe LW PRUe dLffLcXOW WR SRVW URaVWLQg
MRNeV aV Whe cRPedLc OLQe PLghW be PRUe
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VeQVLWLYe, PaNLQg Whe aOUead\ SROaUL]LQg
hXPRU ULVNLeU aV LW Pa\ QRW RQO\ aOLeQaWe
ceUWaLQ aXdLeQceV, LW Pa\ eYeQ RffeQd WheP
(SWeUQWhaO & CUaLg, 1973; RLecNeQ &
HeQVeO, 2012). ThXV, SZedLVh bUaQdV aQd
cRPSaQLeV adRSWLQg URaVWLQg aV aQ SMM
VWUaWeg\ VhRXOd WaNe WheVe cXOWXUaO
dLffeUeQceV LQWR accRXQW. IgQRULQg Whe
dLffeUeQW cRPPXQLcaWLYe aQd cXOWXUaO
QXaQceV cRXOd Oead WR adYeUVe RXWcRPeV
VXch aV QegaWLYe ZRUd Rf PRXWh VSUead.

³I Whink Ze'Ue moUe poliWicall\ coUUecW heUe
in SZeden. ThiV coXld be Waboo, like µiV iW
Ueall\ oka\ Wo Va\ WhiV Wo oWheUV?¶.´
- AQdUeaV

WheQ UefOecWLQg RQ WhLV, SaUWLcLSaQWV LQ WhLV
VWXd\ aOVR bURXghW XS WhaW SZedLVh
cRQVXPeUV aUe accXVWRPed WR cRPSaQLeV
cRPPXQLcaWLQg LQ a PRUe SURfeVVLRQaO aQd
UeVeUYed PaQQeU. IQ OLQe ZLWh Whe bUaQd
aXWheQWLcLW\ WheRU\, Whe\ beOLeYe WhaW
bUaQdV deYLaWLQg fURP WheVe cXOWXUaO QRUPV
aQd e[SecWaWLRQV b\ XVLQg Whe URaVWLQg
VW\Oe Rf cRPPXQLcaWLRQ cRXOd be
XQVXcceVVfXO LQ SURPRWLQg eQgagePeQW aV
SZedeV aUe OeVV XVed WR WhLV fRUP Rf hXPRU
LQ VRcLaO PedLa PaUNeWLQg. The\ Pa\
WheUefRUe fLQd LW ZeLUd aQd XQdeVLUabOe
(BeYeUOaQd, 2006; ELgeQUaaP eW aO., 2021;
GUa\VRQ & MaUWLQec, 2004).

³Ma\be, ma\be iW'll ZoUk, bXW I don'W knoZ.
I feel like SZedeV ZanW WheiU commeUcialV
Wo be half boUing, ma\be WhaW'V jXVW me.´
- OOOe

OQ Whe RWheU haQd, Whe SaUWLcLSaQWV aOVR
ePShaVL]e Whe VhRcN YaOXe WhaW WhLV VRcLaO
PedLa VWUaWeg\ cRXOd haYe Lf a SZedLVh
cRPSaQ\ ZeUe WR adRSW LW. The VaPe
deYLaWLRQ fURP Whe QRUP cRXOd haYe Whe
RSSRVLWe effecW Rf Whe RQe SUeYLRXVO\
dLVcXVVed LQ Whe BeYeUOaQd (2006),
ELgeQUaaP eW aO. (2021), aQd GUa\VRQ aQd
MaUWLQec (2004) WheRULeV, ZLWh SRVLWLYe
RXWcRPeV. SLQce WhLV fRUP Rf aggUeVVLYe
cRPPXQLcaWLRQ LV XQXVXaO fRU SZedLVh
cRUSRUaWLRQV, Whe LQWeUYLeZeeV aOO deVcULbe

Whe SRWeQWLaO fRU bLg UeacWLRQV. SeYeUaO
SaUWLcLSaQWV Va\ Whe\ ZRXOd eQgage ZLWh
Whe cRQWeQW aQd VhaUe LW ZLWh WheLU fULeQdV
MXVW becaXVe Rf Whe VhRcN YaOXe, aQd VRPe
beOLeYe WhaW LW ZRXOd eYeQ WUeQd RQ
WUadLWLRQaO PedLa SOaWfRUPV. ThLV ZRXOd
VXUeO\ Oead WR hLgh OeYeOV Rf eQgagePeQW
aQd YLVLbLOLW\, bXW ZRXOd PRVW OLNeO\ be
VhRUW-OLYed.

³The SZediVh pUeVV ZoXld ZUiWe aboXW iW.´
- HaQQa E.

DeVSLWe Whe SRVVLbOe VhRcN YaOXe, PRVW
SaUWLcLSaQWV LQ WhLV VWXd\ VWaWe WhaW Whe\
ZRXOd SUefeU Whe PRUe cRUdLaO aSSURach
RbVeUYed LQ OaWO\¶V VW\Oe Rf
cRPPXQLcaWLRQ, UaWheU WhaQ WeQd\¶V
bOXQWeU aQd PRUe aggUeVVLYe aSSURach. The
SRVLWLYe aQd cRPPXQLW\ RULeQWed cRQWeQW
VeePV WR beWWeU VaWLVf\ WheLU SV\chRORgLcaO
deVLUeV (LL eW aO., 2020). The\ beOLeYe WhaW
SZedLVh cRQVXPeUV ZLOO aOVR SUefeU WhLV
VRfWeU WRQe LQ Whe ORQg-WeUP aQd WhaW a
URaVWLQg SMM VWUaWeg\ ZLOO PRVW OLNeO\ be
VhRUW-OLYed aV LW feeOV XQfLWWLQg LQ Whe
cRQWe[W Rf SZedLVh cXOWXUe. ThLV SaUWLcXOaU
fLQdLQg LV e[SecWed LQ cRQMXQcWLRQ ZLWh Whe
WheRUeWLcaO baVLV RQ ScaQdLQaYLaQ cXOWXUe
b\ CaSSeOeQ aQd DahObeUg (2018) aQd
S\YeUWVeQ eW aO. (2014), aV SZedLVh cXOWXUe
UegaUdV chaUacWeULVWLcV cRQQecWed WR
SROLWeQeVV aQd hXPLOLW\ QRW RQO\ aV
YLUWXRXV, bXW Whe cRQYeQWLRQaO aQd
e[SecWed Za\ LQdLYLdXaOV aQd
RUgaQL]aWLRQV VhRXOd acW ZLWhLQ Whe
SZedLVh cXOWXUaO cRQWe[W. WeQd\¶V RQ Whe
RWheU haQd LV SeUceLYed aV bUaVh aQd
bRaVWfXO b\ Whe LQWeUYLeZeeV, ZhLch cRXOd
be YaOXabOe WR cRQVXPeUV LQ Whe VhRUW-WeUP
dXe WR LWV VhRcN YaOXe. HRZeYeU, LQ Whe
ORQg-WeUP, cRQVXPeUV VeeP WR YaOXe
PLQLPaO deYLaWLRQ fURP Whe cXOWXUaO
e[SecWaWLRQV SOaced RQ bUaQdV (BeYeUOaQd,
2006; ELgeQUaaP eW aO., 2021; GUa\VRQ &
MaUWLQec, 2004).

³ThiV one (OaWl\) \oX can like
conViVWenWl\. The Vame VWUaWeg\ can be
XVed in Whe long-WeUm and haYe a biW of
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longeYiW\. WiWh Wend\'V VWUaWeg\ iW'V
pUobabl\ a WUend and iV going Wo die oXW
Voon, \oX can'W keep doing iW foUeYeU, and
\oX Zill haYe Wo bXild a neZ image foU
\oXU bUand.´
- HaQQeV

PaUWLcLSaQWV LQ WhLV VWXd\ aOVR SeUceLYe Whe
URaVWLQg VWUaWeg\ aV QRQchaOaQW aQd
RffhaQded ZLWh aQ µI dRQ¶W caUe¶-aWWLWXde.
The\ cRQWLQXe WR e[SOaLQ WhaW a bUaQd
XVLQg WhLV W\Se Rf cRPPXQLcaWLRQ LV
WhRXghW Rf aV OeVV VeULRXV b\ cRQVXPeUV.
ThLV LV cUXcLaO ZheQ cRQVLdeULQg Whe
cRPSaQ\ OLPLWaWLRQV LQ Whe WUaQVfeUabLOLW\
Rf Whe URaVWLQg VWUaWeg\. CRPSaQLeV WhaW
ZLVh WR be SeUceLYed aV VeULRXV RU WhaW
haYe aOUead\ eVWabOLVhed WhLV bUaQd LPage
VhRXOd aYRLd Whe SMM VWUaWeg\ aV LW ZRXOd
be LQcRQVLVWeQW ZLWh WheLU bUaQdLQg aQd
deePed bL]aUUe aQd XQdeVLUabOe b\
cRQVXPeUV (BeYeUOaQd, 2006; ELgeQUaaP eW
aO., 2021; GUa\VRQ & MaUWLQec, 2004).
ThLV VWXd\ fRXQd a WUeQd WhaW Whe URaVWLQg
SMM VWUaWeg\ VeePV WR be a beWWeU fLW fRU
ORZ-LQYROYePeQW caWegRUL]ed cRPSaQLeV
ZLWh a OeVV VeULRXV bUaQd LPage ZhLOe
beLQg a ZRUVe fLW fRU hLgh-LQYROYePeQW
caWegRUL]ed cRPSaQLeV ZLWh PRUe VeULRXV
e[SecWaWLRQV UegaUdLQg Whe TXaOLW\ aQd
e[SeULeQce RffeUed.

³BXW UoaVWing iV moUe like Whe bUand
doeVn'W Ueall\ caUe. Like Whe bUand iV leVV
VeUioXV aboXW iWVelf.´ - AgQeV

FXUWheUPRUe, Whe chRLce Rf SOaWfRUP ZaV
deePed WR be a cUXcLaO SaUW ZheQ
VXcceVVfXOO\ LPSOePeQWLQg a URaVWLQg
VWUaWeg\ LQ SZedeQ. The LQWeUYLeZeeV
fRXQd TZLWWeU WR be a gUeaW SOaWfRUP dXe WR
LWV WechQLcaO feaWXUeV VXch aV Ue-WZeeWV aQd
VhRUWeU cRPPXQLcaWLRQ VW\Oe, ZhLch RWheU
VRcLaO PedLa SOaWfRUPV VXch aV IQVWagUaP
aQd FacebRRN OacNed. PaUWLcLSaQWV dR,
hRZeYeU, PeQWLRQ WhaW SOaWfRUPV OLNe
IQVWagUaP aQd TLNTRN aUe PRUe SRSXOaU
WhaQ TZLWWeU aPRQg Whe \RXQgeU age
dePRgUaShLc LQ SZedeQ. IW PLghW WheUefRUe
be ZRUWh e[SaQdLQg WheLU cRQWeQW WR fLW RQ

WheVe SOaWfRUPV aV ZeOO. AOWhRXgh URaVWLQg
VWaUWed RQ TZLWWeU, Whe SZedLVh LQWeUQeW
cXOWXUe LV PRUe SUeYaOeQW RQ IQVWagUaP aQd
TLNTRN. IQ RUdeU WR SURSeUO\ Ueach, cRQQecW
ZLWh, aQd bULQg Whe deVLUed LQWeUQeW
cRPPXQLW\ aQd age dePRgUaShLc WRgeWheU
aURXQd WheLU cRQWeQW (HaUPeOLQg eW aO.,
2016; SchRXWeQ eW aO., 2007), cRPSaQLeV
Pa\ haYe WR adaSW WheLU cRQWeQW WR WheVe
VRcLaO PedLa SOaWfRUPV.

³I Whink iW ZoXld haYe ZoUked, moVWl\ foU
Whe \oXngeU geneUaWion WhaW WhinkV iW'V
Ueall\ fXnn\, bXW ma\be WhaW Whe\ alVo need
Wo e[pand oXWVide of TZiWWeU Wo like
Tik-Tok, InVWagUam, and oWheU plaWfoUmV Vo
WhaW Whe\ can inWeUacW ZiWh \oXngeU
geneUaWionV. M\ fUiendV aUen'W acWiYe on
TZiWWeU and iW'V noW VomeWhing WhaW I XVe.
So ma\be if \oX ZoXld like Wo Ueach oXW Wo
moUe \oXngVWeUV in SZeden, ma\be \oX
haYe Wo Whink of InVWagUam and Tik-Tok.´
- NRUa

An Avoidance of Inauthentic Content
ThURXghRXW WhLV VWXd\, SaUWLcLSaQWV ZeUe
TXeVWLRQed RQ Whe W\Se Rf VRcLaO PedLa
cRQWeQW WhaW Whe\ eQMR\ed aQd ZhaW facWRUV
ZRXOd Oead WheP WR eQgage PRUe ZLWh
bUaQded VRcLaO PedLa SRVWV. A facWRU WhaW
ZaV UeSeaWedO\ PeQWLRQed WhURXghRXW Whe
LQWeUYLeZV ZaV aXWheQWLcLW\. SeYeUaO
LQWeUYLeZeeV PeQWLRQed WhaW Whe\ caQ RfWeQ
Vee WhURXgh a cRPSaQ\¶V effRUWV WR be
µUeOaWabOe¶ RU µOLNabOe¶ aQd aUe LQ WXUQ MXVW
VeeQ aV a cRPSaQ\ WU\LQg WR e[SORLW a WUeQd
fRU fLQaQcLaO gaLQ. OOOe e[SOaLQV:

³IW'V all aboXW Whe qXaliW\ of Whe adYeUWV
and hoZ pandeUing iW iV, hoZ genXine iW iV
oU aW leaVW hoZ genXine iW comeV off aV.´
- OOOe

A facWRU LQ Whe SeUceLYed aXWheQWLcLW\ Rf a
SMM VWUaWeg\ LV ZheWheU RU QRW Whe
cRPSaQ\ LQ TXeVWLRQ LV Whe RULgLQaWRU Rf
Whe VWUaWeg\, VXch aV WeQd\¶V ZLWh
URaVWLQg. ThLV caQ be XQdeUVWRRd WhURXgh
Whe OeQV Rf Whe LL eW aO. (2020) VWXd\, aV
cRQVXPeUV YaOXe Whe SURacWLYe deOLYeU\ Rf
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QeZ cRQWeQW LQVWead Rf bUaQdV MXVW hRSSLQg
RQ VRcLaO PedLa WUeQdV. The WUeQd-OLNe
QaWXUe Rf Whe URaVWLQg VWUaWeg\ haV a
QegaWLYe LPSacW RQ Whe SeUceLYed
aXWheQWLcLW\ Rf Whe adRSWLQg acWRUV. The
LQWeUYLeZeeV agUee WhaW cRPSaQLeV hRSSLQg
RQ VRcLaO PedLa WUeQdV caQ be VeeQ aV
LQaXWheQWLc. ThLV, LQ WXUQ, cRXOd affecW
cXVWRPeU eQgagePeQW QegaWLYeO\
accRUdLQg WR ELgeQUaaP eW aO. (2021). The
SaUWLcLSaQWV echR WhLV WUaLQ Rf WhRXghW
ZheQ e[SOaLQLQg WhaW bUaQdV fRXQd
cRS\LQg RWheU cRPSaQLeV¶ VRcLaO PedLa
cRQWeQW RU VW\Oe aUe VeeQ aV XQLQWeUeVWLQg.

³Once eYeU\one VWaUWV Wo do iW, iW'V noW neZ
an\moUe and iW'V noW fXnn\ and iW jXVW
becomeV anoWheU commeUcial WhaW \oX
Vkip.´ - Ebba

IQ UeOaWLRQ WR beLQg SeUceLYed aV aXWheQWLc,
Whe fLQdLQgV ePShaVL]e Whe Qeed WR haYe a
fLUVW-PRYeU adYaQWage LQ RUdeU fRU Whe
VWUaWeg\ WR gaLQ OegLWLPac\ fURP Whe
cRQVXPeUV¶ SRLQW Rf YLeZ. AccRUdLQg WR
Whe LQWeUYLeZeeV, Whe RULgLQaO cUeaWRUV Rf a
WUeQd haYe PRUe cUedLbLOLW\ aQd WheLU
bUaQdV caQ WheUefRUe be LdeQWLfLed aQd
V\QRQ\PRXV ZLWh WheLU cRUUeVSRQdLQg
fRUP Rf VRcLaO PedLa cRPPXQLcaWLRQ. ThLV
VWXd\ fLQdV WhaW RQce cRQVXPeUV YLeZ
URaVWLQg aV beLQg aVVRcLaWed ZLWh WeQd\¶V,
dXe WR beLQg Whe RULgLQaWRU Rf Whe VWUaWeg\,
eQVXLQg bUaQdV aQd cRPSaQLeV WhaW adRSW
WhLV VWUaWeg\ Pa\ be SeUceLYed aV
LQaXWheQWLc. OQce WRR PaQ\ cRPSaQLeV
VWaUW MXPSLQg LQ, Whe PaUNeWLQg VWUaWeg\ LV
SeUceLYed VROeO\ aV a fad aQd PeUeO\ Whe
RULgLQaO acWRUV WhaW SLRQeeUed Whe WUeQd aUe
WhRXghW Rf aV geQXLQe:

³If \oX'Ue fiUVW, When iW becomeV VomeWhing
WhaW'V XniqXe foU \oXU bUand and \oXU
maUkeWing. When Vomeone elVe doeV WhiV,
Whe\ Zon¶W haYe Whe Vame adYanWage, and iW
VXddenl\ feelV moUe coUpoUaWe and fake.´
- OVcaU K.

ThLV VWXd\ aOVR fLQdV WhaW aQ RYeUaOO
RYeUVaWXUaWLRQ Rf Whe VaPe SMM VWUaWeg\
aQd cRQWeQW VeePV WR haYe a QegaWLYe
effecW RQ cRQVXPeU SeUceSWLRQ Rf Whe
VWUaWeg\ aQd LWV aXWheQWLcLW\. ThLV LV
becaXVe Whe RYeUVaWXUaWLRQ Rf Whe cRQWeQW
PaNeV LW VeeP OLNe a fad WhaW cRPSaQLeV
aUe WU\LQg WR MXPS RQ aQd e[SORLW fRU
SeUVRQaO gaLQ. ReSeaWed XVage RYeU WLPe
b\ PXOWLSOe cRPSaQLeV WheUefRUe VeePV WR
dLPLQLVh Whe effecWLYeQeVV Rf Whe URaVWLQg
VWUaWeg\ aQd SRVVLbO\ Oead WR dLPLQLVhLQg
PaUgLQaO beQefLWV fRU Whe adRSWLQg bUaQdV.
ThLV caQ be XQdeUVWRRd WhURXgh Whe LL eW
aO. (2020) VWXd\ aV cRQVXPeUV aUe QRW
VaWLVfLed ZLWh cRSLed cRQWeQW aQd LQVWead
deVLUe SURacWLYe SMM acWLYLW\. ThLV cRXOd
LPSO\ WhaW adaSWLQg Whe WeQd\¶V-VW\Oed
URaVWLQg VWUaWeg\ cRXOd be PLQLPaOO\
effecWLYe dXe WR Whe VWUaWeg\¶V SRSXOaULW\ LQ
Whe US. HRZeYeU, WhLV Pa\ QRW be Whe caVe
ZheQ cRQVLdeULQg Whe URaVWLQg VWUaWeg\¶V
WUaQVfeUabLOLW\ WR SZedeQ aV Whe VWUaWeg\ LV
eVVeQWLaOO\ QRQ-e[LVWeQW LQ Whe SZedLVh
PaUNeW.

³BXW I UemembeU WhaW eYeU\one elVe alVo
adopWed Whe Vame kind of VWUaWeg\ and When
eYeU\Whing ZaV Vo UelaWable all Whe Wime.
And I goW Vo bXUned oXW. IW didn'W maWWeU
an\moUe becaXVe companieV ZeUe onl\
poVWing iW becaXVe iW ZoUked. So iW VWopped
being UelaWable. YoX VaZ WhUoXgh iW and iW
ZaVn'W genXine an\moUe. IW goW VaWXUaWed.´
- OOOe

A ULVN WhaW SaUWLcLSaQWV LQ WhLV VWXd\
ZaQWed WR OLfW dXULQg fRcXV gURXS
dLVcXVVLRQV ZaV Whe ULVN fRU bUaQd LPage
LQcRQVLVWeQc\. The\ deVcULbed a Qeed fRU
cRQVLVWeQc\ beWZeeQ Whe cRQWeQW SXbOLVhed
b\ a cRPSaQ\ aQd LWV RULgLQaO bUaQdLQg.
WheQ aVNed hRZ Whe\ ZRXOd UeacW WR
MAX adRSWLQg Whe URaVWLQg VWUaWeg\, Whe\
e[SOaLQed WhaW LW ZRXOd be XQfLWWLQg fRU
WheP aV Whe\ haYe SUeYLRXVO\ bXLOW WheLU
bUaQd aURXQd beLQg SURYLdeUV Rf UeOaWLYeO\
hLgheU TXaOLW\ SURdXcWV aQd SURfLOLQg
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WhePVeOYeV aV VXVWaLQabLOLW\-fRcXVed LQ
WheLU RSeUaWLRQV. TheVe SaUWLcLSaQW
RSLQLRQV PaNe VeQVe WhURXgh Whe
WheRUeWLcaO SeUVSecWLYe Rf bUaQd
aXWheQWLcLW\ aV cRQVXPeUV haYe a
SUecRQceLYed RSLQLRQ RQ MAX aQd hRZ
Whe\ VhRXOd acW aQd cRPPXQLcaWe
(BeYeUOaQd, 2006; ELgeQUaaP eW aO., 2021;
GUa\VRQ & MaUWLQec, 2004). AV WheLU
LdeQWLW\ LV SeUceLYed aV a PRUe VeULRXV RQe,
Whe LQWeUYLeZeeV feeO WhaW LW ZRXOd cOaVh WR
haYe aQ XQVeULRXV SUeVeQce RQ VRcLaO
PedLa b\ Whe PeaQV Rf URaVWLQg, WhXV
PaNLQg Whe cRQWeQW VeeP OeVV aXWheQWLc
aQd LQ WXUQ OeVV YaOXabOe WR cRQVXPeUV,
OeadLQg WR ORZeU OeYeOV Rf cXVWRPeU
eQgagePeQW (ELgeQUaaP eW aO., 2021).
CRPSaQLeV hRSLQg WR adRSW Whe URaVWLQg
SMM VWUaWeg\ PXVW WheUefRUe eYaOXaWe Lf
Whe cRPPXQLcaWLRQ VW\Oe PaWcheV WheLU
SUeYLRXV bUaQd LPage RU ULVN beLQg
deePed aV LQaXWheQWLc aQd WUeQd hRSSLQg.

³IW ZoXld be VXch a big VhifW fUom Whe
compan\ peUcepWion Whe\ haYe UighW noZ. IW
ZoXld honeVWl\ feel like an obYioXV
maUkeWing gimmick moUe Whan an\Whing
elVe becaXVe iW'V Vo faU fUom ZhaW Whe\ aUe
UighW noZ.´ - HaQQeV

The LQWeUYLeZeeV bXLOd RQ WhLV Ldea ZheQ
Whe\ gR RQ WR Va\ WhaW adRSWLQg a VRcLaO
PedLa VWUaWeg\ OLNe URaVWLQg ZRXOd be
PRUe effecWLYe fRU a cRPSaQ\ ZLWhRXW aQ
eVWabOLVhed bUaQd RU LdeQWLW\. ThLV VWXd\¶V
fLQdLQgV LQdLcaWe WhaW QRW haYLQg a VWURQg
SUeYLRXV bUaQd LPage Pa\ PaNe adRSWLQg
a QeZ RQe WhURXgh SMM cRPPXQLcaWLRQ
VPRRWheU aQd eaVLeU. TheUe ZRXOd QRW be
Whe VaPe ULVN Rf cRPSaQ\ bUaQdLQg
cOaVhLQg ZLWh LWV cRPPXQLcaWLRQ VW\Oe.
TheVe cRPSaQLeV ZRXOd aOVR haYe OeVV Rf a
UeSXWaWLRQ WR ORVe aQd PRUe WR gaLQ LQ
WeUPV Rf YLVLbLOLW\ aQd bXLOdLQg LQLWLaO
bUaQd UecRgQLWLRQ.

³If \oX don'W haYe WhaW kind of
diffeUenWiaWing chaUacWeUiVWic like MAX
doeV ZiWh Vocial UeVponVibiliW\ and haYing
beWWeU meaW. If \oX'Ue VWXck in Whe middle,

\oX don'W VWand oXW, and \oX haYe no pUioU
hiVWoU\, I Whink iW Zill ZoUk.´ - AQdUeaV

AQRWheU LPSRUWaQW aVSecW WR cRQVLdeU LQ
Whe adRSWLRQ Rf Whe URaVWLQg VWUaWeg\ LV Whe
LQdXVWU\ LQ ZhLch Whe cRPSaQ\ fLQdV LWVeOf.
MaQ\ SaUWLcLSaQWV beOLeYe WhaW cRPSaQLeV
RSeUaWLQg ZLWhLQ LQdXVWULeV WhaW aUe
e[SecWed WR be VeULRXV b\ cRQVXPeUV aUe
bad fLWV fRU Whe URaVWLQg VWUaWeg\. SRPe
e[aPSOeV WhaW ZeUe gLYeQ ZeUe B2B
cRPSaQLeV, Whe hLgh-eQd faVhLRQ LQdXVWU\,
aQd hLgh-eQd UeVWaXUaQWV. CRPSaQLeV LQ
WheVe LQdXVWULeV aUe SeUceLYed aQd e[SecWed
WR PaLQWaLQ a PRUe VeULRXV LPage, LQ OLQe
ZLWh SURYLdLQg a hLgheU VWaQdaUd aQd
TXaOLW\ Rf SURdXcWV aQd e[SeULeQceV.
MRYLQg aZa\ fURP Whe bUaQd LPage
e[SecWaWLRQV b\ adRSWLQg a OeVV VeULRXV
cRPPXQLcaWLRQ VW\Oe cRXOd haYe adYeUVe
effecWV (ELgeQUaaP eW aO., 2021) aQd Oead WR
a ORVV LQ cUedLbLOLW\ aQd WUXVWZRUWhLQeVV.
CRPSaQLeV WhaW UeTXLUe WheVe
chaUacWeULVWLcV LQ WheLU bUaQd LPage VhRXOd
WheUefRUe aYRLd adRSWLQg Whe URaVWLQg
SMM VWUaWeg\, aV LW caQ RWheUZLVe haYe
deWULPeQWaO effecWV WR WheLU UeSXWaWLRQ
aPRQgVW SZedLVh cRQVXPeUV.

³I feel like a faVW food compan\, WheUe
doeVn'W need Wo be a loW of WUXVW in Whe
compan\. YoX jXVW gUab a bXUgeU. I don'W
need Wo haYe a loW of WUXVW in Whe compan\.
BXW if iW ZoXld be a liWWle biW moUe VeUioXV
of a compan\, I ZoXld pUobabl\ noW feel
WhaW good aboXW Whem haYing a UoaVW
TZiWWeU accoXnW.´ - HaQQeV

ThURXgh Whe cRXUVe Rf WhLV VWXd\, a
QRWLceabOe WUeQd ZaV fRXQd WhaW cRQWeQW
ZLWh a hLgheU degUee Rf aXWheQWLcLW\ ZaV
fRXQd WR be PRUe YaOXabOe aQd cRPSeOOLQg
aPRQgVW Whe SZedLVh SaUWLcLSaQWV, ZheUeaV
LQaXWheQWLc aQd cRSLed cRQWeQW ZaV QRW.
SZedLVh cRQVXPeUV VhRXOd WhXV be
PaUNeWed WRZaUdV accRUdLQgO\, aV Whe\
RWheUZLVe aggUeVVLYeO\ aYRLd cRQWeQW WhaW
feeOV LQgeQXLQe aQd dLVcRQQecWed fURP Whe
RULgLQaO bUaQd LPage. A SZedLVh cRPSaQ\
ORRNLQg LQWR adRSWLQg Whe URaVWLQg VWUaWeg\
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fRU cXVWRPeU eQgagePeQW SXUSRVeV VhRXOd
WheUefRUe haYe a bUaQd LPage WhaW
cRUUeVSRQdV ZeOO ZLWh Whe VWUaWeg\, fLQd
WhePVeOYeV LQ a VXLWabOe LQdXVWU\, SURdXce
RULgLQaO cRQWeQW, aQd aYRLd cRS\LQg aQ
aOUead\ VaWXUaWed SMM cRPPXQLcaWLRQ
VW\Oe.

³If iW'V jXVW pandeUing Wo me aV a
demogUaphic, geneUall\ \oX kind of Vee
WhUoXgh WhaW. I ZoXld like Wo Whink an\Za\,
and When \oX'Ue ignoUing Whe commeUcialV
oXW of VpiWe and noW inWeUacWing ZiWh iW.´
- OOOe

Conclusions

ThURXgh Whe cRXUVe Rf WhLV VWXd\, SZedLVh
fRcXV gURXS SaUWLcLSaQWV dLVcXVV WheLU
UeacWLRQV aQd eYaOXaWLRQV Rf Whe URaVWLQg
SMM VWUaWeg\ aQd hRZ cRQVXPeUV LQ
SZedeQ ZRXOd PRVW OLNeO\ SeUceLYe LW.
ThLV VWXd\ cRQcOXdeV WhaW Whe URaVWLQg
SMM VWUaWeg\ LV LQ facW WUaQVfeUabOe WR Whe
SZedLVh PaUNeW dXe WR Whe UeOaWabOe hXPRU
beLQg XVed LQ Whe cRQWeQW. The SaUWLcLSaQWV
LQ WhLV VWXd\ fRXQd Whe URaVWLQg cRQWeQW WR
be fXQQ\ eQRXgh WR eQgage ZLWh WhURXgh
OLNeV, cRPPeQWV, aQd VhaUeV. The\ aOVR
WhRXghW Whe cRQWeQW ZaV UeOaWabOe aV LW ZaV
baVed aURXQd aQ LQWeUQeW cXOWXUe, hXPRU,
aQd cRPPXQLW\ Whe\ WhePVeOYeV feOW a SaUW
Rf, PaNLQg WheP feeO cRPfRUWabOe ZLWh
cRQWULbXWLQg QRQ-WUaQVacWLRQaO UeVRXUceV.

HRZeYeU, cOeaU OLPLWaWLRQV ZeUe aOVR fRXQd
WhaW cRXOd affecW Whe SRVVLbOe
WUaQVfeUabLOLW\ Rf Whe SMM VWUaWeg\ WR
SZedeQ. TheVe LQcOXde Whe Qeed fRU
hLgh-TXaOLW\ cRQWeQW, Whe SeUceLYed fRUeLgQ
QaWXUe Rf Whe URaVWLQg SMM VWUaWeg\, aQd
Whe VWUaWeg\¶V LQabLOLW\ WR bXLOd ORQg-WeUP
cRQVXPeU-fLUP cRQQecWLRQV aQd
UeOaWLRQVhLSV. TheVe OLPLWaWLRQV aUe fXUWheU
e[SOaLQed LQ Whe dLVcXVVLRQ chaSWeU, aQd
hRZ Whe\ caQ be PaQaged LV dLVcXVVed LQ
Whe PaQageULaO LPSOLcaWLRQV chaSWeU.

Discussion
AV PeQWLRQed LQ Whe cRQcOXVLRQ, WhLV VWXd\
fLQdV WhaW WUaQVfeUULQg Whe URaVWLQg SMM
VWUaWeg\ WR SZedeQ LV SRVVLbOe, bXW LW LV
dLffLcXOW aQd LQcOXdeV VeYeUaO OLPLWaWLRQV. A
OLPLWaWLRQ WhaW Whe SaUWLcLSaQWV VWUeVV LQ Whe
adRSWLRQ Rf Whe VWUaWeg\ LV Whe TXaOLW\ Rf
Whe cRQWeQW. The TXaOLW\ PXVW be NeSW hLgh,
aQd Lf Whe MRNeV beLQg XVed aUe QRW fXQQ\
RU XS WR daWe, cRQVXPeUV ZLOO QRW feeO
LQcOLQed WR LQWeUacW aQd eQgage ZLWh Whe
cRQWeQW, OLPLWLQg Whe WUaQVfeUabLOLW\ Rf Whe
VWUaWeg\. AQRWheU OLPLWLQg facWRU LV WhaW
SZedLVh cRQVXPeUV Pa\ SeUceLYe Whe
cRQWeQW aV WRR APeULcaQ, SRVVLbO\
UeVWULcWLQg hRZ UeOaWabOe Whe cRQWeQW LV WR
ceUWaLQ SZedeV WhaW aUe XQXVed WR WhLV
PRUe aggUeVVLYe fRUP Rf cRPPXQLcaWLRQ.
SZedeV aUe XVed WR a SaUWLcXOaU fRUP Rf
bUaQd cRPPXQLcaWLRQ aQd deYLaWLQg WRR faU
fURP WhLV Pa\ be SROaUL]LQg aQd aOLeQaWe
ceUWaLQ cRQVXPeUV. ThLV VWXd\ aOVR fLQdV
WhaW cRQVXPeUV PLghW fLQd LW ZeLUd aQd
Rff-SXWWLQg Lf SZedLVh bUaQdV VWaUW SRVWLQg
cRQWeQW LQ EQgOLVh aQd ZLWh APeULcaQ
hXPRU, ZLWh WhLV VWXd\¶V SaUWLcLSaQWV
cOaLPLQg WhLV ZRXOd be XQfLWWLQg. TheUe
VeePV WR be a SUefeUeQce aPRQg SZedLVh
cRQVXPeUV WhaW SZedLVh bUaQdV acW aQd
VWa\ WUXe WR WheLU SZedLVh RULgLQV aQd QRW
dLYeUW WRR faU fURP WhLV. FXUWheUPRUe, WhLV
VWXd\ cRQcOXdeV WhaW aXWheQWLcLW\ LV aQRWheU
Ne\ facWRU LQ Whe SeUceLYed YaOXe aQd
WheUefRUe cXVWRPeU eQgagePeQW Rf Whe
URaVWLQg cRQWeQW. BUaQdV WhaW aUe SeUceLYed
WR be hRSSLQg RQ a WUeQd ZLOO PRVW OLNeO\
be VeeQ aV LQaXWheQWLc b\ SZedLVh
cRQVXPeUV, aQd WheLU cRQWeQW ZLOO WheUefRUe
be LgQRUed. ThLV VWXd\ fLQdV WhaW beLQg Whe
fLUVW ePSOR\eU Rf a SMM VWUaWeg\ LV Rf
YaOXe aV Whe fRUP Rf cRPPXQLcaWLRQ
becRPeV WLed WR Whe bUaQd¶V LdeQWLW\ aQd
gLYeV Whe cRPSaQ\ cUedLbLOLW\. CRPSaQLeV
ZLOO WhXV be XQabOe WR MXVW cRS\ Whe
URaVWLQg cRQWeQW SXbOLVhed b\ WeQd\¶V bXW
PXVW LQVWead adaSW LW aQd PaNe LW WheLU
RZQ. ThLV VWXd\ aOVR cRQcOXdeV WhaW WheUe
LV a Qeed fRU bUaQd cRQVLVWeQc\. If a
cRPSaQ\ ZLVheV WR ePSOR\ a URaVWLQg
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SMM VWUaWeg\, WhLV fRUP Rf
cRPPXQLcaWLRQ PXVW PaWch WheLU SUeYLRXV
bUaQd LPage aQd Whe e[SecWaWLRQV WheLU
LQdXVWU\ SOaceV RQ WheP.

The URaVWLQg SMM VWUaWeg\ VeePV WR aOVR
haYe SURbOePV UegaUdLQg LWV ORQg-WeUP
VXVWaLQabLOLW\ LQ SZedeQ. ThLV VWXd\ fLQdV
WhaW URaVWLQg cRQWeQW LQ LWVeOf LV QRW eQRXgh
WR bXLOd VWURQg cRQQecWLRQV ZLWh SZedLVh
cXVWRPeUV aQd WhaW WheUe LQVWead LV a Qeed
fRU a deeSeU bUaQd PeaQLQg aURXQd VWURQg
YaOXeV fRU cXVWRPeUV WR WLe WhePVeOYeV WR.
ThLV LV LQ RUdeU WR bXLOd PRUe ORQg-OaVWLQg
UeOaWLRQVhLSV ZLWh cXVWRPeUV WhaW aOORZ fRU
PRUe LQWLPaWe cRPPXQLWLeV ZLWh a feeOLQg
Rf SV\chRORgLcaO RZQeUVhLS Rf Whe bUaQd LQ
TXeVWLRQ, LQ WXUQ aOORZLQg fRU ORQgeU
OaVWLQg cXVWRPeU eQgagePeQW.

Managerial Implications
AOWhRXgh Whe URaVWLQg VWUaWeg\ ZaV fRXQd
WR be WUaQVfeUabOe WR Whe SZedLVh PaUNeW,
Whe VWUaWeg\ aOVR faceV VeYeUaO SRWeQWLaO
OLPLWaWLRQV WhaW cRPSaQLeV ORRNLQg WR
adRSW Whe VWUaWeg\ VhRXOd cRQVLdeU aQd
PaQage. OQe LV WhaW Whe VXcceVVfXO
adRSWLRQ Rf Whe URaVWLQg SMM VWUaWeg\ LV
OLPLWed WR VSecLfLc W\SeV Rf bUaQdV aQd
cRPSaQLeV. CRPSaQLeV ORRNLQg WR ePSOR\
Whe VWUaWeg\ PXVW haYe a bUaQd LPage WhaW
PaWcheV Whe VWUaWeg\¶V VW\Oe Rf
cRPPXQLcaWLRQ. CRQVXPeUV ZLOO RWheUZLVe
fLQd Whe OacN Rf bUaQd cRQVLVWeQc\ ZeLUd
aQd SeUceLYe Whe cRQWeQW aV LQaXWheQWLc aQd
OeVV YaOXabOe, OeadLQg WR ORZeU eQgagePeQW
OeYeOV. The URaVWLQg SMM VWUaWeg\ LV
fRXQd WR be PRVW befLWWLQg QeZ PaUNeW
eQWUaQWV RU VWaUW-XSV ORRNLQg WR dLVWLQgXLVh
WhePVeOYeV aV PaUNeW dLVUXSWRUV RU
chaOOeQge LQcXPbeQW PaUNeW OeadeUV, aV
WheVe ZLOO QRW haYe a SUeYLRXV bUaQd LPage
WhaW Whe cRPPXQLcaWLRQ VW\Oe PLghW cOaVh
ZLWh. CRPSaQLeV LQWeUeVWed LQ Whe VWUaWeg\
VhRXOd aOVR cRQVLdeU Whe LQdXVWU\ Whe\
RSeUaWe ZLWhLQ, aV Whe VWUaWeg\ LV fRXQd WR
be PRUe WUaQVfeUabOe WR LQdXVWULeV
chaUacWeUL]ed b\ ORZ-LQYROYePeQW gRRdV
aQd VeUYLceV (e.g. faVW-fRRd aQd FMCG)
UaWheU WhaQ LQdXVWULeV aQd PaUNeWV

chaUacWeUL]ed ZLWh SURYLdLQg
hLgh-LQYROYePeQW gRRdV RU VeUYLceV. The
OaWWeU feaWXUeV PRUe VeULRXV bUaQdLQg aQd LV
e[SecWed WR SURYLde a hLgheU SeUceLYed
VWaQdaUd Rf TXaOLW\, e[SeUWLVe, RU
e[SeULeQce deOLYeU\. The XQVeULRXV aQd
QRQchaOaQW WRQe Rf Whe URaVWLQg SMM
VWUaWeg\ ZaV deePed b\ WhLV VWXd\¶V
fLQdLQgV WR be LQ cRQfOLcW ZLWh WheVe
cRPSaQLeV¶ PRUe VeULRXV e[SecWaWLRQV. IW
ZRXOd WheUefRUe be LQeffecWLYe LQ heOSLQg
WheP ZLWh WheLU cXVWRPeU eQgagePeQW.
SLPLOaUO\, URaVWLQg VhRXOd be VeeQ aV a
B2C VWUaWeg\ fRU aZaNeQLQg ZLdeU bUaQd
YLVLbLOLW\ aQd cXVWRPeU eQgagePeQW, UaWheU
WhaQ beLQg XWLOL]ed LQ B2B cRQWe[WV dXe WR
LWV SRWeQWLaOO\ deWULPeQWaO effecWV RQ WheLU
e[SecWed SURfeVVLRQaO aQd e[SeUW bUaQd
LPage.

IQ OLghW Rf Whe eYLdeQce SUeVeQWed LQ WhLV
VWXd\, URaVWLQg cRXOd fXQcWLRQ aV a
VhRUW-WeUP VWUaWeg\ LQ RUdeU WR gaLQ bUaQd
YLVLbLOLW\ aQd Ueach, bXW XQVXVWaLQabOe fRU a
ORQgeU WLPe SeULRd, dXe WR LWV LQabLOLW\ WR
bXLOd ORQg-OaVWLQg bUaQd cRQQecWLRQV ZLWh
cRQVXPeUV WhURXgh VROeO\ cRPLc UeOLef.
AcWRUV WhaW ZLVh WR bXLOd ORQg-OaVWLQg
cRQQecWLRQV aQd UeOaWLRQVhLSV ZLWh WheLU
SZedLVh cRQVXPeU aXdLeQce VhRXOd
cRQVLdeU adaSWLQg Whe VWUaWeg\ b\ PaNLQg LW
PRUe cRUdLaO, cRPPXQLW\-baVed, aQd
fRcXVed aURXQd VWURQg SZedLVh YaOXeV
VXch aV eQYLURQPeQWaO aQd VRcLaO
UeVSRQVLbLOLW\. CRPSaQLeV VhRXOd WheUefRUe
fLUVW bXLOd WheLU bUaQd aURXQd VLPLOaUO\
VWURQg YaOXeV aQd WheQ SURdXce cRQWeQW
WhaW LV cRQQecWed WR aQd cRQVLVWeQW ZLWh
VaLd YaOXeV. ThLV ZLOO LQ WXUQ gLYe Whe
cRQWeQW a deeSeU PeaQLQg fRU SZedLVh
cRQVXPeUV WR LdeQWLf\ WhePVeOYeV ZLWh,
PaNLQg LW PRUe UeOaWabOe aQd YaOXabOe WR
LWV cRQVXPeUV. ThURXgh WhLV SURceVV,
cRPSaQLeV ZLOO be abOe WR bXLOd VWURQgeU
cRQQecWLRQV aQd cRPPXQLWLeV. CRPSaQLeV
VhRXOd WheQ cRPPXQLcaWe ZLWh WheLU
cRPPXQLWLeV cRUdLaOO\, LQWLPaWeO\, aQd
dLUecWO\, VLPLOaUO\ WR ZhaW OaWO\ cXUUeQWO\
dReV ZLWh WheLU SMM VWUaWeg\, LQ RUdeU WR
PaNe cRPSaQ\ aXdLeQceV feeO eYeQ PRUe
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deeSO\ cRQQecWed ZLWh WheLU bUaQdV. A
PRUe LQWLPaWe aQd cRUdLaO cRPPXQLcaWLRQ
VW\Oe ZLOO aOVR be OeVV VWULNLQg WR aQ
aYeUage SZedLVh cRQVXPeU ZhR LV OeVV
XVed WR aQ aggUeVVLYe SMM VWUaWeg\ VXch
aV WeQd\¶V, SRWeQWLaOO\ PaNLQg Whe cRQWeQW
PRUe SOeaVLQg aQd dLgeVWLbOe. The URaVWLQg
SMM VWUaWeg\, aV cXUUeQWO\ SUeVeQWed, LV
SeUceLYed aV a VhaOORZeU, PRUe cUaVV, aQd
VhRUW-WeUP cRPPXQLcaWLRQ VWUaWeg\ RQ
VRcLaO PedLa. ThLV, LQ hLgh OLNeOLhRRd,
cRXOd dLPLQLVh Whe PaUgLQaO effecWLYeQeVV
Rf Whe VWUaWeg\ aV WLPe SURgUeVVeV, aV
cRQVXPeUV Pa\ SeUceLYe a dLUecW adRSWLRQ
Rf Whe VWUaWeg\ aV gLPPLcN\ aQd
LQaXWheQWLc dXe WR LWV WUeQd-OLNe QaWXUe.

AdRSWeUV Rf Whe URaVWLQg SMM VWUaWeg\
VhRXOd aOVR be aZaUe WhaW Whe VWUaWeg\ caQ
be UeOaWLYeO\ dePaQdLQg UegaUdLQg
UeVRXUceV aV Whe\ ZLOO Qeed WR NeeS XS ZLWh
Whe OaWeVW LQWeUQeW WUeQdV aQd hXPRU LQ
RUdeU fRU Whe cRQWeQW WR be Rf TXaOLW\ aQd
effecWLYe LQ SURPRWLQg cXVWRPeU
eQgagePeQW. IW VhRXOd WheUefRUe QRW be
ePSOR\ed XQOeVV Whe QeceVVaU\ UeVRXUceV
aUe LQ SOace WR effecWLYeO\ e[ecXWe Whe
VWUaWeg\ ZLWh hLgh-TXaOLW\ cRQWeQW. AcWRUV
RSeUaWLQg LQ Whe SZedLVh eQYLURQPeQW
VhRXOd aOVR adaSW Whe cRQWeQW WR Whe
SZedLVh cRQWe[W b\ LQcRUSRUaWLQg Whe
SZedLVh OaQgXage aV ZeOO aV cRPedLc
PaWeULaO abRXW SZedLVh QeZV, cXOWXUe, aQd
VRcLeW\. ThLV ZLOO PaNe Whe cRQWeQW PRUe
UeOaWabOe WR SZedLVh cRQVXPeUV aQd cUeaWe
a WLghWeU cRPPXQLW\ aURXQd QRW RQO\
LQWeUQeW cXOWXUe aQd hXPRU bXW aOVR
QaWLRQaOLW\ aQd OaQgXage. The cORVeU aQd
VWURQgeU cRPPXQLW\ ZLOO PRVW OLNeO\ aOORZ
fRU hLgheU OeYeOV Rf eQgagePeQW LQ Whe ORQg
WeUP. IW ZLOO aOVR aOORZ bUaQdV WR VWa\ WUXe
WR WheLU SZedLVh heULWage, VRPeWhLQg WhaW
ZaV fRXQd YaOXabOe aPRQgVW SZedLVh
cRQVXPeUV. CRPSaQLeV VhRXOd PRUeRYeU
be cRQVLdeUaWe QRW WR RYeUVWeS SZedLVh
cXVWRPV UegaUdLQg hXPRU aQd deOLcaWe PC
cXOWXUe, aV WhLV VWXd\ fLQdV Whe cRPedLc
bRXQdaULeV WR be PRUe VeQVLWLYe LQ SZedeQ
LQ UeOaWLRQ WR Whe USA. ThLV cRXOd
RWheUZLVe aOLeQaWe ceUWaLQ SZedLVh

aXdLeQceV aQd SRVVLbO\ eYeQ RffeQd
LQdLYLdXaOV LQWR VSUeadLQg QegaWLYe ZRUd
Rf PRXWh abRXW Whe cRPSaQ\.

Theoretical Contributions
ThURXgh Whe e[ecXWLRQ Rf WhLV VWXd\, LW ZaV
fRXQd WhaW Whe URaVWLQg SMM PaUNeWLQg
VWUaWeg\ LV WUaQVfeUabOe WR Whe SZedLVh
PaUNeW dXe WR Whe cRQWeQW'V UeOaWabOe
hXPRU. The TXeVWLRQ WheQ becRPeV
ZheWheU WhLV LV a XQLTXe caVe fRU SZedeQ
RU Lf Whe cRQVXPeU behaYLRUaO SaWWeUQV
cRXOd aOVR be VeeQ LQ RWheU QaWLRQV. WheQ
cRQVLdeULQg Whe facW WhaW Whe cRQWeQW ZaV
YaOXabOe WR Whe SaUWLcLSaQWV Rf Whe fRcXV
gURXSV becaXVe Rf LWV baVLV RQ LQWeUQeW
hXPRU aQd cXOWXUe, WhLV VWXd\ aUgXeV WhaW
Whe URaVWLQg cRQWeQW VhRXOd WheUefRUe aOVR
be YaOXabOe aQd eQgagLQg WR cRQVXPeUV LQ
RWheU QaWLRQV aV ORQg aV WheVe cRQVXPeUV
aOVR haYe aQ aWWachPeQW WR LQWeUQeW hXPRU
aQd cXOWXUe. The dePRgUaShLc ZRXOd
hRZeYeU VWLOO be OLPLWed WR Whe \RXQgeU
SRSXOaWLRQ WhaW gUeZ XS ZLWh Whe LQWeUQeW.
ThaW ZRXOd PRVW OLNeO\ aOVR PeaQ WhaW Whe
VWUaWeg\ LV SURbabO\ OeVV WUaQVfeUabOe WR
OeVVeU deYeORSed cRXQWULeV ZLWh VcaUceU
acceVV WR Whe LQWeUQeW. AV SZedeQ LV RQe Rf
Whe PRUe deYeORSed cRXQWULeV LQ Whe ZRUOd
UegaUdLQg WhLV aVSecW, LW LV PRVW OLNeO\ RQe
Rf Whe eaVLeU PaUNeWV WR LQWURdXce Whe
URaVWLQg VWUaWeg\ WR. TheRULeV VhRXOd
WheUefRUe cRQVLdeU Whe WechQRORgLcaO
PaWXULW\ Rf dLffeUeQW PaUNeWV ZheQ
aQaO\]LQg Whe WUaQVfeUabLOLW\ Rf dLffeUeQW
SMM VWUaWegLeV aQd cRQWeQW.

SZedeQ Pa\ be a PRUe WechQRORgLcaOO\
deYeORSed cRXQWU\, bXW LW ZaV aOVR fRXQd WR
haYe a PRUe SROLWLcaOO\ cRUUecW cXOWXUe,
SRVVLbO\ OLPLWLQg Whe WUaQVfeUabLOLW\ Rf Whe
URaVWLQg SMM VWUaWeg\ LQ WhLV PaUNeW. IQ
accRUdaQce ZLWh SUeYLRXV VWXdLeV dRQe b\
PRSa (2004) aQd LRZ (2011), Whe cXOWXUaO
dLffeUeQceV, VXch aV Whe acceSWaQce Rf
MRNeV, PaNeV LW PRUe dLffLcXOW WR WUaQVOaWe
hXPRU beWZeeQ dLffeUeQW QaWLRQV. ThLV
VhRXOd WheUefRUe be a defLQLWLYe facWRU WhaW
LV cRQVLdeUed ZheQ aQaO\]LQg Whe
WUaQVfeUabLOLW\ Rf SMM VWUaWegLeV XVLQg
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hXPRU WR dLffeUeQW cRXQWULeV. AOWhRXgh
hXPRU LV fRXQd WR be a VWURQg PRWLYaWRU
fRU cXVWRPeU eQgagePeQW, WheUe LV a
QRWLceabOe OLPLWaWLRQ LQ LWV abLOLW\ WR cUeaWe
ORQg-OaVWLQg cXVWRPeU-fLUP cRQQecWLRQV.
ThLV, LQ WXUQ, OLPLWV cXVWRPeUV' feeOLQg Rf
SV\chRORgLcaO RZQeUVhLS Rf Whe bUaQd,
cRPPXQLW\ bXLOdLQg, aQd ORQg-WeUP
eQgagePeQW. ThLV LV LQ dLUecW dLVagUeePeQW
ZLWh Whe VRcLaO e[chaQge WheRU\ WhaW Va\V
ZheQ bRWh Whe cXVWRPeU aQd fLUP SaUWLeV
beQefLW fURP each RWheU¶V acWLYLWLeV, LQ WhLV
caVe WhURXgh Whe e[chaQge Rf YaOXabOe
cRQWeQW aQd cXVWRPeU UeVRXUceV, Whe\ caQ
cRQQecW aQd bXLOd aQ eQULched aQd
SeUVRQaO ZLQ-ZLQ UeOaWLRQVhLS (BOaX, 1964;
CURSaQ]aQR & MLWcheOO, 2005; De VULeV eW
aO., 2012; HaUPeOLQg eW aO., 2016; PaQVaUL
& KXPaU, 2017; SZaQL eW aO., 2017).
AOWhRXgh Whe SaUWLcLSaQWV LQ WhLV VWXd\
eQMR\ed aQd fRXQd Whe URaVWLQg cRQWeQW
YaOXabOe, Whe\ e[SeULeQced QR deeSeU
cRQQecWLRQ ZLWh Whe bUaQd deVSLWe Whe facW
WhaW Whe\ ZRXOd µOLNe¶ aQd VhaUe Whe bUaQd'V
SMM cRQWeQW ZLWh WheLU VRcLaO cLUcOe. ThLV
WheRU\ VhRXOd WheUefRUe be XSdaWed ZLWh
UeVSecW WR cXVWRPeU eQgagePeQW RQ VRcLaO
PedLa aQd VSecLf\ WhaW cRQVXPeUV, aW OeaVW
LQ SZedeQ, Qeed a deeSeU bUaQd PeaQLQg
LQ addLWLRQ WR Whe cRPedLc UeOLef SURYLded
RQ VRcLaO PedLa WR WUXO\ feeO cRQQecWed
ZLWh a bUaQd. The SaUWLcLSaQWV LQ WhLV VWXd\
cLWe VRcLaO aQd eQYLURQPeQWaO
UeVSRQVLbLOLW\ aV e[aPSOeV Rf hRZ WR bXLOd
Whe deVLUed cXVWRPeU-fLUP UeOaWLRQVhLSV
aQd VWUeQgWheQ bUaQd cRPPXQLWLeV.

ThLV VWXd\ fLQdV WhaW a VXcceVVfXO
LPSOePeQWaWLRQ Rf Whe URaVWLQg SMM
VWUaWeg\ LV deSeQdeQW RQ QRW RQO\ Whe
adRSWeU¶V SUeYLRXV cRPSaQ\ bUaQd LPage
bXW aOVR RQ Whe LQdXVWU\ bUaQdLQg aQd
dRPeVWLc cRQWe[W Whe\ fLQd WhePVeOYeV LQ.
SLPLOaUO\ WR hRZ cRQVXPeUV haYe a
SUecRQceLYed Ldea aQd e[SecWaWLRQV Rf
cRPSaQLeV baVed RQ WheLU SUeYLRXV
bUaQdLQg (BeYeUOaQd, 2006; ELgeQUaaP eW
aO., 2021; GUa\VRQ & MaUWLQec, 2004), WhLV
VWXd\¶V fLQdLQgV VhRZ WhaW cRQVXPeUV haYe
VLPLOaU e[SecWaWLRQV RQ cRPSaQLeV baVed

RQ Whe LQdXVWU\ aQd cRXQWU\ Whe\ RSeUaWe
ZLWhLQ. PULRU WheRULeV RQ bUaQd cRQVLVWeQc\
caQ WheUefRUe be e[SaQded WR LQcOXde WheVe
facWRUV aV Whe\ aOVR affecW hRZ effecWLYe
Whe adRSWLRQ Rf a SMM VWUaWeg\ PLghW be.
AQ XQVeULRXV VRcLaO PedLa cRPPXQLcaWLRQ
VW\Oe PLghW be XQfLWWLQg fRU cRPSaQLeV LQ
PRUe VeULRXV LQdXVWULeV fRU e[aPSOe B2B
cRPSaQLeV, Whe hLgh-eQd faVhLRQ LQdXVWU\,
aQd hLgh-eQd UeVWaXUaQWV. AQ aggUeVVLYe
VW\Oe Rf cRPPXQLcaWLRQ cRXOd aOVR be
XQfLWWLQg fRU cRPSaQLeV RSeUaWLQg LQ PRUe
VRfW VSRNeQ cRXQWULeV OLNe SZedeQ, ZLWh
WheVe cRQVXPeUV PRUe WhaQ OLNeO\
SUefeUULQg cRUdLaO aQd SROLWe cRQWeQW WhaW
eYRNeV SRVLWLYe ePRWLRQV. E[LVWLQg LQ WheVe
cRQWe[WV SUeVeQWV cRPSaQLeV ZLWh ceUWaLQ
e[SecWaWLRQV ZLWh WheLU cRPPXQLcaWLRQ
WhaW, Lf QRW fROORZed, caQ be SeUceLYed aV
LQgeQXLQe aQd Rff-SXWWLQg. ThLV SaUWLcXOaU
LQVLghW cRXOd fXUWheU be cRQQecWed WR
OaWO\¶V caVe aQd chaQge Rf cRPPXQLcaWLRQ
aQd WRQe fURP WheLU aggUeVVLYe VWaQce
agaLQVW Whe SZedLVh PLON LQdXVWU\ WR a
fULeQdOLeU aQd PRUe cRPPXQLW\-baVed RQe
beWWeU befLWWLQg Rf SZedLVh cXOWXUe aQd
behaYLRU.

ThLV VWXd\¶V fLQdLQgV aOVR VXggeVW WhaW Whe
fLUVW-PRYeU adYaQWage LV aOVR UeOeYaQW
ZheQ LW cRPeV WR SMM VWUaWegLeV, ZLWh
SaUWLcLSaQWV LQ Whe fRcXV gURXSV beOLeYLQg
WhaW acWRUV ZhR SLRQeeU a VW\Oe Rf
cRPPXQLcaWLRQ aUe SeUceLYed aV PRUe
aXWheQWLc aQd cUedLbOe b\ cRQVXPeUV. ThLV,
LQ WXUQ, ZLOO Oead WR aQ LQcUeaVed OLNeOLhRRd
Rf WheLU VRcLaO PedLa cRQWeQW beLQg
eQgaged ZLWh b\ Whe cRQVXPeUV. CRS\LQg
RWheU cRPSaQLeV' cRPPXQLcaWLRQ RQ VRcLaO
PedLa, RQ Whe RWheU haQd, LV VeeQ aV
LQaXWheQWLc, PaNLQg Whe cRQWeQW OeVV
YaOXabOe aQd WheUefRUe OeVV eQgagLQg.
OYeUVaWXUaWLRQ Rf Whe VaPe SMM VWUaWeg\
ZaV aOVR VeeQ WR haYe a QegaWLYe effecW RQ
Whe SeUceLYed YaOXe Rf Whe SMM cRQWeQW,
aV LW ZRXOd WheQ be YLeZed aV bRULQg aQd
cRUSRUaWe Lf WRR PaQ\ cRPSaQLeV VWaUW
XVLQg Whe VaPe cRPPXQLcaWLRQ VW\Oe.
TheRULeV WhaW VeeN WR eYaOXaWe Whe facWRUV
WhaW gLYe ceUWaLQ SMM cRQWeQW a hLgheU
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SeUceLYed YaOXe VhRXOd WhXV LQcOXde Whe
fLUVW-PRYeU adYaQWage aQd RYeUVaWXUaWLRQ
aV SRVVLbOe UeaVRQV.

AQRWheU facWRU WhaW WhLV VWXd\ fRXQd WhaW
cRXOd affecW Whe SeUceLYed YaOXe Rf SMM
cRQWeQW LV Whe chRLce Rf OaQgXage aQd
hXPRU aQd LWV cRUUeVSRQdeQce WR Whe
QaWLRQaO aQd cXOWXUaO cRQWe[W. If Whe
OaQgXage aQd hXPRU beLQg XVed LQ a SMM
VWUaWeg\ aUe SeUceLYed aV fRUeLgQ, LW ZaV
fRXQd WR OLPLW Whe UeOaWabLOLW\ Rf Whe
VWUaWeg\'V SRVWV. SZedLVh cRQVXPeUV fRXQd
LW LQaXWheQWLc aQd ZeLUd fRU SZedLVh
cRPSaQLeV WR adRSW a SMM VWUaWeg\ LQ
EQgOLVh aQd ZLWh APeULcaQ hXPRU, ZhLch
Pa\ be Whe caVe fRU RWheU cRXQWULeV aV ZeOO.
IW VeePV WhaW cRQVXPeUV fLQd LW LQaXWheQWLc
aQd cRUSRUaWe ZheQ cRPSaQLeV SRVW
cRQWeQW Rf aQRWheU OaQgXage aQd hXPRU
WhaQ Rf LWV QaWLRQaO RULgLQ aV LW LV SeUceLYed
aV aQ e[SORLWaWLYe aWWePSW WR MXPS RQ a
WUeQd WR Ueach a ZLdeU LQWeUQaWLRQaO
aXdLeQce. CRQVXPeUV ZRQdeU, fRU
e[aPSOe, µZh\ eOVe ZRXOd a SZedLVh
cRPSaQ\ ZULWe LQ EQgOLVh?¶ ThLV VWXd\¶V
fLQdLQgV, WheUefRUe, VXggeVW WhaW VRcLaO
PedLa cRQWeQW PXVW be PRUe dLUecWO\
WaUgeWed aW WheLU cRQVXPeU baVe aQd QLche;
RWheUZLVe Whe cRQWeQW eQdV XS beLQg WRR
bURad aQd feeOV SaQdeULQg aQd LQaXWheQWLc
WR cRQVXPeUV. TheRULeV VeeNLQg WR e[SOaLQ
Whe WUaQVfeUabLOLW\ Rf SMM VWUaWegLeV
VhRXOd cRQVLdeU WheVe facWRUV aQd WheLU
SRWeQWLaO effecW RQ SeUceLYed aXWheQWLcLW\
aQd, LQ WXUQ, cXVWRPeU eQgagePeQW.

Further Research
ThLV VWXd\ fRXQd WhaW Whe URaVWLQg SMM
VWUaWeg\ ZaV WUaQVfeUabOe WR Whe SZedLVh
PaUNeW aQd SRVVLbO\ RWheU cRXQWULeV dXe WR
LWV UeOaWabOe hXPRU baVed RQ Whe LQWeUQeW, a
cRQVXPeU SeUceSWLRQ WhaW cRXOd be VhaUed
LQ VeYeUaO cRXQWULeV dXe WR Whe LQWeUQeW¶V
ZRUOd-ZLde SUeVeQce. HRZeYeU, WhLV
VWXd\¶V fLQdLQgV RQO\ VXggeVW WhLV aQd
fXUWheU UeVeaUch VhRXOd be dRQe LQ RWheU
cRXQWULeV WR cRQfLUP ZheWheU RU QRW WhLV LV
Whe caVe. HRZ WUaQVfeUabOe Whe URaVWLQg
VWUaWeg\ LV acURVV dLffeUeQW LQdXVWULeV LV

aOVR ZRUWh LQYeVWLgaWLQg, aQd ZheWheU
cRQVXPeU SeUceSWLRQV fROORZ Whe VaPe
SaWWeUQ RbVeUYed LQ faVW-fRRd LQdXVWULeV
acURVV RWheU RQeV SURYLdLQg
ORZ-LQYROYePeQW gRRdV VXch aV FMCG. IW
ZRXOd aOVR be Rf QRWe ZheWheU Whe SURdXcW
LQYROYePeQW UaWe Rf aQ LQdXVWU\ affecWV Whe
WUaQVfeUabLOLW\ Rf Whe URaVWLQg SMM
VWUaWeg\ VXch aV WhLV VWXd\ VXggeVWV, aQd
ZheWheU LQdXVWULeV SURYLdLQg
hLgh-LQYROYePeQW SURdXcWV ZRXOd be
XQfLWWLQg fRU VLPLOaUO\ XQVeULRXV fRUPV Rf
VRcLaO PedLa cRPPXQLcaWLRQ.

EaUOLeU LW ZaV PeQWLRQed WhaW haYLQg VROeO\
fXQQ\ cRQWeQW LV QRW eQRXgh WR bXLOd
ORQg-WeUP cRQQecWLRQV aQd UeOaWLRQVhLSV
ZLWh SZedLVh cXVWRPeUV. TheVe cXVWRPeUV
deVLUe deeSeU bUaQd YaOXeV aQd PeaQLQg LQ
RUdeU WR feeO PRUe cRQQecWed aQd be
ZLOOLQg WR eQgage ZLWh a bUaQd LQ Whe ORQg
WeUP. ThLV ZaV fRXQd WR be LQ
dLVagUeePeQW ZLWh Whe VRcLaO e[chaQge
WheRU\ (BOaX, 1964; CURSaQ]aQR &
MLWcheOO, 2005; De VULeV eW aO., 2012;
HaUPeOLQg eW aO., 2016; PaQVaUL & KXPaU,
2017; SZaQL eW aO., 2017). IW ZRXOd be
LQWeUeVWLQg WR Vee ZheWheU WhLV LV aQ
LVROaWed caVe LQ RQO\ SZedeQ RU Lf
cRQVXPeUV fURP RWheU QaWLRQV ZRXOd feeO
VLPLOaUO\. IV VROeO\ SURYLdLQg cRQWeQW WhaW
LV YaOXabOe dXe LWV fXQcWLRQ aV cRPedLc
UeOLef RQ VRcLaO PedLa aOVR LQVXffLcLeQW LQ
bXLOdLQg cRQQecWLRQV ZLWh cRQVXPeUV LQ
cRXQWULeV RXWVLde Rf SZedeQ?

OYeUVaWXUaWLRQ Rf Whe URaVWLQg SMM
VWUaWeg\ aQd Whe VWUaWeg\ beLQg SeUceLYed
aV cRSLed b\ cRQVXPeUV ZeUe fRXQd WR be
SRVVLbOe OLPLWaWLRQV LQ a VXcceVVfXO
adRSWLRQ Rf Whe SMM VWUaWeg\. ThLV VWXd\,
WheUefRUe, VXggeVWV LQ PaQageULaO
LPSOLcaWLRQV WhaW cRPSaQLeV VhRXOd adaSW
Whe cRQWeQW aQd PaNe LW WheLU RZQ. The
TXeVWLRQ WheQ aULVeV ZheWheU WheVe
SRWeQWLaO YaULaWLRQV LQ e[ecXWLRQ ZRXOd be
VXffLcLeQW eQRXgh WR YaOLdaWe Whe adRSWeUV
WR be SeUceLYed aV aXWheQWLc RU Lf
cRQVXPeUV ZRXOd Vee WhURXgh Whe effRUW.
ThLV ZRXOd aOVR be ZRUWh UeVeaUchLQg
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fXUWheU aV LW cRXOd haYe LPSOLcaWLRQV RQ
hRZ WR beVW adRSW Whe URaVWLQg VWUaWeg\ aQd
SRVVLbO\ SMM VWUaWegLeV LQ geQeUaO.

The URaVWLQg SMM VWUaWeg\ VhRXOd be
adaSWed WR Whe SZedLVh cRXQWU\ aQd cXOWXUe
fRU LW WR PRUe effecWLYeO\ fXQcWLRQ LQ Whe
SZedLVh PaUNeW. IQ Whe caVe Rf Whe URaVWLQg
VWUaWeg\, LW ZaV OaUgeO\ dXe WR Whe fRUeLgQ
hXPRU beLQg XVed aQd Whe dLffLcXOW\ LQ
WUaQVOaWLQg WhLV hXPRU beWZeeQ cXOWXUeV
ZLWhRXW VRPe fRUP Rf adaSWaWLRQ. IW ZRXOd
be LQWeUeVWLQg ZheWheU WhLV fLQdLQg aOVR
aSSOLeV WR RWheU W\SeV Rf SMM VWUaWegLeV
WhaW dR QRW LQYROYe hXPRU. ShRXOd aOO
VRcLaO PedLa cRQWeQW be adaSWed WR Whe hRVW
cRXQWU\ aQd cXOWXUe LQ RUdeU WR aYRLd beLQg
SeUceLYed aV LQaXWheQWLc?

AQRWheU LQWeUeVWLQg fLQdLQg LQ WhLV VWXd\
ZaV WhaW SZedLVh cRQVXPeUV VeePed WR
ZaQW WheLU bUaQdV WR XShROd WheLU SZedLVh
URRWV aQd bUaQdLQg LQ WheLU
cRPPXQLcaWLRQ. IW cRXOd be Rf YaOXe WR
LQYeVWLgaWe ZheWheU WheVe cRQVXPeUV aUe
PRUe dUaZQ WR cRPSaQLeV ZhRVe
cRPPXQLcaWLRQ LV deeSO\ WLed WR Whe
cRXQWU\. TheUe aUe SUecedeQWV WR WhLV
cRXQWU\ baVed PaUNeWLQg VXch aV IKEA
ZLWh WheLU cRORUV aQd MAX ZLWh WheLU
µSYeULgeV gRdaVWe haPbXUgaUe¶ (SZedeQV¶
PRVW deOLcLRXV haPbXUgeU) VORgaQ. IW
ZRXOd WheUefRUe be LQWeUeVWLQg WR
LQYeVWLgaWe ZheWheU WhLV fRUP Rf PaUNeWLQg
ZRXOd aOVR be effecWLYe LQ a VRcLaO PedLa
cRQWe[W.
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Appendices
Appendix 1: List of Participants

Name Age Occupation

AgQeV AhOPaQ 26 SWXdeQW

AOYa R\dbeUg 23 SWXdeQW

AQdUeaV WeWWeUVWU|P 25 SWXdeQW

Ebba R\dQeOO 24 SWXdeQW

EOOeQ HnNPaQ 28 SWXdeQW

EPPa SYeQVVRQ 28 SWXdeQW

FLa R|QQTXLVW 26 SWXdeQW

HaQQa EULcVVRQ 24 SWXdeQW

HaQQa GXWePaU 23 SWXdeQW

HaQQeV NRUbeUg 25 SWXdeQW

LLVa AQdeUVVRQ 25 SWXdeQW

MaOLQ JRhaQVVRQ 29 SWXdeQW

NeVWRU SWeQVVRQ 22 SWXdeQW

NRUa WlQgeUXd 20 SWXdeQW

OOOe RRVeQhROPeU 22 SWXdeQW

ONNa K|VWeU 25 SWXdeQW

OVcaU HaaUaOa 26 SecXULW\ SSecLaOLVW

OVcaU JRhaQVVRQ 28 IT-CRQVXOWaQW

OVcaU KaXffeOdW 26 SWXdeQW

SXVaQQe HeUPaQVVRQ 22 SWXdeQW
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Appendix 2: Focus Group Material

[Wendy¶s Tweets]
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[Max¶s Tweets]
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[MAX¶s Fake Tweets]
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[Oatly¶s Tweets]
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Appendix 3: Interview Guide

Focus Group Questions:
Elapsed time for each interview: approx. 2h
Objective: To see what patterns can be derived from the interviewees on how they
would engage with roasting

Sample:

Ɣ Interviewees pooled from Gothenburg and its surrounding area (due to
geographical proximity).

Ɣ Interviewees between the ages of 18-30 (generally seen as more familiar with
social media communication/culture).

[Disclaimer]
BefRUe Ze begLQ, Ze ZRXOd OLNe WR LQfRUP \RX WhaW WhLV VeVVLRQ ZLOO be WaSed aQd UecRUded fRU
Whe cRQYeQLeQce Rf RXU UeVeaUch. ThLV ZLOO be dRQe WR NeeS WUacN Rf ZhaW LV VaLd aQd b\ ZhRP.
ThLV UecRUdLQg ZLOO QRW be VhaUed ZLWh a WhLUd SaUW\, OLNe fRU LQVWaQce a cRPSaQ\. YRXU
VWaWePeQWV ZLOO be NeSW RQO\ fRU Whe SXUSRVe WR UeSURdXce LW LQ a OaWeU VWage Rf Whe VWXd\.
FXUWheUPRUe, Lf aQ\RQe ZLVheV WR be aQRQ\PRXV, \RX caQ fUeeO\ VWaWe LW QRZ RU OaWeU aV \RX
SOeaVe. YRX aUe aOVR abOe WR OeaYe Whe LQWeUYLeZ RU VWXd\ ZheQeYeU \RX ZLVh. DR Ze haYe
\RXU XQaQLPRXV SeUPLVVLRQ WR cRQWLQXe ZLWh WhLV LQWeUYLeZ?

[Start to interview]

Ɣ POeaVe LQWURdXce \RXUVeOYeV (QaPe, age, RccXSaWLRQ/SURfeVVLRQ)
Ɣ AVN Lf Whe\ aUe acWLYe RQ VRcLaO PedLa aQd eYeU VhaUe cRQWeQW.

○ AUe \RX UeVWULcWLYe ZLWh ZhaW \RX chRRVe WR VhaUe ZLWh \RXU QeWZRUN?
Ɣ WhaW W\Se Rf bUaQd cRQWeQW dR \RX fLQd YaOXabOe RQ VRcLaO PedLa? (LQfRUPaWLYe,

edXcaWLRQaO, fXQQ\, PePeV)
○ WhaW W\Se Rf cRQWeQW aUe \RX PRUe OLNeO\ WR VhaUe RU VXbVcULbe WR?

Ɣ HRZ dReV bUaQd cRQWeQW affecW \RXU SeUceSWLRQ Rf a bUaQd?
Ɣ DR \RX RfWeQ VhaUe bUaQd cRQWeQW? IV LW LPSRUWaQW WR \RX?

○ DR \RX eQMR\ heOSLQg \RXU faYRULWe bUaQdV ZLWh SXbOLcLW\?
Ɣ AUe aQ\ Rf \RX faPLOLaU ZLWh RRaVWMe RQ ReddLW/VRcLaO PedLa, hRZ WhaW ZRUNV?

○ AnVZeU: IW¶V ZheQ \RX VXbPLW a SLcWXUe Rf \RXUVeOf aQd chaOOeQge Whe
cRPPXQLW\ PePbeUV WR URaVW \RX.

[Introducing Wendy¶s]

Ɣ AUe \RX faPLOLaU ZLWh WeQd\¶V VLQce befRUe?
○ HRZ abRXW WheLU VRcLaO PedLa SUeVeQce?
○ HaYe \RX heaUd abRXW WheLU WZeeWV (L.e. LQ ZhLch Whe\ UeVSRQd WR cRQVXPeUV

aQd SURYLde URaVWV)?
○ HaYe \RX heaUd abRXW WhLV W\Se Rf URaVWLQg cRPPXQLcaWLRQ befRUe? AQd LWV ULVe

LQ SRSXOaULW\ aPRQg dLffeUeQW cRPSaQLeV LQ Whe USA?
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■ If QRW: [a bUief inWUo on Whe maWWeU].
● *ShoZ Wend\¶V WZeeWV*

○ WhaW aUe \RXU feeOLQgV abRXW WheVe WZeeWV?
○ DR Whe\ aZaNeQ aQ\ SaUWLcXOaU ePRWLRQV?
○ WhaW dR \RX WhLQN Whe\ aUe VWULYLQg fRU ZLWh WhLV VWUaWeg\?
○ HRZ dReV WhLV eQgagePeQW affecW \RXU SeUceSWLRQ Rf Whe bUaQd?

■ DR \RX beOLeYe LW bXLOdV VWURQgeU UeOaWLRQVhLSV ZLWh cRQVXPeUV?
○ WRXOd \RX fROORZ WheLU SURfLOe WR NeeS UeceLYLQg WheLU cRQWeQW?

■ WRXOd \RX OLNe WheVe WZeeWV? ReVhaUe WheP? TeOO \RXU fULeQdV abRXW
WheP?

○ IV WhLV cRQWeQW YaOXabOe accRUdLQg WR \RX?
■ DR \RX beOLeYe WhLV cRQWeQW ZRXOd gaUQeU fROORZeUV?

○ DReV Whe cRQWeQW PaNe \RX WUXVW RU OLNe Whe cRPSaQ\ PRUe? FeeO PRUe
cRQQecWed WR Whe bUaQd?

○ HRZ dR \RX WhLQN WhLV cRQWeQW PaNeV SZedLVh SeRSOe feeO?
■ WRXOd Whe\ fLQd WhLV cRQWeQW YaOXabOe (L.e. YaOXe = beLQg OLNe ZRUWh\,

VhaUe ZRUWh\, fROORZ ZRUWh\, ZRUWh\ Rf gRLQg YLUaO)?
■ AUe Whe\ OLNeO\ WR fROORZ fRU PRUe Rf WhLV W\Se Rf cRQWeQW?
■ DR \RX Vee WhLV (URaVWLQg) VWUaWeg\ beLQg VXcceVVfXO heUe LQ SZedeQ?

Ɣ PRVVLbLOLW\ Rf gRLQg YLUaO?
○ AUe WheUe aQ\ SaUWLcXOaU LQdXVWULeV/cRPSaQLeV \RX WhLQN cRXOd adRSW WhLV

VWUaWeg\? (L.e. ZhR dR \RX WhLQN WhLV ZLOO ZRUN fRU?)

[Introducing MAX tweets]

● *ShoZ MAX cXUUenW WZeeWV/Vocial media conWenW*
○ WhaW dR \RX WhLQN abRXW WheLU cXUUeQW cRQWeQW?

■ DR Whe\ aZaNeQ aQ\ SaUWLcXOaU ePRWLRQV?
■ WhaW aUe \RXU feeOLQgV abRXW WheVe WZeeWV?

○ WhaW dR \RX WhLQN Whe\ aUe VWULYLQg fRU ZLWh WhLV VWUaWeg\?
○ HRZ dReV WhLV cRQWeQW affecW \RXU SeUceSWLRQ Rf Whe bUaQd?
○ WRXOd \RX fROORZ WheLU SURfLOe WR NeeS UeceLYLQg WheLU cRQWeQW?

■ WRXOd \RX OLNe WheVe WZeeWV? ReVhaUe WheP? TeOO \RXU fULeQdV abRXW
WheP?

○ IV WhLV cRQWeQW YaOXabOe accRUdLQg WR \RX?
■ DR \RX beOLeYe WhLV cRQWeQW ZRXOd gaUQeU fROORZeUV?

○ DReV Whe cRQWeQW PaNe \RX WUXVW RU OLNe Whe cRPSaQ\ PRUe?
○ HRZ dR \RX WhLQN WhLV cRQWeQW fURP MAX PaNeV SZedLVh SeRSOe feeO?

■ WRXOd Whe\ fLQd WhLV cRQWeQW YaOXabOe (L.e. YaOXe = beLQg OLNe ZRUWh\,
VhaUe ZRUWh\, fROORZ ZRUWh\, ZRUWh\ Rf gRLQg YLUaO)?

■ DR \RX beOLeYe SeRSOe aUe OLNeO\ WR fROORZ fRU PRUe Rf WhLV W\Se Rf
cRQWeQW?

○ HRZ ZRXOd \RX cRPSaUe LW WR WeQd\¶V?
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■ WhLch VWUaWeg\ dR \RX beOLeYe bXLOdV VWURQgeU UeOaWLRQVhLSV ZLWh
cRQVXPeUV?

■ WhaW cRQWeQW dR \RX beOLeYe LV PRUe YaOXabOe?
■ WhaW cRQWeQW dR \RX beOLeYe ZLOO gaUQeU PRUe fROORZeUV, OLNeV, aQd

VhaUeV?
■ WhaW cRQWeQW dR \RX beOLeYe LV PRUe OLNeO\ WR gR YLUaO?
■ WhaW cRQWeQW dR \RX ZLVh WR Vee fURP bUaQdV?

Ɣ DReV Whe LQdXVWU\ Whe\ fLQd WhePVeOYeV LQ affecW Whe W\Se Rf
cRQWeQW \RX ZLVh WR Vee?

■ HRZ dR WheVe dLffeUeQW W\SeV Rf cRQWeQW affecW \RXU SeUceSWLRQ Rf Whe
bUaQdV?

■ WhLch W\Se Rf cRQWeQW PaNeV Whe bUaQdV PRUe OLNabOe/WUXVWZRUWh\?
FeeO PRUe cRQQecWed ZLWh Whe bUaQd?

■ WhLch W\Se Rf cRQWeQW dR \RX WhLQN ZRXOd be acceSWed PRUe
VXcceVVfXOO\ LQ SZedeQ?

[Introducing Fake MAX tweets]

● *ShoZ phoWoVhopped MAX WZeeWV ZiWh UoaVWV*
○ WhaW dR \RX WhLQN abRXW WhLV cRQWeQW QRZ?

■ HRZ dReV WhLV affecW \RXU SeUceSWLRQV Rf MAX QRZ?
■ IV LW fLWWLQg fRU WheP WR cRPPXQLcaWe LQ WhLV Za\ LQVWead?

○ IV WhLV cRQWeQW VRPeWhLQg WhaW ZRXOd eQgage \RX fURP a cRPSaQ\ OLNe MAX?
■ AUe \RX OLNeO\ WR VhaUe, OLNe, cRPPeQW, fROORZ, WeOO \RXU fULeQdV abRXW

VXch cRQWeQW?
○ DR \RX WhLQN chaQgLQg WheLU VRcLaO PedLa VWUaWeg\ ZRXOd be VXcceVVfXO?

■ WRXOd LW gaUQeU a OaUgeU fROORZLQg? IQcUeaVe bUaQd YLVLbLOLW\? GR YLUaO?
BXLOd VWURQgeU UeOaWLRQVhLSV ZLWh cRQVXPeUV? IQcUeaVe WUXVW?

○ DR \RX Vee WhLV Pa\be bacNfLULQg?

[Introducing Oatly tweets]

● ShoZ OaWl\ WZeeWV
○ ³IQVWead Rf a URaVWLQg VWUaWeg\, OaWO\ haV eQgaged ZLWh WheLU cRQVXPeUV LQ a

QLceU Za\.´
○ WhaW dR \RX WhLQN abRXW WheLU WZeeWV?

■ DR Whe\ aZaNeQ aQ\ SaUWLcXOaU ePRWLRQV?
■ WhaW aUe \RXU feeOLQgV abRXW WheVe WZeeWV?

○ HRZ ZRXOd \RX cRPSaUe WhLV WR Whe SUeYLRXVO\ VeeQ URaVWLQg cRQWeQW?
■ WhLch Rf WheVe WZR VWUaWegLeV dR \RX beOLeYe bXLOdV VWURQgeU

UeOaWLRQVhLSV ZLWh cRQVXPeUV RYeU WLPe?
■ WhaW cRQWeQW dR \RX beOLeYe LV PRUe YaOXabOe?
■ WhaW cRQWeQW dR \RX beOLeYe ZLOO gaUQeU PRUe fROORZeUV, OLNeV, aQd

VhaUeV?
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■ WhaW cRQWeQW dR \RX beOLeYe LV PRUe OLNeO\ WR gR YLUaO?
■ WhaW cRQWeQW dR \RX aV a gURXS ZLVh WR Vee fURP bUaQdV?

Ɣ DReV Whe LQdXVWU\ Whe\ fLQd WhePVeOYeV LQ affecW Whe W\Se Rf
cRQWeQW \RX ZLVh WR Vee?

■ HRZ dR WheVe dLffeUeQW W\SeV Rf cRQWeQW affecW \RXU SeUceSWLRQ Rf Whe
bUaQdV?

■ WhLch W\Se Rf cRQWeQW PaNeV Whe bUaQdV PRUe OLNabOe/WUXVWZRUWh\?
MRUe cRQQecWed?

■ WhLch W\Se Rf cRQWeQW dR \RX WhLQN ZRXOd be acceSWed PRUe
VXcceVVfXOO\ LQ SZedeQ?

Appendix 4: Audio-Recording Being Transcribed in Wreally (Screenshot)
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Appendix 5: Coding the Transcribed Material in Quirkos (Screenshot)
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