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Abstract

In recent years, Web 2.0 has been the buzz word for the field of e-governance due
to its openness, immediacy, and interactivity, which facilitate a more collective and
effective networking life of the population. In this thesis, author reviews the literature
from information system design, civil engagement, and organizational management to
research on the importance, objective, and effectiveness of social media usage and its
impact on non-profit organizations. Author selects two cases, Taipei City Zoo (the first
sector) and Social Enterprise Insights (the third sector), to investigate and compare them
to answer questions concerning the objective and effectiveness of utilizing social media.

In this research, a mixed-method approach is adopted to collect both quantitative
and qualitative data. An on-line questionnaire was administrated to users of both
Facebook Fan Pages and in-depth interviews with organizational staffs. According to
literature reviews, the research framework contains two dimensions: information system
(system, information and service quality) and civic engagement and social influence on
users. Author uses multiple regression to analyze users’ subjective responses.

Findings are as follows. First, information system dimension contributes to merely
information system satisfaction and information quality is no significant. Second, users’
dimension is significant, but social influence is the worst in descriptive statistics. Third,
compared to deeper engagement and take action, communication of information is easy
to obtain. Forth, in the organizational management dimension, SEI is an organic
organization to adapt the changing environment. Manager support and cross- unit
execution cause good-use of social media in the zoo.

From this research, practical advices to social media “page masters” contains three
main parts. First, the keys to manage social media are community, contents, and
channels of communication. Second, the managing goals are focusing on target group,
integrating virtual with real world, promoting civic engagement and establishing
interpersonal network. Finally, the strategies are utilizing eye-catching pictures,

promptly responding to users’ questions, and stable provision of interesting contents.

Key words: Web 2.0, civic engagement, effectiveness evaluation, transaction cost,

organizational innovation, social enterprise
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Retrieved September 19, 2013, from
http://www.marketingprofs.com/9/social-media-roi-whats-return-on-ignoring-alston.asp
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£l ) 5 21 317 436 262 142
Q19 3.89 | 0.818
0.4 1.8 26.8 | 369 | 221 | 120
6 36 373 348 237 183
Q20 3.77 | 0.870
05 3.0 315 | 294 | 20.0 | 155
ARt K = 4.21
20 81 320 343 276 143
Q21 3.74 |0.997
i B 1.7 6.8 27.0 | 29.0 | 233 | 121
N} 79 279 368 195 163 99
S Q22 3.08 |1.151
i Ak 6.7 236 | 311 | 165 | 138 8.4
¢ 7] 22 70 297 336 229 229
. Q23 3.71 | 0.985
F RN 1.9 5.9 251 | 28.4 | 194 | 194
A5 %~ AL 4 22 199 482 459 17
e Q24 4.17 | 0.800
ik ) 0.3 1.9 16.8 | 40.7 | 38.8 1.4
g PR T 3.65
Fa 1 8 68 61 491 0
c Q25 4.34 | 0.625
R 0.1 0.7 5.7 52.0 | 415 0
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B CHE 0 6 29 588 558 2
| Q26 4.44 | 0571
B~ IR 0 0.5 2.5 49.7 | 47.2 0.2
L 8 116 590 466 2
o Q27 4.28 | 0.670
fop * ) 0.1 0.7 9.8 49.9 | 39.4 0.2
0 6 90 586 489 2
Q28 4.34 | 0.637
0 0.6 7.6 495 | 42.2 0.2
T ARBALARETE 4.34
6 33 146 482 510 6
Q29 4.24 |0.812
e ¥ 0.5 2.8 12.3 | 40.7 | 431 0.5
BB 6 54 320 422 350 31
| Q30 3.92 | 0.900
(23 0.5 4.6 27.0 | 357 | 29.6 2.6
B~ TR 5 28 280 503 353 14
. Q31 4.00 | 0.822
»ck ) 0.4 2.4 237 | 425 | 29.8 1.2
R ELBER T 4.05
1 7 98 530 544 3
Q32 4.36 | 0.666
0.1 0.6 8.3 448 | 46.0 0.3
65 % 9 83 368 370 316 37
R 633 3.79 | 0.955
%P 0.8 7.0 311 | 31.3 | 26.7 3.1
(F 5 40 293 439 364 42
R Q34 3.98 | 0.869
B E 0.4 3.4 24.8 37.1 30.8 3.6
v B 3 15 161 536 454 14
e | Q35 4.22 | 0.744
D 0.3 1.3 136 | 453 | 384 1.2
Fd) 1 14 170 547 439 12
Q36 4.20 | 0.731
0.1 1.2 14.4 | 462 | 37.1 1.0
REEBE %P BT 35 4.10
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F & B 1 2 3 4 5 6 1 2 3
S Q1 [ 0.73 | 0.03 | 0.16 | -0.21 | -0.08 | -0.07 | 0.62 | 0.43 | 0.02
L A [
K Q2 | 054 |-0.12| 0.29 | 0.08 | 0.29 | 0.07 | 0.73 | 0.28 | -0.07
v’ _ - _ - _
= —_— Q3 | 0.57 | -0.33 | -0.10 | -0.05 | -0.42 | 0.16 | 0.69 | 0.20 | -0.09
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Q4 | 053 |-026| 041 [-0.19|-0.29 | 0.35 | 0.74 | 0.03 | -0.19

-1
Fa = Q5 | 0.48 |-0.08 [-0.10 | 0.12 | 0.51 | 0.55 | 0.71 | 0.20 |-0.08
& LA | Q6 | 069 | -0.08[-0.10| 0.35 | 0.04 |-0.15 | 0.74 | -0.01 | 0.06

T 2> Q7 | 061]-030|-0.28| 0.34 | 0.14 | -0.08 [ 0.75 | 0.12 | 0.05

Q8 | 058 |-0.19 | 0.03 {-0.28 | 0.08 | -0.21 | 0.78 | -0.18 | -0.29

Q10 | 0.68 | -0.10 | -0.31 | -0.35 | 0.09 | -0.28 | 0.78 | 0.09 | -0.23

PRF% E Q11 | 0.65 | -0.09 | 0.04 | -0.45| 0.13 | -0.32 | 0.77 | 0.09 | -0.26
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bl Y e
Q14 | 0.61 | -0.17 | 0.04 | -0.15| 0.39 | 0.31 | 0.79 | -0.18 | -0.29
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Iz, 1+
i Q16 | 0.66 | 0.20 | -0.39 | -0.03 | 0.11 | 0.07 | 0.71 | 0.27 | 0.14
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= F Rl

Q20 | 0.59 | -0.06 | 0.43 | 0.38 | 0.10 | -0.28 | 0.78 | -0.32 | 0.18
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