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Abstract
I ~ Motivation and Purpose of the Research

The Web 2.0 applications have gradually matured with the rapid
development of information technology in recent years. People utilize
social media to search data, share information, and develop interpersonal
relationships. About 94% of internet users in Taiwan are capable of using
social media. Not only do enterprises contribute to the increasing trend,
but one government office after another has also started to adopt various
types of social media. However, most government officials are less
familiar with the characteristics and applications of social media. Hence,
by observing the operational strategies and current status of Web 2.0
social media in other countries along with qualitative and quantitative
data related to stakeholders, this research proposes strategic thinking and
operational modes of policy communication for which governments can
use social media.

Therefore, the purposes of this research are a) to understand how
governments of other countries utilize the trend and marketing strategies
of Web 2.0 social media, b) to review the development and current status
regarding our governments’ use of social media on policy marketing, and
c) to find out the conditions or factors necessary for the government to
successfully utilize social media for policy marketing, such that policy
recommendations from the perspectives of mindset as well as operational
strategies.

I -~ Methods and Processes

In order to pursue the research purposes, three working stages were
planned to execute herein. In the first stage, the trends, strategies and
problems of utilizing social media in other countries were researched by
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reviewing related literature and observing their social media use. In the
second stage, under the scope of the tourism policy that specifically
meets the meaning of Web 2.0 social network and strategic marketing, the
central Tourism Bureau and the Department of Information and Tourism
of Taipei City were selected as research targets, representing the central
government and local government, respectively. Subsequently, the two
government offices’ planning, operation, current status, and problems of
using social media for tourism marketing were thoroughly examined
through content analysis, focus groups, observation and participation of
their online social media.

In the third stage, this research used web questionnaire to survey the
target agencies’ Facebook users or fans regarding their perception,
experience, and evaluation of the agencies’ marketing policy and
promotion activities on Facebook pages.

IT ~ Results and Implications of the Investigation

The research team divided the investigation discovery into a
microscopic view deduced from the observation of Facebook fan pages
and a macroscopic view based on the literature review.

1 -~ On the Microscopic View:

All social media platforms possess properties such as user-generated
content, interaction, up-to-date and succinct content, free platforms,
immediate delivery, individual spaces, identifiability, etc. Although there
are operational differences among different social media platforms, they
still share the core characteristics mentioned above. Therefore, the
findings from the Facebook fan pages generally can be applied to other
social media as well.

Xl
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The social media of government offices should enhance the service
functions of tourism planning and provide continuously excellent
information in order to both attract new fans and retain old members, and
to encourage people to click and improve their participation willingness.
The correlation between the participation willingness and the word of
mouth from relatives and friends is higher than those from other sources.
It is crucial that marketing strategy is well planned such that people are
motivated to spread information to relatives and friends. Additionally,
famous people and office spokespeople are already not as influential as
they once were.

Next, it is found that the willingness to participate on social media
page can be increased if there are characteristics such as providing useful
and up-to-date information, using clear and lucid wording, satisfying
user’s need of entertainment, and providing screenability of information.

This research also suggests that education level is a factor for
several variables of interest, inferring that people with lower education
levels are inclined to be more satisfied with the information provided on
the examined fan pages perhaps because of their lower expectation;
meanwhile, people with higher education levels might have relatively
higher expectation for the examined fan pages because they are more
familiar with internet usage and aware of various online information
sources as competitors.

2 ~ On the Macroscopic View:

(1) It has been suggested that the Legislative Yuan of Taiwan should
enact laws, regulations or directives to guide government agencies
to utilize Web 2.0 social media to communicate with citizens. What
our nation currently lacks is the accumulation of practical
experiences. Therefore, the Research Development and Evaluation
Commission of the Executive Yuan should encourage the
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government to develop various interactive models that introduce
social media into policy marketing, to accumulate social media
experiences themselves, and to gradually modify and establish
operational models that are suitable for the offices themselves
during the process.

(2) Regarding the operational strategy, the authority in charge of
information policy may provide a single integrated portal that
collects and pools online resources so that the resources of the
social media of various government units may be connected to
create a seamless service delivery system. Within government
offices, training and seminars should be regularly offered to equip
government employees with sufficient social media skills.

(3) For social media webmasters, they should regularly change subjects
and issues on the websites, build an affable image for the website,
as well as develop their enthusiasm and capability of caring for
diverse interests to attract potential users as much as possible.

(4) Each level of government should develop the main goal for
introducing social media, establish evaluation plans by designing
key performance indicators, and accumulate social media
experiences in the hope of offering benchmarks for other
government counterparts.

Key words: Web 2.0, social media, policy marketing, social website
marketing, tourism, program evaluation
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Queensland . Ben’s Best Adventures

in Queensland

EXPEDITION REEF PROTECTING QUEENSLAND

AL Where Au‘,hmim Shines

In 2009 Ben Southall was announced as the.
successful candidate for Tourism Queensland’s
‘Best Job in the World' campaign and became

the Caretaker for the Isiands of the Great Bamier
Reei. Since then he has worked as a Queensland
Tourism Ambassador

travelling extensively throughout the state filming,
photographing and blogging about his adventures.
Read More

(M Tube] See Ben on YouTube
06 JUN A marathon, a first place and a tired set of legs...
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