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7Ps: Product, Price, Place, Promotion, People, Physical Evidence, and Process.
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Web 2.0: World Wide Web version 2.

AMA: Amercian Marketing Association.

USA: United States of America.

SPSS: Statistical Package for the Social Science.
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The Role of Social Media Marketing at the Internet Service Provider
Companies (CallU, Hadara, Mada) in Gaining a Competitive Advantage.

Prepared by: Omar T. Abdalkarim
Supervisor: Dr. Ahmad Herzallah

Abstract

This study aims to investigate the impact of e-marketing and its seven elements
(7Ps: e-Product, e-Price, e-Place, e-Promotion, e-Process, e-People, e-Physical
evidence) in Social Media Marketing at the internet service provider companies
(CallU, Hadara, Mada) on gaining the six competitive advantage elements
(Quality, Market Domination, Improvement, Cost, Time and Flexibility).

Toward that end, the researcher adopted the Exploratory Research approach
appropriate to the nature of this study, whereas a questionnaire was designed
as a tool for gathering data and information beside observation and monitoring,
and hence the questionnaire was offered onto a number of competent
arbitrators, and carried the amendments proposed by those arbitrators, and
hence then distribute it onto the study sample, represented in the internet
service provider companies in Palestine, whereas around 185 questionnaires
were distributed, while total number of valid questionnaires for analysis
reached around 166 ones, and the researcher used the very suitable statistical
methods and techniques through SPSS program.

This study, however, come up to certain crucial but substantial findings
represented in the fact that the companies searched have persons or divisions
specialized in communicating with customers via the social media networks;
and that the Facebook the very prominent by mostly used in marketing,
followed by Twitter, and that such companies are aware of the importance of
marketing via the social media networks, and that there is a very high degree
Impact of e-marketing and its seven elements (7Ps) in marketing via the social
media networks — with all study independent variables — in gaining a
competitive advantage, whereas such impact has apparently been seen through
the statistical analysis of all study variables. Findings have shown that all
elements of e-marketing mix via the social media networks do affect highly
onto all competitive advantage elements, as also appeared a great but huge
impact of Social Media Marketing onto the sales performance.

Based on the study findings, certain recommendations and suggestions have
been set up, some of them have been particularly for companies, most
importantly: the necessity to work on setting up apparent vision and goals for
internet service provider companies; work on reviewing the marketing plans so



as to cope with the very expedite technological development of the social media
networks, the necessity to review the strategic plan continually whereas such
shall include all the 7Ps e-marketing mix elements, and the six competitive
advantage elements. The study also recommended the necessity to work on
using additional tools which are provided by the social media networks.

Amongst the mostly prominent recommendations made have been those
regarding the government and non-government institutions, most importantly
are: necessity to work on setting up apparent strategies, very specified policies
that regulate the work in the field of providing e-services, work on holding
workshops, seminars, and meetings that enrich the content of the Social Media
Marketing, and therefore increase quality of services rendered to the
Palestinian consumers, with the necessity to effectuate the role of consumer
protection in raising the consumptive awareness of the consumers in Palestine,
about the role of Social Media Marketing being played.
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Qay Ly Qay

: R dqd Al | Raad |80 | Rid | a4
Lilasy) Lilaay) Lilaay)

0.000 0578 |29 0.000 0571 |15 | 0.000 0.439™ |1
0.000 0582 |30 0.000 0558 | 16 | 0.000 0552 |2
0.000 0.556™ | 31 0.000 0586 |17 | 0.000 04217 |3
0.000 0.499™ | 32 0.000 0619~ |18 | 0.000 0391~ |4
0.000 0576™ |33 0.000 0598~ |12 | 0.000 0.426™ |2
0.000 0537 | 34 0.000 0578 |20 | 0.000 0547 | ©
0.000 0.654 | 35 0.000 0571 |21 | 0.000 0559 |7
0.000 0611 | 36 0.000 0607 |22 | 0.000 0518 |8
0.000 0.498™ |37 0.000 0.620™ |23 | 0.000 0454~ |9
0.000 0544~ |38 0.000 0640~ | 2% | 0.000 0571" | 10
0.000 0.656™ |39 0.000 0.613™ |25 | 0.000 0637~ |1
0.000 0.608™ | 40 0.000 0585 |26 | 0.000 0.686~ |12
0.000 0.629™ | 41 0.000 0598 |27 | 0.000 0.485~ |13
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R dagd oyl Riad | b R dad a3l
Lilaay) Lilaay) dilaay)
0.000 0.696™ 4 0.000 0647" |28 | 0.000 0.494 | 14

**_Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).

Jual il a8l ga aladinl Ao il Lalii) 4dsicadl (Pearson Correlation) ¢sww bl Jalea g5 :(6.4) Jsaa
dpndlil) Bl Gaiad 3 e laiaY)

aay aga aga
: R 4a | a3} : R 48 | a3)) ) R 4a8 | 28
Lilaay) Lilaay) Lilaay)
0.000 0.565%% | 37 0.000 0.469%* | 19 0.000 0.543%% | 1
0.000 0.456%% | 38 0.000 0.564%% | 20 0.000 0.521%% | 2
0.000 0.581%* | 39 0.000 0.565%% | 21 0.000 0.436%% | 3
0.000 0.451%% | 40 0.000 0.466%* | 22 0.000 0.462%% | 4
0.000 0.542% | 41 0.000 0.593** | 23 0.000 0.419%* | 3
0.000 0.650%* | 42 0.000 0.582%% | 24 0.000 0.542%% | ©
0.000 0.445%% | 43 0.000 0.572%% | 25 0.000 0.523%% | 7
0.000 0.454** | 44 0.000 0.509%* | 26 0.000 0.463** | 8
0.000 0.564%% | 45 0.000 0.632%% | 27 0.000 0.623%% | 9
0.000 0.682%* | 46 0.000 0.621%% | 28 0.000 0.597%% | 10
0.000 0.620%* | 47 0.000 0.624** | 29 0.000 0.459% | 11
0.000 0.621%% | 48 0.000 0.591%% | 30 0.000 0.568%* | 12
0.000 0.608%* | 49 0.000 0.689%* | 31 0.000 0.569%« | 13
0.000 0.509" | 50 0.000 0.655" | 32 0.000 0.587%x | 14
0.000 0.633" | 51 0.000 0.638" | 33 0.000 0550 | 15
0.000 0.6427 | 52 0.000 0.658" | 34 0.000 0487 | 10
0.000 0579 | 35 0.000 0629 | 17
0.000 0.584" | 36 0.000 0521 | 18

**_ Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
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Customize Columns

Performance

Engagement
Page Post
Messaging
Media
Clicks

Awareness

Conversions
Website
Apps

On Facebook

Settings

Save as preset

Search Clear Search 42 COLUMNS SELECTED

PERFORMANCE Select All Columns — Ad Set Name

v Resulis Delivery
Resul Rate Resuts

¥ Reach Reach
Frequency Cost per Resut

Impressions Budget

¢ Delvery Amount Spent

Social Reach Ends

Social Impressions Schedule

Actions

Relevance Score
People Taking Action

Button Clicks

¥ Relevance Score

Page Likes

Posiiive Feedback
ATTRIBUTION WINDOW

Negative Feedback ‘

28-day click and 1-day view
¥ Amount Spent
Comparing Windows
Amount Soent Todav

221



Page IMessages

ations Insights Publishing Tools

Settings Help -

_ Overview
Promotions
Likes
Reach
Page Views
Actions on Page
Posts
Events
Videos
People
Local

Messages

Page Summary Lasi7 days+

Results rom May 05, 2017 - May 11, 2017

Actions on Page i

May 4 -May 10

43

Tolal Actions on Page & 27%

N

Reach !
May 4 -May 10

3,847

People Reached 4 15%

Videos d
May 4 - May 10

149

Page Views
May 4 - May 10

396

Total Page Views 4 15%

Post Engagements
May 4-May 10

1,047

Post Engagement & 16%

Export Data (9

B Oroanic [ Paid

Page Likes i
May 4 - May 10

43

Page Likes v45%

Messages ¢
May 4 -May 10

97%

Response Rate 4 20%

00:38:45

Average Response Time v 2%
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= Ads Manager

Linda Njoom (157189943 v

§ v Account: Linda Njoom

B3 Account Overview

B campaigns g2 nd sets

Reach @ v

\_L._owm A3 TU.25%

14,035 Reach  1.56 Frequency

5K

Aprit Apr13 Apris

—

Account Name

Linda Nioom

Impressions @

Mﬁmﬁ 4 5,859.40%

Apr 17 Apr19 Apr2t 3 Apr25

—_

Amount Spent @

mm&wm 4 399.00%

A 27 Apr29 May 1 May 3

B nds

Link Clicks @

o v 100.00%

May 5 May 7

Columns: Performance v

Resutts Reach () Cost per Result () Amount Spent @

530

14035 5005 52495

Create

Last 30 days: Apr 11, 2017 - May 10, 2017 |
lote: Does notinclude today's data

Try a Contact Form

Make it easier for
customers to respond fo
yourad by adding a contact
form. The form loads
instantly, and ifs prefilled
with info theyve given
Facebook, like name and
adrress

1013 )

May 9 May 11

Breakdownv  Export v

Page Likes (4]

530

Reporta Prot
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= = Ads Manager

da Njoom (157189943) v

7+ Account: Linda Njoom

B3 Account Overview /] Campaigns

+ Create Campaign

©
©
©
©
©
©
©
©
©

Ccampaign Name

Call U Internet Services - Page Likes

[04111/2017) Promofing Call U Intemet Services

[04117/2017] Promating Call U Intemet Sarvices

Pagelikes

[08/09/2016] Promating Call U Inemet Services

CallU Internet Services - Page Likes

Post: *250 4l clia L pe gt 8 sty

TO0225588 £ = & il ittt 4

Results from 9 Campaigns

CreateRule  +

Delivery @

Not Delivering

Completed

Completed

Completed

Completed

Completed

Completed

Completed

Completed

Ad Sets

Results @

Page

363
Page Likes

167
Page Likes

Post Engagy

Page

Page Like

Reach

9415

7444

14035
People

B ads

Cost per Result €

Per Page Like

5004
Per Page Like

§0.06
Per Page Lik

Per Page

Per Page Like

Per Page Like

Per Post Engagen

Search

Columns: Performance »

Amount Spent €

50.00

$14.96

$0.99

5000

50.00

50.00

50.00

50.00

50.00

§24.95
Total Spent

v

Filters v

Last 30 days: Apr 11, 2017 - May 10,2017

Note: Does not include foday's data

Ends €

Jun 27,2016

Apr 4, 2017

Apr19,2017

Mar 31,2017

Jan9, 2017

Aug 16,2016

Jul1,2016

Apr2i, 2016

Mar 30, 2016

Breakdown~ | Export ¥

Page Likes [+

363

167

Repart a problem with fhis ad

Thursday, May 11
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= = Ads Manager

Linda Njoom (157189943) v

&+ Account: Linda Njoom

@ Account Overview

+ CreateAdSet v

a 8 8 8 8 8 8 8 8

Ad SetName

[04/1172017] Promofing Call U Infernet .

[04A772017) Promoting Call U Internet .

Post " ol s il 5. 30 sy

Us-18+

Feel TV

Feel TV

[08/09/2016] Promoting Call U Internet .

PS- 18+

Results from 10 Ad Sets

B campaigns
Create Rule

Delivery @

Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed

Completed

22 g sets

Rest.. @  Reach @

9415
Page Li
167 T444
Page Likes
Post Enga...
Page Like
Page Like
Page Like
Page Like
Page Like
- 14035
People

Costp.. §

5004
PerPagel...

$0.06
Per PageL...

Per PostE...

PerPagel...

PerPagel...

PerPagel...

PerPagel...

PerPagel...

Budget ()

B ads

Amount S... §

§1496
$9.99
50.00
$0.00
50.00
$0.00
5000
$0.00
50.00

52495
Total Spent

Search v

Columns: Performance v

Schedule

Apr 11,2017 - Apr 14,2017

Jdays

Apr17,2017 - Apr 19,2017

20ays

Mar 30, 2017 - Mar 31,2017
1 day

Jan5,2017 - Jan 9, 2017
ddays

Aug 14,2016 - Aug 16,2016
2days

Aug 11,2016 - Aug 13, 2016
2days

Aug 9, 2016 - Aug 11, 2016
2days

Jun29, 2016 - Jul1, 2016
2days

Apr26, 2016 - Apr 27,2016

Create Ad

Last 30 days: Apr 11,2017 -May 10,2017 _
Note: Does not include foday's data

Button C... @

Breakdownv  Export v

Pagelik.. @
363

Report a Problem
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Page Messages No

FEEE Published Posts

Published Posts
Search... Q v

Scheduled Posts

Drafts Posts

Expiring Posts

Sl gl ) St sl el

Videos

[EE e e

Video Library

Videos You Can

Al 0 ) 45yl o el il als
Crosspost . - .

Favorite” 2= Feel TV

Lead Ads Forms
Forms Library
Draft Forms Library

Shop
s 108 40,0 i

Products

Collections

J s . o p 2 sl o 80 3y

View Shop 3 L Feel TV sl 5 2 0

Canvas

ations Insights Publishing Tools

Reach

13K

671

643

769

13K

672

16K

2K

Clicks/Actions

51
1

34
1

27

Settings Help

Published 7

May 10,2017 at 8:00pm
Linda Njoom

May 9, 2017 at 7:47pm
Linda Njeom

May 7, 2017 at 8:00pm
Linda Njoom

May 6, 2017 at6:00pm
Linda Njoom

May 5, 2017 at6:00pm
Linda Nj

May 5, 2017 at 10:00am
Linda Njoom

May 4, 2017 at 8:30pm
Linda Njoom

May 4, 2017 at 6:00pm
Linda Njoom

May 2, 2017 at4:18pm

Apr 30, 2017 at 8:00pm

linda Minnm
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