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In today’s fast moving world, there are so many burning issues around us which we need to think 
upon and act, it’s an alarm for us to be aware about the society and current issues like abuse of 
human rights, education, corruption by political leaders, crime against women, bribery, 
misinformation to consumer etc need to be discussed openly in an effort to do something about it 
and bring a revolution. Social media provide a platform for discussion on such issues. Now a days 
social media are used by most of the political leaders in India. Our Prime Minister twitters regularly 
on daily issues on Twitter Apps.  Social media plays a great role as information source for travellers. 
This paper examines the impact of social media on government, consumer and tourism. It also 
provides limitations and scope for future research. 
 
 
 

 
 
 

 
 
 

 
 

 
 

 
 

 
 
 
 
 
 

 
 
 
 
 
 
 

 
 

 
 

 
 
 

 
 

 

 

INTRODUCTION 
 

Social media is a type of online media that expedites 
conversation as opposed to traditional media, which delivers 
content but doesn’t allow readers/viewers/listeners to 
participate in the creation or development of the content. There 
is a wide variety of social media, ranging from social sharing 
sites such as YouTube, Twitter, Facebook, Whatsapp, LinkedIn 
etc. 
 

Social media is used by government department to reach 
citizens, business person to improve marketing, political party 
to reach public, consumer to know all about goods and service 
available etc. Unlike traditional media, social media relies on 
user-generated content, which refers to any content that has 
been by end user or the general public as opposed to 
professionals. Traditional media such as radio, books and 
network television is primarily designed to be a broadcast 
platform (one-to-many) whereas social media is designed to be 
a dialogue (many-to many interaction). This many-to many 
interactions allow large groups of geographically dispersed 
users to produce valuable information resources, solving 
challenging problem by tapping into unique and rare expertise 
through discussion. 
 

Social media technologies are now regularly employed by a 
majority of internet users. In fourth quarter of 2015, facebook 
announced that it had 1.04 billion users and as on march 10, 
2016 Facebook user base crosses 142 million in India. As the 
number of users has increased there has been a growing interest 
in applying social media towards addressing national priorities 
not just using them for entertainment or corporate purposes. 

Prime Minister Narendara modi used Twitter for campaigning 
during election time. He had millions of followers on social 
media. Much government activity is now focused on social 
media, with social media becoming a central component of e-
government in a very short period of time. 
 

Now Modi government administration strongly encourages 
agencies to use social media to provide information, 
communicate with members of the public, and distribute 
services. It has also made a priority of public usage of social 
media to participate in government. Most recently when 
Chennai was affected by flood, many people had been saved 
through social network like Whatsapp, Facebook, Twitter etc., 
 

REVIEW OF LITERATURE 
 

In the study titled “Local e-government 2.0” by Enrique 
bonson, Lourdes torres, Sonia royo and Francisco flores in the 
year 2012 at European union. Author provide an overall view 
about the use of web and social media tools in Europe union 
local governments in order to determine whether local 
government are using these technologies to increase e-
participation and to open a real corporate dialogue. Results 
show that most local government are using web and social 
media tools to enhance transparency but the concept of 
corporate dialogue and the use of web to promote e-
participation are still in their infancy at the local level. 
 

The study titled “The impact of polices on government social 
media usage” was conducted by John carlo bertot, Paul T. 
Jaeger and Derek Hansen in the year 2011 at marryland, United 
States. Government agencies are increasingly using social 
media to connect with those they serve. These connections 
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have the potential to extend government services, improve 
decision making and problem solving. However, interacting via 
social media introduces new challenges related to privacy, 
security, data management and other information policy issues. 
Due to growth in usage of social media by public and 
government agencies there are many issues and challenges. 
Author states all issues, challenges and give some 
recommendation to correct it. 
 

The study titled “Social media use by government” was 
conducted by Andrea L kavanaugh, Edward a fox, Steven d. 
sheetz, Seungwon yang, Lin tzy li, Donald j. shoemaker, 
Apostal Natsev and Lexing xie in the year 2010 at Washington, 
D.C.USA. Social media and online services (e.g. Twitter, 
Facebook, YouTube) have made a staggering amount of 
information (and misinformation) available. Government 
officials set to leverage these recourses to improve services and 
communication with citizens. This paper presents findings from 
exploratory study conducted from government officials in USA 
capital that is Washington DC with the broad goals of 
understanding social media use by government officials as well 
as community organization, business and the public at large. A 
key objective was also to understand social media use 
specifically for managing crisis situation from the routine (e.g. 
Traffic, weather report) to the critical (e.g. Earthquake, floods). 
Social media are playing an increasingly important role as 
information sources for travellers. The goal of the article titled 
“Role of social media in online travel information search” by 
Zheng xiang and Ulrike gretzel in the year 2009 at Texas, 
United States is to check how far social media helps in travel 
related searches. Many of these social media websites assists 
consumer in posting and sharing their travel related comments, 
opinions and personal experiences, which then serve as 
information for others. This study confirms the growing 
importance of social media in the online tourism domain. 
Social media websites have become a great challenge for 
traditional tour operators. Tourism is an information intensive 
industry and it is critical to understand changes in technology 
and consumer behaviour. 
 

The paper titled “Using social media to increase advertising 
and improve marketing” by Kyle hensel and Michael h. dies in 
the 2010 at Clayton, United States to  focus that social media  
will lead to success in business if it is used by entrepreneurs in 
a right manner. With the economy in its current conditions, it is 
imperative that entrepreneur also understands how to use social 
media to increase advertising and improve marketing. Author 
will discuss the advantages and disadvantages of using social 
media to increase advertising and improve marketing. 
 

The study titled “Viral advertising in social media: 
Participation in facebook groups and responses among college- 
aged users” was conducted by Shu-Chuan chu in the year 2011. 
Viral of advertising in social media examines the potential link 
of facebook group participation with viral advertising 
responses. Social media have become perhaps the most popular 
communication channel for college-aged internet users. 
Consumers increasingly turn to facebook groups as trusted 
sources of information and opinions. Facebook groups 
increasingly serve as online tools for communications between 
consumers and companies. The emergence of social media has 
dramatically changed the ways available and strategies used to 
communicate with and engage consumers. 

Social Media and Government 
 

Government agencies are increasingly using social media to 
connect with those they serve. These connections have the 
potential to extend government services, solicit, new ideas and 
improve decision making and problem-solving. Social media 
have changed the way many Indians get information about 
what’s going on in their communities, national and global 
current events. They provide new ways for citizens to share 
information and to interact with each other and with elected 
officials and government agencies. 
 

Prime Minister Narendara modi on November 20, 2015 crossed 
yet another milestone on Twitter- a million followers within 
just two months taking his follower count to over 16 million. 
He currently has 16.1 million people following him on Twitter. 
PM Modi, who has an active social media presence across 
platforms, is currently the second most followed politicians in 
the world after US President Barack obama. In the last 18 
months in power PM Modi has used Twitter in his diplomatic 
efforts to reach out to leaders of the world. 
 

The Modi administration has made a priority of the use of 
social media technologies in all government departments. Modi 
administration strongly encourages agencies (department) to 
use social media to provide information, communicate with 
members of the public and distribute services. It has also made 
a priority of public usage of social media to participate in 
government so that transparency occurs in all government 
departments. 
 

Social Media and Consumer 
 

Social media have provided new opportunities to consumers to 
engage in social interaction on the internet. Consumers use 
social media, such as online communities to generate content 
and to network with other users. The advancement in the 
internet in recent years has made new system available to 
business. The general availability of the internet has given 
individuals the opportunity to use social media, from email to 
Twitter and facebook and to interact without the need of 
physical meeting. 
 

Today’s consumers have access to different sources of 
information and experiences which have been facilitated by 
other customer’s information and recommendations. This is an 
important point as customer involvement through social media 
is a key factor in marketing. The interconnectivity of 
consumers through social media such as communities, reviews 
or recommendation is likely to establish trust in e-commerce. 
In social networking sites (SNS), the social interaction of 
consumers helps their peers to develop or reject trust in a 
provider. The interactions on these platforms generate social 
support. Social support generated through social media 
therefore influences trust. In addition, more positive comments, 
feedback and higher rating lead to a higher level of trust in a 
vendor. 
 
 

Social Media and Services Sector 
 

Social media plays a great role as information source for 
traveller. The internet has fundamentally reshaped the way 
tourism related information is distributed and the way people 
plan for and consume travel. Many of the social media websites 
assist consumers in posting and sharing their travel-related 
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comments, opinions and personal experiences, which then 
serve as information for others. On the other hand, due to the 
huge amount of information available, searching has become 
an increasingly dominant mode in travellers use of the 
Tourism is an information-intense industry therefore, it is 
critical to understand changes in technologies and consumer 
behavior that impact the distribution and accessibility of travel
related information through social media. It seems that soci
media are becoming increasingly important in the online 
tourism domain; there is a lack of empirical data to describe 
and explain the role of social media in the context of online 
travel information search. 
 

Statistical information about users of social network sites 
(SNSS) 
 
 
 
 
 
 
 
 
 
 
This above table is illustrated in stacked line diagram
 

Chart 1  
 
 
 
 
 
 
 
 
 
 
 

 
The above table shows the number of active facebook users in 
India from 2012-2016. In the year 2012 the number of active 
users is 54.1 million and from that year there is continuous 
growth in facebook users. During the year 2013 it was 77.8 
million, in 2014 it was 108.9 million, 2015 it was 136.3 million 
and in 2016 it was 161.8 million active facebook u
From the table and chart it is clear that there is continuous 
growth in facebook users from 2012-2016. In the year 2013, it 
had a growth percentage of 43.8%, in 2014 it had 39.9% 
growth, in 2015 it had 25.2% growth and in 2016 it had 18.7% 
growth.  Facebook application leads among social network 
sites in the world and in India too it has the highest number of 
active users. 
 
 
 
 
 
 
 
 
 

Table 1 Number of Active Facebook Users in India From 
2012-2016 

 

Years 
No. of active users (In 

millions) 
2012 54.1 
2013 77.8 
2014 108.9 
2015 136.3 

2016 (Up to Feb) 161.8 
 

Sources: Electronic records of statista organization, Germany
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Table 2 Number of Active Twitter Users in India From 
2012-2016 

Years No. of active users (In millions)
2012 7.6 
2013 11.5 
2014 15.8 
2015 19.7 

2016(Up to Feb) 23.2 
 

Sources: Electronics records of statista organization, Germany
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The above table shows the number of active Twitter users in 
India from 2012-2016. In the year 2012 the number of active 
users is 7.6 million and from that year there is continuous 
growth in Twitter users. During the year 2013 it was 11.5 
millions, in 2014 it was 15.8 million, in 2015 it was 19.7 
million and in 2016 it was 23.2 million active Twitter users in 
India. 
 

From the table and chart, it is clear that there is continuous 
growth in Twitter users from 2012
had a growth percentage of 51.3%, in 2014 it had 37.4% 
growth, in 2015 it had 24.7% growth and in 2016 it had 17.8% 
growth. 
 
 
 
 
 
 
 
 
 
 
This above table is illustrated in clustered bar diagram
Chart 3 
 
 
 
 
 
 
 
 
 
 
 
 
Table number 3 exhibits the number of active Whatsapp users 
in India from 2012-2016. In the year 2012, the number of 
active users is 11.2 million from that year there is continuous 
growth in Whatsapp users. During the year 2013 it was 20 
million, in 2014 it was 40 million, in 2015 it was 70 million 
and in 2016 it was 100 million active Whatsapp users in India.
From the table and chart it is clear that there is continuous 
growth in Whatsapp users from 2012
had a growth percentage of
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Table 3 Number of Active Whatsapp User in India From 
2012

Year 
No. of active users (In 

millions)
2012 
2013 
2014 
2015 

2016(up to Feb) 
 

Sources: Electronics records of statista organization, Germany
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This above table is illustrated in clustered cone diagram 

above table shows the number of active Twitter users in 
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growth, in 2015 it had 75% growth and in 2016 it had 42.9% 
growth. Whatsapp application is the fastest growing social 
network application in the world and in India too it is the 
fastest growing application.  
 

DISCUSSION AND CONCLUSION 
 

Many researchers were found that the social networking sites 
are acting as great medium for view mobilization on the social 
science side. Government organizations and citizens 
(consumers) will continue to use a combination of traditional 
communication methods (e.g. newspaper, radio, television, 
magazine, telephone) and emerging tools, smart phones and 
social media. Governments know that they have diverse 
audience with different needs and preferences. Social media are 
just another set of communication channels to get word out and 
serve the interest of different (mostly younger) citizens. 
Citizens will continue to use different media to get and share 
information, not only with each other, but with government. 
 

Social media is both boon and curse for the Indian society. In 
one hand it provides a way to connect our dear ones, on the 
other side it gives a bias that has become a danger for our 
tradition and culture. Facebook application leads in social 
network sites in the world and in India too it has highest 
number of active users. Whatsapp application is the fastest 
growing social network application in the world and in India 
too it is the fastest growing application. 
 

Limitations and Scope for Future Research 
 

Given its exploratory nature, this study has several limitations. 
All people are not aware of social media in a country like India 
where still illiterate people account to 26% of total population. 
Future research will help citizens and government to navigate 
the transition from traditional methods to emerging trends. The 
growing number of cities and towns that have more experience 
with new media will guide others in minimizing costs and 
pitfalls. The benefits, especially to citizens in terms of greater 
access to information and greater sharing of concerns and ideas 
will lead to increased awareness, collective efficiency and civic 
participation. The benefits to government include pro-active 
problem solving and positive public relations that leads to 
greater political efficacy and public trust. 
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