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Abstract

Social media networks such as Facebook and Twitter have become vital and is a-must by businesses
nowadays. Social media covers a wide spectrum of users and facilitates businesses in their operations by
providing various services and interact with customers. As a result, a large amount of social media
content is created and freely available on social media sites. In order to understand customers better,
companies use this opportunity to monitor and analyse user-generated content related to their interactions,
performances and at the same time provide comprehensive views on other competitors. In an effort to
help companies understand how to perform social media analysis and transform the data into meaningful
knowledge, this paper examines user-generated unstructured content on Twitter and Facebook sites of the
three leading UK online retailers: Amazon, Asda and Tesco. Our analysis shows how topics, engagement,
sentiment analysis of these data could be turn into knowledge, source of intelligence and useful for
companies to improve businesses. We believe that the study of customer behaviours and interactions on
social media site has its potential to extract valuable knowledge and pattern that can be beneficial to
develop effective marketing strategies. The results will be discussed and implications will be drawn.
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