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Abstract

Today social media is one of the most important tools for business development. Therefore, it is
important for any sector of businesses to have social pages based on strategic maketing motives,
in order to reach the target audience and attract new customers. The study examined the main
factors that influence the customer's decision-making process while choosing hotels, restaurants
and cafes. Furthermore, this research provides information about ways to increase customer
interaction trough Facebook and Instagram. In addition, the negative aspects that social media

might have are discussed.

The main objective of the study was to examine how much Facebook and Insagram influence
consumers to use the services of a particular Horeca sector unit. Qualitative and quantitative
research is used within the framework of the research. As part of qualitative research, social media
managers employed in the Horeca sector were interviewed in-depth interviews, and social media

users were interviewed through focus group and online questionnaires.

The result shows that the number of customers in the Horeca sector are increasing trough
Facebook and Instagram. Potential consumers pay attention to the comments and
recommendations of other consumers as well as the recommendations of influencers while
making decisions. Social media is the cheap and accessible platform for any size of businesses to
attract new customers. It actually offers a lot of opportunities for businesses to develop their fields.

The main limitation of the study is small number of respondents.

Keywords: Facebook, Instagram, Horeca, Word of mouth, Decision making.



