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Abstract

In the digital communication era, social media has emerged as one of the most powerful
tools transforming the way organizations interact with consumers and shape marketing
strategies. The financial sector, including banking systems, increasingly relies on social media
platforms to disseminate informmacion, promote products, and strengthen customer
engagement. This master’s thesis aims to examine the role of social media marketing in the

Georgian banking sector, while also drawing parallels with international practices.

The research focuses on leading commercial banks in Georgia — Bank of Georgia, Tbc Bank, and
Liberty Bank — Whose social media strategies were assessed by customers through a quantitive
survey, A mixed -method approach was applied, utilizing a Google Forms questionnaire to
gather primary data. According to results, Bank of Georgia emerged as the most preferred
institution among respondents, and most customers reported receiving banking — related
information with Facebook. These trends highlight that social media serves not only as a
communication tool but also significantly influences consumer behavior and decision — making

processes.

In parallel, secondary data analysis was based on international market research and official
reports from the banking sector. In the comparative section of the study, the practices of India,
The United States, and the United Kingdom are examined, where social memdia marketing is an
integral part of banks’ branding strategies. India is characterized by high engagement and
integration of WhatsApp into customer service processes, in the United States, TikTok is used
for financial literacy campaigns, and in the United Kingdom, LinkedIn is primarly employed for
corporate communication. These cases illustrate how social media strategies can be localized and

adapted to diverse national and market-specific contexts.



This research concludes that a well-structured social media marketing strategy strengthens
customer loyality, enhances brand visibility, and promotes the use of digital services. It is
recommended that Georgian banks further develop personalized, video-driven, and interactive

campaigns, as well as invest in chatbots, live chat, and other user-centric digital tools.

Key search words: social media marketing, traditional media, brand awareness, loyal customers.
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