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Forming Account Identity to Interact with Consumer in Social Media
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This paper describes forming an identity in official social media accounts of the firm. The author researched several
official Twitter accounts of the firm that are actively interacting with consumers. The results show that a unique
identity of the firm account, different from the brand identity, is formed by a mix of a brand identity, a identity of
the operators and a character created by the operators, and the sense of expectation from embedded communities

and others.
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