
AUTOR

Revista Comunicación y Hombre ∙ Número 5 ∙ Año 2009

Del Word-of-mouth al Marketing viral: 
aspectos claves de la comunicación a 
través de redes sociales
From Word-of-mouth to Viral marketing: key aspects 
of the communication across social networks
El presente artículo tiene por objeto dejar constancia de la importancia que las redes sociales y el 
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nuevos sistemas de entretenimiento y de información. Se abordan los aspectos esenciales a consi­
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del mensaje. En el artículo se analiza con detenimiento cómo la convergencia entre medios requiere 
de nuevas técnicas de producción, siendo la realización y el diseño factores claves del éxito en esta 
nueva forma de entender la comunicación.
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The present article introduces the relevance that the social networks and the viral communication have acquired in the 
approaches of the communication as new systems of entertainment and of information. The authors explain the essential 
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1. Del Word-of-mouth al Marketing viral 
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“One of the one main characteristics of the Internet is that it’s a dynamic medium – not 
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-$' *̀2$'a!50$5<'!-A3*5@!'b$7('#(5'JXI'2*44(0$"'-$'$35("'$0'2!5:('-$'HIIJc'EU!2#("'
[5$*5$<'HIIJS'HJ]dHe>K8
U(2('"$O!4!'_%&!+*('9"4!"'Q-$7$2("'5$%(0$5'!'90&$50$&'%(2('$4'2$&!2$-*('A3$'$.$%­

&*+!2$0&$')!'"*-('%!#!:'-$'#5(4(06!5'!'4("'2$-*("'-$'%(230*%!%*D0'%(0+$0%*(0!4$"c'
E_%&!+*(' 9"4!"<' HII]K8' W*&3!%*D0' A3$' )!' &5!@-(' %(0"*6(' 03$+!"' .(52!"' -$' !.5(0&!5' 4!'
%(230*%!%*D0'1'4!"'5$4!%*(0$"'0('"D4('-$'4("'2$-*("'%(0'4("'#R74*%("<'"*0('&!27*B0'-$'
B"&("'$0&5$'"@<'-!0-('436!5'!'4!"'-$0(2*0!-!"'5$-$"'"(%*!4$"8'G$'&!4'.(52!'A3$'4!'*0.(5­
2!%*D0'$'*0f3$0%*!'1!'0('$"&C0'$0'2!0("'-$'30("'#(%("8
W$6R0'U(5&C:!5'N(-5@63$:'Q)!1'30!'*-$0&*-!-'$0&5$'4("'532(5$"'$'90&$50$&<'$0'&!0&('

A3$'30('1'(&5('(7$-$%$0'!'30!'0$%$"*-!-'-$'$"&!5'$0'%*5%34!%*D08'P4'$"&*4('(5!4<'4!'5!#*­
-$:<'$4'!0(0*2!&(<'4!"'#("*7*4*-!-$"'-$'5$!4*:!5'&53%!M$"'('-(%32$0&("'.!4"('1'4!'-*.3"*D0'
2R4&*#4$')!%$0'-$'90&$50$&'1'-$4'%(55$('$4$%&5D0*%('2$-*("'*-D0$("'#!5!'&5!0"2*&*5'532(­
5$"c'EU(5&C:!5'N(-5@63$:<'HIIZK8'^-$2C"<'$4'532(5'"$'-*.30-$'2C"'5C#*-('!'&5!+B"'-$'
90&$50$&'$0'#!5&$'#(5A3$'%(27*0!'4!'%(230*%!%*D0'4(%!4'1'64(7!48'P0'-*%)('#5(%$"('0('
)!'-$'(4+*-!5"$'$4'#!#$4'-$'4('A3$'"$')!'-!-('$0'-$0(2*0!5'Q4("'%$0&5("'-$'5$-c'EN("$0<'
HIIHS'XJK' <'$"'-$%*5<' *0-*+*-3("'A3$'"$'%(230*%!0'2C"'A3$'30!'#$5"(0!'0(52!4'#!5!'
%(2$0&!5'30'#5(-3%&(8'?('A3$'&5!-*%*(0!42$0&$'"$')!'%(0(%*-('%(2('4@-$5$"'-$'(#*0*D08'
P"&("'%$0&5("'-$'5$-'%5$!0'+@0%34("'$0&5$'"3'"*"&$2!'4(%!4'1'$4'230-('$L&$5*(58'̂ -$2C"<'
!'$44(')!1'A3$'!O!-*5'4!"'-$0(2*0!-!"''Q)$55!2*$0&!"'#!5!'$4'532(5'!65$6!-(c<'A3$'"(0'
7!"$"'-$'-!&("'A3$'!42!%$0!0'*0.(52!%*D0'"(75$'4!'$L#$5*$0%*!'-$'4!"'#$5"(0!"'%(0'
diversos productos y servicios. 
F$5('2C"'!44C'-$'4!"'03$+!"'#("*7*4*-!-$"'A3$'75*0-!'4!'&$%0(4(6@!'-*6*&!4'0(')!0'-$'

(4+*-!5"$'(&5("'.!%&(5$"'A3$'%(0-*%*(0!0'$4'BL*&('-$'4!'%(230*%!%*D0'!'&5!+B"'-$'5$-$"'
"(%*!4$"8'^"@'#3$"<'$4')$%)('-$'%(2#5$0-$5'4!'2(&*+!%*D0'$L*"&$0&$'-$&5C"'-$'4!'#374*­
%*-!-''7(%!'!'7(%!'EWord­of­mouthK'$"'$4'#5*2$5'#!"('#!5!'$"&*234!5'!'4!"'#$5"(0!"'!'
A3$')!74$0'-$'30'#5(-3%&(8
g0'+*53"'"$'$L#!0-$'%3!0-('$"'.C%*4'-$'&5!0"2*&*5<'!4'2*"2('&*$2#('A3$'$4'2$-*('A3$'

44$+$'"3'2$0"!M$'-$7$'"$5'.C%*4'-$'&5!0".$5*5'1'5$#4*%!58'P4'Word­of­mouth'E#374*%*-!-'-$'
7(%!'$0'7(%!K<')!'"*-('3&*4*:!-('%(2('2(-('-$'#374*%*-!-'$.$%&*+!'"*0'5$%355*5'!'65!0-$"'
inversiones ni contrataciones de medios masivos. Funciona al modo de una recomen­
-!%*D0'1'65!%*!"'!'B"&!'$"'#("*74$'!-)$5*5'!'03$"&5!'%!5&$5!'-$'%4*$0&$"'30'%4*$0&$'2C"8'
G$'$"&!'2!0$5!<'30!'5$%(2$0-!%*D0')$%)!'-$'!2*6('!'!2*6('!%$5%!'-$'30'#5(-3%&('
*2#4*%!'%(0/!0:!'1'%5$-*7*4*-!-'1!'A3$'2C"'!44C'-$'%5$$5'$0'$4'#5(-3%&('1'"3"'%!5!%&$­
5@"&*%!"<'$4'#("*74$'%(0"32*-(5'$"&C'7!"!0-('"3'%(2#5!'$0'4!'%(0/!0:!'-$#("*&!-!'$0'
4!'#$5"(0!'A3$'5$.$5$0%*!'$4'2$0"!M$8
90&$50$&')!'2(-*/%!-('$"&!'#5C%&*%!'-$4'Word­of­mouth'44$+!0-('4!'5$%(2$0-!%*D0'#(5'

4!'"R#$5%!55$&$5!'-$'4!'*0.(52!%*D08'̂ 4'%(0+$5&*5"$'$0'30')$%)('2!"*+('1'!4'234&*#4*%!5"$'
%(0'65!0'+$4(%*-!-'"$'4$')!'-!-('$4'0(275$'-$'Q2!5;$&*06'+*5!4c8'P"&$'%(0%$#&('$"'%(­
2R02$0&$'3&*4*:!-('#!5!'-$"%5*7*5'%3!4A3*$5'&*#('-$'2!5;$&*06'-(0-$'$L*"&$'30'5$%$#&(5'
-$4'Q+*53"c'E5$%(2$0-!%*D0K<'$4'%3C4'"$'%(0+$5&*5C'$0'$2*"(5'-$4'2*"2(8'P"'30('-$'4("'
2!1(5$"'!+!0%$"'-$'4!'2$5%!-(&$%0*!<'-$7*-('!'"3'.!%*4*-!-'-$'3"(<'-$'%(230*%!%*D0'1'
!'4("'7!M("'%("&("'!'4("'A3$'"$'$0.5$0&!'$4'$2#5$"!5*(8
P4'2!5;$&*06'+*5!4'#$52*&$'A3$'%5$:%!'$L#(0$0%*!42$0&$'4!'%!5&$5!'-$'%4*$0&$"<'#5(+(­

%!0-('$0'%!-!'%4*$0&$'"!&*".$%)('30'0R2$5('-$&$52*0!-('-$'5$%(2$0-!%*(0$"<'-$#$0­
-*$0-('-$4'%@5%34('-$'!2*"&!-$"'('%(0&!%&("'A3$'&$06!'03$"&5('5$%$#&(5d$2*"(58
P4'73$0'2!5;$&*06'+*5!4'$"'$4'A3$'6$0$5!'+$5-!-$5('*0&$5B"'$0&5$'"3'#R74*%('(7M$&*+(8'

W3$4$' )!%$54(' $0%(0&5!0-(' 4!"'2(&*+!%*(0$"' $"$0%*!4$"' -$' $"$' #R74*%(<' 1' -$-*%!0-('
&*$2#('1'$".3$5:('!'%5$!5'30'%(0&$0*-(<'"$5+*%*('('$L#$5*$0%*!'A3$'44$63$'!'$"&$'#R74*%('
sin provocar escepticismo.

P4'2!5;$&*06'+*5!4'*0+(43%5!'!'"3"'-$"&*0!&!5*("<'"$-3%$<'$+(43%*(0!'$0'2!0("'-$'4("'
%(0"32*-(5$"<'A3$'4(')!%$0'%5$@74$'#!5!'(&5("'%(0"32*-(5$"8'g0!'%!2#!O!'-$'2!5;$­
&*06'0('#3$-$'44!2!5"$'+*5!4'!0&$"'-$')!7$5"$'4!0:!-(8'Qh*5!4Q'$"'30'!-M$&*+('A3$'30!'
%!2#!O!'"$'6!0!'%3!0-('4("'%(0"32*-(5$"'4!')!%$0'"31!<'#!5&*%*#!0<'4!'%(2$0&!0'1'4!'
!2#4*/%!08'W3'+!4(5'%5$%$'%(0'$4'3"(8'P4'2!5;$&*06'+*5!4'"$'5$.3$5:!'%3!0-('"$'234&*#4*%!<'
1'$"&('%(0"&*&31$'30!'$L%$4$0&$'7!55$5!'-$'$0&5!-!'%(0&5!'4("'%(2#$&*-(5$"8'U(2('73$0'
+*53"<'"$'!4*2$0&!'-$'5$-$"<'"*"&$2!"<'$'*0.5!$"&53%&35!"'1!'%(0"&53*-!"8

2. Redes sociales y marcas
?!"'5$-$"'"(0'30'03$+('1'!&5!%&*+('%!0!4'A3$'4!"'2!5%!"'-$"$!0'3&*4*:!5'#!5!'5$!%&*+!5'
"3'Q75!0-*06cS'$"%3%)!5<'"$62$0&!5<')!74!5<'%(0+$5"!5<'2(+*4*:!5<'!13-!5'$'*0+(43%5!5'!'4("'
#("*74$"'%4*$0&$"'#!5!'%(0+$5&*54("'$0'"3"'3"3!5*("'/$4$"8'
?!"'5$-$"'"(%*!4$"<'%(2('#4!&!.(52!"'-$'-*"&5*73%*D0'-$'%(0&$0*-("'A3$'"(0<'6$0$5!0'

"3'!%&*+*-!-'1'73$0!'#!5&$'-$'"3'f3M('-$'%(0&$0*-("'$0'7!"$'!'4!'$%(0(2@!'-$'4!'%(4!­
7(5!%*D0'1'%(0&5!#5$"&!%*D0'65!&3*&!'-$'4("'3"3!5*("<'"*0'!#$0!"'/4&5!-('0*'"$4$%%*D08'?("'
2$-*("'&5!-*%*(0!4$"<'#(5'"3'#!5&$<'"$4$%%*(0!0<'$+!4R!0'1'%(0"&531$0'4!'#!3&!'*0.(52!&*­
+!'$0'7!"$'!'4("'%5*&$5*("'M$5!5A3*:!-("'-$'4!'(56!0*:!%*D0'*0.(52!&*+!'#5(.$"*(0!48'
?("'%(0"32*-(5$"')!0'%5$!-('!0&*%3$5#("'!0&$'$4'2!5;$&*06'&5!-*%*(0!4'#(5'4('A3$')!1'

A3$'%(0"$63*5'%5$!5'30'!27*$0&$'$0'$4'A3$'"$'$0%!563$0'$44("'2*"2("'-$'#5(#!6!5'4!"'
*-$!"8'W*'30!'$2#5$"!'4(65!'A3$'4!'6$0&$'!%$#&$'1'$"&*2$'"3"'*-$!"'6!0!5C'2$5%!-('
1'-*0$5(8'^)(5!'7*$0<'30!'*-$!'$"&C&*%!'%!5$%$'-$'+!4(5<'#(5'4('A3$'"$'0$%$"*&!'A3$'"$'
&5!0".(52$'$0'30!'*-$!d+*53"<'-$'2!0$5!'A3$'"3'*2#(5&!0%*!'5$"*-*5C'$0'A3$'"$'$L#!0-!'
5C#*-!2$0&$<'"*$0-('4!'+$4(%*-!-'30!'#!5&$'*2#(5&!0&$'-$4'BL*&(8'
^)(5!'7*$0<'$4'!6$0&$'+*5!4'-$7$'$0.(%!5"$'!'4!'2$-*-!'-$4'#R74*%('(7M$&*+(8'W*0'$"&$'

$0.(A3$<'"$'#(-5@!'!%!7!5'#(5'&$0$5'30!'65!0'%!0&*-!-'-$'&5C/%('"*0'0*06R0'+!4(5'1'%(0'
costes.
F$5('!'4!')(5!'-$'5$%355*5'!'4!"'5$-$"'"(%*!4$"'#!5!'4!'%(230*%!%*D0'%(2$5%*!4'0(')!1'

A3$'(4+*-!5'4!"'5$%(2$0-!%*(0$"'-$''N("$0<'%3!0-('-*%$'A3$'Q$4'532(5'"$'(5*6*0!'%(0'4!'
$L#$5*$0%*!'"3#$5*(5'-$4'3"3!5*(iP4'532(5'0('&*$0$'A3$'+$5'%(0'$4$6!0&$"'!030%*("'#3­
74*%*&!5*("'0*'-$"43275!0&$"'$L#("*%*(0$"<'"*0('%(0'4('A3$'"3%$-$'$0'4!"'5$-$"'*0+*"*74$"<'
4!"'5$-$"'-$'*0.(52!%*D0'*0&$5#$5"(0!4$"'A3$'%(0$%&!0'!'4("'%4*$0&$"'$0&5$'"@888P4'532(5'
"$'(5*6*0!'%(0'4!'$L#$5*$0%*!'"3#$5*(5'-$4'3"3!5*(c'EN("$0<'HIIHSHJK8
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P"&!2("'!0&$'30'2(-$4('%(230*%!&*+('$0'$4'A3$'#!5!'#(-$5'%(2#$&*5<'4!"'%(2#!O@!"'
-$7$0'%(2#5$0-$5'A3$'0('+$0-$0'4("'#5(-3%&("'!'%4*$0&$"'*0-*+*-3!4$"'"*0('2C"'7*$0'!'
5$-$"'-$'%4*$0&$"8'U(2('*0-*%!'N("$0<'Q$L*"&$0'&5$"'5!:(0$"'#!5!'$L#4*%!5'$4'!32$0&('-$'
4!'*2#(5&!0%*!'-$4'532(5S'$4'53*-(<'$4'$"%$#&*%*"2('1'4!'%!#!%*-!-'-$'%(0$L*D0c'EN("$0<'
HIIHSHeK8
P4'$4$2$0&('%4!+$'-$4'2!5;$&*06'+*5!4'$"'4!'%5$-*7*4*-!-8'T('$"'4!'2!5%!'"*0('30'%(0(­

%*-('$4'A3$'&$'5$%(2*$0-!'!46(8'F$5('%3!0-('!O!-$"'$4'!"#$%&('%(2$5%*!4<'4!"'#$5"(0!"'
4('0(&!0'1'!3&(2C&*%!2$0&$'#*$5-$'"3'*0&$5B"'1'"3'%5$-*7*4*-!-8

F(5'$"('$"'5$4!&*+!2$0&$'.C%*4'%5$!5'30'+*-$('('%(0&$0*-('"3/%*$0&$2$0&$'65!%*("(<'
%(0&5(+$5&*-('('!7"35-('#!5!'A3$' 4!'6$0&$'"$' 4(' 5$$0+@$<'#$5('$"'231'-*.@%*4' 4*6!5'$"$'
%(0&$0*-('%(0'30!'2!5%!'%(2$5%*!4'1'A3$'"*6!'"*$0-('65!%*("(<'%(0&5(+$5&*-('('!7"35-(8'
?!'#53$7!'$"'A3$'231'#(%("'$".3$5:("'%(0"%*$0&$"'-$'65!0-$"'2!5%!"'-$')!%$5'30!'
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