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Abstract

In this digital era of technology, social media has become part of our lives. Human beings
communicate with each other using technology, as well as through social media these days.
Social media has become a common medium for people to interact and communicate with each
other via the internet application. At the same time, Social media is one of the communication
tools and also promotional tools for public libraries nowadays. The purpose of this study is to
investigate and examine the users’ satisfaction towards library social media usage. In order to
achieve this purpose, this paper aims to evaluate current development in social media usage in
the library section as an effort to evaluate the users’ satisfaction.
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1. Introduction

Social media can be referred to as user-generated content which this characteristic can be
found in social media platforms like Facebook, Twitter, YouTube, Instagram, etc. Social
media offers a variety of features that facilitate socialization, which allows users to share
public musings and express their emotions through photos, music, videos, and private
messages. Researchers stated that these are the most visited site on the internet and have
grown rapidly in the past few years (Alexa, 2008). Statista Research Department (statista.com)
reported that in the year 2020, eighty-one percent (81%) of the Malaysian population are
active social media users and Facebook is the leading social media platform that is popular
among Malaysians.

Based on the Cambridge Dictionary (2020), social media is defined as “websites and
computer programs that allow people to communicate and share information on the internet
using a computer or mobile phone”. In the early age of the internet, the World Wide Web was
one-sided with most websites providing only static information (Goh et al., 2013). However,
in the early 2000 people tended to communicate on the internet not only by listening and
reading the information. They want to give comments, ask questions and write something on
the web and this is when the internet was called Social Web or Web 2.0 (Kaplan & Haenlein,
2010).

The library is a non-profit organization also taking this opportunity to adopt social media as
one of a medium to disseminate information and integrate social networking and promote
services to their users. However, can these platforms cater to the users’ satisfaction? How
about the dissemination of information over the internet, can it reach the users? There are
many issues related to social media nowadays, so with this in mind, the researcher intends to
investigate and examine the users’ satisfaction towards library social media platforms. At the
end of the study, a framework for the public library related to users’ satisfaction towards
social media applications will be produced.

2. Literature Review

There are few passed research conducted by many researchers previously. For example,
Fasola (2015) highlights social media perception and acceptance. However, it was a
librarian-focused study and they conducted the study generally for all types of libraries in
Nigeria. Besides that, Joo et al. (2018) have conducted a study related to the public library
usage of social media focusing on Facebook only and investigated the content of Facebook
posts and the relationship with library users. Yet, the research was conducted by investigating
the social media itself and not a user-centered type of research. There is another research
conducted to explore social media usage in academic libraries in South Africa, but again the
study is focusing on academic libraries only. The study was conducted by Williams et al.
(2019) and it was focusing on the rural area. On the other hand, Xie and Stevenson (2014)
say that general research was completed for digital libraries in North America and Europe to
investigate the applications of social media in digital libraries to identify related problems.
Nonetheless, the issues highlighted in this research have critically analyzed the institution or
the digital libraries that adopt social media only and not to the users’ perception.
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2.1 Privacy Issues in Social Media

Discussing privacy issues is always related to the public trust issue. Gomez and Gould (2010)
categorized trust into four categories which are safety, relevance, reputation, and “cool”.
According to these researchers, libraries tend to be the most reputable public access to
information communication and technology (ICT). However, safety in the libraries tends to
be the lowest although in social safety the library is always perceived as an acceptable place
for women and children. To relate this with social media, Ur and Wang (2013) stated in their
research that privacy behaviors and attitudes can be influenced by the users’ trust in
data-protection practices by the government and social media providers.

2.2 Digital Literacy

Additionally, Khan (2020) highlighted in his research that training programs for computer
literacy must be held to encourage users to use social media platforms in the library. This is
because his research findings indicate that the correspondents have a low level of current
digital information literacy. Meanwhile, there is research on public libraries and the social
web which reveals that there are six major recurring themes in the research analysis including
implications for information and digital literacy (Carlsson, 2015). Although the percentage is
low compared to other major themes, it is still a gap for libraries to take into consideration to
use social media as a new facet of public librarianship.

2.3 Digital Divide

Nyahodza and Higgs (2017) indicate that there are two levels of digital divide consist of the
global and local digital divide, and with this theory, Williams et. al (2019) conclude that these
digital inequalities are caused by financial restraints. They also said that this restraint has
impacted the adoption of social media in libraries. Meanwhile, Audunson et al. (2019) point
out in their research that it is the role of libraries to secure the internet and evening out the
digital divide. But how can these be achievable in a third-world country? Islam and Tsuji
(2011) discover that it is when there is a say that countries that suffer the most with financial
hardship are considered third-world countries.

2.4 Inactive Library's Social Media Sites

The research revealed that many libraries’ social media profiles are inactive, and they found
out that some of the profiles have not been updated since it was created (Fasola, 2015). These
will impact the users’ satisfaction and cause them to unfollow the library’s social media site.
This issue was also raised by Xie and Stevenson (2014) in their study. They also stated that a
lack of standard in sense of identity can make confusions among users when there are social
media posts with cross-linked institutions.

3. Methodology

The target population in the study comprised of the professional librarians and the social
media users of public libraries. Data collection methods based on questionnaires, interviews
and observations. Using SPSS as the analysis tools and Roasoft Calculator to identify the
sample size.
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4. Discussion and Contribution

This contribution is based on theory development and advancement of existing theory with
some logic and facts. A theoretical framework is developed to support the theory and to
explain why the research problem exists. Expectations of the users are important to help the
library to improve their services and to fulfill their users’ satisfaction. Since this research is a
user-centered type, it will analyze the expectation and perception from the users’ perspective.
Hence, the result of this research will help the library to draw a guideline for the library
references in using social media platforms as their information dissemination tool.

The users’ needs can be determined when this research is conducted, and this will help the
library to better understand their users and make use of their needs in developing a service.
The library can develop a service based on the research output to fulfill their users’ needs.
This research will identify the digital divide existence in every branch of Sabah State Library
which will be a guide for the library to ensure that their Information and Communication
Technology (ICT) facilities are available. The library also can develop a service to reduce
digital inequality and digital literacy among the users in the area.

Helping public libraries in determining suitable mediums or platforms to interact with their
users. The output of this research will determine what kind of posting on social media attract
the users more. There are many types and formats of posting on social media such as text,
images, videos to disseminate information. So, the library can do their posting based on their
users’ preferences.

Increasing users’ satisfaction through social media sites is one of the major contributions in
this research. This research output will determine what are factors contribute to the failure of
communication through social media platforms which will lead to dissatisfaction among
users. The feedback from the users can be analyzed and the output can be used by the library
to do what needs to be done for their improvement.

Improving service quality to the users from time to time is as crucial as increasing their users’
satisfaction. Hence, this research output will help the library to examine the service provided
and make improvements in their service quality. Services also need to be updated from time
to time according to the users’ needs. If this is done by the library, the users’ satisfaction can
be increased with no doubt.

5. Conclusion

In a summary, social media is one of the communication tools and also promotional tools for
public libraries nowadays and this chapter discussed the issues related to social media which
are including privacy issues in social media, digital literacy, digital divide, and inactive
library social media sites. The researcher intends to investigate and determine the users’
satisfaction with the public library’s social media. Towards the end of this research, the
researcher explained how can this research benefited the public libraries as a whole and
specifically Sabah State Library because the scope for this research is the public libraries in
Sabah, Malaysia. The research objectives and research questions will be a user-centric type of
research that will focus on the users for the library’s references.
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