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ABSTRACT

The mainstream use of social media has impacted the library as it has been identified to
be an efficient platform for libraries to foster networking and enhance engagement with
their user community. The unique characteristics of social media with ‘high tech’,
‘interactive’ blend with the ‘human touch’ give a valuable means for libraries to provide
information resources and services beyond their physical walls. However, despite its
widespread usage, an engagement rate on social media was still low among library users
and evaluation of social media use remain elusive and scarce in the library literature.
Prior studies have yet to reveal to what extent the presence of social media triggers
users’ awareness and influence their engagement. Subsequently, how it further impacts
the actual library usage among end-users. Therefore, the study aimed to investigate the
factors that drive users’ engagement with social media and further examined the
relationship of users’ engagement with social media and actual library usage. A mixed
method approach was employed, and the study population consists of selected State
Public and Academic Libraries in Malaysia. The integration of DeL.one and McLean’s
Information Systems Success Model (ISSM), Perceived Interactivity (PI) and
Consumer Online Engagement (COE) models were adopted and adapted to establish
the direction of the research. A total of 334 respondents which consisted of library
users; and 11 interview participants were the professional librarians. The findings
indicated that Information Quality, Perceived Interactivity, and Perceived Net Benefit
have empirically proven to be significant predictors of users’ engagement with social
media. The study also revealed that two dimensions of online engagement (affective
and behavioural) have a positive and statistically significant effect on actual library use;
while cognitive engagement proved to be insignificant. The study was significant in
providing libraries a holistic overview about determinants of social media engagement
and offers guidelines on the evaluation of library social media application in libraries.
It also explored the potential and gauges the prospective areas of improvement for
harnessing use of library resources and services in meeting users’ ever-changing needs
via the power of social media engagement.
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CHAPTER ONE
INTRODUCTION

1.1 OVERVIEW

This chapter is divided into nine sections. The first and second section presents the
overview and background of the study, followed with the statement of problems in
section 3. Section 4 describes aim of the study; section 5 outlines research objectives
and research questions, while the theoretical framework is stated in section 6. The scope
of study and operational definitions is described in section 7 and 8 respectively. Finally,

section 9 outlines the structure of the thesis.

1.2 BACKGROUND OF THE STUDY

The adoption of social media is widespread across various organizations. This owes to
the fact that social media has proven to be an effective platform for interactive
communication, information distribution and dissemination, promotion and marketing
of library collections, services and library events as well as for online customer service
platform. The huge impact of social media application has enabled the information
institutions especially libraries and resource centres to keep abreast with the new
technology given its potential benefits and to reach out to library users and potential
ones with minimal efforts.

It is widely stated in literature that the adoption of social media is extensively
implemented in businesses and commerce organizations especially for the purpose of
marketing and rebranding a company’s products and services (Xiang & Gretzel, 2010).
As time changes, social media has become the trendsetter in multiple disciplines ranging

from marketing, business, environment, health, politics, technology and entertainment



to the education industry. In recent year, libraries as non-profit organizations have
utilized Web 2.0 technologies to facilitate the marketing efforts of library collection,
information resources and services. It is also considered as the easiest way to update
library outreach programs, exhibitions and can be used as online customer services and
interactive feedback platform. The convenient use of Web 2.0 environment allows
libraries to utilize various social media channels such as Facebook, Twitter, MySpace,
Blogs, Widgets, You Tube, Flickr, Instagram and etc. Social media has become an
effective information dissemination tool which requires minimal effort in order to be
utilized by libraries for marketing their informational resources and cultural efforts.
Despite the budget and resource constraints faced by libraries, the libraries need
to strive to meet up with the expectation of their users in terms of providing their ever
changing needs. Therefore, libraries should optimize the power of social media in order
to give room for interactive communication with the library users and public in an online
environment. As proclaimed by Ranganathan Law of Library Science, Library is a
‘growing organism’ as the role of library in the new century is beyond its concrete wall
and physical building. Hence, library has to mobilize its role and function to keep
growing by utilizing the latest technology in order to justify its presence and
sustainability of library services to society. Furthermore, social media has the potential
of improving the image of the library and improving the users’ experience.
Undeniably, libraries have acknowledged the importance of social media
technology in the effort to complement the way libraries increase the level of user
engagement towards library and its services (Awang, 2013). In line with the rapid
growth of digital resources; libraries today are embracing various social media
technologies to better serve online experiences of their library community. Through

these media, users can be constantly informed about the library programmes, the events



that are occurring; the collections, facilities and services offered in the library.
Consequently, users can be alerted and further react into necessary actions based on
their interests and needs.

A significant number of researches have identified the usefulness of social
media marketing and promotion in academic libraries (Adeleke and Habila, 2012;
Akporhonor, 2015; Baro et al., 2013; Huang et al., 2014; Noorhidawati et al., 2015;
Siddike and Kiran, 2015). For example, A’dillah et al. (2016) highlighted that Facebook
provides the greatest impact as a promotional tool and is the most effective elements in
providing feedback and answering users’ enquiries. Hence, utilisation of social media
marketing and promotion in libraries is the most effective way to reach out the library
community.

However, despite the widespread use of social media channels in libraries, there
is lack of a measurement standard as the organizations having difficulties to prove that
any investment in social media efforts has resulted in a direct profit or loss (McCann &
Barlow, 2015). In spite of the success of the implementation recorded, on-going debate
on measurement issue has shown that there is a need for library to adopt a transparent,
standardized and flexible measurement framework. Mangiuc (2009) also noted, without
a set of measurable results, there is no proof that the technologies were well adopted
and efficiently implemented. Current literature highlights how comprehensive planning
process of social media adoption determine the success and contribute to a positive
return of investment to particular organizations (Fotis, 2015; Bernoff & Li, 2008; Miller
& Lammas, 2010; McCann & Barlow, 2015). According to Bernoff and Li (2008) when
an organization has a strategic framework with the specific goals, objectives and metrics
developed, consequently it may guide the organization to choose the appropriate social

media applications to be used.



There has been an active discussion about the significant use of social media in
the libraries and information institutions in recent years. However, scarce information
and empirical studies were found on how to define and measure success of social media
use and its associated activities particularly in the library setting. Thus, the topic has
caught the attention of the researchers and practitioners from multiple disciplines as its
development has opened a wide range of research areas which need to be explored
especially in the context of libraries in Malaysia. Measuring success in social media is
tough because it is intangible (McCann & Barlow, 2015; Mangiuc, 2009). Nesta and Mi
(2010) stated that in order to effectively use social media technologies in public
libraries, they need to engage users and provide a welcoming entry point to library users
through that medium. Previous literatures have shown that libraries were keen to
embrace social media technologies to perform various activities (Ismail Abidin, Kiran
and Abrizah, 2013). Nevertheless, despite substantial use of social media in libraries, it
was found that the library users were relatively slow to embrace social media
technologies as a platform of engaging with the library (Smeaton & Davis, 2014a).

In context of Malaysia, a number of libraries regardless of types and their core
businesses have shown a sense of readiness and acceptances of social media and have
incorporated it as a channel of promoting and marketing the information resources and
services. Ismail Abidin et al. (2013) reported that the usage of social media in Malaysia
libraries is still in its infancy phase since its inception in 2010; however as times
changes, it keeps progressing in line with new technological invention. Furthermore,
Rafidah, Zuraidah and Ruzita (2011) found that the most popular social media used by
academic libraries is Facebook, with 9 out of 15 Malaysian academic libraries using it.
Similarly, other studies revealed that Facebook was regarded as the most popular Web

2.0 applications on Malaysian Academic Library Websites (Riza Ayu & Abrizah,



