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Abstract 
The main objective of this study is to review the effect of  the relationship between social 
media characteristics and users’ continuance to use the govenment social media in 
disseminating information to the public.  The conceptual part consists of an extensive search 
and analysis of academic articles and government publications related to government social 
media. This paper mainly based on secondary sources of information, through references and 
review of articles in selected journals on government social media.  A conceptual framework 
has been proposed which links to the dimensions used from the past studies. The study 
highlights past studies on characteristics of government social media and the relationship of 
continuance to use the govenment social media.  The review address the gaps from past 
studies. This study helps the government agencies to review the usage and effect of social 
media in government. This research will add to the existing literature reviews of government 
social media towards the communication effort in government agencies. 
Keywords: Social Media, Government, Communication, Information, Public. 
 
Introduction 

Social media is a popular online platform that people use to build relationships.  Beside 
socializing, social media is a medium to communicate and disseminating information.  
Malaysians spend five hours and 47 minutes a day on social media, with more than half the 
population regularly using it which ranking Malaysia top 5 highest in Southeast Asia in mobile 
social media 2019 (BERNAMA, 2019). About 78% of the 32 million Malaysians are active users 
of social media and 97.3% are using Facebook as their main platform of social communication 
(MCMC, 2018).  Social media is one of the extensions of static web 2.0 and has known as one 
of the medium connectivity for better communication, and people spend more time on the 
Internet visiting social media to gather information and to communicate with people 
(Karakiza, 2015).   
 

Motivated by the efficiency, advancement and increasing use of technology by the 
private sector firms, social media applications have begun being adopted by government 
agencies to change the way of communication and their delivery of services to the public, 
especially in improving the performance, productivity and efficiency to the public 
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(Androutsopoulou et al., 2019). Apart from that government provides 24/7 access 
information, forms and common transaction for the public. Use of social media, such as blogs, 
Facebook, YouTube and Twitter, is not just being empty chat rooms or just spending free time, 
but it is also a way for government leaders, in particular, to explore people's problems and to 
approach the community. Social media is now a network of extensive communication across 
all strata of society, regardless of whether adolescents, adults or leaders choose to use it. 
Government agencies around the world have been enthusiastic exploring the use of social 
media to promote citizen communication turning to crisis management. Social media 
applications have the possible way to improve the responsiveness, influence, effectiveness 
and also cost saving in public sector (Tagliacozzo & Magni, 2018). 
 

The use of social media during crisis are very significant in any natural disaster events, 
such as floods, wildfires, earthquakes, wars or tsunamis, information sharing is necessary 
(Aisha et al., 2015).  Focusing on pandemic of Covid-19 which not only challenges the health 
system but also effect the whole world.  In order to give information to the citizen about the 
covid-19 pandemic, government cannot rely on traditional methods of disseminating 
information in one way communication through television, radio, newspaper, flyers, public 
announcement through mobile do not seem effective (J. Park & Cho, 2009).  In Malaysia, the 
first announcement of movement control order (MCO)was made on the 16 March 2020 by 
Prime Minister which demand of banning on mass gathering for any activities (News Straits 
Times, 2020). 
 

With the impose of MCO by the government, meant that restricted not only the 
movement but also the communication especially face-to-face of interaction.  During 
confusion on the new pandemic people try to seek information and the alternative 
communication tool that they can use during the pandemic and social media is the most 
reliable medium where giving them two-way of communication and real-time response.  
Governments take fully advantages of social media to minimize mass panic, mix-ups, distress  
and anxiety (Chen et al., 2020).  Due to social media characteristics such as openness, 
dialogism and engagement, it offers significant benefits in delivering information to the 
members of the public.    
 

Throughout the COVID-19 pandemic, social media played an important role in 
disseminating information in most countries however it also linked to the blowout of 
misinformation (Teichmann et al., 2020; Thelwall & Thelwall, 2020).  Misinformation would 
cause chaotic circumstances and may damage the authenticity of the information (Tasnim et 
al., 2020).  For example, hundreds of Iranian died after viral reports of remedy on COVID-19 
by consuming alcohol intoxication it was spread on social media (BBC news, 2020).  In 
Malaysia as of 24th March 2020 the Quick Response Team has clarified 205 fake news 
spreading in social media, however the Minister of Communications and Multimedia has 
warned Malaysians to crisscross before  sharing unverified news (Malaysiakini, 2020).  
 

The COVID-19 Pandemic has made the government social media encountered 
unequalled public visits and public-seeking information especially on health communication.   
This study became unexpected attention and the method of transmitting the information 
through social media has been huge.  News media such as live conference, direct messages 
and interactive interaction from health and government leaders played an important role.  
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According to past researchers repeated giving information and statement has strong 
associate with the increase of trust in statement given (Teichmann et al., 2020). 

Hence, the main objective of this paper is to review the effect of social media usage in 
government agencies’ communication effort from previous studies.  This study attempts to 
explore the effect of government social media characteristics in process of improving the 
government disseminating information. As the effectiveness of social media depends on its 
use by individuals, it is therefore necessary for government agencies to consider and 
understand what factors affect the intention of an individual to use the social media.  
 

The implementation of information technology such as social media on government 
can transform the service delivery especially on the communication.  Current research 
discussed on use of social media in e-government has indicate of information quality (Zha et 
al., 2018),  government transparency (Haro-de-Rosario et al., 2018), transparency 
(Porumbescu et al., 2020), participation (Baur, 2017) posted topic (Hofmann et al., 2013) and 
collaboration (Panagiotopoulos et al., 2014). This shows that social media can assist 
organizations to defend and strengthen their organization.  
 

Despite many have showed a positive impact in many cases of using technology in 
transforming the government administration, however, past scholars revealed that many 
challenges in implementation of social media in government which affected the objectives to 
use the technology communication tool.  Among the challenges facing by the government are 
lack of clear strategy (Sandoval-Almazan & Gil-Garcia, 2012), the focus do not mainly 
identifying what public needs, overly focus on government not focus on the relationship 
among social media construct communication (Medaglia & Zheng, 2017), and the biggest 
challenges facing by government social media at the moment is misinformation and fake news 
on social media (Allcott & Gentzkow, 2017; Depoux et al., 2020; Tasnim et al., 2020).  In overall 
government social media do not offer the clear-cut return on investment justification unlike 
businesses where they can choose their target customers. 
 

In view of the challenges facing by government to improve the service delivery using 
the technology, scholars have come out with predictions factors that need to comprehend on 
government social media and how the characteristics of government social media have 
impact on the innovation of government communication (Hung et al., 2019; Mishaal & Abu-
Shanab, 2017; Sanina et al., 2017).  On top of that, government also had views on the social 
media as innovation which also known as technology adoption (Feeney & Welch, 2016). 
 
Literature Review 
Effects Social Media Usage in Government Agencies 

The technology transformation and innovation outside the public sector are changing the 
expectation of the public towards the public administration service delivery (Mergel et al., 
2019).  Observing at the impact of social media to engage with the public, the government 
accepted social media in their practice following the open government around the world 
which first introduced by former US President Barrack Obama in 2008 during his first 
presidential campaign (Kim & Lee, 2012; Mergel, 2016).  Due to the fast growth and broad of 
benefits on social media become popular platform for government to disseminating 
information, interaction with the public as well as to achieve some goals such as public 
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involvement, trust and improve the service quality in public administration (Criado et al., 
2013). 

 
Using social media as a communication tool is cost saving and breaks the costly traditional 

media in government budget.  The exclusion of middlemen like reporters and editors in 
conveying the government information could have reduced the manipulation or failing the 
deliverance of authentic government information (Arshad & Khurram, 2020).  According to 
Kuzma (2010), social technology can be transform the way government deliver the online 
information and service.  However, only 30% of Asian government fully utilised the social 
media to communicate and disseminate information and this led to missed chances to better 
engage in greater community participation. 

 
Social media is heavily used to increase public participant and helped to influence online 

users of social media site to change their perception towards the government.  Apart from 
that, the goal is to inform the public, improve transparency and participation in government 
programs (Mergel, 2016).  There are three main effects that many scholars used to predict 
the success of the government social media there are transparency, participation and 
collaboration (Abu-Shanab, 2015; Baur, 2017; Lee & Kwak, 2012; Medaglia & Zheng, 2017; 
Mergel, 2013a). 
 
Continuance use of Government Social Media 
Uses and gratification theory (U&G theory) is the appropriate theory that can explain users’ 
motivations towards the use of social media (Hsu et al., 2015).  The intention to use the 
government social media platform shows a person’s readiness to engage to the particular 
behaviour and it is considered antecedent reaction. The success of information system is 
depending on repeatedly use by the users.  It is the same with social technology such as social 
media depends on the continued use of the platform rather than just accepting it because 
when individuals start using it, psychological motivations have an impact on their decision to 
continue use the platform (Basak & Calisir, 2015; Bhattacherjee, 2001). 

  
Transparency 
Transparency usually related with trust in open government which first introduce by former 
US President Barack Obama in 2008 outlined transparency as one of the pillars in open 
government (John Carlo Bertot, Jaeger, & Hansen, 2012).  The definition of transparency may 
vary according to the subject matter but in this study transparency refers as the publicity of 
the government acts and its willingly providing relevant information to the member of the 
public (da Cruz et al., 2016). Past researchers found that there are mixed findings and even 
negative effect of transparency on trust.  The result showing greater transparency associates 
with more trust, less trust, little and no effect at all  (Grimmelikhuijsen et al., 2020). 

 
Participation 
Participation is one of the cores effects in determining the success of government social 
media.  Online participation in social technology is different from participation in 
noninteractive websites which only provide information to the public (Abu-Shanab, 2015).  
The social media enable two-way of communication, change the public from inactive 
stakeholders to active society, increasing the participation and reforming  the relationship 
between public and technology platform providers  (John Carlo Bertot, Jaeger, & Hansen, 
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2012; Medaglia & Zheng, 2017; Mergel, 2013a).  In online participation especially in social 
media allows interaction among government and the public for example posting comments 
on Facebook page, short messages on Twitter to blast breaking news and information.  Public 
can directly give response and comments on the posting which encourage public share their 
opinions, discussions and comments in interactive communication.  The participation 
technologies can be seen such as discussion forum, participating with online surveys or voting 
tools, education session and the engagements are broader (Mergel, 2016).   

 
Collaboration 
Starting with the online participation which allow the social technologies between 
government and public brings government to partner with the public through the decision 
making, identification of problem and finding solutions.  In public sector, the relationship the 
government, people and organization working within the traditional bureaucracy interaction.  
The bureaucracy has made people are not keen to collaborate with the government because 
of information are restricted, law and policy constrain the people to connect with and limited 
in usage the information.  This hierarchies have proven inefficient, unproductive, ineffective 
in many ways when it comes to finding for information  (Mergel, 2019). However, by 
collaboration in online social network for government allowing government, organization and 
public to work collaboratively across agencies such as file sharing, government directory and 
search mechanisms that never existed before.  This can reach the goal of bringing civilian 
agencies working together and making information easier through a single platform. 
 
Overview of Guiding Regulations and Directives for The Use of Social Media In  
The Malaysia Public Sector 
 
Table 1:  Overview of regulations and directives usage social media in Malaysia Public Sector
   

Title Date 
Enacted 

Description Link 

Official 
Secrets Act 
1972 
(Akta Rahsia 
Rasmi 1972) 
 

1 October 
1972 

Prohibiting the disseminating 
information that classified as official 
secret. 

http://www.agc.gov.m
y/agcportal/uploads/fil
es/Publications/LOM/E
N/Act%2088.pdf 

Communicati
ons and 
Multimedia 
Act 1998 

1998 An Act to provide for and to regulate 
the converging communications and 
multimedia industries, and for 
incidental matters 

https://www.mcmc.gov
.my/en/legal/acts/com
munications-and-
multimedia-act-1998-
reprint-200 

Personal Data 
Protection 
Act 2010 

June, 2010 An Act that regulates the processing 
of personal data in regards to 
commercial transactions. 

http://www.pdp.gov.m
y/index.php/my/  

MAMPU 
Director 
General's 
Instruction 

17 July 
2009 

Aims to ensure that all agencies of 
government enhance their use of the 
internet as a resource of interacting  

https://www.mampu.g
ov.my/en/circulars/cat
egory/85-directives-of-

http://www.agc.gov.my/agcportal/uploads/files/Publications/LOM/EN/Act%2088.pdf
http://www.agc.gov.my/agcportal/uploads/files/Publications/LOM/EN/Act%2088.pdf
http://www.agc.gov.my/agcportal/uploads/files/Publications/LOM/EN/Act%2088.pdf
http://www.agc.gov.my/agcportal/uploads/files/Publications/LOM/EN/Act%2088.pdf
https://www.mcmc.gov.my/en/legal/acts/communications-and-multimedia-act-1998-reprint-200
https://www.mcmc.gov.my/en/legal/acts/communications-and-multimedia-act-1998-reprint-200
https://www.mcmc.gov.my/en/legal/acts/communications-and-multimedia-act-1998-reprint-200
https://www.mcmc.gov.my/en/legal/acts/communications-and-multimedia-act-1998-reprint-200
https://www.mcmc.gov.my/en/legal/acts/communications-and-multimedia-act-1998-reprint-200
http://www.pdp.gov.my/index.php/my/
http://www.pdp.gov.my/index.php/my/
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
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Letter 17 July 
2009 entitled 
"Blog 
Implementati
on for Public 
Sector 
Agencies" 
 

the-director-general-of-
mampu 

MAMPU 
Director 
General's 
Instruction 
Letter dated 
19 November 
2009 "The 
Use of Social 
Media in the 
Public Sector" 
 

19 
November 
2009 

Establishes guidelines for the best 
practices use of social media in the 
public sector 

https://www.mampu.g
ov.my/en/circulars/cat
egory/85-directives-of-
the-director-general-of-
mampu 

MAMPU 
Director 
General's 
Instruction 
Letter dated 8 
April 2011 
entitled "Best 
Practices for 
the Use of 
Social 
Network 
Media in the 
Public Sector" 
 

8 April 
2011 

Outlines specific action on federal 
agencies should take in implementing 
the social media in the Public Sector. 

https://www.mampu.g
ov.my/en/circulars/cat
egory/85-directives-of-
the-director-general-of-
mampu 

 
    
    
 
 
 
 
 
 
 
 
 
 
    

https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
https://www.mampu.gov.my/en/circulars/category/85-directives-of-the-director-general-of-mampu
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Communication Effort in Government Social Media 
Table 2:  The dimension and gaps of Communication Effort in government social media in 
Literature 

No Author, Year Dimensions Gaps 

1. Mergel (2012) a. Transparency 
b. Participation 
c. Collaboration 

Limited measurement social 
media communication in 
government. 

2. Hofmann et al., 
(2013) 

a. Topics post 
b. Frequency 
c. Citizen Reaction 
 

Insufficiently addressed on what 
make government social media 
successful. 

3. A.Mishaal & Abu-
Shana, (2015) 

a. Transparency 
b. Participation 
c. Collaboration 
d. Comfort 
f.  Posted post 

There is a communication 
problem between government 
and the stakeholders. 

4. Sanina et al., (2017) a. Reliability 
b. Speed 
c. Effectiveness 

Lack of understanding of how 
government and business 
communication pose risks for 
the success. 

5.  Hung et al., (2019) a. Communication 
quality 

b. Responsiveness 

Lack of empirical study in 
government social media 

 
From the table 2 above, it can see that there are still lacks understanding in use of social media 
particularly in communication effort in public sector.  Most of the dimension used in the past 
studies are about the transparency, participation, collaboration, posted topic, the 
effectiveness, communication quality, responsiveness, speed, frequency and public reactions.  
These are among the factors that influence the communication effort to government social 
media studied by previous researchers.  Research on government communication is generally 
limited at best (Abdelsalam et al., 2013; Hofmann et al., 2013).  In the context of Malaysia, 
study on the government social media is still low (Wok & Mohamed, 2017). Most studies 
adopted from western countries which may not suitable for local culture (Rahman et al., 
2017). 
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Related Literature and Research Gaps 
Table 3 Selected previous studies on the adoption of Government social media  
 
Year Author Findings and Effects Gaps 
2010 John C. Bertot 

et al., 
Social media can have potentially anti-
corruption.  

Understanding user needs, 
behaviours, and 
expectations of people’s 
needs to social media and 
government services. 
 

2012 John Carlo 
Bertot et al., 

Social media can affect the 
transformation of the way people 
communicate with governments.  

The role of social media 
technologies in government 
information services are still 
coalescing, need time to 
analyze and research of 
social media. 
 

2012 Magro Encouraged for e-participation into 
administering action using a new social 
media.  

The lack of a tangible goal 
for e-government, change is 
still needed in government 
culture before broad 
sustainable success can be 
achieved in the use of social 
media. 
 

2013 Hofmann et 
al.,  

Governments still seem to stick to their 
communication behaviors from the 
offline world. To be successful in new 
media like SNSs, governments must 
adjust their behavior. 
 

Many governments lack the 
capability to communicate 
with other governmental 
organizations and the public 
effectively. 

2014 Khan et al., Government efforts are ineffective in 
communicating information to the 
people and responding to their needs.  

Focus on addressing the 
needs of the people and not 
merely increasing the 
number of followers and 
formulating social media 
strategies to control their 
approach in attracting 
people's participation. 
 

    
2016 Song & Lee  Social media in government enable 

citizens to gain easier access to 
government and be more informed  
as well as heightening their perception 
of transparency in government. 
 

Previous research did not 
test the relationship 
between e-government 
and transparency. 
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2016 Guo et al., The operators of government social 
media should focus on meeting user 
needs.  

Extend the study of user 
behaviour to the context of 
social media platforms and 
identify the gratification 
factors that motivate user to 
participate in government 
social media. 
 
 

2017 Sanina et al., It is the responsibility of the 
government to understand and utilize 
the most appropriate communication 
channels to maximize the 
communicative results. 

There is very limited 
research on how from a 
technical or formal point on 
communication should be 
efficiently organized. 
 

2018 Park & Lee Trust in government information are 
primary determinants of willingness to 
accept the new application and 
intention to use it.  
 

The use of communication 
technology is still a new area 
of study.  

2019 Hung et al., The antecedent of perceived usefulness 
has a positive effect on continuance 
intention. 

Very little evidence has been 
made for how the nature of 
communication meets user 
expectation for continued 
engagement on government 
social media platforms. 

 
From the table 3 above there are still have need to conduct the study on government social 
media.   

 
Research Hypothesis 
The government social media critical success framework is built to propose that the 
government social media characteristics have positive and direct impact on the success of 
government social media transparency is expected to increase the continuance usage of 
government social media.  To understand the relationship each characteristic, the following 
hypotheses were set up to be tested.  According to Mergel 2013, transparency, participation 
and collaboration involvement in government social media are significantly has a relationship 
to the success of communication (Mergel, 2013c). Abu-Shanab, 2015 also revealed that these 
factors give a high impact and also gives a positive significant effect on critical success of 
government social media (Abu-Shanab, 2015). 
 
Relationship between Transparency and Continuance to use 

Government transparency can be seen as one of the keys to better administration of 
governance to help prevent corruption and enhance government performance (S. 
Grimmelikhuijsen et al., 2013). The previous studies on citizens satisfaction towards 
government found that if the public believed the e-government transparent, they were more 
likely to come back to the site and use the site, and showed trust in the government by 
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communicating with the government through its social media. In a nutshell, the higher the 
transparency, the higher the continuance to use the government social media (A.Mishaal & 
Abu-Shana, 2015; Kim & Lee, 2012).  Therefore, this study hypothesized that: 

H1 : Transparency has a positive effect on continuance to use the 
government social media 

 
Relationship between participation and continuance to use 

The government should encourage the public to participate in government dialogues 
and discussions (Mishaal & Abu-Shanab, 2017). Participation is most often mentioned to be 
vital for social media public engagement. For example, social media channels are used to 
attract people to respond to online surveys on the content provided. In addition to providing 
information to the public, the agencies are actively seeking feedback from the people through 
their social media channels. Feedback is used to improve the quality of policy, decision, or 
final document (Mergel, 2013b). Therefore, the study hypothesized that:  
H2 : Participation has a positive effect on the Continuance to use government 

social media. 
 

Relationship between collaboration and continuance to use 
Collaboration between the government and the people shows an even higher level of 
involvement through the relationship, which is associated with allowing the audience to stay 
engaged with the government content and created co-op government innovations. 
Therefore, collaborative engagement is only identified in the active interaction of the people 
with the government-supplied content (Bonsón et al., 2015; Mergel, 2013a).  
Therefore, the study hypothesized that: 
H3 : Collaboration has a positive effect on the Continuance to use government 

social media 
 

Proposed Conceptual Model 
 
 
 
 
 
 
 
 
 

Source: Author’s own 
Figure 1:  Presents the proposed conceptual model critical success factors on government 
social media. 
 
Based on the literature review before, there are previous studies investigating on government 
social media but there are few empirical studies that focusing on government social media on 
disseminating information. Previous studies stated that there are still lack of studies on 
government social media to explore (Arshad & Khurram, 2020; John Carlo Bertot, Jaeger, & 
Hansen, 2012; Mergel, 2013a).  In addressing the problems, the author proposes to analyse 

Transparency 

Participation 

Collaboration 

Continuance to use 

government social 

media 

H1 

H2 

H3 
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the effect of government social media characteristics to continuance to use government 
social media.   
 
Conclusion and Discussion 
This study analysed literature to better understand the social media landscape and its role in 
e-government communication performance to better understanding of the relationship 
between the government social media characteristics and continuance to use the social media 
platform. The literature section also discusses the significance of social media as a 
communication tool and the factors that lead governments to implement it in their 
communication. Some models of social media-based e-government and the strategies of 
governments implemented to interact through social media are also examined. 
 

The benefits of social media also have been discussed in literature review to give clear 
idea why government should adopt social media.   This study is expected to help researchers 
and practitioners in communication industry to improve the understanding and identify the 
opportunities for improvements.  The communication result will demonstrate whether the 
government is able to collect information and get involvement from the public using the 
medium of social media.  
 

The research hypothesis is being developed from previous studies and the proposed 
research model.  This study will be conducted based on the proposed conceptual model.  The 
contribution of this study is to propose a framework that included the three factors of 
prediction on continuance to use the government social media in the context of Malaysian 
government.  Thus, it gives the benefits, opportunities and recommendations for future 
researchers to explore in more factors that contribute the success of communication.   
 
 The use of social media among government agencies has not been adequately 
researched especially in developing countries such as Malaysia.  The purpose of this study is 
to develop conceptual framework for adaption of social media among the government 
agencies.  The study is based on the theory of uses and gratification theory and open 
government model and proposed a modification in order to fit with the model in a conceptual 
framework of government social media.  This study contributes to the literature by adding a 
new conceptual framework in order to fill the gaps in the literature.  In a future, this study 
would empirically validate major limitations of the proposed conceptual framework. 
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