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    Abstract- In this study we have tried to estimate customer 

satisfaction in different features, facilities and services which 

Facebook has provided. During the last years public networking 

sites have widely spread between communities, and currently we 

can observe usage of these sites between different generations, so 

it is so important for famous companies to enter this market and 

have a specific share in the business. Of course Facebook has 

been a revolution in this industry but today it has strong rivals as 

MySpace, Twitter and specially Google +. Therefore Facebook 

has to improve its facilities and services. 

    Our group has tried to gather some useful information about 

Facebook user’s satisfaction in Malaysia and of course their view 

about Facebook ICT facilities. 

 

    Index Terms- ICT, Social Network, Customer Satisfaction, 

Facebook, Twitter 

I. INTRODUCTION 

ne of the most significant current discussions in the 

communications is technology. Information and 

communications technology is the collection of hardware, 

software, networking and communications, in order to achieve 

the desired information. Convergence between computers and 

communications shapes the structure of information and 

communication technology. 

    For the first time, related technologies to computer were used 

somehow in World War II. But its vast potential was obvious to 

everyone after two major developments in 1980. 

    First, there are development in semiconductors’ industry 

(transistors, integrated circuits, micro-chips), which led to 

producing small and inexpensive computers and subsequent this 

massive evolution, possibility for wide-scale use of computers 

for the public. 

    And second major development was communicating between 

computers and establishing the computers networks. In a way 

that with help of multiple communication and telecommunication 

technologies, connectivity between computer networks, were 

provided. The above developments were the basis of the today’s 

great revolution in Information and communications technology, 

and also basis for advent of multiple technologies in information 

and communication. 

 

II. RESEARCH ELABORATIONS 

A. Research Design and describe the Data Collection Method 

    The descriptive survey design was adopted for this study. In 

this survey of method questionnaire was used because the data 

collected was spread wide of variety people. The key variables 

measured in the study were Facebook facilities, users’ age group 

.Respondents’ biographic information such as: gender, age 

group, rate of the used of the Facebook, rate of secure in 

Facebook, used of other social network, they what information 

have revealed in their account and some like these questions 

which mentioned in our questionnaire (you can see in Appendix). 

    In present study, we collected data from so many people in 

variety level and different classes of society in the city and 

university about usage of social networks such as Facebook. 

Regarding to all of the methods that exist in collection data, we 

used of questionnaire as one of the Research Instruments, it has 

many profit in collected data. 

     In fact, we contact by users as face to face, first we divided 

questionnaires between some of the users as random. 

B. Instrument and Analyzing Procedure 

    The key of success for drawing people collaboration is to be 

polite as could as possible. Then this will give a good impression 

and is likely to make people more generous with their time. At 

the beginning of the questionnaire we asked the people politely if 

they will answer a few questions. We asked something like:  

“Good Morning/Afternoon Sir/Madam, Shall we take a few 

minutes of your time to answer some questions for our proposal 

research about customer satisfaction on the ICT facilities in the 

social networks? ’’  

    We collected some information in our data with different 

questions about gender, age, and eighteen questions about 

percentage usage of social networks, rate of spend their time on 

the Facebook and ultimately rate of the satisfaction with 

Facebook.  

   Firstly we put the university logo in our questionnaire form 

because when the people know that the questionnaire is for 

university research project they fill the form easier and they 

answer it correctly without any Prejudice.  

C. Instrument and Analyzing Procedure 

    We assigned fifteen questionnaire forms for each supermarket 

and we collected our data of 500 people which means, 250 

people of the men and 250 people women. We chose 500 

customer satisfaction questionnaire form because we did not 

need to a big number of Interviewees because the answers of 

interviewees was approximately same, and the people who fill 

our survey form was not so much and we got perfect result from 

questionnaire forms. 

O 



International Journal of Scientific and Research Publications, Volume 2, Issue 1, January 2012                  2 

ISSN 2250-3153  

www.ijsrp.org 

III. ANALYSIS AND RESULTS 

    In this chapter we are going to analyzing the result of our 

research about ICT and social network, and customer satisfaction 

on the ICT facilities, we chose Facebook website for our 

research, because nowadays it is one of the most popular 

networks, we collected our data from 500 survey form, that 

includes 230 male and 220 female, and 50 persons are not 

Facebook users. The diagram shows that 49% of Facebook users 

are female and 51% are male. We chose red color for female 

diagrams, blue color for male diagrams and orange color for total 

diagrams. 

 

 
 

    For analyzing the result first we analyses the result for each 

gender after that we analyses it totally.  

    Firstly the analyses about that how long do the Facebook users 

spend in Facebook. The result shows that 22% of female 

Facebook users do not visit it every day, 23% use it less than 30 

minutes, mostly use it less than 2 hours, 32% spend their time 

less than 2 hours and 23% present use it more than 2 hours, the 

result shows that 78% of Facebook users are visiting  Facebook 

every day. 

 

 
 

    The results for males is different, only 4% don’t visit 

Facebook every day, it means the men are more attracted on 

Facebook, but they spend their time less than women, 52% spend 

less than 30 minutes, 13% spend less than 2 hours and 31% 

spend more than 31%. 

 

 
    Total result shows that 13% of Facebook users don’t visit it 

every day, 38% spend their time less than 30 minutes, 22% spend 

their time less than 2 hours, and 27% spend their time more than 

2 hours. The result shows that 87% of Facebook users visit 

Facebook every day and mostly spend their time less than 2 

hours. 

 

 
 

    Secondly we analyses that do the people trust Facebook 

security? Is their Information secure in Facebook, and we 

analyses the result of female first, 64% of female trust Facebook 

and they think their information is secured in Facebook and 36% 

don’t trust the web site and thinking their information is not 

secure in Facebook. 
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    The men trust Facebook more than women, 78% answered yes 

they feel their identity information is secure in Facebook, and 

22% think it’s not. 

 

 
 

    Total results show that 71% of Facebook users trust Facebooks 

security, and 29% don’t trust it, Mostly put their personal 

information in Facebook, but nobody didn’t put the mobile 

number in Facebook, but mostly put their name, email, pictures, 

birthday, home town, country, interests, favorite movies, favorite 

books, favorite TV shows and religion, it shows the people trust 

the Facebook’s security. 

 

 
 

 

    The results show that 59% of women considered Facebook a 

waste of time and 41% did not. Also more than 50% are using it 

more than 30 minutes a day. Then they know that they are 

wasting the time but they spend their time with Facebook. 

 

 
 

 

    61% of men consider Facebook as a waste of time, and around 

43% spend more than 30 minutes a day and 57% use it less than 

30 minutes or don’t visit it every day. 

 

 
 

    Analyzing the total result shows that 60% of people consider 

Facebook a waste of time, and 40% did not consider it a waste 

time. 

 

    We asked the people which social network they prefer. The 

result shows that the people prefer Facebook, we have to 

consider it this result are collected from people that have 

Facebook, and based on our research only 10% of people does 

not have Facebook if we add it to the our result, the result does 

not change. 68% of women prefer to use Facebook, and 18% 

prefer use Twitter, 9% prefer MySpace, and 5% use other social 

network.  
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   Analyzing data shows that 74% of men prefer Facebook, 9% 

google+, 9% prefer other networks, 4% MySpace and 4% twitter, 

the result shows that men like Facebook more than other social 

networks, and after Facebook they google+ has the best rank. 

However we have to analyses the total results that are next step. 

 

 

 
 

    The following diagram shows that 71% of people prefer to use 

Facebook, and it shows that Facebook is the most popular social 

network; also it was successful to attracting its users. Google+ is 

next rank, but only 13% prefer to use it, maybe in future this 

information change, but currently Facebook is the most popular 

social network.  

 

 
 

The result of satisfaction of female is as below: 

    77% of women are satisfied and 23% are dissatisfied. The 

result shows those women who are Facebook user are satisfied 

because they think Facebook is user friendly, and it does not 

have errors too much, and mostly think their information is 

secured in Facebook. 

 

The result of men satisfaction is as following: 

The information shows that 83% of the men are satisfied, and 

17% are dissatisfied. In past diagrams we had some information 

that we can use here, the men use Facebook less than women, 

mostly think that Facebook is wasting the time and the satisfied 

men people percentage is more than women, also men trust 

Facebook security more than women all data shows that men are 

more satisfied. 

 

    In the last diagram we will analyses the total satisfaction (male 

and female), the following diagram shows that 80% of people are 

satisfied and 20% are dissatisfied. It shows Facebook is a 

successful social network. 

 

 
 

IV. CONCLUSION 

The results of this investigation show that currently Facebook 

has an acceptable situation between its rivals and most of our 

cases have Facebook account and use it as a daily requirement. 

Most of our respondents use Facebook facilities and have a 

positive vision about them. 

Facebook has satisfied its user by its applications and services 

that of course work and based on Information and 

communications technology. For instance most of our 

respondents prefer to communicate with their colleagues and 

their friends via Facebook instead of using E-mail or other 

available services.  

Facebook has achieved many successes by applying ICT 

advantages and currently we can observe role of ICT in most of 

Facebook’s services and applications. 

But it should not forget to focus on the weaknesses, especially 

in privacy and security sections to reach the best performance 

and earn the maximum user’s satisfaction. 

Currently Facebook has an impressive position between social 

networking websites and somehow consider as the leader and 

with resolving its few weaknesses and negligible issues 
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Facebook can hold its position for next years. 

APPENDIX 
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