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ABSTRACT

With the advancement of technology, the Internet has become
the source of information. Hence, increasing the interaction
of humans and technology. I found that there are thousands of
websites on the Internet and the most visited websites are
social media. Hence, | am more interested in understanding
the performance of social media to attract users. This study
used a survey method based on the WAMMI questionnaires to
obtain people’s feedback on social media performance. The
social media website that has been evaluated are Facebook,
Instagram, and YouTube. Based on the results, | found that
Facebook has the highest usability and performance.
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1. INTRODUCTION

There is increasing of 24 percent social media penetration
from 2016, which is 62 percent in Malaysia. [1]. This statistic
shows that almost all Malaysians use social media platforms
in their daily lives. Social media was created to increase the
connection between people. With the progress of time,
everyone can obtain the network through the construction of
the network structure. This means that it is easier for people to
connect through social media. Hence, increasing the
interaction between humans and technology.

Social media provides a platform for people to share
information, ideas, and lives in different ways such as
pictures, videos, or text. By sharing our thoughts and living
styles, we can better understand the cultures and lifestyles of
people in different countries. By understanding the culture
and lifestyle of others, we can avoid misunderstanding people
from different backgrounds. Hence, social media can
strengthen the connection between people. People’s
willingness to learn new things has also become one of the
reasons for the development of social media.

Besides that, learning tools can be obtained from social
media. People can gain knowledge and leaming materials
from social media. Some educators will share their findings
and their ideas through social media. Hence, social media
provides a platform for people to discuss. People can also get
the latest news from social media. Only by preventing from

outdated able us to seize the opportunity. This is because
knowing new things allow us to know the latest development
in society. Hence, more people are using social media.

We can evaluate social media by its performance. Research by
Cha Ji Young (2010) shows that college students often use
social media websites that are easier to use. [2]. According to
the statistic done by Cha Ji Young (2010), a simple interface
and navigation can improve the efficiency and productivity of
social media websites. This will indirectly improve social
media performance. [2]. Online privacy is also one of the
reasons that affect the performance of social media. The
research shows that online security is essential to protect user-
information from being stolen by others. [2]. Websites
without online privacy may reduce the number of users using
social media. [2].

The innovation of social media websites is very important to
enhance social media performance.[3]. The process of
improving the usability and quality of the websites is
important to meet the user’s needs. Continuously improving
the quality of the website will attract more users. This is
because people always evaluate things from their first
impression. For example, color, page layout, fonts, and
typography mustbe visible and easy to read.

Before the advent of the Internet, online communication was
mainly characterized by non-synchronous or unidirectional
communication. Today, online communication has been
widely used for multidirectional and synchronous
communication. The rise of social networking sites has
greatly contributed to the creation of a new type of online
communication. [4]. Among the social media websites,
Facebook has 2.853 billion users and become the most
popular social media website, while YouTube ranks second
with 2.291 billion users. 1.386 billion users using Instagram.
[5]. Hence, the ease of communication has led to more users
using social media websites. This statistic has motivated
researcher to do the study of website usability and
performance.

The purpose of this research is to evaluate the usability of
users when using the social media websites such as Facebook,
Instagram, and YouTube by using WAMMI questionnaires.
The reason for studying Facebook, Instagram, and YouTube



are because these websites have the highest usage rates among
the social media websites. Through this research, the
researcher believes that able to find out why the performance
of these websites is higher than other websites. WAMMI
stands for Website Analysis and Measurement Inventory can
calculate user satisfaction by asking users to rate their
experience when using the websites.

2. METHODOLOGY

2.1 Preliminary Process

The researcher had research from the Intemet to find out the
type of websites and the popularity of the websites. From the
study, the researcher found that social media website is the
most popular website. Therefore, the researcher is interested
in discovering the reasons for the popularity of social media
websites. Besides that, the researcher also noticed that among
the social media website, Facebook, Instagram, and YouTube
have the most users. Hence, Facebook, Instagram, and
YouTube are the samples for this study.

2.2 Sampling Process

The sampling procedure is a process used for statistical
analysis. Random sampling is used to obtain observations
from different populations. 11 respondents had been selected
to answer the questions.

2.3 Survey Method

A survey-based on WAMMI questionnaires has been created
by using Google Form. The Google Form has been divided
into 8 sections. The researcher had introduced the selected
social media website to the respondents in the first section.
Then, the respondents will be asked to do the task given by
the researcher. The task given is as follows:

l. Task 1: Searching for something.

1. Task 2: Find some pages. (Public or private
account)

1. Task 3: Find your pages.

Then, the respondents will be asked if they have used the
following social media website in sections 2, 4, and 6. If the
respondents use the following social media website, then the
respondent must answer the questions provided in the next
section.

2.4 Questionnaire

Table 1. Distributed Survey Questions WAMMI [7]

1.2 | Itisdifficultto move around this website.
1.3 | Remembering where I am on this website is difficult.
1.4 |1 can easily contact the people | want to on this
website.
Efficiency
2.1 | Thewebsiteis too slow.
2.2 | I can quickly find what | wanton this website.
2.3 | Using this website is a waste of time.
2.4 | | feel efficient when | am usingthis website.
Learnability
3.1 [ Using this website for the first time is easy.
3.2 | Everythingon this website is easy to understand.
3.3 | This website needs more introductory explanations.
3.4 | Learning to find my way around this website is a
problem.
Attractiveness
4.1 | This website has some annoying features.
4.2 | Thepages on this website are very attractive.
4.3 | This website has much thatis of interestto me.
4.4 | 1 donotlike using this website.
Helpfulness
5.1 | This website helps me find what I am lookingfor.
5.2 [ This website seems logical to me.
5.3 | Itisdifficultto tell if this website has what | want.
5.4 I get what | expect when 1 click on things on this

website.

Controllability

No Questions

1.1 | feel in control when | am usingthis website.

2.5 Dimensions

Controllability

It is easy for users to move around and do whatever
they want on the website. [8]

Efficiency

The website will provide quick feedback to users.

(8]
Learnability

The interface of the website can be easily
understood by users. [8]

Attractiveness

The website interface takes attention from users. [8]




V. Helpfulness 3. RESULTS AND DISCUSSION

The website can help users to solve their problem.
[8] Are you on Facebook?

11 responses

® Yes
2.6 Analysis Method @ o
Data analysis was performed by using descriptive statistics
such as mean. The question is in the form of Likert scale,
hence the mean will be used for calculation. To calculate the
mean, each item was determined by statement agreement.
Mean is obtained based on the score of the answer.
Table 2. Scale of Statement Agreement Figure 2: Distribution of respondents on Facebook
Statement Agreement Score Are you on Instagram ?
Strongly Disagree 1 11 responses
Partially Disagree 2 @ Yes
@® No
Neutral 3 ﬂ
Partially Agree 4 00 /0%
Strongly Agree 5
Excel had been used to calculate the mean for the three social Figure 3: Distribution of respondents on Instagram
media websites. The formula, =ZAVERAGE( ) had been used
in Excel. Then the mean value is used to determine the level Do you used YouTube?
of agreement. The scale is referred to [6, Table. 3]. R Studio is 11 responses
used to perform the ANOVA test to compare the performance
of three websites. ® ves
Table 3. Scale of Level of Agreement o e
Mean Level of Agreement o0
1.00-2.49 Low
2.50-3.49 Normal
.50-5. High . .
3.50-5.00 9 Figure 4: Distribution of respondents on YouTube
R Lo E S T o ouree - From the figures above, we can know that 11 respondents are
#Analysis based on ANOVA
! using Facebook and YouTube, which indicates 100 percent.
Facebook <- ¢(3.30,3.14,3.09,3.18,3.52) i
Tnetagean 2 £C3 %% 5,00 3,75 5.1b 5 20y However, there a}re 'only 10 out of 11 respondents are using
YouTube <- c(2.66,3.00,3.07,3.23,3.55) Instagram which indicates 90.9 percent.
groups <- data.frame(cbind(Facebook, Instagram, YouTube)
summary (groups) Table 4. Mean Value of Different Type of Dimension
tackedG <~ stack( )
stackedaroup MEAN
23:';:’:5?::1233&95:?:331”es lrid, date'= stackedGroup) Type of Facebook Instagram | YouTube
Dimension
Controllability 3.30 3.33 2.66
Figure 1: The formula for ANOVA test. —
Efficiency 3.14 2.90 3.00
Learnability 3.09 3.13 3.07
Attractiveness 3.18 3.18 3.23
Helpfulness 3.52 3.20 3.55
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Figure 5: Mean Score of The Websites by Type of
Dimension

As can be seen from the above table and figure, Instagram has
the highest controllability dimension with the mean score of
3.33 meanwhile the mean score of Facebook and YouTube is
3.30 and 2.66 respectively. However, even if Instagram gets
the highest mean score, the agreement level in the
controllability dimension is normal. From the efficiency
dimension, we can see that the highest mean score is 3.14,
which refers to Facebook meanwhile Instagram has the lowest
score which is 2.90. The YouTube efficiency dimension is
3.00 mean score. According to the scale of level of agreement,
the efficiency of Facebook is normal. Besides, Instagram
scored the highest mean score in the learmability dimension,
which is 3.13 meanwhile Facebook only scored 3.09 and
YouTube scored 3.07. Instagram has a normal leamability
dimension. Moreover, YouTube shows the highest mean score
of attractiveness dimension, which is 3.23 while Facebook
and Instagram only scored 3.18. Nevertheless, the
attractiveness of YouTube is only normal according to the
scale of agreement level. YouTube has scored the highest
mean in helpfulness dimension, which is 3.55 while Facebook
denotes 3.52 mean score and Instagram display a 3.20 mean
score. According to the scale of agreement level, the
helpfulness dimension of YouTube is high.

> Facebook <- ¢(3.30,3.14,3.09,3.18,3.52)

> Instagram <- c(3.33,2.90,3.13,3.18,3.20)

> YouTube <- ¢(2.66,3.00,3.07,3.23,3.55)

> groups <- data.frame(cbind(Facebook, Instagram, YouTube))
> summary(groups)

Facebook Instagram YouTube
Min, 13,090  Min. :2.900  Mmin. :2.660
1st Qu.:3.140 1st Qu.:3.130 1st Qu.:3.000
Median :3.180 Median :3.180 Median :3.070
Mean :3.246  Mean :3.148 Mean 13.102
3rd Qu.:3.300 3rd Qu.:3.200 3rd Qu.:3.230
Max. :3.520 Max. 3.330  Max. :3.550

> stackedGroup <- stack(groups)
> stackedGroup
values ind

1 3.30 Facebook
2 3.14 Facebook
3 3.09 Facebook
4 3.18 Facebook
5 3.52 Facebook
6 3.33 Instagram
7 2.90 Instagram
8 3.13 Instagram
9 3.18 Instagram
10 3.20 Instagram
11 2.66  YouTube
12 3.00 YouTube
13 3.07 YouTube
14 3.23  YouTube
15 3.55 YouTube

> anovaResults <- aov(values ~ ind, data = stackedGroup)
> summary(anovaResults)
Df Sum Sq Mean Sq F value Pr(>F)
ind 2 0.0541 0.02705 0.507 0.615
Residuals 12 0.6405 0.05337

v

Figure 6: ANOVA: Single Factor Test

From figure 6, we can see that the overall mean for Facebook,
Instagram, and YouTube. Facebook has the highest mean
value which is 3.090. Meanwhile, YouTube has the lowest
mean value which is 2.660. Instagram shows 2.900 mean
value. Hence, we can conclude that Facebook has the best
usability and performance compared to Instagram and
YouTube. According to the agreement level, Facebook,
Instagram, and YouTube have normal usability and
performance.

In addition, we knew that the p-value, 0.615 is higher than the
significance threshold which is 0.05. This result shows that
there is no significant difference exists.

Facebook

u Controllability = Efficiency ® Learnability = Attractiveness = Helpfulness

Figure 7: Overall Evaluation of Facebook

From the pie chart above, the helpfulness dimension of
Facebook has the highest percentage which is 22 percent
while the learnability dimension and efficiency dimension has
the lowest percentage which is 19 percent. Controllability and
attractiveness indicate 20 percent. This statistic shows that
Facebook should improve its leamability and efficiency
dimension.

INSTAGRAM

a

= Confrollability = Efficiency = Leamnability = Attractiveness = Helpfulness

Figure 8: Overall Evaluation of Instagram

From the pie chart above, the controllability dimension of
Instagram has the highest percentage which is 21 percent
while the efficiency dimension has the lowest percentage



which is 19 percent Controllability, leamability, and
attractiveness indicate 20 percent. This statistic shows that
Instagram should improve its efficiency.

YOUTUBE

19%

21%

20%

= Controllability Efficiency Learnability Attractiveness = Helpfulness

Figure 9: Overall Evaluation of YouTube

From the pie chart above, the helpfulness dimension of
YouTube has the highest percentage which is 23 percent
while the controllability dimension has the lowest percentage
which is 17 percent. Attractiveness, learnability, and
efficiency indicate 21 percent, 20 percent, and 19 percent
respectively. This statistic shows that YouTube should
improve its controllability.

4. CONCLUSION

The advancement of networks and technology has led to an
increase in the usability of the website. Hence, a good
usability website performance is important to encourage the
interaction between humans and technology. Hence, the
researcher conducted a survey based on the WAMMI
questionnaire to identify the usability website performance of
the user on the social media website.

The analysis of the social media website is done by survey
and ANOVA test. The survey is used to collect the point of
view of users on the performance of social media websites.
By conducting a survey, we can gather information about the
needs and opinions form users. It is important to improve the
performance of the website from the measurement of the
satisfaction of users. [9]

First, the company should ensure that the website it produces
must be easy for users to operate. Website readability is
important because most users have limited time and limited
mental resources to leamn things from the website. [10]
Besides that, an easy-to-understand navigation tool and the
menu are important to reduce the time spent by users when
they are using the website. For example, YouTube should
create a shortcut key for users to save time. The shortcut key
such as pressing “J” can rewind the video. In addition,
YouTube can provide services that arrange videos according
to video types. Hence, users can easily find the video they
want by genre.

Second, the efficiency of the website is important to attract
more users. An efficient website means that users can get the
response in the shortest anount of time. No user would want
to wait longer for a response from the website. Hence,
Facebook and Instagram should improve their efficiency.

Third, learnability of website. Familiar icons and layouts
allow users to understand the function such as a magnifying
glass. The language used on the website should be simple so
that users can easily understand its meaning. The most
important thing is to make the website as simple as possible.
Hence, Facebook should be modified to make it simple so that
users can move around on the website.

The attractiveness of the website is important to impress users.
An attractive website should help users find what they want in
a shorter time and has a fast-loading speed. The colour and
layout used should be readable by users.

Lastly, the helpfulness dimension is important to keep users
stay on the website. Providing 24 hours customer service to
users able to help them solve their problems at any time. For
example, a website should provide a list of frequently asked
questions. This is because users can find the answer directly
without spending too much time waiting for a response.

Based on the mean score of five dimensions which are
controllability, efficiency, learnability, attractiveness, and
helpfulness, we can know that every website has its good and
bad aspects. Therefore, every website needs to improve its
usability and performance to attract more users using the
website. To conclude, based on the overall mean, Facebook is
the best social media website among the three social media
websites that had been selected.
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