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ABSTRACT

This study explores Facebook use in Vietnamese academic libraries by analysing libraries’ posts on their Facebook pages and
library users' interaction with those posts. A total of 260 posts on four academic libraries’ Facebook pages were examined
using the content analysis method. The findings reveal that Facebook was mainly used to encourage reading and to transmit
announcements. Most of the academic libraries published one post a week. The photo was the most frequent media type of
libraries’ posts and gained a higher level of interaction than other posts. According to the research results, the user engagement
was low, and the user interaction with libraries’ posts generally was in the form of reaction. The findings can help better understand
Facebook use in Vietnamese academic libraries and may assist libraries in creating a plan for using Facebook more effectively.
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1. INTRODUCTION

Social media is defined as “a group of Internet-based
applications that built on the ideological and technological
of Web 2.0” (Kaplan & Haenlein, 2010, p. 61), that allows
its users to communicate, create, edit, and share contents
(Lewis, 2010). The contents can be text, photo, video, or
sound, or a mixture of all these (Scott, 2015). In this digi-
tal era, social media gives libraries a better chance to reach
their users without distance and time limitations. King
(2015) revealed that there are many benefits for libraries
to use social media to understand the community, interact
between libraries and users, receive more feedback from
users, take advantage of mobile technology, and extend
the reach of users. Kahn and Bhatti (2012) expressed that
social media offers several opportunities for libraries to
survive in a virtual environment.

Social media consists of many different platforms, such
as social networking sites, blogs, discussion forums, video
sharing, content sharing, social bookmarking, podcasts,
and wikis (Sharma & Verma, 2018). Among them, social
networking sites are much stronger than other platforms,
which help people develop friendship environment and
share information (Scott, 2015).

In recent years, Facebook has become a giant social
networking site, with almost 2.8 billion monthly active us-
ers all over the world (Tankovska, 2021). There are over 55
million Facebook users in Vietnam as of April 2019, mak-
ing it the seventh country in terms of Facebook audience
size (Clement, 2019). Previous studies revealed that librar-
ians have realized that social media, especially Facebook,
has a positive effect. Therefore, just like other libraries
abroad, Vietnamese academic libraries have started using
Facebook as a powerful communication tool for libraries
to transmit announcements, conduct online reference ser-
vices, and introduce library resources to users. Although
existing research mainly focused on the ways social media
was used in Vietnamese libraries, the use of Facebook
did not involve independent research. For all the reasons
mentioned above, a study analysing Facebook use in Viet-
namese libraries is necessary. In particular, this study aims
to explore Facebook’s current use in Vietnamese academic
libraries. The primary research questions are as follows.

(1) What are the characteristics of academic libraries
posts on Facebook?

(2) How often do academic libraries post on their Face-
book pages?

(3) How do users interact with libraries’ posts?
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This study’s structure is as follows: first, a review of
the literature is carried out. Then, the methodological ap-
proach is identified. Next, the analysis of collected data
and discussion are presented, focusing on the main char-
acteristics of libraries posts, frequency of posts, and users’
interactions with libraries’ posts on Facebook. Finally, a
conclusion is given.

2. LITERATURE REVIEW

2.1. Facebook

Facebook was first launched in February 2004 by
students at Harvard University (Hall, 2012). Facebook is
defined as a social networking site that allows its users to
create a personal profile, maintain a friends list to whom
messages can be sent, and join social networks organized
by school, workplace, city, or region (Reitz, 2013). Access
to Facebook is free of charge (Kohli et al., 2018). Facebook
offers users various functions such as status updating,
photo or video uploading, commenting on or reacting to
posts, and sending private messages (Chan et al., 2020).
Additionally, Facebook users can follow someone or a
page and will then receive updates about them in their
news feed (Wan, 2011). Facebook also provides an analyt-
ics section called Facebook Insights to measure usage and
interaction (King, 2015). People have many reasons for
using Facebook, including sharing and seeking informa-
tion, communicating with family, friends, and colleagues,
or leisure (Al-Busaidi, 2014; Marino et al., 2016). Face-
book has become the largest social networking site today
(Chugh & Ruhi, 2018; Shiau et al., 2018), with almost 1.85
billion daily active users during the fourth quarter of 2020
(Tankovska, 2021). The growing number of Facebook us-
ers shows that Facebook plays an increasingly important
role in social life (Shiau et al., 2018). Divine et al. (2019)
reported that 23% of Facebook users were young people
aged 18-25 years, and 32% of undergraduate students
spent more than four hours on Facebook daily.

2.2. Facebook Use in Academic Libraries

The research by Taylor and Francis Group (2016)
reported that more than 70% of libraries use social me-
dia, particularly Facebook, which has become the most
popular academic library platform (Cheng et al., 2020;
Collins & Quan-Haase, 2012). Recent studies showed that
academic libraries used Facebook for promoting library
resources and services, reaching out to users, delivering
online services, and enhancing teaching and learning
(Cheng et al., 2020; Chugh & Ruhi, 2018; Vassilakaki &
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Garoufallou, 2014; Wan, 2011). Specifically, several con-
tent analyses have been carried out on academic libraries
Facebook pages and have reflected various uses of Face-
book by libraries in specific countries. For instance, stud-
ies examined academic libraries in the United States and
found that libraries explored the applicability of Facebook
as a tool to market services and make community con-
nections using messages designed to pique the curiosity
of users in an informal tone (Harrison et al., 2017; Phil-
lips, 2011). Zorica et al. (2012) analysed the content of
91 Croatian libraries’ Facebook pages and revealed that
libraries mostly used Facebook for promotional purposes
and posting links potentially interesting to users. How-
ever, a large number of library posts were considered
“spam;” which showed the lack of useful information. On
the other hand, an analysis of Estonian academic libraries’
Facebook pages found that Facebook was adapted mainly
for announcements, with one post per week in a dull and
formal form as in official documents. The library Face-
book page could be considered as reduplicating a library
website (Roos, 2013). At the same time, Tyson et al. (2019)
said that Facebook was employed to deliver information
literacy content to students.

Besides analysing the content, measuring the success of
library posts has been discussed. Glazer (2012) stated that
the level of engagement with posts is a significant indica-
tor to evaluate Facebook use of libraries. Engagement is
measured by the total number of likes, shares, and com-
ments on posts (Al-Daihani & Abrahams, 2018; Geroli-
mos, 2011; King, 2015). Gerolimos (2011) investigated
comments on the Facebook pages of American academic
libraries and reported that 91% of posts did not have com-
ments. Likewise, Al-Daihani and Abrahams (2018) ana-
lysed Facebook posts of academic libraries in the United
States, Canada, the United Kingdom, and Australia to
measure user engagement with library Facebook posts.
Their findings showed a very low level of engagement,
with less than a quarter of examined libraries gaining
more than 2,000 post-related likes, and only seven librar-
ies having more than 100 comments on posts.

2.3. Research Gap

Numerous studies on the use of Facebook have been
conducted in recent years. However, they mainly men-
tioned libraries in the West. Thus, more case studies on
the use of Facebook in various countries should be carried
out to gain a comprehensive understanding of the Face-
book phenomenon in libraries across the globe (Aharony,
2012; Chan et al., 2020). In Vietnam, few papers focused

on the current trends and practical experiences of using
social media in libraries have been found (Duong, 2019;
Ngo, 2016; Truong, 2008). Although Facebook has been
adapting to several Vietnamese academic libraries (Ho,
2018), limited studies have been conducted on Facebook
use. Therefore, the present research aims to fill a literature
void by analysing academic libraries’ posts and examining
users interaction with those posts.

3. METHODOLOGY

To know how academic libraries use Facebook, a content
analysis of libraries’ messages on their Facebook pages was
conducted. In the past, researchers used a method called
content analysis to identify the meaning of documents or
other forms of communication (Allen & Reser, 1990). It has
been applied to new technologies such as radio, television,
and websites (Salinas, 2006). In the current study, content
analysis is used to know how academic libraries are using
Facebook, focusing on the categories of posts, the updates,
and the degree of users participation. The study developed
the instrument to analyse libraries’ Facebook pages based
on the work of Nancy K. Phillips (Phillips, 2011). Posts on
the chosen libraries Facebook pages are in Vietnamese, but
because the present study is carried out in English, it is
necessary to translate posts into English.

This study is limited to the Facebook pages of four
academic libraries in Ho Chi Minh City (Vietnam). The
choice of academic libraries was made based on the fact
that academic libraries are generally well-equipped with
information resources and employees, compared to public
libraries. Additionally, the criteria for choosing universi-
ties were: first, the universities are listed among the top
universities located in Ho Chi Minh City (uniRank, 2020),
and each university has a large population with more than
20,000 staff and students; next, selected libraries must
have their own official Facebook pages. Academic librar-
ies participating in this study include the Library of the
University of Social Sciences and Humanities (USSH), Li-
brary of University of Science (US), Library of University
of Technology and Education (UTE), and Library of Ton
Duc Thang University (TDTU).

Only publicly available posts were used because of the
unavailable data access from Facebook Insights. Consid-
ering the academic calendar of universities, the time of
sampled posts ranged from September 1, 2019, to June 30,
2020 (one academic year), including messages posted by
libraries or users. The data collection process comprised
of four steps as following:
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(1) Step one identified the library’s Facebook pages. (4) In the last step, the number of fans was recorded for
The appearance of the library Facebook page was each Facebook page as of June 30, 2020.
embedded from the library website. Four library
websites were scanned for the Facebook icon. The 4, DATA ANALYSIS AND DISCUSSION
Facebook icon, which represents a symbol “f] was
found on two library websites (US, TDTU). This Although Facebook was launched in 2004 and became
icon immediately leads to the library Facebook page ~ more popular in 2007, USSH was the first library which
by clicking on it. Two other library Facebook pages  had its own Facebook page, in December 2012. It was
were identified by asking librarians (USSH, UTE); noticed that all four libraries’ Facebook pages provide gen-
(2) Step two was to collect all posts appearing on each  eral information about the library, such as opening hours,
Facebook page between September 1, 2019, and  contact information, and library web page address.
June 30, 2020. The data were collected, including
date of the post, content of the post, the number of  4.1. Characteristic of Posts
reactions, the number of shares, and the number of ~ 4.7.7. Content of Posts

comments for posts; A total of 260 posts were collected from four libraries
(3) In step three, each post on four libraries’ Facebook  Facebook pages. Separately, the appearance and percent-
pages were assigned categories; age were calculated for each category, as shown in Table

Table 1. Categories of posts on four library Facebook pages from September 1, 2019, to June 30, 2020

Category Definition USSH us UTE  TDTU Total (n=260)
Encourage reading About author, book, reading 2 6 2 74 84
(32.31)
Announcement Library hours, library policy, information about staff, 18 8 9 39 74
the current status of service (28.46)
Community building Greeting, interacting with users by asking the question, 1 13 7 17 38
inviting fans for joining competitions, promoting the (14.62)
image of the university, recognizing students, faculty
Promoting libraries Highlight the attributes of libraries in general and the 3 14 4 9 30
specific library (11.54)
Event - library Event organized or hosted by the library 4 1 9 9 23
(8.85)
Event - external The event is not sponsored by or located at the library 5 4 0 8 17
(6.54)
Information resource Identify database or information source available to 3 2 9 3 17
users, or highlight a particular selection from an (6.54)

identified database or information resource, or an
online resource that is on the world wide web

Instructional Help users learn how to do something 0 1 5 8 14
(5.38)

General interest/ Information that does not fit in other categories 1 4 0 5 10
miscellaneous (3.85)

Highlighting collection  Identify specific collection, excepting electronic 1 1 0 2 4
databases or reference resources (categorized as (1.54)

Information Resource)

Other library services  Describe how the library can help users through specific 1 0 1 2 4

services, including reference help, catalogs, (1.54)

inter-library loans, and others

Values are presented as number only or number (%).
USSH, Library of the University of Social Sciences and Humanities; US, Library of University of Science; UTE, Library of University of
Technology and Education; TDTU, Library of Ton Duc Thang University.
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1. It was feasible for a post to be allocated more than one
category, as appropriate.

The results analysis revealed that academic libraries
published various posts that showed who they are and
what they do. Libraries also try to engage and connect
with users via Facebook. Information that academic li-
braries delivered through their Facebook pages is as below.

4.1.1.1. Encourage Reading.

Table 1 shows that academic libraries emphasize read-
ing as a principal value. A broad content category relates
to encouraging reading with 84 posts, which collectively
represent 32.31% of total posts. It was noticed that these
messages were combined with other categories. For ex-
ample, the author event promoted reading and provided a
chance to introduce books in the library collection. Most
encourage reading messages were posted by TDTU, rep-
resenting over 88% (74/84) of total posts in this category.
Moreover, TDTU also introduced exciting books in differ-
ent ways, such as taking photos of highlighted important
text in books, or making videos under two minutes to
review the content of specific books, to encourage users to
read them (Fig. 1).

- Mot nguoi o long chia s¢ ludn im thiy tron,
méi ngay moi mot cohoi dé tac dong dén cuoc de
cua nhung nguoi khac. Méi ngay chung ta ¢o the
tim ra vo sé cich, du l1a lon lao hay nho bé, d&élam
cho cuge song nguoi khac duge tot dep hon.

- Nhung ong cung da giup ho khi cho ho cong

an vi¢c lam réi. Tai sao 6ng phai ch

Thu vién Pai hoc Tén Bure Thing
Mthg 9, 2019 - @

"M3i ngay chiing ta cé thé tim ra v s& cach, d... Xen

Table 2. Examples of announcement posts

4.1.1.2. Announcements.

Announcement posts gave users current informa-
tion that they should know to use the library better. An-
nouncements on four libraries’ Facebook pages were
28.46% of the total. These announcements mainly focused
on changes in library operations in the long term or tem-
porary. Announcement posts also informed users when
services were unavailable and when they were back in the
process. Moreover, announcements were about changes in
facilities, policies, and employees. Examples of announce-
ment posts by sub-theme are given in Table 2.

From Table 2, some announcements were written re-
lationally, for instance, “Many thanks for your patience!”
to acknowledge that users may have felt inconvenience
because the system was down.

Furthermore, announcement posts reflected the
rhythms of the university calendar. The finding shows that
the number of announcements in the beginning (Septem-
ber) and the end of the academic year (May and June) was
higher than in other periods because most students used
libraries at that time. These announcements related to reg-
istering new students, reserving a study room, and return-
ing books. Besides this, Facebook was used to inform the
immediacy of information, like changes in the weather,

Fig. 1. Encourage reading posts on
the Library of Ton Duc Thang
University Facebook page.

Sub-theme

Examples

Hours of operation
(January 1, 2020)

Facility

Service availability

UTE posted on December 31, 2019: NEW YEAR'S HOLIDAY 2020! The Library will be closed on Wednesday

US posted on September 5, 2019: Free wireless access is available within the Library.

USSH posted on February 6, 2020: The network will be down from Fri, February 7, for maintenance. There will be

no access to databases and the wireless network until Tue, February 11. Thank you for your patience!

Policies

TDTU posted on December 21, 2019: Please bring your card when visiting the Library!

UTE, Library of University of Technology and Education; US, Library of University of Science; USSH, Library of the University of Social

Sciences and Humanities; TDTU, Library of Ton Duc Thang University.
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which could help users. For example, “Do not forget your
umbrella or raincoat!” was posted on TDTU’s Facebook
page status on May 25, 2020.

4.1.1.3. Community Building.

Another major category was how academic libraries
shared with students, the university, and the local com-
munity to build strong relationships between them (Table
3).

Table 3 shows that academic libraries find ways to
interact with their users casually via invitations, sup-
portive comments, or direct questions. Several posts gave
kindly wishes to users without mention of libraries. Like
announcements, some greetings followed the university
calendar, such as welcoming freshmen students at the
beginning of the academic year and congratulating gradu-
ates at the end of the academic year. Besides this, libraries
started direct interaction with followers by inviting them
to participate in activities and asking questions related to
libraries.

Libraries showed that their posts were not just about
reading and books. They began to share messages about
the university. There were posts on the achievements and
contributions of the university, faculty, and staff. For ex-
ample, US and TDTU shared news about the feelings of
pride or creations of lecturers and researchers from their
universities. Furthermore, academic libraries also shared
content outside of the university. For instance, libraries
promoted community programs to connect students to
the community and push them to participate (i.e., US
posted a message “Say “NO” to single-use plastic!” on Sep-
tember 19, 2019).

4.1.1.4. Library Promotion.

As mentioned earlier, libraries are taking advantage
of opportunities to promote themselves, their resources,
and services via Facebook with promotional posts, repre-
senting 11.54% of total posts. However, some of the posts

Table 3. Examples of posts in the community building category

which promoted libraries overlapped with community
building and libraries’ events categories.

4.1.1.5. Events, Information Resources, and Services.

Other content categories were related to posts about
events, library collections, databases, and other services
available to users. All four libraries’ Facebook pages posted
messages about libraries’ events, which collectively repre-
sent 8.85% of total posts. Besides this, libraries were also
informed about other events not located at or sponsored
by libraries (6.54%). Also, libraries used Facebook to share
instructional sessions (5.38%), to introduce electronic
information resources available in libraries or on the In-
ternet (6.54%), as well as to highlight impressive library
collections (1.54%).

Via Facebook, academic libraries reminded users of
reference services and reserves. Besides this, they collected
feedback from users about library services. Table 4 gives
examples of posts about events, information resources,
and services by categories.

Facebook posts displayed various resources, services, and
events that libraries offer to meet users needs; therefore,
this can help expand the brand of libraries in the digital era.

Generally, the content analysis shows what can be seen
and inferred from posts on four libraries’ Facebook pages.
Results of the study demonstrated that Facebook offers a
dynamic environment for libraries to communicate with
users. There is general information about libraries on
their Facebook pages. As expected, a significant portion of
posts contains book recommendations, announcements,
introduction-specific collections and databases, instruc-
tional sessions, and various events, which may influence
users perceptions about libraries’ roles. The distribution of
post categories varied across selected libraries. “Encourage
reading” was the most frequent topic shared by TDTU,
“Library promotion” was often posted on USs Facebook
page, while “Announcements” posts were frequently post-
ed by USSH and UTE. Several posts were written in an

Sub-theme

Examples

Supportive, good wishes
Celebration

Questions
leave your comment below!

Society messages

USSH posted on September 8, 2019: Welcome Class of 2019!!!
UTE posted on December 24, 2019: We wish you a Merry Christmas! (included photo of Christmas card)

TDTU posted on December 31, 2019: New Year is coming! Would you like the Library to do something? Please

US posted on September 19, 2019: Say “NO” to single-use plastic! (included photo)

USSH, Library of the University of Social Sciences and Humanities; UTE, Library of University of Technology and Education; TDTU, Library of

Ton Duc Thang University; US, Library of University of Science.
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Table 4. Examples of messages about events, information resources, and services

Category

Examples

Event - library

Event - external

US posted on October 15, 2019: FREE FOOD AND DRINKS! Come to the Library to study or take a break.
USSH posted on March 31, 2019: Play Online Quiz and Win Prizes. Springer Nature Publisher cooperates with

VNU-HCM on organizing a “Springer Nature Online Quiz at VNU HCM." Quickly access the SpringerLink data-
base to answer questions and bring back any exciting gifts, dear library users! (including the link to the event

announcement)

Instructional
(including instructional video)

Information resources

TDTU posted May 13, 2019: 17 Google search tips! You'll regret not knowing these tips sooner!

UTE posted on December 18, 2019: Find the best database for your research! Vietdata provides online, full-text

access to publications on Business & Economics in Vietnam. Click on the link to access (including a link to

the database)
Highlighting collection

TDTU posted on May 18, 2020: Celebrate Ho Chi Minh’s 130th birthday. Discover research resources on Ho Chi

Minh from the Library, including books and academic journals! (including photos of books and journals)

US, Library of University of Science; USSH, Library of the University of Social Sciences and Humanities; VNU-HCM, Vietnam National
University = Ho Chi Minh City; TDTU, Library of Ton Duc Thang University; UTE, Library of University of Technology and Education.

120 1 1 USSH
] = us
100 - [ UTE
" = TDTU
é 80 -
ks
g 60
g —
2 40
20 A
O T T T 1
Text-only Photo Video Link

Fig. 2. Media types of posts. USSH, Library of the University of
Social Sciences and Humanities; US, Library of University
of Science; UTE, Library of University of Technology and
Education; TDTU, Library of Ton Duc Thang University.

informal style by using punctuation such as capital letters
and exclamation points.

4.1.2. Media Type of Posts

The media type was classified based on four types, in-
cluding photo, video, link, and text-only. The media type
of posts adopted by sampled libraries between September
1, 2019, and June 30, 2020, are shown in Fig. 2.

According to Fig. 2, the most frequent media type of
posts was a photo (42.69%), followed by video (20.77%),
text-only (20.38%), and link (16.16%) as less posted. The
three libraries, including US, UTE, and TDTU, mostly
used photo-based media for their posts, while USSH used
text-only for posting. Notably, TDTU posted a large num-
ber of videos, with 35.51% of their total posts. Besides this,

TDTU ]

us |

USSH |
0 5|O 1(|)0 1|50

Number of posts

Fig. 3. Number of posts on library Facebook pages from September
1, 2019, to June 30, 2020. TDTU, Library of Ton Duc Thang
University; US, Library of University of Science; UTE, Library
of University of Technology and Education; USSH, Library of
the University of Social Sciences and Humanities.

the US and TDTU libraries also preferred to share links. It
seems that sharing content helps to maintain high posting
frequency while saving time.

4.2. Frequency of Posts

The findings show that the frequency of posts on sam-
pled libraries’ Facebook pages was complicated. During
the 43 weeks (September 1, 2019, to June 30, 2020), the
number of Facebook posts ranged from 33 to 138, with
USSH registering the least number of posts, 0.77 posts
per week (n=33). Similarly, UTE also had a low number
of posts, an average of 0.86 posts per week (n=37). On the
other hand, TDTU had the most number of posts, which
was equivalent to 3.2 posts per week (n=138), while the
US updated its status by an average of 1.21 posts a week
(n=52) (Fig. 3).
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4 3. Interaction with Posts

Like other Web 2.0 tools, Facebook offers the option
for interactivity between its users. People can make reac-
tions (i.e., Like, Love, Haha, Wow, Sad, and Angry), “Share”
or “Comment” on the post on the news feed. Facebook de-
fines liking as a simple way to show enjoyment on posts or
comments while reacting to specify a response (Facebook,
2020b). A “Comment” is the way people communicate on
Facebook (Whitnah, 2010).

For the 260 posts coded in the current study, 100% of
posts prompted reactions by fans. However, only 32.69%
(n=85) of posts elicited comments, excluding comments
of librarians. For these 85 messages, there were 363 com-
ments (Table 5). It was noticed that the number of words
was lower than the number of shares or reactions. Perhaps
this was because a click on the response and share button
is more comfortable than writing a comment.

Table 5 displays the number of fans for every library’s
Facebook page. Libraries’ Facebook pages gained between
2,554 and 19,182 fans at the end of the data collection
period. There was a difference in the number of fans be-
tween the chosen libraries. Among them, the UTE’s Face-
book page is the last one, with the least new fans.

The current study also calculated the engagement rate
better to understand users’ interaction on libraries Face-
book pages. According to Facebook, the engagement rate
refers to the percentage of people who see a post that click,
react to, comment on, and share it (Facebook, 2020a).
Besides this, the engagement rate was influenced by the
number of posts and fans, so that the average engagement
rate was calculated as the sum of reactions, comments,
and shares per post per fan (Lam et al., 2019).

Number of (reactions+comments-+shares)

= %100
Engagement rate Number of Posts X Total Fans on a Given Day

According to Table 5, the engagement rate was differ-
ent among the four libraries. US received the highest rate
(1.5%), followed by UTE (1.06%), USSH (0.57%), and

TDTU (0.1%). Surprisingly, TDTU had the highest num-
ber of posts and fans, but its engagement rate was the low-
est. In contrast, the US did not update the post frequently;
however, the USs Facebook page had the highest engage-
ment rate.

Furthermore, the research finding examined which
categories of posts attracted the most users.

According to Fig. 4, the “Promoting libraries” category
gained the highest interactions from library users with 81
acts per post on average, following by the “Event - library”
category with 60 acts, and the “Community building” cat-
egory with over 43 acts. For instance, a promoting post
of new facilities in the TDTU attracted 177 reactions, 30
comments, and 13 shares, or a post of a Christmas event
at the TDTU also gained 219 reactions, 66 comments, and
52 shares (Fig. 5). The examples showed that library users
were interested in new facilities that support their learn-
ing. Besides this, posts of library events in the form of hu-

1 Number of reactions, shares,
and comments

—e- Number of reactions, shares,
and comments per post

3,000 - - 90
- 80

2 2,500

% I~ 70 —_

2 3

8 2,000 1 - 60 &

D I3}

] . - 50 =

;; 1,500 40 S
| - ©

[0}

S i - 30 °

£ 1,000

@

g

=

Fig. 4. Interactions of library users by post categories.

Table 5. Number of fans, reactions, comments, shares, and engagement rate from September 1, 2019, to June 30, 2020

omeottay  WTbemoml Mmool bl mbeol e
USSH 10,340 1,674 200 84 0.57
us 3,979 2,842 120 149 1.5
UTE 2,554 861 110 34 1.06
TDTU 19,182 2,385 260 96 0.1

USSH, Library of the University of Social Sciences and Humanities; US, Library of University of Science; UTE, Library of University of

Technology and Education; TDTU, Library of Ton Duc Thang University.
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s Thu vién Dai hoe Ton Die Thing
é 9-@

Fig. 5. Posts on the Library of Ton Duc
Thang University Facebook
page. (A) Post of “Promoting
libraries” category. (B) Post of
“Event - library” category.

20 February - @

27/02/2020.

v .- A O

e Thu vién Trugng Pai hoc Khoa hoc Xa héi va Nhan van

)+ THONG BAO: V/v TAM NGUNG LICH TAP HUAN THU VIEN DANH
CHO HOC VIEN SAU DAI HOC KHOA TUYEN 2019-2 ),

Can ¢ thong bao "Veé viéc cho hoc vién, sinh vién Trudng nghi hoc
phoéng chdng dich bénh viém duéng hd hap cép do ching mdi clia vi
rat Corona (nCoV)" cia Nha trudng ngay 14/02/2020.

£ 3%Thong béo dén cac anh/chi hoc vién sau dai hoc khoa tuyén
2019-2 vé viéc tam ngung lich tap hudn sif dung thu vién ngay 26-

Fig. 6. Posts on library Facebook pages.
(A) Library of Ton Duc Thang
University's post. (B) Library of the

B University of Social Sciences and

Humanities's post.

morous and friendly approaches also impressed users.

Moreover, it is noticed that the interactions were dif-
ferent from the media type of post. While photo, video,
and link posts attracted user attention mostly, text-only
posts displayed a low level of attraction. For example, a
post of TDTU with an amusing photo about the library’s
rule was more appealing and drew users attention with
90 reactions, seven comments, and six shares. In contrast,
although the posting of USSH was clear and easy to fol-
low, a similar text-only message without a photo or video
was not impressive. It has been observed that this post
received only one “Like” from users (Fig. 6). Therefore, we
believe that contents with a higher level of vividness are
more attractive than plain text.

5. CONCLUSION

This study explores Facebook use in four academic
libraries in Ho Chi Minh (Vietnam) by analysing libraries’
posts and user interaction on libraries’ Facebook pages.
“Encourage reading” and “Announcements” were the most
frequent content type posted by Vietnamese academic
libraries on Facebook. The research results were quite the
same as previous findings, such as finding that academic
libraries’ Facebook pages were not updated often, and
content comprised of photos was the most favorite type of
post. The current study is in line with the study of Al-Dai-
hani and Abrahams (2018), which confirmed library users

interacted most with photos. The number of comments
was much lower than for other reactions, and the engage-
ment rate was low among libraries studied. Generally, it
can be concluded that selected libraries used Facebook as
a tool for delivering information rather than as a venue
for two-way interaction with library users. Therefore,
academic libraries should upload content more frequently
to make their Facebook pages more active. Posting with
a higher level of vividness may be good practice for using
Facebook. Furthermore, libraries should survey to know
users’ expectations and then diversify libraries’ presences
on Facebook accordingly.

The current study was limited to what can be seen on
Facebook pages, so that there were unanswered questions
without input from both librarians and library users. Be-
sides this, the sample libraries are too tiny to generalize
how Vietnamese academic libraries are using Facebook.
For all these limitations, in-depth studies on factors influ-
encing Facebook usage, managing Facebooks presence,
user satisfaction from the library performance on Face-
book, etc., are needed.
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