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Abstract
The current study is exploratory, and it aims at uncovering the potential role of Facebook in Egyptian university
environment. The research based on 127 questionnaires. It was found that; 42% of the respondents use Facebook
for educational purpose; around 85% use Facebook to be in touch with their teachers; more than 75% use
Facebook to contact the faculty administration; more than 70% of students are convinced that they have added
value when using Facebook in the educational context. These results would support the notion of using Facebook
as an untraditional, cheap, interactive means to enhance the quality of the educational service that provided by
the college (producer) and received by the student (customer). Implications were presented and suggestion for
further studies was highlighted.
Keywords: Facebook, Educational service quality, Egyptian revolution
1. Introduction
Social Networking Sites (SNSs) are considered as phenomenon. They have been changing the communication
world, by creating virtual communities. SNSs could be defined as “virtual communities which allow people to
connect and interact with each other on a particular subject or just hand out together online” (Dogruer Menevis,
& Eyyam, 2011, p. 2642). The current researcher sees social network as an untraditional communication means,
which enhances the connection between people, by using advanced options, enabling to create online-based
communities.
Users can get many options when using a social network; as sharing photos with others, exchanging information,
etc. (Grosseck, Bran, &Tiru, 2011; Dogruer, et al., 2011).
As Students nowadays need to have the ability to process information (Uzunboylu, Bicen, & Cavus, 2011),
current researcher argues that there is a necessity to study the range of using (SNSs) to enhance such ability,
which in return supports the learning process. It was found that “mentoring theory may provide a theoretical
basis for defining an instructional role for SNSs” (Roblyer, McDaniel, Webb, Herman, & Witty, 2010, p.137),
also, it was stated that “social media in higher education has been proven to enhance the study experience of
learners by providing student support, including e-mentoring” (Dabner, 2012, p.70).
Adaptability deemed as a highly required feature of a university (Craciun, 2010). Accordingly, colleges need to
adapt themselves with the changes that occur in educational environment. In other words, colleges need to
respond –appropriately - to the customer-driven changes. Regarding the study concern, researcher argues that
there is a necessity to replace the traditional means of communication with the most common ones that the
students use. Thus, (SNSs) would help in this context.
2. Why Facebook, Specifically?
Facebook is “a social network that provides an interface for people to communicate with friends, family, and
coworkers” (Pilgrim & Bledsoe, 2011, p. 38).
Current researcher chose Facebook, specifically, as an example of (SNSs), based on its popularity (Bicen &
Cavus, 2011; Pilgrim & Bledsoe, 2011; Smith& Kidder, 2010; Roblyer et al., 2010); it was ranked first among
(SNSs) (Dogruer, et al., 2011), and is seen as the most common platform for online social networks among
university students (Kabilan, Ahmad, & Abidin, 2010). The number of Facebook users exceeds 500 million
(Grosseck et al. 2011; Pilgrim & Bledsoe, 2011), thus it is considered as the third largest country in terms of
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population (Attia, Aziz, Friedman, & Elhusseiny, 2011). Current researcher considers flexibility that Facebook
has as one of the reasons that resulted in such popularity; it is a multilingual-online social network, and it can be
accessed also through mobile devices as well (more than 65 million users per day) (Kabilan, et al., 2010).
In addition, there are many contextual justifications that led researcher to choose Facebook; 1-The first issue of
Facebook was in 2004 (Hum, Chamberlin, Hambright, Portwood, Schat, & Bevan, 2011) to socialize college
students in the United States (Grosseck, et al., 2011). It was launched in February for Harvard students, by Mark
Zuckerberg, Dustin Moskovitz, and Chris Hughes (Dogruer, et al., 2011, p. 2642), and extended to British
universities in October 2005 (West, Lewis, & Currie, 2000); 2- The number of Facebook users in Egypt in 2009
was 800,000, it was ranked as the third most visited Website in Egypt, and it played a great role in the Egyptian
revolution in 2011 (Attia, et al., 2011); 3- “The popularity of Facebook with college aged students” (Dabner,
2012, p. 71); 4- As “learning emerges from our own actions in relation to those of others” (Korthagen, 2010, p.
99), it’s a great role that expected from Facebook in the university environment, that based on its unique features
which enable Facebook to offer constructive educational experiences (Kabilan, et al., 2010); 5- Educators have
used Facebook to be in touch with students and parents (Pilgrim & Bledsoe, 2011). 6- The current researcher has
been engaged with a number of graduate students in an experiment, in terms of using Facebook for educational
purposes. Researcher –as a teacher- has joined a Facebook group (WWW.facebook.com/group/pre.ma2012/), in
the fall semester of the Academic year 2011/2012 which was launched for educational purposes. Accordingly,
the researcher considers Facebook the most relevant social network for the current study.
Currently, universities are encountered with the difficulty of supporting and maintaining their own competitive
advantage in the educational markets (Al-Alak & Alnaser, 2012). In this context, the college is to be looked at as
a service provider, and the student is considered as a customer. As such institute produces services, it should
consider quality (Lapierre, Filiatrault & Perrien, 1996), “that has become more demanding” (Dragut, 2011, p.
3368). This perspective would get colleges aware of figuring out the quality dimensions of educational service to
get customers (learners) satisfied. The issue of educational service quality is considered so essential, because of
its relation to the labor market that has narrowed a lot lately (Dragut, 2011). There are many dimensions to
evaluate the educational service quality. The ones which could be the most related to the present study concern
are: “quality and quantity of educational facilities, quality and number of modern means of education, quality of
information services, and especially the quality of teacher-learner relations” (Cîrneanu, Chiriţă & Cîrneanu, 2009,
p.11).
Since searching for untraditional ways to attract, encourage and maintain stronger relationships between college
and its students is essential in terms of having a competitive edge in the future (Al-Alak & Alnaser, 2012),
current researcher argues that, Facebook would be operationlized to support the college efforts regarding
enhancing such relationships.
The significance of the study that addresses the Facebook usability in terms of Egyptian educational context
would be increased if it is combined with the issue of academic accreditation. National Authority for Quality
Assurance & Accreditation of Education-Egypt (NAQAAE) devotes the necessity of enhancing the connection
between the student and the educational institution, and considers this issue as a requirement for institutional
accreditation. Accreditation, in return, could be seen as a competitive advantage, that a college would use to
enhance its own image.
The aim of the study is to explore the potential role of Facebook in Egyptian university environment, based on a
great success that social networks accomplished in terms of operationalizing the Web 2.0 technologies in the
social context (Kabilan, et al., 2010); relying on the studies that referred to Facebook as it 'can be useful' in the
academic setting (Bicen & Cavus, 2011; Grosseck et al., 2011; Roblyer et al., 2010).
3. Research Question
The researcher states a set of Research Questions (RQs) in terms of fulfilling the aim of the study, as follows:
Q1: What is the intensity of using Facebook among graduate students?
Q2: For what purpose/purposes, graduate students use Facebook?
Q3: Do graduate students get added value in terms of using Facebook in terms of educational context?
Q4: Are graduate students satisfied with the current level of interaction between them and their teachers,
colleagues, and administration?
Q5: Do students’ responses about the different aspects of using Facebook in the educational context (section2 of
the questionnaire) vary according to the gender and age?
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4. Method
The current study is exploratory. To collect the primary data, participants were asked different questions (Note
1). Such questions would be categorized into three sections; the first (Q1-Q4) is introductory; addresses whether
the participant has Facebook account or not, the frequency of using Facebook, the purpose/purposes for which
he/she uses Facebook, the language in which participants use Facebook, (Q1-Q4) are multiple choice questions.
The second section (Q5-Q16) reflects different aspects in which a student uses Facebook in the educational
environment; 5-point Liker scale was used to range the responses of such questions; where 5= completely agree
and 1= not at all agree. The third section (Q17 & Q18) contains a set of personal data (gender, age). All of the
questions were presented in Arabic Language.
Unlike studies in which undergraduate were of concern (Smock, Ellison, Lampe, & Wohnb, 2011; Bicen &
Cavus, 2011), current study targeted graduate students enrolled in the preparatory one-year program for Master
degree (academic year 2011-2012), in the Faculty of Commerce, Mansoura University, Egypt. The total number
of students who attended the first-day exam - of fall semester - was 265 students. The number of questionnaires
collected for our current study was 127. This percentage represents approximately 48% of the study population.
Researcher chose this graduate students' population because of the nature of their study that makes them in need
to share their assignments, data, tables, figures, etc., which accordingly raises the probability of using common,
easy-to-use, cheap, and advanced means of communication.
The researcher followed two ways to collect the needed data. First, an online survey; posting an announcement
within the student Facebook group informing them about the questionnaire to be filled; such questionnaire was
uploaded on the instructor's Website as a soft copy. Second, a hard copy was disseminated to almost all the
students who attended the first-day exam and who did not fill-in the online questionnaire. The statistical software
package SPSS Version 19 was used to analyze the collected data. In addition, One-Way ANOVA was used to
address possible differences in students’ responses (regarding the second section of questionnaire) due to gender
and age at a 5% level of significance.
5. Results and Discussion
42 of respondents (33%) were male, and 85 (67%) were female, 99 of respondents were less than 25 years old,
19 were between the ages of 25 - less than 30 years, 5 respondents between 30 - less than 35, 4 between 35- less
than 40 years old.
Insert Table 1 here
As shown in Table 1, 50% of the respondents use Facebook daily, 7% use it weekly, and 42.5% use it irregularly.
These findings address RQ1, and researcher considers them as promising.
To answer RQ2; results reveal that the majority of students (67%) use Facebook for contacting their friends, as
the researcher expected; 42% for educational purpose; 29% for political purpose; 28% for entertainment; and
20% for other purposes.
Insert Table 2 here
As shown in Table 2 shown, in a descriptive way, there are many different aspects of using Facebook in
educational context. Approximately 85% of the students use Facebook to be in touch with their teachers, the
current researcher considers that to be an encouraging result in terms of the using Facebook in the Egyptian
educational filed. 73.2% of the students use Facebook for expressing their own opinion regarding the
administration policies, faculty strategy, thus, the college administration would use students` opinions as a
feedback that would help the institution to make progress in the educational service.
More than 75% of student use Facebook to contact the faculty administration, which would enhance the previous
result. More than 60% of students considered Facebook supporting college to create a suitable virtual
educational environment. Around 78% of students stated that using the Facebook group raises the probability of
using Facebook in the educational context. More than 70% of students are convinced that they have added value
when using Facebook in the educational context, which is considered as the answer of RQ3. The recent findings
shown in Table A.2 refer to the applicability of Facebook in the educational domain, and imply that Facebook
would be successful in this context as it is in the social one. Although, 70% of students are not convinced that the
present collegial culture supports using Facebook for educational purpose, which means it is a weakness that
would encounter the potential success of Facebook in the academic setting.
In terms of answering RQ4, the means of students` satisfaction regarding their connection with teachers,
colleagues, and administration, are 3.03; 3.89; and 2.77, respectively. Totally, current researcher finds these
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means logical, and expected. Although, researcher argues that, the former and the latter percentages needed to be
increased by using untraditional and effective communication platform as Facebook.
In addition, when students connecting with their teachers, they are not restricted only to the educational conduct,
but they exceed to conduct social and political issues; results show that when respondents are connected with
their teacher; 81.9% were using Facebook for educational purpose; 36.2% for social conduct; 14.2% for political
purpose. Current research argues that, such variety may promote the notion of using Facebook to enhance the
relationship between the students (who have different concerns) and their teachers (as an important party in the
educational environment).
The study also explored an important finding; that when students were asked to rank the range of Facebook
usage for educational purpose within their educational environment to be unacceptable, or acceptable, or
excellent, the percentages of their responses were; 39%; 48.8; 11.8, respectively. Current researcher considers
these ratios as encouraging for pushing the educational institution forward to get more advancement in the terms
of using Facebook in the academic setting.
Regarding RQ5, it was found that the students’ responses did not vary regarding the second section of the
questionnaire (Q5-Q16) that reflects different aspects in which students use Facebook in educational
environment, except for the issue of how far the Facebook groups enhance its usage for educational purpose; and
also for the student evaluation regarding the usage range of Facebook within their educational environment. In
addition, almost of the responses did not vary due to the age, there are just two significant differences; one is the
issue of using Facebook to connect with teachers, and the other is about the purpose that Facebook is being used
for, when students connected with their teachers.
6. Conclusion and Implications
Since unreached consensus regarding how to evaluate the effectiveness of SNSs (Attia, et al., 2011), the current
research is exploratory; aims at explore the potential role of the Facebook in the Egyptian higher education, as it
has done a great job in the Egyptian revolution 2.0. The research based on 127 questionnaires. Around 78% of
students stated that using Facebook group raises the probability of using it in the educational context; 70% of
students are not convinced that the present collegial culture supports using Facebook for educational purpose. In
addition, the responses did not vary due the gender and age in terms of the added value they gained when using
Facebook for educational purpose. Also they did not vary regarding the issue of satisfaction about the connection
with their teachers, colleagues, and administration. Based on the findings, it can be concluded that there is a
promising environment to use Facebook in Egyptian academic setting. Generally, that would be supported by
many researchers (Bicen & Cavus, 2011; Grosseck et al., 2011; Roblyer et al., 2010).
The study has many implications; it would get the educational institution to pay more attention about how to
increase the level of service quality it provides, based on opening untraditional two-way communication
channels; that would enable the institution to get quick feedback from the students (customers), that may be used
to operate continuous improvement. In addition, Facebook would facilitate the service provider (institution)
initiatives or reply to the customers (students). That would be backed by what Bickart & Schindler (2001) stated
“within consumer communities, discussion participants can obtain product information, learn general
information about the activity, and develop relationship with others that share their interest” (p. 32). Also, as
National Authority for Quality Assurance & Accreditation of Education-Egypt (NAQAAE) values the student
participation in educational institution as an important requirement of accreditation, such institution would
benefit from the current study in which it could use Facebook as a means to facilitate such participation. In
return, getting accreditation would enhance the competitive position of the institution in the educational market.
In addition, according to the cost benefit analysis, Facebook can be considered an interactive, quick, and cheap
tool to gain the previous returns.
7. Further Studies
Current research may be considered a pilot study, which would provide awareness to the Egyptian educational
institutions to use Facebook in the academic setting. Although, there is a necessity to conduct further studies in
this context, that would address the key variables that influencing the acceptance of Facebook as a part of the
virtual educational environment, and to uncover the possible cause- and- effect relationship between using
Facebook for educational purpose and a set of dependent variables, such as student/customer satisfaction; the
educational service quality, service recovery, etc., that based on more advanced analysis.
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8. Limitation
Although the current researcher targeted all the graduate students enrolled in the preparatory year for Master
degree (academic year 2011-2012), in the Faculty of Commerce, Mansoura University, a few number of students
did not receive a hard copy of the questionnaire. That was not intended. This happened because the researcher
was distributing questionnaires before students left the exam location, but unfortunately, there was a great
variation between the students in terms of the time of finishing the exam, that made confusion, and hence losing
a few number of respondents.
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Note
Note 1. The current study questionnaire relied on (Grosseck, Bran, & Tiru, 2011; Kabilan, Ahmad, & Abidin,
2010).
Table 1. The introductory questions
I use
Facebook

I use
Facebook for

I prefer using
Facebook in

158

Daily
Frequency
64
Entertainment
Freq

Percent

35

27.6%

Weekly
Percent
50.4
Contacting my
friends
Freq
Percent
85

66.9%

Arabic Version

non-regular

Frequency
Percent
Frequency
Percent
9
7.1
54
42.5
Educational Purpose
for Political
For other different
Purpose
purposes
Freq
Percent
Freq
Percent
Freq
Percent
53

41.7%

English Version

37

29.1%

26

20.5%

No Response

Frequency

Percent

Frequency

Percent

Frequency

Percent

48

37.8%

76

59.8%

3S

2.4%
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Table 2. Different aspects of using Facebook in academic setting
I use Facebook to be in touch with
my teachers
I use Facebook for expressing my
own opinion regarding the
administration policies, faculty
strategy, etc.
I use Facebook to contact the faculty
administration
Facebook supports creating a
suitable virtual educational
environment
Facebook groups raise the chance of
using Facebook in the educational
context
I get an added value when using
Facebook in the educational context
The present organizational culture
supports using Facebook in the
educational context
Totally, I’m satisfied with the range
of connection between me and my
teachers
Totally, I’m satisfied with the range
of connection between me and my
colleagues
Totally, I’m satisfied with the
range of connection between me and
the administration

1
2.4%

2
0.8%

3
11%

4
35.4

5
48.8

Mean
4.23

SD
1.03

3.9%

3.1%

18.1%

36.2%

37%

3.94

1.14

3.9%

3.1%

15.7%

40.9%

34.6%

3.94

1.12

1.6%

5.5%

29.9%

32.3%

28.3%

3.73

1.12

2.4%

1.6%

16.5%

35.4%

42.5%

4.09

1.06

0.8%

7.9%

19.7%

37%

33.1%

3.89

1.08

14.2%

18.1%

36.2%

21.3%

8.7%

2.87

1.20

12.6%

18.1%

29.9%

24.4%

13.4%

3.03

1.27

1.6%

7.1%

16.5%

42.5%

30.7%

3.89

1.07

20.5%

15%

35.4%

17.3%

10.2%

2.77

1.29
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