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ABSTRACT 

 

 

The pervasive use of social media has generated massive information sharing among its 
users. Given the fluidity and excessive information available online, issues relating to the 
trustworthiness of information have become a concern among the users and authorities. 
Sensational and unreliable information shared in the social media may cause and harm the 
reputation of an individual, product, organization, or government. There exist several ways 
on how the society could overcome this issue of information trustworthiness by referring to 
the website of the related agencies pertaining the issues, manually search for information, or 
even depending on the information to be viral and shared through the social media. However, 
these methods did not come handy and time consuming allowing the society to get 
incomplete trustworthiness of information. Dealing with trustworthiness of information 
requires the society to consider and examine several aspects about the information itself such 
as the locality of the information, the reputation, the trusted source and the time or period of 
the information. Therefore, the objectives for this study are three folds. First is to define the 
factors of the trustworthiness of information for social media. At this stage, it is important 
to identify the determinants for information trustworthiness through scholarly review as well 
as from the surveys from the social media users. Second, is to propose a verification method 
that verifies the degree of perceived trustworthiness of information in social media. The 
determining factors are important to develop rules for verifying the information 
trustworthiness. These rules will provide the degree of the trustworthiness level for the 
determining factors which had been identified. The third objective is to evaluate the usability 
of the approach that verifies the degree of perceived trustworthiness of information in the 
social media. The usability of the rules is evaluated by conducting usability test from the 
random social media users. Furthermore, we have employed a process-based research 
method that starts with analyzing the most influencing factors of trustworthiness through 
literature and comprehensive survey to confirm the factors. Then, we have constructed the 
rules to calculate the trustworthiness percentage and realized the approach with a tool called 
TrustCrawler. Nevertheless, with the determining factors which form the rules for the 
verification will contribute for the level of the information trustworthiness. The verification 
percentage will determine the level of trustworthiness to indicate the significance of the 
information. It is believed that the adoption of verification approach will help to educate and 
make the public users aware of the level of trustworthiness of information, hence developing 
an informed, safe, and ethical users of media content. This study underlines how critical it is 
for social media users to comprehend and be properly informed about the information they 
acquire. In future, this research could extend the information trustworthiness verification 
method to other social media platforms. 
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KAEDAH PENGESAHAN KEPERCAYAAN UNTUK MAKLUMAT MEDIA SOSIAL 
 

ABSTRAK 

 
Penggunaan media sosial yang meluas telah menghasilkan perkongsian maklumat secara 
besar-besaran di kalangan penggunanya. Memandangkan kecairan dan maklumat yang 
berlebihan yang tersedia dalam talian, isu yang berkaitan dengan kebolehpercayaan 
maklumat telah menjadi kebimbangan di kalangan pengguna dan pihak berkuasa. Maklumat 
sensasi dan tidak boleh dipercayai yang dikongsi dalam media sosial boleh menyebabkan 
dan menjejaskan reputasi individu, produk, organisasi atau kerajaan. Terdapat beberapa 
cara bagaimana masyarakat boleh mengatasi isu kebolehpercayaan maklumat ini dengan 
merujuk kepada laman web agensi berkaitan berkaitan isu tersebut, mencari maklumat 
secara manual, malah bergantung kepada maklumat yang akan tular dan dikongsi melalui 
media sosial. Walau bagaimanapun, kaedah ini tidak berkesan dan memakan masa yang 
menyebabkan masyarakat mendapat maklumat yang tidak boleh dipercayai. Berurusan 
dengan kebolehpercayaan maklumat memerlukan masyarakat mempertimbangkan dan 
meneliti beberapa aspek tentang maklumat itu sendiri seperti lokaliti maklumat, reputasi, 
sumber yang dipercayai dan masa atau tempoh maklumat. Oleh itu, objektif kajian ini 
adalah tiga lipatan. Pertama ialah menganalisis faktor-faktor yang mempengaruhi 
kebolehpercayaan maklumat dalam media sosial. Pada peringkat ini, adalah penting untuk 
mengenal pasti faktor penentu kebolehpercayaan maklumat melalui kajian ilmiah dan juga 
daripada tinjauan daripada pengguna media sosial. Kedua, mencadangkan kaedah 
pengesahan yang mengesahkan tahap kebolehpercayaan maklumat dalam media sosial. 
Faktor penentu adalah penting untuk membangunkan peraturan untuk mengesahkan 
kebolehpercayaan maklumat. Peraturan ini akan memberikan tahap kebolehpercayaan bagi 
faktor penentu yang telah dikenal pasti. Objektif ketiga adalah untuk menilai kebolehgunaan 
pendekatan yang mengesahkan tahap persepsi kebolehpercayaan maklumat dalam media 
sosial. Kebolehgunaan peraturan dinilai dengan menjalankan ujian kebolehgunaan 
daripada pengguna media sosial secara rawak. Tambahan pula, kami telah menggunakan 
kaedah penyelidikan berasaskan proses yang bermula dengan menganalisis faktor yang 
paling mempengaruhi kebolehpercayaan melalui literatur dan tinjauan komprehensif untuk 
mengesahkan faktor tersebut. Kemudian, kami telah membina peraturan untuk mengira 
peratusan kebolehpercayaan dan merealisasikan pendekatan dengan alat yang dipanggil 
TrustCrawler. Namun begitu, dengan faktor penentu yang membentuk peraturan untuk 
pengesahan akan menyumbang kepada tahap kebolehpercayaan maklumat. Peratusan 
pengesahan akan menentukan tahap kebolehpercayaan untuk menunjukkan kepentingan 
maklumat. Adalah dipercayai bahawa penggunaan pendekatan pengesahan akan membantu 
untuk mendidik dan menyedarkan pengguna awam tentang tahap kebolehpercayaan 
maklumat, seterusnya membangunkan pengguna kandungan media yang bermaklumat, 
selamat dan beretika. Kajian ini menggariskan betapa pentingnya pengguna media sosial 
untuk memahami dan dimaklumkan dengan betul tentang maklumat yang mereka perolehi. 
Pada masa hadapan, penyelidikan ini boleh memanjangkan kaedah pengesahan 
kebolehpercayaan maklumat kepada platform media sosial yang lain. 
 

 



iii 
 

 

 

ACKNOWLEDGEMENT 

 

 

In The Name of Allah The AlMighty, The Most Gracious and The Most Merciful 

and His Beloved Messenger Prophet Muhammad, Be Peace Upon Him, His close friends 

and His Followers. 

In particular, I would like to express my sincere and deepest appreciation to my main 

supervisor Professor Ts. Dr. Massila binti Kamalrudin for her contribution, her infinite 

patience, priceless guidance and endless support to make this thesis come true. I also wish 

to express my sincere appreciation and prayers to my co-supervisor, Associate Professor Dr. 

Safiah Sidek for her encouragement and advice. Special thanks to Professor Dr. Ahmad Zaki 

A. Bakar for his friendship and support. I come to meet and being able to present this project 

to Cyber Security Malaysia, Multimedia and Communication Malaysia Commission 

(MCMC), computer science experts, friends, colleagues and top management in Universiti 

Malaysia Sarawak (UNIMAS) as well as Universiti Teknikal Malaysia Melaka (UTeM) 

particularly the Faculty of Computer Science and Information Technology and Faculty of 

Information and Communication Technology, thus providing me valuable insight and 

positive feedbacks on this research.  

My heartfelt thanks to my beloved wife Nor Hayati Abu Mansor for her belief in my 

capability to accomplish this endeavour and trying to do the best, to my children Aiman, 

Athif, Ariana and Azfar. I am indebted for their patience, moral support and understanding. 

Last, my dedication to my parents: Hj Khairuddin Yap Abdullah and Hjh Saptuyah Junaidi 

for their wisdom, and upbringing that taught me about love, patience, confidence and 

perseverance. Above all, I am grateful and thankful to The AlMighty Allah for His Blessings. 

Praise be upon Him. 

 
 
 
 
 
 



iv 
 

 
TABLE OF CONTENTS 

 PAGE 
DECLARATION  
APPROVAL  
DEDICATION  
ABSTRACT i 
ABSTRAK ii 
ACKNOWLEDGEMENTS iii 
TABLE OF CONTENTS iv 
LIST OF TABLES vii 
LIST OF FIGURES viii 
LIST OF ABBREVIATIONS  xiii 
LIST OF APPENDICES xv 
LIST OF PUBLICATIONS xvi 
  
CHAPTER 
1. INTRODUCTION 1 
 1.1 Introduction 1 
 1.2 Problem Statement 2 
 1.3 Research Questions 7 
 1.4 Research Objectives 8 
 1.5 Structure of Dissertation 8 
 1.6 Summary 12 
    
2. LITERATURE REVIEW 13 
 2.1 Introduction 13 
 2.2 Conducting Systematic Literature Review 14 
  2.2.1 Constructing of a Question for The Review 14 
  2.2.2 The Identification of Relevant Works 15 
  2.2.3 Evaluation of the Studies Collected 16 
  2.2.4 Summarizing And Data Synthesis 26 
  2.2.5 Interpretation of the Findings 48 
 2.3 Summary 51 
    
3. RESEARCH METHODOLOGY 53 
 3.1 Introduction 53 
 3.2 Research Strategy 53 
 3.3 Research Design 57 
 3.4 Phase 1 – Analysis 58 
  3.4.1 Literature Review 58 
  3.4.2 Preliminary Study 62 
   3.4.2.1 User Study 63 
   3.4.2.2 Interview 69 
 3.5 Phase 2: The Design and Development 72 
 3.6 Phase 3: Testing and Evaluation 73 
  3.6.1 Correctness Test 73 
   3.6.1.1 Comparison between manual and automated 

approach 
74 



v 
 

   3.6.1.2 Correctness Test 74 
  3.6.2 Usability Test  75 
   3.6.2.1 Usability Test 1: Survey Questionnaire 76 
   3.6.2.2 Usability Test 2: Interview 88 
 3.7 Summary 89 
    
4. TRUSTWORTHINESS VERIFICATION METHOD  90 
 4.1 Introduction 90 
 4.2 Formulation of Rules 90 
  4.2.1 Identification of Information Trustworthiness Most 

Influencing Factors Drawn from the Literature 
91 

  4.2.2 Factors of Trustworthiness Drawn from the Survey 93 
  4.2.3 Formulating Rule to Determine the Level of 

Trustworthiness 
94 

 4.3 TrustCrawler Approach 97 
  4.3.1 TrustCrawler Verification Approach 98 
  4.3.2 TrustCrawler General Flow 102 
   4.3.2.1 TrustCrawler Application Flow 103 
   4.3.2.2 TrustCrawler Technical Specification 106 
  4.3.3 TrustCrawler Interface 108 
 4.4 Summary 115 
    
5. RESULTS AND DISCUSSIONS 117 
 5.1 Introduction 117 
 5.2 Information Trustworthiness Online Test 119 
 5.3 Information Trustworthiness Tool: TrustCrawler Usability Test 143 
 5.4 Consistencies on TrustCrawler Results 162 
 5.5 The Results of TrustCrawler Implementation 167 
  5.5.1 Example 1(a): Social: Pokémon Go Haram 168 
  5.5.2 Example 1(b): Social: Covid19 Malaysia 176 
  5.5.3 Example 2(a): Economy: Harga Petrol 180 
  5.5.4 Example 2(b): Economy: Buka Sektor Ekonomi 185 
  5.5.5 Example 3(a): Politic: Rotavirus 189 
  5.5.6 Example 3(b): Politic: Ismail Sabri PM ke-9 192 
 5.6 The Rules – Explained 198 
 5.7 The Automated Verification Approach – Explained 199 
 5.8 Summary 200 
    
6. CONCLUSIONS AND FUTURE WORKS 202 
 6.1 Introduction 202 
 6.2 Summary of Research Objectives 202 
  6.2.1 Summary of Research Objectives 1 203 
  6.2.2 Summary of Research Objectives 2 203 
  6.2.3 Summary of Research Objectives 3 204 
 6.3 Research Contributions 205 
  6.3.1 Contribution to Body of Knowledge 205 
  6.3.2 Contribution to Practical Implication 206 
 6.4 Limitations 207 
 6.5 Conclusion and Recommendation for Future Work 208 



vi 
 

 6.6 Summary 208 
    
REFERENCES 210 
APPENDICES 242 

 
  



vii 
 

 

 

LIST OF TABLES 

 

 

TABLE TITLE PAGE 

2.1 Definitions of Trustworthiness 17 

2.2 Summary on the Usage of Twitter 24 

2.3 Factors Influencing Information Trustworthiness 27 

2.4 Factors Influencing Information Trustworthiness Metrics 30 

2.5 Approaches/Techniques/Methods on Information 

Trustworthiness 

32 

2.6 Approaches and Tools from Various Authors 43 

3.1 Comparison of Quantitative and Qualitative Modes 55 

3.2 Quality Selection 61 

3.3 Background Information of the Expert Validation 70 

3.4 Summary of Usability Test 75 

3.5 The Demography of the Participants 78 

3.6 CD of Notation Dimension and Meaning 80 

3.7 CD of Notation and Evaluation Question 82 

4.1 Survey Result on the Most Influencing Determinants 92 

4.2 Correlation Matrix 95 

4.3 Reliability Statistics 95 

4.4 Factor Frequency 96 

 



viii 
 

 

 

LIST OF FIGURES 

 

 

FIGURE TITLE PAGE 

1.1 The Structure of the Thesis 8 

2.1 Social Media Users in Malaysia for 2018 23 

2.2 Factors Influencing Information Trustworthiness 30 

2.3 Percentage of the Approaches from the Existing Works 46 

2.4 Theoretical Framework 50 

3.1 Research Strategy 54 

3.2 Research Design 57 

3.3 The Systematic Literature Review 59 

3.4 Platform Commonly Used to Obtain Online Information 65 

3.5 Types of Information Commonly Obtained Online 66 

3.6 Survey on Influential Factors in Verifying Information 

Trustworthiness 

66 

3.7 Findings from Preliminary Studies 69 

3.8 The Flowchart of the Procedure for Usability Test 84 

3.9 The Process Flow for Part 1 Evaluation 85 

3.10 The Process Flow for Part 2 Evaluation 86 

3.11 The Process Flow for Part 3 Evaluation 87 

4.1 Formulation of Rules Process 91 



ix 
 

4.2 Survey Result on Most Influencing Determinants 92 

4.3 TrustCrawler Approach 97 

4.4 Formulation of Rules for TrustCrawler 100 

4.5 TrustCrawler General Flow 103 

4.6 TrustCrawler (Main page) 109 

4.7 TrustCrawler (Proximity) 109 

4.8 TrustCrawler (All Tweets I) 110 

4.9 TrustCrawler (All Tweets II) 111 

4.10 TrustCrawler (Timeliness) 112 

4.11 TrustCrawler (Competence) 113 

4.12 TrustCrawler (Reputation) 114 

4.13 TrustCrawler (Setting) 115 

5.1 Information Trustworthiness Factors 118 

5.2 Platform Commonly Used to Obtain Online Information 120 

5.3 Types of Information Commonly Obtained Online 122 

5.4 The Pattern on How Information Was Handled Online 123 

5.5 Survey Result on Factor (Proximity) 126 

5.6 Survey Result on Factor (Reputation) 128 

5.7 Survey Result on Factor (Competence) 130 

5.8 Survey Result on Factor (Timeliness) 133 

5.9 Survey Result on Online Information on Cadbury Crisis 134 

5.10 Survey Result on Online Information on Flood Crisis 137 

5.11 Survey Result on Online Information on Fuel Price Hike 

Crisis 

139 



x 
 

5.12 Survey Result on Information Trustworthiness Decision 

Making 

141 

5.13 Demographic Results on TrustCrawler Usability Test 

(Industry Experts) 

144 

5.14 Survey Result on Usefulness (i) (Industry Experts) 144 

5.15 Survey Result on Usefulness (ii) (Industry Experts) 145 

5.16 Survey Result on Usefulness (iii) (Industry Experts) 145 

5.17 Survey Result on Ease of Use (i) (Industry Experts) 146 

5.18 Survey Result on Ease of Use (ii) (Industry Experts) 147 

5.19 Survey Result on Ease of Use (iii) (Industry Experts) 147 

5.20 Survey Result on Satisfaction (i) (Industry Experts) 147 

5.21 Survey Result on Satisfaction (ii) (Industry Experts) 148 

5.22 Survey Result on Satisfaction (iii) (Industry Experts) 148 

5.23 Survey Result on Validation (Industry Experts) 149 

5.24 Demographic Results on TrustCrawler Usability Test 

(General Users) 

150 

5.25 Survey Result on Usefulness (i) (General Users) 151 

5.26 Survey Result on Usefulness (ii) (General Users) 152 

5.27 Survey Result on Usefulness (iii) (General Users) 153 

5.28 Survey Result on Ease of Use (i) (General Users) 154 

5.29 Survey Result on Ease of Use (ii) (General Users) 155 

5.30 Survey Result on Ease of Use (iii) (General Users) 156 

5.31 Survey Result on Ease of Learning (i) (General Users) 157 

5.32 Survey Result on Ease of Learning (ii) (General Users) 157 



xi 
 

5.33 Survey Result on Ease of Learning (iii) (General Users) 158 

5.34 Survey Result on Satisfaction (i) (General Users) 159 

5.35 Survey Result on Satisfaction (ii) (General Users) 160 

5.36 Survey Result on Satisfaction (iii) (General Users) 160 

5.37 After completing this survey, do you think that information 

trustworthiness tool in verifying trustworthiness of 

information helps to provide better results? (General Users) 

161 

5.38 Consistency Result on GST (i) 164 

5.39 Consistency Result on GST (ii) 166 

5.40 Pokémon Go Haram Results 168 

5.41 Pokémon Go Haram Results (All Tweets) 169 

5.42 Pokémon Go Haram Results (Medium Trustworthiness 

Degree) 

170 

5.43 Pokémon Go Haram Results on Low Trustworthiness 

Degree 

171 

5.44 Pokémon Go Haram Results (Within last 48 hours (1)) 172 

5.45 Pokémon Go Haram Results (Within last 48 hours (2)) 173 

5.46 Pokémon Go Haram Results (Viral Tweets (1)) 173 

5.47 Pokémon Go Haram Results (Viral Tweets (2)) 174 

5.48 Pokémon Go Haram Results (Valid Sources (1)) 175 

5.49 Pokémon Go Haram Results (Valid Sources (2)) 175 

5.50 Covid19 Malaysia Results 177 

5.51 Covid19 Malaysia Results (All Tweets) 178 

5.52 Covid19 Malaysia Results (Viral Tweets) 179 



xii 
 

5.53 Petrol Price Hike Results 181 

5.54 Petrol Price Hike Results (All Tweets (1)) 182 

5.55 Petrol Price Hike Results (All Tweets (2)) 182 

5.56 Petrol Price Hike Results (Within Last 48 Hours) 183 

5.57 Petrol Price Hike Results (Viral Tweets) 184 

5.58 Petrol Price Hike Results (Valid Sources) 185 

5.59 Buka Sektor Ekonomi Results 186 

5.60 Buka Sektor Ekonomi Results (All Tweets) 187 

5.61 Buka Sektor Ekonomi Results (Viral Tweets) 188 

5.62 Rotavirus Results 189 

5.63 Rotavirus Results (All Tweets) 190 

5.64 Rotavirus Results (Within 48 Hours) 191 

5.65 Rotavirus Results (Viral Tweets) 191 

5.66 Rotavirus Results (Valid Sources) 192 

5.67 Ismail Sabri PM ke-9 Results 193 

5.68 Ismail Sabri PM ke-9 Results (All Tweets) 194 

5.69 Ismail Sabri PM ke-9 Results (Viral Tweets (1)) 195 

5.70 Ismail Sabri PM ke-9 Results (Viral Tweets (2)) 196 

5.71 Tool Setting 197 

5.72 The Automated Verification Approach of Information 

Trustworthiness 

199 

5.73 TrustCrawler Rules 200 

 

 

 



xiii 
 

 

 

LIST OF ABBREVIATIONS 

 

 

AI - Automated Intelligent 

APA - American Psychological Association 

API - Application Programming Interface 

BERT - Bidirectional Encoder Representation from Transformers 

CD - Cognitive Dimension 

CNN - Convolutional Neural Network 

CSS - Cascading Style Sheets 

GIS - Geographic Information System 

GST - Government Service Tax 

HCI - Human Computer Interaction 

HTML - HyperText Markup Language 

ICT - Information and Communication Technology 

ID - Identity Document 

IR - Internal Rate 

IS - Information Systems 

JSON - Java Script Object Notation 

KKM - Kementerian Kesihatan Malaysia 

LSTM - Long Short-Term Memory 

MCMC - Multimedia and Communication Malaysia Commission 

MCO - Movement Control Order 

MLM - Mask Language Model 



xiv 
 

MVC - Model-View-Controller 

NLP - Natural Language Processing 

NOAA - National Oceanic and Atmospheric Administration 

PaaS - Platform as a Service 

RBAC - Role-Based Access Control 

RNN - Recurrent Neural Network 

SDLC - System Development Life Cycle 

SEO - Search Engine Optimization 

SLR - Systematic Literature Review 

SPSS - Statistical Package for the Social Sciences 

TSM - Trust Score in Social Media 

UNIMAS - Universiti Malaysia Sarawak 

URL - Uniform Resource Locator 

USE - Usefulness, Satisfaction and Ease of Use 

UTeM - Universiti Teknikal Malaysia Melaka 

WWW - World Wide Web 

XML - eXtensible Markup Language 

 
 

 

 

 
 
 
 
 
 
 
 
 
 



xv 
 

 

 

LIST OF APPENDICES 

 

 

APPENDIX TITLE PAGE 

A Copyright TrustCrawler 242 

B Email MCMC Kuching  243 

C Letter MCMC Cyberjaya 244 

D Online Information Trustworthiness Survey 245 

E Information Trustworthiness Tool Survey 252 

F Expert Validation Consent Form (Expert) 256 

G Expert Validation Consent Form (Student) 258 

H Questionnaire for Validation by Expert 259 

I Information Trustworthiness Tool Survey: Respondents’ 

Comment 

264 

 

 
  



xvi 
 

 

 

LIST OF PUBLICATIONS 

 

 

1. Yap, M. N. K., Kamalrudin, M.and Sidek, S., 2018. Determining the Level of 

Trustworthiness of Information in Social Media. Journal of Theoretical and 

Applied Information Technology, 96(23), pp.8160-8170. 

 

2. Yap, M. N. K., Kamalrudin, M., Bakar, A. Z. A., and Sidek, S., 2016. Verification 

on The Trustworthiness of Information: A Study. Journal of Theoretical and 

Applied Information Technology, 92(1), pp.72-80. 

 

 

 

 



1 
 

 

CHAPTER 1 

 

INTRODUCTION 

 

1.1 Introduction 

The openness of the Web and proliferation of modern communication systems have 

resulted in the difficulty to determine who and what to trust online. The easily accessible 

and variety of information have also facilitated the manipulation and dissemination of 

unreliable information by irresponsible users which may eventually disrupt the safety and 

harmony of a society. There have been many instances, whereby the dissemination of 

unreliable information tarnishes individuals and organizations or causes public panic. 

According to Ahmad et al., (2021), who mentioned the misinformation and disinformation 

on Covid19 fake news where technology countermeasures are not sufficient to address the 

ongoing problem of the malicious use of data. This article added that there are three 

important elements that enables disinformation which are the types of content being created 

and shared, the creator’s motivation and how content is being disseminated. Advantage to 

that, this research will emphasis on the ability to verify information trustworthiness with 

outlining the most important information trustworthiness determinants or factors in order to 

assist the verification process. Therefore, to safeguard the safety and harmony of a nation, 

public users need to be able to differentiate between the good information from the bad ones. 

In this case, verifying the perceived trustworthiness of information is one of the ways for 

users to differentiate between the good information from the bad ones.  This research aims 

to develop an automated approach to verify the degree of perceived trustworthiness of 

information in media social. To do this, the factors influencing the degree of perceived 
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trustworthiness will be analysed and a rule to verify the trustworthiness will be constructed. 

Then, an automated tool embedded with a crawler capability will be developed to realize the 

approach. The tool will then be evaluated using both qualitative and quantitative approaches 

for its usability with the users of social media. It is anticipated that the adoption of this 

approach will help to educate and make the public users aware of the level of trustworthiness 

of the information, hence developing an informed, safe and ethical users of media content.  

 

1.2 Problem Statement 

This research focuses on the issues related to the verification on trustworthiness of 

information. Mass information obtained from the internet could be difficult to be clarified. 

Information from the internet could be obtained from personal blogs, Facebook, Twitter, 

Instagram and any of the social media websites. According to Webopedia, Social media is 

increasingly used in various contexts and seem to have an impact on society. At the same 

time, the technological development of ICT (Information and Communication Technology) 

is influenced by society itself as individuals and groups use social media in specific and often 

not prescribed manners. A main reason for social media implementation in organizations is 

knowledge sharing as in modern economies knowledge is considered to be a factor of 

outstanding strategic importance for organizational development. Our lifestyle is more and 

more digital dependent every day. In recent years, the term digital lifestyle evolved and 

became connected with a daily life in which we can create, share and enjoy multimedia 

information in a personal and mobile environment. It has become a major issue where society 

is much depending on the information obtained from social media. Therefore, along with the 

emerging usage of technology and the social media application, information is available 

despite the time and location. However, it also brings harm with the unvetted information 

through social media.  
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Information trustworthiness is very important as the amount of information freely 

available in modern day society is phenomenal. Critical factors such as who to trust, when 

does the event occur, how many has disseminated the information and what is the actual 

situation of the information need a serious attention. On the serious note, information posted 

on the internet was being shared without knowing the level of the trustworthy of the source. 

Thousands and millions of such information was shared through social media. Due to the 

controversial nature of vast information in social media, many social media users faced the 

uncertainty and the unreliable information they obtained. At the same time, social media 

users are concern on the information trustworthiness as such information will provide 

judgement and decision making.  

Social media provide large benefits for many people as bringing harm. For business 

sector, product and services information are available in social media. Interaction between 

the business and the consumer is important in order to provide better product and services. 

However, there are situation where the business did not provide a satisfactory product and 

services to the customer. As for the customer, unresolved matters will be shared in the social 

media with the intention that the society will be aware. Still, the fault is unclear giving the 

business a bad reputation and losing customers. In this such viral information, many social 

media users will share the information and give their comments. Apart from that, there are 

also cases on the sensitive issues on product. For example, the Halal issues on Cadbury 

chocolate in Malaysia had create attention by many organisations including the ministry. 

The information was claimed to be fake by the business. Social media users on the other 

hand, had started to share the information without knowing the truth of the information. 

Harms were done and bad reputation was given to the business. Trending information could 

be also full of misleading and slandering where the users should be aware of. The users did 

not understand the originality of the source of the information. Consequently, there is the 




