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Abstract 
The research study conducts an in-depth understanding of the role played by 
social media in government communication during the Covid-19 pandemic, 
with a case study of KSA. The purpose of the study is to gather an in-depth 
understanding of how social media is a government communication taken by 
the KSA government. The research takes the help of both primary and sec-
ondary research, and the deductive approach of analyzing as well as the de-
scriptive research design as the research design of the study is adopted. The 
research study has found that social media tools have played an enormous 
role in government communication by the government of KSA. 
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1. Introduction 

The Covid-19 pandemic brought upon the world severe problems, and for the 
Kingdom of Saudi Arabia (KSA), the pandemic has been one of the most excru-
ciatingly confusing and painful events the kingdom has had to go through in 
many years. Problems in communication have been among the major problems 
faced in the kingdom, and the people in the government of the kingdom found it 
severely difficult to communicate with the people of the country, ultimately lead-
ing to a world full of troubles. The required authorities tried to maintain as much 
contact and communication with the citizens as possible and delivered the news 
of the restrictions and measures to be adopted for protection against the virus 
(Hassounah, Raheel, & Alhefzi, 2020). Social media platforms and mass media 
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channels were among the most effective tool of communication between the au-
thorities and the people.  

The first chapter of the research paper focuses on the study’s introduction and 
aims to offer details of the study, therefore, stating the usage of e-governance by 
the governmental sector for communication measures, objectives of the study, study 
significance, and problem statement. 

Usage of e-governance for communication purposes in different govern-
mental sectors 

E-governance has been among the primary tools used by the Ministry of For-
eign Affairs (MoFA) in the KSA for effectively communicating with the people 
and informing them about the problems, restrictions, measures, and so on re-
lated to the pandemic. Among all the government institutions, the MoFA has 
been the one to use the methods of e-governance the most in ensuring the people 
are communicated efficiently. The MoFA took the help of social media tools and 
social networking sites to ensure effective communication with the country’s 
people and inform them of its development. In general, the Ministries had a cru-
cial role in the usage of social media for communication purposes. The Ministry 
of Economic made the announcement of development being made like con-
struction of more hospitals and the availability of the number of beds in the 
county, and there has been public interaction on the Ministry’s social media ac-
count. The working staffs there were a significant shift in the daily activities as 
they have to get used to carrying work from their respective houses. Through 
social networks like Google workspace, Microsoft Teams, and Zoom, all work 
activities were carried out. Difficulties did arise due to limited internet con-
nectivity or fluctuation in the bandwidth, which caused difficulty in commu-
nication. In addition to this, the office members kept their files on the servers 
making and used Google drive to send and receive large files. E-governance 
served to carry out board meetings for office workers, and the interaction be-
tween the government and citizen. Business deals also took place mostly through 
social networks as relevant customers were targeted via advertisement cam-
paigns. 

1.1. Research Objectives 

The objectives for the research paper are directed as follows: 
● To explore the government’s usage of social media to face the pandemic. 
● To discover the types of interaction with the audience by social media during 

the pandemic. 
● To explore the impacts of social media on the audience’s information, atti-

tudes, behaviours. 
● To evaluate the role of social media in government communication during 

the pandemic. 
● To recommend certain steps that can be taken to improve government com-

munication through social media in the future during any potential crisis. 
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1.2. Significance of the Study 

The significance of the study helps in specifying the details of the study and 
carefully understanding the reason behind why the study is being conducted. 
The research study highlights the extent to which KSA relies on using social me-
dia as a communication tool in emergency management and the understanding 
of the strategies adopted by the KSA for the same.  

1.3. Problem Statement 

The problem taken up by the study understands social media’s role as a method 
of communication with the citizens during the Covid-19 pandemic. The gov-
ernment authorities and KSA made sure to adopt the necessary steps to prevent 
spreading of the virus and make strategies for the same.  

2. Literature Review 

The Covid-19 pandemic has been one of the most problematic incidents around 
the world. It has led to the establishment of several restrictions for the protection 
of the citizens, and government entities have adopted measures for the safety of 
people. One of the measures adopted is the use of social media communication 
tools for communicating with the citizens about measures to be adopted, places 
where the restriction has been implemented for everyone’s protection, and sev-
eral other measures (Stieglitz et al., 2018). Social media tools have been increa-
singly efficient in helping the world transform and adapt (Yarberry & Sims, 
2021). Social media communication tools have been used effectively to enhance 
emergency management efficiency. During the pandemic, social media commu-
nication tools acted as one of the KSA’s greatest allies of emergency manage-
ment. Still, the reliability of the process has always been a questioning factor for 
the country and its authorities (Asongu & Odhiambo, 2019). The literature re-
view would help in understanding the communication process of government 
through social media. There are different roles that are discussed in the literature 
and the impact of the government communication through social media. 

As opined by Figenschou (2020), social media has become a major part of 
every individual’s everyday life, and this was an extremely efficient tool in emer-
gency management during the pandemic. The pandemic led to the use of social 
media as an efficient tool of government communication because it allowed the 
government to provide information to the citizens, share data about restrictions 
with the people, and offer Covid-19 related guidelines to the people every day 
(DePaula, Dincelli, & Harrison, 2018).  

Among all the roles played by social media in government communication 
and government offices, one of the most significant roles was building trust with 
the citizens. Social media allowed the government official to directly engage with 
the people in direct communication, which allowed them to clearly understand 
the problems being faced, by the people, ultimately allowing trust to be built in 
people for the government official and government institutions. Social media in 
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government has led to more transparency in operations, which has been one of 
the most significant ways to enhance trust within the people. 

The concept of social media has become one of the significant and hottest 
topics, which catch the attention of experts, consultants, and researchers as they 
can attain benefit utilizing it in their fields. The social media allows the democ-
racy to be shared globally, allows the public to share their perspectives, and 
enables the government to collect feedback from their public. Utilizing these 
platforms between the governments and their stakeholders opens the dialogues 
between the government and its citizens. It is done by distributing information 
to the people via social networking sites and by also by listening to the public’s 
feedback and opinions on such data. 

According to Darwish (2017), social media helps enhance the capabilities of 
government communication and enhances performance. Social media helps in 
government communication by allowing the government to get reports on 
people’s opinions, presenting effective solutions for people in terms of gathering 
responses from the citizens, and so on (Masngut & Mohamad, 2021).  

As stated by Voorveld et al. (2018), the Covid-19 pandemic is the first global 
pandemic to come in the age of social media networks like Facebook, and Twit-
ter. The Government of KSA used social media sites to provide citizens with a 
better understanding of events and their impact. Apart from that, these sites also 
helped the government to deal with falsehoods, misinformation and false claims 
about the pandemic. 

Social media, similar to other media platforms, allowed the KSA to gather 
people’s attention, ensure the government’s restrictions are being undertaken 
properly, and gather and issue news and policies about the pandemic to the 
people. According to Obied et al. (2020), the KSA administration took extra 
steps, including a rigorous policy requiring all residents to wear masks in public 
places and frequent usage of hand sanitizer in workplaces. If citizens of Gulf 
countries went on a trip to another country before entering Saudi Arabia, they 
were required to stay in their home country for at least fourteen days. 

According to Anil & Alagha (2021), social media platform such as Twitter has 
been a major supporter of the government authorities of the KSA in spreading 
awareness about the pandemic among the people. Social media platforms also 
help the government inefficiently emphasise health regulations’ importance. The 
KSA government emphasized the health and well-being of their residents and 
citizens. According to Anil & Alagha (2021), the government developed Tawa-
kalna App to support their effort in countering Covid-19 cases. The app was de-
signed by SDAIA (Saudi data and Artificial Intelligence Authority). The applica-
tion makes it easier for private and government personnel to get movement 
permits during curfews by issuing them digitally. Individuals, security, health, 
and private entities who are exempt from the curfew can use Tawakalna to au-
tomate all transactions between related parties, reducing the economic, health, 
and social consequences of lockdowns. 
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As per Obied et al. (2020), the effectiveness of social media platforms such as 
Twitter, and so on have helped the KSA government in conducting regular as 
well as mobilized campaigns, gathering the attention of people for direct com-
munication and creating a public form without gathering the physical presence 
of any individual.  

The social media websites like Facebook, YouTube, Twitter helps in mobiliz-
ing social campaigns, which helps discussion and communication on several 
public forums. The Government made principal activity concerning setting up a 
council that will help decide and execute the critical activation against Covid-19 
in the country. The Government was able to gain trust and confidence from the 
citizens and successfully provided information concerning ongoing Covid-19 
cases (Obied et al., 2020).  

Therefore, based on the updates, the KSA government got several benefits 
from encouraging the resources and scrutinizing the information. The govern-
ment of KSA started to monitor the misinformation related to the crisis on dif-
ferent social media platforms. Twitter, which was one of the most effective social 
media platforms, was frequently monitored by the KSA government so that the 
people would get the actual and real updates. Therefore, it helped to win the 
trust of the people of the country. Hence, it can be said that the social media 
platforms acted as an “infodemic” for the government of KSA, especially during 
the Covid-29 pandemic time. 

E-governance or electronic government was developed to provide all kinds of 
support to the people of the country. This can also be called as the combination 
or unification of ICT or information and communication technology. This pheno-
menon helped the government to fulfil the requirement of the country and its people 
through a potential service. It is also said that digitalization and e-governance helped 
the KSA government to reduce the corruption and enhance the transparency 
and convenience. Moreover, the implementation of e-governance and digitaliza-
tion helped in developing the GDP (Gross Domestic Product) of the country 
during the Covid-19 pandemic. 

As per Alrehaili (2021), government communication through social media 
became the number one strategy of the government to help the government rec-
ognise the need for physical and mental health strength. The government was 
able to offer strength to people through e-governance strategies through social 
media platforms. 

During the pandemic, the KSA Government did everything possible in their 
reach to support and aid the people. The government recognized that in order to 
survive Covid-19, people need to have both mental and physical strengths. The 
government communication helped people to have faith on authorities and 
healthcares. On other hand, the continuous communication also enabled gov-
ernment to motivate people through several digital campaigns and activities in 
order to get rid of boredom. 

KSA government communication on different social media platforms is typi-
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cally used for national policies, or for any kind of emergency cases. These social 
media platforms helped to increase the government’s communication and en-
gagement with the people of the country. E-government and digitalization 
worked on different productivity levels to maintain public administration during 
the pandemic time. However, the KSA government also faced several challenges 
in terms of creating laws and implementing new regulations for pandemics 
through digital communication with the community and society. It is said that in 
terms of government communication, social media platforms created several typ-
ical challenges regarding technology and organization for the KSA government. 

Risk communication was based on the risk factors and risk perception of the 
people and the community of KSA. It is also considered as a major driving factor 
that helped the KSA government in dealing with different challenges during the 
Covid-19 pandemic time. Therefore, the KSA administration got an outline re-
garding the public health infrastructure and the public health risk factors. Based 
on the outcome of the risk communication, the KSA government got several 
benefits for adequate the risk perception. Hence, the risk communication of the 
KSA government provided risk-averse opportunities and behaviours for adopt-
ing the safety guidelines. In the case of risk communication of the KSA govern-
ment in Covid-19, the necessary teams and necessary steps are significantly as-
sociated with the pandemic situation, exaggerated risk factors or miscommuni-
cation. Therefore, the government got additional advantages to taking precau-
tionary measures and strategies, which minimizes the panic reaction in the 
community and people of KSA. 

The previously conducted research has not presented information about social 
media’s role in building the efficiency of government communication. Previous 
research studies have also not detailed the explaining the effects of social media 
in terms of its benefits harnessed in terms of development of rapid online com-
munication, which has come as a blessing in disguise in the economy of Saudi 
Arabia during the critical periods of the pandemic. This research has been con-
ducted to fill the gaps suitably.  

Summary 

The development of awareness in terms of the use of social media in govern-
ment-based communication has been portrayed nicely in the review-based dis-
cussion. Different kinds of communication-based benefits of social media have 
been discussed in the review in terms of facilitating the transaction of data of 
governments, and the significance of the public-oriented trust criterion has been 
highlighted in this aspect. The effect of social media on government communi-
cation in terms of the development of relations between citizens in Arab socie-
ties and the government has also been mentioned in the discussion thoroughly.  

Uses of social media during the critical periods of the pandemic have been li-
mited by practices like wearing masks and the use of sanitisers infrequently in 
the economy. The development of consciousness has been highlighted as one of 
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the essential properties of media-backed interactions. The efficiency level of 
maintaining communication by governments has been analysed, emphasising its 
use in disaster management-based strategies. The development of govern-
ment-oriented communications highlighting such practices during risks has 
been examined, followed by the gaps in previous studies. 

3. Research Questions 

The following are the research questions for the research:  
1) How much time did you spend usually on social media during the Covid-19 

pandemic?  
2) What are social media platforms have you accessed in order to stay con-

nected during the pandemic? 
3) What have been the benefits of using social media during the pandemic? 
4) What is the most authentic information source for Covid-19 updates? 
5) What have been the most accessed and trustable official government ac-

counts on social media to guide and prevent the people from pandemic? 
6) How the information provided by official government accounts has helped 

people to stay protected on social media during the pandemic? 
7) How have the official government accounts encouraged people to follow 

them on social media during the pandemic? 
8) How have the official government accounts been made more accessible and 

visible to the users on social media? 

3.1. Research Approach 

A researcher has the option of either choosing an inductive approach to their 
study or a deductive approach (Azungah, 2018). For this study, the researcher 
has opted for the deductive approach because it allows the researcher to study 
the previously published work to gather knowledge of government communica-
tion through social media channels.  

A researcher may opt for a research design from various options, reflecting 
upon the aspects of the study (Bloomfield & Fisher, 2019). For this study, the re-
searcher has opted for the descriptive research design because it has allowed the 
researcher to gather information about the characteristics and efficiency of KSA 
government communication.  

In this research, the descriptive design has enabled in studying the characte-
ristics of KSA government and their efficiency in maintaining communication 
during the pandemic using social media. This research design has enabled in 
analyzing the characteristics of individuals involved in the survey. The usage of 
this research design is done by primarily choosing the Saudi society for the sur-
vey and selecting the sample size of 350 samples from Saudi Society universities, 
colleges and other places to conduct the survey in a thorough manner. This de-
sign formation allows the researcher to depict the outcome of the research bet-
ter. 
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3.2. Data Collection Methods 

In the study, the researcher has taken the help of primary qualitative data collec-
tion tools of survey questionnaire as the method of data collection for the re-
search. Three hundred fifty participants from Saudi society have been adopted 
for the survey questionnaire. The researcher has also opted for the secondary 
data collection method.  

3.3. Data Analysis Methods 

To conduct this research study, the researcher has opted for the quantitative data 
analysis method to allow the researcher to conduct the data analysis of the sur-
vey questionnaire. For analysing the secondary data, the researcher has selected 
the statistical data analysis method.  

3.4. Sample Size and Sampling Method 

An accurate sample size and sampling method need to be adopted by a re-
searcher to conduct an accurate research process. The researcher has taken up a 
350-sample size for this research, and the simple random sampling method has 
been chosen for accurate data collection.  

Sample: 
 

 Numbers Percentage 

Sex 
Female 57.60% 

Male 42.40% 

Age 

22 - less than 26 55.20% 

26 - less than 33 28.60% 

18 - less than 22 16.20% 

Education 

Bachelor 52.10% 

Post-Graduate 30.40% 

Secondary 17.50% 

Nationality 

Saudi 60.90% 

Arab 20.30% 

Non-Arab 18.80% 

4. Results 

1) Time spent on social media during the Covid-19 pandemic 
Table 1 now presents that 75.10% of responders either strongly agree or agree 

 
Table 1. Time spent on social media.  

Sr. No. Time Spent on social media Responses 
1 1 to 2 hours per day 42.30% 
2 1 to 2 hours per day 33.70% 
3 1 to 2 hours per day 15.40% 
4 More than 7 hours 8.60% 
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to spend around 1 to 2 hours and 3 to 4 hours of time on social media. Since 
there has been a tie, therefore, it is an even number of participants who like to 
spend a lot of time to less time on social media. Surprisingly there are around8.6% 
of the participants like to spend over 7 hours on social media. It has been ob-
served that most of the participants like the spend a lot. During the pandemic 
situation, the amount of internet consumption is said to have reached its peak 
due to the increase in social media consumption.  

The people who have taken part in the survey were people who have suffered 
the pandemic. People have said that they have spent nearly 3 to 4 hours daily on 
social media; The main reason behind this is that people are getting bored, and 
this is resulting in major issues. People are getting addicted to the overuse of so-
cial media, and this is a major issue that can be pointed out. In major cases, it 
can be seen that people are using more social media, and this is turning out to be 
a major issue for people. People use social media on a daily basis and this is one 
of the major malice that is occurring with people.  

2) Social media platforms used to stay connected 
It has been observed that Facebook is the most accessed social media platform 

as 58.5% of the participants have stated the same. Twitter is considered to secure 
the second position in the number of participants accessing the social media ac-
count. Table 2 states that 18.9% of responders stay connected through Twitter. 
Instagram is considered to secure the third position in regard to the number of 
participants accessing the social media accounts as it gets 15.8% response. 

People are using major social networking platforms to perform their daily ac-
tivities. This is the major reason for people to get addicted to social media. This 
is the causing different issues like mental as well as physical issues. People ma-
jorly use Twitter as it has easier get news and information as compared to other 
social media platforms. Common people are getting prone to the use of social 
media, and this is causing a major issue to the people. People are also getting ad-
dicted to the other social media platforms, and this is causing a major issue as 
addiction towards social media can pave the path towards ill-health.  

3) The benefits of using social media during pandemic  
Table 3 has been observed that the participants accessed social media with the 

objective to have entertaining events and activities, as 54% of responders agree 
that this purpose of using social media is entertaining activities and events for 
educational scopes and resources get the second-highest percentage 16.4%. The 
 
Table 2. Social media platforms. 

Sr. No. Social media platform Responses 

1 Twitter 58.50% 

2 Facebook 18.90% 

3 Snapchat 15.80% 

4 Instagram 5% 
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Table 3. Benefits of using social media. 

Sr. No Benefits of social media Responses 

1 Entertaining events and activities 54% 

2 Educational scope and resources 16.40% 

3 Authentic knowledge and information 12.60% 

4 Flexibility and transparent communication 10% 

5 Contacting with other people during lockdown 5% 

6 Online shopping 3% 

 
third-highest percentage is 12.6%. According to chart three, contracting with 
other people during lockdown is an important agenda that works behind main-
taining social media connections among the responders. 

However, there are a few positives as well. People need to ensure that they are 
using social media to their advantage so that the issues can be mitigated. People 
can stay connected to their near and dear ones with the help of social media. The 
people can at the same time get the things done in the proper manner so that 
they can use social media to their advantage. The advantage needs to be the best 
and this is therefore the main idea of the people to get the things done in an ad-
vantageous manner. People also get major news and spread it among others.  

4) Most authentic information source for Covid-19 updates 
According to Table 4, it is the social media government accounts where the 

participants did receive the authentic source of information. It has been observed 
that there 43.4% have stated it is through social media government accounts res-
ponders get a maximum number of authentic information. Ironically under social 
media, private accounts get a percentage of 18.9%. Social media private accounts 
are a great source of sharing false information. It has been proved that the res-
ponders to gather information about Covid-19-related updates use social media 
news accounts. Social media news accounts get the third highest responses from 
the survey participants. TV channels, news platforms, radio stations, and newspa-
per magazines get fewer percentages which are not counted in percentage.  

There are several benefits of using social media and the benefits cannot be 
overlooked. People get authentic news, and this is one of the major reasons  
 
Table 4. Most authentic information source for Covid-19 updates. 

Sr. Authentic source of information Responses 

1 Social media government accounts 43.40% 

2 Social and private accounts 18.90% 

3 TV channels websites 18.60% 

4 Printed and online Newspaper and magazine 5% 

5 Radio stations and websites 4% 

6 News platforms 3% 

7 Friends and relatives 3% 
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people rely on social media. People also get entertained because of social media 
and this is causing the people to get the authentic news. The government is also 
using social media as their weapon so that they can spread awareness among the 
people in regard to the Covid-19 pandemic. At the same time, they get can reach 
out to the major people as they are a part of the social media, and it is used by 
people globally.  

5) The most accessed and trustable official government accounts on social 
media to guide and prevent the people from the pandemic  

Table 5 claims that the health ministry gets the highest percentage. Among 
the 350 responder’s majority supports that they get the most useful information 
from the foreign ministry’s social media account. The above analysis stated that 
the accessible and trusted source of social media information had been observed 
to be the Health Ministry, which counts for 51.7%. 19.4% of the participants 
have stated that there it is from the Foreign Ministry that responders get all the 
information from the Foreign Ministry. Education Ministry gets the third-highest 
percentage, 12.9%. Environmental ministry and interior ministry simultaneously 
get 10% and 6% responses. These two ministries get the least percentage. 

6) Information provides provided by government websites and social 
media during the pandemic situation helped people to stay connected 
(Table 6) 

7) The manner in which social media accounts have encouraged people to 
follow the same during the pandemic situation 

Table 7 includes five different options. Enchanting and innovative graphics 
are the two most important areas where most of the responders say that they 
agree social media accounts encourage responders to agree on innovative graph-
ics and enchanting. For the second section or the option, the responders stay 
neutral. For images and video sharing, responders neither agree nor disagree. 
Information and awareness are in the third section, and people stay equally neutral 
and strongly agree on the matter. For the last two options, responders stay neutral. 
All the options get the least percentage on not agreeing on any of the options.  

8) The way the government has made official government accounts more 
accessible and visible to the users: (Table 8) 

It has been observed that the procedure of search engine optimisation was 
considered to be the most effective way in which government did make their  
 
Table 5. The most accessed and trustable government social media accounts.  

Sr. No. Most accessed and trustable government social media Responses 

1 Health Ministry 51.70% 

2 Foreign Ministry 19.40% 

3 Education Ministry 12.90% 

4 Environment Ministry 10% 

5 Interior Ministry 6% 
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Table 6. Information provide provided by government websites and social media during the pandemic situation helped people to 
stay connected. 

Sr. No. Information provided by government Agree % 
Neither agree 
nor disagree 

(Neutral) 
% 

Not 
Agree 

% 

1 Creating awareness about the existing guidelines and measures 200 27% 125 16.60% 20 13.99% 

2 Warning and restricting people from violating the guidelines 131 17% 172 22.84% 29 20.28% 

3 
Spreading information about the efficiency and importance of 
Covid-19 vaccine 

139 18% 154 20.45% 30 20.98% 

4 Promoting safety and health measures 134 18% 162 21.51% 30 20.98% 

5 Dealing with the procedures followed with infected cases 150 20% 140 18.59% 34 23.78% 

 
Table 7. The manner in which social media accounts have encouraged people to follow the same during the pandemic situation. 

Sr. No. 
Social media accounts  

have encouraged people 
Agree % 

Neither agree 
or disagree 
(Neutral) 

% Not agree % 

1 Enchanting and innovative graphics 172 23.47% 130 16.93% 31 21.83% 

2 
Images and videos on Covid-19 patients, 
measures and healthcare centres 

131 17.87% 175 22.79% 23 16.20% 

3 Informative and awareness related texts 152 20.74% 152 19.79% 25 17.61% 

4 Enriched and creative contents 135 18.42% 161 20.96% 30 21.13% 

5 Useful Links to other health institutions 143 19.51% 150 19.53% 33 23.24% 

 
Table 8. The way the government has made official government accounts more accessible and visible to the users. 

Sr. No. 
How the government has made their websites 

and social media accounts more accessible 
Agree % 

Neither agree 
nor disagree 

(Neutral) 
% Not Agree % 

1 Search Engine Optimization 165 22.60% 127 17.09% 27 16.98% 

2 Feedback and Comments 138 18.90% 165 22.21% 26 16.35% 

3 
Reposting the important guidelines, images, 
news and videos 133 18.22% 152 20.46% 40 25.16% 

4 Emotional Intelligence 144 19.73% 155 20.86% 32 20.13% 

5 Appropriate Layout 150 20.55% 144 19.38% 34 21.38% 

 
websites visible to the users. Most of the participants agreed with the question. 
There are certain participants who have stated that they agree with the statement 
appropriate layout of the websites have allowed users to figure out the authentic-
ity of data and information being stated for better understanding. Surprisingly 
there are a certain number of the participants do not agree that emotional intel-
ligence is considered does not compel the statements. 

Findings 

The data was gathered from a survey questionnaire with 350 participants, among 
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whom 42.4% were male and 57.6% were female. The participants were asked 
questions primarily oriented around the intensity of social media, how well the 
government has been using social media platforms for government communica-
tion, and in what ways. The data gathered from the study has allowed the re-
searcher to gain in-depth information about how the government communica-
tion process has been enhanced due to the inclusion of social media platforms. 
Questions related to the benefits of social media during the pandemic, the most 
trusted platforms for government communication, the effectiveness of social 
media platforms, and so on were asked to the participants during the survey.  

The research study conducted through a survey questionnaire has helped gather 
the data that create awareness of the pandemic, and the policies and regulations 
of the pandemic have been among the most useful information shared by gov-
ernment authorities using social media platforms. The survey results have of-
fered the participants were mostly confronted by the website of government au-
thorities due to the use of search engine optimization. Most participants of the 
study have stated that the awareness campaigns conducted by social media plat-
forms of government entities have been extremely effective in helping the aware-
ness confront the participants.  

5. Discussion 

The analysis evaluated from the survey results that most of the survey partici-
pants are female, and among all the respondents, most belong to the age group 
of 22 - 26 years. The survey questionnaire results also offer the data that the ma-
jority of respondents are qualified enough to be part of the survey about social 
media and government communication and belong to different countries. The 
survey questionnaire results have also offered the information that respondents 
of the survey have increased their social media presence hours and now are us-
ing social media for three to four hours every day.  

The respondents of the survey offer the information that the KSA government 
has carefully used social media platforms as a method of creating stable and ef-
fective communication between the people and the country. Through the help of 
social media platforms as a government communication strategy, government 
authorities have shared information about the lockdown, health regulations, 
policies and restrictions imposed, and other major information during the pan-
demic. Social media became a source of authentic information gathering during 
the pandemic and was used by the KSA government authorities to share accurate 
and important information and provide news updates and health regulation 
policies (DePaula, Dincelli, & Harrison, 2018). 

The survey participants offered the data that social media platforms became 
an effective communication platform for the government, and they were able to 
share data using social media channels of communication. Social media has up-
lifted the communication channels between the citizens and the KSA govern-
ment, which was also achieved through websites and other online portals of the 
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government. The government used social media platforms, websites, and portals 
to share health and safety information, vaccine information, regulations and 
policies information, restriction information, and so on. The KSA government 
also arranged systems for raising awareness and starting health and safety cam-
paigns through the website and social media channels.  

Considerably, the analysis presented in the literature review highlights key 
points in relation to the role of social media in government communication and 
processes during the Covid-19 pandemic. Communications through social me-
dia platforms have acted as one of the greatest allies of the KSA government in-
stitutions during the pandemic. Government communication is an essential strat-
egy implemented by any government or governmental organization for exchang-
ing information with the country’s people. Social media platforms have become 
one of the most significant strategies implemented by the government organiza-
tions of the KSA for effective communication, sharing information, and raising 
awareness among the people of the country. Social media platforms act as an ally 
of the government institutions in reaching out to the citizens and providing 
them with important information during the pandemic (Yarberry & Sims, 2021).  

Platforms such as Twitter, YouTube, and other social media platforms have 
become effective government communication platforms for the KSA govern-
ment. Social media platforms allow broader communication channels for the gov-
ernment and help the government establish a direct individual connection with 
the country’s citizens. During the pandemic, the KSA government used social 
media platforms as the most effective tool for raising awareness and sharing in-
formation about the pandemic and its related problems. Raising awareness about 
the policies regulations and developing trustful relationships between the people 
and the government are clear examples of how government communication 
through social media has been effective during the Covid-19 pandemic (Wang & 
Ye, 2018).   

6. Conclusion 

From the above discussion, it can be gathered that the Covid-19 pandemic has 
clearly created a severe change in the government communication system in the 
KSA, and the new system of social media platforms being used as communica-
tion channels has enhanced the process. The KSA government has efficiently 
enhanced the use of social media platforms to engage with the citizens and gath-
er their attention for communicating with them, sharing valuable information 
with them, informing them about policies and regulations, and so on. Risk 
communication and government communication are some of the most signifi-
cant parts played by the social media platforms for the KSA government.  

Recommendation 

The government of KSA can easily understand the requirements, needs, as well 
as grievances of the citizens of the country by establishing effective communica-
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tion between the government authorities and the citizens. The government may 
promote using social media platforms and online portals to open the space of 
more authenticity, accuracy, and reliability through better communication. If the 
government promotes social media channels of communication, they will be 
able to provide information efficiently, start campaigns and raise awareness effi-
ciently, and so on with the help of communication through social media and re-
lated systems such as government websites and portals.  

Conflicts of Interest 

The authors declare no conflicts of interest regarding the publication of this pa-
per. 

References 
Alrehaili, N. (2021). An Investigation into Emergency Planning Requirements and Chal-

lenges of Disaster Management in the Kingdom of Saudi Arabia. International Journal 
of Disaster Management, 4, 1-10. https://doi.org/10.24815/ijdm.v4i3.21722   

Anil, I., & Alagha, O. (2021). The Impact of Covid-19 Lockdown on the Air Quality of 
Eastern Province, Saudi Arabia. Air Quality, Atmosphere & Health, 14, 117-128.  
https://doi.org/10.1007/s11869-020-00918-3  
https://link.springer.com/article/10.1007/s11869-020-00918-3 

Asongu, S. A., & Odhiambo, N. M. (2019). Governance and Social Media in African Coun-
tries: An Empirical Investigation. Telecommunications Policy, 43, 411-425.  
https://doi.org/10.1016/j.telpol.2018.10.004  
https://www.sciencedirect.com/science/article/pii/S0308596118302635  

Azungah, T. (2018). Qualitative Research: Deductive and Inductive Approaches to Data 
Analysis. Qualitative Research Journal, 18, 383-400.  
https://doi.org/10.1108/QRJ-D-18-00035  
https://www.emerald.com/insight/content/doi/10.1108/QRJ-D-18-00035/full/ 

Bloomfield, J., & Fisher, M. J. (2019). Quantitative Research Design. Journal of the Aus-
tralasian Rehabilitation Nurses Association, 22, 27-30.  
https://search.informit.org/doi/abs/10.3316/INFORMIT.738299924514584  

Darwish, E. B. (2017). The Effectiveness of the Use of Social Media in Government 
Communication in the UAE. Journal of Arab & Muslim Media Research, 10, 41-63.  
https://doi.org/10.1386/jammr.10.1.41_1  

DePaula, N., Dincelli, E., & Harrison, T. M. (2018). Toward a Typology of Government 
Social Media Communication: Democratic Goals, Symbolic Acts and Self-Presentation. 
Government Information Quarterly, 35, 98-108.  
https://doi.org/10.1016/j.giq.2017.10.003  
https://www.sciencedirect.com/science/article/pii/S0740624X16302234 

Figenschou, T. U. (2020). Social Bureaucracy? The Integration of Social Media into Gov-
ernment Communication. Communications, 45, 513-534.  
https://doi.org/10.1515/commun-2019-2074  
https://www.degruyter.com/document/doi/10.1515/commun-2019-2074/html 

Hassounah, M., Raheel, H., & Alhefzi, M. (2020). Digital Response during the Covid-19 
Pandemic in Saudi Arabia. Journal of Medical Internet Research, 22, Article ID: e19338.  
https://doi.org/10.2196/19338   
https://www.jmir.org/2020/9/e19338/  

https://doi.org/10.4236/jss.2022.1010024
https://doi.org/10.24815/ijdm.v4i3.21722
https://doi.org/10.1007/s11869-020-00918-3
https://link.springer.com/article/10.1007/s11869-020-00918-3
https://doi.org/10.1016/j.telpol.2018.10.004
https://www.sciencedirect.com/science/article/pii/S0308596118302635
https://doi.org/10.1108/QRJ-D-18-00035
https://www.emerald.com/insight/content/doi/10.1108/QRJ-D-18-00035/full/
https://search.informit.org/doi/abs/10.3316/INFORMIT.738299924514584
https://doi.org/10.1386/jammr.10.1.41_1
https://doi.org/10.1016/j.giq.2017.10.003
https://www.sciencedirect.com/science/article/pii/S0740624X16302234
https://doi.org/10.1515/commun-2019-2074
https://www.degruyter.com/document/doi/10.1515/commun-2019-2074/html
https://doi.org/10.2196/19338
https://www.jmir.org/2020/9/e19338/


M. A. Al Shaher, A. F. Radwan 
 

 

DOI: 10.4236/jss.2022.1010024 383 Open Journal of Social Sciences 
 

Masngut, N., & Mohamad, E. (2021). Association between Public Opinion and Malaysian 
Government Communication Strategies about the Covid-19 Crisis: Content Analysis of 
Image Repair Strategies in Social Media. Journal of Medical Internet Research, 23, Ar-
ticle ID: e28074. https://doi.org/10.2196/28074  
https://www.jmir.org/2021/8/e28074/ 

Obied, D. A., Alhamlan, F. S., Al-Qahtani, A. A., & Al-Ahdal, M. N. (2020). Containment 
of Covid-19: The Unprecedented Response of Saudi Arabia. The Journal of Infection in 
Developing Countries, 14, 699-706. https://doi.org/10.3855/jidc.13203  
https://jidc.org/index.php/journal/article/download/32794457/2300 

Stieglitz, S., Mirbabaie, M., Fromm, J., & Melzer, S. (2018, June). The Adoption of Social 
Media Analytics for Crisis Management-Challenges and Opportunities. In ECIS (p. 4).  

Voorveld, H. A., Van Noort, G., Muntinga, D. G., & Bronner, F. (2018). Engagement with 
Social Media and Social Media Advertising: The Differentiating Role of Platform Type. 
Journal of Advertising, 47, 38-54. https://doi.org/10.1080/00913367.2017.1405754  
https://www.tandfonline.com/doi/pdf/10.1080/00913367.2017.1405754 

Wang, Z., & Ye, X. (2018). Social Media Analytics for Natural Disaster Management. In-
ternational Journal of Geographical Information Science, 32, 49-72.  
https://doi.org/10.1080/13658816.2017.1367003  
https://par.nsf.gov/servlets/purl/10077171 

Yarberry, S., & Sims, C. (2021). The impact of Covid-19-Prompted Virtual/Remote Work 
Environments on Employees’ Career Development: Social Learning Theory, Belon-
gingness, and Self-Empowerment. Advances in Developing Human Resources, 23, 
237-252. https://doi.org/10.1177/15234223211017850  
https://journals.sagepub.com/doi/abs/10.1177/15234223211017850 

 

 

 

Abbreviations 

KSA: Kingdom of Saudi Arabia 
E-governance: Electronic governance  
MoFA: Ministry of Foreign Affairs 

https://doi.org/10.4236/jss.2022.1010024
https://doi.org/10.2196/28074
https://www.jmir.org/2021/8/e28074/
https://doi.org/10.3855/jidc.13203
https://jidc.org/index.php/journal/article/download/32794457/2300
https://doi.org/10.1080/00913367.2017.1405754
https://www.tandfonline.com/doi/pdf/10.1080/00913367.2017.1405754
https://doi.org/10.1080/13658816.2017.1367003
https://par.nsf.gov/servlets/purl/10077171
https://doi.org/10.1177/15234223211017850
https://journals.sagepub.com/doi/abs/10.1177/15234223211017850

	The Role of Social Media in Government Communication during Covid-19 Pandemic: The Case of KSA
	Abstract
	Keywords
	1. Introduction
	1.1. Research Objectives
	1.2. Significance of the Study
	1.3. Problem Statement

	2. Literature Review
	Summary

	3. Research Questions
	3.1. Research Approach
	3.2. Data Collection Methods
	3.3. Data Analysis Methods
	3.4. Sample Size and Sampling Method

	4. Results
	Findings

	5. Discussion
	6. Conclusion
	Recommendation
	Conflicts of Interest
	References
	Abbreviations

