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Abstract—Excellent communication skills among graduates are very crucial 
for their future and career development. WhatsApp application is seen to have 
the potential to develop these skills since it has robust functions and features, 
easy to use, and free. However, there are still issues in implementing this appli-
cation as a tool in developing communication skills by utilizing this application 
for educational purposes among UTM students. Hence, this study was aiming to 
investigate the level of WhatsApp usage in education, the level of communica-
tion skills by utilizing WhatsApp for educational purposes among students, and 
their correlations. Student’s perception of using WhatsApp in education was also 
investigated. This study was based on quantitative research conducted using a 
survey design, where online questionnaires were distributed randomly among 
400 UTM students based on simple random method. Findings showed that there 
is a high level of WhatsApp usage in education among UTM students and also 
a high level of communication skills by utilizing this application for educational 
purposes among UTM students. It was supported by a strong positive linear cor-
relation that existed between these two variables. Students also showed positive 
perceptions of utilizing WhatsApp in education to develop their communication 
skills. Therefore, lecturers and students are encouraged to utilize WhatsApp 
application in education as it can help in fortifying communication skills among 
students who later become competent graduates that can meet the demand from 
the industries.

Keywords—WhatsApp application, communication tool, learning tool, 
collaboration tool, communication skills

1	 Introduction

The current changes in technology development have improved in many ways 
and rapidly. This advancement of technology has helped many industries to evolve, 
including in education settings. [1] mentioned the importance of educational technology 
in teaching is due to its use for information and communication technologies. Further-
more said, the students and teachers see the effectiveness of instructional techniques, 
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such as using the internet for distance learning. The student prefers modern technology 
introduced in teaching and learning, where this advanced equipment, tools, and tech-
nology contribute to effectiveness in students learning and interactivity [2].

The implementation of technology in education has helped the teaching and learn-
ing process become more manageable, productive, and innovative. [2] also mentioned 
that technology is part of the curriculum, where it provides an instructional delivery 
system, aiding instructions, and improve the learning process entirely. Nowadays, stu-
dents, especially in higher education, own a smartphone to ease their daily routine. The 
production of smartphones has enhanced and improved the utilization of Mobile Instant 
Messaging (MIM) technology [3]. WhatsApp is one of the well-known applications 
generally used in the education setting [4]. It is also known as mobile communication 
services as it provides a platform to communicate with each other either privately or in 
the group via text chatting, voice note, and video call through the internet connection. 
The spectacular functions and features provided by WhatsApp has become the reason 
why this technology is preferable among students to communicate with their instruc-
tors and peers [5]. It is the most popular MIM application, with 1.6 million active 
users globally [6]. Numerous studies have mentioned the advantage of using WhatsApp 
application in the education setting [7–14].

Therefore, this technology is seen to have the possibility of enhancing communi-
cation skills among students. Lacking in communication skills have been an issue for 
graduates to secure a job in working industries. The increasing rate of unemployment 
graduates left a great deal for the institutes. Communication skills are very crucial as 
non-technical skills, abstract but highly demanding skills in the industry. Academic 
excellence alone is not enough to fulfil market demand and expectations [15]. 
Communication skills are crucial in professional life. Students were presumed 
to possess this skill due to the increasing demands of this skill from employers. 
Nevertheless, employers expect their employees to possessed excellent communica-
tion skills along with hard skills to ensure the employees can contribute to the com-
pany’s success [16].

Malaysian Qualification Framework Second Edition (MQF 2nd Edition) introduced 
a framework that aims to improve the skills and potential of learners to quality talent 
and citizens, regardless of sector and domestic needs. MQF is Malaysia’s stance on 
the qualifications and quality of the education system. MQF is a tool that creates and 
categorizes the skills from elements that are nationally accepted and standard against 
global best practices and making clear the academic level, learning results from all 
the study areas, and student-academic load from credit system based. Five clusters of 
learning outcomes that represent every level in MQF introduced. However, this study 
only focuses on group three of the clusters, which covers the learning outcome and 
application context of functional work skills for higher education levels. The functional 
work skills focused in this study are communication skills. Hence, this study serves the 
purpose (i) to investigate the level of WhatsApp usage in education in terms of utilizing 
it as a tool for collaboration, learning, and communication among UTM students, (ii) 
to investigate the level of communication skills by utilizing WhatsApp for educational 
purposes among UTM students, and (iii) to investigate the correlation between the level 
of WhatsApp usage in education and the level of communication skills by utilizing 
WhatsApp application for educational purposes among UTM students.
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2	 Literature review

2.1	 The issue in utilizing WhatsApp application in education

The use of WhatsApp has escalated in education these recent years. However, some 
issues faced in utilizing WhatsApp in higher education have occurred. The problems 
related to the utilization of WhatsApp application in education is relating to the use 
of WhatsApp application as the tool for communication, learning, and collaboration. 
The first point is the issue of using WhatsApp application as a tool for communica-
tion. There is a high intensity of number increasing upon the studies related to the 
use of WhatsApp in mobile devices. However, the studies focused on WhatsApp 
functionalities and effects as an alternative communication system to improve the edu-
cational process in the university by teaching virtual tutoring is still scarcely any [13]. 
The lack of a comprehensive understanding of using WhatsApp application in teach-
ing and learning despite the growing of MIM applications in the market. The pres-
ence of technology needed to attract students’ attention to education [17]. Besides, 
the lack of guidelines on how to use this messaging tools in higher education exists 
in teaching practices, so do the perceptions of students and teachers’ attitudes towards 
the use of messaging tools in teaching and learning [18]. WhatsApp is the least exploit 
of its functionalities in the mobile phone. It is sometimes uneasy and burdensome to 
type in the small mobile screen, and the screen resolutions itself is contributing to the 
difficulties [19].

The second point is the issue of using WhatsApp application as a tool for learning. 
Students gave adverse opinions relating to WhatsApp usage, especially on the timing 
of some posts, as well as the redundant thread of messages posted in the group [20–23]. 
Most students used WhatsApp primarily for the social and personal purpose in daily life 
but limited usage for educational purposes even though WhatsApp is a regularly used 
application for interaction among students [24]. Educators find it is not comfortable to 
utilize WhatsApp into the teaching and learning since they are more comfortable to use 
computers instead. WhatsApp is the least preferable tool for teaching and learning even 
it provides the standard and alternative platform to deliver the instructional materials 
and activities [5].

The third point is the issue of using WhatsApp application as a tool for collaboration. 
The use of WhatsApp application as a platform for online group discussion could out-
perform the conventional ways of face-to-face discussion teaching in the same course 
are still uncertain [7]. The effect of using WhatsApp as self-initiated group discussion 
among the students has not yet been explored [25].

2.2	 The issue of lacking in communication skills among graduates

In this globalization era, the lack of communication skills caused the problem of 
employability [26–28]. Five out of hundreds of graduates’ candidates passed the inter-
view for employment due to lacking in communication skills [16]. This cause the pol-
icy involvement for higher education in developing country like Malaysia has increased 
due to the issue relating to graduates’ employability and unemployment. The gap in 
the availability of labour market demand for graduates has caused several problems 

iJIM ‒ Vol. 15, No. 23, 2021 59



Paper—WhatsApp and Its Potential to Develop Communication Skills among University Students

in graduates’ standards due to lacking of communication skills [29]. Even though 
graduates are excellent academically, but they are still failed to put themselves in the 
working industries. The dissatisfaction of employers nowadays is caused by the quality 
of the incompetent graduates that did not meet the current job market’s requirements. 
The rapid changes in the technology and expectation in industrial requirement are the 
apparent weakness to the graduates that cannot keep up with the changing pace [30].

Besides the graduates’ attitude, lacking in communication skills, self-confidence, 
and technology skills also contributed to the growing number of unemployed grad-
uates in Malaysia, regardless of the increase of job vacancies in the industry because 
it is not matching up with the employer’s expectation [30]. Sometimes, students are 
uncomfortable to speak in the class because of low self-confidence and ideas to express 
themselves. Meanwhile, some students have plenty of ideas to discuss, but they have 
difficulties in elaborating and expressing themselves verbally. Some students are 
excellent in speaking but struggle to impart their ideas and points [31]. Despite many 
activities organized by the university, but yet, the communication skills among stu-
dents are still low [32]. According to [33], attention is needed to focus on the fact that 
students lack the confidence to communicate with others. It is found that students lack 
in communication skills, especially while doing group discussion and activities.

3	 Methodology

3.1	 Research design

This study deployed a quantitative research approaches where non-experimental 
Survey Design is used as the blueprint for the research design. According to [34], sur-
vey design is a nonexperimental design that produces a description of a quantitative or 
numeric of trends, point of view, or stance of a population by experimenting with the 
populations’ sample. Survey design permits to summarize the characteristic of a differ-
ent group or to measure respondent attitude and opinion towards some issue. Hence, the 
cross-sectional survey design is deployed in this study to determine the present insights 
or behaviors of a group in the designated point and time.

3.2	 Research procedure

This research was carried out in four phases. First, in the analysis phase, the literature 
review regarding the issue of WhatsApp usage in education was disclosed, including 
elements that enhance communication skills are analyzed based on the MQF standard 
instrument and other previous research. Second, in design and development phase, the 
research instrument designed, developed, pilot-tested, and modified for its validity and 
reliability during the pilot study. A pilot study was conducted before implementing it to 
collect the actual data. The questionnaire was adapted and edited suitable to the research 
objectives from several previous studies, and related questions were also taken from the 
MQF standard instrument to construct the items. Once done, the result analyzed from 
the pilot study will determine the validity and reliability of the research instrument. 
Instrument’s revision will be done after the pilot study, if necessary. Preservation of the 
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quality of this study is very crucial. Therefore, the questions construct will not consist 
of anything that is considered sensitive to the respondents.

Third, during the implementation phase, the actual survey distributed randomly 
among the samples in the population using a convenient sampling technique. The ques-
tionnaires created using Google Form and distributed online using the auto-generated 
link through the WhatsApp application. It is purposely to distribute the survey online 
to control error in sampling. It is to ensure that the target samples are among the 
WhatsApp users. The survey link will be broadcasted from time to time until it reaches 
the number of desired samples size in this study. Therefore, data collection monitored 
until responses reach a 100% response rate from respondents. Follow up made on the 
data collection process to increase responses from samples. The questionnaire sub-
mitted by respondents collected using excel spreadsheets through Google Form and 
transferred into SPSS software for detailed data analysis. Respondent selections are 
random among UTM students. They will be informed about the objectives of distribut-
ing the survey before they were asked to answer the questionnaire. Distribution of the 
questionnaires will not be in any risking and harming situation to maintain the ethical 
value of this study.

Lastly, during the evaluation phase, data from the survey collected and transferred 
into SPSS software for further analysis. Data analyzed based on the suitable analysis 
test from the designated research questions—the result from the data analysis reported 
as the findings and elaborated further in the discussion. Based on the discussion, the 
suggestion made to improve the study in the future. Lastly, the conclusion made to wrap 
up the study.

3.3	 Sample and population

The population in this study consists of students from Universiti Teknologi Malaysia. 
The number of students’ population (N) in UTM is around 28200 students. The target 
samples were narrowed down to the postgraduate and undergraduate students. The 
sample size (n) is about ten students for the pilot study to test the instrument’s reli-
ability after instrument’s validation from the experts. During the actual survey, 400 
samples are selected randomly using a convenient sampling method. This amount of 
samples were referred to Krejcie and Morgan table [35]. The use of a convenient sam-
pling method in this study is to help in selecting samples from a group of students in 
the population based on the student’s availability and can be found easily. Convenience 
sampling is affordable, accessible, and the samples are available at any time [36].

3.4	 Instrument

In this study, the instrument used in collecting data was the questionnaire that 
divided into three parts comprising 25 4-point Likert scale items used in this study—
Strongly Disagree (1), Disagree (2), Agree (3), and Strongly Agree (4). Only four 
scales were used in this study to ensure proper data analysis process. According to 
[37], respondents’ bias formed from the desires to please the researcher can be con-
trolled by removing the mid-point scale of uncertainty. In this study, the respondents 
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for the pilot study were selected randomly using a convenient sampling method. A 
total of 10 respondents were involved in this pilot study to representing the samples 
from the actual research. The reliability of the instrument is tested using Cronbach’s 
α. According to [38], Cronbach’s α is a standard test used to determine the internal 
instrument consistency. Cronbach’s α will give a value between 0 and 1. The accep-
tance value for reliability is when alpha, α is equal to 0.7 or higher. Only Part B and 
Part C undergo the test. Table 1 shows the pilot-tested of the instrument’s result based 
on Cronbach’s Alpha (α) test.

Table 1. Reliability test result

Construct Cronbach’s Alpha  
(n = 400)

Number  
of Items

Part B: Students’ Level of WhatsApp Usage in Education

a. WhatsApp: A tool for Communication 0.978 5

b. WhatsApp: A tool for Collaboration 0.901 4

c. WhatsApp: A tool for Learning 0.924 7

Part C: Students’ Level of Communication Skills by Utilizing WhatsApp for Educational Purposes

a. Level of Communication Skills by Utilizing 
WhatsApp for Educational Purposes

0.728 7

4	 Results and findings

The current changes in technology development have improved in many ways and 
rapidly. This advancement of technology has helped many industries to evolve, includ-
ing in education settings. [1] mentioned the importance of educational technology in 
teaching is due to its use for information and communication technologies. Further-
more said, the students and teachers see the effectiveness of instructional techniques, 
such as using the internet for distance learning. The student prefers modern technology 
introduced in teaching and learning, where this advanced equipment, tools, and tech-
nology contribute to effectiveness in students learning and interactivity [2–39].

The first research question requires an analysis of the level of WhatsApp usage in 
education among UTM students. Most of the students have a high level (97.2%) of 
WhatsApp usage in education. Meanwhile, some of the students have a moderate level 
(2.8%) of using WhatsApp in education, but there are no students categorized under a 
low level of utilizing WhatsApp in education. Therefore, these results show that most 
of UTM students have applied WhatsApp intensively in education as a tool for commu-
nication, collaboration, and learning.

The second research question requires an analysis of the level of communication 
skills by utilizing the WhatsApp application for educational purposes among UTM 
students. Most students have a high level (56.0%) of communication skills by utilizing 
WhatsApp for educational purposes. Meanwhile, some of the students have a moderate 
level (40.5%) of communication skills by utilizing WhatsApp for educational purposes, 
and some students are categorized under a low level (3.5%) of communication skills by 
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utilizing WhatsApp for educational purposes. Therefore, these results show that most 
of UTM students have developed a high level of communication skills by utilizing 
WhatsApp for educational purposes.

The third research question requires an analysis of the existence of a correlation 
between the level of WhatsApp usage in education and the level of communica-
tion skills by utilizing WhatsApp application for educational purposes among UTM 
students. Therefore, the spearman correlation test is used to investigate the existence 
of the two variables. The results showed a strong, positive, and significant correlation 
that exists between the level of WhatsApp usage in education and the level of commu-
nication skills by utilizing WhatsApp for educational purposes among UTM students 
(r = 0.618, n = 400, p < 0.01, two tails).

5	 Discussions

5.1	 Discussion on the level of WhatsApp usage in education among 
UTM students

Based on the findings, most of UTM students have a high level (97.2%) of WhatsApp 
usage in education. WhatsApp is an example of the technology that commonly used 
in smartphones that have changed the way people communicate [22, 40]. Besides, 
almost all students have WhatsApp installed in their digital devices. Utilizing mobile 
instant messaging in smartphones enables teaching and learning to be interactively 
implemented outside the classroom environment using a less restrictive learning envi-
ronment. They can communicate, learn, and collaborate by accessing a wide range of 
online material quickly in real-time after lectures [12, 41–45].

WhatsApp is introduced as a new educational tool that supports the relationship 
between teachers and students [46]. WhatsApp has become the most favored applica-
tion utilized as one of the tools used for teaching and learning in education and students 
usually used WhatsApp to communicate about their interest of several topics with each 
other [12]. The used of WhatsApp application for academic purposes, especially for 
students in higher education where they usually interact and communicate using this 
application for the both educational and non-educational matter. This tool has become 
popular rapidly and becoming essential to our lives and education [10, 14].

According to [22], the WhatsApp application will not take long to affect the learn-
ing surroundings. WhatsApp used as an online learning platform where it is a medium 
for communication and collaboration. Teachers and students can used the WhatsApp 
application current updated features in conducting the teaching and learning process 
creatively [47]. Moreover, [19] mentioned that WhatsApp application allowed students 
to deal with new information, create social networks, offered idea-sharing, and develop 
understanding and learning mutually in informal forms. [10] emphasized the desires of 
students’ learning community to use WhatsApp application as an educational tool to 
enhance communication skills.

Therefore, these results show that the majority of UTM students have applied 
WhatsApp intensively in education as a tool for communication, collaboration, and 
learning, which, according to [48], developing technology has evolved in the teaching 
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profession from teacher-centered to student-centered learning. The impact of utilizing 
WhatsApp on teaching and learning has grown each year rapidly. It also has a pos-
itive effect on academic achievement, especially for students who learn in groups. 
Student-centered learning taught students the skills to identify issues, data collection, 
and analyze, making conclusions and results reporting through digital tools to complete 
the task. The institutions should utilize WhatsApp to perceive its usefulness, especially 
for collaboration, communication, and learning.

5.2	 Discussion on the level of communication skills by utilizing WhatsApp 
for educational purposes among UTM students

Based on the findings, most of UTM students have a high level (56.0%) of com-
munication skills by utilizing WhatsApp in education. Students utilized WhatsApp for 
educational purposes in many ways to develop their communication skills. Commu-
nication skills consist of listening, speaking, reading, and writing skills [49]. Students 
mostly used WhatsApp to enhance their listening skills using audio and video files. It 
is essential to create productive and pleasant listening practices to improve listening 
skills. Listening activities can be done by sending and playing audio and video files 
through WhatsApp or links of the audio sources and then making discussions about 
the audio or video contents in the group. WhatsApp application is capable of deliver-
ing messages and sharing information instantly, which could help to support extensive 
listening activities to improve listening skills [50].

Further, students mostly used WhatsApp to enhance their speaking skills through 
voice notes and video calls. Students can enhance their speaking skills by using the 
voice note feature and share it in the group or with their friend personally for practising 
purposes. Students might practise speaking skills using video calls with their friends. 
Moreover, students showed significant improvements in speaking skills because they 
can discuss verbally with the use of voice notes and video calls [51]. Besides, UTM 
students mostly used WhatsApp to enhance their reading skills through reading doc-
uments and any given resource links. According to [11] study, reading skills can be 
improved by reading chatting discussed in WhatsApp either by simple texting, through 
documents or links shared in WhatsApp. It helps students to practice their vocabulary. 
Further, the skill developed reflecting on the reading activities made, such as reading 
through documents or educational links shared in the group, is to improve their reading 
comprehension. Through this sharing, students can read adequately, understand, and 
paraphrase the articles [52].

Moreover, students mostly used WhatsApp to enhance their writing skills using 
text messaging. According to [4], WhatsApp application can improve writing skills 
through learning activities such as chatting using text messaging in the application. 
Besides, [52] mentioned that activities through WhatsApp enhanced students’ motiva-
tion to improve their writing skills. It is a platform for groups to practice their written 
communication. Texting activity in groups can help poor learning students to learn 
from their advanced peers. Meanwhile, students mostly used WhatsApp to develop 
their confidence when communicating with others. WhatsApp offered interactive and 
real-time discussion which encourage the teachers and students to elaborate on the 
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topic deeper and openly. Students feel comfortable to share their answer and presented 
it in the group confidently. It encourages engagement, and at the same time, it enhances 
students’ confidence level in communicating with others [53].

Nevertheless, students mostly used WhatsApp to help them learn from their col-
league’s mistakes. Mentioned by [31], online discussion using WhatsApp enhances 
virtual interaction between teachers and students. It helps to facilitates and solves 
difficulties in learning. Besides, the discussion process encourages students to com-
municate where they can learn from each others’ mistakes done during the process of 
learning, which will be corrected by the teacher [54]. Students prefer to use WhatsApp 
to improve their speaking, reading, writing, and listening skills. Their view on the 
critical use of WhatsApp application not only to improved communication skills but 
also to boost up their confidence, motivation, and creativity [55].

5.3	 Discussion on the correlation between the level of WhatsApp usage in 
education and the level of communication skills by utilizing WhatsApp 
for educational purposes among UTM students

Based on the findings, there was a strong, positive, and significant correlation that 
exists between the level of WhatsApp usage in education and the level of communi-
cation skills by utilizing WhatsApp application for educational purposes among UTM 
students. With the advancement of technology, students gained the essential com-
munication skills required in 21st-century learning [47, 54]. By utilizing WhatsApp 
application to its maximum potential and the ability to extend the learning in different 
situations and environment, it helps students to use the technology without boundaries 
and limits [47]. Even though communication skills cannot be taught, however, it can be 
enhanced through proper training with the help of technology such as WhatsApp [16]. 
UTM students used the WhatsApp application as a tool for learning in education and 
agreed it has contributed to the development of their communication skills. According 
to [52], WhatsApp acted as a learning tool where language can be practiced freely and 
used in real communication. Chatting and learning at the same time through WhatsApp 
application makes learning more fun, exciting, and motivating. Students learned new 
things from sharing new words and experiences. This situation helps in developing 
the essential elements in communication skills. Besides, WhatsApp as a learning tool 
improved student’s academic achievement, functional work skills, and enhanced posi-
tive attitudes towards learning compared to traditional classroom learning. WhatsApp 
features such as text messaging, video call, and voice messages utilized to teach 
students in enhancing their writing, vocabulary, speaking, listening, and reading skills. 
It also helps in developing research skills, technology literacy skills, and communica-
tion skills [57].

Moreover, UTM students used the WhatsApp application as a tool for communica-
tion in education that contributed to the development of their communication skills. 
According to [58], when WhatsApp is used as a communication tool, it impacts 
students’ speaking skills positively, especially for the development of their communica-
tion skills. Besides, the majority of the students believe that their communication skills 
and relationship development with others have improved through communication using 
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the WhatsApp application [59]. If students used the WhatsApp application correctly, 
it will influence their awareness and, at the same time, improved different skills, not 
only communication skills, but also increased their language proficiency. It also helps 
in increasing students’ self-esteem because utilizing WhatsApp in the right ways will 
affect students’ communication skills [60]. It adequately proves that the WhatsApp 
application appears to be a powerful tool used for communication as it uses mobile 
technologies to enhance the process of communication skills [61].

Nevertheless, UTM students used the WhatsApp application as a tool for collabo-
ration in education that contributed to the development of their communication skills. 
According to [1], students are using WhatsApp application as an educational technology 
tool for virtual classrooms, where it helps in creating a collaboration platform for online 
discussions. It helps students to improve their language and communication skills. 
Besides, communication skills developed as students used information technology and 
networking skills to collaborate in groups such offered in WhatsApp application [62]. 
WhatsApp provides a collaboration medium that allows students to work together in a 
team. Interaction in the group among teachers and students by developing cooperation 
to complete the given tasks [63]. Such activities have promoted WhatsApp as a tool to 
develop communication skills as well as other soft skills [53]. This finding proves that 
the WhatsApp application is undoubtedly used as an educational tool for communica-
tion, learning and collaboration in education that can develop communication skills 
among UTM students [64].

6	 Conclusion

In conclusion, all the research questions of this study have been acknowledged and 
answered. There was four objectives position in this study. The first research objective 
was to investigate the level of WhatsApp usage in education among UTM students. 
There are 16 items in this section, and it is statistically proven that UTM students 
have a high level of WhatsApp usage used in education. The findings showed that this 
application is highly used for educational purposes as a tool for communication, col-
laboration, and learning among the students. Meanwhile, the second research objective 
was to investigate the level of communication skills by utilizing WhatsApp for edu-
cational purposes among UTM students. In this section, it consists of 7 items. It is 
statistically proven that UTM students have a high level of communication skills by 
utilizing WhatsApp application for educational purposes. From the findings, the stu-
dents agreed that the application enhanced their communication skills. Finally, the last 
research objective was to investigate whether there is any correlation exist between the 
level of WhatsApp usage in education and the level of communication skills by utiliz-
ing WhatsApp application for educational purposes among UTM students. The result 
of this study showed that there is a correlation that exists between these two variables, 
where it is statistically proven to exist in positive, strong, and significant correlation. 
Therefore, this study has proven that the utilization of WhatsApp as a tool for commu-
nication, collaboration, and learning in education can develop communication skills 
among students of UTM.
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