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Executive 
Summary 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

¢ƘŜ LƴǘŜǊƴŜǘ ¦ǎŜǊ {ǳǊǾŜȅ нлнл όάL¦{ нлнлέύ ƛǎ ǇŀǊǘ ƻŦ ŀ ǎŜǊƛŜǎ ƻŦ ǎǳǊǾŜȅǎ ōȅ 

MCMC that started in 2012. The primary aims are to track Internet access 

and use, as well as to understand the evolving behaviours and trends of 

Internet use. The findings of IUS are crucial for policy development and 

industry growth as Malaysia pivots to the digital economy. 

 
IUS 2020 was carried out during the Covid-19 pandemic; during which a 

significant amount of activities shifted to Internet. As society embraces 

technology and digital  transition  more  readily  due  to  the  pandemic,  the 

change in user behaviours and trends of Internet use is expected to 

accelerate faster.  

 
More importantly, the findings of IUS 2020 can form early data points to 

assist policymakers in ascertaining the extent of access vulnerability of 

different groups, should key public services (for example education) 

transition significantly to the digital platform.  
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IUS 2020 reached a sample of 2,401 Internet users and 384 non-Internet 

users at the national level and a total of 384 Internet users  for  each state 

to meet the requirement for state-level surveys.  

 
Respondents were selected randomly, and the interviews were carried 

out through telephone interview. 

 
The survey continues to track primary metrics  for  Internet  access and 

usage; which includes duration of access, access by device and different 

types of Internet usage. The data from IUS 2020 adds on to a running 

time-series from the first Internet user survey in 2012.  

 
IUS 2020 also focuses  on  emerging  Internet  issues  introduced  in the 

previous surveys; namely online content, online child safety and online 

privacy/security.  

 
Finally, IUS 2020 added a new area of digital identity to gauge the 

ǇǳōƭƛŎΩǎ ŦŀƳƛƭƛŀǊƛǘȅ ŀƴŘ receptiveness of the concept. Digital  identity is 

expected to become a major issue in the future as society balances 

between preserving online privacy and providing protection against 

fraud and online crimes. 
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State Level (Respondents) 

National Level (Respondents) 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

 

IUS Theme covered 
 

 

2401 Internet Users 
Confidence level of 95% and precision of ± 2% 

 
384 Non-Internet Users 
Confidence level of 95% and precision of ± 5% 

384  Internet Users 
Confidence level of 95% and precision of ± 5% 
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More than 
18 hours 

13 - 18 
hours 

9 - 12 
hours 

5 - 8 
hours 

1 - 4 
hours 

Less than 
1 hour 

 
Internet users have been 

spending more hours online 

in 2020 compared to 2018 

 
88.7% of the population 

are Internet user in 2020 

1.3% increase from 87.4% in 2018. 

 
43% 
2020 

 

 

The Key Findings of IUS 2020 
 
 
 
 

88.7% 
Internet users 

 
 

 

11.3% 
Non- users 

 
 
 
 
 

 

There was a marked decrease of 

ǳǎŜǊǎΩ ǎƘŀǊƛƴƎ content online, 

from 62% in 2018 to 43% in 2020 

 
 

A significant portion of Internet users are unfamiliar with the concept of digital ID 

 

62% 
2018 
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Background 
& Objectives 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

The  Internet 
Users Survey (IUS) 

 

The Internet Users Survey (IUS) is a series of purpose-built surveys 

conducted since 2012 to monitor Internet activities and understand the 

trends and tendencies among users. Consequently, the surveys have 

provided stepping stones thus far, ǘƻ ƎŀǳƎŜ aŀƭŀȅǎƛŀΩǎ ǎǘŀƴŘƛƴƎ ƛƴ 

Internet adoption in recent years.  

 
MCMC worked with an independent survey house to conduct IUS 2020. 

The use of an independent survey house is a departure from previous 

ȅŜŀǊǎΩ ǎǳǊǾŜȅǎ ǿƘƛŎƘ ǿŜǊŜ ŎƻƴŘǳŎǘŜŘ ŀƴŘ ŀŘƳƛƴƛǎǘŜǊŜŘ ŜȄŎƭǳǎƛǾŜƭȅ ƛƴ- 

house by MCMC.  
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L¦{ нлнлΩǎ ƻōƧŜŎǘƛǾŜǎ ǿŜǊŜΥ 

 

1. To estimate the number and percentage of Internet users in the country 

 

2. To study the attitudes and behaviours of users towards Internet use 

 

3. To identify the recent trends in Internet usage 

 

 
IUS 2020 gives extra highlights on behavioral trends of Internet use 

since 2012. 

 
For the first time, data points collected from IUS 2020 are used to build 

predictive models to profile Internet users to keep abreast with the 

ŜǾƻƭǾƛƴƎ ƴŀǘǳǊŜ ƻŦ LƴǘŜǊƴŜǘ ǳǎŜΩǎ ǎƻǇƘƛǎǘƛŎŀǘƛƻƴ ƛƴ society. 

 
Thus, IUS 2020 intends to facilitate stakeholders in assessing and 

comprehending better the extent of Internet usage  in  Malaysia.  This 

can lead to  better  strategies  and  initiatives  that are necessary to 

transition society to embrace digitalisation in light of the post- 

ǇŀƴŘŜƳƛŎΩǎ ƴŜǿ normal. 
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Methodology 

 
 

 
The sample population was randomly selected from mobile-cellular 

users and further stratified by ethnicity, gender, age and state. The 

sample population was uploaded to a computer system that randomly 

dials respondents to meet the stratification requirements to ensure the 

respondents are representative of the population. 

 
IUS 2020 was canvassed and administered through telephone interview. 

 
Fieldwork for this survey started on 28th  January  2020  until  May 

2020. The fieldwork took longer than anticipated due to the Movement 

Control Order (MCO) and Conditional Movement Control Order 

(CMCO) that took effect on 18th March 2020 and 4th May 2020, 

respectively. The survey had to be administered remotely during the 

MCO and CMCO periods. Apart from the longer time taken to complete 

the fieldwork, the remote administration of the survey did not 

compromise the statistical accuracy and requirements. 

 
IUS 2020 reached a sample of 2,4011

 Internet users and 3842 non- 

Internet users at the national level and a total of 3843
 Internet users for 

each state to meet the requirement for state-level surveys. 

 
 

 
 

1 Confidence level of 95% and precision of ±2% 

2 Confidence level of 95% and precision of ±5% 

3 Confidence level of 95% and precision of ±5% 
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There was only one stage of sample selection, as the survey adopted    a 

stratified random sample. Sampling was done with probability 

proportional to the strata defined in terms of ethnicity, gender, age and 

state. 

 
Data quality check was administered throughout the survey fieldwork. 

Basic frequency count was computed to assess the results. Cross- 

tabulation was imposed between relevant indicators to identify 

significant relationships that would deduce meaningful inferences 

pertinent to the objectives. 

 
The data had been weighted to match nationality (Malaysian and non- 

Malaysian), ethnicity, gender, age and state where the 2019 population 

estimates from Department of Statistics Malaysia (DOSM) serves as the 

auxiliary information. 

 
Important  findings   are   featured   in   this   report,   complemented  

by supporting charts and tables for the convenience of readers. 

Comparisons across time were established in the analysis where 

available. The findings on current trends were analysed and 

contextualised against  current  developments  in  Malaysia  and 

around the world. Information from external sources is included as 

supplementary data to support any discovery. 

 
Full results of the survey are appended in the form of percentage tables 

at the end. 
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Challenges 

 
 
 
 
 
 

 
The Movement Control Order (MCO) and Conditional Movement 

Control Order (CMCO) that was effective from 18th March 2020 and 4th 

May 2020 respectively presented a big challenge for the fieldwork.  

 
Since survey operation did not qualify as an essential service, the survey 

ǇǊƻǾƛŘŜǊΩǎ /ŀƭƭ /ŜƴǘǊŜ ŎƻǳƭŘ ƴƻǘ ƻǇŜǊŀǘŜΦ IŜƴŎŜΣ ǘƘŜ ŦƛŜƭŘǿƻǊƪ ǿŀǎ 

canvassed and administered remotely to ensure the IUS 2020 could be 

completed on time. 

 
However, the remote canvassing without access to a survey center 

facility presented a new complication. The response rate at the 

beginning of MCO was remarkably lower than when the canvassing was 

done through a survey center facility. Most  probably,  this  was due to 

ǘƘŜ ǳƴŎŜǊǘŀƛƴǘƛŜǎ ŀǘ ǘƘŜ ōŜƎƛƴƴƛƴƎ ƻŦ a/h ǘƘŀǘ ƛƴŦƭǳŜƴŎŜŘ ǘƘŜ ǇǳōƭƛŎΩǎ 

attitude towards telephone surveys. 
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Public concerns that scams were on the rise compounded the already 

low response rate at the start of the MCO4.  

 
Besides the longer time taken to complete the fieldwork, the survey 

had to adopt specific time slots to ensure calls were made only in the 

timeframe that had produced the highest response rate. While this 

ƛƳǇǊƻǾŜŘ ǘƘŜ ǊŜǎǇƻƴǎŜ ǊŀǘŜΣ ƛǘ ǎǘǊŜǘŎƘŜŘ Ŏŀƭƭ ŀƎŜƴǘǎΩ ǿƻǊƪƛƴƎ hours into 

the night and weekend, well beyond the regular office hours. 

 
Stratified random sampling also led to different response rates for 

different states and strata. Certain states such as Perlis and Pahang 

experienced below-average response rates and more call agent hours 

had to be dedicated to meet the stratified sampling requirement for 

these states. 

 
Despite these challenges, IUS 2020 achieved a response rate of 7.3% for 

the national level and 9.5% for the state level.  

 
32,920 calls were made to complete the stratified random sampling of the 

2,401 respondents for the national level. In other words, we have to make 

13.7 calls to get one user, compared to 6.4 calls to get one user in 2018. 

 

 
 
 
 
 
 
 
 
 
 
 
 

 
 

п ά²Ŝ ǿƻǳƭŘ ƭƛƪŜ ǘƻ ŀƭŜǊǘ ǘƘŜ ǇǳōƭƛŎ ƻŦ ǘƘŜǎŜ scammers on the prowl, taking advantage of Covid-19 fears with calls, 

{a{Ŝǎ ŀƴŘ ŜƳŀƛƭǎέ ς Kuala Lumpur Crime Prevention Practitioner Association; 27th March 2020 (The Star) 

 
ά.ŜǿŀǊŜ ƻŦ ǎŎŀƳƳŜǊǎΣ LDt ǿŀǊƴǎ tǊƛƘŀǘƛƴ ŀƛŘ ǊŜŎƛǇƛŜƴǘǎέΤ сǘƘ !ǇǊƛƭ нлнл όb{¢ύ 
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Findings 

 
 
 

 
Internet users and non-users 

 
The survey determined that the percentage of Internet users5 in 2020 

stood at 88.7%, a 1.3% increase from 87.4% in 2018.  

 
While the increase represents the slowest growth of Internet users 

since tracking began in 2012, the trend conforms with the global trend 

of slowing growth.  

 
The International Telecommunication Union (ITU) indicates a slowdown 

in Internet growth as reported in the State of Broadband 2019 Annual 

Report commissioned by the ITU/UNESCO Broadband Commission for 

Sustainable Development6. 

 
 
 
 
 
 
 
 
 

5 Internet users include those using Internet from any location using any device in the last three months. 
 

с L¢¦ нлмфΦ ά¢ƘŜ {ǘŀǘŜ ƻŦ .ǊƻŀŘōŀƴŘ нлмфΥ .ǊƻŀŘōŀƴŘ ŀǎ ŀ CƻǳƴŘŀǘƛƻƴ ŦƻǊ {ǳǎǘŀƛƴŀōƭŜ 5ŜǾŜƭƻǇƳŜƴǘέΦ https://www . 

itu.int/dms_pub/itu-s/opb/pol/S-POL-BROADBAND.20-2019-PDF-E.pdf 

https://www.itu.int/dms_pub/itu-s/opb/pol/S-POL-BROADBAND.20-2019-PDF-E.pdf
https://www.itu.int/dms_pub/itu-s/opb/pol/S-POL-BROADBAND.20-2019-PDF-E.pdf
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Figure 1: Internet users and non-Internet users over the years 
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Non-Internet users declined from 12.6% in 2018 to 11.3% in 2020. 

Unsurprisingly, more than half of the non-Internet users are 60 and 

above (51.8%). 

 
 

Figure 2: Breakdown of age for non-Internet users 

 

 

Further, the survey also prompted the non-Internet users on the reason 

for not using the Internet. The three most cited reasons for not using 

Internet were lack of interest (52.5%), too old to learn (33.9%) and no 

device (30.1%). 

 

4.7% 
 

6.0% 
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Figure 3: Reasons for not using Internet over the years 
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L¦{ нлнл ŘŜǘŜŎǘŜŘ ŀ ǎƘŀǊǇ ŘŜǇŀǊǘǳǊŜ ŦǊƻƳ ǇǊŜǾƛƻǳǎ ȅŜŀǊǎΩ ŦƛƴŘƛƴƎǎ ƻŦ 

the top reasons for not using Internet.  

 
The reason that had appeared consistently in the top three list since 

2014 was lack of interest which had nearly doubled since 2014 (from 

32.5% to 52.5%). While  there  is  no  conclusive  evidence  to  suggest a 

growing phenomenon of users being put off by the Internet, this finding 

seems to fall in line with a general trend elsewhere as social media 

become more embroiled with controversial contents7. 

 
The proliferation of fake news, scams, cyber-bullying and controversial 

issues propagated through Internet, if not managed responsibly, is 

becoming a threat that can reverse years of Internet user growth. 

 
Only a minority of non-users (8.0%) intend to use Internet again in the 

future, while 87.6% do not. Among those who intend to use Internet in 

the future, 54.9% of them would need someone to help them, 37.0% do 

not need any assistance. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

7 ά5ŜŎƭƛƴƛƴƎ aŀƧƻǊƛǘȅ ƻŦ hƴƭƛƴŜ !Řǳƭǘǎ {ŀȅ ǘƘŜ LƴǘŜǊƴŜǘ Iŀǎ .ŜŜƴ DƻƻŘ ŦƻǊ {ƻŎƛŜǘȅέ ς Pew Research Centre; 30th 

April 2018 

 
άCǊŜŜŘƻƳ hƴ ¢ƘŜ bŜǘ нлмфέ- Freedom House, 5th November 2019 
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Figure 4: Non-users who intend to use Internet in the future and needs assistance 
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Internet 
Access and Use 

 
 
 
 
 
 
 

Years of experience with Internet use 

 
More than a quarter of users (28.2%) have been using the Internet for 

more than ten years as at 2020, a drop from 36.9% in 2018. 

 
Meanwhile, there was an increase in users who have been using the 

Internet for five to ten years from 32.7% in 2018 to 40.1% in 2020.  
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Internet Users Survey 2020 Internet Access and Use Internet Users Survey 2020 

 
 
 

68% 
ðhave used the  

Internet for more  
than 5 years 

31% 
ðhave used the 
Internet for less 

than 5 years 
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Figure 5: Years of  experience in using the Internet8
 

 

 
8 Total percentage for IUS 2020 may not add up to 100% as those with No answerǎκ5ƻƴΩǘ 

know are not included - bƻ ŀƴǎǿŜǊǎκ5ƻƴΩǘ ƪƴƻǿ όмΦн҈ύ 
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Duration of daily use of Internet 
 
 

 

Internet 
users  
have been 
spending  
more hours  
online 
in 2020  
compared  
to 2018.  

 

Half of Internet users (50%) spent 5 to 12 hours a day on the Internet, an 

increase of 13% from 37% observed in 2018 and all mostly using the Internet 

for social purposes like communicating through text, communicating via 

voice/video and visiting social networking sites. 

 
For the purpose of this study, the Internet users are categorized as follows. 
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Internet Access and Use Internet Users Survey 2020 

 
 
 
 

Mild Users ô 26% 
Spent less than 4 hours 

a day on the Internet 
 
 

 

Regular Users ô 50% 
Spent 5 to 12 hours a 
day on the  Internet 

 
 

 

Heavy Users ô 21% 
Spent more than 12 hours 

a day on the  Internet 



Internet Users Survey 2020 
 

 
30 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
Mild 

 
Regular 

 
Heavy 

 
2020 

 
26% 

 
50% 

 
21% 

 
2018 

 
49% 

 
37% 

 
14% 

 

Table 1: Categorization of Internet users by the length of access 

 
 
 
 

The massive jump in the hours spent on the Internet is probably due to  

a combination of two factors. 

 
First, the MCO has contributed to more extended Internet use. 

 
The survey fieldwork was canvassed during the MCO  when  most users 

rely on the Internet to work from home, access information, 

communicate with others and for entertainment. 

 
Second, the broadband and data tariff has come down considerably 

since 2018 that more users can access the Internet longer. This  may be 

due to extensive mobile broadband and intense competition, which 

significantly dropped the prices for mobile broadband packages. 
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Figure 6: Hours spent on the Internet9
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
9 Total ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ bƻ ŀƴǎǿŜǊǎκ5ƻƴΩǘ ƪƴƻǿ ŀǊŜ ƴƻǘ ƛƴŎƭǳŘŜŘ ς No 

ŀƴǎǿŜǊǎκ5ƻƴΩǘ ƪƴƻǿ όоΦ2%)  
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Place to access the Internet 

 
¦ǎŜǊǎΩ ƻǿƴ ƘƻƳŜ ǊŜƳŀƛƴǎ ǘƘŜ Ƴƻǎǘ ŦǊŜǉǳŜƴǘ place to go online 

at 70.5%, followed by on-the-go (64.4%).  

 
!ŎŎŜǎǎƛƴƎ ǘƘŜ LƴǘŜǊƴŜǘ ŦǊƻƳ ŀƴƻǘƘŜǊ ǇŜǊǎƻƴΩǎ ƘƻƳŜ όмΦо҈ύ Ƙŀǎ 

replaced a place of education as the least frequent place to access 

the Internet (8.2%). 

 
Meanwhile, commercial Internet centres which collect a fee from 

its patrons to access the Internet revealed a percentage of 2.0% 

in 2020.  

 
Similarly, the percentage of users accessing community access 

facilities and Free Wi-Fi is at single digits (4.2% and 6.0% 

respectively). This may be due to innovative and competitive 

packages of mobile broadband offered by service providers that 

made users prefer their own mobile Internet data plan rather 

than relying on free Wi-Fi. 



Internet Users Survey 2020 
 

 
33 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 7: Place to access the Internet 
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Majority of users access Internet from home (70.5%). Hence, 

infrastructures that enable users to access Internet  from  home with 

better quality and connectivity has become more crucial. The drop in 

the percentage of users who access the Internet from home and 

place of education is a cause for concern. In the aftermath of the 

Covid-19 pandemic, more education institutions conduct virtual 

classrooms, and the trend is set to grow further. 

 
The availability of stable and fast Internet access from home and place 

of education becomes a key factor for the successful normalisation 

of vital public services such as education after the pandemic. 

 
However, the survey cannot determine whether the quality of 

Internet access at home and place of education is an issue towards 

digitalisation of education. 
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Broadband access 

 
Among those who accessed the Internet from home, more than 

half use mobile broadband exclusively (56.2%). 

 

The rest is split evenly between fixed broadband (21.4%) and both 

mobile and fixed broadband (21.8%).  

 
This could be due to the relatively lower cost of mobile broadband 

compared to fixed broadband. Innovative and competitive 

packages of mobile broadband offered by service providers have 

also contributed to this. 

 
This trend is consistent with the global trend that sees the 

majority of users access broadband Internet from the mobile. 
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Figure 8: Split of broadband access from home10
 

 
 

 

10 ¢ƻǘŀƭ ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ bƻ ŀƴǎǿŜǊǎκ5ƻƴΩǘ ƪƴƻw are not included ς bƻ ŀƴǎǿŜǊǎκ5ƻƴΩǘ ƪƴƻǿ όлΦс҈ύ 

 

 

 

 

21.4% 
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Personal hotspot 

 
This survey also included assessing the use of hotspot among Malaysian 

users which has not been done in the previous IUS. This measure is 

taken to foresee the future trend of hotspot usage among users in the 

country.  

 
Majority of Internet users (61.4%) have used personal hotspot with Wi- Fi 

and Bluetooth. This finding is in line with the majority use of mobile 

broadband and nearly reflects the rate of mobile broadband use shown 

in the previous section. The capability of smartphones for mobile 

tethering also allows users to access the Internet on other devices, 

making the mobile broadband subscriptions the more preferred option. 
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Figure 9: Experience with personal hotspot11
 

 

 
11 ¢ƻǘŀƭ ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ bƻ ŀƴǎǿŜǊǎκ 5ƻƴΩǘ ƪƴƻǿ ŀǊŜ ƴƻǘ ƛƴŎƭǳŘŜŘ 

ς bƻ ŀƴǎǿŜǊǎκ5ƻƴΩǘ ƪƴƻǿ όмΦм҈ύ  
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Device to access the Internet 

 
Internet users accessing through smartphones have reached a near- 

saturation level at 98.7% in 2020, up from 93.1% in 2018, supported by 

the capabilities of smartphones with their powerful connectivity, 

efficiency and various functionalities and applications. Meanwhile, the 

survey observed a decline trend in accessing the Internet for other 

devices.  

 

The percentage of Internet users accessing Internet from 

laptop/netbook/notebook dropped to 37.9% in 2020 from 44.2% in 

2018; while desktop decreased to 16.2% from 28.1% in the same 

period. Those who accessed the Internet using  feature phones  

declined  to 1.3% in 2020 from 8.6% in 2018.  

 
Devices such as Smart TV, smartwatch, TV streaming box and game 

console have also declined.  

 
The percentage of users accessing the Internet via Smart TV dropped 

from 12.3% in 2018 to 5.9% in 2020; while TV streaming box from 7.6% 

in 2018 to 2.9% in 2020. 

 
Game consoles dropped from 4.7% in 2018 to 0.8% in 2020. On the 

other hand, smartwatch usage has also declined from 2.4% in 2018 to 

0.6% in 2020. This may be due to the functionalities of smartwatch that 

are mostly limited to tracking daily activities, monitoring heartbeat,  and 

providing reminders. With the implementation of MCO, these functions 

are rarely used considering restrictions to sports  and outdoor activities. 
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Smartphone users have 
reached a near-saturation 
level at 98.7% in 2020 

 
 
 
 

 
 

Device to Access Internet 
 

2014 
 

2016 
 

2018 
 

2020 

 

Smartphone 
 

74.3 
 

89.4 
 

93.1 
 

98.7 

 

Netbook / notebook / laptop 
 

51.4 
 

36.3 
 

44.2 
 

37.9 

 

PC / desktop 
 

35.3 
 

29.3 
 

28.1 
 

16.2 

 

Tablet 
 

25.5 
 

18.0 
 

20.4 
 

6.4 

 

Smart TV 
 

1.9 
 

6.7 
 

12.3 
 

5.9 

 

Feature phone 
 

12.5 
 

9.4 
 

8.6 
 

1.3 

 

TV streaming box 
 

- 
 

5.6 
 

7.6 
 

2.9 

 

Game console 
 

1.2 
 

2.5 
 

4.7 
 

0.8 

 

Smartwatch 
 

- 
 

- 
 

2.4 
 

0.6 

 

Table 2: Device used to access the Internet 
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One aspect that was not surveyed but has become a pertinent issue 

during the MCO is the number of devices available per household. As 

schools attempt to hold virtual classes, one persistent problem was the 

lack of devices available for the students to log in. If a family has two or 

more school-going children and there is only one smartphone available, 

not only the children have to compete with the parents to use the 

device, they also have to take turns.   

 
It is a problem not unique to Malaysia. At the height of the pandemic, 

teachers in US cities pointed out that as many as four out of  five  students 

cannot join virtual classes due to a lack of stable Internet or adequate 

devices at home14. 

 
IUS 2020 was not adjusted to gauge the average number of devices per 

household as the MCO took place right when the fieldwork was already 

underway. 

 
Future surveys should establish a baseline gauge as the data will be 

beneficial to estimate the challenges to digitalise classrooms in the 

future. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

12 άhƴƭƛƴŜ {ŎƘƻƻƭƛƴƎ Iŀǎ ! ¢ŜŎƘ LǎǎǳŜ ¢Ƙŀǘ bƻ !ǇǇǎ /ŀƴ CƛȄέ ς Nat Garun, The Verge; 29 April 2020 

ά!ǎ {ŎƘƻƻƭ aƻǾŜǎ hƴƭƛƴŜΣ aŀƴȅ {ǘǳŘŜƴǘǎ {ǘŀȅ [ƻƎƎŜŘ hǳǘέ ς Dana Goldstein, New York Times; 6 April 2020 
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Online 
Activities 

 
Majority of 
Internet users 
go online for 
social purposes. 
98.1% used  
the Internet to  
communicate 
by text, up from 
96.5% in 2018.  
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Figure 10: Online activities 
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Social networking is the second most frequent online activity among 

Internet users, an increase from 85.6% in 2018 to 93.3% in 2020.  

 
Reading online publications such as newspapers, magazines or e-books 

has become more popular. The survey found that the percentage of 

Internet users reading online publications has risen from 56.3% in 2018 

to 68.3% in 2020. 

 
Various online shopping platforms as well as e-wallets have brought 

convenience to Internet users. Online shoppers have increased from 

53.3% in 2018 to 64.2 % in 2020. Similarly, those who conduct financial 

transactions online have increased from 54.2% in 2018 to 63.8% in 2020.  

 
The Internet users who watch or download videos online is at 87.3%, an 

increment from 77.6% in 2018. More Internet users are able to stream 

video content through online platforms that offer a wide variety of 

shows to choose from. Furthermore, roughly two-thirds (65.4%) of 

Internet users listen to or download music, up from 46.8% in 2018.  

 
Internet users who play online games also increased from 35.2% in 2018 

to 42.8% in 2020. 

 
The split of online activities is useful to gauge the pervasiveness of the 

digital economy.  

 
These activities can be analysed in the form of a pyramid; with the base 

representing the non-transaction-based online activities (for example, 

using the Internet to communicate and keeping social networks) and 

the summit representing transaction-based online activities (banking, 

online shopping, etc.). 

 
IUS 2020 ascertains that there is a significant gap between transaction- 

based activities and non-transaction-based ones. The implementation 

of MCO has also greatly influenced the online behaviour of users 

throughout this study period. 
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Figure 11: Pyramid of transaction-based versus 
non-transaction-based online activities 
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In addition, despite having more Internet users per 1,000 population, 

the growth oŦ aŀƭŀȅǎƛŀΩǎ ŘƛƎƛǘŀƭ ŜŎƻƴƻƳȅ  ƭŀƎǎ  ǘƘŀǘ  ƻŦ  LƴŘƻƴŜǎƛŀΩǎ ŀƴŘ 

±ƛŜǘƴŀƳΩǎΦ ¢ƘŜ ǎƘŀǊŜ  ƻŦ  ǘƘŜ  ŘƛƎƛǘŀƭ  ŜŎƻƴƻƳȅ  ŀǎ  ŀ  ǇŜǊŎŜƴǘŀƎŜ ƻŦ ǘƘŜ 

national GDP and its growth is also among the lowest and slowest 

respectively; compared to Indonesia, Vietnam, Thailand and Singapore13. 

 
While transaction-based online activities have increased since 2018 

(from mid-50s% to mid-60s%), there is room for the digital economy to 

grow faster to be at par with regional competitors. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

13 e-Economy SEA 2019 by Google, Temasek, Bain & Co, p19, 

https://www.blog.google/documents/47/SEA_Internet_Economy_Report_2019.pdf 

https://www.blog.google/documents/47/SEA_Internet_Economy_Report_2019.pdf
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Social networking and communication applications 

 
While Facebook remains the most widely used social media site in 

Malaysia, the percentage of Internet users using Facebook declined 

from 97.3% in 2018 to 91.7% in 2020.  

 
Meanwhile, other sites such as YouTube, Instagram and Twitter have 

experienced an increase in their user base.  

 

YouTube particularly has the most significant increase from 48.3% in 

2018 to 80.6% in 2020.  

 

Instagram users climbed from 57% in 2018 to 63.1% in 2020, whereas 

Twitter users have risen from 23.8% to 37.1% in the same period. 
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Figure 12: Social networking applications by popularity ranking14
 

 
 

 

14 Others include Zoom, Weibo, Netflix, Joox, Dim Sum 

 

 
 

 
 

31.1% 
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The trend is in line with changes in the social media landscape in the 

developed world.  

 
Since 2018, there has been a decline in Facebook usage in the US. 

Another clear trend is the polarisation of social media users by age; 

younger users tend to identify more with Instagram and Snapchat15. 

 
We can expect a similar trend in Malaysia in the future as the younger 

ƎŜƴŜǊŀǘƛƻƴΩǎ ƛŘŜƴǘƛŦƛŎŀǘƛƻƴ ǿƛǘƘ ƴŜǿŜǊ ǎƻŎƛŀƭ ƳŜŘƛŀ ǇƭŀǘŦƻǊƳǎ ǿƛƭƭ 

ƎǊŀŘǳŀƭƭȅ ŘƛƭǳǘŜ CŀŎŜōƻƻƪΩǎ ǘƻǇ ǎǇƻǘΦ For example, 88% of those who 

uses Instagram among the users in this study are aged 39 and below, 

a show that this platform is very popular among the young.  

 
For communication applications, IUS 2020 established that Whatsapp 

has seen slow growth from 98.1% in 2018 to 98.7% in 2020. 

Meanwhile, Facebook Messenger dropped from 55.6% in 2018 to 

53.9% in 2020.  

 
One change that is worth noting is double digit growth of ¢ŜƭŜƎǊŀƳΩǎ 

users up  from 25.0%   in 2018 to 40.1% in 2020. ¢ŜƭŜƎǊŀƳΩǎ ƛƴ aŀƭŀȅǎƛŀ 

become a popular medium to disseminate official government 

information during the MCO. In addition, Telegram is also popular 

among parents and school goers as a medium for learning. Unlimited 

member groups is among feature of Telegrams which make this 

platform is gaining traction among the Internet users. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

15 ά¢ƘŜ ŘŜŎƭƛƴŜ ƻŦ ǎƻŎƛŀƭ ƳŜŘƛŀΥ CŀŎŜōƻƻƪ ŀƴŘ ¢ǿƛǘǘŜǊ ƭŜŀǾŜ ǳǎ ǿŀƴǘƛƴƎέ ς Scott Fulton III, ZDNet; 21 January 2020 
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Figure 13: Communication applications by popularity ranking16
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
16 Others category include Zoom, Weibo 
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Digital 
Identity 

 
The prevalence of Internet use brings about the risk 

associated with Internet frauds, online bullying and fake news. 

Nations struggle to strike the right balance between 

preserving online privacy and providing online safety and 

security from online criminal behaviours. 

 
IUS 2020 includes a  chapter  on  digital  identity  for  the  first 

ǘƛƳŜ ǎƛƴŎŜ нлмн ǘƻ ƎŀǳƎŜ ǘƘŜ ǇǳōƭƛŎΩǎ ŀǿŀǊŜƴŜǎǎ ŀƴŘ 

understanding of the issues.  

 

 
User ID and password 

 
Majority of Internet users were aware of the importance of 

Internet security.  

 
Based on their  online  activities,  68.0%  of  Internet  users did 

not use the same user ID and password to access their 

accounts. In addition, 68.7% have two or more user IDs and 

passwords.  

 
Among those who have more than one user ID and password, 

more than half (57.1%) had trouble recalling their user IDs 

and passwords and had to reset them. 
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Figure 14: User ID and password ς Same ID and password for multiple accounts usage 
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Figure 15: User ID and password ς User ID and password ownership 
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Familiarity with the concept of digital identity 

 
When asked about their familiarity with digital identity, a staggering 

62.5% of Internet users were not familiar with this concept.  

 
On the other hand, 19.6% were familiar, while 17.8% were quite 

familiar. 

 

 
 
 
 

Figure 16: Familiarity with digital identity 17
 

 

 
 

 
 

17 Total percentage for IUS 2020 may not add up to 100% as those with No answer are not included ς No answer (0.1%) 

 
 

17.8% 
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Most of them associated digital identity with biometrics (42.3%), 

followed by 36.8% who associated it with different sets of user IDs and 

passwords.  

 
A little over a quarter of the users related digital identity with both 

logging in to social media accounts (27.8%) and email (25.7%).  

 

Only a minority of Internet users (28.3%) did not associate a digital 

identity with those mentioned above.  

 

This suggests that while most of them said that they were not familiar 

with digital identity, they had some understanding of the term. 

 

 
Figure 17: Association with digital identity 
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Online Content 
Sharing 

 
 
 

The prevalence of social media had made the Internet as one of the 

platform for accessing information. The Internet have changed how 

Internet users consume news and information online.  

 
The ease of sharing and frequency of social media access by users have 

become driving factors for these platforms to bring traffic to news sites 

and other digital sources of information.  

 

The latest data from Reuters Institute shows that the most accessed 

sources of news  in  Malaysia  are  Internet-based  (86.0%  access online 

news and 70.0% access news from social media) compared to 

traditional sources of news (50.0% and 30.0% access news from TV and 

print respectively)18. 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

18 wŜǳǘŜǊǎ LƴǎǘƛǘǳǘŜΩǎ 5ƛƎƛǘŀƭ bŜǿǎ wŜǇƻǊǘ 2018, p99, https://reutersinstitute.politics.ox.ac.uk/sites/default/ 

files/2020-06/DNR_2020_FINAL.pdf 

https://reutersinstitute.politics.ox.ac.uk/sites/default/files/2020-06/DNR_2020_FINAL.pdf
https://reutersinstitute.politics.ox.ac.uk/sites/default/files/2020-06/DNR_2020_FINAL.pdf
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Online content sharing has become a crucial issue as cases of fake news, 

cyberbullying and content-related online criminal activities are on the rise 

around the world. A study done by Ipsos revealed an increasing number of 

parents reporting cyberbullying experienced by their children since 201819.  

 
L¦{ нлнл ǇǊƻōŜŘ LƴǘŜǊƴŜǘ ǳǎŜǊǎΩ ƻƴƭine content sharing behaviours in more 

ŘŜǇǘƘ ŀǎ ŎƻƳǇŀǊŜŘ ǘƻ ǇǊŜǾƛƻǳǎ ȅŜŀǊǎΩ ǎǳǊǾŜȅǎΦ 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

19 Cyberbullying facts and statistics for 2020 - https://www.comparitech.com/Internet-providers/cyberbullying-statis- 

tics/ 

https://www.comparitech.com/internet-providers/cyberbullying-statistics/
https://www.comparitech.com/internet-providers/cyberbullying-statistics/
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Online Content Sharing 

 
43% 

Internet Users Survey 2020 

 
 
 
 
 
 
 
 
 
 
 

 

(62%) 

Have shared content 
online (compared to  

62% in 2018) 
 
 

 

53%  (38%) 

Have not shared 
content online 

(compared to 38% 
in 2018) 
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There was a marked decreased ƻŦ ǳǎŜǊǎΩ ǎƘŀǊƛƴƎ ŎƻƴǘŜƴǘ ƻƴƭƛƴŜ ŦǊƻƳ сн҈ 

in 2018 to 43% in 2020, probably due to increase of public awareness on 

the danger of sharing false information. 

 

 
Type of online content shared 

 
News (66.9%) and public service announcements (60.9%) are the most 

shared online contents. There is a slight increase in percentage of news 

shared online from 63.9% in 2018. These findings are in line with Reuters 

LƴǎǘƛǘǳǘŜΩǎ ŦƛƴŘƛƴƎǎ ǘƘŀǘ ƻƴƭƛƴŜ ƴŜǿǎ Ƙŀǎ ōŜŎƻƳŜ ǘƘŜ Ƴƻǎǘ ŘƻƳƛƴŀƴǘ 

source of news20.   

 
This increase may also be due to the MCO that coincided with the survey 

fieldwork. Internet users rely heavily on updates of Covid-19 cases given 

by the authorities online to find out official instructions on daily activities. 

 
Entertainment and humorous contents are also among those most shared 

with up to 56.1% of the Internet users doing so.  

 
Other types of online contents saw less sharing in 2020, especially political 

and education contents.  

 
Only 17.2% shared contents related  to political  issues  in  2020, compared to 

32.1% in 2018. A point worth noting is 2018 was the year of a general election; 

so, it is expected that the sharing of political contents would have spiked. 

 
 
 
 
 
 
 
 

20 wŜǳǘŜǊǎ LƴǎǘƛǘǳǘŜΩǎ 5ƛƎƛǘŀƭ bŜǿǎ wŜǇƻǊǘ 2018, p99, https://reutersinstitute.politics.ox.ac.uk/sites/default/files/2020-06/ 

DNR_2020_FINAL.pdf 

https://reutersinstitute.politics.ox.ac.uk/sites/default/files/2020-06/DNR_2020_FINAL.pdf
https://reutersinstitute.politics.ox.ac.uk/sites/default/files/2020-06/DNR_2020_FINAL.pdf
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Surprisingly, educational contents sharing also saw a significant 

drop in 2020. Only 36.4% of Internet users shared educational 

content in 2020; almost half of the sharing in 2018.  

 
The equally significant decrease in sharing of the latest promotion 

and discount and aid effort seems to correlate with the heightening 

concerns of fake news and online frauds21. 

 
IUS 2020 indicates that Internet users become more alert and 

careful to share online contents that carry the risk of misleading the 

public or furthering online scams. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

21 More than 90% jump in cyber crime complaints during MCO τ Zahidi - https://www.theedgemarkets.com/ 

article/more-90-jump-cyber-crime-complaints-during-mco-%E2%80%94-zahidi 

https://www.theedgemarkets.com/article/more-90-jump-cyber-crime-complaints-during-mco-%E2%80%94-zahi
https://www.theedgemarkets.com/article/more-90-jump-cyber-crime-complaints-during-mco-%E2%80%94-zahi
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Figure 18: Types of contents shared online 
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Online content sharing platform 

 
As much as 86.5% of Internet users share contents online through social 

media, an increase from 73.8% in 2018 at the expense of all other 

platforms. Ease of sharing functions through social media that require 

ƳƛƴƛƳŀƭ ŜŦŦƻǊǘ ǳǎƛƴƎ άǎƘŀǊŜέ ōǳǘǘƻƴ ǿƻǳld most likely be the reason 

why social media is preferred by Internet users. 

 
While the diminishing significance of emails and blogs are expected, IUS  

2020  established  that  sharing  through  messaging  platforms had also 

gradually decreased. This may be due to the limitations on forwarding 

messaging imposed by some private messaging services22. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

22 Keeping WhatsApp Personal and Private ς Whatsapp is now introducing a limit so that messages with double 

arrows can only be forwarded to one chat at a time as an effort to constrain virality on its platform. 
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Figure 19: Online content sharing platforms 
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Purpose of online content sharing 

 
While the ranking of reasonings for sharing contents online did not 

change from 2018 to 2020; the drop in the percentage of Internet users 

who associated with each reason is more glaring. 

 
Most Internet users shared online contents because the contents were 

beneficial, or they wanted to raise awareness about an issue, or only for 

entertainment purpose.   

 
However, only 71.8% of Internet users shared contents because they were 

beneficial in 2020 compared to 87.2% in 2018. The drop is even more 

significant for sharing of contents to raise awareness: only 53.6% shared 

contents for this purpose compared to 82.3% in 2018. 

 
This finding seems to support the general hypothesis that Internet users have 

grown wearier with the type of contents available online.  

 

 
 

 

71.8% shared contents 
because they were 
beneficial & 53.6% to 
raise awareness 
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Figure 20: Purpose of sharing contents online 
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Action taken before sharing content online 

 
IUS 2020 detected a change in Internet ǳǎŜǊǎΩ behaviour before sharing 

content online that supports further the hypothesis that concerns over 

the harm of Internet contents are on the rise. 

 
In terms of the actions taken before sharing contents online, checking 

the validity and the source of contents were the second and third most 

taken actions by respondents in 2020; compared to the last survey (they 

ranked third and fourth respectively in 2018).  

 
While this is an encouraging sign, the percentage of Internet users  who 

took appropriate actions before sharing  online  contents  had also 

increased. There were fewer Internet users who ensured they 

understood a content, verified the content and checked its source 

before sharing in 2020 compared to in 2018.  
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Figure 21: Actions taken before sharing content online 
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Frequency of sharing content online 
 
 
 
 
 
 
 
 

 

Most Internet users 
(49.1%) share contents 
online weekly. Only 
19.2% of Internet users 
share contents daily. 

 

On a positive note, 78.9% of Internet users only share 

content online after reading it through, providing a 

glimpse of the general awareness of sharing contents 

responsibly among users.  
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23Figure 22: Frequency of sharing contents online 
 

 
 

 

23 ¢ƻǘŀƭ ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ 5ƻƴΩǘ ƪƴƻǿκwŜ- 

fused/No answer are not included ς 4.2%
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Awareness of fake news 

 
The majority of Internet users (91.3%) are aware and 

understand the issues surrounding fake news. 

Correspondingly, 
92.3% of them 
consider fake news 
as a problem. 



Internet Users Survey 2020 
 

 
73 

 
 
 
 
 
 
 
 
 
 
 

 
24 Figure 23: Internet users who consider fake news a problem 

 

 

This finding confirms the growing awareness and concerns over 

fake news and related harm it caused to society in Malaysia, 

especially midst the Covid-19 pandemic25. 

 
 

24 Total ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ 5ƻƴΩǘ ƪƴƻǿκbƻt sure are not includ-  

ed ς 5ƻƴΩǘ ƪƴƻǿκbƻǘ ǎǳǊŜ (3.3%) 

 
25 Covid-19: Public awareness on the dangers of spreading fake news increases - http://english.astroawani. 

com/malaysia-news/covid-19-public-awareness-dangers-spreading-fake-news-increases-245663 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 

http://english.astroawani.com/malaysia-news/covid-19-public-awareness-dangers-spreading-fake-news-in
http://english.astroawani.com/malaysia-news/covid-19-public-awareness-dangers-spreading-fake-news-in
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sebenarnya.my portal 

 
MCMC operates sebenarnya.my portal to combat the spread 

of fake news. This survey shows that the level of awareness of the 

existence of the sebenarnya.my portal is still low among the public. 

Only 20.4% of the Internet users are aware of the existence of this 

portal. 

 
Out of the 20.3% who were aware, 59.4% have not visited the 

portal. 
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67 Figure 24: Awareness on sebenarnya.my portal 

 

 
 

26 Total percentage for IUS 2020 may not add up to 100% as those with 5ƻƴΩǘ ƪƴƻǿκbƻǘ ǎǳǊŜκbƻ ŀƴǎǿŜǊ are not included ς 

Awareness on sebenarnya.my : 5ƻƴΩǘ ƪƴƻǿκbƻ ŀƴǎǿŜǊ όнΦо҈ύ 

Visited sebenarnya.my Υ 5ƻƴΩǘ ƪƴƻǿκbƻǘ ǎǳǊŜ ό0.9%) 

 

 

 

 

 
 

77.4% 
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Online Security 
& Privacy 

 
As more activities and transactions are digitalised, the risk of a data 

breach has risen in proportion. Globally, there was a 54.0% increase in 

a reported data breach in the first six months of 2019 compared to the 

same period in the previous year27.  

 
.ŀǎŜŘ ƻƴ ǘƘŜ L¢¦ Ψǎ Dƭƻōŀƭ /ȅōŜǊǎŜŎǳǊƛǘȅ LƴŘŜȄ нлмуΣ Malaysia ranked 

eighth in terms of nation with the highest level of commitment to 

cybersecurity28. 

 
IUS 2020 delved deeper into the issue of online security  and privacy in 

tandem with the societal change in attitude towards data protection 

and privacy. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

27 άнлмф Řŀǘŀ ōǊŜŀŎƘŜǎΥ п ōƛƭƭƛƻƴ ǊŜŎƻǊŘǎ ōǊŜŀŎƘŜŘ ǎƻ ŦŀǊέ - Dan Rafter, NortonLifeLock Inc, us.norton.com 

28 L¢¦Ωǎ Dƭƻōŀƭ /ȅōŜǊǎŜŎǳǊƛǘȅ LƴŘŜx 2018 
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Online Security and Privacy Internet Users Survey 2020 

 

 

47% 
feels secured when 
using the Internet 

23% 
feels neutral when  
using the Internet 

17% 
do not feel 

secured when using 
the Internet

37

  
 
 
 

29 Remaining percentages: Very secured (3.7%), Not very secured (0.9%), 5ƻƴΩǘ know/Refused (8.6%) 
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Confidentiality of personal data 

 
Internet users felt government bodies generally protect the 

confidentiality of their personal information better than service 

providers and non-government organisations did. 

 
Slightly more than half (50.4%) of Internet users feel government bodies 

keep their data confidential. A lesser number of respondents think the 

same with service providers and non-government organisations, with a 

percentage of 40.6% and 40.2% accordingly. 

 
While it is reassuring that Internet users rate the government as the 

trustworthy in keeping users data confidential, there is room for 

improvement to push the confidence level higher. 
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30 Figure 25: Is your data kept confidential? 

 

 
 
 
 
 

30 ¢ƻǘŀƭ ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ 5ƻƴΩǘ ƪƴƻǿκwŜŦǳǎŜŘ ŀǊŜ not included ς Gov- 

ernment (16.0%), Service providers (17.2%), Non-government bodies (18.0%)  

 

  

   

  

17.1%  
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Cybercrime experienced 

 
The IUS 2020 also gauged cybercrimes experienced by Internet users. 

These include virus or malicious code, spam, fraud, hacking and intrusion 

and abuse of personal information. Except for online fraud, all other 

cybercrimes had shown a steep decrease since 2016. 

 
Virus or malicious code decreased from 31.1% to 4.5%; spam decreased 

from 30.9% to 13.7%; hacking and intrusion decreased from 8.8% to 

4.1%, abuse of personal information decreased from 6.2% to 3.4% and 

cyberbully down significantly from 4.2% to 0.6% in the same period. 

 
More encouragingly, 61.6% of Internet users did not encounter any 

cybercrime in 2020; up from 47.3% in 2016. 
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Figure 26: Cybercrimes experienced 

  

 

 
 

 

17.7% 

13.7% 
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Among users who had experienced cybercrime, 53.1% had an 

experience over the last six months. On the other hand, 44.7% had 

encountered a cybercrime in the previous twelve months or more. 

 
 
 

Figure 27: The last time experiencing cybercrime31
 

 

 
31 ¢ƻǘŀƭ ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ 5ƻƴΩǘ ƪƴƻǿκwŜŦǳǎŜŘ ŀǊŜ ƴƻǘ ƛƴŎƭǳŘŜŘ ς 5ƻƴΩǘ 

know/Refused (2.2%) 
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Action taken following cybercrime experienced 

 
There was significantly less system- or software-related remedies 

taken by Internet users in 2020 in the aftermath of experiencing 

cybercrime. 

 
This tallies with an earlier finding that software-related cybercrime 

(such as malicious code or hacking) has decreased significantly 

since 2016, leaving online fraud as the main cybercrime 

encountered by Internet users. 

 
However, 44.0% of Internet users did not take any action despite 

being a victim of a cybercrime. 

 
The survey did not gauge the reason Internet users did not take 

any actions upon their experience with cybercrime. Hence, further 

study should be included to understand this behaviour. 
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Figure 28: Actions taken after experiencing cybercrime 

 

  
 

   

  

 

17.7% 

16.6% 

 

 

 

 
 

 

13.8% 
 

18.2% 
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Online privacy 

 
The attitude towards online privacy has not changed much since 2016.  

 
The majority of Internet users take online privacy seriously. A majority 

of 60.9% consider it as extremely important, compared to 59.1% in 2016. 

Likewise, 36.4% of Internet users think online privacy was important, up 

from 32.8% in 2016. 

 

 
Sharing of personal information online 

 
Out of the Internet users, only 30.6% shared personal information 

online, while 67.6% did not.  

 
There has not been a discernible change in the trend of personal 

information shared online.  

 
The type of the topmost information shared (for example photos, date 

of birth and real name) seems to correlate with an increase in social 

media use since 2016.  

 
Surprisingly, most Internet users (at 80.3%) shared their real name 

online. This was a significant increase from a figure of 55.0% in 2016.  

 

Additionally, 76.7% of Internet users  shared  photos  of  themselves 

online in 2020 (compared to 69.8% in 2016). This was followed with the 

sharing of date of birth at 65.2% (2016: 58.5%).   
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Child Online 
Safety & Parental 
Control 

 

The worldwide lockdown due to the pandemic had caused the time children 

spent online to skyrocket. 48.0% of children in the USA were spending more 

than six hours per day online, an increase of 500% from before the crisis32. In 

February 2020, a report by the Association of Play Industries found that in 

ƭŜǎǎ ǘƘŀƴ ŀ ŘŜŎŀŘŜ ǘƘŜǊŜ Ƙŀǎ ōŜŜƴ ŀ рл҈ ƛƴŎǊŜŀǎŜ ƛƴ ŎƘƛƭŘǊŜƴΩǎ ŘƛǎŎǊŜǘƛƻƴŀǊȅ 

screen time33. 

 
The same phenomenon also takes place in Malaysia. Experts have expressed 

concerns that children spent most of their waking hours in front of gadgets, 

that was exacerbated further by the MCO34. 

 
The sudden and drastic increase of online time adds on to the issues of  child 

online safety which has always posed a significant risk to parents, even before 

the pandemic.  

 
IUS 2020 established that the number of children age five to seventeen years 

old who use the Internet has grown by 155% from 2016.  

 
Of the children who access the Internet own, 56.3% a device themselves35. 

 
 
 
 
 

32 άtŀǊŜƴǘǎ¢ƻƎŜǘƘŜǊ ǎǳǊǾŜȅǎ ǎƘƻǿ Ƴƻǎǘ ǇŀǊŜƴǘǎ ŦŜŜƭ ǘƘŜ Ǌƛǎƪ ƻŦ ƛƴŎǊŜŀǎŜŘ ǎŎǊŜŜƴ ǘƛƳŜ ŀƴŘ ǿŀƴǘ /ƻƴƎǊŜǎǎ ŀƴŘ .ƛƎ ¢ŜŎƘ ǘƻ Řƻ 

ƳƻǊŜ ǘƻ ƪŜŜǇ ƪƛŘǎ ǎŀŦŜέ ς Parents Together Foundation; 23rd April 2020 

  

33 ά/h±L5мфΥ т ǿŀȅǎ ǘƻ ƪŜŜǇ ŎƘƛƭŘǊŜƴ ǎŀŦŜ ƻƴƭƛƴŜέ- ITU 

 
34 ά/ƻƴǘǊƻƭ ŎƘƛƭŘǊŜƴΩǎ ǎŎǊŜŜƴ ǘƛƳŜ ŘǳǊƛƴƎ a/h ǘƻ Ƴŀƛƴǘŀƛƴ ƎƻƻŘ ŜȅŜ ƘŜŀƭǘƘέ ς BERNAMA; 20th April 2020 

 
35 Parents were asked, by referring to a child with the most recent birthday, whether the child owns a device or not ς IUS 2020 
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Figure 29: Usage of Internet among children 
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Awareness and use of parental control 

 
Despite the 155% increase in the number of children using the Internet, 

ǇŀǊŜƴǘǎΩ ŀǿŀǊŜƴŜǎǎ ƻŦ ǇŀǊŜƴǘŀƭ ŎƻƴǘǊƻƭ ŘŜŎǊŜŀǎŜŘ ŦǊƻƳ ǘƘŜ нлму όснΦп҈ύ 

to 53.4%.In 2020, only 34.4% of parents use parental control to 

safeguard their children on the Internet. 

 

36 Figure 30: Awareness of parental control among parents 

 

 
 

36 ¢ƻǘŀƭ ǇŜǊŎŜƴǘŀƎŜ ŦƻǊ L¦{ нлнл Ƴŀȅ ƴƻǘ ŀŘŘ ǳǇ ǘƻ млл҈ ŀǎ ǘƘƻǎŜ ǿƛǘƘ 5ƻƴΩǘ ƪƴƻǿκwŜŦǳǎŜŘ ŀǊŜ ƴƻǘ ƛƴŎƭǳŘŜŘ ς 5ƻƴΩǘ 

know/Refused (4.1%) 
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In 2020, only 34.4% of parents use parental control to safeguard their 

children on the Internet. 

 

 
37 Figure 31: Usage of parental control among parents 

 

 
 

37 Total percentage for IUS 2020 may not add up to 100% as ǘƘƻǎŜ ǿƛǘƘ 5ƻƴΩǘ ƪƴƻǿκwŜŦǳǎŜŘ ŀǊŜ ƴƻǘ ƛƴŎƭǳŘŜŘ ς 5ƻƴΩǘ 

know/Refused (3.1%)  

No  
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Action taken by parents to ensure online child safety 

 
One cause for concern was the level of identification with specific actions 

that parents took to safeguard childǊŜƴΩǎ ǎŀŦŜǘȅ ƻƴƭƛƴŜΦ  

 
When given a series of online safety actions that they identified with,    on 

average fewer parents could name specific steps they took in 2020; 

compared to the results of 2018.  

 
The most common step that parents took was to set rules and limits the 

usage of the Internet. The top four most common actions identified by 

parents were non-system related: apart from setting rules on Internet 

usage (72.8%), parents either stayed nearby the child (57.4%); or discussed 

with the child user about online safety (50.0%) or resorted to checking 

ŎƘƛƭŘ ǳǎŜǊΩǎ ǎƻŎƛŀƭ ƳŜŘƛŀ ŀŎŎƻǳƴǘǎ (47.7%). 
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Figure 32Υ !Ŏǘƛƻƴǎ ǘŀƪŜƴ ǘƻ ǎŀŦŜƎǳŀǊŘ ŎƘƛƭŘǊŜƴΩǎ ǎŀŦŜǘȅ ƻƴƭƛƴŜ 

  

 
 

 
 

71.1% 
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Reason for not using parental control 

 
A significant number of parents are not familiar with parental control.  

 
The percentage of parents in 2020 who said they never heard of 

parental control is 49.6%. Though this is lower than нлмсΩǎ 59.1%, it is 

still relatively high in a society where Internet usage is 88.7%. 

 
As much as 45.5% of parents prefer to set their rules on Internet usage 

rather than using parental control.  
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Predictive 
Analysis 

 
 

IUS 2020 is the first survey that incorporates predictive analysis to 

understand user behaviours in more depth.  

 
We use logistic regression38 to understand how different traits of users 

influence an outcome, such as whether an Internet user shares content 

online.  

 

There are four models that we have considered in this report and they 

are the following: 

 

1. Predict likelihood of sharing content online 

2. Predict likelihood of encountering online fraud/scam 

3. Predict likelihood of being familiar with digital identity 

4. Predict likelihood of feeling secure when using Internet 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

38 Logistic regression is a statistical technique used when the outcome is a dichotomy (only two possible out- 

comes, e.g. 1 or 0, Yes or No). 
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Predict whether someone 
will  share content online 

 
Model Evaluation 

 
An accurate model is important for us to gain insights about user behaviour. In order to better 

assess the performance of our model, we need to evaluate our model on a dataset that it has 

not seen before. Hence, we split our dataset at random into 80% (sample size = 4,616)39
 and 20% 

(sample size = 1,152). The 80% is used to train our model while the other 20% is used to test our 

model. The results can be shown in a classification table. 

 
 
 

  
 

Actual 

 
0 

(will not share 
content online) 

 
1   

(will share  
content online) 

 
 
 
 

Prediction 

 
0 

(will not share 
content online) 

 
 

435 

 
 

155 

 
1   

(will share  
content online) 

 
 

265 

 
 

297 

 

Table 3: Outcome of the model to predict whether a user will share content online 

 
 
 
 
 
 
 

 
 

39 Sample size adjusted to meet predictive analysis requirement. 
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The metrics associated with the classification table are: 
 

 
Accuracy 

 
True positive rate 

 
True negative rate 

 
63.5%1  

 
65.7%2  

 
62.1%3  

 

1 Model correctly classified 63.5% of overall cases. (435+297)/(435+265+155+297)=63.5% 

2  Model correctly classified 65.7% of Internet users who will share content online. 297/(155+297)=65.7%  

3 Model correctly classified 62.1% of those who will not share content online. 435/(435+265)=62.1%  

 

Table 4: Statistical metrics 

 

 
With an accuracy of 63.5%, the model performs better than random chance (50%).  

 
 

Variables 

 
A total of 17 variables were used in our model. Detailed description of the variables can be 

found in the Appendix as Table 15. The most critical variables are whether the Internet user 

visits social networking sites, household size, whether the Internet user shops online, whether 

the Internet user has used personal hotspot and years of experience with Internet use. 

 

 

 

Figure 33Υ /ǊƛǘƛŎŀƭ ǾŀǊƛŀōƭŜǎ ǘƘŀǘ ƛƴŦƭǳŜƴŎŜ ƻƴŜΩǎ ǎƘŀǊƛƴƎ ƻŦ ƻƴƭƛƴŜ ŎƻƴǘŜƴǘ 
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157% 
Those who use Internet to visit social 

networking sites are 157% more likely to  

share content online. 

 
 

68% 
Internet users living in a household size of six 

are 68% more likely to share content online 

than someone who lives alone. 

 

         59% 
Those who use Internet to do online 

shopping are 59% more likely to  

share content online. 

 

48% 
Those who use personal hotspot 

are 48% more likely to share  

content online. 

 
Those who have three to less than five years of experience 

using Internet are 48% more likely to share content online 

than those who have less than three years of experience. 
48% 
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Example 

Based on the example below and the results of the model listed in Appendix 

Table 16, we can predict the probability of the respondent to share content 

online. The probability of sharing content online for the below user is 32%. 

 

 

Table 5: Example of characteristics of a user 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                           Yes 

 Yes 

Yes 

Yes 
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Predict likelihood of online fraud/scam 

 
Model Evaluation 

 
We split our dataset at random into 80% (sample size = 4,740)40

 and 20% (sample size = 1,184). 

The 80% is used to train our model while the other 20% is used to test our model. The results 

can be shown in a classification table. 

 

  
 

Actual 

 
0 

(will not encounter 
online fraud/scam) 

 
1  

(will encounter 
online fraud/scam) 

 
 
 
 

Prediction 

 
0 

(will not encounter 
online fraud/scam) 

 
 

517 

 
 

119 

 
1  

(will encounter 
online fraud/scam) 

 
 

323 

 
 

225 

 
Table 6: Outcome of the model to predict whether a user will encounter online fraud/scam 

 
 
 
 
 
 
 
 
 
 
 

 
 

40 Sample size adjusted to meet predictive analysis requirement.  



Internet Users Survey 2020 
 

 
101 

 
 
 
 
 
 
 

 

The metrics associated with the classification table are: 
 

 
Accuracy 

 
True positive rate 

 
True negative rate 

 
62.7%1  

 
65.4%2  

 
61.6%3  

 

1 Model correctly classified 62.7% of overall cases. (517+225)/(517+323+119+225)=62.7% 

2 Model correctly classified 65.4% of those who will encounter online fraud/scam. 225/(119+225)=65.4% 

3 Model correctly classified 61.6% of those who will not encounter online fraud/scam. 517/(517+323)=61.6%  

 
 

Table 7: Statistical metrics 

 

 
With an accuracy of 62.7%, the model performs better than random chance (50%).  

 
 

Variables 

 
A total of 17 variables were used in our model. Detailed description of the variables can be 

found in the Appendix as Table 15. The top five most critical variables are Internet access from 

home, Internet access on-the-go, whether the user shops online, age and ethnicity. 

 
 
 

 
 

Figure 34: Critical variables that influence likelihood of encountering online fraud/scam 
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111% 

 

 

 

Those who access Internet from 

home are 111% more likely to 

encounter online fraud/scam. 

 
 

110% 
Those who access Internet 

on-the-go are 110% more likely to 

encounter online fraud/scam. 

 
 

69% 
Those who use Internet to do online 

shopping are 69% more likely to 

encounter online fraud/scam. 
 
 

59% 

 

Young Internet users aged below 25 are 59% less 

likely to encounter online fraud/scam than older  

Internet users aged 55 and above. 

 

42% 
Internet users who are Chinese or Indian 

are 42% less likely to encounter online 

fraud/scam than those who are Malay. 










































