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Pilgrims’ Opinions about Services Provided during Hajj 1440: A Content
Analysis Study of Pilgrims’ Tweets on Twitter Digital Media Platform

Dr. Shuaa Abdul Rahman Al-Jasser,
Dr. Walaa Naji Bajunaid, Dr. Muhammad Talal Massawi
College of Communication and Media at King Abdulaziz University

Abstract. this study aims to identify the opinions of pilgrims about the services provided to them during
their performance of Hajj 1440 by analyzing the content of the tweets that they posted. The mixed method
approach was used in two successive stages. During the first stage, the polarity of feelings was analyzed to
identify the pilgrims' impression and the services provided. In the second stage, the content of tweets was
analyzed quantitatively and qualitatively. The study analyzed these tags: #Hajj #Jamarat #Kaaba #T awaf
#Mecca #Arafa #Muzdalifah #Hajj pilgrims #Mina. The number of tweets after the filtering process were
8670, out of a total of 87,161 tweets from July 1 to August 31, 2019. The study revealed that more than
half of the tweets are positive while about 40% of them were neutral. The negative tweets were less than
5%. The results also showed that the Hajj tweets dealt with various topics. The largest percentage dealt
with the organization and services of Hajj in general. Then, tweets that talked about a specific religious
place. After that, religious tweets. Then, tweets related to service providers from Hajj campaigns. Followed
by tweets about volunteering during the Hajj season, and finally tweets about the history of Hajj.
Keywords: Digital Media - Twitter - Content Analysis — Hajj — Public Opinion
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