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• Nair, R. ,  Roshayani Arshad, Ainul Zanariah Abd Aziz, & Ruhaini Muda 

(2021). A cr it ical reading of impression management in t imes of f inancial 
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• Nair, R. ,  Jaganathan, P., Roshayani Arshad, & Ruhaini Muda 

(2021). Communicating transparency and good governance through 

effective web-disclosure practices. International Journal of 

Communication and Linguistic Studies 19(1): 73-84. (SCOPUS Indexed)



Rationale

Despite increasing pressure to measure and report per formance, NPOs 

are sti l l  fa i l ing because of a lack of capacity and capability (Bach-

Mortensen & Montgomery, 2018).

Although websites provide NPOs with an excel lent platform for 

enhancing stakeholder conf idence and establishing trust among 

existing and future collaborators, many NPOs have failed to adopt 

web-disclosure practices (Lee & Blouin, 2019).



Statement of problem

The present study addresses the dearth in literature on web-

disclosure practices by NPOs by examining the websites of 

Malaysian NPOs. Furthermore, given the gap in literature 

about the capacity of NPOs to measure and report 

outcomes of their activities through web-disclosure, we 

examine the reporting practices of Malaysian NPOs and test 

the use of a programme evaluation instrument to support 

NPOs with planning for and reporting on outcome-based 

initiatives.



Objectives

• to investigate the communication 

strategies employed by NPOs in reporting 

their initiat ives to stakeholders

• to examine the current practices of NPOs 

in measuring and reporting outcomes of 

programmes that they carry out

• to test the use of a programme 

evaluation instrument for determining, 

measuring and reporting outcomes of 

programmes



Communication 

strategies

strategic virtual communication 

practices - must consider three main 

elements, namely disclosure, 

dissemination and involvement 

(Gálvez-Rodriguez, Caba-Pérez & 

López-Godoy, 2014)

Dialogic communication



Significance

a need for regulators in Malaysia to regulate nonfinancial 

disclosure practices to support the sustainability of NPOs in the 

country - can serve to guide regulatory agencies such as ROS 

and CCM to conceive an information transparency index for 

Malaysian NPOs

training provided to the NPO may serve as a model for 

regulatory agencies or the MCMC who intend to promote more 

efficient disclosure of information and the more eff icient use of 

web-based communication strategies by NPOs.



Quick take 1



Method – Phase 1

To investigate the communication

strategies employed by NPOs in 

reporting their initiatives 

to stakeholders

To investigate current practices 

of NPOs in measuring and 

reporting outcomes 

of programmes that they carry out

Content Analysis

•Corpus of NPOs – ROS v. CCM (2,143 NPOs 

registered with CCM)

•Content analysis of 100 NPOs with websites (every 

6th)

•Testing and refinement of data collection instrument 

using 13 NPOs

Survey

•Invite to all NPOs with websites

•52 respondents

Interviews

•2 NPOs



Method – Phase 2

to test the use of a 

programme evaluation 

instrument for 

determining, measur ing and 

repor t ing outcomes 

of programmes

MELTA Negeri Sembilan Chapter

Event – 20 February 2020

Classroom Best Practices Competition

Template for assessing outcome – Impact Assessment Logic 

Model (2013)

Training of the NPO

Outcome Report



Quick take 2



To investigate 

the communication 

strategies employed by NPOs 

in reporting their initiatives 

to stakeholders

Objective 1

Findings



Findings

Only 663 of 

2,143 (30.9%) 

NPOs had 

websites



Dialogic 

communication 

opportunities –

disclosure, 

dissemination 

and 

INVOLVEMENT



PREFERRED MODE OF 

ENGAGEMENT

e-mail communication - most 

eff icient (28.3%)

text-messaging services 

(23.9%)

telephone communication 

(23.9%)

social media sites (13%)

RESPONSE TIME

emails and letters - within the 

same day (43.5%), within 3 days 

(43.5%)

responding to messages via text-

messaging - within the same day 

(78.3%), within 3 days (19.6%)

Social media - within the same day 

(51.1%), within 3 days (37.8%)

Preferred mode of engagement (survey 

– n=52)



Quick take 3
Large number of NPOs in 

Malaysia still do not appear to 

be leveraging on multimedia 

communication opportunities 

available for engaging and 

establishing presence

Interviews – targeted 

engagement, resources for 

efficient communication



To investigate current 

practices of NPOs in 

measuring and 

reporting outcomes 

of programmes that they carry 

out

Objective 2

Findings



Reporting 

practices



Reporting practices –

most recent report

input, a description of the work 

carried out, output, outcome and 

impact (CASS framework)

individual reports contained a few 

elements, but never all 5. 



Informing of upcoming activities -

survey

Ranking

1. social media sites (most preferred)

2. text-messaging services

3. sending emails

4. posting information on their website (least preferred).



Reporting activities to members/public



Data collection and use

Collection

26.1% reported doing so all the time

39.1% reported doing so most of the time 

23.9% reported doing so sometimes

Use of data in reports

30.4% reported using the data all the time

30.4% reported using the data most of the time

26.1% reported using the data sometimes





Quick take 4
Embedded reports, no evidence-

based outcome reports

less likely to meet the information 

demands of stakeholders (Bouten et al., 

2011)



To test the use of 

a programme evaluation

instrument for determining,

measuring and reporting 

outcomes of programmes

Objective 3

Findings



MELTA Negeri Sembilan Chapter

Activities carried out

Brief report as required for the annual report

No evidence of outcome or desired impact

Intervention – presentation of outcome reports

Created a report for a past activity











Feedback for expert reviewers

Feedback for user-MELTA Negeri Sembilan Chapter





The Way 

Forward

• NPOs can better leverage on 
the multimedia communication 
options at their disposal for 
engaging with stakeholders 
and establishing trust

• Poor reporting practices which 
needs to be improved to 
legitimise NPO activities

• NPOs possess the capacity for 
measuring and reporting 
outcomes provided they are 
appropriately supported



Return to significance

a need for regulators in Malaysia to regulate 

nonfinancial disclosure practices to support the sustainability 

of NPOs in the country - can serve to guide regulatory agencies 

such as ROS and CCM to conceive an information transparency 

index for Malaysian NPOs

training provided to the NPO may serve as a model 

for regulatory agencies or the MCMC who intend to promote 

more efficient disclosure of information and the more eff icient 

use of web-based communication strategies by NPOs.
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