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Abstract 
Nowadays, the famous platform to share information is through social media such as 
Facebook. Unlike other sectors that provide written documents in attracting their investors, 
a situation in the third world sector seems different. Facebook becomes a familiar platform 
for a non-government organization (NGO) to share information about their activities including 
fundraising. Facebook allows NGOs to communicate with potential and existing donors. 
However, Facebook also has the potential to destroy the NGOs themselves through 
inaccurate information shared by the user of social media. This situation could create harm 
to the NGOs’ reputation if they are not taking proactive action. This study investigates how 
far Facebook can express the NGO’s accountability practices. This study uses a qualitative 
approach  by choosing  NGO in Malaysia as a case study. This NGO has  humanitarian aid 
towards refugees especially in the middle east countries.  Data was collected through 
document analysis and interviews with ten (10) interviewees including NGO personnel, 
donors, and beneficiaries. Underlying to social capital theory, this research found Facebook 
has a powerful impact on the NGO’s accountability practices. The Facebook application 
becomes a norm for NGOs to express their activities. It allows NGOs to convince donors for 
fundraising purposes. Therefore, this study found Facebook has a vulnerability towards 
accountability practices in the NGO. The limitation of the study only  focuses on Facebook as 
social media accountability. Thus, the comparision of NGO disclosure between other social 
media could be applied in the next future study. 
Keywords: Accountability, Beneficiaries, Donors, Facebook, NGO. 
 
Introduction  

Nowadays, social media is a very essential part of the organization. Social media can 
give a great effect on society in terms of social responsibility. According to (Kaplan & Haenlein, 
2010), social media can be an identity of organizations. It can be said that social media 
becomes a tool to explore accountability practices. Social media aim to provide information 
to the stakeholder (Bellucci & Manetti, 2017; Manetti & Bellucci, 2016). Therefore, a non-
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government organization (NGO) is one of the organizations which publish their activities on 
social media. Social media becomes a prominent factor in delivering accountability practices. 
Accountability is an individual action in doing the tasks. Dhanani and Connolly (2014) 
explained accountability is a bind of several obligations that managers want to choose and to 
do in the organization. 

The digital era has brought many benefits to many sectors including non-government 
organizations (NGOs). This third world sector existed with a mission to assist those in need 
and to justify the human rights of people. The NGOs work closely related to the community, 
and they are gaining many benefits from information shared on social media such as 
Facebook. Facebook is a prominent social media that has been introduced by Mark 
Zuckerberg and it has been established since the year 2004. Unlike other sectors, NGOs utilize 
the usage of Facebook at an optimum level in exposing their activities, raising funds, and 
telling the world about the humanitarian aid that they are involved in. During the covid-19 
pandemic, NGOs received many benefits from Facebook. They can work anywhere and share 
their information with the world in a very short time. They can raise funds through their 
Facebook posting. The problem came across in the way in which information shared by the 
NGO on Facebook can attract donors to donate, where trust is developed between donors to 
the NGO. However, trust is fragile and requires consistent commitment from the NGO to 
manage it. Inaccurate information shared with the stakeholders might destroy the NGO in 
terms of the failure of funding and trust from its stakeholders. Pertaining to this issue, this 
study intends to investigate the way in which Facebook becomes a platform for NGO’s 
accountability practices. 

 
Literature Review 
Social Media 

Social media is treated as an organizational tool for showing their performance in 
society. Social media can be defined as an online platform that shows several organizational 
activities for accountability and performance (Amelia & Dewi, 2021; Bellucci & Manetti, 2017; 
Manetti et al., 2016). Their accountability and performance are an important part of the 
organization, in addition, they can be the identity of an organization (Kaplan & Haenlein, 
2010). There are several studies about the effect and the usage of social media (Amelia & 
Dewi, 2021; Fu & Zhang, 2019; Manetti & Bellucci, 2016; Susan et al., 2012; Zhou & Pan, 2016). 

Manetti and Bellucci (2016) explained social media can be essential to make 
interactive communication between the organization and stakeholder. It means that the 
stakeholder will communicate through seeing the social media posting on the website. The 
post of social media maintains the organization's existence (Amelia & Dewi, 2021). Susan et 
al (2012) explained that the interesting social media features always show the review of the 
organization's activities. The review should consist of the activities that organizations do for 
society. It will increase the performance from the social perspective. Besides the 
performance, social media can filter the socio and political problems in an organization's 
dilemmas (Fu & Zhang, 2019). Thus, organizations can show the reality of their practices in 
terms of non-governmental organizations. 

However, organizations should take attention to using media in terms of facing 
challenges. (Kaplan & Haenlein, 2010) mentioned two points of suggestion namely using 
media and being social. Using media means the organization must decide the tool carefully, 
buy or make, ensure the activity, choose a plan, and open access. Being social also has several 
points, namely being active, being interesting, being humble, being unprofessional, and being 
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honest. Those pieces of advice will be beneficial for the organization in maintaining its 
responsibility and performance. The next section will provide information about 
accountability in NGOs. 

 
Accountability in NGOs 

Accountability is an act of an individual to do all of their obligations. Accountability 
means giving accountable action to upward and downward (Dwyer & Unerman, 2008). They 
focused on holistic accountability in giving the action. Ebrahim (2003) stated accountability is 
not only related to behavior but also reporting statements in the practices. Thus, the action 
of the organization in giving accountability should be disclosed in the report. 

There are several studies about NGOs' accountability (Bellucci and Manetti, 2017; Fu 
and Zhang, 2019; Goncharenko, 2021; Neu et al., 2020; Smitko, 2012; Yates et al., 2019). 
Accountability can be also defined as socializing and intelligent accountability which means 
that organizations must have a good relationship between internal and external organizations 
such as managers and donors (Yates et al., 2019). The communication between internal and 
external parts of the organization will maintain the existence of organizations. However, if 
there is bad news from the NGOs related to the performance, it will ruin the quality of the 
organization (Goncharenko, 2021). Therefore, NGOs must be careful in delivering their 
activities on social media (Bellucci & Manetti, 2017). Indeed, social media becomes an 
alternative way in delivering NGOs' accountability such as Twitter (Neu et al., 2020; Smitko, 
2012), Facebook (Bellucci & Manetti, 2017), and youtube (Manetti & Bellucci, 2016). 

 
Social Capital Theory 

This social capital theory has been widely used in the sociology field. The value of 
social capital constitutes the structure of its position in actor or organization (Coleman, 1988). 
This means that the theory focuses on the character of the actor or organization. There are 3 
parts of social capital theory namely, trust, information, and norms. According to (Watson & 
Papamarcos, 2002), Coleman’s theory more focuses on an interpersonal character from an 
actor or organization. He claimed that social capital theory included quantity and quality in 
their structure. The quality can be seen from trust and norms, then information can be 
calculated as quantity part of social capital theory. Trust is an essential part of relationships 
between humans and organizations (Coleman, 1988). Trust collects the donor's belief in the 
organizations' activities. Coleman’s theory also enforces norms as part of the human or 
organizational character  (Campbell, 2014). Therefore, quality parts of the social capital 
theory are very pivotal to support the NGO’s accountability. 

 
Research Methodology 

This research is using a case study approach at a specific NGO due to gaining a deep 
understanding from different personnel of the organization. The data collection technique of 
this study is a semi-structured interview, observation, and document analysis. The semi-
structured interview has been done with then (10) informants including NGO personnel, 
donors, and beneficiaries. This study has chosen to interview multi-level personnel of the 
NGO because the accountability practices should come from every person. Ultimately, 
individual accountability will shape the accountability practices in the organization.   

In strengthening the interview, observation takes place by joining the NGO’s meeting 
with all employees including the CEO. The broad discussion has been through, and Facebook 
becomes the main issue that arose during the meeting. This observation has given the 
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researcher a broad view of the impact of social media on the NGO. Not limited to this, the 
researcher also did their document analysis with online documents and published documents 
during the meeting.  

All data collected from the semi-structured interview, observation, and document 
analysis then be triangulated. Triangulation allows the researcher to have a deep 
understanding of the NGO from a different perspective of data collection techniques. The 
data then be scrutinized by using NVivo 12 software for coding management and been 
analyzed by using thematic analysis until it reaches saturation and finding. 

 
Findings and Discussion 

This study found the information shared by the NGO could be in written and in picture 
form in convincing the stakeholders. Facebook has given many opportunities for NGOs to ease 
their work especially when they want to communicate with the stakeholder groups. 

 
“We normally put our pictures of projects on our Facebook page … Normally, 
this method is successful especially for individual donors … Our practice is 
flexible depending on the availability and understandability of people” 
(Personnel C, 2021). 
 
“We do not rely on one single method only to share with people. We divert 
to another available platform… We do anything that we can as long as the 
information is delivered to the public” (Personnel A, 2021). 

 
The NGO found Facebook platform enable them to publish the development of their 

projects to their stakeholders. In addition, NGOs also being active to find out other ways to 
share information with the world. This alternative has remained on standby if only they stuck 
in the Facebook application. Other than publishing projects on Facebook, NGOs also receive 
feedback from their project’s development through Facebook messenger. It shows that the 
Facebook platform plays a crucial role in NGOs ’ activities. It assists NGOs from many aspects 
started from raising the fund to the feedback from stakeholders. 

 
“We receive a lot of messages through our Facebook messenger … We got 
feedback from beneficiaries … We will make improvements for the next 
project” (Personnel B, 2021). 

 
The stakeholder’s feedback is crucially important for NGO’s survival. The feedback will 

determine how far NGO can maneuver its organization. The benefits received by Facebook 
are not taken easily by the NGO. In other situations, they have to face some difficulties from 
the system developer.   

 
“Our Facebook in headquarters has been totally blocked by the system. But 
that’s ok. We can use other platform as a second option” (Personnel D,  
2021). 

 
The non-government organization always be prepared for any circumstances that 

might happen in the future and currently happening to them. For this purpose, they are 
preparing another platform as a second option. 
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“As a donor, I am very particular about projects development of the NGO 
that I donate … Normally I will do my own research before I transfer money 
to them … I will go through the NGOs’ social media and their websites” 
(Donor, 2021). 

 
The donor also clarified that he received information about the NGO through social 

media which is Facebook. It’s a common platform for many people around the globe. That’s 
become a strong reason for the establishment of the NGO being influenced by the Facebook 
application. Facebook becomes the identification of NGOs' practices (Bellucci & Manetti, 
2017; Pavlovic et al., 2014). Therefore, NGOs should be careful in delivering their activities on 
social media. 

 
The Vulnerability of Facebook is Embedded in Representing the NGO’s Accountability 
Practices  

The NGOs’ accountability practices have a strong connection with Facebook usage. 
The accountability practices of the NGO remains absence without the application of facebook. 
Many NGOs have applied Facebook as a medium for them to communicate with their 
stakeholders. The question comes across whether this Facebook give a strong influence on 
them or not still be questioned for many academia.  For this case study, the application of the 
Facebook platform is highly influenced by the NGO’s activities. It has been started from the 
NGO’s posting to raise funds, to tell the world about the NGO’s activities, until feedback from 
the NGO’s stakeholders. The studied NGOs have been found the Facebook platform is 
applicable and give a big influence on their NGO. However, other NGOs in different places 
and different countries might experience different platforms to be useful for them such as 
Twitter (Manetti et al., 2016; Neu et al., 2020; Smitko, 2012), youtube (Manetti & Bellucci, 
2016).        

The Facebook application that could retrieve all the memories from the whole year 
and before making this platform becomes favorable for the studied NGO. This is because the 
chronological of the NGO’s projects development can be seen through the Facebook timeline. 
This is important in attracting more donors to donate to the NGO’s projects. Trust can be 
developed through the history of this project from the Facebook application. Unlike this NGO, 
other NGOs claimed Facebook history could harm themselves especially from negative 
comments of facebook’s users (Pavlovic et al., 2014). It is a non-favorable platform for other 
NGOs (Bellucci & Manetti, 2017). 

In addition, some NGOs heavily rely on other social media platforms such as Instagram 
because it allows NGOs to attract the young generation to understand the humanitarian issue 
and shape their behavior of helping people.   

Underlying the social capital theory, this studied NGO found the information shared 
on Facebook can attract stakeholders’ trust in raising the fund for the project's development. 
Also, the information shared in social media like Facebook becomes a norm for the NGO to 
practice that behavior.  

Therefore, the existence of the Facebook platform is vulnerable in expressing the 
accountability practices by the NGO. Even though many social media platforms are being 
introduced nowadays, however, Facebook becomes the most favorable platform for this 
studied NGO in attracting more donors and expressing the NGO’s accountability. 
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Conclusion 
The existence of NGOs is influenced by the humanitarian issue, and they are existing 

for assisting the public as well. Thus, the way in which NGOs would like to communicate to 
their stakeholder also must be a platform that is widely used by the public. Due to this matter, 
Facebook is a social media platform that has been used widely by many people all over the 
world and it’s become the most favorable platform for NGOs as well. The studied NGO takes 
this social media opportunity in expressing their activities and projects development. Not 
limited to this, the Facebook platform is also able to assist NGOs in raising funds. Indirectly, 
these practices allow NGOs to perform their accountability to their stakeholders, especially 
for donors. Based on the social capital theory with elements of norms, information, and trust, 
this studied NGO is able to communicate with their stakeholders by looking at the rising 
number of funds collected year by year. However, this study only collected data from one 
NGO in Malaysia. This study will become more interesting if robust data can be collected from 
various NGOs based on their specific humanitarian projects. From here, it could be the 
application from various social media able to express accountability practices from different 
angles and perspectives.    
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