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Abstract
This study measures the disclosure of non-financial information from NGO websites in Malaysia. This pilot study obtains empirical evidence through
content analysis of 40 NGO websites to determine the extent to which information disclosure is carried out. Descriptive content analysis (score) is used
in the inferential component of data analysis. The study results show that NGOs in Malaysia are weak in disclosing non-financial information such as
customer satisfaction and complaints. This study provides empirical evidence on the importance of external audit formation for better information
disclosure.
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1.0 Introduction

Nowadays, accountability is increasingly demanded by stakeholders of non-governmental organizations (NGOs). Both elements are
essential to gain the trust of relevant stakeholders such as governments, donors, and beneficiaries, and NGO accountability may be the
key to the survival of the NGO movement. Accountability incorporates a wide range of other organizations, individuals, and the environment
and consists of qualitative and quantitative practices based on long-term effects. Such an approach recognizes the importance of
accountability to service recipients and broader accountability for social impact on other organizations, individuals, and the wider
environment (Ebrahim, 2010).

Disclosure of information is one of the essential elements of accountability. The annual report serves as the primary communication
through which NGOs communicate information and activities to stakeholders. One of the main contents of the annual report is the
organization's financial statement. Critics, however, disagree on the usefulness of annual reports in fulfilling responsibilities to
stakeholders. This follows the detailed financial statements in the annual report, contributing to the need to create a more thorough list of
things to report to NGOs (Zainon et al., 2014). The lack of legal standards means that there is insufficient information on the effectiveness
of NGOs. There is evidence that sustainability reporting offers advantages for NGOs, where many empirical studies have found that the
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higher the level of sustainability reported, the higher the funding received (Gazzola et al., 2021). Therefore, NGOs that fail to report the
impact of their activities will receive a lower amount of funding.

In Malaysia, there is no way for stakeholders, especially institutional donors and beneficiaries who are essential stakeholders in NGOs,
to obtain information about charities, especially financial information (Zainon et al., 2014). Malaysia has an act that obliges NGOs to
provide annual reports to relevant parties, such as the Malaysian Registrar of Society (ROS). However, this annual report which should
be one of the accountability mechanisms through information disclosure is not fully communicated to other stakeholders such as donors,
beneficiaries, and the public. Disclosure of information to donors is also limited to large organizations only and not all to individual donors.
Based on a study conducted by Atan, Zainon, and Yap (2012) in the reporting environment of charitable organizations, the annual report
provided to ROS is the only primary source of information for stakeholders to make decisions. However, annual returns are restricted to
members of the organization and are not publicly available for review. Therefore, the current disclosure form is minimal based on regulatory
reporting requirements.

Furthermore, the presentation of the account is not adapted to the information needs of the stakeholders (Atan, Zainon & Yap, 2012).
In addition, another study conducted by Htay and Salman (2014) showed that the questionnaire results revealed a need for guidelines for
disclosing financial and non-financial information in zakat institutions. Respondents emphasized that disclosure of zakat collection and
distribution, information on activity statements and beneficiaries, comparative collection and disbursement statements, and information on
the board of trustees are important reporting components. In this era, disclosure of non-financial information has also been observed to
be as important as financial information. This is because both Act as one of organizational performance management (Gazzola et al.,
2021). There is a lot of writing and research on the importance of financial information due to the availability of financial data. However,
there is little research on non-financial information, especially project portfolios and NGO activities. Therefore, this study will discuss the
importance of non-financial information disclosure. Literature reveals that non-financial information, such as mission, vision, targets,
strategic plans, projects, and others, has a positive relationship with the number of donations the organization receives (Gazzola et al.,
2021). Next, technology is seen to have significantly helped NGOs deal with stakeholders' different expectations. Websites can be a focal
medium for sharing information in response to demands for transparency and addressing trust deficits between stakeholders. The website
can be used to raise funds and create beneficiary participation online. A growing number of studies measuring the use of NGO websites
have been conducted. Therefore, the main objective of this study was to assess the practical level of disclosure of non-financial information
through NGO websites in Malaysia.

2.0 Literature Review

2.1 Accountability According to Stakeholder Theory

Although demands for accountability are ubiquitous today, the concept remains elusive. Accountability can be understood through five
conceptual dimensions: transparency, responsibility, control, responsibility, and responsiveness. Romzek (2000) defines accountability as
a relationship where a person or agency is held to account for a performance involving several stakeholders. Defining accountability in
this way may initially seem obvious, but many complexities are involved. Even in a simple principal-agent relationship, it will become more
complex with the inclusion of other parties. Stakeholders are individuals and groups that can influence or may be influenced by an
organization's policies or activities. There are two types of stakeholders, namely internal stakeholders, and external stakeholders. Internal
stakeholders are formally involved in the organization, for example, employees and volunteers, while external stakeholders are individuals
or groups affected by the organization's decisions, such as beneficiaries and governments. The diversity of stakeholders in NGOs makes
it challenging to have standardization in information disclosure. Therefore, NGOs need to identify key stakeholders to address these
concerns. NGOs should be able to accommodate both stakeholders and not ignore any of them because it will interfere with the operations
of the relevant organization. Because of that, the Internet has been used by NGOs as a powerful channel to facilitate communication and
disclosure of account information with their stakeholders. In this study, researchers have examined the relevance of voluntary Internet
disclosure to the increase of informational transparency of NGOs in Malaysia by analyzing how they use their websites in carrying out
accountability processes towards various stakeholders.

2.2 Online Disclosure as an Accountability Mechanism

Disclosure of information is essential to ensure that the organization has implemented activities and programs within an acceptable
standard. Disclosure of information is obtained from various sources, and it is essential to ensure that NGOs have implemented activities
and programs appropriately. Disclosure reports can be provided legally or voluntarily by NGOs. In Malaysia, NGOs must submit annual
reports to the Malaysian Registrar of Societies (ROS) or the Companies Commission of Malaysia (CCM) if they are registered under the
CCM. NGOs are not obliged to report this information to the public.

Previous empirical studies have linked the importance of information disclosure with efficiency ratios and total funding. This is because
stakeholders can use the information to evaluate the organization's performance. Although disclosing the information is an excellent
attempt to be accountable to the recipient, the practice is still unclear and incomplete. In Malaysia, Atan, Zainon, and Yap (2012) concluded
that NGO financial details could influence potential donors' decisions to donate. According to Ali Khan and Ismail (2012), the amount of
donations is strongly and positively associated with the level of transparency. It shows that NGO management needs to increase the
disclosure of their financial information. This is because the donor's decision to donate depends on the level of openness of the NGO.

Similarly, empirical researchers such as Meaux et al. (2021) and Saraite-Sariene et al. (2021) have discovered that greater information
disclosure will help benefactors achieve a higher confidence level in NGOs, thus boosting their number of private contributions. Saraite-
Sariene et al. (2021) study also supports the contention that transparency is essential to critical stakeholders and keeping contributors and
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volunteers. Harris and Neely (2021) study discovered that the funders are increasing their funding to NGOs that can provide more evidence.
Although some studies emphasized the importance of non-financial information disclosure and others focused more on financial
information disclosure, we can conclude that information disclosure has a positive association between information disclosure and total
contributions (e.g., Cheng & Wu, 2021; Harris & Neely, 2021).

In the 21st century, the Internet has become the primary medium for the third sector in disseminating information. NGOs share their
information with stakeholders, especially beneficiaries and the community, using the Internet through websites, social media, and
applications. Several empirical studies show that distributing information through websites is one of the best mechanisms to ensure
constructive information disclosure. Based on a study of 50 NGOs in Australia, Haski-Leventhal and Foot (2016) found a significant
correlation between the number of donations and changes in marketing and information disclosure. Websites are convenient mediums
because their features are user-friendly. Thus, they are easy to use by all generations. In Malaysia, the use of websites by NGOs has
increased over time. The stakeholders have also demanded this as one form of accountability. This medium has become essential in
disclosing information because donors come not only from private organizations but also from the public. Before donating, they need to
obtain financial and non-financial information about a particular organization. Therefore, they can easily access information through this
website with just one click. In this regard, it should be remembered that up-to-date and relevant information is essential to give confidence
and trust to NGOs. This pilot study will focus on NGOs that use websites as a medium for them to disclose information about the
organization. The website serves as a platform for publishing financial and non-financial information and as a channel for stakeholder
participation by providing feedback and activity updates. This online platform enables the involvement of all stakeholders and ultimately
leads to effective accountability (Saraite-Sariene et al., 2020). The introduction of appropriate information exchange mechanisms is critical
to ensure the free flow and availability of up-to-date information. Therefore, NGOs should use websites as one of the main mediums or
platforms for disclosing information to reach most of their stakeholders.

3.0 Methodology

This study conducted a website analysis to collect information related to non-financial information disclosure activities by NGOs in
Malaysia. According to Machin et al. (2018), pilot study sample size rules can be categorized into Flat and Stepped. A rule of thumb is a
single number suggested for each situation which is 30. Therefore, for this pilot study, the researcher has selected 40 NGOs. The sample
of this study is an NGO registered under the Malaysian Registrar of Society that has an active website. A list of NGOs with websites was
obtained through a public database (http://www.mycen.com.my/malaysia/ngo.html), and random sampling was used to select 40 NGOs
for this pilot study. The extent to which disclosure of non-financial information on websites is measured using the NGO Reporting Index in
a study by Zainon, Atan, and Yap (2014). Zainon et al. (2014) revealed that the items contained in the NGO Reporting Index consist of 88
items. Nineteen items in the index will measure the disclosure of non-financial information on websites by NGOs. For the analysis process,
the researcher used a descriptive content analysis technique to explain the data results in low and high scores. In this descriptive analysis,
item frequencies were calculated and evaluated where one mark will be provided if the NGO fulfills the index and zero if not fulfilled.
Website exposure index were evaluated based on the obtained score marks.

4.0 Findings and Discussion

Table 1. Website Exposure Index

Index No. of NGO
Customer satisfaction 1
Well-handled customer complaints 1
Investment in technology and computer systems 40
New programs and services launched for new customer 11
needs

New programs and services launched 10
Increase in customers every year 2
High-level program and service quality 40
Use of performance criteria to evaluate activities and 11
services

Increased number of staff in training courses 2
Improvement of staff skills and performance every year 2
A high success rate is maintained every year 3
Completed high-level programs and services 15
Staff training 6
Non-financial resources 33
Victory or participation in special projects 10
Participation in regional events 40
Participation in international events 20
Customer statistics 16
List of activities 40

NGO websites should provide information on all elements related to the various dimensions of accountability, such as professional, ethical,
legal, and employment. Based on Table 1, the index that shows the highest score (score=40) is on investment in technology and computer
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systems, high-level programs and service quality, participation in regional events, and a list of activities. Technology helps NGOs reduce
the scale of costs and increase trust in the government and the public. Because of this, many NGOs have now shifted to the era of virtual
communities. To attract the attention of stakeholders, NGOs are also seen to be transparent in sharing their activities and successes.

Next, the item that gets the lowest score (score=1) is the element of customer satisfaction and well-managed customer complaints.
Beneficiary satisfaction can be defined as everything related to how the beneficiary evaluates the service's quality or impact. It can be
inferred from the rate of attendance or re-application for the services offered. This study found that only one NGO, the All-Women'’s Action
Society, provided this information. This may be due to NGOs' difficulty in measuring the impact of programs or projects because the nature
of the services performed is difficult to assess and monitor (Nanthagopan, Williams, & Thompson, 2018). As for the element of customer
satisfaction, only one NGO (i.e., the National Union of Teaching Profession) published information about customer complaints being well
managed. Complaints and feedback are powerful quality management tools for NGOs. In some cases, it can be used in the short, medium,
and long term to make operational decisions and as input for future programs or activities. Therefore, efforts to identify this component
need to be made by NGOs, and the response to complaints can be used as one the vital information that needs to be given to the public.

Next, in terms of score, two NGOs get the highest score, 17 out of 19 items. These NGOs are Mercy Malaysia and the National Cancer
Council. Both NGOs are large-scale NGOs and have been established for a long time. These NGOs have a good reputation, significant
funds, good leadership and organizational integration, a high number of volunteers, and many stakeholders. These factors can encourage
them to see the importance of channeling non-financial information to the public. For example, using a sample of over 14,000 NGOs,
Harris, and Neely (2021) found that organizations with more robust governance, better performance, and more professional staff were
associated with higher transparency. Next, it was seen that most NGOs obtained a low score out of 10, which is as many as 33 NGOs.
The pilot study's findings show that a few NGOs consider disclosing non-financial information unimportant. This may be due to the absence
of principles or laws available to hold them accountable for disclosing information. If this culture continues, it will affect the performance of
NGOs. Information disclosure practices among NGOs in Malaysia are also seen as non-standard and uniform. This is also due to NGOs'
absence of specific guidelines or codes of conduct. This can also be supported by factors that influence information disclosure activities.
First is the size of the organization. The larger the organization's size, the higher the activity of information disclosure. This has been
proven by a study by Rodriguez, Pérez, and Godoy (2014) that the organization's size significantly and positively influences online
transparency. Trussel and Parsons (2008) further argue that the size of an NGO is likely to represent the ability of an NGO to disclose
comprehensive and attractive information to external organizations and institutions.

Research by Zainon et al. (2014) revealed that donors are more likely to demand higher levels of disclosure due to their lack of
knowledge or in-depth understanding of NGO performance. Therefore, funders will be more interested in NGOs that provide relevant
information. Research by Zainon et al. (2014) also stated that the stability of the source of income available through funding would cause
a significant difference in the level of exposure between funded and unfunded NGOs. According to Bonson and Flores (2011), companies
that combine their communication methods using online technology are due to their large scale and capabilities. NGOs at the global level
use online transparency as a virtual platform to achieve stakeholders' demands. It is simple, cost-effective, and effective in the long run.
Then, the factor affecting the extent of information disclosure depends on voluntary work. Most NGOs operate their primary functions by
relying on volunteers. Volunteers are one of the essential elements for NGOs because they do not earn the income to pay many workers.
In line with this, NGOs must introduce processes to maintain individual commitment. In this connection, Zarzuela and Anton (2008)
observed that NGOs that rely too much on volunteers are more likely to disseminate relevant information to the public. Finally, Anggita's
(2015) study found that the maturity of NGOs can positively affect the disclosure made by NGOs (Anggita & Rudianto, 2020). New NGOs
generally lack the resources to carry out a comprehensive accountability process, especially administration and expertise.

Based on the study results, NGOs need to practice information disclosure as one of the mechanisms of accountability toward
stakeholders. Researchers suggest that NGOs should increase the use of websites in information disclosure. They must constantly update
the published information to ensure it is relevant to the public and other stakeholders. They can also refer to exposure indices from
developed countries to be adapted or used as a revision guide. Disclosure is key to promoting a more efficient and sustainable
environment. Disclosure of relevant information can create trust and increase funding. Research by Zainon et al. (2014) revealed that
donors are more likely to demand higher levels of disclosure due to their lack of knowledge or in-depth understanding of NGO performance.
Therefore, funders will be more interested in NGOs that provide relevant information.

5.0 Conclusion

NGOs have used the Internet as a powerful channel to facilitate communication with stakeholders. In this study, researchers have
examined the relevance of voluntary disclosure of non-financial information via the Internet. The empirical evidence shows that the
exposure level is at a low rate. In general, many NGOs use their websites to disclose information of a general nature for promotional
purposes and do not contribute relevant informational content. Moreover, some NGOs do not allow users to use the Internet's relational
and interactive capabilities. Therefore, the digital information transparency by NGOs in Malaysia is very low. NGOs should change their
communication strategies and see the Internet as a method to increase their information transparency and accountability. Websites should
not be oriented toward decoration. NGOs need to evolve towards a more informative environment that allows stakeholders to access
relevant information about the organization's actions, the use of funds, and how the organization is governed. In general, this study expands
the works on nonprofit accountability, which is substantial since a dearth of studies emphasizes website non-financial disclosure, especially
from the Malaysian NGO context. We investigate critical non-financial information to discover potential shortcomings in the current practice.
However, some limitations require further research to be conducted in the future. This study only analyzed 40 NGOs in Malaysia; future
research is needed to study other NGOs to give more insight into how accountability mechanisms are practiced among NGOs in Malaysia.
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Future research should also investigate other information disclosure platforms because online websites are not the only medium that can
be used. Further research is needed to compare which medium is more effective for information disclosure. Researchers also suggest
that future studies comprehensively analyze the website's exposure level. For example, through the index introduced by Zainon et al.
(2014), there are other measurable items such as essential background information, financial information, governance information, and
future information. Further research is also encouraged to associate the level of non-financial disclosure with the number of current
donations, the existing volunteers, and the number of successful programs and activities. This measure can be done using regression and
correlational analyses. Therefore, accountability measurement can be done comprehensively and accurately.
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