353

Chapter 19

Successful Implementation
of Web 2.0 in Non-

Profit Organisations:
A Case Study

Sara Pifano
Information Society Research Lab, Portugal

Pedro Isaias
University of New South Wales, Australia

Paula Miranda
https://orcid.org/0000-0002-5327-1598

Setubal School of Technology, Polytechnic Institute of Setubal, Portugal

ABSTRACT

Non-profit organizations are becoming aware of the resourcefulness of Web 2.0 in terms of user engage-
ment, communication, collaboration, and fundraising. Nonetheless, within the context of these organiza-
tions, the full potential of Web 2.0 technologies remains unrealized. This chapter explores the aspects
that contribute to the successful implementation of Web 2.0 in non-profit organizations by using a case
study of an international non-profit entity. The case study is based on an online questionnaire that was
distributed among the members of the organization. The findings place an emphasis on the importance
of the user-friendliness of the application, the participation of the users, on the availability of relevant
content, and on the existence of features to create/exchange content in a multiplicity of formats.
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INTRODUCTION

In a digital era, an organisation’s lack of internet presence reflects poorly on its image, by transmitting
the idea that it is not up-to-date, and results in a loss of potential users (Krueger & Haytko, 2015). As
such, non-profit entities are gradually resorting to digital technologies to attain their objectives in terms
of communication (Seo & Vu, 2020) .Social media can assist organisations to communicate and interact
with their audience, to increase their stakeholders’ involvement and to build a community based on their
mission. In the particular case of non-profit organisations, social media can be used for the purpose of
information collection, community creation, promotion and mobilisation (Yuan Wang & Yang, 2017).

Social technology can be used as a resource to promote an organisation’s interaction with and
engagement of stakeholders at the same time that it allows for communication opportunities that are
fundamentally different from the traditional organisational websites (Lovejoy & Saxton, 2012). Web 2.0
can be used to enlarge the audience of non-profit entities and to appeal to new populations (Ingenhoff &
Koelling, 2009). Being that interactivity is essential to support relationships online, organisations need
to move beyond the conventional online donation requests and the interchange of email contacts, and
present their events and activities to enable the engagement of people in online and offline environments
(Waters, Burnett, Lamm, & Lucas, 2009). The management of an organisation’s presence in social media
requires time and effort which might prove difficult to entities with reduced dimension and resources and
might result in a limited use (Young, 2017). Hence the need to examine the aspects that can assist these
organisations to maximise the potential of Web 2.0 to its fullest extent. The contribution of the users
plays a critical part in this aspect and it is important that organisations take into account the opinions of
their users in terms of their preferences, interests and participation patterns, in order to better understand
what will make their applications enhance the user experience. The identification of the core factors for
the success of the Web 2.0 application enables a more positive and fruitful user experience and enhances
the possibility of user participation, which is so vital for the propagation of the application.

This paper begins by examining the use of Web 2.0 in the context of non-profit organisations and
reviewing existing best practices for the implementation of Web 2.0. It then proceeds to describe the
methods that were used for the empirical research in the organisation, that for anonymity reasons will
be designated as Entity Delta, and it concludes with the presentation and discussion of the findings of
the online questionnaires.

WEB 2.0 IN NON-PROFIT ORGANISATIONS

Web 2.0’s value in the business arena (Gagliardi, 2011; Isafas, Pifano, & Miranda, 2012; Li, He, & Zhang,
2020; Murugesan, 2007; Shuen, 2008; Yun Wang, Rod, Deng, & Ji, 2020; Wijaya, Spruit, Scheper, &
Versendaal, 2011) is equally valid for non-profit organisations (Asencio & Sun, 2015; Dong & Rim,
2019; Kim, Jeong, & Lee, 2010; Lovejoy & Saxton, 2012; Sun & Asencio, 2019; Waters et al., 2009).
The existence of several free social media platforms is particularly advantageous for entities that due to
limited financial resources cannotinvestin a significant technological infrastructure (Young, 2017). Social
media is a free tool that can be harnesses for purposes of diffusion and well as broadcasting (McCabe
& Harris, 2020). These online resources are, moreover, an important alternative to expensive offline
marketing campaigns for fundraising (Nageswarakurukkal, Gongalves, & Moshtari, 2019).
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