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Abstract: This article aims to present the results of pilot studies on the involvement of the four largest
Information Communication Technology (ICT) companies in promoting the Sustainable Development
Goals (SDGs) through social media. Studies examine which communication strategy is used by
companies in social media. The research was carried out using the method of the content of messages
posted on the official Facebook and Twitter accounts of the ICT companies’ analysis. The analysis
showed that the companies prefer corporate ability communication strategy over Corporate Social
Responsibility (CSR) or a hybrid one. Posts rarely concern the company’s activities related to social
and environmental responsibility. Although they engage in activities supporting the achievement
of the SDGs and provide information about it on their corporate websites, the topic of sustainable
development has been taken up in small numbers in the posts examined.

Keywords: communication; social media; strategy; sustainable development; corporate responsibility;
ICT industry

1. Introduction

Nowadays, a responsible business is a business that joins in the achievement of the Sustainable
Development Goals (SDGs), which were declared by the United Nations in 2015 and are binding for all
nations. Enterprises that have a significant impact on society and environment should play a key role
in promoting and implementing the SDGs. Increasing amounts of transmitted data in mobile networks,
the maintenance of server rooms, data centers and the production of new equipment increase the
share of Information Communication Technology (ICT) companies’ global greenhouse gas emissions.
Furthermore, products and services offered by enterprises in this industry significantly affect changes in
the functioning of individuals and societies, that’s why this industry should be the subject of research.

The article aims to present the results of pilot studies on the involvement of the four largest ICT
companies in promoting the Sustainable Development Goals through social media. Studies examine
which communication strategy—corporate ability or corporate social responsibility—is used by
companies in social media.

In the first part of the article, Sustainable Development and Corporate Social Responsibility are
described. Then in the second part, the methodology of the research is presented, followed by the results
of the study and discussion. The last part of the article presents conclusions and research limitations.

2. Literature Review

2.1. Sustainable Development

In September 2015, the United Nations member states adopted the document Transforming our
world—An Agenda for Sustainable Development 2030 [1], which includes 17 Sustainable Development
Goals [2]. The implementation of the adopted directions of development is to eliminate poverty,
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reduce inequalities and preserve or improve the state of the natural environment while ensuring
economic growth worldwide.

The Sustainable Development Goals (SDGs), adopted by 193 countries, are a broad vision of
a better future for the world but firmly rooted in reality. For each goal, tasks have been set with specific
indicators to be achieved by the end of 2030. In order to achieve it, joint actions of governments
of all countries are needed, which will make real changes in politics and the economy. However,
the business also plays a crucial role in achieving the goals, which is why the United Nations has called
on the private sector to engage in activities aimed at global sustainable development. The business
has great potential to support the achievement of the SDGs in many areas. Starting with The Goal 8,
promoting decent work for all people and economic growth, where private companies have a wide
range of activities to address labor issues, through the goal of the right to equal treatment of the sexes
(Goal 5) and the creation of multilateral partnerships for sustainable development (Goal 17). The role
of business in achieving environmental objectives is also invaluable (Goals 6, 7, 13, 14, 15 and 16).
One of the key arguments supporting the thesis about the obligation for a business to join the fight for
environmental improvement is the fact that it is a business that contributes most to its devastation.

Companies can contribute to the implementation of the SDGs in two ways. Firstly, by educating
the society and promoting the idea of sustainable development and the SDGs. Implementation of
educational activities and running information and promotion campaigns seems to be the easiest way
to get involved in the activities for Agenda 2030.

Greater business involvement is required to integrate the SDGs into the company’s development
strategy and to implement specific actions at the operational level. However, surveys conducted
annually by The Ethical Corporation show that the interest of business in incorporating the SDGs
into their daily business activities is growing [3]. Aware of the considerable role that business plays
in the implementation of Sustainable Development, the UN Global Compact, in parallel with the
development of the SDGs, has also undertaken work on cooperation programs with the private sector.
The programs’ recommendations also refer to the ICT industry, as these companies have a significant
impact on society but also have great opportunities to contribute to the achievement of the SDGs.

The ICT sector is currently the main driver of development and innovation worldwide. Modern,
advanced information and communication technologies significantly affect the competitiveness of
enterprises and national economies, as well as changes in the functioning of modern societies [4].
When analyzing the impact of the ICT sector on the economy and society, one cannot forget about the
adverse effects of its activities. The main factors influencing environmental pollution by enterprises in
this sector are considered to be materials used in the production of ICT equipment (harmful chemicals)
and energy consumed during the manufacture of products and later in the process of their use [5].
The results of an analysis conducted by McMaster University [6] showed that the carbon footprint left
by IT equipment in 2007 accounted for 1 percent of the carbon footprint and the forecast of the carbon
footprint of ICTs for 2040 is 14 percent of total greenhouse gas emissions.

The amount of CO2 emitted during the production of a new smartphone equals the amount of gas
emitted to the atmosphere when using an existing smartphone model within ten years. Large companies
are still tempting consumers with new models of their products, which causes another environmental
problem—disposal of used equipment. The increasing number of transmitted data, maintenance of
server rooms and data centers further increase the share of the ICT industry in global greenhouse gas
emissions. The environmental impact of ICT companies is significant, so reducing the negative impact
of the industry remains one of its priorities. ICT companies are the primary energy consumer in urban
areas and the European Union is promoting measures to improve the energy efficiency of the sector in
order to reduce gas emissions. The actions can be divided into two groups—the first one is actions to
greening the ICT sector and the second one is the ecology-enhancing actions that the ICST supports.
The database of good practices of enterprises in an area of greening information technologies has been
developed as part of the Green IT Network Europe Project [7]. Not only in the pro-environmental area,
the ICT sector is obliged to take corrective actions but equally, often issues of ensuring appropriate
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working conditions in the supply chain are raised (e.g., in companies involved in the extraction of
needed raw materials, production of electronic components or recycling of used electronics).

Stakeholders’ expectations of ICT companies apply to both the activities of companies and
using the communication opportunities offered by their products and services. The developing
communication technologies make it possible not only to reach a vast audience with information on
Sustainable Development but also to involve the recipients of communications in the debate on Sustain
Development and actual participation in activities supporting the implementation of SDGs [8].

2.2. Corporate Social Responsibility

The contemporary discussion on corporate responsibility (CSR) and sustainable development
shows a clear analogy between the two concepts [9]. Sustainable development means development
that meets people’s current needs without compromising future generations’ ability to meet their needs.
In order to achieve the SDGs, it is necessary to have three elements—economic growth, social inclusion
and environmental protection [10]. This is a type of development that, using appropriate technologies,
does not degrade the environment, is economically viable and socially acceptable. In the early
definitions of CSR appearing in the literature, ecological aspects were rarely emphasized. A. Dashlrud
explains this fact by the division of CSR at the end of the 20th century by the World Business
Council for Sustainable Development into two areas—corporate social responsibility and corporate
environmental responsibility [11]. However, both environmental, social and economic areas are marked
in the definition contained in 2010 in ISO 26000 standard. The definition states that an organization’s
social responsibility is a responsibility for the impact of its decisions and actions (products, services,
processes) on society and the environment through transparent and ethical behavior that contributes
to sustainable development, health and well-being of society [12]. The standard assumptions of CSR
and Sustainable Development make these concepts often used interchangeably [13].

The changes taking place both in the field of information and communication technologies used
in organizations, as well as in the awareness of a wide range of stakeholders, expecting from an
organization the transparency of activities and real dialogue, have increased the importance of CSR
and Sustainable Development communication among company managers and scientists. The first
attempt to separate research on corporate social responsibility communication in the research area
of the phenomenon of CSR based on scientific discussion took place in 2002. Maignan and Ralston
published the results of research on CSR communication online, which was conducted in Europe and
the United States. For the first time, the authors marked the distinction between social responsibility
practices and CSR communication [14,15].

A retrospective look at the development of interest of researchers and practitioners in communicating
CSR allows for distinguishing several stages of the perception’s evolution of this issue and factors that
influenced the changes in the perception of communicating social responsibility [16]. Specific periods
of evolution, together with factors of change, are presented in Table 1.

Table 1. External factors determining changes in the approach to communicating Corporate Social
Responsibility (CSR).

Factor Period Changes in the CSR Communicating

Stakeholder involvement and co-creation 2010–currently From linear to networked CSR
communicating

Stakeholder transparency requirements,
the growing role of social media 2000–2010 The convergence of current CSR and

communication practices

Stimulation of governmental and
no-governmental organizations The 1990s–2000 CSR reporting

Increased activity in CSR The 1990s. Beginning of non-financial disclosure

Source: Own study based on Golob et al. [16].
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The first stage began in the 1990s when business ethics and the practice of combining joint
activities of large companies with Non-Governmental Organizations (NGOs) and trade unions became
particularly important. The first international initiatives related to the regulation of business ethics
principles have emerged, such as the Ethical Trading Initiative or The United Nations Global Compact.
During this period, research work, which dealt with aspects of communicating social responsibility,
was mainly related to the concept of reputation and management of relations with stakeholders [17,18].
The Internet and the opportunities it offered had an increasing influence on changes in communication
at that time [15]. The period between the nineties and the beginning of the 21st century was a time of
development of governmental and international organizations that supported voluntary CSR activities
of business organizations and first attempts at non-financial reporting. The first non-financial report
was published by Shell in 1998, thus setting a precedent for other companies [19]. Initiatives were
launched during this period that promoted communication of activities for society and environment,
developed principles of social reporting and influenced the evolvement of the concept of corporate
responsibility and Sustainable Development (e.g., The Global Reporting Initiative or The Organization
for Economic Co-operation and Development). The guidelines for non-financial reporting included in
the Global Reporting Initiative are still the most frequently used principles in the reporting process
undertaken by business and non-business organizations. The initiatives created during that period
contributed to increasing the awareness of the need to communicate CSR and Sustainable Development
among organizations. After 2008, there are further changes in the perception of CSR communication
and the following factors cause them—first of all, there is the institutionalization of non-financial
reporting; processes related to reporting of CSR activities take on vital importance in organizations.
Moreover, non-financial reporting in some countries ceases to be voluntary and becomes mandatory in
certain areas (e.g., France, Germany, Spain, Scandinavia, USA, Japan). In countries where reporting
is still optional, pressure from the society, government and foreign contractors makes organizations
aware of the need to communicate CSR and Sustainable Development activities to stakeholders using
this tool. Companies report on their social and environmental activities because they want to act
openly and transparently and show how they contribute to Sustainable Development [15,20].

The process of adapting the communication strategy to the organization’s business strategy due to
the tendency to treat communication as a strategic business challenge [21] is another factor influencing
the change in the perception of social responsibility and Sustainable Development communication.
The development of social media resulted in an increase in communication needs on the part of
stakeholders requiring the organization to be transparent was also outstanding. After 2011, the time
has come when CSR communication has become a subject widely discussed and studied by scientists
and practitioners. New tools for communicating with the environment are rapidly appearing and
the stakeholders themselves require adjusting the content and channel to their needs. Moreover,
stakeholders expect communication, which will be a real dialogue between the organization and its
environment. The expansion of social media, in a way, forces the organization’s strategic approach to
communicating social responsibility and Sustainable Development. Nowadays, the organization’s
communication has become a tool enabling the participation of stakeholders in the processes of shaping
CSR policy and strategy, which respond to real challenges of the internal and external environment [15].

The list of external factors determining changes in the approach to communicating the organization’s
responsibility is presented in Table 1.

Sustainable Development communication is described in the literature in three forms—corporate
communication, advocacy and development communication [22]. Corporate communication in this
context refers to the flow of communication within the organization in order to raise employees’ level of
awareness and competencies about corporate responsibility and the SDGs. Corporate communication
is also about creating the image of a responsible organization, aiming at the Sustainable Development,
among specific stakeholder groups, for example, local community, supervisory board or customers.

• Advocacy—the purpose of this form of communication is to support the Sustainable Development
policy and raise the recipients’ awareness of specific problems, such as poverty, the effects of
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climate change or care for clean energy. Advocacy communication goals are achieved primarily
through the activities of journalists and widely understood mas media are the tools used in
their implementation.

• Development Communication (also referred to as Communication for Development) is defined
in the literature as a process of the based on dialog communication, which involves a strategic
approach to the use of communication methods and tools to cause social change. It is used to
identify and analyze the needs, problems and risks associated with Sustainable Development.
The three key elements characteristic of Development Communication are process, dialogue and
the pursuit of change.

Mefalopulos and Grenna also analyze in their research the main communication paradigms in the
context of Sustainable Development since the last century:

• Modernization paradigm—implemented since the 1950s in communication about global development
by emphasizing the role of new technologies and scientific methods in the realization of the idea of
maintaining peace and prosperity around the world. Communication took place mainly through
mass-media; it was a one-way communication (top-down process).

• The paradigm of dependence—initiated in the 1970s. Communication in this paradigm was
understood as a tool for educating society and creating alliances between developing countries.
The media should, by definition, be under the supervision of the state, as the state represents the
vital interests of society.

• The co-participation paradigm—the third paradigm is based on the idea of public participation
in the process of communicating about world development. In this paradigm, the possibility of
exchanging opinions, experiences and knowledge between the sender and the recipient is ensured.
Society becomes a co-creator of a world development strategy. The adoption of such a model of
communicating about Sustainable Development does not change the traditionally understood
role of the mass media. The media continue to inform and promote but this is no longer their only
function in reality, where every recipient of a message can easily express their opinions.

In the research of the last twenty years, CSR communication has been increasingly important due
to its role in the development of CSR policies and activities. The implementation of goals set by socially
responsible organizations requires constant adaptation of business and communication strategy to the
changing expectations of the environment.

Research shows that communicating using Twitter increases the level of identification of
stakeholders, especially consumers, with an organization. According to researchers [23], even though
external stakeholders have much less direct contact with an organization than employees, by contacting
an organization through social media, stakeholders are often able to build a robust and lasting
relationship with it. One of the first research papers trying to explain the role of microblogs in creating
relations with the environment, based on the analysis of the content of accounts on Twitter, was the
work of M. Etter et al. [24]. By analyzing tweets and reactions to them posted on the accounts of
30 companies, the researchers determined the levels of interactivity and intensity in communicating
social responsibility. The intensity level was determined by the quantitative proportion of posts on
CSR of the company to posts on other topics. Interactivity was measured by the number of stakeholder
responses to published CSR tweets. The analysis resulted in a matrix defining four types of CSR
communication strategies that companies can implement using a microblog in the form of Twitter:

1. information strategy that has a low level of interaction regardless of the level of stakeholder response,
2. personalized information strategy where low stakeholder responsiveness is combined with

medium to high levels of interactivity,
3. reactive strategy—medium or high level of interactivity is combined with a high level of responsiveness,
4. an engagement strategy, characterized by a medium to a high degree of interactivity with an average

level of environmental responsiveness.
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Each of the surveyed companies was assigned to an appropriate strategy and the intensity level of
CSR tweets posted by the company was determined. Conclusions from the research were included
in the statement that the use of Twitter in communicating social responsibility may contribute to the
increase of awareness of the organization’s CSR activities. Users make CSR content available to others
and reducing the negative attitude of stakeholders towards CSR activities and messages thanks to
the dialogue conducted by the company and building relations with the environment. Successive
research on the use of the microblog to communicate CSR conducted by Lee et al. [25] and Tao and
Wilson [26] has shown that Twitter is an excellent tool to build a communication space for organizations.
Those that have conducted CSR activities on a large scale have built a broader community on Twitter’s
corporate account around their activities than organizations that have not conducted CSR policies.
Although Twitter enables organizations to create and conduct a dialogue with their environment,
research conducted earlier has proved that organizations still rarely use this tool to communicate CSR.
The analysis of company accounts of the surveyed organizations showed higher responsiveness of the
organization in communicating CSR and less interactivity than in the case of tweets not concerning
social responsibility. The level of organization’s interactivity increased only in cases when stakeholders
themselves contacted the organization through tweets [15,27].

Also, subsequent studies show that this tool has been used mainly to promote organizations,
to a lesser extent, to build dialogue [28]. By investigating how organizations communicate via Twitter,
Etter [27] analyzed their communication strategies. Based on the model of communication strategies
proposed by Morsing and Schulz [29], the researcher distinguished the following strategies used by
organizations in communicating via Twitter accounts:

1. broadcasting strategy—this strategy involves unilateral communication and information is
disseminated to an anonymous recipient, rarely to an individual recipient to convey specific
information,

2. reactive strategy—allows for two-way communication but messages only appear from the
organization when the initiative is created on the side of stakeholders, the organization responds
to questions and comments,

3. engagement strategy, enabling a proactive approach by the organization to two-way communication.
The organization encourages dialogue, exchange of ideas, asking questions from stakeholders,
also by frequently mentioning other users’ names in tweets. It is precisely this latter communication
strategy, the engagement strategy, that researchers consider being the one that should lead to the
highest level of stakeholder identification with the organization and increase consumer loyalty to
the brand [27,30].

Sundstrom and Levenshus [31] have narrowed down their applied research on Twitter’s social
responsibility communication strategies to research media companies. The analysis of the content of
messages posted on the microblog allowed to identify three types of communication strategies used by
the surveyed companies:

1. strategies for promoting the organization as a leader in the industry,
2. integrating social media by linking to other external sources on the internet (enhancing credibility),
3. creating relationships, fulfilling public relations functions in the context of involving stakeholders

in the dialogue.

Research has also been conducted on the use of storytelling elements and emotional expressions
in CSR tweets [32]. In the area of communicating CSR through a microblogging service such as Twitter,
research was also undertaken in food and brewing companies. The research showed that customers
expect companies representing the above industries to communicate about product responsibility;
however, none of the surveyed companies used a dialogical, two-way and asymmetrical approach in
communicating with the environment via Twitter [33]. Similarly, the results of the Shin and team [34]
study showed that companies in most cases, despite using social media and communicating online
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with stakeholders, still treat this channel as a place of one-way communication, mainly for information
purposes. As Wigley and Lewis [35] point out, social media is only a communication tool and it is up to
the organization to use it. It is the organization’s responsibility to provide an environment, both online
and offline, with a willingness to listen to what its stakeholders have to say and respond to problems
that arise. Therefore, research in the field of social media and social responsibility communication is
an important part of the research on the interactivity of communication, which involves all parties of
the communication process. Research on the use of official company accounts functioning on Facebook
by companies to communicate with their stakeholders was conducted by Kim, Kim and Sung [36],
among others. The researchers analyzed company entries on 41 company Facebook accounts and the
reactions of stakeholders to these entries, measuring the number of fans, posts posted by stakeholders
and the number of responses to company posts. The study examined the correlation between six types
of messages sent by a company to its stakeholders via Facebook accounts of the 500 largest companies
and the intensity of responses from the recipients of the messages. It verified the research theses on the
impact of a given type of message on stakeholder engagement in dialogue with the company [15].

The analysis of the content of posts on company accounts on Facebook, conducted by
Haigh et al. [36], showed that organizations communicating social responsibility in social media
primarily inform about CSR programs and activities, as well as achievements and awards. The leading
communication strategy on Facebook was the strategy of informing about the organization’s successes,
the quality of products and services, the importance of the organization in the industry (called the
corporate ability strategy). The research also proved that conducting interactive communication
strengthens the positive perception of the organization and its CSR activities among stakeholders and
influences their purchasing decisions [37].

Subsequent research on CSR communication in social media was conducted by Cho, Furey and
Mohr [38] concerned with the adopted strategies of CSR communication on Facebook accounts.
The analysis of the content of the posts showed that enterprises were more likely to implement
an information strategy communicating on social responsibility than an interactive strategy involving
stakeholders. The effectiveness of implemented communication strategies turned out to be low;
recipients of messages did not engage in dialogue with organizations. Studies on the effectiveness
of communicating social responsibility through Facebook accounts were also conducted in empirical
studies by Abitbol and Lee [39]. They concluded that the most significant stakeholders’ involvement
in communication with enterprises was visible in reactions to posts on CSR activities related to the
organization’s business activity [15].

Research on the effectiveness of CSR communication in social media has so far been carried out in
the food, media and brewing industries or cross-sectionally, for example, among Fortune 500 companies.
The search of the subject literature made it possible to state that so far, no research has been carried out
on communicating the SDGs in social media conducted by companies from the ICT industry.

The communication strategy defines the objectives, content and target groups that the messages
formulated by the organization should reach [40]. In the opinion of the researchers, the choice of
an appropriate communication strategy is crucial for obtaining a positive attitude of the stakeholders to
the organization [41]. The research on communication of an organization’s responsibility has revealed
several typologies of communication strategies implemented by organizations. The literature most
often quotes the typologies introduced by Wagner et al. [42], Drumwright [43], Kim et al. [36], Morsing
and Schultz [29], Colleoni [28].

Wagner et al. [42] distinguished—taking into account the frequency of messages sent and
financial outlays—two types of social responsibility communication strategies—proactive and reactive.
A proactive, more aggressive strategy assumes higher communication-related investments, resulting
from a higher frequency of CSR messages, for example, in the form of advertisements. A reactive
strategy is characterized by a lower frequency of CSR messages of the organization and significantly
lower financial outlays for this type of communication. Some researchers argue that an organization
should use a reactive strategy, a unilateral communication strategy to inform stakeholders about its CSR
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activities, explain the motives and sense of the commitment [29]. According to researchers, less frequent
communication about CSR brings better results. However, it should also be taken into account that
a reactive communication strategy carries the risk of low awareness of CSR activities undertaken
by an organization among its stakeholders, which results in a lack of reaction and involvement
of stakeholders in the implemented activities. On the other hand, the risk of adopting a proactive
strategy is that stakeholders treat communicating social responsibility as “selling” the organization’s
commitment and creating only the right image [44].

In turn, Drumwright [43] presented the division of CSR communication strategies by purpose
and content. He distinguished:

1. strategy of economic communication, where the organization’s messages focus on presenting the
advantages of products or services,

2. strategy of non-economic communication, the aim of which is to support the image of the
organization building good relations with the environment,

3. mixed strategy, which in messages combines the promotion of products and services with the
CSR message.

On the typology described above, Kim and others based their research on strategic communication
of social responsibility [36]. Researchers also distinguished three main types of communication
strategies used by modern organizations, which correspond to the individual strategies presented by
Drumwright [43] (corporate ability strategy, corporate social responsibility strategy and hybrid strategy).

The aim of the quality strategy is, as in the economic strategy, to emphasize the quality of products
and services and to build the image of the organization as a specialist on the market. Messages sent to
stakeholders as part of the adopted strategy often concern the organization’s success on the market,
sales growth, leadership in the industry. The social responsibility strategy, on the other hand, serves
the purpose of conveying information on the activities undertaken by the organization for the benefit
of society and the natural environment. A hybrid strategy is a combination of the assumptions of the
quality and social responsibility strategy, under which messages are sent to stakeholders concerning
both the quality of products and services, as well as socially responsible activities. The aim of the
quality strategy is, as in the economic strategy, to emphasize the quality of products and services and
to build the image of the organization as a specialist on the market. Messages sent to stakeholders
as part of the adopted strategy often concern the organization’s success on the market, sales growth,
leadership in the industry. The social responsibility strategy, on the other hand, serves the purpose
of conveying information on the activities undertaken by the organization for the benefit of society
and the natural environment. A hybrid strategy is a combination of the assumptions of the quality
and social responsibility strategy, under which messages are sent to stakeholders concerning both the
quality of products and services, as well as socially responsible activities [15].

Communication involving two or more parties is a fundamental condition for the implementation
of the organization’s social responsibility. The level at which organizations engage their stakeholders
in the process of communication is a criterion for the division of social responsibility communication
strategies in the Morsing and Schultz typology [29]. The researchers defined three types of communication
strategies for organizations with their environment:

1. information strategy (unilateral),
2. asymmetrical communication (bilateral),
3. stakeholder involvement (bilateral).

The division, based on the theory of communication with Grunning and Hunt’s environment,
takes into account the level of stakeholder involvement in communicating and co-creating social
responsibility. Individual levels are determined by system variables, such as location in the structure of
the decision-making system concerning CSR activities and communication about them, perception by
the organization of the role of stakeholders, the structure of key success indicators of the department
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responsible for communication with the environment, the main strategic task of communication and
support for CSR activities of the organization by external institutions [15,29,45].

Organizations that implement an information strategy communicate unilaterally, providing their
stakeholders with information on CSR policy and activities but not expecting a response to the messages
sent. An information strategy assumes that an organization can influence its stakeholders through
communication while they are treated as potential opposition or support for the organization’s actions
and decisions. The main task of persons responsible for communication is to provide information to
stakeholders in order to obtain or strengthen support for their actions. In an informational approach to
communication, the opinions of stakeholders do not influence changes in the organization.

Similarly, in the case of the second communication strategy—the asymmetric communication
strategy—here, the stakeholders do not influence the organization’s strategic activities. Although in this
kind of communication, the information flow is in both directions, it is asymmetrical. The organization
tries to influence the behavior of its stakeholders through its communications. Communication from
the stakeholders is seen as feedback when the organization wants to find out whether it has support for
activities in its environment. The communication’s asymmetry and asymmetry of the organization’s
relationship with its stakeholders are also visible in the place the organization designates its stakeholders
in this process. The environment is perceived as influencing the organization’s decisions; however,
only messages that passively respond to the initiatives taken by the organization are taken into account.

Only the third type of strategy presented by the researchers—the strategy of stakeholder
engagement—assumes a dialogue between the organization and its environment. Each of the
broadcasters tries to convince the other party to changes in some areas. Thanks to regular communication,
both the organization can influence the behavior of stakeholders and their attitudes towards it, as well as
the stakeholders themselves, have the opportunity to express their opinions and draw the organization’s
attention to emerging problems related to its activities. For an organization conducting constant
dialogue with the environment creates a chance to collect current information concerning stakeholders’
expectations and the level of influence, which particular groups of stakeholders can exert on its
activity. Therefore, the main task of persons responsible for communicating CSR in an organization
is to ensure permanent and systematic dialogue with the environment, involving all main groups of
stakeholders [15].

Based on the typology proposed by Morsing and Schultz [29], Colleoni [28], while researching
social media, identified two main strategies of CSR communication used by organizations:

1. internal (self-centered),
2. dialogue.

The internal strategy assumes that the organization, in the model of internal consultations,
establishes a plan of socially responsible activities. In contrast, by implementing the dialogue strategy,
the organization actively involves its stakeholders in the arrangements concerning the CSR policy and
activities. Table 2 presents the typologies of the social responsibility communication strategy.

The analysis of CSR communication strategies by organizations may raise the question about
the possibility of drawing general conclusions about particular phenomena because there is a doubt
whether strategies may differ depending on the target group they were prepared for [45]. The research
conducted [45] showed that organizations do not differ significantly in the assessment of the importance
of particular stakeholder groups, divided into primary and secondary ones. It means that their strategies
for stakeholder relations are based on fundamental systemic aspects related to the communication
process and can be analyzed based on quantitative research [15].
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Table 2. Typologies of social responsibility communication strategies.

Author Type of Social Responsibility
Communication Strategy Differentiator

Wagner (2009) Proactive
Reactive

Posts’ frequency, financial expenditure on
CSR communication

Drumwright (1996)
Economic

Non-economic
Mixed

Objective and content of a communication

Kim at al. (2014)
Corporate ability

Corporate social responsibility
Hybrid

Objective and content of a communication

Morsing and Schultz (2006)
Information

Asymmetric communication
Stakeholder engagement

Stakeholders engagement

Colleoni (2013) Internal
Dialogue Stakeholders engagement

Source: own study based on Wagner [42]; Drumwright [43]; Kim et al. [36]; Morsing and Schultz [29]; Colleoni [28].

3. Methodology

The rationale for undertaking the pilot studies was the small number of research works devoted
to communicating the Sustainable Development Goals in social media. The four largest ICT companies,
The Big ICT Four, were selected for the study—Amazon, Apple, Google, Facebook. These companies,
as leading ICT companies, have a significant impact on both the global economy and the daily lives of
individuals. The Big ICT Four’s impact on the environment is also significant, including through the
production of new product models, the volume of data transmission, the cost of maintaining a server
room or disposing of used equipment. The involvement of ICT companies in communicating the
activities undertaken for Sustainable Development and promoting the SDGs to stakeholders is one of
the many opportunities to get involved in the implementation of the Agenda 2030 that emerges for the
most significant ICT organizations.

Taking the above into account, it seems crucial to research the communication of Sustainable
Development and promotion of the SDGs by ICT companies.

An analysis of the literature shows that the research conducted so far on Sustainable Development
communication and activities undertaken by enterprises in this field has focused on the analysis of
information contained in companies’ websites or non-financial reports [46]. Non-financial reporting
arouses great interest among researchers of Sustainable Development and corporate responsibility
communication, among other things, due to the significant amount of information that is available
online and does not require the company’s consent to access it while ensuring source reliability [46].
The disadvantage of reports as a communication tool, as well as websites, is the unilateral nature of
communication. Companies through reports and company websites can inform about actions taken in
the implementation of the SDGs. They can also promote the idea of Sustainable Development and the
goals. Such tools, however, make it impossible for the public to get involved in the discussion about
Sustainable Development and the actions taken by companies. Communication through non-financial
reports and websites only serves as an advocacy function to inform the public and raise their
awareness of the SDGs. Companies, as business organizations working with many stakeholder groups,
should implement communication for development in the form of a two-way communication process
involving sender and recipient and enabling the exchange of opinions and experiences. Such tasks can
be carried out by companies using social media in the communication process to make the sender’s
and recipient’s response possible in real-time. Communicating with social media can reach a wide
range of recipients; therefore, the research on Sustainable Development communication of selected ICT
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companies was conducted by the authors using established companies’ Facebook and Twitter accounts.
The research was conducted to find answers to the following research questions:

Q1: Do the surveyed companies communicate about the SDGs?
Q2: Do the surveyed companies use social media to communicate about the SDGs?
Q3: What types of strategies did the companies adopt in communicating through social media?

In order to answer the research questions and identify the social media communication strategy
implemented by the surveyed companies, a text corpus consisting of 1400 entries (posts and tweets)
on the official company Facebook and Twitter accounts was collected for analysis. The corpus was
created based on the entries posted in the accounts in the period from 1 January to 31 December 2019.
Then the content of the collected entries was analyzed according to the coding procedure adopted
by authors. From the text corpus, entries concerning sustainable development and the SDGs were
separated. When analyzing the content of the entries, coding tags were indicated, which define the
thematic areas related to particular SDGs. The entries have been grouped according to the separated
SDGs. The list of subject areas and coding tags is presented in Table 3. Each company can carry out
SGDs-related activities in different areas and various topics related to SGDs also can be communicated
through social media. Table 3 describes those areas of the SDGs in which the company took action in
2019 and about which it communicated through social media.

Table 3. Subjects of entries concerning Sustainable Development Goals (SDGs) in the surveyed
companies’ social media.

Company SDGs in Social Media Entries

Amazon

1 No poverty
3 Good health and well-being

4 Quality education
11 Sustainable cities and communities

15 Life on land
16 Peace, justice and strong institutions

17 Partnerships for the Goals

Facebook

3 Good health and well-being
4 Quality education
5 Gender equality

10 Reduced inequalities
16 Peace, justice and strong institutions

Google

1 No poverty
2 Zero hunger

3 Good health and well-being
4 Quality education
5 Gender equality

7 Affordable and clean energy
10 Reduced inequalities

13 Climate action
15 Life on land

16 Peace, justice and strong institutions
17 Partnerships for the Goals

The theoretical basis of the research process was the typology of social media communication
adopted by Kim and Rader [47], distinguishing three types of strategies—Corporate Ability strategy
(CA), Corporate Social Responsibility strategy (CSR) and hybrid strategy. The Corporate Ability
strategy is characterize by the fact that the number of posts on products and services offered by the
company outweighs the number of posts on topics related to corporate responsibility and involvement
in Sustainable Development. When we have opposite situation we talk about Corporate Social
responsibility strategy. The hybrid strategy combines both approaches to communication.
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Based on the collected quantitative data (total number of entries and the number of entries
concerning Sustainable Development and SDGs), the type of social media communication strategy
implemented by companies was defined.

4. Results and Discussion

The analysis of the content of 1400 posts posted on company social media accounts on Twitter
and Facebook showed that the surveyed companies prefer the Corporate Ability communication
strategy. The number of posts on products and services offered by the company outweighs the number
of posts on topics related to corporate responsibility and involvement in Sustainable Development.
For Google, Facebook and Amazon, the percentage of posts on topics and activities related to Sustainable
Development was between 7% and 17% of the total number of posts made by the companies in the
period from 1 January to 31 December 2019 (Table 4).

Table 4. Results of social media messages’ analysis.

Company Communication Tool The Total Number of Posts The Percentage of Posts Related
to Sustainable Development

Amazon Twitter
Facebook

212
152

13
11

Facebook
Twitter @Facebook

Newsroom
Facebook

168
47

60
17

Google Twitter
Facebook

660
174

13
7

Apple did not communicate with stakeholders on Sustainable Development-related topics through
official social media accounts (Facebook and Twitter); there was no record of such communication
during the audited period. Facebook, on its official company account Twitter also did not carry out
communication activities in 2019 but reported on the activities undertaken in the context of corporate
responsibility and Sustainable Development through the company newsroom account (@Facebook
Newsroom). In this case, the 60% percentage leads to the conclusion that the company is adopting
a hybrid strategy (concerning recipients of the @Facebook Newsroom account on Twitter). In contrast,
the company’s Facebook account is operated according to the CA strategy, where the number of entries
concerning the products and services offered by the company prevails.

In 2010, Kim and Rader [47] analyzed the content of Fortune 100 companies’ websites. The results
of the analysis showed that the highest-ranked companies implemented the CSR communication
strategy. At the same time, the organizations placed on the last positions of the list preferred the
Corporate Ability communication strategy. In a study of communication strategy conducted four years
later [35] on the official Facebook accounts of Fortune 100 companies, it was shown that 89% of the
companies applied the Corporate Ability strategy and only 9% of the studied cases were implemented
CSR communication strategy. The remaining enterprises applied a hybrid strategy using the above
mentioned two strategies in the same dimension. It can be concluded that enterprises put more
emphasis on communicating their pro-environmental and pro-social activities through websites than
through social media. At the same time, social media are a tool for creating the image of the organization
as an expert in the industry and market leader.

Similar conclusions are drawn from the analysis of the content of the Big ICT Four’s websites
and the reports, where organizations provide extensive information on their social and environmental
activities and participation in partnerships for sustainable development (e.g., Google’s partnership
with The UN Environment Programme or Facebook’s participation in the Global Partnership for
Sustainable Development Data). However, this information does not appear in the social media used
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by companies. None of the entries analyzed for twelve months have included the concept of the
Sustainable Development Goals.

The results of the research show that enterprises prefer CSR strategy in communication through
unilateral communication tools, such as websites and non-financial reports. In communicating through
social media, that is, two-way communication tools enabling the exchange of opinions and experiences,
the surveyed enterprises apply the Corporate Ability strategy and the majority of the messages posted
are aimed at promoting products and services.

5. Conclusions

Research on non-financial communication strategies of enterprises has been conducted in recent
years, mainly in the area of corporate social responsibility and sustainable development understood
in an environmental context. Communication about the SDGs has not been the subject of research,
probably due to the short period that has passed since the objectives were officially announced (2015).
A small amount of literature related to the topic of SDGs communication was a limitation in conducting
literature research.

The article discusses the subject of communicating the SDGs on the example of social media
analysis of the four most significant companies in the ICT industry. The results of the research show
that although companies engage in activities for the implementation of the Sustainable Development
Goals and report on their activities on company websites and in non-financial reports, they do not use
social media to communicate about Sustainable Development and SDGs. It seems reasonable to expect
companies with such a wide range of impact as The Big ICT Four to promote the idea of Sustainable
Development and actions taken to achieve the goals with the use of tools with the highest possible
impact, such as social media.

On account of the above-mentioned results, it can be concluded that future research should
concern the identification of barriers, which cause that ICT companies do not communicate directly
about joining the implementation of the SDGs and do not adopt a CSR strategy in communicating
with stakeholders in social media. It is also worthwhile to conduct research on communication about
SDGs in other industries in the future [48,49].

The conducted research was only a pilot study and the subjects of the study were the four largest
enterprises, which does not give grounds to extend the conclusions to the whole population of the
ICT industry. As the ICT industry is one of the fastest-growing industries in the global economy and
has a significant impact on society and the environment, it is worthwhile to broaden future research
to include more enterprises so that the statistical surveys allow for a generalization of conclusions.
The answer to this question may serve as a basis for another research issue, which will be to define the
determinants of communication about the SDGs and key factors influencing the effectiveness of the
adopted communication strategy.
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