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ABSTRACT 
 

The prevalent application of reports on Corporate Social Responsibility (CSR) significantly 
changed the way companies communicate with their stakeholders. Contents of these reports 
focus on the company’s Triple Bottom Line (TBL) as a model that obtains the balance between 
financial, environmental and social performances of business. By achieving this balance, 
companies successfully respond to striving demands of sustainable development. Significant 
governmental and non-governmental initiatives and organizations around the world have 
already recognized the importance of mandatory CSR reporting, and therefore advocate its 
standardization process. This is a proper response to the growing demands of managers and 
stakeholders for prompt and transparent information’s regarding the company triple bottom 
line. The contents and the process of creating and publishing a CSR report require development 
of such databases that can provide integral analysis of company financial, environmental and 
social impacts. Adequate reporting process can be implemented only thru continuous 
communication of a company with its internal and external stakeholders. In this paper, authors 
determine the scientific aspects of CSR communication spectrum between a company and its 
stakeholders. Therefore, the aim of their research is to promote CSR reporting as a relevant 
mean of stakeholder management and evaluation of business sustainability. 
 
Key words: Corporate Social Responsibility, Reporting, Triple Bottom Line, Management, 
Stakeholders. 
 

SAŽETAK 
 
Sve zastupljenija primjena izvještaja o društvenoj odgovornosti poduze a zna ajno mijenja 
oblike komuniciranja poduze a s njegovim dionicima. Sadržaj ovih izvještaja usmjeren je na 
aspekte trostrukog rezultata poduze a kao modela kojim se održava ravnoteža izme u poslovnih 
u inaka financijske, okolišne i društvene prirode. Ravnoteža koju poduze a nastoje posti i 
izme u ova tri aspekta poslovnog rezultata predstavlja njihov odgovor na sveprisutne zahtjeve 
održivog razvoja. U svijetu su zna ajne inicijative te organizacije vladinog i nevladinog sektora 
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prepoznale važnost primjene izvještaja o društvenoj odgovornosti zagovaraju i pritom proces 
njihove standardizacije. Taj proces predstavlja odgovor na rastu e potrebe menadžera i dionika 
za pravovremenim i transparentnim informacijama o trostrukom rezultatu poduze a. Sadržaj i 
proces izrade te objave izvještaja o društvenoj odgovornosti poduze a zahtijeva razvoj baza 
podataka koje omogu uju integralnu analizu financijskih, društvenih i okolišnih u inaka 
poslovanja. Prikladan proces izvještavanja može se ostvariti samo kroz kontinuiranu 
komunikaciju poduze a s njegovim internim i eksternim dionicima. U ovom radu autori 
definiraju znanstvene aspekte komunikacijskog spektra izvještavanja o društvenoj odgovornosti, 
a koji se javljaju izme u poduze a i njegovih dionika. Temeljem toga cilj njihova istraživanja 
jest inaugurirati izvještavanje o društvenoj odgovornosti poduze a kao sredstvo upravljanja 
odnosa s dionicima i procjene održivosti poslovanja.  
 
Klju ne rije i: Društvena odgovornost poduze a, Izvještavanje, Trostruki rezultat, 
Menadžment, Dionici.  
 
 
1. Introduction  
 
Efforts of companies to achieve accountability for wider social groups, beyond explicitly their 
shareholders, aim at developing strategies for regular monitoring and managing financial, 
environmental and social aspects of business result. Companies usually form socially responsible 
policies that are in accordance with the model of the Triple Bottom Line. The term Triple 
Bottom Line (abbreviated TBL or 3BL) was coined and first used in 1994 by John Elkington, an 
English activist and expert on sustainable development. The intention of promoting TBL was to 
imply the problem of insufficient coverage and inadequate analytical approach to the overall 
business results beside financial ones, particularly in the domain of environment and society. 
TBL approach was basically relevant for developing much wider concept of Corporate Social 
Responsibility (CSR). Although developed since 1960´s CSR emerged as a relevant management 
paradigm, especially during the last two decades, mostly due to increasing ethical scandals and 
ecological breaches caused by multinational corporations. In terms of business practice TBL 
model can provide appropriate foundation for CSR implementation, no matter if it is a case of 
private or public sector.  Implementation of CSR business policies is reasonably associated with 
the objectives of sustainable growth and social development, demanding balance with financial 
objectives of the company.   
 
TBL derived from management intention to be more transparent and responsible to different 
social groups, i.e. the stakeholders. This means diversification of responsibility to those business 
effects that are not exclusively financial. Therefore, company management has to take into 
account various interests of internal and external stakeholders. Internal or primary stakeholders 
operate within the company and include groups such as owners, employees, suppliers and 
investors. External or secondary stakeholders achieve their interests related to company 
environment. Their influences are, therefore, external. External stakeholders include local 
community, activist organizations and different types of non-governmental organizations, the 
media and government bodies or institutions. Each of these stakeholder groups develops specific 
interests and influences depending on the legal type of relationship they have with the company. 
For example, the owners and employees are interested in the financial aspect of the business 
result, while other stakeholder groups, such as environmental or social activist groups and the 
local community, are more interested in environmental or social business impacts. Because of 
this hese groups are very interested in conducting the analysis of business impacts represented in 
the TBL model (as shown by Scheme 1). 
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Scheme 1 Triple Bottom Line required for company’s sustainable growth and development 
 

    
Source: Authors illustration based on Elkington, J. (1997): Cannibals with Forks: The Triple 

Bottom Line of 21st Century Business, Capstone Publishing Limited, Oxford 
 
The TBL business model highlights the relevance of linking social and environmental business 
aspects along with responsibly generated revenues. Purpose of this is to achieve financial 
sustainability that, in modern business environment, leads to improving competitiveness. Global 
business environment during the last two decades also has increasing potential of prevalent geo-
political turbulences and symptoms of permanent economic, ecological and social crisis. In such 
conditions, business success on the world markets depends on company ability to simultaneously 
achieve profitability, ecological quantity and social justice within its business operations. 
Developing higher understanding and improved knowledge of business success based on the 
TBL is crucial for the future genesis of the CSR paradigm. This genesis should lead to generally 
accepted concept of balanced achieving financial, environmental and social business result. It is 
worth of noticing that it would be wrong to look at the TBL model and CSR concept as separate, 
independent elements of sustainable development. These two are explicitly intertwined, which is 
based on their development context and their scientific and practical content as will be 
demonstrated further in this paper.  
 
2. Drivers of CSR reporting 
 
Regarding the nature and content of annual financial statements, where social and environmental 
business results regularly omit, responsibility of a company in terms of such non-financial 
business aspects cannot be appropriately communicated. However, the demand for a separate, 
continuous creation and publication of CSR reports that elaborate the company’s TBL has 
significant practical and scientific strongholds. Research conducted by Alexander and Buchholz 
(1978), Aupperle, Carroll and Hatfield (1985), Blackburn, Doran and Shrader (1994), Orlitzky, 
Schmidt, and Rynes (2003), Peloza (2009), Kapoor and Sandhu (2010) confirm that CSR has a 
significant impact on business success. In these terms, analysis within the spectrum of TBL 
impacts becomes highly relevant. As a ground for analysis of such impacts Miljenovi , Kutnjak 
and Stilin (2015) advocate the application of non-financial reporting guidelines. This type of 
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    Poboljšana ekonomi nost

analysis can be conducted only by overviewing annual CSR reports (also called sustainability 
reports). Only these types of reports integrate financial, environmental and social business 
impacts. It is argued that even the basic forms of such reporting can provide relevant 
information’s for interpretation of company sustainability contributions. This is due to a fact that 
environmental and social aspects of business are completely omitted in regular form of financial 
statements (Miljenovi , Kutnjak, Stilin, 2015, 127-128). Except analytic and informational 
reasons of CSR reporting there are also others represented by Graph 1. 
 

Graph 1  Reasons for integrated/CSR reporting of 250 biggest companies from the Fortune 
Global 500 list (%) 

9

10

12

12

15

18

48

0 10 20 30 40 50

Pra enje trendova DO izvještavanja

Poboljšanja ekonomi nost

Pristup kapitalu i pove anje vr.

Efikasnost upravljanja

Inoviranje i u enje

Poboljšana reputacija

Implementacija DO strategija

 
Source: KPMG (2011): International Survey of Corporate Responsibility Reporting, KPMG 

International, Amstelveen, pp. 25 
 
Afore mentioned reasons or drivers for CSR reporting directly relate to successful achievement 
of company crucial operational objectives. Socially responsible activities can consequently 
contribute to easier access to capital, higher customer loyalty and improved company reputation. 
CSR can also be a significant driver of sales increase, attracting the best employees and a model 
for reducing key business risks, especially environmental ones. Therefore, managing the aspects 
of CSR may become of the utmost importance, demanding the development of transparent 
reporting practices. 
 
Eliminating deficiencies of mandatory financial reporting is also stated as a very important 
reason for annual CSR reporting (KPMG, 2011, 24-28). This is because financial statements do 
not represent information that clearly explains the efficiency of managing the natural resources 
or social investments. Only transparent and complete environmental information regarding the 
company usage of natural resources, treatment and disposal of its wastewater, releasing 
greenhouse gas emissions and generating material waste can provide an objective analysis of 
production process efficiency. 
 
Stakeholder approach strongly supports the inclusion of stakeholders in various business 
activities, at different hierarchical levels. Such stakeholder inclusion requires regular 
communication between the company and its stakeholders. Fundamental prerequisite of such 
communication is the usage of the CSR reports. These reports assure data diversification 
regarding internal and external stakeholders’ areas of interest, integrated at one place – the CSR 
report. This is highly relevant for multinational corporations that have a large number of 
stakeholders and that operate in global business environment. However, the purposes of CSR 
reporting are not classic public relations (P&R). Its purpose is managing simultaneously 
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common sustainability aspects between the company and its stakeholders. Herzig and 
Schaltegger (2006, 302) cite the following benefits of CSR reporting: 

- gaining legitimacy (social acceptance) of business activities, products and services that 
have environmental and social impacts, 

- improving the reputation and increasing brand value, 
- the acquisition/development of competitive advantages, 
- highlighting the company advantages in relation to its competitors by using CSR report as 

a set of indicators for the overall business success, 
- comparison with other competitors in the industry, 
- increasing transparency and accountability within the company, 
- implementing and promoting models for employee motivation based on internal 

informations and process control. 
 
In CSR reporting stakeholders have a central place. This is because the company purpose is 
usually determined by interests and actions of the stakeholders (like the shareholders i.e. owners, 
employees and customers), which are driven by different types of financial, environmental or 
social interests and/or objectives. Stakeholders of one company represent its environmental and 
social construction, especially in the sense of internal and external business impacts that are 
being absorb by the stakeholders within or outside the company. Business strategies therefore 
have to give emphasis to stakeholder management because these stakeholder groups are final 
3recipients3 of the impacts within the TBL spectrum. Due to that, stakeholders require business 
information’s based on which they can identify processes and measure the sustainability levels of 
company’s impacts in their areas of interest. Management is therefore required to provide 
informations about CSR policies and qualitative and quantitative TBL impacts. For this purpose, 
management should design reporting processes and control mechanisms to ensure positive 
contributions and effects for the overall viability of the company and its stakeholders. To make 
this possible the information flow of information must have a specific communication frame, 
enabling the dialogue between managers and all the key stakeholders. 
 
Managers are additionally attracted to CSR strategies because their implementation can improve 
previously damaged company reputation. Effective CSR strategies can achieve this by moving 
the company from the area where it is perceived as a 3source of a problem3 to the area where it 
has an opportunity to become a 3problem solver3. This is additionally pronounced withing 
companies whose main activities significantly impinge the questions of responsibility for social 
health and those which operations significantly affect the environment (e.g. tobacco and oil 
industries). It is relevant to point out, repeatedly and clearly, that CSR cannot be identified as a 
simple concept of marketing or public relations. Such notion would be completely wrong and 
misunderstood. When using the CSR strategy as a short-term policy for exclusively improving 
the company reputation it can not bring long-term benefits in terms of integrated financial, 
environmental and social sustainability. CSR can only be used and implemented as a broader 
strategic concept of managing sustainability issues of one company, its stakeholders and their 
social surroundings.  
 
3. Process of CSR reporting  
 
Some companies are guided by intuition when preparing reports that engage the topics of social 
responsibility. Members of management can also have a 3hunch3 regarding topics or issues that a 
CSR report should cover or even regarding stakeholder groups that will use the report. However, 
the process of presenting the CSR information’s on begins by collecting relevant TBL data. 
These data generates as a result of previously implemented CSR strategies. This should be a 
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basic stage, common for all processes of information analysis. However, this stage is somewhat 
more complicated when reporting on CSR, with regard to the structural nature of the TBL. It is a 
common understanding that financial effects are exclusively internally subjected, while social 
and environmental effects subject to externalization. TBL always observes financial, 
environmental and social business aspects as interconnected. However, social and environmental 
aspects are not always included in the internal communication channels of the company. 
Therefore, this information has to be collected from the environment. Crucial part is the 
information network, which has to be at the disposal to the stakeholders, implying their 
involvement in the process of CSR reporting from the beginning. 
 

Scheme 2 Stages of CSR reporting 
 

 
Source: Miljenovi , D. (2016a): Development of the Standardised Reporting Model on Corporate Social 

Responsibility, doctoral thesis, University of Rijeka, Faculty of Economics, Rijeka, pp. 95 
 
Mapping or identifying the key stakeholders' implies the analysis of their expectations regarding 
the company accountability. In this stage of the reporting process, it is certainly desirable to meet 
the representatives of the key stakeholders (eg. trade unions, local communities, environmental 
organizations and the media). Discussion with these groups is useful because it generates precise 
stakeholder expectations. This discussion can also narrow extent of the report to topics that are 
of common interest to the company and its stakeholders. These topics contain material interests 
of the stakeholders, the so cold materiality issues. Defined materiality issues imply the type, the 
form and the scope of the information that will enter the final CSR report. Some stakeholders’ 
are more interested in quantitative information’s, as environmental groups, which will insist on 
publication of quantities of the greenhouse gas emissions or water used/discharged. This means 
that available absolute data needs to be processed by using relatively pronounced forms.  
 
For a higher quality of the CSR report, it is desirable to assign a professional person within the 
management who will be responsible for CSR communication and analysis. Due to financial, 
technical and social contents of the CSR report it is usual to form a project group consisted of 
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management members, engineers, employees and even sociologists. This ensures that the final 
CSR report has a professional coverage of relevant material issues. 
 
However, publication of the CSR report doesn’t represent the end of the CSR reporting process. 
The publication of a CSR report is only the next stage of the revolving CSR reporting cycle. In 
this stage, stakeholders become CSR report users and start to evaluate relevant TBL data within 
the report. CSR reporting is also not a fixed process because the relations between the company 
and its internal and external stakeholders are highly dynamic. Information and communication 
links between the company and the stakeholders are constantly changing. The entire reporting 
process requires feedback information from the stakeholders because they as the report users 
evaluate its quality and appropriateness. Feedback information can be obtained only from the 
stakeholders as the report users. Based on such feedback, adjustments of the report should be 
made, consisting of modifications, so that the report for the upcoming period can be improved 
and address stakeholders aspects that were previously possibly omitted. 
 
Reports on corporate social responsibility have to confirm that implemented CSR activities were 
relevant for generating positive TBL effects. It is important to include topics that explain direct 
and indirect impacts regarding creation and preservation of financial, environmental and social 
values, as well as potentially eroding impacts, or risks, that have significant importance to the 
company and the stakeholders. Financial and non-financial composition of the TBL conditions to 
delineate the influences that may act more slowly and cumulatively on sustainability issues from 
those who are current and actual. In any case, stakeholders are link between the positive and 
negative business effects and regular communication with them is the premise of effective CSR 
reporting. 
 
4. Importance of CSR reporting in stakeholder management 
 
Socially responsible operations during the last decade become a significant factor of business 
competitiveness (Kutnjak, 2014) defining company ability to address its stakeholders 
successfully and appropriately. CSR reports represent unique communication tool that enables 
companies to communicate with groups that have completely different (financial and non-
financial) interests. Such reports serve as a universal translator, allowing the management to 
simultaneously communicate different TBL aspects with different stakeholders. By using a CSR 
report company has an opportunity to address non-governmental organizations, employees, the 
media, activists, creditors or potential investors – all in one report and all at once. This 
understanding in recent years also gave a massive incentive for developing and implementing the 
guidelines and standards of non-financial reporting (Global Reporting Initiative, 2011, Global 
Reporting Initiative, 2013, Miljenovi , 2016b). Some of these guidelines and standards have 
already been implemented in national laws, which is the case in some of the EU countries. For 
example, in France, based on the NRE Act (Nouvelles Regulations Economiques, 2001) and 
later passed acts of Grenelle I and Grenelle II (2009 and 2010) all the companies listed on the 
stock exchange have to include social and environmental information in their annual reports. The 
same commitment of mandatory CSR reporting is adopted for companies in Great Britain based 
on Climate Change Act (UK Parliament, 2008). To achieve higher transparency of Danish 
private and publicly owned companies the Danish Parliament introduced mandatory annual 
reporting for information’s regarding CSR policies. The aim of the Danish government was not 
only higher transparency of TBL information but also creating a desirable environment for CSR 
investments. Although above listed acts represent different national incentives Perrini (2005, 
622), based on his analysis, confirmed that companies across Europe are in line on that how 
should responsibility codes of conduct work in business practice.  
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Relationship between a company and its stakeholders doesn’t start in the stage of publishing 
CSR report but long before, in the stage of determining materiality issues and with selection of 
sustainability relevant business data. Published CSR report is, therefore, a result of continuous 
management-to-stakeholder’s cooperation. Final CSR report will significantly be under the 
influence of stakeholder’s characteristics because they define the type of information’s involved, 
methods and processes implemented in the preparation of the CSR report. It is important that 
management experience CSR reporting as a process of responding to informational demands of 
the stakeholders. Companies that do not issue a standard CSR report can also have established 
relations with their stakeholders. However, in this case it is more difficult to form an objective 
context of stakeholder management that is a prerequisite of efficient stakeholder engagement. 
Stakeholder engagement, on the other, enables more diversified communication between 
stakeholder groups and the company, which is more extensive than in the case of annual 
financial reports. CSR reports also provide management with the data on non-financial risks that 
usually doesn’t generate within the organization but from its environment. Therefore, 
stakeholder management requires an appropriate stakeholder communication context presented 
in the Scheme 3. 
  

Scheme 3 Communication context for stakeholder management 
 

1. KEY STAKEHOLDERS IDENTIFICATION 

Employees Consumers Shareholders Suppliers Local community 

 

    

2. MATERIALITY ISSUES 
- Safety at work 
- Human and 
working rights 
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- Human resource 
development 
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- Quality 
- Legal compliance 
- Animal testing 
- Fair-trade 
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- Company value  
- Risk avoidance 
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investments 
- Stakeholder 
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- Quality control 
- Waste 
management 
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3. COMMUNICATION CHANNELS 
- In writing (mail or 
e-mail) 
- CSR report 
- Company internal 
notifications 
 
 
 

- Media campaigns  
- Customer support 
- CSR report 
- Web page 
- Customer 
telephone line 

- Meetings 
- Financial reports 
- Web page 
- CSR report 
- Auditors report 

- Press 
- Auditor report 
- Web page 
- CSR report 
- Contact of the 
purchasing 
department 

- Web page 
- CSR report 
- Town council 
meetings 

4. REGULARITY OF THE COMMUNICATION 
On a daily basis / Quarterly / Annually 

 
 
 
 

5. CSR ACTIVITIES 
 

Source: Adaptation of authors based on Grupo Herdez (2012): Annual Report: We set the things on the table, 
Grupo Herdez, Monte Pelvoux, pp. 44 
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After detecting key stakeholders, it is reasonable to start managing their expectations. This 
requires appointing a person that will manage CSR issues, sort of a CSR manager that will be in 
charge for sustainability strategies and regular communication with the stakeholders. In order for 
this process to become effective management has to implement appropriate communication 
channels and determine their regularity (daily, monthly, quarterly, annually). CSR activities that 
will then take place have to be directly related to the stakeholders’ area of interest and 
determined materiality issues.  
 
Programs that encourage joint activities of stakeholders and the company are always of the 
highest benefit for the development of socially acceptable forms of business conduct. Different 
types of joint activity enable the management to continuously contact with internal and external 
groups and to determine stakeholder’s interests. For a company, CSR report is therefore a source 
of key information in the stakeholder management process. Various communication forms like 
joined working groups, financial and non-financial reports, Internet campaigns or community-
volunteering programs enables managers to partially master external business effects, both at 
local and national level (e.g. projects with local communities and cooperation with 
representatives of the government). This strengthens the control of the management, which is 
normally retained exclusively within the organization and broadens it to external groups. At the 
same time CSR reports provide an insight to administrative and physical structure of a company, 
which is very important for stakeholder understanding of business processes.  
 
5. Conclusion 
 
CSR report is a specific form of presenting achieved financial, environmental and social values 
as a direct result of business operations. CSR report represents a tool for successful TBL 
management. Only a decade ago, integrated analysis of financial, environmental and social 
business results was hardly feasible. Reports that promote the paradigm of corporate social 
responsibility opened the doors to measuring results of sustainable development on multi-
curricular levels, which was not available before, nor for the managers nor for the stakeholders. 
By using CSR reports, managers and stakeholders also developed highly transparent and more 
direct communication, which certainly contributed to better mutual understanding, especially in 
terms of achieving sustainable financial, environmental and social impacts. This implies 
developing measurement models and applying indicators intended for CSR and TBL analysis. 
Aim of these models is to improve the function of management and control of created 
sustainable value across the aspects of TBL, which are evenly important for the company and the 
stakeholders. 
 
In CSR reports, companies should present the results of their socially responsible policies and 
models of managing environmental and social business impacts. Above all CSR report is used to 
explain to the stakeholders how business operations affect their aspects of interests in a 
sustainable manner. This way companies open a path to recognizing opportunities and threats 
related to sustainable development. CSR reporting enables significant breakthrough when it 
comes to measuring, analyzing and understanding added value of a company that is integrated 
within the TBL (no matter they are of financial or of non-financial nature). The determination of 
those values, especially in the area of sustainable development, requires creation and publication 
of reports that meaningfully link financial, environmental and social impacts of business 
operations. The structure of such reports should provide a rational and balanced account of 
company contributions to sustainable development containing transparent data on positive and 
negative business effects on environment and society. The reporting process should involve all 
relevant stakeholders in time to ensure inclusion of their materiality issues and their equal share 
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of informations in the CSR report. Topics being imposed in the process of preparing the CSR 
report always relate to material effects and benefits of internal and external stakeholders and 
balance with financial business aspects. 
 
Properly structured and third-party verified CSR reports should reliably reflect the long-term 
profitability, coupled with the company concern for the environment and achieving social 
equality. Sustainability reports enable management in making business activities improvements 
because environmental and social data can be measured, monitored and managed in a sustainable 
and socially responsible manner. It is important that reports in all components reflect relevant 
financial, environmental and social impacts that may significantly affect the assessment and 
decisions of management and the stakeholders. The aim of the company is that its CSR report 
informs stakeholders reliably, accurately and in time regarding all the topics relevant for mutual 
sustainable development. 
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