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Abstract of Thesis
Refugee NGOs in a Changing Media
Environment: Prospects and Challenges

This study aims at understanding the opportunities tlwatay’'s ever-changing
communication environment presents for raising amese and inspiring action against the
worldwide refugee problem. It focuses on the use ofaold new media by transnational
non-governmental organizations (NGOs), who work alongsat®nal governments and
inter-governmental organizations, to put an end tcsttiering of millions of refugees. It
explores traditional media’s approach to refugee issuéise age of satellite TV and the
internet. It also looks into how refugee NGOs aspoading to the demands of these new
media technologies to get their message across in a marveffeanner. Throughout this
study, my endeavor is to identify in what ways thenswnication technology and media
transformation of our time are affecting the refugeggQs’ ability to garner and sustain

attention to the refugee problem.
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Chapter 1: Introduction

Not a day goes by without millions of children openirgjrteyes to the morning light
behind the fences of a refugee camp. Not a day lgypesgithout their parents -if alive-
wondering when -if ever- they will be able to provide tokildren with normal lives. Days
go by without us noticing that there are millions thdre waiting to be saved, wanting just

to have a normal life like us, like those on the ogide of the fence...

This study is an attempt to understand the oppadiesnithat today’'s ever-changing
communication environment presents for raising amese and inspiring action against the
worldwide refugee problem. It focuses on the use ofaold new media by transnational
non-governmental organizations (NGOs), who work alongsat®nal governments and
inter-governmental organizations, to put an end tcsttiering of millions of refugees. It
explores traditional media’s approach to refugee issuéise age of satellite TV and the
internet. It also looks into how refugee NGOs aspoading to the demands of these new
media technologies to get their message across in a marveffeanner. Throughout this
study, my endeavor is to identify in what ways thenswnication technology and media
transformation of our time are affecting the refugeggQs’ ability to garner and sustain

attention to the refugee problem.

Although mass displacements of people have long existedodeenditions such as war

and disease, a more standardized international resgonthe refugee problem was first



adopted following the Second World War (WWII). Priacw WWII, there was no
overarching international policy articulating what ddoges a refugee, and what their
universal rights are (Malkki, 1995). Over a milliofugees in Europe were waiting for a
solution to their situation following WWII. Thus, theténnational Refugee Organization
(IRO), which succeeded the United Nations Relief Retiabilitation Agency (UNRRA),
was established in 1947. IRO’s main responsibilitg wesettlement of European refugees,
and it completed its term of office in 1951 with fleendation of the United Nations High
Commissioner for Refugees (UNHCR). The Convention Regjdb the Status of Refugees
was also adopted by the UN in 1951 and set the miniigials for refugee populations

(Gallagher, 1989).

UNHCR remains the main inter-governmental orgaroratiealing with the worldwide
refugee problem. However, the conditions that sudothe issue have changed
substantially following the organization’s inceptionmathan 50 years ago. For instance,
by 1960, while the European refugee problem was motessrresolved, the number of
refugees in Africa expanded significantly. By 1972, ¢harere more than one million
refugees in the continent thanks to internal civirasvand clashes between sovereign
African states. By 1980, one could find large refugegulations in every continent on the
globe (Gallagher, 1989). According to the UNHCR’s 200@b& Trends report, the
number of displaced people worldwide reached 42 mjllwith 15.2 million refugees,
827,000 asylum-seekers and 26 million internally dispil persons (IDPs). Overall, the
increasing number of refugees and the persistencyegbrtbblem over the years point to

the international governmental community’s reluctance iadbility to deal with the
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refugee issue. This, in turn, brought about the faomatind subsequent success of
transnational refugee NGOs in the international realmchvconstitutes the subject of this

study.

The growing impact of refugee NGOs should come asungrise, as over the past few
decades, the traditional international order has beenlicatega with the multiplication of

actors above and below the state level with diverseestte information channels, and
issue agendas. Starting with the 1980s, the world itasessed the widespread adoption of
neo-liberal policies by national economies. This wasompanied by the opening up of
national borders following the end of the Cold War i@ #990s. When coupled with the
advances in information and communication technologiesset developments have not
only facilitated the proliferation of new actors, libey have also provided opportunities
for their cooperation and mobilization on a transnatitwaagis. The world system, which

was founded upon the notion of sovereign nation-stdtas gone through structural
changes due to the blurring of political, culturatl @zonomic boundaries (Martens, 2003;

Diven, 2004).

Those who perceive globalization as marking the end tibmatate champion the
emergence of a global civil society. Global civil sgirefers to “non-governmental
organizations (NGOs) or social movements, of all shapeb sizes, operating in the
international realm” (Taylor, 2002). In other words,ecompasses a wide range of
transnational social institutions and forces whiahcfion outside the domain of the state

and the market. Global civic engagement, which islifaied by the proliferation of
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transnational non-governmental organizations and movemientonsidered a byproduct

of “globalization from below” (Falk, 1993).

Media play a critical role in the advancement of tmatisnal NGO efforts. Traditional
mass media, such as the mainstream press, radio, avesitel, have long been an
important tool for activists. Thanks to the recentali@ments in information technology,
however, todaygross-border communication is faster, cheaper, asgrethan ever before
(Brinkerhoff and Coston, 1999; Hafez, 2007; Bimber, 2008th the advent of satellite
TV and other technologies which allowed for the reaktitoverage of global events, the
reach and influence of news organizations expanded stibiya Some scholars coined
the term “CNN effect” to explain the increasing impa€tnews media on pressuring
decision-makers and driving international policy. The&.Uintervention in Somalia in
1992-1993 was used as the primary example of the @Nett by its proponents
(Livingston, 1997; Robinson, 2000; Jakobsen, 2000hodith the real impact of the CNN
effect in driving policy has been controversial -as swsidound that it was still official
sources such as government elites that controlleceitierging media discourse- mass
media continue to be one of the most important plagofon NGOs that hope to raise
global awareness to their causes (Livingston and EatBa5; Carroll and Hackett, 2006;

Gaber and Willson, 2005).

In addition to the rapidly changing traditional mediadscape, the evolution of new
media, such as the internet, has been applauded byasamhancing the ability of NGOs

to achieve their goals more effectively. Digital nee@iatforms such as email, websites,
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lists, and blogs provided NGOs with the opportunitptiblicize their messages directly to
audiences without the intermediary of journalists ows)@rganizations (Stein, 2007).
Moreover, they provided an alternative channel through lwhiGOs can reach out to
larger groups of people as a news story that picks up on the igleblbma difficult to ignore

by the mass media. (Bennett, 2003b; Dahlgren, 2009hdfarore, new communication
technologies gave NGOs the ability to unite and mabiiiz a new and unprecedented

capacity (Bennett, 2003a; Shirky, 2008).

As emphasized above, the mass media are especiallytamipor bringing remote crises
and conflicts to the public eye (McLagan, 2006). A nambf challenges have been
highlighted in the literature about news coverageaeffigee issues. One of the main
impediments that refugee NGOs need to overcome haddaénact mass media attention
to refugee situations in distant parts of the gléberent developments in the news media
industry, such as multiplication of online and offlimews sources, accelerating shrinkage
of audiences, when combined with the increased congoeimong news outlets, have
pushed news organizations to cut back on their foreign newsiopsrgibbott, 2009). As
much of the refugee situations are found in the wopd@rest, most unstable and distant
regions, capturing the news media’s interest have become altliffisk. For instance, Fair
and Parks (2001) discuss the logistical and orgaarmtidifficulties that the U.S. news
media faced in covering Rwanda’s 1994 genocide. Duetaridrating conditions and lack
of infrastructure for regular reporting from the continenews coverage was insufficient

and perpetuated stereotypes that were usually associttetiewegion.



Another problem that refugee NGOs encounter inrdgsird stems from the nature of the
refugee issue itself. Most refugee problems are “acted”. That is to say, they tend to
persist, even when the very conflicts that credlein are resolved. According to the
UNDPI, today the refugees are spending longer periods ia. dérilhis study, Jakobsen
(2000) argues that media coverage of conflicts is wenyeld during what he calls the pre-
and post-violence phases. In the post-violence phasde fighting is stopped, the media’s
attention is quickly diverted away from the issueisTias many important consequences,
including a shift from long-term conflict prevention to shierm crisis management. In his
keynote address called “International Refugee and HuRigints Law: Sides of the Same
Coin”, the UN High Commissioner for Human Rights expathe need for prolonged

media attention to refugee issues as such:

“It is our responsibility to ensure that their stosieontinue to be heard and that violations
of refugees’ human rights are prevented, denouncetipanished in all circumstances: in
emergencies, certainly, but just as resolutely wtien attention of the international
community may be wavering, or waning, or is absofsedompeting priorities” (Arbour,

2008).

However, one would be mistaken to assume that oncernederage is attained, enough
public attention will be garnered to pressure governsngno taking action against the
refugee problem. News content matters as much as cewesage itself. Over the years,
scholars have observed an increase in the number of nenes ghat are based upon

commercial news values of drama, sensation, and enteesnt, as opposed to those that
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provide in-depth analysis and context with the publiergst in mind (Delli Carpini and
Williams, 2001; Patterson, 2000; Bennett, 2005). Whews media fail to detail the
external international connections which link the auckshown history with that of the
refugees, or when news stories lack political, social, and ecomomiext, media coverage
might serve to further distance viewers from remotéersand reinforce the assumption
that “little can be done” (Barnett, 1997; Fair andkBar2001; Malkki, 1996). When
combined with the protracted nature of the refugee issnisspractice can easily lead to
what Moeller (1999) calls “compassion fatigue”, a mtr@enon whereby audiences are
unable to respond with the same degree of sympatihywing constant exposure to

traumatic imagery.

Consequently, this study will examine the transnatioefigee NGOs’ utilization of the
old and new media in the advancement of their orgéinizal goals. It will look into the
shortcomings of the traditional media coverage bigee issues from the perspective of
refugee NGOs and investigate the old and new meditegies that they employ to cope
with these limitations. Hence, the rest of the stisdyrganized into four sections. The first
section reviews literature related to the recenteiggments in today’'s international
humanitarian system and media environment. It provadesverview of the worldwide
refugee problem, the traditional media’s representaifarefugee issues, as well as some
of the old and new media strategies that have bekredtby humanitarian NGOs. The
second section gives a comprehensive analysis of the pradizces of three transnational
refugee NGOs, namely the Jesuit Refugee Service, WerRaiugee Commission, and

MAPENDO International. The analysis is based upon thsb content, as well as
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interviews conducted with their representatives. fhimel section offers a discussion of the
findings, which is followed by the final section inclodi conclusions and

recommendations. In sum, the objective of this stadiireefold; to understand how the
mainstream media represent refugee issues accordihg tefugee NGOs, and how the
refugee NGOs are adapting to demands of the ever4cigpogmmunication environment
in their media practices, and to explore the implicetiof their undertakings in the

resolution of the worldwide refugee problem.



Chapter 2: Literature Review

Going Global: Humanitarianism in the Age of New Media

Globalization has become a keyword in describing tiéigal, economic, cultural and

social transformations that the world has undergone in tredecades. Although a
consensus on the definition of the phenomenon has begeulid to achieve, the

globalization debate gained momentum following the widesd adoption of neoliberal
policies by national economies, and the acceleratidnrdgansification of linkages across
markets in the late 1980s (Prempeh, 2004). This globagration, however, did not
remain restricted to the economic domain. Advancesnentechnology, communications,
science, and transportation contributed to an intgngifevel of global interconnectedness

in the field of politics, environment, culture, and so on

The heightened interconnectivity among different partd peoples of the globe made it
difficult to define issues such as terrorism, immtigra or environmental concerns in
strictly national terms. Furthermore, national govemtsig@roved to be unprepared -or in
some cases reluctant- to respond effectively to problthat transcend their boundaries.
Castells (2008) suggests that these national governinsbotécomings have brought about
the formation of a global civil society. The lastvM decades saw the multiplication and
increasing influence of transnational NGOs and movemehish aim at tackling global
problems alongside nation-states and international gmental organizations (Dahlgren,
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1991). According to the Union of International AssociaiofJlA), the number of
international non-governmental organizations has ineckd4475% from 1909 to 1988 and
22.4% from 1990 to 1997 (Bloodgood and Clough, 2008). As K&084) argues, “if the
twentieth century represented a ‘top-down’ approactotmal and economic growth, then
with the dawn of a new century we have entered a mawofe'bottom up’ growth and

social improvement”.

Some scholars attribute the growing impact of NGOdronng international policy to the
emergence of transnational networks. According to Keckl Sikkink (1998), a
transnational advocacy network involves “those relevarsevorking internationally on
an issue, who are bound together by shared values, aaordiscourse, and dense
exchanges of information and services”. Network membeisaly engage in four sets of
strategies: “information”, “symbolic”, “leverage” ar@ccountability politics”. Through
information politics they gather and disseminate information stratdgica gain
advantage for a given discourse. They resomtytmbolic politicswhen linking specific
dates or events to their cause in order to raise aasseand shape understanding of the
issue at hand. Network actors empleyerage politicsby associating issues of concern
with money, trade, prestige, etc., so that they calh @n stronger actors such as
governments or international governmental organizatiorfsllow their lead. Finally, by
utilizing accountability politics they hold target actors responsible for the actiong the
took, or the principles they endorsed in the past, ierotd move them in the desired
direction. All in all, networks open the way for aotimerang model” of activism, through

which restrained domestic actors can exert amplifieésgure on their respective
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governments thanks to their international allies andessful use of the aforementioned

strategies.

In a similar vein, Tarrow (2005) talks about the rigmituence of “transnational activists”
in the international realm. He defines transnationaViats as “people and groups who are
rooted in specific national contexts, but who engageontentious political activities that
involve them in transnational networks of contacts andflicts”. He distinguishes
between different types of coalitions that transnatiactivists could buildinstrumental
coalitions are short-lived and require low-level of involvememnni the parties involved.
Event coalitionsalso represent a short-term cooperation, however, gwlgiay of future
collaboration between the actors are highederated coalitionsequire a low degree of
involvement, yet long-term collaboration from their nfirs.Campaign coalitionson the
other hand, are characterized by a high degree ofviewment and long-term cooperation
on the part of its members. According to Tarrow, campaiglitions possess the largest
potential to succeed in achieving their objectives wutheir fluid institutional structure,
their ability to exploit opportunities that are pnetsel at different levels of international

governance, and their concentration on a particular isstenoérn.

A similar claim is put forward by Bimber (2003), whontends that an “information
regime” - a particular era that is typified by a wagset of communication technologies
and political structures that result - favors pditiorganizations that are successful in
adopting and managing the new methods of communicairinformation revolution”,

on the other hand, implies a robust change in the snoleommunication which in turn
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would alter political arrangements of the time aealdl to a new information regime. He
mentions four information regimes that have charamdrthe American history since the
1820s. It is important to note that although they ditferemany respects, the first three
information regimes were characterized by scarcity of m&tion and high costs of access.
During these information regimes, resource-poor organimafaund it difficult to compete
with their counterparts that had the financial andaoizational assets necessary to
influence political outcomes. The fourth informati@yime, on the other hand, is marked
by low costs of information that is copious and easgetress, thanks to the internet and
other related technological developments. Then, iplausible to expect that low
information costs and its abundance empower org@mizaeven with fewer resources,
such as NGOs. That is to say, those NGOs that e#éct employ the latest
communication technologies in their organizationalkivags are also able to further their

objectives more successfully on a global basis.

On the whole, many studies have suggested that non-gosetal actors’ ability to
participate in international policy-making has growmstantially over the past decades
(Risse-Kappen, 1995; Smith, et al, 1997). The unpretedlezase with which NGOs
communicate with one another and form networks haveriboted immensely to the
advancement of their transnational goals. As Tarrd@@%® argues, “with the expansion
and greater availability of electronic communicatishifting the scale of contention has
become both easier and more rapid”. Furthermorekghéo the multilateral structure of
today's international regime, NGOs’' capability to atee and move information

strategically to where it will have the most imphas become a determining factor in their
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success. As Keck and Sikkink (1998) contend, “nétwoembers’ ability to generate
information quickly and accurately, and deploy ifeefively, is their most valuable
currency”. Overall, effective use of old and new forofisnedia has grown to be a crucial
component of transnational NGO strategy in raising ramess to their cause and

mobilizing supporters globally.

Humanitarianism is one of the areas in which theemsing presence of transnational
NGOs and their growing reliance on media to advaneg thissions has been felt to a
great extent. Smillie and Minear (2004) use the tdmonianitarian enterprise” to describe
“the global network of organizations involved in humtaman assistance and protection”.
Minear (2002) emphasizes four sets of humanitariaorsathat are present on the world
stage; governments, the United Nations and other-gaeernmental organizations,
members of the International Red Cross and Red Criesm/ement and NGOs. Although
humanitarian NGOs such as Save the Children, Oxfam andEQ¥Re long been present
in the international arena, their number, scope ofiacend sphere of influence expanded
significantly in the past few decades. Often tinlé§Os operate in more countries and
raise more funds for humanitarian purposes than thepective governments. In 2001,
NGOs raised approximately $1.5 billion in private domatidviany of the major NGOs do
not only have more credibility in the eyes of the lmykdout they officially consult key
international institutions such as the UN. For instame February 1997, the UN Security
Council had its first formal meeting with NGOs, who coyee: information regarding the
ongoing crises in Africa. It is argued that NGOs overapeto 60 percent of all

humanitarian financial aid (Smillie and Minear, 2004; Min&002).
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The media play a crucial role in humanitarian NG&slity to publicize their efforts, gain
support to their cause, and consequently affect ch&sg8ilverstone (2007) suggests, our
knowledge of the world is primarily mediated to usotlgh today’s ever-pervading means
of communication. Hence, the global public’s awarenedsuaderstanding of international
events depend very much on how they are mirrored itengorary media. Rucht (2004)
argues that “a movement that does not make it intorgbeia is non-existent”. Similarly,
Bullert (1999) contends that groups that are notexssted in the media would find it very
difficult to influence public discourse and policy-makifiennett and Entman (2001) use
the term “mediated politics” to explain how politicalropesses are increasingly

communicated through various media.

Traditional mass media, such as mainstream press, eadl television, have long been an
important tool not only for activists, but also fimose who would like to influence the
public’s perception of issues in an intended directalter Lippmann (1922) wrote his
work, Public Opinion, in response to the WWI, durimdpich extensive methods of

propaganda was used to mobilize U.S. public supporvéor During this period, he saw
how the public’'s perception of issues could be edtethrough the use of manipulative
language, construction of symbols and so on. Hence, incRDpinion, Lippmann (1922)

suggested that what we know of the world comes tadigectly. Because the real world is
too complicated for people to grasp, our behaviorpiedicated from a “pseudo-

environment”, which is the representation of the esalironment that we construct in our

minds. His theory led to a simple, but powerful msipon; if reality is socially
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constructed, and if what we know results from what we &detteen those who control the
“story” have control over what we, the audiences, $eek,tand believe. One can easily
incorporate the mass media into this equation asabribe most pervasive channels
through which we acquire our knowledge of the outsidddaam a daily basis. Yet, what

kind of an impact do the mass media have on audiences?

Due to the emergence of then new communication techeslsgch as radio and cinema,
and the impact of wartime propaganda during the 1980s18s, the working assumption
of social science research during these years was thanhddea have a tremendous
capacity to create direct effects on human psyches@\and Tschirhart, 1994). Writing a
couple decades later, Klapper (1960) argued that mad&is impact on the audience is
not as direct as how it was predicted in the eadtadies, and that media messages
function among many other factors that have a bearing oauttiences’ viewpoints. A
decade later, McCombs and Shaw (1972) suggested that pvhilious studies looked at
mass media’s impact on attitude change, this is nerevthe real power of media lies.
Rather than telling us “what to think”, the mediaedetine “what to think about” (Cohen,
1963). According to this “agenda-setting” function af thass media, the more an issue is
covered in the news, the more importance the audientash ab it in their personal
agendas. That is to say, what the media deem wortlugharto cover gains significance in

the eyes of the audience as well.

Expanding on the theory of agenda-setting, lyengar andeK (1987) introduced the

“priming effect” of the mass media. Priming refers tbénges in the standards that people
15



use to make political evaluations” (lyengar and Kmd®87). In other words, by focusing
on some aspects of an issue and not others, medlie@noé the criteria used by the
audiences when they make political judgments. To givexample, if the media choose to
focus on the achievements of a president in their mewsrage as opposed to his failures,
then the audiences will be more inclined to evallmgeperformance in a positive light.
Moreover, lyengar (1991) showed how the media’s “eptSaahd “thematic” framing of
issues affect whether or not the audiences assign rdsipnso political actors. While
thematic frames provide the contextual framework foeas story, episodic frames focus
on the immediate event, which makes it difficult floe audiences to see the bigger picture,
and determine whom to hold accountable. Overall, @genda-setting, priming, and
framing effects indicate that the mass media mightha considerable impact on the
formation and molding of public opinion regarding issues #ppear in the news. This also
brings to the fore the importance of the relationsleipvben the government and the mass

media, which has drawn the attention of many scholanstbgey/ears.

Based on his findings from the content analysis ofrthv@ pages of the New York Times
and the Washington Post between 1949 and 1969, Sigé)(t®ncluded that the news
media rely heavily on official government sourcesh@ news production process. News,
according to Sigal, were for the most part deterthibg the “journalist beat system”,
whereby reporters routinely visit official instituti® such as the White House, State
Department and Defense Department for information eermgmnental policies, and by the
systems these institutions put into place to feed thespfAday and Livingston, 2008).

These may include carefully crafted and timed presgecences, public hearings, news
16



releases, and so on. In search for a dynamic mogekeé-state relations, Bennett (1990)
introduced the indexing hypothesis, and suggested thaatiye of debate and controversy
in the news is “indexed” to the level of debate andromersy found among government
officials. In other words, if the range of contested ideas expaitioi® the government and
institutional elites, the news content becomes ndorerse with respect to the views that
are expressed. This also opens the way for nonaffimices to enter into the news
reporting. However, when the parameters of elite debateeatacted, so too are the
parameters of debate in media content. Then, the meedia risk becoming the
mouthpiece of the government, which is a threatda#cribed role as a “watchdog” in

liberal democracies.

So far, the media theories explained here showed atstlie mass media can play an
important role in shaping our understanding of whieggalace in the world outside of our
personal experiences. However, the government appelaasaca privileged position with
respect to influencing news agendas due to the routimgs@ctions between mass media
and institutional sources. Further, objectivity in jualism as a professional norm has come
to mean that journalists have the responsibility ahfally telling those official stories
without deviation (Bennett, 1990). Yet, with the adver satellite TV and other
technologies which allowed for real-time coverage afbgl events, the reach and
capability of news organizations expanded substantiallye\toupled with the massive
humanitarian responses which coincided with the medi@rage of the humanitarian
emergencies of the 1990s, news media were believed t@erasra critical actor in the

international political system (Livingston, 1997). UNcExary-General Boutros-Ghali
17



once said that, “We have 16 members in the Security @othee15 members plus CNN”
(Smillie and Minear, 2004). Accordingly, the term “CNNeet” was coined to explain the
increasing impact of news media on pressuring decisionmakel driving government
policy. The Western intervention in Iraqi Kurdistan #991 and the humanitarian
intervention in Somalia in 1992 were both commordgdito illustrate media’s increasing
power over international policy-making (Olsen, et. al030 General Shalikashvili, who
served as Chairman of the U.S. Joint Chiefs of Staff fit®93 to 1997, stated that, “The
CNN effect: surely it exists, and surely we wenStmmalia and Rwanda partly because of

its magnetic pull” (Minear, et. al., 1996).

Hence, while the indexing hypothesis suggested that meeliaeactive to government
institutions, the CNN effect implies that it is media emtthat explains government policy
and actions. In their study on the news coverage of thalsaorsis of 1992, however,
Livingston and Eachus (1995) revealed that it was neverthefesal government sources
that determined the quantity and nature of coverage fiegafte emergency, rather than
media pressuring decision-makers into taking action. riGituelies have also shown how
media’s over-reliance on official representatives,eesly in foreign policy reporting,
makes the former susceptible to government manipulatven in the age of satellite
television and real-time coverage. For instance, g argued that the dominance of elite
framing in the news media coverage of the Gulf War and the Inzagion of 2003 worked
in a way that silenced oppositional voices in tteilteng media discourse, and encouraged

the adoption of the government’s desired policiesherathan complete and proper
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understanding on the part of the public. (Bennett Blashheim, 1993; Bennett, 2005;

Bennett, et. al, 2007).

Scholars writing on humanitarian issues also challengediais ability to independently
affect policies pursued by governments. In their studthe level of emergency assistance
in humanitarian crises, Olsen, et. al. (2003) argue hhbatanitarian aid decisions are
dependent upon three factors: “the intensity of meattention”; “the degree of donor
interest in the crisis area”; and “the strength of hutaaan NGOs and international
organisations present in a specific country expeimgna humanitarian emergency”. They
go on to suggest that media coverage is most effestiem governments have no security
issues at stake, such as when the place of crisisnbastrategic importance for
policymakers. Similarly, Robinson (2000) contendd tha impact of media coverage is
amplified when the direction of government policyuscertain. Minear, et. al. (1996)
propose three degrees of media effect on policy; pyins&condary and negligible. Media
has “primary” influence when there is no policy corges on the course of action to be
taken by decision-makers. If there is a larger patiogsensus, media’s impact becomes
“secondary”. Finally, if there is a specific, pre-detigred plan as to how the decision-
makers are going to move forward, then media’s influence isatkemegligible”. One can
easily see here the interplay between these argunaentBennett’s indexing hypothesis:
when there is disagreement within the government degarthe appropriate course of
action to take in response to humanitarian emergenciesaggenmedia might adopt a more
autonomous role, inviting non-official voices intoetllebate and compelling decision-

makers to be more responsive to the emerging mediaudsgcdOn the other hand, a pre-
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established policy preference on the part of the governgiees little discretion to the

media in challenging the former’s rhetoric.

Nevertheless, a number of special conditions ares\msi to give journalists greater
autonomy from the government in the newsmaking procBssnett, et. al (2007)
recognize three factors that give reporters broadevalgd¢o develop more independent
news stories. These are “technology-enabled event-dmegorting”, “investigative
reporting and leaks”, and “outsider counter-spin”. AltHoube existence of the CNN
effect has been contested, the advances in communitationology nonetheless made it
easier for journalists to access first-hand infornmagmd images without their skillful
manipulation by government officials. The initial medioverage of Hurricane Katrina is
used as a case in point. Investigations conducteddayanmepresentatives, and leaks from
official sources may also allow journalists to proglwstories that run counter to elite
frames. Lastly, non-official sources can find theirywato the news by adapting their

messages and communication efforts to the demands olttmalists.

The arguments discussed here give great insiglasinumber of important themes within
today’'s complex media landscape. First of all, new commatinit technologies seem to be
stripping officials of their historical advantage of bedesignated the definers of a distant
reality that only they had the means of seeing in duimgetapproximating real-time.
Second, even within the world of elite dominated newsiest, social voices such as
grassroots activists and interest organizations frah their way into news narratives,

especially when there is disagreement among governaigeitls, or during the initial
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stages of an unexpected event that catches decisiomsmafikeguard (Bennett, 2005).
Moreover, the mass media appear to be susceptilte twatefully crafted communication
strategies of first, official sources, and increasirg corporations, interest groups, and
social activists (Manheim, 1998; Cottle, 2003; Betrstd Manheim, 2001). “News
shaping” is no longer the terrain of governmental eliely, and in recent years, civil
society actors, such as NGOs have gradually profesigeddheir approach towards the
mass media in the hope of expanding their sphere of ntduéDeacon, 2003; Waisbord,
2010). This coincided with the increasing NGO involeer) participation and networking,
as well as with the rise of issue politics in thieinational realm (Anderson, 2003; Taylor,
2002). For example, Deacon (1996) showed that amongpthetary organizations in the
UK, 31 percent employed press officers, and 43 pemwerked with public relations firms
in an effort to increase their public visibility. Har studies demonstrated how media-
savvy NGOs, such as Greenpeace, have succeeded in mgteasi legitimacy in the eyes
of the journalists, and managed to obtain media aceasbling them to reach out to mass
audiences, and even affect policy (Davis, 2003; fguie 2003; Cammaerts, 2006; Gaber

and Willson, 2005; Rutherford, 2000).

While traditional media continue to play a cruciakt especially in bringing to the surface
issues that could easily go unheard by the geneaicp scholars such as Cammaerts
(2006) and Anderson (2003) emphasize the importance ofsifjseg media strategies,
and delivering information across a variety of sourcasid@imize impact. As Keck and
Sikkink (1998) argue, “mobilizing information strateglly” is central to the workings of

global activists. Hence it should come as no surphaethe evolution of the new media,
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i.e. the internet, has contributed to the activists’ reffan unprecedented ways. Novel
mediums of communication such as e-mail, webshikxys, and social media platforms
that may be accessed through various devices such @blpocomputers and mobile
phones, allowed for the dissemination of information, eoaion and collaboration on a
much larger scale (Shirky, 2008; Van de Donk et. al4R00he anti-WTO protests in

Seattle in 1999, which mobilized activists from albund the world under one umbrella,
became a cornerstone with respect to signalizing pgp®rtunities that the new media

presents for transnational NGOs (Taylor, 2002; Ca068).

First and foremost, digital media platforms reduced tlagelkpeper” role of journalists, and
made it possible for NGOs to publish their messagestty to a much larger number of
audiences that come from different parts of the glbtafez, 2007). Gatekeeping refers to
the daily journalistic practice of selecting the sourcesraessages that will appear in news
stories. It can be affected by a number of factors datuthe norms and values journalists
hold, editorial and management decisions in news @gidons, as well as the demands of
the news market (Bennett, 2005). Today, however, anyitheaccess to the internet can
easily visit the website of an NGO, learn informatiotevant to the organization’s
undertakings, and choose to join their email list dipdates on upcoming news and
information. Furthermore, new technologies accountedh®remergence of online news
platforms, such as Indymedia, the Hub, and Ushahadighrtner with a variety of local
and international organizations to provide an alteraat dominant news frames (Abbott,
2009; Tsui, 2009). They also produced “crossover comratioiceffects”, as a news story

that picks up on the web might be difficult to ignbsetraditional media (Bennett, 2003a;
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Bennett, 2003b). As mentioned earlier, new modes ainmonication also served as
efficient channels through which NGOs can network andpemte with likeminded

organizations and individuals regardless of distandecality (Bennett, 2003a; Bennett,
Breunig, Givens, 2008; Hafez, 2007). Also, they madmssible for member-dependent
organizations such as NGOs to engage with their stidesisomore regularly, to sustain
the latter’s attention to organizational messages masdy, and to instill in them a sense
of community, which in turn helps facilitate long#tesupport for an organization’s cause
(Shirky, 2008; Kent and Taylor, 1998). | will discuss thst point in greater detail later in
this study. All in all, the new media gave organizasi the ability to communicate, unite,

and take action in a novel and unprecedented capacity.

Refugees in a Changing Media Environment: Prospectsid Challenges

Mass displacement of people is a long-standing phenoniemoman history. The League
of Nations’ High Commission for Refugees, which wasablished in 1921, was the
foremost international institution that sought to sts®fugee populations. It was formed in
response to the stateless Russians who fled from toeintry during the Russian
Revolution. Although a universal definition of whabnstituted a refugee was not
established at the time, the institution’s originalnolte over Russian refugees was
expanded to include others such as Armenian, Assyaiah,Turkish refugees. Following
the death of its director, the office of the High Comiois$or Refugees was closed down,
and it was succeeded by the Nansen InternationateOfir Refugees, which started its

operations in 1931, and was abolished in 1938 (Lubken2&i®).
23



During WWII, the Allies established the United NatioRelief and Rehabilitation
Administration (UNRRA) in 1943 to help rehabilitate pleced populations (DP) in
Europe and Asia. In 1947, the UNRRA was replaced Hgy Ihternational Refugee
Organization (IRO), which mainly dealt with the releenent of the refugees in the post-
WWII Europe. Between 1947 and 1951, over a million reésgwere relocated in the
United States, Australia, Israel, Canada and variouspean states (Gallagher, 1989).
Despite the efforts of the aforementioned institutiavisich were formed to deal with the
refugee situation in Europe during and after the WWiérehstill remained unsettled
populations in the continent. The United Nations Hi@bmmissioner for Refugees
(UNHCR) was founded in 1950, initially with a mandatger Europe only. The
Convention Relating to the Status of Refugees wasptarteby the UN in 1951 and
included the universal definition of a refugee, as welheir rights and obligations to host
governments (Gallagher, 1989). According to the 1951dgef Convention, a refugee was
defined as “a person, who, owing to a well-founded é¢dreing persecuted on account of
race, religion, nationality, membership of a particslacial group, or political opinion, is
outside the country of their nationality, and is ueatbl or, owing to such fear, is unwilling

to avail him/herself of the protection of that country”.

Although specialized UN agencies were formed on an adasis to deal with refugee
situations outside of Europe, an international prote@d accepted in 1967 to expand the
UNHCR’s mandate to the rest of the world. This was ttue¢he changing dynamics

regarding the world’s displaced populations. Africasvene of the main places where anti-
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colonial struggles caused large numbers of refugee flolws end of major anti-colonial
conflicts in the continent brought hopes for the futifréhe world’s displaced people. Yet,
the fighting of proxy wars during the Cold War periodgaise to new populations who
had to relocate in countries such as Afghanistanpln@ambodia, El Salvador, Ethiopia,

Mozambique and Nicaragua throughout the 1970s and 1B8bkemann, 2010).

Although the Cold War came to an end in the 199CG=etlemerged new conflicts that
continued to affect the number of refugees worldwide28§1, the number of displaced
people in the world approximated 35 million people, owimglevelopments such as the
Persian Gulf War, the dissolution of Yugoslavia, thell wars in Rwanda, Burundi,
Colombia, East Timor, Haiti, the DRC, Liberia, Sielbeone, and the clashes in the former
Soviet republics. While some of these struggles canaatend, new conflicts emerged in
Irag, Afghanistan, and western Sudan, let alone thiogk ltave persisted until today
(Lubkemann, 2010). According to the UNHCR'’s annual Gldlsahds report published in
June 2009, there were 42 million uprooted peoplaenatorld by the end of 2008, with 16
million refugees and asylum seekers and 26 millimternally displaced people (IDP)

(UNHCR Press Release, 2009).

Today, UNHCR remains the main inter-governmental argdion dealing with the
worldwide refugee problem. Due to the reluctance orp#reof the developed nations to
accept new refugee populations into their boundari@gescent of all refugees today are
hosted by developing nations such as Pakistan, Syria and\&aoday’s conflicts produce

more and more forced migrants, and as these developtians struggle with the task of
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helping these newcoming refugees within their bordére, growing importance of
transnational refugee NGOs, which address the issue mlengational governments and

inter-governmental organizations, becomes more evident

As is the case for all the humanitarian NGOs imayosl international system, traditional

media coverage is an important determinant of tten@bn transnational refugee NGOs
may attract to their cause. Many scholars such kasbdan (2000), Fair and Parks (2001),
and Malkki (1996) approach media coverage of refugeesssuéar from the ideal. In this

respect, Minear et. al. (1996) identify a number ofatsiins relating to the media coverage
of humanitarian crises. Although the authors do notidosolely on media coverage of
refugee issues, their analysis applies to humamtamaergencies, which include refugee

situations.

The most common criticism in this respect is the lackubstantial coverage relating to
humanitarian problems. Scholars have found that neganiations are more likely to
cover events which are geographically closer to orclwhin some way, involve their
country of origin (Curran, et. al., 2009). Accordingthe United Nations Department of
Public Information’s list offen Stories the World Should Hear More Ab@@06), “more
than 60 percent of today’s refugees are trapped inisigatar from the spotlight”. The
problem of insufficient coverage is especially omading for refugee NGOs, as most
refugee issues tend to be protracted. As Dowty andchee$1996) suggest, it takes 3to 5
years for an average humanitarian assistance prograbe tcompleted. Moreover, as

refugee flows became more of a frequent phenomenasat got more common for
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governments to deny entry to displaced people, whetkeriorated their situation further

(Lubkemann, 2010).

Similarly, in his study on the impact of media on catfflnanagement, Jakobsen (2000)
discusses media’s sparse attention to conflicts duwvimgt he calls the “pre” and “post-
violence phases”. According to him, media rarely tabéca of situations before they turn
into violence, disasters, or other chaotic conditiinging the post-violence phase, on the
other hand, the media feel the need to move onto ethergencies, and fail to follow up
on what was left behind. For example, only a few reportaygdtfollowing the peak of the
crises in Somalia in 1992, in Haiti in 1994, and wsBia in 1995. The media’s reluctance
to report during the post-violence phase has partigulanportant consequences for
refugee NGOs, as it is mostly after the end of conflictsttteahumber of refugees who are

in need of help reach its highest point (Smillie and &in2004).

Another common criticism is related to media’s esgntation of refugee issues. Minear et.
al (1996) argue that mass media generally choose ts fatireaking events, instead of
presenting the larger context in which they are born. Addvave discussed the media’s
propensity to take interest in remote emergencieswhgn something scandalous occurs.
When news media finally arrive on the scene, howeversémsational nature of the
coverage causes audiences to neglect the politicatprical, and social context
surrounding the issue. For example, during the civil imaGierra Leone, half of the
country’s population was displaced. According to 8eniand Minear (2004), media’s

attention to the conflict, which lasted for 11 yeansl &illed 75,000 people, “exploded”
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only when some of the aid workers were accused xaiadly abusing the children and
women in the refugee camps, in a report produced by two consultamisarked for Save
the Children Fund and UNHCR. Karnik (1998) propasesmilar conclusion in his study
on the media coverage of the Rwandan conflict. He argues thagwsemedia coverage of
the conflict lacked deeper understanding of the issudailed to go beyond the simple
narrative of two tribal factions killing each other.héh audiences are unaware of the
underlying circumstances that produce a catastrophf, agithe “external international
connections”, it also becomes harder for them to assamyaesponsibility on their part

(lyengar, 1991).

Mass media are also criticized for over-focusing on efgmthat are believed to be
relevant to the audiences back home such as Waesiitutions, aid workers or their
undertakings (Minear et. al., 1996). That is to say,snewdia’s coverage of humanitarian
conflicts is usually too Western-centric to fullgcaunt for what actually is taking place on
the ground. For instance, much of the televised imdges refugee camps highlight
Western relief workers being interviewed about lifetlhe camps or while they are
providing aid to the refugees. While these news adsatimampion Western achievements,
they easily ignore the efforts that are led by l@brs. This results in the “denigration of
local institutions and an overemphasis on the relatiwportance of international and

Western initiatives” in the eyes of the viewers (Mingial., 1996).

The third criticism deals with media portrayal of {feople affected by a crisis. It is argued

that the media tend to concentrate on depressingstand images in its news coverage.
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Critics have coined the term “pornography of suffering” to desanews media’s penchant
for negative images from crisis areas. Accordingbir Bnd Parks (2001) point to the two
most common representations of refugees in medigargaNews media generally present
refugees either as a large moving crowd, their bodiessmg against one another, or in
refugee camps, trapped behind fences. The authors #hgiiethese images, when
combined with the lack of political, social, and historicahtext in news reporting, strip
refugees of their identities, depersonalize them, andyfdne distance between refugees
and spectators. The referral of refugees as a “whkamanity” or a “human river”, which
is also a common practice in news narratives, makesrthenstance appear to viewers as
the outcome of a natural disaster rather than thdt i@spolitics and history. Moreover, it
instills in the audiences the notion that the situaigomopeless, and that there is not much

they can do to either stop it from happening or to simplyapgnd to it.

These criticisms are not limited to the media cagerof humanitarian issues, but reveal a
more general tendency in contemporary journalism. Cogarahership and commercial
pressures, the necessity to keep up with 24 hows ngycles, and an increasingly
competitive media landscape all gave way to the pradnme of news stories that are
packaged as dramatic, breaking, and sensational taredpbt attention of fragmented and
shrinking audiences (Sparks, 2001; Underwood, 2001; Ber2@3b; Bennett, 2005;
Delli Carpini and Williams, 2001, Thrall, et. al, @). According to Bennett (2005) news
media coverage suffers from four major informatiomaskes; “personalization”,
“dramatization”, “fragmentation” and the “authoritysdrder bias”. Personalization refers

to the journalistic practice of approaching newsiasoirom a one-dimensional perspective
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that focuses on characters or personal narrativegp@ssed to a multi-dimensional one
which explains underlying processes. Complementing ithithe dramatization of news
stories, which favors crises, scandals and other mtegtabbing and emotion invoking
elements over contextual analysis. What follows &grfientation, which refers to the
isolated and sporadic coverage of stories, which inrakes it difficult for audiences to
make connections and reach a thorough understandmalyf-the authority-disorder bias
points to the news media’s tendency to portray lesads incapable of handling problems
and restoring order. All in all, news reports deluge emnchs with a drumbeat of
superficial, sensationalized and negative informatiwhich makes the formation of an

informed public opinion a difficult reality.

In her influential book, Moeller (1999) explains how thké aforementioned practices by
the news media have also led to what she calls “cesigra fatigue” on the part of the
audiences. She argues that media’s fondness for teera®sm”, “formulaic coverage”,
and “Americanized references” desensitized viewethe tragedies taking place in distant
parts of the world. There are numerous reasons\akytdhis phenomenon has taken place
in today’s media environment. First of all, the everdéasing number of emergencies,
which are covered by the news media in almost alwaysdime way, made it difficult for
viewers to distinguish one conflict from another. eltp, the media’s rapidly fading
interest in crises shortened the attention span o¥idveers as well. And lastly, both the
media and the audiences have come to lack interesories without home connections.
As news stories fail to provide adequate context, eiswalso have a tough time

understanding the relevance a certain issue might tavbeir lives. As a result, a
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mounting number of humanitarian crises, including refugiemtions which take place in
other parts of the globe, go unheard or unattendguiblycs who can play a crucial role in
pressuring their respective governments to take adtiaghe end, what we are left with are
news reports that lack substance and viewers whoratae to engage with what they see

or read in the news in a meaningful way.

NGO Media Strategies in the New Communications Age

In today’s global humanitarian field, NGOs vie for ngedttention for two main reasons.
First, NGOs use news media with the hope of influencolgy by taking part in public
discussions. Second, mass media appearance helps géBQOgcognition and legitimacy
in the eyes of their stakeholders, which could thenutlized for further support and
resources (Waisbord, 2010). Gaining visibility for thause, as well as their achievements
is becoming ever more important for NGOs, who neetbtopete for funds from potential
donors in a highly competitive global aid field. Asegult, they are growing more adept at
finding ways to gain traditional media coverage. InrtBaudy, Cottle and Nolan (2007)
found that transnational NGOs such as the Red Cross, tBa Children, Oxfam, World
Vision, CARE and Doctors without Borders incorporate the foamwemands of the mass
media into their communication practices. For examibley package and present their
stories in ways that would be more appealing to jowstsalilhanks to the predominance of
event-driven news, they create event days such as “HDISAday” to receive media
coverage regarding their causes. They also use ¢&shn their campaigns due to the

attention that celebrity news gets in today’s mediareédver, they highlight local elements
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for journalists, who look for “home connections” in foreigews stories. Overall, the
authors argue that today’s NGOs are “becoming incregsergnared in a global media
logic, whose priorities and predispositions are rotgpally founded on the historically
forged commitment to global humanitarianism”. Aeault, NGOs are compromising their

values, ideals and goals so as to be picked up by nestba radars.

A similar argument was developed by Fenton (201enstudy on a number of NGOs
and journalists that operate in the international re&lemton observed that mass media
practices of NGOs increasingly represent what she tbalexercise of “news cloning”. To
be able to appear in mainstream media, NGOs produce what thieythild make a good
story from the perspective of journalists, work onrthelationships with reporters in the
hope that their stories would receive favored treatnagt hire former journalists who are
familiar with the news production process in mass meditlets, and whose networks
could be beneficial in this regard. Fenton (2010) esghat as it becomes more and more
difficult to differentiate the media practices of N&@om that of the journalists, the
possibility of transforming news agendas and confrontiteg problems associated with
news media coverage turns into a growing challengsidBge, NGOs with small budgets
find it much harder to adapt to the new dynamics of théaekhip between NGOs and the

news media.

On the other hand, some of the emerging media pradtieg are put to use by NGOs are
championed by its proponents for opening possibilit@s rhore comprehensive and

contextual news reports. Today, it is possible to obsarteend towards NGO-media
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partnerships in foreign news production. As news agerae closing down their foreign
bureaus and laying off foreign correspondents to cotimar revenue losses (Underwood,
2001; Bennett, 2005), collaboration with humanitarialc@$ who already have
knowledgeable staff in the field becomes an easy andfizial alternative for mainstream
media outlets (Cook, 2001). Cottle and Nolan (2007) coitetime “beneficent embedding”
for when NGOs facilitate reporters to hard-to-acdesations and let them embed with
NGO representatives to improve their understandirtgefssue at hand. Similarly, Abbott
(2009) talks about how, in addition to contributingnews stories, NGOs are providing
more and more opportunities for reporters, such asnggzanying them in the field,
providing them with guidance and analysis, and finandieg travel and other expenses
on the ground. It has become increasingly difficutt jairnalists, who work under time
and budgetary constraints, to capture the complexiydapth of a distant issue without
the help of NGOs that have long-term operations and wiellmed staff in the field.
Hence, some NGOs such as the International Crisis Groupldtatapitalize on this need,
and entered into collaborations with major news prograuch as ABC’s Nightline to turn
the media spotlight on their issues of concern. Intaxidio giving NGOs “access” and
“recognition” in news stories, and allowing for a manedepth treatment of humanitarian
issues, these partnerships open the way for abandtorees to reappear in news agendas

(Abbott, 2009; Bennett, et.al., 2004).

The first question that | will attempt to answer instistudy is concerned with the
aforementioned arguments regarding the communicatioregeatadopted by NGOs in

their dealings with the mass media in today’s infornmagavironment. My objective is to
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reveal the media practices developed by refugee NGE@=aahing out to the mass media,
and to understand if these strategies are conducigleatoging news content, overcoming
the problems associated with media coverage of refuggerg, and explaining to the
audiences the worldwide refugee problem in a muchemsomprehensive and engaging
manner. Or are they born out of a journalistic mindset, tefg#he news criteria set by the

mass media, lacking the potential and foresight to fwamsthe way the news reaches the
audiences? In this respect, | will shed light onrgfegee NGOs’ perception of the news
media coverage of refugee issues, and analyze the prdlbByemmbrace to gain traditional

media coverage.

As NGOs are adapting to the demands of the new muliddeformation environment,
they are also becoming more skilled at using modemmuanication technologies to their
advantage. | have mentioned earlier that traditionadienoutlets no longer serve as the
only source of news with the evolution of the new mesliah as the internet, mobile
phones, video cameras, and so on. This constitutesof the biggest transformations of
our time. Today, NGOs are endowed with unprecedentets tand platforms to
communicate their messages directly to their stakleln®l and to garner their support
without the intermediary of journalists and mass ime@ditlets. The internet, for instance,
does not only allow NGOs to have control over theassages, but it also gives them the
opportunity to share their stories with a mass audiewhich was possible only through
traditional media channels before (Kenix, 2007). On the othet, liae boundless potential
of these new media technologies brings about the ricétiion of actors who function as

information sources to have their voices heard enwtkb. Fenton (2010) calls this the
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“seductiveness of space” that is available online.n@e and more individuals and
organizations are involved in the creation and disation of information on the internet,
simply having an online presence does not guaranteetigé communication with
stakeholders. Attracting and sustaining attention éo thnline messages becomes vital for
NGOs that are present in today’s crowded informatmacs. As Tsui (2009) puts it, “the
role of NGOs is increasingly to prevent voices frormgedrowned out, and to bring back

signal into the noise”.

In his book “Here Comes Everybody”, Shirky (2008kdaabout how the information
technologies of our time are transforming the way peoplemunicate with one another
and organize group activity. He suggests that “group rnteddeg can be thought of as a
ladder of activities, with each rung on the ladder [sgiing] sharing, cooperation and
collective action in order of difficulty’Sharingis the simple act of making information
available for othersCooperation on the other hand, is harder than sharing, as it requires an
exchange of information between the parties involved. Alnegrto Shirky (2008), the
most basic form of cooperation is “conversation”. Gameation can be made through
emalils, text messages, or online platforms that allewovs to respond or comment to the
published content, such as Facebook or YouTube. Unfti&eng, cooperation generates
“group identity” among the participants. Moreover, eas the way for the most difficult
form of group activity, collective action which occurs when people are effectively
mobilized to take action on behalf of a group. He sstgythat the online communication
tools that are available today are enhancing our aliityshare, cooperate and act

together” in unprecedented ways. But how?
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The answer is simple. Before the evolution of the im@grwe had two main forms of
media; “broadcast media”, such as radio, TV, and nguespa and “communications
media”, such as telegram and telephone. While conuations media allowed for two-
way conversations based on a “one-to-one pattern” (emeles and one receiver),
broadcast media disseminated information in one diredbased on a “one-to-many
pattern” (one sender and many receivers). The internetheo other hand, combines the
interactive nature of the communications media withléinge outreach of the broadcast
media. Online tools and platforms do not only allow toose on the receiving end of
information to talk back to the communicator, but alsexchange information among
each other with an ease and speed that was previously impog$iblemerging “many-to-
many pattern” of communication makes it simpler foroaganization to gather a large
number of people around an idea, instill in them aeseaiscommunity, and facilitate

cooperation and action (Shirky, 2008; Dahlgren, 200/ers, 1994).

The main point here is that two-way symmetrical camication is key to building long-
lasting relationships with constituents, which in twould help generate enduring support
for an organization’s cause (Grunig and Hunt, 1984; ket Taylor, 1998). Utilizing the
internet only for the purpose of disseminating informatiaulel be repeating the one-to-
many pattern of communication found in broadcast medithough disclosing
information is the first step towards relationsgipwth, an organization would be better
equipped to respond to the information needs of its Istddékers, and to sustain their

attention to the organization’s messages, whertagmtes the interactive features of the
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web into its online communication efforts. By engaging cionversation with their
constituents, organizations can encourage participatexelop solidarity, and solicit long-
term support for their goals. Many studies stressrtiportance of dialogue for building
effective relationships with online constituentsé@rberg and MacAulay, 2009; Seo, et.al,
2009; Naude, et.al, 2004; Kenix, 2007; Kent and Taylé88; McAllister-Spooner and

Kent, 2009; Kent, et. al, 2003; Waters, 2007; Watersl,2009; Jo and Kim, 2003).

As Greenberg and MacAulay (2009) suggest, “relatigssiwith members, donors and
supporters are crucial to building an organization'tumeer, financial and advocacy
capital’. Hence, entering into two-way discussions sitéikeholders could be especially
beneficial for NGOs, now that they mostly depend on meshigeiand outside sources of
funding in achieving their goals (Kent, et. al, 2003).€Bhmain strategies are emphasized
in literature regarding successful relationship bagdin online platforms. The first
concerns disclosing information about the organizataich as its history, mission, and
staff members, to promote openness and transparency. dSem@anizations should
disseminate information that would be useful testekeholders, such as information about
the organization’s larger cause, press releases,atgmpummaries and so on. These two
strategies, which are built on the one-way modetahmunication, are important in
forming the basis of trust and credibility for an orgatian and its online platforms.
However, it is through the utilization of online fiions which encourage dialogue,
participation and member engagement, such as a Facelbge, or listing of volunteer
opportunities, that an organization can set the fatioi for strong relationships with its

publics (Waters, et. al, 2009; Greenberg and MacAl2899; Kent and Taylor, 1998).
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Therefore, the second objective of this study isedl#o the nature of the refugee NGOs’
online communication practices. Are they based updhroadcast paradigm”, which is
characterized by a one-way model of communicatiomrerthey built upon a “dialogical
paradigm”, which is geared towards member engageamhtrelationship building? The
answer to this question would be helpful in undedite;mthe main purpose of the refugee

NGOQ'’s online activities.

We are living in the midst of a drastically changing raeelvironment. Both traditional
and new media present humerous opportunities for awaiety actors striving to raise
awareness and inspire action for their cause imareasingly globalized world. While
official government sources traditionally had the ugpand with respect to setting mass
media agendas, the rise of new communication technelogied their successful
deployment by NGOs, activists and interest grougsas the possibility of a more diverse
media content, in which non-official voices could fibetter expression. For NGOs, this
requires a thorough comprehension of the demands of the neveslamei$cape, as well as
a professionalized attitude towards the communicationorgfanizational messages.
Although carefully crafted communication strategiesynhelp obtain media access, they
do not guarantee favorable, sustained or comprehengd&a mepresentation, on which a
clear understanding on the part of the public hingesDAvis (2003) puts it, “dramatic
media victories do not always translate into medoinghanges of government or
corporate policy”. This is partly due to the exigencwfsthe contemporary media
environment, which, mainly due to commercial pressuvalues drama, sensation and

entertainment over analysis, context, and follow-up. Hemtayzing the mass media
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strategies of refugee NGOs will help us understarsd, fir refugee NGOs have acquired
the competency necessary to pass through traditionahmgatks. Second, it will show us
the terms under which refugee NGOs are granted naedmss, which in turn will reveal
important insights into the media representatiorefifgee issues. Ultimately the study will
bring to light the dynamics of the relationship betwesfugee NGOs and journalists, and
disclose who has the final say in news outcomes. On ttier band, investigating the
NGOs’ online communication practices would tell ushiéy are directed simply towards
one-way information provision, or if they are utilizetrategically to increase return visits,
engage members, and establish long-term relationshipsconstituents. Accordingly, it
would show us if refugee NGOs are capable of meetingiliee information needs of
their stakeholders, sustaining attention to thelinemmessages, and establishing successful
relationships with their constituents to encouragepecation and collective action
(Greenberg and MacAulay, 2009; Naude, et.al, 2004; BHA®08). Overall, the analysis
would help reveal if refugee NGOs are able to use onlwie &md platforms to their fullest

potential, or not.
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Chapter 3: Methodology

The data for this study were collected from two msgurces. First, semi-structured
interviews were conducted with representatives frafugee NGOs whose work is
transnational in scope, but which are headquarteree ibiited States. U.S.-based NGOs
were chosen as most of the media studies, espetlialbe that look at the news media
representation of humanitarian crises, are focuseth@media coverage of U.S. media
outlets. Refugee NGOs whose efforts are limited ¢éohibrders of the U.S., such as those
that help refugees settle in the country, or those ahatnot involved in transnational
advocacy efforts, were eliminated from the sample.nti@® requests were sent to the
Media/Communications staff of refugee NGOs that fitabeve criteria. Ultimately, three
interviews were completed with representatives whiewecharge of the Media Relations
of their respective organizations. These include trsuitl&Refugee Service, Women's
Refugee Commission, and Mapendo International. The mdspts were asked 12
guestions relating to the news media coverage of eeigheir organization’s approach
towards the old and new media, as well as their viewpmn the implications of the
changing media landscape. The second set of data whasregh from each of the

aforementioned organizations’ websites.

To understand the nature of the communication strategiepted by refugee NGOs in
their dealings with the mass media (i.e. are theydgone to changing news agendas),

interview data were analyzed qualitatively accordothe guiding theoretical perspectives
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of the study. Additionally, the organizations’ websitentent was categorized based on a
slightly altered version of a content analysis assess tool that was used by Greenberg
and MacAulay (2009) in their study on the web preseot Canadian environmental
nonprofit organizations, and was examined qualitatit@ldetermine the characteristics of
the refugee NGOs’ online communication practices ére they based upon a broadcast or
dialogical paradigm). The websites were studied basedhree criteria: “information
disclosure (description, history, mission statemerbntact information, logo,
organizational leadership, annual reports/charity renpnldissemination (RSS/sign up,
media releases, samples of earned media coveralfjgerserated media, campaign
summaries and research reports, presentations, phagtedpvideo files), and member
engagement (Facebook page, Twitter profile, YouTube chanselisgion wall/comments,
chat rooms, feedback forms, online surveys, calendaevehts/upcoming, volunteer
opportunities, donate/join/subscribe)” (Greenberg BtatAulay, 2009). Interview data
were evaluated to disclose additional information @iggrthe NGOs’ approach towards
the new media, and to understand the context in whichmeoncations decisions are

made.

41



Chapter 4: Findings

| will begin this section with an overview of the refugd&Os, whose media practices
constituted the subject of this study. Then | wilaliss my findings regarding the NGOs’
approach towards the traditional media, including thpeérception of the news

representation of refugee issues, and the stratelgggs @émploy to gain mass media
coverage. Lastly, | will present my analysis on trganizations’ approach towards the

new media, to reveal the intent and scope of their @clommunication practices.

Jesuit Refugee Service USA

Jesuit Refugee Service (JRS) is an internationaldiathon-governmental organization
founded by Fr. Pedro Arrupe, who was the Superior aénéthe Society of Jesus in the
late 1970s. After seeing the struggles of Viethamesg people in the aftermath of the
Vietham War, Fr. Arrupe decided to initiate a humarataaction to provide assistance to
the refugees fleeing from the country. Impressed by tleetefeness of the operation, he
established JRS in 1980 to help forcibly displaceapfgefrom all around the world. The
organization started its first overseas operationghe Asia region. It assisted Lao,
Cambodian, Viethamese, Tamil, Burmese and Bhutaneseeesfugroughout Southeast
Asia. JRS began its activities in Africa in 1982, doday it provides relief to refugees
coming from countries like Tanzania, Kenya, Bururahid Sudan. Additionally, the

organization offers help to the displaced people iropge, and partners with European
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countries in developing policies to improve the conditiohthe refugees in the continent.
Moreover, it works with refugees from Colombia andtHea Latin America. Finally,

JRS’s USA chapter provides support for the work ofJAIS offices in the world by
providing financial and human resources, producing reseanth publications, and
engaging in fundraising and advocacy on behalf of th@eentganization (JRS USA

Official Website).

Today, JRS operates across ten geographic regiotdwiae, consisting of Asia Pacific,
Eastern Africa, Europe, Great Lakes Africa, Latimésica, Middle East, South Asia,
Southern Africa, West Africa and the USA. Its aitids cover 57 countries and its staff
comprises more than 1,250 people, including volusteEhe organization’s mission is
defined as “to give help, hope, ear and voice to vulteraid victimized people on the
move by being present to and bearing witness to thgihtplby relieving their human
suffering and restoring hope; by addressing the roosesaof their displacement and
improving international response to refugee situatians; by providing human resources
and financial assistance” (JSR USA Official Website)this respect, JRS lends a hand to

over 500,000 refugees worldwide, regardless of raceicéthor religion.

Women'’s Refugee Commission

The Women’s Refugee Commission (WRC) was founde®89 1o help provide durable
solutions to the needs of refugee and internally disglagemen, children and young

people, who constitute 80 percent of all the refugees arslWdHdwide. The organization
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started its first operations by taking part in the toeaof the Afghan Women’s Social
Service Center, which provides training programs @&edaty courses to the refugees in
Pakistan. In the 1990s, WRC focused on issues such as “reprechezlth care in refugee
settings” and “special concerns of refugee women hettkiention centers and prisons in
the U.S.”. Throughout the 2000s, the organization waslved in efforts regarding
“violence against women in conflict settings”, “educatioremergencies”, “conditions of

families held in detention center”, and “refugees witlalgiigies” (WRC Official Website).

To affect change, WRC first identifies a problem witigards to the refugee populations
that are of concern to the organization. Then, iti€esrout research and fact-finding
missions in the field, and comes up with reports, lmwanuals, and training modules for
the implementation of the proposed solution. Finatliigommunicates and advocates its
message to the public and media, as well as to goeatsndonors, UN and other NGOs
that operate in the humanitarian field. WRC has 30 employeesamgtspecialized in areas
such as health care, anthropology, gender, childrehyefngee law. The organization’s
mission is defined as to “advocate vigorously for lapaicies and programs to improve
the lives and protect the rights of refugee and interrdiiplaced women, children and
young people, including those seeking asylum—bringing alb@sting, measurable

change” (WRC Official Website).

Mapendo International
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Mapendo International was established in 2005 totd'sgisisk” and “forgotten” refugees
in Africa. Mapendo means “great love” and the founaérhe organization took the name
from Swahili, the national language of Kenya, to synzigotheir history of working with
Kenyan refugees. Among the stories that inspired thedttion of the organization, one
was that of Rose Mapendo, who currently serves asrganization’s Ambassador. Rose
was arrested with her husband and seven children mgadlzse soldiers, when the
government of Congo declared war against some of thé&caghwups inside the country
following the Rwandan army’s invasion in 1998. Her lamsbwas executed and she was
put in prison with her children, where she gave birtlptemature twin boys. After 18
months in prison, Rose and her children were serttetdriternational Committee for the
Red Cross protection center in Kinshasa, the capitéhe Congo to be resettled to the
U.S., only to find out after their arrival that thesere not on the evacuation list. Despite
strict regulations from the Congolese government, részue team decided to move
forward with their evacuation, as otherwise, the twiwwuld have died due to severe
malnourishment. In February 2000, Rose and her ehnildvere transported to a refugee
camp in Cameroon, where her twins came very close td deate times, due to
malnutrition-related sicknesses. In August 2000, theiljawas resettled in Phoenix,
Arizona. One of the founders of Mapendo was among gwiesteam that helped evacuate
Rose out of Congo despite the government’s instruc(iglagendo International Official

Website).

The founding story of Mapendo is important also beeaukelped define the mission of

the organization. Mapendo strives to help refugeesatfeaheglected even by the current
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aid world. In this respect, their efforts are dirdctewards refugees whose troubles go
unaddressed by existing aid programs, such as thaselevhot live in refugee camps, but
in urban settings like slums. According to Mapendoanrbefugees are overlooked by
organizations such as the UNHCR and large NGOs, wfochs on the campsites.
Consequently, the organization’s mission is statetti@siting a safety net for people in
Africa who are fleeing violence, whose lives are ak,riand who have no access to
humanitarian aid” (Mapendo International Official Wigds Mapendo International
provides protection and assistance to refugees acastsaid Central Africa. It also
operates a medical clinic in Nairobi to help HIVDS victims and others with urgent
health issues, such as torture survivors and widows ahildren, who have no means of
healthcare. Mapendo has offices both in the U.S. angtai\fincluding in Kenya and
Nairobi, with employees working under the organizaso®Jrban Health Program,

Community Services, and Protection Program (Mapengonational Official Website).

To sum up, all three of the refugee NGOs in thisl\stwork towards the betterment of
refugee conditions, as well as the policies concerttiegn at the local and international
level. Although the demographics of the refugee populativaisthey focus on vary, they
all operate on a transnational basis, while basedeitJtB. They also differ in size; while
JRS works with over 1,000 people in more than 50 tmsp WRC and Mapendo
concentrate on specific regions with relatively leamber of employees, Mapendo being
the smallest. They all have operations in the field, such adef services and providing
aid to crisis-affected populations, while they alsdrads their issues of concern at the

policy level.
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Refugee NGOs’ Approach Towards Traditional Media

One of the main objectives of this study was to urtdedsthe nature of the relationship
between transnational refugee NGOs and traditional anadi the age of modern
communications. Previously, | discussed a number of lioits associated with traditional
media coverage of humanitarian issues, including irgeffi news coverage, media’s
over-focus on breaking events as opposed to therlagggext in which they arise, its
emphasis on home connections, and its concentrationabence and other depressing
images from crisis areas (Minear et. al, 1996; Jakol288)0; Curran, et. al., 2009; Karnik,
1998; Malkki, 1996; Fair and Parks, 2001; Moeller, 1999;I€attd Nolan, 2007; Bennett,
2005). Here, it is important to identify which dfese limitations also apply to the news
media’s representation of refugee issues, in ordertterhenderstand the context in which

refugee NGOs develop their communication strategies.

All the refugee NGOs in this analysis argued thatnines media take interest in refugee
situations only after a major and unexpected evert) 13 an emergency or a natural
disaster, which produces large movements of peopl@ngnthe examples given were the
Asian tsunami of 2004, and the 2010 Haiti earthquake,diatiich displaced hundreds of

thousands of people and attracted a lot of mediatiatteim the early stages of the crises.
All the NGOs also agreed that news media are gepedediwn to violent events. For

instance, one of the representatives claimed that tleeesuexplosion of violence was the

main driver of the media interest in Rwanda. Rel&betthese comments regarding media’s
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over-emphasis on breaking events, the news mediacesmmonly criticized for failing to

follow up on refugee situations after the peak of ¢hses which created them. As one
representative put it, “there is a rush of attenfmlowed by a period of storing coverage
that then trickles down to only a few stories”. Fetample, Colombia is home to the
second largest internally displaced population & world due to a long-lasting fighting
between the government and insurgent forces. Howevess madia cover the situation
only when something scandalous or violent occurs, ssckhe kidnapping, release, or

killing of a high-profile official.

Another problem that was frequently brought up by resug§&0Os was the news media’s
tendency to look for home connections in refugee smst which generally take place
overseas. It was suggested that reporters usually looKHoo&” that links a foreign news
story to home, in order to make it more relatableAtoerican audiences. To give an
example, when many people from Pakistan left themdsdue to the clash between the
Pakistani military and Taliban forces in 2009, news iméook interest, as the situation
was linked with the U.S. War on Terror. Refugee NGOs @somonly complained about
how journalists fail to deliver the complexities involvedrefugee situations in their news
stories. In this regard, one representative suggésitanass media generally lack proper
understanding of a refugee situation, and as a relseit reporting suffers from a number
of deficiencies, such as the confusion of refugeesxy e certain rights under the
international law, with illegal immigrants. Finallyelebrity involvement was found to be

effective in commanding media’s attention to refugeaes.
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These findings suggest that many of the criticismswieaé mentioned earlier with regards
to the mass media’s representation of humanitargaressare also found to be problematic
when it comes to the news media coverage of refugee sitiaiefugee issues usually get
picked up by the mass media only during the immedadtiermath of a crisis. News
reporting from crisis areas last for a short periodiraethowever, following which the
journalists drift away to cover other stories. In orét reporters to revisit protracted
refugee situations, there needs to be a new developsugeht,as an outbreak of violence,
which qualifies as a breaking news story. That isatg siass media rarely take interest in
refugee issues in the “pre” and “post-violence” phagkdkobsen, 2000). One of the
implications of fleeting media coverage is that therimational community’s response to
humanitarian issues takes the form of short-term gemey funds as opposed to sustained
support. This would undoubtedly make it difficult imfugee NGOs to address the long-
term developmental needs of displaced populationgetder, NGOs are also pulled
towards high-profile emergencies due the increased foeddnds in today’s competitive
global aid field. In the case of refugees, this couldmbat the suffering of many of the
world’s displaced people might go unattended evertheyrefugee NGOs themselves.
Besides, as NGOs rush to high-profile emergencid¢isarhope of receiving coverage and
funds, the quality of their services might be compeadi due to problems such as
difficulty coordinating all the NGO efforts that haeperations in the field (Smillie and

Minear, 2004; Jakobsen, 2000; Minear, 2002; Mineaa| €1996).

In addition to its sporadic and short-term attentionréfugee situations, news media

reporting suffers from lack of context, which makedifficult for audiences to fully
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comprehend the realities that surround a particufagee problem. As a result, refugee
issues are usually associated with catastrophidisitisathe background of which remains
unknown to the public (Malkki, 1996; Fair and Parks, 2Z(Bennett, 2005). Because the
media barely follow up on protracted refugee problemusliences also do not get to see
what their help can achieve in the long-run. Hence ti@ynge the channel, or turn the
paper next time they run into a similar refugee stdvipdller, 1999). Furthermore,

reporters tend to cover events that are linked to #naiiences back home, and ignore
those that they find irrelevant. When journalists caylebal news from a Western prism,

they keep local audiences from perceiving refugeel@mub as those that can only be

resolved through global cooperation.

The information provided above helps us understand atlraicts news media’s attention
to a particular refugee issue and what journalists fookn a potential news story about
refugees. It also explains the implications of some of nfwst common journalistic

practices with respect to the news coverage of refugesians. As explained earlier, this
study aims to understand whether the media strategesioped by refugee NGOs are
conducive to overcoming the shortcomings associated va#is media’s representation of
refugee issues, or not. Or are they designed spekificameet the needs of journalists,
which were found problematic even by the refugee NG@sselves? Now that we

discovered the demands of the mass media in respmngeich the refugee NGOs tailor

their strategies, it is time to investigate the retf their communication practices directed

towards news access.
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To begin with, all the NGOs analyzed in this study hae# gedicated to Media/Public
Relations. While WRC and JRS have full-time PulRelations officers, Mapendo
International has a part-time employee who deals \ughorganization’s communication
efforts. Interacting with the mass media in a way Watld help transform news agendas,
and overcome the limitations associated with th&sneepresentation of refugee issues
requires a thorough understanding of the news making gtddes having a full-time staff
member who is in charge of the organization’s comnations functions certainly takes
away from Mapendo’s ability to influence news contentnétheless, employing PR
officers hints at a certain degree of professioatibn in all these NGOs’ attitudes towards

organizational communication (Davis, 2003; Waisb@fi,0).

When asked about their traditional media strategiéshe NGOs agreed to the difficulty
of receiving news coverage unless they give journakgtst they want. As one
representative put it, “the information we have hasvork for them—there’s no talking
them into using it otherwise”. Consequently, pitchgtgries and scripting narratives in a
way that would appeal to journalists was one of thestncommon media practices
articulated by the refugee NGOs. For instance, oneseptative agreed to emphasizing
elements such as American donors and benefactors imptiess releases, so that the
narrative becomes more relevant to both the reporterd audiences. Another
representative explained how they focus on personal stories tatmabe relatable to the
audiences. Moreover, knowing that the media take irtaressimple stories, the
representative accepted selecting less complicatedsstorpresent, at the expense of those

that can provide insights into the complexity of teeue at hand. Similarly, another
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representative mentioned how he knows what a goodistugles: “the five W's and H —

who, what, where, when, why, how” due to his backgroundfesreer journalist.

Another strategy that was frequently expressed byatugee NGOs was reaching out to
the media via direct contact. Instead of sending out prass releases to media outlets, the
NGOs prefer communicating with reporters on a onefm-oasis. This helps refugee
NGOs establish relationships with journalists, whicight be leveraged in the future to
have more influence over the emerging news stories. (mesentative mentioned how
they use their contacts to reach decision-makersnmittajor media outlets. To capitalize
on the media’s interest in celebrities, refugee NGIBs get celebrities involved in their
organizational efforts. For instance, actress Si&mandon is on the advisory board of
Mapendo International. The organization previouslyneagd with actor Ben Affleck to
publicize one of its campaigns. WRC recently chosgeas Mamie Gummer as the

organization’s ambassador.

In sum, most of the NGO practices analyzed here sjoorel with what the earlier studies
(Cottle and Nolan, 2007; Waisbord, 2010; Fenton, 2@#iteived as yielding to the
formulaic demands of the mass media. Refugee NG@sh“@nd package stories in
conformity to known media needs”, such as emphasiziomeh connections, and
simplifying content (Cottle and Nolan, 2007). They hingrfer journalists who are familiar
with the conditions that influence the news making @ssc i.e. news values, media
formats, labor conditions, and editorial positioasd whose output are more likely to fit

the news criteria of media organizations (Waisbordp26&nton, 2010). They make use
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of celebrities in their publicity activities, and ge &ar as to assign them roles in their
organizational structures in the hope that the needianwill pay more attention to their

efforts. These practices could be beneficial in maximiziogerage, however they are not
designed to overcome the limitations associated \wghnews media’s representation of

refugee issues.

Previously | elaborated on the growing tendency anfamganitarian NGOs to enter into
partnerships with mass media outlets in foreign nesgsluction. Some of the emerging
NGO practices, such as facilitating reporters to haraetess locations, and providing
them with guidance, analysis, and funding while on theirgtpwere deemed extremely
beneficial with respect to enhancing media’s undergtigndf the complexities that

surround a particular humanitarian issue (Cottle anldfN 2007; Abbott, 2009). Although

most of the refugee NGOs studied here have operatidhe iireld, they do not engage in
such NGO-media collaborations, which could open ugipisies for in-depth reporting

from crisis areas. On a positive note, they do wonk cultivating relationships with

reporters and decision-makers in major media outMigh could translate into increased
legitimacy, greater cooperation in the news making procedsnare comprehensive news
stories (Davis, 2003). The outcome of these relatipasiowever, is partly contingent
upon the NGOs’ approach towards the traditional endflirefugee NGOs do not perceive
the news media as a platform through which they cavey a deeper understanding of

their causes, then the outcome of their relationshigibgiefforts would be limited.
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In this regard, the NGO representatives were askedstwide the role of traditional media
for their respective organizations. All the refugé€Os answered by saying that mass
media coverage is a vital component of their fundugisefforts. They argued that
traditional media appearance gives them the “criggiband “legitimacy” necessary to
maintain the flow of funds from their supporters. For instaoce,representative suggested
that mass media exposure is important in instilling“tte | heard them on NPR, they
must be a good group otherwise they wouldn’'t use tbenthe news” feeling among
potential donors. Another representative claimed ‘thiar supporters (who tend to skew
older) still use traditional media and having acfwaks clips is valuable for us, as they are
lasting and can be placed in the informational packetsame out to prospective donors”.
However, none of the NGOs mentioned leveraging theilslied gained from media
coverage to affect public opinion or policy outcom®ased on these findings, it can be
said that refugee NGOs view mass media as moregimacy tool that improves their
ability to receive and sustain funding for their adgdt than as a means to enhance the

public’s interest and knowledge of the larger refugeblpr.

Refugee NGOs’ Approach Towards New Media

Previously | discussed how online communication &g/ that are based upon a
dialogical paradigm can contribute immensely to aganization’s efforts to establish
meaningful relationships with its constituents, andogirage cooperation and collective
action to advance the organization’s mission. If refujye&Os utilize online tools and

platforms in a way that facilitates discussion and iv&mengagement, then they are better
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positioned not only to inform their audiences in arenengaging manner, but also to
sustain their support, and mobilize them around thegesf cause. To understand the
nature of the refugee NGOs' online communicatiororedf their web presence was
analyzed based on three criteria: “information disclogdescription, history, mission

statement, contact information, logo, organizatiole@dership, annual reports/charity
number), dissemination (RSS/sign up, media releasesples of earned media coverage,
self-generated media, campaign summaries and rasegports, presentations, photos
posted, video files), and member engagement (Facgmagd, Twitter profile, YouTube

channel, discussion wall/comments, chat rooms, feedioacls, online surveys, calendar
of events/upcoming, volunteer opportunities, donategalvscribe)” (Greenberg and

MacAulay, 2009).

The refugee NGOs examined in this study seem to beawelte of the importance of
information disclosure in their online communicatio® begin with, all the NGOs’
websites included a detailed description of the omgdioins’ programs and services. For
example, on JRS’s website, one can find ample infeomatbout what the organization
does, including its local programs, such as the Dete@ioaplaincy Program, and Kino
Border Initiative; its program partnerships, such asdhdeveloped in collaboration with
Boston College and Fairfield University; its interoa@l programs carried out outside of
the U.S; as well as its advocacy efforts. All the orgaramatiwebsites also featured a clear
mission statement, accompanied by their logos. Readdyaale information about an
organization, its purpose, and its programs are efeettiols of establishing credibility for

the organization and its online messages in the eyethe visitors (Kenix, 2007).
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Moreover, on their websites, all the organizations/ided an overview of their history,
which can be used as a “narrative, story-telling device to reswitat and engage existing
and prospective members” (Greenberg and MacAulay, 2009)give an example,
Mapendo’s founding story, which is based upon the persexgeriences of a former
Congolese refugee, can be useful in connecting wehvisitors on a deeper emotional

level.

Additionally, all the refugee NGOs’ websites gaveadston the organizations’ staff
members, as well as their board of directors. Most argdans even provided background
information on each one of their employees, suctthas previous work and school
experiences. All the NGOs put these information togatheer the About Us section on
their websites. All the websites also included aohinformation, mostly in the form of a
phone number, and an email address. Furthermonefalee NGOs gave importance to
presenting their annual reports and charity numberthein websites. By making their
management and contact information, as well ag #aual reports easily accessible,
refugee NGOs add transparency and accountabilithem brganizational undertakings,
which is an important step towards building trust for twganizations’ web content

(Kenix, 2007; Waters, 2007; Greenberg and MacAulay, 268t and Taylor; 1998).

So far, our data suggests that the extent of the refd@&@s’ online communication
practices contribute to their image as a crediblecgoaf information on the web, as the
organizations place transparency and accountahbtlitie center of their disclosure related

activities. Previously | discussed how the internesgmés unprecedented opportunities for
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NGOs to publicize their messages directly to theakeolders without the traditional
gatekeeping role of the mass media. As Kent and Ta$k®8) note, “content is what
should drive an effective website”. Hence, if utilizedccessfully, an organization’s
website can serve as an important news platform, not onlggerdinate the organization’s
messages to its constituents, but also to the repagisestof the news media, enabling the

flow of information from micro to mass media (Kent angldg 2003; Bennett, 2003b).

With respect to information dissemination, most ofXli@0s’ websites featured campaign
summaries, as well as research reports, such amtases, statistics, and so on. For
instance, WRC’s website plays a critical role in mgkpublic the end work of the
organization’s efforts. Its official reports, fact sk resource kits for field workers are
among the many sources that the organization shateshsitisitors. Mapendo’s website,
however, falls short of providing comprehensive infoioratabout the organization’s
campaigns, and research findings, etc. Most of tlerdtion related to the NGO’s work
is not available on the website due to the “senSitiature of the organization’s activities.
This would pose a problem with respect to Mapendo#yabo generate return visits, as

limited information deters visitors from using the webatain (Kent and Taylor, 1998).

Self generated media, such as newsletters and presseglare crucial with regards to
communicating with stakeholders in a direct manner, lk@eping them informed on an

organization’s larger cause, as well as on the iaeBvundertaken to achieve that cause.
Updated, well-organized, and relevant organizatioeslsnhelp keep an organization on

the constituents’ agenda, and provide reasons &iok8 to come back to the website for
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more information, which opens the way for further engagerfitéent and Taylor, 1998).
Moreover, if an organization utilizes its newsmakaagabilities effectively, it also makes
it easier for journalists to take cues from the orgation’s online platforms, which may
expand its public outreach substantially (Kent anddira2003). Self-publishing is useful
in advancing an organization’s “advocacy, outreach fandraising” efforts (Greenberg

and MacAulay, 2009; Waters, 2007).

Most of the refugee NGOs in this study seem to take advant#iggiroonline newsmaking
capabilities, although the extent of their self-publishictiyvaies varies. In this regard, both
JRS and WRC'’s websites offer a rich selection otaigate organizational news. For
example, JRS uploads all its publications on its webscluding those that have been
circulated in hard copy originally- and compilesnthender the heading “Publications”.
Among these are “Servir’, JRS’s magazine; and “Dispatchtbe organization’s email
bulletin. WRC'’s website includes a Press Room sectta which WRC frequently posts
its press releases. Mapendo also has a News andmédih section on its website,
whereby the organization features its newslettersweyver, this section is updated
sporadically; the latest organizational news thavailable dates back to a year ago. By
failing to provide something of “on-going value” on itebsite, Mapendo hurts its chances
of sustaining attention to its online platforms. Moreoueisks looking irresponsible to the
visitors, which in turn would damage the credipilif the messages that come from the
organization (Kent and Taylor, 1998). Lastly, all thegamizations that utilize self

generated media also provide links to their extermabsnstories, such as those that
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appeared in major mass media, on their websites. Masa owadirage is leveraged to gain

legitimacy in the eyes of the stakeholders (Fenton, 2010

In addition to their websites, all the NGOs utilizeithown blogs to post news items.
Greenberg and MacAulay (2009) suggest that updating infamaiti blogs is much easier
than websites. Moreover, these NGOs made it podsiblesers to subscribe to RSS feeds
on their blogs. RSS feeds allow subscribers to bdiewtautomatically when there is an
update on a web platform. Moreover, subscribers banse even a particular section of a
site to receive updates from. That is to say, RS@&sfdeliver new and useful information
to the users, rather than them having to search fbleitce, by making use of blogs and
RSS feeds, the NGOs make it easier for the audi¢ndesirn about their organizational
news on a regular basis. Furthermore, all the tN@©®s supplement the information that
is available through their web platforms with visual rmgduch as pictures, photo essays,
and videos. Visual media can be particularly beneficalrefugee NGOs, as witnessing
the plight of refugees through pictures and videos mgy ilgelite a passion among the

visitors to engage more closely (Torchin, 2006; Entra@m0).

In sum, not all of the refugee NGOs examined in thidystaade the most of their online
platforms with respect to information disseminationthdugh all the NGOs gave
importance to making their campaign summaries andargsereports public, their
approach towards online newsmaking varied. While B8 WRC utilized their
newsmaking capabilities more effectively, Mapendo’s wialtforms suffered from limited

and poorly updated information. As argued earlier, onth@fmost important benefits of
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the internet is that it allows NGOs to tell their stories, and &ptiveir messages to a larger
number of audiences without traditional media fdteHowever, with so many online
information sources available, it almost became areiatye for NGOs to find ways to
sustain attention to their online platforms, to bke @b maximize the impact of their web
presence. Distributing timely, updated and useful médron helps an organization meet
the information needs of diverse constituents, kele@otganization on the constituents’
agenda, helps build its reputation as a credible m®wsce, and establishes the basis for
meaningful relationships with stakeholders (Greemksrd MacAulay, 2009; Kent and
Taylor, 1998; Kent, et. al, 2003). Organizations fadtto build up effective newsmaking
capabilities will find it much harder to maintain thedrest of their stakeholders in the

organization’s online platforms, and hence in its laogeise.

Thus far, we looked at how the refugee NGOs discusstils study utilize the internet to
disclose and disseminate organizational informati@sed on a one-way model of
communication. Although these functions allow NGOs éxuse accountability and
credibility for their online messages, and in turn hetgease returned visits to their online
platforms, they fall short of giving publics the oppoityrio discuss and act upon issues
that are of concern to the former. Online tools that lendialogue and engagement are
crucial if refugee NGOs would like to build durable nelaships with their audiences and
genuinely involve them in addressing the refugee problem.

When we look at the opportunities for member engagertmat are offered on refugee
NGO websites, we observe that the NGOs most commasked for direct donations

through their websites. On the other hand, none of thanaations posted volunteer



opportunities or provided a calendar of upcoming evehis.argued that listing volunteer
opportunities and notifying visitors about upcomingreégehelp create occasions for an
organization to engage with its stakeholders offlimeich facilitates social interaction and
community building (Waters, et. al, 2009; Juris, 208&in, 2007). Besides, focusing too
much on donations might turn off potential supporf¥vaters, 2007). Most importantly
though, if refugee NGOs do not realize the potentiathef internet with respect to
facilitating dialogue and conversation with their cgastts, it would be difficult to unite
and mobilize them around a shared interest, regardlethe means that are available to
solicit support online. As Searle (2000) contends, “If theerdo donate and ask are wrong,
the tools won't help”.

Earlier | explained how a two-way model of communmatiseeking to establish dialogue,
shifts an organization’s online efforts from the simgud¢ of sharing to cooperating with its
stakeholders, and helps create a sense of communitgoits, it allows NGOs to engage
in exchanges of information and ideas with their camestits, which in turn enables them to
be more responsive to the latter's needs, openingljldss for long-lasting relationships
and continuous support (Waters, 2007; Kent, et. &d3R0Live chat rooms, discussion
forums, feedback forms, online surveys are among this that facilitate interaction
between an organization and its online visitors (Gregnéed MacAulay, 2009; Kent and
Taylor, 1998; Hackler and Saxton, 2007; Kenix, 2007; Vga&tr al, 2009). Interestingly,
none of the refugee NGOs analyzed in this study made isteractive features available
on their websites. Similar to Greenberg and MacAsl§%009) findings, functions that
allow for interactivity were usually placed on the orgamiret blogs, or social networking

sites such as Facebook and Twitter, mostly in ¢ine fof message boards. All the refugee
61



NGOs examined here had presence on social platfornis asu€acebook, Twitter, and
YouTube, which keep viewers updated on the organizatioewws and activities, and give
them the opportunity to publish their own commentsresponse to the information
provided. These social platforms allow visitors to egprtheir own point of views, and
share their opinions not only with the organization haind, but also with other
stakeholders. This helps construct a collective ideatnong users, and encourages them
to take a more active part in the advancement of ip@n@ation’s mission (Myers, 1994).
Organizations that put their audiences on the rege@nd of information only would find

it difficult to develop relationships with their cortatnts, and to mobilize them around the

coalition’s cause.

As for the refugee NGOs in this study, utilizationirgkractive platforms might signal the
beginning of a shift from simple information dissentioia to a two-way model of
communication geared towards member engagement ationstep building. However,
interviews with the Media/Communications staff ofe tNGOs point to a different
conclusion. First and foremost, none of the reprasigas perceive the internet as a means
to enhance dialogue and collaboration with their constitue Although they are
experimenting with online interactive tools, the ridedigital platforms is believed to be
most useful in distributing the organizations’ naggss directly to their supporters -
exemplifying a one-way model of communication- rattemn establishing relations with
them, and enhancing their participation. For example repeesentative commented that,

“we use all of thesenpw mediatools to help publicize our priority issues; our webssta
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key place where people can learn about our organizaticiuding downloading our

reports”.

Secondly, refugee NGOs are uncertain about the interoggrall contribution to their
organizational impact. This is partly due to the fwt they do not have effective
mechanisms in place to measure site performance aage.usn this respect, one
representative admitted that “I don’t know who visitee tsite, and what they are
downloading, what they are seeing, what they are gettingf it”. On a similar vein,
another representative argued that “It is harder togg@ahew media’s effect on
fundraising or program goals—and my guess is that irsnmal’. The NGOs are also not
even aware that most of what they are already doingegrduch as providing updated
information, utilizing RSS feeds, or being presenirgaractive sites are among the ways
to attract and sustain attention to their web-baséaditees, which in turn facilitates lasting
support. Besides, except for their use of social nédnwgrsites, other member engaging
functions of the internet such as discussion forums aral oboms, or volunteer
opportunities and calendar of events, are not preseheoneb platforms. Overall, it can
be argued that the refugee NGOs’ partial utilizationhef interactive features of the web
does not stem from an understanding of the benefithatidgue in building relationships

and enhancing engagement with constituents.
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Chapter 5: Discussion

The findings discussed in the previous section poiat homber of important conclusions
regarding the refugee NGOs’ attitudes towards maimstiggad new media, as well as the
implications of their media practices for furtheritige refugee cause. This section will
highlight the major patterns found in the analysighaf refugee NGOs’ communication
activities, and interpret the results in relationhte prior work outlined earlier in the study.
First I will focus on the NGO strategies utilizeddbtain news access and representation,
and then move on to a detailed explanation of their oggbr towards online

communication and discussion.

To Make or Duplicate: That is the Question

Despite the multiplication of media outlets, and shbsequent fragmentation of audiences
into separate niches, traditional media such as TWspapers, and radio continue to be
one of the most powerful sources of communicatioth wiass audiences. Major news
channels such as CNN, and newspapers such as the New York Etaiestheir influence
over public agendas, however they no longer comstihe only platform where people get
their news from (Bennett, et. al, 2004; Cottle, 2008pk, 2001; Bennett, 2005). For
example, according to a recent PEW survey conductdeubsell, et. al (2010), while 73
percent of Americans still catch the news on natioglaiision networks such as CBS or
cable TV stations such as CNN or Fox News, 59 pergssia combination of online and
offline news sources on a given day.
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Media impact on politics and society has been an ane#éeoést for many scholars over the
years. In recent decades, studies found strong dovrelabetween news agendas and
public agendas (McCombs and Shaw, 1972; lyengar anteKid987). Moreover, media
framing of issues was shown to affect how audiences a&eathe performance of their
leaders, as well as to whom they assign responsitlityhe problems they encounter in
the news (lyengar, 1991). When combined with studned tevealed the routinized
interactions between the press and the governmentl,(388), it was feared that “by
granting elites substantial control over the contenphexses, and flow of public opinion,
media practices diminish the public’'s power” (Palatrd Entman, 1981). Bennett (1990)
showed that media gates are usually closed to namab8ources when there is consensus

over government policy among institutional elites.

Nonetheless, new communication technologies have iretigahumber of changes to the
dynamics of newsmaking. First, they gave journalistsctgeability to report live from
remote locations, and circumscribed the officialsiligbto dictate news agendas to a
certain degree (Livingston, 1997). Second, the protimraof media choices put
commercial pressures on news organizations to attnacé and more audiences with
shrinking budgets. As a result, news media increasingbyed away from thought-
provoking coverage of public affairs towards easyiyest, entertainment oriented news
formats (Patterson, 2000). While staff cuts were madd bureaus were closed to
compensate for financial losses, the new media envinoiamich is defined by breaking

events and 24 hour news cycles, demanded increased tratputeporters. Accordingly,
65



reporters have become even more dependent on outside samdesiedia gates are
widened to include those who package information accordirtbe most winning news
formulas (Underwood, 2001; Bennett, 2005; Davis, 2008edinan, 2010). While these
news media trends have generally been lamented, they nunetheless opened up
possibilities for previously marginalized actors sush NGOs to enter into the news.
Disseminating messages via mass media channels hasébandmportant component of
the NGO efforts to convince larger publics and decisiakers that their concerns deserve
further attention and support. Accordingly, the past fevades saw a surge in the number
of NGO communication experts and media-savvy NGOs, sttive to get their issues into
news agendas in a more sophisticated manner. AlthoadHtidnal publicity generating
strategies such as protests and demonstrationslavalstble, they are no longer the only
means to mass media coverage for alternative v@Besnett, 2003b; Deacon, 2003;
Anderson, 2003; Waisbord, 2010). Shoemaker (1989) sisgtieest professional press-
management activities may be the only viable solubaovercoming media bias that tends
to favor official views. As Bennett, et. al (2007yae, “outsider-counter spin” is possible
with the right combination of communication and cobfgackaging skills. In its search for
the nature of the refugee NGOs’ mass media stratefissstudy found that a similar

professional attitude can be found with respect to thegmmzations’ publicity efforts.

Waisbord (2010) defines professionalism as “the agipdic of specialized knowledge and
expertise in news management”. In this regard, we saen how all the refugee NGOs in
this study employed full-time and part-time staffttla@e in charge of their respective

organization’s communications activities. These P&egssionals are aware of the inner
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workings of the news media, and know what would qualdyaa“good story” for
journalists. They identify their target audiences, existing and potential donors who tend
to rely on traditional media for their information negdtrive for expanding their network
of contacts within media outlets, and establishgogd relations with them; and most
importantly for the purposes of this study, pitch anckpge their stories in such a way as
to ensure that they meet the journalistic criteriavbft is newsworthy. In a world of
sustained, comprehensive, and high-quality news cgeeshissues, these practices could
be championed for granting media access to refuge@dN@&hich in turn would entail a
greater understanding of the refugee problem on dnegb the public. Yet we live in a

much different world.

The interviews made with the refugee NGO represeettrevealed that mass media
attention to refugee situations is highly sporadiensifying during the initial period of a
crisis, and fleeing when audiences are finally satdratith drama and negativity, only to
return at the occurrence of an incident that possesseshock value. Additionally, mass
media coverage usually fails to paint a complete motd the intricacies that adequately
define a particular refugee problem. As one represeatatit it, “there are a lot of moving
parts and different actors involved in refugee issués' reporters tend to focus on
elements that are thought to be relevant to audiencestdeit becomes difficult to ensure
that all partners and actors involved get due credfieir reporting. One can easily see the
information biases put forward by Bennett (2005)n&rplay here. First, news stories
about refugee issues concentrate on “human-interggesi as opposed to underlying

processes. Secondly, there is usually a surge in ragidiaion to refugee situations during
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periods of crises, which illustrates journalists’ penthi@andramatization. Also, instead of
presenting refugee issues in a coherent and sustaiaader, news media reporting of
refugees is erratic at its best, making it challengiog audiences to unmask the

connections among different stories, characters and eiemen

Now let’'s go back to the central question posed byghidy: Are refugee NGO’s mass
media strategies conducive to overcoming these proldssmiated with media coverage
of refugee issues? Or are they simply born out olim@istic mindset? This study found
evidence pointing towards the latter, as the refuge®MNG@ttitudes towards newsmaking
were observed to be increasingly converging with that ofalmnalists. Despite the fact
that the NGOs criticize mass media for failing toojide timely, sustained, and
comprehensive news coverage of refugee issues, neitlremibeia strategies, nor their
approach towards traditional media seem equippeansform the way the news reaches
the audiences. As discussed earlier, the refugee N@@dia strategies include pitching
stories adorned with the formulaic elements of neveslia reporting. These range from
emphasizing home connections, and personalizing issussnplifying content. Refugee
NGOs hire former journalists, who proudly integrate pinescribed demands of the news
industry into their communication activities. Thegakooperate with celebrities to attract
media attention to their causes and campaigns. Mergthey believe that if they fail to
abide by the criteria by which reporters judge news valeg,liave virtually no chances of
making it into news narratives. In sum, these practioegspond to what scholars deemed

as surrendering to the prevailing logic of the news medider than challenging the
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deteriorating standards by which journalists select famohe their stories (Cottle and
Nolan, 2007; Fenton, 2010; Waisbord, 2010). Althougtsehefforts may help refugee
NGOs secure news access, they do not translate sudtained and comprehensive
coverage of refugee issues through which the public develop a sufficiently rich

understanding, and feel compelled to be part of the soltdithe refugee problem.

On the positive side, refugee NGO communication practisech as developing
relationships with reporters could potentially leadmore favorable and in-depth news
content. Davis (2003) suggests that “by providing asistent supply of reliable
information subsidies (news stories and reseafgurnalists, non-official sources could
become trusted and regular contacts for journaligtsdddition, the refugee NGOs in this
study avoid “dissent events” such as sit-ins or @tampublicity stunts, which usually
produce news that either further marginalizes opposingesoor buries the attempted
message (Waisbord, 2010; Davis, 2003). Hence, by stayag from dissent events, and
feeding journalists reliable information, refugee NGOaynearn journalists’ trust, and
leverage the emerging relationships to generate mewsrage that are more likely to
overcome the limitations of news reporting. Howeuas study also found that the NGOs
examined here do not perceive the news media as a plaffiooongh which they can
convey a deeper understanding of their causes. Ratm®y, adopt an opportunistic
approach towards the mass media, defined by theipafsshort-term media victories, in
the hope of expanding their ability to obtain financedaurces. As such, the outcome of
their relationship building efforts is likely to bemiited with respect to challenging the

drawbacks associated with the media’s coverage of refsgaes.
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In sum, this study argues that professionalized comratioic strategies have become an
important component of the refugee NGOs’ mass medieeach efforts. However, in
practice this has come to mean that the storiesatteatvritten in refugee NGOSs’ press
offices have to be identical to those that are produtgulafessional newsrooms. Pressed
by the demands of an increasingly commercialized anda-ge#king media environment,
and the need to obtain funds in an ever more comygetGO field, refugee NGOs seem
to have rationalized their approach towards newsmakingir Tirass media practices are
better understood as part of a strategy to take aatyarf the mainstream media for
temporary gains, than as a strategy to leverage ttex’dapower in informing mass
audiences about the realities of the refugee problach,daveloping the kind of public
understanding that renders itself to effective pmalltaction and sustainable change (Thrall,
et. al, 2008; Bennett, 2005). To secure access, the eeN@©s appear to be giving in to
the demands of today's media regime, which, as argagler, favors sensationalized,
negative, and simplified content over contextual analgisssues. Accordingly, the
resulting coverage is less likely to shape public disss®in line with humanitarian ideals,
and more likely to be aligned with the terms set bynalists and the imperatives of the
contemporary media landscape. In other words, the powkatermine how refugee issues
are going to be represented through the mass mediawesitio reside more with the
journalists than with the NGOs, despite the increasisg of advanced communication

strategies by the latter.
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Another conclusion that can be inferred from whatlyeen discussed so far relates to the
fundamental question of who has access to the mags slisdourse in today’s complex
information environment. Aday and Livingston (2008)uarghat in a world that is shaped
by multifaceted global processes, the government mightenthe best equipped authority
to speak on behalf of global issues such as climate clamjbuman rights. As a result,
media might shift their attention to non-governmems@lirces of information that have
special expertise over their issues of concern. Inetlezses, media may act more
independently than was given credit for by the indexegry. The findings of this study
also hint at the possibility of a more diverse mexpaere, whereby non-official voices,
such as NGOs, may obtain a level of media accessviisapreviously largely unavailable
to them (Davis, 2003). Yet, as we have seen, news access sdengganted to those who
are most knowledgeable about the dynamics of the nakism process, and who, based
on this knowledge, can develop communication stragethi@t are most likely to meet the
journalistic standards. This, however, requires deglicataff, time, and expertise, which
means that not all refugee NGOs have “similar chancesiaking news” (Waisbord,
2010). As such, those organizations with more regsuare expected to find better
representation in the emerging media discourse onefiugee problem (Fenton, 2010;

Davis, 2003).

New Media, Old Approach

Thus far we have seen how refugee NGOs are constraynibe Iprevalent media logic to

frame and disseminate their issues on their own terms throeighatss media. Besides, the
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NGOs’ communication strategies are aimed more towdmteducing short-term
influences on news agendas” than building the basisustained media attention, and
robust public understanding, necessary to prompttamiel change in the policy realm
(Thrall, et. al, 2008). Earlier | have explained howftirenulaic coverage of refugee issues
may lead to compassion fatigue on the part of the aceke(Moeller, 1999). As refugee
NGOs tailor their communication strategies to catehéoprescribed demands of the mass
media, it becomes even more difficult to mobilize thévlic on behalf of the refugee
problem. This is where the benefits of effective mmlcommunication come into play.
First, digital media, such as the internet, allow oizggtions to exercise far more control
over the content of their messages. Second, they N@©s the opportunity to
communicate those messages to a mass audience, sonttehivgs possible only through
traditional media channels before. Hence, new infaonaechnologies make it possible
for activists and civil society organizations to owene the barriers to effective
communication through the mass media by enhancing #itdlity to reach out to the
broader public on their own terms (Cammaerts, 2006j¥<€007). The interactive nature
of these technologies also enable NGOs to take parhoainzontal, peer-to-peer
communication with online audiences. Scholars peedethis participatory, dialogue-
oriented use of online communications to be extremalyable with respect to enhancing
an organization’s ability to sustain attention to itsessages, cultivate effective
relationships with its constituents, and mobilize ldi¢er on behalf of the organization’s
goals (Stein, 2007; Shirky, 2008; Kent and Taylor, 1998)understand how the refugee

NGOs make use of the Web as a communication resotlver, online presence was
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analyzed for the existence of items that enable orgamimal disclosure, information

dissemination, and member engagement.

First and foremost, the findings revealed that a cedegree of professionalism can be
found in the refugee NGOs’ approach towards web-baseununication as well. All the
NGOs utilized organizational websites, and other pletforms such as blogs, and social
networking sites like Facebook, Twitter, and YouTubegrtmw their online presence, and
raise the visibility of their issues with online audiencHowever, this study argued that
simply having a web presence is no longer sufficiennéximize the impact of online
communications. To gain prominence among other omfiftgmation providers, NGOs
need to start looking at their internet-based platforas places where stakeholder
information needs are continuously served, and avltleeir input and participation are
vigorously sought. Only then can organizations mairitae interest of their audiences to
their concerns, harness their loyalty, and rally t@rgn support for their efforts. This is
particularly important for “membership organizations’tsas the refugee NGOs examined
in this study, which depend on the assistance of tdogistituents both for resources, and
the advancement of organizational goals (Kent, et08l32 Many scholars suggested that
organizations that facilitate two-way communicati@mstheir online platforms would be
better suited to engage their stakeholders and nurtucessfal relationships with them
(Greenberg and MacAulay, 2009; Seo, et.al, 2009; &lagidal, 2004; Kenix, 2007; Kent
and Taylor, 1998; McAllister-Spooner and Kent, 200@nK et. al, 2003; Waters, 2007,

Waters, et. al, 2009; Jo and Kim, 2003).
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Nonetheless, this study found that much of the refud€®©s’ online communication
activities are developed around a “broadcast paradligrmith is characterized by a one-
way model of communication, as opposed to a “dialogiaadigm” that is geared towards
member engagement and relationship cultivation (Gergnand MacAulay, 2009). All the
NGOs included the items that correspond to the infoomadisclosurecategory on their
websites. In this regard, they provided detailed infétionaon the characteristics of their
organizations, such as its purpose and structurapade available their annual reports, as
well as their charity numbers. Activities related itdormation disclosure promote
transparency and accountability, and as such, sdotmelation for relationships of trust
and reciprocity with stakeholders (Kenix, 2007; Wat@X)7; Greenberg and MacAulay,

2009; Kent and Taylor; 1998).

The refugee NGOs in this study also utilized mostthe functions that relate to
information dissemination. As emphasized earlierinenplatforms such as websites and
blogs serve as important channels to communicate @miaegion’s messages directly to
mass audiences (Cammaert, 2006). The internet is champiorgrdrfigralternative voices
the ability to become their own news outlets, allowthgm to publicize information
without the filter of the traditional media. Hencence an organization establishes
credibility for its online platforms, it becomes imgant to share useful and timely
information with audiences so as to generate retigits vand keep the organization and its
priority issues on the constituent’s agenda. In tbigard, | showed how, although to

varying degrees, all the NGOs made use of their onlew@smaking capabilities, by
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producing and disseminating content relating to thé&sion, efforts and other subjects of

importance to the refugee cause through their websltegs and RSS feeds.

The refugee NGOs, however, did not perceive facilitatiwg-way discussions and
enabling member engagement among the purposes of tlieg# oammunication efforts.
First and foremost, the data showed how the NGOs f&iladcorporate the interactive
features of the Web into their websites. None ofN&Os utilized dialogic tools such as
live chat rooms, discussion forums, feedback formd,antine surveys on their websites,
which give visitors the opportunity to voice thepimions, and participate in conversations
with the organization and other constituents, providing itves for the formation of
“networks of collaborators” (Greenberg and MacAula3092). The websites also fell short
of offering offline engagement opportunities for visstaas they did not include items such
as volunteer listings and event notifications. AsnBwert (2006) suggests, “the offline or
the more banal micro-level of having a drink togethed building trust, developing a
collective identity and framework of reference, andatiegjng different identities, is not to
be neglected in any account of activism”. Reduciafiedtolder involvement to monetary
donations is insufficient to build the basis for longrecommitment to an organization’s

cause.

On a positive note, the findings revealed that theged NGOs in this study are taking a
step towards becoming more interactive in their dgbeinternet. All the refugee NGOs
had presence on leading social networking sites suEaaook, YouTube, and Twitter,

that enable discussions with constituents, which ag ko the formation of deeper
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relationships based on shared understandings. Howevwfaiass, et. al (2003) contend,
realizing the full potential of the web requires mtnan awareness of the latest online
trends. The refugee NGOs in this study had inadequateatdon methods, and they were
skeptical about the real impact of their online platfs. More importantly, all the NGOs
still perceived their web platforms as an informatiorseimsination tool, rather than one
that could be leveraged to forge two-way interactitrasness loyalty, foster cooperation
and collective action. For now, the refugee NGOserged here seem to be “locked in a
broadcast paradigm” as they view the internet maslp means of providing information,
despite experimenting with online interactive toolatticould potentially lead to the
cultivation of strong stakeholder relationships (GreenaathMacAulay, 2009). Yet, if the
NGOs fail to recognize the strategic importance efrtonline platforms for enhancing
their organizational impact, they will not be aldarnvest in it thoroughly. As a result, the
true potential of the internet will not be realizeithmwespect to increasing awareness,

building networks of long-term supporters, and mobilizimgn around the refugee cause.

Another important point that can be raised here &edlto the claims of new technology
empowering groups that have hitherto been deprived oh#ans to publicize their causes
more easily and effectively. Bimber (2003) argued timatan era characterized by
“information abundance”, disseminating messages andliziobi supporters no longer
requires greater resources. This study investigatedodissibility of garnering enduring
support, which in turn could translate into effective action throtrgkegic management of
an organization’s web platforms. It found however, that eveacéihg public interest in an

organization’s online content requires constant updates relentless commitment to the
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delivery of ongoing value, let alone the time, effort and poarer necessary to build and
maintain organization-public relationships via the Webr example, the data has shown
us how Mapendo - the smallest organization in the Egnamd the only refugee NGO
working with a part-time employee as opposed to full-tirhad difficulty realizing the full
potential of the internet even with respect to og-mformation dissemination. Although
the organization utilized its online newsmaking capiadslj its web platforms suffered
from limited and poorly updated information, which, aguad earlier, would make it much
harder to maintain the interest of the audiences imthanization’s online platforms, and
thus in its larger cause. Accordingly, it can be arghatialthough new technologies, such
as the internet, provided NGOs with more possikilitie have their voices heard by the
greater public and decision-makers, larger organizatawe better suited to take advantage
of these novel opportunities, simply because they nawee time, money, and staff, to
dedicate to their communication efforts (Fenton, 2010nS28i07). However, as this study
have demonstrated, real change involves more thangsstinces, and requires a vision
that treats online communications not as a way of gimmssage dissemination, but one
that can be leveraged to encourage participation, degelagarity, and rally long-term

support, which the refugee NGOs in this study seers toibsing.

Together, these conclusions have important theoreticditatipns regarding the workings
of non-governmental actors interested in advandieg goals in the transnational realm.
As explained earlier, Keck and Sikkink (1998) argueat the utilization of “increasingly

sophisticated strategies and techniques”, such fasmation, symbolic, leverage and

accountability politics, has been a crucial factorthe success of the NGO efforts to
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influence policy. However, as this study showed, althohghréfugee NGOs examined
here have adopted a more sophisticated approach towegdsizational and external
communication, they lack evidence suggesting that ghidessionalization have been
effective in increasing the amount of mass media remee that refugee issues receive.
Similarly, they offered no indication that refugee peoh$t have been covered differently,
i.e. in a more comprehensive, sustained, or favoraatear, by the mass media as a result
of their newsmaking practices. Nor is it obvious that, as & @fsorofessionalization, they

have had substantal impact on public opinion or patfieging.

The same pattern is found in the refugee NGOs’ apprmacirds online communication
as well. As one representative succinctly summartzéte refugee NGOs seem to develop
their new media strategies out of the belief that ‘@hggays you have to have an online
presence to be considered legitimate”. The fact thaefigee NGOs continue to invest in
their old and new media activities without any meablg results in practice support the
argument that the NGOs perceive their professionaliaethainication strategies more as
a means for organizational survival and generatingirtegr, which could translate into
more funds, than as a strategic component that matyilmate to the NGOs’ success in
driving support and affecting policy outcomes. Acaagty, this study suggests that not all
NGOs that operate on a transnational basis are attondek kind of network-building,
strategic organization/communication thinking that Keokl Sikkink (1998) analyzed in
their study. In other words, professionalization peris not conducive to a different

approach to strategic communication, but rather,miay reflect concerns about
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organizational survival and development that is maessarily linked to influencing policy

and public opinion.

These findings then support Bob’s (2005) argument tiegatvorld of NGOs is not immune
from motives such as self-interest or practices sisctost-benefit analysis that are usually
associated with market environments. Expanding onkKaod Sikkink's (1998)
boomerang model of activism, Bob shows how consideraitrelated to organizational
survival play an important role in the decisions thee made by transnational non-
governmental actors. He argues that “NGOs at theiramobrganizations — with all the
anxieties about maintenance, survival, and growth thsétbevery organization”. The
refugee NGO’s attitude towards their online and offloenmunication practices also
suggest that while analyzing NGO media practices,important to reject dominant views
that attribute the actions of civil society actorteoto altruistic and idealistic impulses,
and to adopt a more cautious approach that that tateesansideration the organizational

realities of today’s NGO environment.
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Chapter 6: Conclusion

This study explored how today’'s drastically changingonmiation environment has
affected the transnational refugee NGOs’ approach tsaentemporary media, both old
and new, and investigated how the NGOs are seth@gpportunities that these media
present for conveying their issues to stakeholders. Likeyratner global problems of our
age, refugee issues are complex, large-scale, atrdqienl by nature. They typically last
for years, or even decades, and their resolution denaasidsificant commitment of time,
resources, and effort, as well as formulation of pedicthat address the “long-term
development needs of displaced populations, host conties, and returnees” (UNDP
Annual Report of the Administrator, 1992). “Quite a taiber”, as one of the NGO

representatives interviewed for this study put it.

Quite a tall order indeed, and one that would be diffimuliesolve without harnessing the
power of the old and new media as potential drivershahge. As explained earlier, both
types of media offer numerous prospects, as well adenbas for civil society actors

pursuing an assortment of policy goals in the intewnat realm. Mass media make it
possible for NGOs to shift the focus of public distass to their issues of concern, which
could potentially translate into public support, aoden the way for greater policy
influence (Thrall, et. al, 2008; Langer, 2003). On the downsiokeall issues or actors have
an equal chance of making it into the news, let aloc®upying the news agenda long
enough to facilitate an informed public opinion, themders itself to “effective political

action and real political change” (Bennett, 2005). Neadia technologies, such as the
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internet, lower the barriers to information dissemorgtand allow organizations to engage
in horizontal, two-way communications with their coients that facilitate collective
identity formation, solidarity, and participation (Diar2000). However, the internet
reaches a relatively smaller audience than mainstreadma, and mostly to those who are
already supportive of the organization’s cause. &b say, mass media are especially
important in raising the larger public’s awarenesa tertain issue (Cammaert, 2006). As
Anderson (2003) asserts, “CMC (Computer-mediated aomcation) co-exists alongside
traditional media rather than replaces them”. Thaisjiversified media strategy that
combines traditional and new media communicationicgas expected to maximize the

impact of an organization’s communications efforts.

To understand the nature of the refugee NGOs’ mass nmditices, this study
investigated whether the NGOs had the means and thelathecessary to overcome the
barriers to news access and news representatioot.oWwhat we found is that the NGOs
are increasingly professionalizing their approach tdwamewsmaking, i.e. hiring PR
professionals who know how to increase the newswoskinkan issue, which could help
them secure news access. However, they are still verly ownstrained in their framing of
the refugee problem by the journalistic logic, whichurn is dictated by the exigencies of
the contemporary media system. Faced with the difficof publicizing their issues on
their own terms, and maintaining the media’s intenegheir causes, the NGOs in this
study are viewing mass media exposure merely as aaigimdy tool, which, according to
the author, would further circumscribe their abilib set agendas for action, and advance

their goals through the mass media. What emergesvgi@s cycle that ultimately
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hampers the public’s understanding of the refugee probtet who is to blame for this?
As Waisbord (2010) argues, NGOs are no panacea tesiagdedly put an end to the
existing global problems that are affected by a hdstomplex, interdependent, and
constantly-changing processes, let alone to cure thectisral organizational factors that
tilt mainstream news away from civic society”. Howe\as,described earlier in this study,
there are opportunities for refugee NGOs to contridotemore comprehensive and
contextual news reports within today’s media envirentn As all the NGOs examined
here have operations on the ground, they could potfgrétve as important sources of
information, and facilitators of in-depth coveragenir refugee areas. At a time when
journalists are becoming ever-more dependent on oustideces, especially in their
foreign news reporting, NGOs can leverage their expeatisenetwork of contacts in the
field, and facilitate reporters to hard-to-accessatioos while providing them with
guidance, analysis, and funding. In this respect, thayatso partner with organizations
such as the Pulitzer Center for Crisis Reporting, MdUHuman Unlimited Media
Worldwide, and Bureau for International Reportingjchhoffer grants to journalists, and
play the role of a bridge between reporters and N@Q=nable detailed coverage from
under-reported regions of the world. According to Ablja@09), the credibility of these
organizations is also increasing in the eyes of newviletsuTherefore, this could be a
particularly beneficial means to news access for B@@t do not have the resources or

contacts to establish the kind of legitimacy that isiiregl to appear in news stories.

To gain insight into the nature of the refugee NGOs’ meedia practices, the study

focused on the NGO internet use, and examined the oagjang web platforms to
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understand the purpose of their online communications.mtérnet is an unprecedented
tool with respect to producing and sharing content withrent and potential supporters
with an ease and speed that was hitherto impos®&bigbér, 2003; Stein, 2007), we have
seen how all the NGOs did capitalize on the medions-way communication functions.
Other functions that may lead to member engagementnanway discussions between an
organization and its stakeholders were less commemiyloyed, and when utilized, their
purpose was not to build mutually beneficial orgamrastakeholder relationships.
Interactive sites that are built upon horizontal comication structures such as Facebook,
and Twitter were perceived as just another platformetathe message out. Scholars have
argued that not all organizations would like to emér a dialogue with their constituents
through their web platforms, as maintaining a dynamime presence might be costly and
time consuming (Greenberg and MacAulay, 2009). A studthe use of new media tools
by 75 U.S. based transnational NGOs found that somehef dcommunications
representatives at these organizations were concabed their messages being distorted
by the comments posted by the visitors (Seo, et. al9)2@fowever, the benefits that
accrue from the use of dialogic tools, such as cultivatatationships with stakeholders
that could entail enduring support and involvementdvaacing the mission, far outweigh
these limitations. Besides, the NGOs in this studyadready experimenting with some of
the interactive functions of the web, and assigning them a nmategsc role in their online
communications would get them a long way in reargitsustainable supporters to their

cause and spurring their interest in future collaborations
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Here, | would like to touch upon some of the limdas of this study. First and foremost,
the three organizations examined here can by no niepressent the whole population of
the U.S. based transnational refugee NGOs, let aloyse tthat are active on the world
stage today. Therefore, one should avoid generalizingethudts offered here to the media
activities of all the transnational refugee NGOs that are prasére U.S. It should also be

noted that because this study focused on the commuamgattocesses of refugee NGOs
rather than on their issue of concern, the inclusiootbér humanitarian NGOs to the
sample would be helpful in developing a more complete stateting of NGO media

strategies. The study could then further be expatwéeatlude NGOs who focus on issues

outside of the humanitarian realm.

Secondly, the conclusions drawn in this study aredagpon the refugee NGOs’ and the
news media’s general attitude towards newsmaking. Memvenedia coverage may differ
from one issue to another, and from one news outkbietmext (Gamson, 2001; Waisbord,
2010). The factors involved in news production are dermpand therefore, the reader
should leave room for variance in possible news oo Also, one of the major
limitations of this study was the lack of a benchmarth which to compare the
effectiveness of the refugee NGOs’ online and offline rooimication strategies. For
example, | was unable to find an example of an orgaoizan the literature that managed
to change the criteria by which news are made, or ubatl dialogic communication
successfully which in turn produced measurable rediisides, to confirm the validity of
the recommendations | have made, such as partnering \gdhipations like the Pulitzer

Center for Crisis Reporting, a content analysis is ss&ug to see if their efforts have
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actually resulted in comprehensive, contextual coverdgssues. Another point that
should be raised here is that while looking at the nedianstrategies of NGOs, it is also
important to know how their web operators are staffed] who makes the decisions
regarding the online communication functions that ared use their web platforms,
considering that the Media/Communications staff whaewaterviewed for this study

might not be the ultimate authority in this regard.

Finally, this study focused on the NGOs’ individual experientea-vis traditional media,
and online audiences. As explained earlier in the stadgh of the successes of NGOs in
the international realm are attributed to their inaedasetworking capabilities, and the
opportunities that advocacy networks present in mowmnigrmation strategically to
achieve desired outcomes (Tarrow, 2005; Keck and SikkKi®i©8; Bennett, 2003a).
Various studies demonstrated that networks can beyarty valuable in affecting policy
change by publicizing their causes through the massan(@iber and Willson, 2005;
Rutherford, 2000; Bullert, 1999). Accordingly, futistidies could investigate the refugee
NGOs’ media strategies on a networked level, sughpya exploring media campaigns
launched in cooperation with other organizations. Neviedhethe commonalities that are
underlined throughout the study are believed to provigeortant insights into the media
practices of refugee NGOs, and the steps they are takingitoa@daptation to the demands

of the communications environment of our age.

Taking everything into consideration, this study obseraettend towards increased

professionalization in the refugee NGOs’ online antineffcommunication activities. The
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days when dissent events were the only way forreitie voices to publicize their issues
to a broader audience seem to have come to an endNG0s are increasingly operating
as their own news outlets, pitching and packaging sttwrethe journalists based on the
requirements of the news media, and producing and diss&mg online content for their
own constituents. The resulting mass media coveratie NGO issues, however, are not
necessarily on their own terms. Furthermore, the NfB@ss study are not fully aware of
the benefits that social technologies may provide in miakign the impact of an
organization’s new media practices. Bimber (2003) argried that “democratic power
tends to be biased toward those with the best commoApalitical information”. This
study showed that the refugee NGOs are in fact gadtieps towards having more control
over their own “media destiny” (Deacon, 2003). Howevert anlare can be achieved with
a change in vision, and a greater belief in the paerommunication to help provide

durable solutions to the refugee problem.
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