
 

 

“Red Cross-Listen In!” 

A case study of how beneficiary communication and accountability contribute to 

reaching and measuring results 

”Röda Korset – lyssna!” 

En fallstudie om hur dialog med och ansvarighet gentemot förmånstagare bidrar 

till att nå och mäta resultat 

 

Nina Paulsen Harling 

 

 

 

 

 

 

 

Faculty of Arts and Social Sciences 

Media and Communication Studies 

Master Thesis 

Anne Kaun 

Carina Guyard 

2015-06-30 

 

 
 

 



2 

 

Preface 

I would like to extend a big and warm thank you to my recent teachers Ulf Buskqvist, Michael 

Karlsson and Paola Sartoretto in Karlstad University for their generous support in relation to 

my Bachelor thesis, which this Master thesis builds on. I would also like to thank Josef Pallas 

and Jacob Svensson and Uppsala University for their intriguing courses and lectures in 

advanced level media and communication studies on topics such as mediatisation and results 

based management which have resulted in further mini surveys that similarly are built on in 

this document. Thanks also to Anne-Marie Morhed for advice and encouragement.  

 

Coming back to Karlstad University to finalize my work in relation to the Master’s Degree, I 

especially would like to thank my supervisor Anne Kaun for advice and support in connection 

with writing this thesis.  

 

I am also very grateful to my Red Cross and Red Crescent colleagues that kindly donated their 

time and shared their wealth of experience to answering my questions and providing 

important content for this thesis. 

 

Many thanks! 

 

Nina Paulsen Harling 

 

 

 

 

 

 

 

 

 

 

 



3 

 

1 Abstract 

 

While aiming to reach results (such as improved health status) humanitarian workers in aid 

organizations such as Red Cross and Red Crescent Movement (RCRCM) 1, make use of 

outcomes in related global forums, standards and networks. Common concepts discussed 

related to humanitarian action are the following ones: effectiveness, local ownership and 

mutual accountability. In addition, concepts such as Results Based Management (RBM), 

highlighting the importance of delivering and accounting for results influences humanitarian 

organizations. Donors such as governments are pushing for RBM. The RBM reform impacts 

Swedish aid policy and RCRCM in Sweden, represented by Swedish Red Cross. However 

researchers and civil society actors find that RBM is not a silver bullet to facilitate results. 

 

Dialogue with beneficiaries goes back to the beginnings of humanitarian action, but dialogue 

using social media to capture beneficiaries’ views started only around a decade back.  

 

In this case study, I investigate RCRCM and focus on Swedish Red Cross. In particular I explore 

the following research problem: how does beneficiary communication and accountability 

using social media contribute to reaching and measuring results?  

 

My data includes individual and focus group interviews and RCRCM guiding documents. 

Conclusions include that: indeed beneficiary communication and accountability contributes to 

reaching results and have potential to better capture results. Direct RCRCM organizational 

benefits are potentially huge given RCRCMs extensive worldwide community level network. 

The benefits include better access, more relevant activities and funding opportunities. 

However challenges include perceived lack of expertize, management commitment and 

generally slow change of mind set with regards to downward accountability.  

 
Keywords: Results based management, beneficiary communication, accountability to beneficiaries, social media, 
mutuality, innovation, Red Cross and Red Crescent Movement, disaster and conflict operations, humanitarian aid, 
community engagement, beneficiary engagement.  

                                                      

1 A) The International Committee of the Red Cross (ICRC), B) the International Federation of Red Cross and Red Crescent Societies (IFRC) and 
C) national societies in 189 countries around the world (see section 2.1) 
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Sammanfattning 

 

När biståndsarbetare i hjälporganisationer som rödakorsrörelsen (RCRCM)2, arbetar för att nå 

resultat (såsom bättre hälsa för utsatta människor) använder de sig ofta av de ambitioner som 

vuxit fram i biståndsrelaterade globala fora, nätverk och standards såsom: effektivitet, lokalt 

ägarskap samt ömsesidigt ansvarsskyldighet och ansvarsutkrävande. 

 

Samtidigt har begrepp som ”result based management” (RBM) fått stort inflytande på 

humanitära organisationer när det gäller vikten av att nå och visa på konkreta resultat. 

Finansiärer, såsom regeringar, ställer allt tuffare krav på RBM metodik används genom ett 

starkt inflytande på svenskt bistånd och därmed på RCRCM i Sverige, företrätt av Svenska 

Röda Korset. Dock finns både forskare och humanitära organisationer civila som hävdar att 

RBM knappast är någon patentlösning vare sig för att nå eller visa på resultat.  

 

Medan dialog med biståndsmottagare funnits så länge bistånd funnits har systematisk dialog 

med hjälp av sociala medier för att få förmånstagarnas synpunkter bara skett ett tiotal år. 

 

I denna fallstudie undersöker jag RCRCM med fokus på Svenska Röda Korset. I synnerhet 

studerar jag följande forskningsproblem: hur bidrar dialog med och ansvarighet gentemot 

förmånstagare som sker med sociala medier till att nå och mäta resultat? 

 

Mitt material inkluderar individuella- och fokusgruppsintervjuer samt studier av RCRCMs 

styrdokument. Slutsatser inkluderar att: direkta organisatoriska fördelar för RCRCM av dialog 

med mottagare är potentiellt enorma givet RCRCM världsomspännande lokala nätverk. 

Fördelarna inkluderar ökad möjlighet att nå de mest utsatta, mer relevanta insatser och bättre 

finansiering. Bland utmaningarna som lyfts är brist på expertis och ägarskap hos organisatio-

nens ledning och svårighet till byte av ’mind set’ vad gäller nedåtgående ansvarighet. 

Nyckelord: Resultatbaserad förvaltning, kommunikation, dialog med förmånstagare, ansvarighet gentemot 
förmånstagare, sociala medier, innovation, rödakorsrörelsen, Röda korset, katastrof- och konfliktinsatser, 
humanitärt bistånd. 

                                                      

2 A) Internationella rödakorskommittén (ICRC), B) Internationella rödakors-och rödahalvmånefederationen (IFRC) och C) nationella föreningar 
in 189 länder i världen (se sektion 2.1) 
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Acronyms 
 

The below mentioned acronyms are used in this document: 

ALNAP – Active Learning Network for Accountability and Performance in Humanitarian Action 

BA – Beneficiary Accountability 

BC – Beneficiary Communication 

BRIC – Brazil, Russia, India and China 

CDAC – Communicating with disaster affected communities (network) 

CHS – Core Humanitarian Standard 

DAC – Development Assistance Committee (part of OECD below) 

DANIDA – Ministry of Foreign Affairs of Denmark 

HAP – Humanitarian Accountability Partnership 

ICRC– International Committee of the Red Cross 

IHL – International Humanitarian Law 

IFRC – International Federation of Red Cross and Red Crescent Societies 

INGO – International Non-Governmental Organisation 

NGO – Non-Governmental Organization 

OECD – Organization for Economic Co-operation and Development  

OCHA – United Office for the Coordination of Humanitarian Affairs  

MDGs – Millennium Development Goals 

NGO – Non Governmental Organization 

NGDOs nongovernmental development organizations 

NPM – New Public Management 

RCRCM – Red Cross and Red Crescent Movement 

RAMP – Rapid Mobile Phone based (survey)  

RBM – Results Based Management 

SADEV – Swedish Agency for Development Evaluation  

Sida – Swedish International Development Cooperation Agency 

SRC – Swedish Red Cross 

TERA – Trilogy Emergency Response Application 

UNDG – United Nations Development Group 

  

http://en.wikipedia.org/wiki/Brazil
http://en.wikipedia.org/wiki/Russia
http://en.wikipedia.org/wiki/India
http://en.wikipedia.org/wiki/China
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2 Introduction 

The main purpose of beneficiary communications (BC) is giving people a voice and 

empowering them to participate in their own recovery from conditions and effects such as 

disasters, conflicts, poverty or other situations of vulnerability. BC connects humanitarian 

programming with vulnerable people by employing communication technologies such as 

mobile phones to provide and receive information. While dialogue with beneficiaries is as old 

as humanitarian action itself, today both old and new technologies such as social media are 

used to facilitate action. 

 

The devastating tsunami 2004 operation in Asia (Coates 2014) was the first time humanitarian 

organisations used social media to communicate with beneficiaries more systematically at a 

large scale. This include technologies that allows aid agencies to interact with mobile phone 

users through SMS or to communicate through a website of forums and chats.  

 

In this thesis the entry point is that today this it is more important than ever before for 

humanitarian organizations to study the effects of BC and beneficiary accountability (BA). 

Three areas of development, all which humanitarian actors relate to and depend on, are in my 

view supporting this hypothesis. 

 

The first development is the professionalization of the humanitarian work. The humanitarian 

business was born around the 1800 century. In Sweden development aid has only been 

ongoing for some 50 years (Wolgemuth 2012). In recent decades there has been a number of 

global level humanitarian-related goals, agendas and standards developed, many which 

highlight the need for communication with and accountability towards the people the sector 

actually serves, i.e. the beneficiaries. In other words, this can be explained as responsibility in 

terms of communication with as well as behaviour and reporting towards the beneficiaries. 

From the humanitarian sector and the rationale to further study this subject can be found in 

today’s tough competition for funds and increasing needs for reputation management in an 

environment where beneficiaries themselves increasingly can speak out about the services 

they get (or do not get). The forecasted increases in natural and complex disasters where 

large swathes of civil society in many countries will necessarily be involved in relief work 

(ALNAP, 2010) also contributes to the urgency.  
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The second development is the concept of results based management (RBM) which has a great 

influence in all sectors including the humanitarian sector as it is about measuring and 

communicating results. The demand for RBM increases need for communication with and 

accountability towards stakeholders such as back donor governments– and beneficiaries. 

 

From a donor point of view, the notion of ‘result’ is to get ‘value for money’ and to be able to 

showcase success and goodwill. For government donors, it is about having your home base 

constituency loyal, to have tax money well spent and to be seen as being a responsible global 

and humanitarian actor. In the case of private donors and corporate actors, they know that 

meeting client’s needs is key for results. Corporations also know that they are seen not only as 

a company but as an actor in society. They know it is important to be perceived as a good 

employer such in order to attract customers and the valuable employees. Donors ask if the 

civil sector can live up to their demands and become more business-like and professional from 

a RBM point of view. Their interest in transparency and mutual accountability is also 

increasing. The Directorate General ECHO, the Humanitarian Aid department of the European 

Commission, and government agencies such as Canadian Cida3, British Dfid4 and Sida5 include 

transparency and accountability towards beneficiaries in their guidelines (Sida 2013).  

 

The third development is the emergence and rapid expansion of information technologies 

influencing the way people communicate, which enable continuous dialogue between people 

on a much broader scale.  For the beneficiaries themselves, having access to information is 

proving to be as important as other components of aid (see IFRC B, 2005).  

 

The heart of the RCRCM’s mission is to provide support to vulnerable populations around the 

world. Therefore it must be accountable and show results towards the back donors towards 

the people served, the beneficiaries and other stakeholders such as local authorities.  

 

The theme in this thesis (or ‘red thread’) is the effect of dialogue with beneficiaries on results 

and measurability.  My argument is that projects or programmes that include systematic 

dialogue with beneficiaries contribute to both better results and measurability. 

                                                      

3 Canadian International Development Agency 
4 Department for International Development 
5 Swedish International Development Cooperation Agency 
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2.1 Research questions 

By the use of one case study looking at the world's largest humanitarian network —The Red 

Cross and Red Crescent Movement (RCRCM) and with particular focus on Swedish Red Cross 

—this essay aims to research the following problem: how does beneficiary communication 

and accountability using social media contribute to reaching and measuring results? In this 

thesis the meaning of results links to results benefitting people served in humanitarian action. 

Common expected results in humanitarian aid plans are for instance improved health or 

reduced disaster risk. 

 

The aim of the study is therefore to examine and compare how professional RCRCM staff with 

relevant linkage to the research topic, perceive beneficiary communication (BC) and 

beneficiary accountability (BA) activities in order to reaching and measuring results.  My initial 

research question can be divided into four sub questions: 

A. How does RCRCM plan and develop beneficiary communication (BC) and beneficiary 

accountability (BA) activities? 

B. What kinds of operational actions are taken by RCRCM, based on results of BC and BA 

activities?  

C. How do RCRCM use output from BC and BA activities to achieve communication and 

PMER6 objectives?  

D. Are there any other organizational/strategic benefits of BC/BA? 

Research question “A” aims to find out what is done in the BC/BA field. The purpose of 

question “B” is to find out what operational results BC and BA activities support. Research 

question C evaluates if BC and BA activities support the measurement of results. Finally, 

research question “D” explores the overall organizational benefits of investing in this area7. 

 

I would also here like to mention that I have worked for all three parts of the RCRCM and 

during almost 20 years, giving me extraordinary access and insight in the organization. 

 

 

                                                      

6 Planning, monitoring, evaluation and reporting, see also PMER pocket guide reference (IFRC K)  
7 The interview questions to help answering these research questions are found in appendix 3. 
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2.2 Disposition  

To begin with, a background on the RCRCM is will be given (chapter two). Next, the 

“theoretical framework” will be presented (chapter three). It begins with identifying research 

gaps in the areas studied followed by a discussion the concept of accountability in the setting 

of global humanitarian agendas, forums and standards. Then follows a description of the 

concepts that we today link so much with the notion of “results”, that is new public 

management and RBM. Then follows sections where I describe traditional communication 

aspects; including a piece about the development of social media and relevant examples of its 

current and potential use.  Communication development from an organizational (including 

RCRCM) point of view will also be included. 

 

Chapter four on “methodology” will begin by providing an account my choice of method, 

population and selection and a description of the interviews. After a general critique of the 

methodology, ethical considerations will be presented.  

 

Subsequently in chapter five called “results” where interview results are presented. Chapter 

six “analysis and discussion” is introduced by a short description based on policy and other 

documentation describing each part of RCRCMs main policies and or approaches relating to 

communication with beneficiaries. The Swedish Red Cross (SRC) will represent a case of the 

189 national societies that exist worldwide.  The chapter then gives an account of the findings 

relating to the research questions asked in the beginning of the essay. This chapter will also 

describe findings in this thesis in relation to the selected research gaps identified by 

researchers discussed in the introduction. 

 

Finally, the conclusions and future research chapter are presented in chapter (7). The purpose 

is to discuss findings in this thesis related to earlier research including research gaps.  
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2.3 Background: Red Cross and Red Crescent Movement as a civil society 

organization 

The RCRCM is the world's largest humanitarian network. It is comprised of three parts:   

Firstly, the International Committee of the Red Cross (ICRC) that was founded in 1863 and has 

a special mandate based on - and is also the guardian of - the Geneva Conventions which 

make up a part of the so 

called International 

Humanitarian Law, IHL 

(commonly also called “rule of 

war”). The second part 

consists of the 189 so called 

national societies, each 

represented in one country 

such as Bangladesh Red 

Crescent Society in 

Bangladesh or Swedish Red 

Cross in Sweden. The third 

part of the RCRCM is 

International Federation of 

Red Cross and Red Crescent 

Societies (IFRC), established 

1919 to serve the interests and support capacity building of the a.m. national societies. IFRC 

provides both coordination and assistance, especially in situations of natural disasters. (See 

references ICRC A; IFRC A and Swedish Red Cross A).  

 

As a whole, RCRCM is a non-profit community service and non-profit organization that is 

regulated and partially funded by nation states, i.e. it is a third sector organization. Third 

sector refers to organizations that are located furthest away from the state and closest to the 

stakeholders without relying entirely on private funding or being completely independent of 

public governance. Instead, they finance their activities using a combination of private 

donations and governments regulated contracts and administrate their operations using non-

governmental employees and volunteers (Schillemans, 2012:14). 

Figure 1. RCRCM organizations and relations with signatory 

states. Source: T. Söderman. Swedish Red Cross (2015). 
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The RCRCM provides both reactive assistance and protection to people and communities 

affected by disasters and conflicts, and proactive community support aimed at building 

disaster resilient local communities. Its interventions are guided by seven principles: 

humanity, impartiality, neutrality, independence, voluntary service, unity and universality, 

which together enables it to conduct its operations in a neutral and impartial way. The RCRCM 

also runs interventions in cooperation with governments in its so called auxiliary role.  

 

Communications is a part both of RCRCM services such as screened and strictly family related 

messages between family members that are separated due to conflict (e.g. between prisoners 

of war and their families) or natural disasters. Communication activities are also means to 

secure safe RCRCM access to victims of war in the midst of a conflict. Advocacy on behalf of 

vulnerable people towards for instance government actors is another example of using 

communication as means to support e.g. people living in high risk disaster prone areas. 

 

The national societies have around 17 million trained and active volunteers. These often work 

in their communities. Thus the volunteers also represent ordinary citizens who are also in 

varying degrees affected by the disasters that occur in their area. These volunteers have a 

rather unique outreach possibility which enable them to have dialogue with beneficiaries 

themselves.  This makes the RCRCM particularly interesting to study. 

3 Theoretical framework 

In this section, I will first describe some identified research gaps linked to the topics studied. 

Next I will summarize the development of accountability in the humanitarian sector in the 

section “communication for development”. I will also describe the expansion of social media 

which both forces and enables actors such as RCRCM to work in broader scale with dialogue 

and accountability. I will then reflect on direct RCRCM organizational aspects of communi-

cation including a description of common notions today such as new public management 

(NPM) and results based management (RBM). I will use both traditional research and other 

forms of studies and references such as global standard setting network actors. 

3.1 Available research and gaps 

Communication with beneficiaries has gained prominence and therefore deserved 

consideration but yet, rather than becoming a field of study in itself, communication in 
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humanitarian programmes have been embedded in the debates around accountability, 

participation and programme quality (Boas 2008).  

 

Related to the topic for this thesis, identified research gaps include the need for further 

research with regards to accountability in humanitarian action. That said, there are many 

efforts to improve it: 

 

To begin with, ALNAP has since 1997 providing a forum on learning, accountability and 

performance issues for the sector. In a scoping study commissioned to consider how a 

framework for the professionalization of humanitarian staff would establish a recognized 

baseline for humanitarian work that is accepted across the sector (ALNAP 2010). The study 

concludes that the most critical need to be the establishment of a true international 

professional association for humanitarian workers and the necessary supportive academic and 

training infrastructure.  

 

In addition, there is research available on RBM including its benefits and shortcomings in 

relation to measuring results in development cooperation (e.g. Armstrong, 2014; Samuelsson 

2014; Berggren 2014). However, the research is mainly related to the corporate section.  

There is however other interesting descriptions of results in the humanitarian sector such as 

Alex Jacobs description of five pillars to improve quality and impact (2011). 

 

Indeed, with growing competition and trends of situations of shrinking donor budgets for 

humanitarian aid to spend, the need to be able to present “results” is also constantly growing. 

The Swedish Government, as stated in its aid policy framework (see also section 3.2.3) is 

welcoming further research with regards to aid and results (Regeringskansliet B. 2014). 

 

Finally, academic scholarship on communication tends to focus on the impact of media and 

technologies. Development communication emphasizes the need to establish two way 

knowledge flow and information exchange between rural communities and technocrats (or 

bureaucrats, authors note) rather than one way “transfer of knowledge “as described by 

Dagron and Tufte (2006: xix) Dialogue, listening, collective action and the history of 

participatory, community approaches to social change is less frequent but studied by the 

above mentioned researchers (ibid). Access to information, or rather lack thereof as described 
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in the so called “digital divide” is studied e.g. by van Dijk (2012 B). Researchers such as van 

Dijk claim this divide is increasing, thus further research should be welcome. 

 

Similarly, there is limited research that focuses on communication between organizations and 

the people they seek to assist or help (Paulsen 2012; Cone J, 2012, Boas 2008).  

 

When it comes to social media, there is growing amount of research with regard to its 

potential to enable people also in lesser developed parts of the world to access a “voice” 

(relating to new forms of media such as social media authors note), support development 

towards democracy and access to civil rights (see Nip 2006; Atton 2008 and 2009, Allan and 

Thorsen 2009). However, according to Atton (2009) who is researching on e.g. new forms of 

media such as citizen journalism, advocacy journalism, there is virtually no research in terms 

of alternative media audiences and research in the detailed international comparative studies. 

Atton also argues that we know little about who uses new forms of media and for what 

purposes (Atton 2008). 

3.2 Communication for development 

In line with my argument of this thesis (see above, chapter 2) this section argues that the 

professionalization of humanitarian aid sets ambitions with regards to accountability. 

 

What is meant by communication hereafter is as ‘any method by which human beings pass on 

information to one another, and is generally recognized as the process of successful transfer 

of meaningful information’ (Gandelsonas 2002:1 cited in Boas 2008:16). 

 

This thesis defines accountability to beneficiaries (sometimes called downward account-

ability, authors note) as the process of justifying and being responsible for the manner and 

results of one's actions to any individual or group who is a member of the society whose 

interests the project or program is intended to promote. (Wardwell 2012). 

 

The systematic use of communication tools in development programmes began in the 

aftermath of the second world war (Dagron and Tufte (2006:xv).  Development communi-

cation not only emphasizes the need to establish two way knowledge and information 

exchange, but also promotes the strengthening of traditional forms of social organization in 

which communication is empowering and respects local cultures. Two main threads dominate 
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five decades of development communication. The first is modernization, e.g. pushed by 

industrial sector. The second is dependency where theory-based models of communication 

emerged in the heat of the social and political struggles against colonial and dictatorial powers 

in the third word (ibid, 2006:xvi).  

 

During more recent decades, notably since the Rwanda crisis in the 1990s, there have been 

increased efforts to work towards improved performance in providing aid, or aid professio-

nalism (Boas 2008:10-11). Today, humanitarian workers and aid organizations, such as the 

RCRCM, make use of several humanitarian global level goals and agendas, developments and 

standards. Below are some examples. The specific efforts that relate to concepts such as 

results or beneficiary communication and accountability are highlighted below: 

 

To begin, the eight United Nations Millennium Development Goals (MDGs, e.g. reduce child 

mortality, eradicate extreme poverty & hunger and promote gender equality and empower 

women) form a blueprint agreed to by all the worlds countries and all the leading develop-

ment institutions. A post-2015 development agenda is in presently in the process of being 

developed (United Nations 2015). The United Nations (UN) led “World Humanitarian Summit” 

to be held in 2016 is part of taking the humanitarian agenda forward. The summit relates to 

BC/BA as the themes (humanitarian effectiveness, reducing vulnerability and managing risk, 

transformation through innovation and saving the needs of people in conflict) all have a link 

to BC/BA. 

 

In addition, high level agenda fora and declarations aiming to modernize, deepen and broaden 

humanitarian aid, such the Paris Declaration (2005) followed by similar events Accra in 2008 

and in Buzan in 2011 (OECD 2015). E.g. the Paris Agenda puts weight to mutual accountability. 

A major priority for partner countries and donors is to enhance mutual accountability and 

transparency in the use of development resources” (Paris Declaration on Aid Effectiveness, 

2005). 

 

The above mentioned high-level meetings have rooted the formulation of principles towards 

effective aid that led  to the 2011 Busan Partnership Agreement, which to date is endorsed by 

over 100 countries as the blueprint for maximizing the impact of aid. The formulation of these 

principles grew out of a need to understand why aid was not producing the development 
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results everybody wanted to see as well as to step up efforts to meet the ambitious targets 

set by the United Nations Millenium Development Goals8 (OECD 2015). 

  

 

 

Figure 2. Objectives of the Paris Agenda. Source: Sida POM working paper 2006:2. 

 

My own reflection looking at figure two is that the concept of beneficiary communication 

relates to 1. Ownership, listening to the beneficiaries agendas 2. Alignment, aligning RCRCM 

programmes with beneficiaries agendas/needs 4. Results and mutual accountability, where 

sharing of information donor-beneficiary constitutes a part. 

 

SADEV9 underscores that mutual accountability signifies a shift from vertical to horizontal 

forms of accountability, where collaborative enforceability replaces corporate enforceability 

as a way of rebalancing power asymmetries in the aid relationship. In other words, this is an 

aim, an aspiration, the agreements made at high level agenda fora such as Paris, Accra and 

Busan meetings are not legally binding and presuppose voluntary compliance.  

 

Rosalind Eyben (2008) argues that the tendency is to understand mutual accountability as 

holding each other accountable for performance against pre-established objectives. It reflects 

a perception of aid as a contract and exemplifies the dominant ‘philosophical plumbing’ of 

donor organizations, one that views the world as a collection of entities. From this what she 

describes as substantialist perspective, mutual accountability is about strengthening 

mechanisms for regulating behaviour between autonomous parties. But such efforts are 

                                                      

8 The eight Millennium Development Goals (MDGs) – which range from halving extreme poverty rates to halting the spread of HIV/AIDS and 

providing universal primary education, all by the target date of 2015 – form a blueprint agreed to by all the world’s countries and all the 
world’s leading development institutions 
9 Swedish Agency for Development Evaluation (SADEV), was a Swedish authority for review and evaluation of Swedish development 2006-12.  
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constrained by the global political economic structures that sustain the very inequities in aid 

relations that make mutual accountability so difficult. Eyben suggests a complementary 

perspective to help, where relationalism understands entities as mutable, shaped by their 

position in relation to others.  

Relational notions, married to ideas of process and complexity illuminate the messy and 
contradictory quality of aid relations that substantialism finds difficult to cope with. Yet, 
arguably much of what proves with hindsight to be effective aid may well be an 
outcome of relational approaches, although such approaches are rarely valued or 
reported (Eyben 2008). 

 

In other words, mutual accountability is relational and it could be argued that relationships 

are formed and achieved by communication. In reality relationships are rarely equal between 

donors and recipients which is why the stronger part needs to see relevance for reporting to 

the weaker part.  

 

An example of a standard development actor is the Code of Conduct for RCRCM (see IFRC H) 

and NGOs in Disaster Relief (also called Sphere Project). It was developed and agreed upon by 

eight of the world’s largest disaster response agencies in 1994.  

 

Concerns regarding the involvement of affected populations in humanitarian operations led to 

what has come to be the Active Learning Network for Accountability and Performance in 

Humanitarian Action, ALNAP (Boas 2008). ALNAP was established 1997 as a mechanism to 

provide a forum on learning, accountability (highlight by author) and performance issues for 

the humanitarian sector based on demands both by donors and the sector itself for increased 

professionalization of the sector and the Humanitarian Ombudsman Project (which became 

Humanitarian Accountability Partnership International, HAP) and People in Aid. 

 

Today, there are more than 70 different standards. This reflects a significant improvement in 

the sector, but also brings with it difficulties for aid workers (Core Humanitarian Standard on 

Quality and Accountability, CHS, 2015). In a sector characterized by rapid deployments, steep 

learning curves, and the need to collaborate with multiple humanitarian actors, it is often 

difficult for humanitarian responders to know when and how to apply the standards that 

enable them to deliver their best work, and to be accountable to the communities they serve 

(Ibid 2015).  
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In 2006 there was a move towards greater coherence with the creation of the Quality and 

Accountability Initiatives Complementarities Group, which helped build links between earlier 

initiatives such as the HAP Standard, and the Sphere Project’s Core Standard (see reference 

list) . The need for greater coherence in humanitarian Standards became even more 

important as the big disasters in Haiti and Pakistan highlighted once again the gaps between 

the aid that was needed and that which was provided, and illustrated the need for greater 

effectiveness, impact, accountability and quality in humanitarian action. 

 

CHS has been devised to clarify the responsibilities of aid workers, and to make the 

implementation of the standard simpler and easier. In doing so CHS is trying to produce a 

common quality standard to replace different efforts to date, e.g. the above mentioned HAP 

and Sphere project (see also figure 3). 

 

The below quote was formulated at an UN-OCHA Consultative Workshop on Humanitarian 

Effectiveness in 2013 and illustrates that accountability is recognized as important: Accountability to 

affected populations is the “bedrock upon which all notions of [humanitarian] effectiveness 

are built.” (CHS, 2015). 

 

Figure 3. Standards on quality and accountability (Core Humanitarian Standard, CHS, 2015). 
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The CHS sets out nine commitments that organizations and individuals involved in 

humanitarian response can use to improve the quality and effectiveness of assistance they 

provide. As we have discussed, the concept of mutual accountability is interesting as one way 

of ensuring accountability to the end receiver (or beneficiary) is naturally presupposes 

structural and systematic dialogue with the beneficiary.  

 

However, this has been proven to be easier said than done. An evaluation of the Paris  

Declaration undertaken in 2011 revealed that of its five principles, the principle of mutual 

accountability was the least advanced.  

 
Indeed, it appears to be difficult to “walk the talk”. Researchers such as O’Dwyer and Uneman 

(2010) have studied nongovernmental development organizations (NGDOs) in Ireland and 

suggest challenges to what they describe as downward accountability (i.e. accountability to 

beneficiaries, authors note) due to: insufficient attention to oversight of downward 

accountability within locally based partner NGDOs; a reluctance and/or inability to transfer 

influence to locally based partners organizations by allowing them some influence on NGDO 

governance and strategy; the perceived control of locally based partner NGDOs by local elites 

who may be distant from, and unrepresentative of, local communities; and a perception that 

locally based partner NGDOs may not require downward accountability. 

Perhaps the most important overall finding on the implementation of the principles has 
been the clear and almost universal failure, as noted above, to advance on making direct 
mutual accountability more transparent, balanced and effective (OECD 2015 A).  

 

One way of addressing the matter as described by Anderson (1996, cited by Boas 2008:35), is 

that relief and development workers have to be learners themselves, which implies the skill of 

respectful and careful listening. 

3.3 Results Based Management  

As described in the introduction (chapter 2) my hypothesis in this thesis is that dialogue with 

beneficiaries in humanitarian aid projects and programmes improves results and measura-

bility. In this section I argue that RBM influences humanitarian aid in the way that it puts 

pressure both with regards to accountability and results. 
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What is a result?  Alex Jacobs, an experienced humanitarian worker and author, argues that 

improving quality and impact can be defined as maximizing the value that and NGO (or 

RCRCM) adds to other people efforts to improve their lives and societies. The definition is 

based on deep roots around the idea of helping people help themselves (Jacobs 2011). 

3.3.1 Civil Society & New Public Management 

Power (1997 cited in Karlberg study of the Swedish Red Cross, 2011:4) describes how we 

today find ourselves in an audit society permeated by a constant pursuit to document, 

evaluate, report and audit any and all. This is in line with Shillemanns description of the 

introduction of management techniques and organizational forms that were taken from the 

market (Ibid, 2011:12-14), the new public management (NPM) that has been developed 

during the last decades. The idea is that many public services are now delivered by public 

agencies operating as quasi-businesses at arms’ length of governments.  

 

The NPM reforms are a response to pressures—public hostility to government, shrinking 

budgets, and the imperatives of globalization (Polidano 1999).  New Public Management can 

be described as a discussion and investigation of economic and political systems in various 

countries and their policies that aimed to modernize and render the public sector more 

efficient.Parallel to the expansion of civil society during 1990s, both in number of labor force 

and economic turn over there is also an increased interest (e.g. as displayed by news coverage 

by Swedish business news representatives such as Dagens Industri and Resumé) for who they 

are and what civil society actors do.  

 

In a way, one can say that the interest for cooperation is mutual. Champions of third sector 

provision often refer to a greater sector motivation of third sector organizations to provide 

services to people. Kelly describes (2007 cited in Shillemans, 2011: 14) that third sector 

organizations are driven by altruistic ideals and values, they are supposed – and often found –

to be more innovative in their operations and to have greater commitment to their clients. As 

described by Hwang and Powell (2009) expanded professionalism in the nonprofit world 

involves not only paid, full-time careers and credentialed expertise but also the integration of 

professional ideals into the everyday world of charitable work.  

 

The influence of NPM in organizations is however debated and some say has led to a conflict 

between control and trust and scared organizations that focus rather on the “how” instead of 

http://asq.sagepub.com/search?author1=Hokyu+Hwang&sortspec=date&submit=Submit
http://asq.sagepub.com/search?author1=Walter+W.+Powell&sortspec=date&submit=Submit
http://asq.sagepub.com/search?author1=Walter+W.+Powell&sortspec=date&submit=Submit
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the “what”.  The operation of third sector organizations in the nexus between the public and 

private sectors may also include tensions that arise in the areas of conflict between public 

administrative and market logics. For example, while public services that lend themselves well 

to direct and voluntary payments may allow third sector organizations to more effectively 

tailor their services in l with the demands of their clients, their dependency on revenues from 

the humanitarian donation market may also impede their maneuverability. In other words, 

the necessity to attract revenues may force service providers to pursue courses of action that 

stand at odds with their true mission (Schilleman, 2012:37-38). 

 

Despite the debate, and as summarized the in a recent editorial in Sweden’s biggest 

newspaper (independently liberal) is that NPM is likely to stay it is up to the public sector to 

adapt to it (Kjöller, 2015). 

3.3.2 Value and shortcomings of Results Based Management 

Globally, humanitarian aid amounts to approximately 135 million USD according to OECD 

2013 and 2014 as quoted in (Swedenabroad, 2015). While some of this money is transferred 

from state to state, much is also channeled through the civil society.  If we are to believe, like 

Kjöller and other NPM subscribers, that it will remain important, Results Based Management 

(RBM) as the common “tool” (see appendix 4) will prevail for yet considerable time. One may 

ask: can the civil sector live up to the demands of donors and become more business-like and 

professional from a RBM point of view with regards to delivering results? During several 

decades there has been an intensive debate on the credibility of development cooperation 

and its potential to deliver results (Barder, 2009; Binnedjikt, 2000; Bloch 1998; Brehm, 2001 

referred to in Berggren, 2014:1). One of the results is that states and governments have 

invested more resources in development cooperation to ensure completion of goals e.g. 

related to poverty reduction in developing countries (Curtis, 2004, Earl et al., 2001; Flint, 

2003, referred to in Berggren 2014:1).  

 

RBM, underlining the importance of delivering and accounting for results has since the 1980s 

increasingly been influencing all sectors in society including third sector civil society 

organisations such as the RCRCM.  RBM can be described as a management strategy by which 

all actors on the ground, contributing directly or indirectly to achieving a set of development 

results, ensure that their processes, products and services contribute to the achievement of 

desired results (outputs, outcomes and goals). RBM rests on clearly defined accountability for 
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results and requires monitoring and self-assessment of progress towards results, including 

reporting on performance (United Nations Development Group, UNDG 2010:7). The UNDG 

states that focusing on “results” rather than “activities”, RBM helps UN agencies (or other 

agencies) to better articulate their vision and support for expected results and to better 

monitor progress using indicators, targets and baselines (2010:5).  

 

The United Nations started to use RBM in the late 1990s. The shift towards RBM was 

accompanied by increasing UN interagency collaboration and interaction that seek to respond 

to UN reform and the greater harmonization of UN programmes with national priorities. 

Another reasons according to the above mentioned document (UNDG 2010) was that the 

Paris Declaration on Aid Effectiveness, Accra Agenda for Action and the 2005 Summit 

Outcome document stress the alignment of policies, coherence at country level, 

harmonization of systems, ownership, mutual accountability and supporting countries to 

manage for development results to achieve the internationally agreed development goals, 

including the Millennium Development Goals, MDGs (UNDG 2010:7). 

 

While the result agenda and RBM is claimed by many to promote rather undisputable positive 

aspects such as stronger capacity development, more realistic schedules, reduction of 

opportunity and pressure for corruption (Armstrong 2014) researchers also bring forward 

negative aspects such as RBM systems are too often developed in isolation from the realities 

of what happens on the ground. Consequently, the terms for results presented in RBM 

frameworks are too often simply bureaucratic jargon (Armstrong G, 2014).  

 

Figure 4. Domino RBM “push” with RCRCM as an example  

 

I argue that today there is a RBM domino effect “RBM- push” where back donors, often 

government donors “push” RBM on RCRCM  so that the partner Red Cross, e.g. Swedish RC 

(SRC) in turn “push” the recipient Red Cross or Crescent NHQ. The above graph can be 

extended in that the recipient Red Cross or Red Crescent NHQ needs to “push” its branch 

offices to report in line with the demands. At the very last end you have the Red Cross 

volunteer and the beneficiaries, the vulnerable community members who are supposedly 

Government/
other back donor

Partner 
Red Cross

Operating 
Red Cross



24 

helped from the overall humanitarian relief or development action. The planning, monitoring, 

evaluation that RBM stipulates is supposed to ensure that beneficiaries’ needs are addressed. 

 

Berggren also found in his study (2014) that RBM as a reporting system has limited the scope 

of innovative thinking, that it formally restrains flexibility due to that the reports to donors are 

standardized. RBM focuses on expected results (thus potentially missing the unexpected, the 

authors note), the focus of RBM and the donor-recipient relationship that followed has 

diverted aid practitioners’ attention from collaborative effort to innovate to accountability for 

goal fulfillment. Finally the use of RBMs linear-causality matrices to define innovation has 

cognitively framed innovation among aid practitioners. There is no collaborative effort to 

work out ways to innovate (Berggren 2014). Similarly looking at Swedish development 

cooperation Samuelsson finds in her study that RBM is creating further tensions in already 

unequal relationships (Samuelsson 2013). 

3.3.3 The example of Sweden: How global accountability frameworks and RBM 

affect Swedish Red Cross 

The Ministry of Foreign Affairs determines the direction of Swedish aid in the Swedish Aid 

Policy framework. Chapter six in this document specifically deals with “Principles for effective 

and result-oriented Swedish aid”. Here it is stated that Swedish aid is to comply with 

international agreements including the Paris Declaration on Aid Effectiveness (2005), the 

Accra Agenda for Action (2008) and the Busan Partnership for Effective Development 

Cooperation (2011). Further the policy describes that focus on results, and mutual 

accountability are important commitments in which continued progress needs to be achieved 

and that Sweden places particular emphasis on a focus on results, transparency and 

accountability). At the heart of Sweden’s work on aid effectiveness is that aid must lead to 

concrete and long-term results for individuals living in poverty or under oppression and that 

their opportunities to influence their situation and demand accountability must be 

strengthened (Regeringskansliet B, 2013/14:131). 

 

As already mentioned, to live up to the principle of mutual accountability has however proven 

to be difficult in practice (Eyben 2008; OECD 2011 and OECD 2015 A). Such criticism has been 

also raised in Sweden. In 2012 SADEV explored the Paris Declaration’s principle of mutual 

accountability, to investigate different perspectives on the principle and to consider how 

these play out (with Swedish support, NPs comment) in practice (Sadev 2012:6). Similar 
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results were shown by SADEV in its’ earlier evaluation on Sweden’s’ implementation on the 

Paris Agenda dated 2010:  

‘Hardly any signs of progress are found in terms of mutual accountability1, and the 
practical implications of this principle are not well understood’ (Sadev 2010). 

 

Both researchers and civil society actors (e.g. Berggren 2014, SADEV and Diakonia 2014 

respectively) find that RBM does not represent a perfect method or ‘silver bullet’ in terms of 

measuring the results of humanitarian efforts in improving lives of beneficiaries. Indeed, civil 

society actors input to the draft Swedish aid policy (2014)  indicate that the “results agenda” 

and its implementation by the Governments can be criticized for leading to donor driven 

efforts that are focus solely on short term and measurable results rather than long term 

results (Diakonia 2014, Svenska Kyrkan 2014). The conclusion is supported in a published 

article by researchers in sociology and other areas stating in the headline that “too much 

control undermines humanitarian aid” in an article published in the debate section in Swedish 

Newspaper (unbound conservative)  

“The requirement to use strictly formalized (quasi-) scientific methods and high degree 
of standardization in order to measure, report and evaluate results also affect the 
content of activities” (Svenska Dagbladet, opinion section, 2013). 

 

When it comes to the Swedish Aid Policy’s view on RBM however, it is clear: 

 “Important principles for effective Swedish aid – such as transparency and openness, 
results-based management, cooperation with other actors, ownership, and flexibility 
and innovation” (Regeringskansliet B, 2013/14: 8).  

 

The Swedish Aid Policy in turn directs Sida, a government agency working on behalf of the 

Swedish parliament and government. One example of that Sida is honoring the policy is that it 

at the time of writing offers RBM courses at the Sida Partnerhsip Forum (SPF). SPF is Sida’s 

training center, a platform for Swedish actors in international development and their field 

staff, i.e. personnel from Swedish government agencies, civil society organisations as well as 

students and the private sector. Sida has stated that it wants to develop policy around 

humanitarian aid effectiveness and “value for money” in coming years and sees that Sweden 

might have an added value there (Sida 2013: 43). At the same time Sida makes one year 

earlier did make space on its own web page for self-criticism or concern related to a research 

piece of how RBM is used for directing aid (see reference Sida 2012, or the cited report i.e. 

Vähämaki, Schmidt and Molander 2011).  
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The Swedish former (conservative) government has strongly influenced Sida10 in the direction 

of using RBM. Sida in turn demands from its partners in civil society (such as Diakonia, and 

SRC) to improve their reporting with regards to result (rather than e.g. describing processes 

that are believed to favor development, authors comment).  

 

Sida happens to be SRCs largest donor.  In 2014 Sida was covering 55 per cent of SRC costs for 

international activities as described in SRCs annual report for 2014. Therefore the Aid Policy is 

important from a SRC point of view, both related to purely humanitarian interventions as well 

as more development related ones. As such SRC needs to honor RBM instructions that Sida 

give to the organization. The dominating accountability chain at the end of the day is the 

accountability that feeds you, i.e. towards the donor. SRC spends increasing amount time and 

effort using RMB influenced templates to formulate and quantify results towards back donors 

such as Sida and the European Commission.   

 

The development in Sweden is as described similar to the trend in many western countries. 

However there is an anti-trend: new actors in the humanitarian field such as from the BRIC-

countries and Middle East tend to support states more directly  in their agendas and support 

are not as clearly tied to transparency and results as the OECD/DAC countries are, at least as 

yet (Global Humanitarian Aid 2011). For the 29 DAC members see DAC (2015). 

3.4 The role of social media for beneficiary communication and accountability 

Following my line of thought that dialogue with beneficiaries in humanitarian aid projects and 

programmes improves results and measurability I argue in this in this section that social media 

enables dialogue at scale. When talking about social media in this thesis, I mainly will talk 

about Facebook, Twitter, Youtube and Instagram.  

 

                                                      

10 Sida is a government agency working on behalf of the Swedish parliament and government, with the mission to reduce 

poverty in the world. Through its work and in cooperation with others, Sida contributes to implementing Sweden’s Policy for 
Global Development (PGU). Sida works in order to implement the Swedish development policy that will enable poor people 
to improve their lives, conducting reform cooperation with Eastern Europe and distribute humanitarian aid to people in need 
of assistance. See also reference list.  
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One way to describe communication through the media is to think of the information source 

with a transmitter (such as an old style phone or radio) as the producer and the receiver as 

the consumer or public (Shannon 1948). However, a starting point of what the media does to 

people has in recent decades has been reversed to the discussion on what people do with 

media (Allan and Thorsen 2009).  Social media provides possibilities for convergence, 

interactivity and continuity, content that is individually stored and individually produced, 

greater opportunities for interpersonal communication and more personalized forms of media 

content (Leaning, 2009).  

 

The rapid social media development has been made possible by technological developments 

but also by political development, for example, due to fewer military dictatorships and one 

party states during the latter half of the 1900s. 

 

Social networks of individuals, groups, and organizations that today are realized on the 

Internet and mobile telephone networks constitute the development of new media. Social 

media provides great potential for storing messages, geographical reach as well as selectivity 

of messages and addresses. It enables asynchronous communication and the administration 

of resources. This, along with the interactive nature of new media, gives individuals, groups, 

and organizations the power to research and exchange information independently, without 

relying on central network units (Dijk, 2012).  

 

What we have come to see is a situation of “anyone can report anything” meaning for 

instance that in theory a victim of an emergency, the beneficiary him or herself, can provide 

information or images informing media about the situation by using social media.  However it 

needs to be underlined that still hundreds of millions of people do not have access to e.g. the 

internet or social networking features such as Facebook, twitter or Myspace, i.e. social media. 

And as Allen and Thorsen note (2009, chapter 3.4.1) that technology cannot solve all 

communication problems.  

 

The freedom of opinion and expression which include to “receive and impart information and 

ideas through any media and regardless of frontiers” (United Declaration of Human Rights, 

article 19, see UN in reference list) developed only decades back. But speaking out (if this is 

possible in practice given state rule etc.) as a beneficiary does not automatically mean that 

the donors, media will listen. However with social media, the opportunity has grown. 
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Several researchers such as Young, Khiabany, Ngyen (Allan & Thorsen 2009) suggest that the 

increased involvement of citizens in the media, primarily social media, contributes to greater 

democratization. However other such as van Dijk (2012 B: 111) argues that it is an “unrealistic 

belief” that new media should intrinsically facilitate democracy and empower citizens or 

flatten bureaucratic structures. On the contrary, social network sites and e-mail are just as 

likely to be used to control citizens, enhancing the formalization and standardization of 

actions. To sum up, depending on the central actors, new media can both amplify and 

challenge power inequalities in society. 

 

For organizations such as RCRCM social media tools can potentially for instance be used to 

address many people quickly in a certain geographical area which is about to be hit by a 

strong cyclone, provided of course that the communities have internet access. 

 

The Tsunami in South Asia and Southeast Asia 2004 was the time when the use of mobile 

technology (Coates 2014). This was also the time when RCRCM really started to work with 

media including social media to have dialogue with communities as described by IFRC Head of 

Communications Pierre Kremer: 

The additional power of social media and crowd sourced information (e.g. systems 
which allow direct reporting of needs by those affected as opposed to “traditional” 
journalism performed by formally educated journalists) is widely discussed as part of the 
discourse within and outside humanitarian sector. Today basically anyone can act as a 
non- traditional journalist, or advocate. This includes the RCRCM volunteers but also its 
beneficiaries themselves. (Kremer 2012). 

 

Sometimes, civil society actors such as the RCRCM can act as gatekeepers, in the sense that 

RCRCM is in charge of the process through which information is filtered for dissemination, be 

it publication, broadcasting, the Internet, or some other channels of communication. One 

example is IFRC’s annual advocacy publication (See IFRC B, 2005)” which, one year after the 

tsunami, had the theme: “Data or dialogue-the role of communications in disasters” to 

highlight that information is as needed by beneficiaries as other types of services. The 2011 

edition theme was Hunger and Malnutrition. The edition analyses the challenges, complexities 

and causes of hunger and malnutrition and advocates some solutions.  For the India case, the 

IFRC used videos taken by community members themselves in cooperation with the NGO 

Video Volunteers to illustrate the situation of hunger (IFRC C, 2011). The whole purpose was 

to talk about the problem in India, not directly to talk about (i.e. promote) the RCRCM.  
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As stated by Pierre Kremer in his CDAC speech, the Red Cross after the Haiti earthquake 2010 

became a broker of communication, an intermediary between the donor and the beneficiary. 

The Haitian Red Cross offers a good example of how important it is to connect with local 
communities based on how the latter obtain and convey information: calling in to Red 
Cross radio programs, exchanging SMS and tweets, conversing in-person with Red Cross 
volunteers… What people ask for in times of disaster or crisis is finally quite simple. 
Essentially, they want to be treated the same way as you and I would like to be treated 
in crisis situation: we would need to have access to information, to be able to express 
our needs and to be listened to. This is where beneficiary communication can make a 
difference. (Kremer 2012). 

 

3.4.1 Social media development and use   

As described by Allan and Thorsen (2009), the internet was invented in the late 1960s to serve 

as a decentralized network that would withstand a possible military attack (2009:23). During 

the 1990s the public Internet exploded and a technological revolution began. Newspapers 

started to publish electronic versions during this period. Web 2.0, the term coined 2004 by the 

businessman Tim O'Reilly, was the next generation of web services and business models on 

the web. Common to the web 2.0 is that users should have great opportunities to be involved 

and contribute to the site's content and be able to have control over their information, such 

as Facebook, Wikipedia, Flickr, YouTube etc. 

 

Since that time important tools for communication and media have become cheaper, smaller 

and lighter; laptops, cell phones, tape recorders, video recorders etc. In the last 20 years 

media has largely shifted to the internet. Besides being cost effective, Internet has potentials 

for organization, mobilization, interaction and facilitation of debate at both local and 

transitional level (Baily et al, 2008:151). In fact some sources indicate new technology as the 

most momentous development: 

Several technology trends are almost exponential and will likely have dramatic 
consequences for states and individuals’ interconnection, productivity, efficiency, 
growth and employment 2025. Communications, digitization and access level allows 
billions of people will be able to speak, act, and share knowledge with each other in a 
way that has never previously possible. Ten years ago there were 500 million Internet 
connected devices. Today, in 2014, the figure had risen to eight billion. 2025 figure is 
likely to exceed 50 billion units and large parts of our society are then digitally enabled. 
Even today, two-thirds of the world population of one or more mobile phones and 
nearly two billion people have a smartphone. (Regeringskansliet A 2014:17). 

 

http://sv.wikipedia.org/w/index.php?title=Tim_O%27Reilly&action=edit&redlink=1
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The 2013 edition of the IFRC annual disaster related publication World Disasters Report (IFRC  

D, 2013) examines the profound impact of technological innovations on humanitarian action, 

how humanitarians employ technology in new and creative ways, and what risks and 

opportunities may emerge as a result of technological innovations. Responsible use of 

technology offers concrete ways to make humanitarian assistance more effective, efficient 

and accountable and can, in turn, directly reduce vulnerability and strengthen resilience.  

 

Today, techniques have evolved that greatly support dialogue with communities and the 

humanitarian actors have begun to use them. Examples of innovative technical ways is using 

RAMP (Rapid Mobile Phone-based surveys) and the so called TERA (Trilogy Emergency Relief 

Application). TERA is a mobile phone application that allows aid agencies and mobile phone 

users in disaster areas to interact and listen in real time. TERA is an SMS text system designed 

for two way communication between disaster affected people and aid agency systems 

enabling mass amounts of SMS text messages that are sent to people in defined geographic 

areas. The operator simply draws a circle or a polygon onto a map on the graphical user 

interface. S/he can then send a message to every live handset that is within that area.  It scans 

incoming messages for key words. If these keywords are seen in the message, TERA can 

respond automatically with a pre-set message. This allows very high volumes of incoming 

messages to be managed (see reference IFRC E). Mobile phones are thus very important 

enablers for enabling social media dialogue in emergency affected and developing countries. 

 

However, the early uncritical and utopian ideas about social media role in society has also 

been strongly critiqued: Access to internet, mobile phones and social media such as Facebook, 

blogs, wikis and twitter, is increasing, but yet not available for many. The digital divide in the 

world is also not just a matter of access to Internet but also of having the ability to use new 

media professionally or to create digital culture (van Dijk, 2012). 

 

The internet search engines such as Google, social networks such as Facebook and media 

actors such as New York Times use personalized filters. The effect is that what is show to us is 

what we want to see, such as opinion pieces that reflect my political standpoint i.e. 

necessarily what we need to see to be what can be described as “well informed” or educated 

to take decision in a democratic society. Eli Pariser the chief executive of ‘Upworthy’, a 

website for "meaningful" viral content calls this filter bubble (Pariser 2013). There is a bubble 

of the information assembled for your profile, but you cannot see what's not got into it. When 
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the Internet was created, it was seen as a liberation from the control of people who are 

managing and editing the information you saw. However, human gatekeepers have just been 

replaced with algorithmic gatekeepers. Finally there are still hierarchies in the communication 

process, which for instance the Russian President Putins’ net soldiers illustrate (Nevéus 2015). 

The internet may cause change and may bring about new ways of acting in a political sense. 

However, its ability to cause change is deeply linked to other aspects of social life- it is 

contingent (Leaning 2009:5). While this is mainly relevant to the two thirds that do have 

mobile phones (Regeringskansliet 2014:17) it means one third has not.  The RCRCM has from 

its humanitarian perspective, a role to play with regards to reducing the digital divide; the 

inequality of skills and usage (van Dijk 2012 B) and to promote social inclusion and address 

knowledge gaps that rests with the most vulnerable. This as part of its programming.  

3.4.2 Organization Communication 

Roughly speaking when talking about organization communication, the basic objective is 

creating understanding, lasting relationships and a common identity. Strategic communi-

cation (or communication management) aims at building a communication perspective on 

virtually everything an organization or enterprise is engaged in, such as formulating 

communication objectives, constitute management's eyes and ears, monitor the outside 

world and report on various changes, act as an internal consultant on communications issues, 

responsible for designing and crisis communications, etc.  

 

Strategic communication can also be described as a fundamental part of an organization's 

management function and a practical specialty that includes the examination of requirements, 

planning, strategy formulation and execution of communication interventions and communi-

cation processes (Falkheimer and Heide, 2010: 36). The researchers also describe that 

boundaries of internal and external information are erased and now communications 

researchers are increasingly interested in the growing interdependence between internal and 

external stakeholders (Ibid 2010:41).  

 

In summary, strategic communication is aims to achieve organizational goals through a variety 

of communication activities (Ibid 2010:45).  

 

In the case of RCRCM, as chapter 5 and 6 will show, BC/BA often sits organizationally with the 

communications department and/or function. As communications department naturally tend 
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to relate to all kinds of media more than other departments, this might be an asset if an 

organization wants to scale up social media use in BC/BA activities. 

 

However it seems that generally humanitarian organizations could use social media more than 

they do. The Program on Humanitarian Policy and Conflict Research (HPCR) at Harvard 

University has conducted a baseline survey on the humanitarian community’s use of social 

media (Hpccresearch 2012). The study suggested that — despite social medias importance in 

building a community of practice, the widespread the use of social media for normative 

conversations, and the perception that social media’s impact on humanitarian operations will 

continue to increase — humanitarian professionals do not perceive their organizations to be 

adequately engaging with social media.  An apparent disconnect exists between the growing 

importance of social media to humanitarian action and the robustness of organizations’ social 

media engagement.  While one should view the data with caution given the self-selective 

nature of the survey, the HPCR states that the starkness of this disconnect suggests that this 

topic is worthy of further research and analysis. 

 

In a blog “The promise of social media for Humanitarian Action” linked to the a.m. HPRC at 

Harvard University, humanitarian aid professional Jason Cone (2012) also describes a role for 

humanitarian actors to provide perspectives from “the field” to media. Cone mentions that 

aid organizations have capitalized on the emergence of social media platforms like Facebook 

and Twitter to expand their capabilities to report on their operations, mobilize awareness 

campaigns, raise funds, and even apply pressure on governments. With fewer foreign (media - 

authors note) bureaus, it is often much easier to send images from the field to expanding 

bases of followers on social networks than convince media outlets with dwindling resources to 

report on neglected crises. He concludes: 

 

Far less understood or exploited has been the uncertain promise of social media to 
facilitate communication with populations affected by humanitarian crises or improve 
the effectiveness of aid itself (Cone J, 2012). 

  

According to Holt and Karlsson (2011) people from organizations representing civil society are 

in a favourable position in the editors' selection process something which can benefit 

organisations such as the RCRCM. This might be changing however as described in a report 

called "The Aid Industry- What Journalists Really Think”. The report by Helen Magee looks at 

the relationship between journalism and the humanitarian sector showing that the media has 

http://www.devex.com/en/news/76230/print
http://www.trust.org/alertnet/blogs/technotalk/will-twitter-put-the-un-out-of-the-disaster-business
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an increased willingness to question the activities of aid agencies conducting, i.e., where aid 

was once a “sacred cow” begins this is now changing. The study used previously criticized 

most come from people who do not consent to provide assistance to populations abroad. 

Today criticism even from people who care, but realizes the shortcomings of the old, simplistic 

models of development aid. The report states that non-government organizations (NGOs) 

help deliver a “fraudulent” image of Africa as a place of unimaginable poverty and hardship. 

Among the suggestions to improve, the journalists urge NGOs to be more transparent in their 

dealings with the press and to focus on emergency, rather than development aid (Magee, 

2014). Interestingly, media are increasingly relying upon the appropriation of first-person 

news reporting. This appears especially valid in crisis situations, such as disasters and conflicts 

(Allan and Thorsen 2009:3). This is an indication that non-traditional journalists, such as a 

RCRC volunteer or a beneficiary with access to some form of media such as social media can 

influence traditional media content more than before. 

 

To advocate on behalf of different groups and in the interest of these groups is part of the 

function of non-profit organizations as described by Micheletti (1994 cited in Petrelius 

Karlberg 2011:3). One can argue that facilitating beneficiaries possibilities to speak up and 

advocate for themselves, for instance in situation in disasters, is one way of pursuing this 

function.  

In summary, what I have argued so far in this that: Often the overall goal of a humanitarian 

intervention is rather clear and undisputable, linked e.g. to overall global goals such as the 

Millennium Development Goals that most states subscribe to. For instance a common goal in 

humanitarian interventions is ‘reduced maternal mortality and morbidity in X communities in 

Y land’.   

 

Downward accountability has evolved as an aim for the humanitarian aid sector, one sign of 

professionalism as it increases the chance to reach result (described in section 3.2). That is the 

importance of involving the local ministries in Y-and or if working in communities such as 

RCRC, to involve the community mothers themselves in dialogue and programming.   

 

The RBM model (as described in section 3.3) also strives to put stakeholders such as 

beneficiaries in the center of intervention (see appendix 4).  The agenda to increase 

investments in BC/BA is therefore in the interest of both humanitarian actors themselves and 
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donors pushing for RBM models to be used.  The BC/BA agenda is being pushed by the social 

media revolution. To pursue mutual accountability including downward accountability is 

however difficult, as e.g. research on RBM indicates (section 3.3.2).  The question at hand 

remains if BC/BA actions lead to operational results and/or the work of measuring results?  

 

4 Methodology 

In order to examine the role of beneficiary communication for questions of accountability and 

RBM, I have carried out interviews with 18 people representing all three parts of the RCRCM 

with priority to Swedish Red Cross (SRC) colleagues who work with beneficiary communication 

and accountability. This section will describe the choice of method, selection and method-

logical procedures surrounding the interviews to enable the reader to better understand and 

evaluate the results of the interviews.   

4.1 Choice of method 

This essay is attempting to answer a question with words rather than numbers, which is the 

reason why qualitative approach is appropriate. Qualitative studies fits better in my mind to 

gain understanding of more complex phenomenon such as beneficiary communication and 

accountability and its qualities and personal interviews fits well in studies where people have 

different perceptions and experiences. Through interviews and two focus group discussions 

(to facilitate broader discussion), I have conducted material to get as close as possible to the 

experiences of the Red Cross employees with beneficiary communication (Ekström & Larsson, 

2010: 54).  

 

Interviews can be implemented in several different ways, either as a main method or as part 

of a field study with an observation. Interviews are common in several areas including media 

and communication, but also in marketing and other social science and humanities disciplines 

(Ekström & Larsson, 2010: 53).  

 

Interviews depend on the researcher’s personal abilities and knowledge about the area of 

interest. In this case, a personal knowledge of the organization of research considerably 

facilitated the work of constructing appropriate questions (Kvale & Brinkmann 2009). The 

downside of being part of an organization that you study is that you have a tendency of being 
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biased towards that organization.  I think that the insight in the organization mainly has 

helpful when it comes to both identifying and qualifying critical aspects. 

4.2 Population and selection 

Representatives from each of the three parts of RCRCM with job descriptions linked to the 

area of research were selected. In total 18 persons (including the persons attending the focus 

group interviews) were interviewed. For details, see appendix 1. The reason to interview 

professionals from all three organizations is to facilitate comparison, learning and sharing of 

experiences between the organizations that make up RCRCM. Strategic selection based on 

recommendations from RCRCM contacts determined the respondents for this thesis 

(snowballing). They interviewees consist of professional beneficiary and accountability 

officers/advisors, staff with PMER (planning, monitoring, evaluation and reporting) roles as 

well as people with a professional operation/service delivery role as it links to the research 

question about reaching and measuring results. People working with PMER are interesting for 

the research question as they in practice are the ones to ensure that RBM process to measure 

and capture results are used in each project life cycle. I also tried to find people I thought 

would have an experience in dealing with BC/BA using social media.   

4.3 Execution 

When starting the work with the actual thesis, I discussed the problem statement, research 

questions and interview questions with colleagues such as one the IFRC Beneficiary 

Communication Advisor, a SRC Planning, Monitoring, Evaluation and Reporting (PMER) 

Advisor to further fine tune the content. This was primarily to test the relevance but also the 

accuracy in my formulations. 

 

Prior to the interviews I shared the Interview Guide (appendix 2) with each respondent.  I also 

introduced the interview sessions by describing briefly the three areas of development that I 

defined as influential for the  RCRCM today  namely the A) professionalization of humanitarian 

aid B) Influence of the humanitarian sector with regards to results based management and C) 

social media. In order to be able to share the results with fellow students, lecturers and the 

public outside the university, the Interview Guide informed that that the content of the 

interview would not be confidential and I use the real names of my interview subjects. The 

non-confidentiality was also repeated prior to each interview. During the interviews I 

informed that quotes would be approved by the interviewee before publishing the thesis. 
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The 18 semi-structured interviews for this essay were conducted over a period of five months, 

from December 2014 to beginning May 2015. Some contacts, like four out of five at the 

Swedish Red Cross (SRC), were known to the author while new contacts and interviewees 

were recommended by the initial contacts (see Interview Guide including definitions, 

Appendix 2).   

 

Eight interviews were conducted face to face. The quality of an interview may be better face-

to-face as you may take note of expressions etc.  A limitation is that due to time constraints 

and large distances, most interviews were conducted mainly on Skype, which is less personal 

and reduces the possibility to see expressions etc. However with subject and purpose of this 

study in mind this method is believed to be sufficient.  One interview was conducted via e-

mail. Interviews questions answered via email have both positive and negative implications 

(Kvale & Brinkmann 2009). On one hand, the live and animate interaction between the 

interviewer and the respondent goes missing. On the other hand, responses have the 

potential to be more thought-through and easier to analyse as the text is provided directly 

without needing to be transcribed.  

 

What I did feel I had to underline for people that I did not already know, and sometimes 

towards them too, was that the interview was not a “skills test”. Not being able to provide 

concrete examples for me is also useful information and this was communicated to the 

interviewees.  

 

Most officers working at Swedish Red Cross were interviewed in the two focus group 

interviews conducted face to face at the national headquarters in Stockholm. The advantage 

of this was mainly time saving but also to test if the dialogue between interviewees as such 

could bring forward if departments in the organization have similar understanding of Swedish 

Red Cross position on e.g. concepts of beneficiary communications. 

 

Very detailed notes, as opposed to transcribed data from recording, were taken during the 

interviews as notes could be done simultaneously. As I am very comfortable with typing fast 

and have done this many times at the same time as I take part in meetings, this enabled me to 

rather use time in double checking when needed that I had understood correctly  during the 

interview itself rather than using tape recording. Recording was however used as a safety 
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measure during the first focal group interview. The interviews went largely uninterrupted and 

the respondents indeed talkative and cooperative.  One reason for this is probably that I was 

either known to the respondents or, when approaching a new contact, introduced myself and 

my Red Cross title. Working for the RCRCM also contributed to providing common ground. 

However I described clearly in my introductory mail that the thesis is produced in my private 

capacity. 

 

Key quotes that represented central themes of the respondents answers, or that were 

particularly noteworthy, were selected in order to illustrate the findings in the “results” 

section of this essay found further down. 

 

Finally, the theme-based analysis has been grounded in theory and RCRCM strategic 

documents. 

 

4.4 Critique of method  

A conscious sense of naivety should be adopted by the person conducting the interviews as a 

way of showing openness towards the respondent and unexpected findings. Simultaneously, a 

sensitivity and previous knowledge of the subject can improve the quality of the interview and 

allow for a deeper and more nuanced picture of a subject (Kvale & Brinkmann 2009).  This 

reasoning contains contradicting elements and the essay was affected from both ends of this 

spectrum as the researcher of this essay I had indeed spent a significant amount of time in 

working for the RCRCM, but talked to many of the persons interviewed for the first time. 

There were instances when I felt that some interviewees thought that they were evaluated by 

me and I had to underline that was not the case. 

 

The majority of the interviews for this essay were conducted in my second language which 

may have an impact on the results, but as the research questions and questions were 

provided and discussed beforehand with colleagues in key functions from all three parts of 

RCRCM, the risk of misunderstandings were reduced considerably. However steps to reduce 

possible negative second language impact have been taken by having had a colleague going 

through the thesis.  
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The fact that I was interviewing colleagues could have influenced to some extent the self-

censoring, for instance not revealing some comments or aspects as I am aware that this 

document also will be public and therefore available to their managers. I did not guarantee 

anonymity but felt however that most people who were interviewed were quite comfortable 

in their professional views and roles.  My role as “co-worker” and the fact that I have worked 

for all three parts of the RCRCM and during almost 20 year is mainly an asset as it means that I 

have extraordinary access and insight about the processes and the way things work, and not 

work, in the organization. The access to policy documents and guidelines studied in this thesis 

was also facilitated thanks to the interviewees as they recommended readings and explained 

findings from reports. 

4.5 Ethical considerations 

The fact that I work for the Red Cross could make me biased. However as indicated above, I 

believe that the long and broad experience rather gives me privileged insight and access to 

interviewees.  

 

Kvale and Brinkmann (2009) argue that since interviews by definition deal with people and 

many times with personal views on subjects which could be regarded as sensitive in certain 

contexts, the act of interviewing in itself is surrounded by ethical issues that need to be taken 

into consideration. The following steps were taken to make ethical considerations: 

 

Information about the organizations which was gathered in other ways than through the 

interviews (mainly the background information about the different organizations) was found 

on their own websites or through other reliable sources and should therefore not have posed 

a risk of damaging or misrepresenting the organization in question.  

 

Revealing the working methods of a company could potentially lead to problems for an 

organization and cause respondents being reluctant to give up “too much” information. As 

mentioned, each respondent was clearly informed in writing prior to interview about the 

purpose of this essay, and that the interview would be recorded. A section is mentioned in the 

written Interview Guide about confidentiality and at the beginning of each interview the 

respondent was reminded of this issue. I am using the interviewees’ real names. 
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5 Results 

Below is result summary of the conducted interviews.  When relevant as in finding 1, the 

results have been divided in the three parts of the RCRCM (see section 2.2) i.e. ICRC, IFRC and 

national societies, the latter in mainly represented by Swedish Red Cross respondents. 

Representative quotes have been pulled out to illustrate key points. More information on the 

respondents can be found in Appendix 1. I have purposely chosen to publish many quotes 

with the intention to contribute to internal RCRCM learning. The same goes for media tools; 

while the use of social media is the main interest for me to study, I have chosen to describe all 

different ways of media used based on the interviews with RCRCM colleagues. 

 

Finding 1) The RCRCM plans and develops BC/BA activities in an unsystematic way as there is 

a lack of overall strategic framework (both common RCRCM and each organization studied.  

 

To begin with, the very concept of BC/BA is somewhat but not fully clear amongst the 

interviewees. While different notions are available to describe dialogue with beneficiaries 

both IFRC and ICRC interviewees confirm that the term BC is on its way to be “killed and 

buried” to be replaced by the concept of “community engagement”. 

 

Some respondents describe BC/BA development as a new initiative. The process of plan and 

development is described as “We do not operate on guideline”, “we do learning by doing”, 

the process being “organic”. While dialogue with communities is far from new as such, the 

interviewees level of knowledge of what strategic documents (policies, guidelines) their 

organization have to back up BC/BA vary a lot.  None of the interviewees can identify any 

policy to guide their work.  

 

One ICRC interviewee describes that the organization currently lacks a systematic approach 

and framework to explain the ambition the way to provide target groups with lifesaving or 

useful information. The source of humanitarian service is not yet there but “in the making”.  

 

IFRC Respondents refer, in a rather inconsistent way, to various guiding documents such as: 

Resolution from Governing Board 2013 which should be collective and institutional, RCRCM 

Code of Conduct (see reference IFRC, H), Sphere standards, IFRCs overall Strategy 2020 (see 

section on accountability in appendix 6) and IFRC draft community engagement manual for 
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RCRC programme managers. Respondents however are not sure whether the manual is finally 

rolled out or not. One interviewee has developed a regional BC strategy in consultation with 

colleagues and the national societies in the region she works. Interviewees also refer to a 

lessons learned document produced after the Haiti earthquake operation 2010 including 

recommendations. The lessons learned document, developed 2011 (see IFRC F, 2011) as 

explained by the one interviewee, was useful in many ways but somewhat criticized as they 

were seen too much on communication rather than participation.  

 

One way of developing a BC/BA programme is described by an officer working for the IFRC in 

Kuala Lumpur: 

“Before any project is taken onboard, we work to discuss the plan and budget, a concept 
note is developed, e.g. for a radio show outlining the background, purpose, methology 
etc. Then work is done to get management buy in and share with senior management at 
national society level. Once they have agreed, the project can start. In the case e.g. of 
Bangladesh community radio show it also included identifying a technical person, to hire 
a producer to write script, running orders and work with the communities to discuss 
topics or issues of interest to feed into the show. Then staff and volunteers need to be 
trained how to prepare and set up the show, writing scripts, interview techniques. From 
there will try to identify key volunteers who would be responsible to run the show with 
the producer” (Interviewee Sheujeen Lee 16 February and 9 March 2015). 

 

When it comes to the Swedish Red Cross, SRC, the organization appear to be somewhat 

lagging behind other RCRCM colleagues in this particular area. It has not clearly defined what 

BC/BA means for SRC. One interviewee makes reference to Humanitarian Accountability 

Partnership (HAP) and PMER cycle and the operational vulnerability and capacity assessment 

tool (VCA) is mentioned by one participant (the PMER advisor). At the very best, SRC 

interviewees feel there is an attempt to work for and together with beneficiaries. 

 

The two interviewees with background in British Red Cross (one currently working for IFRC) 

are exceptions in that they feel British Red Cross has policy document with regards to 

minimum commitments for accountability, based on HAP (See British Red Cross 2013).  

However they also argue that less is produced with regards to beneficiary communications, it 

simply tends to be whether project managers/ initiators have an awareness or interest in the 

area. A couple of IFRC staff also have used HAP. 

 

Finding 2) BC/BA sits differently in the different RCRCM organizations (sometimes as it 

appears, nowhere). 
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In ICRC much is still done at operations’ departments while the new focus is led by Public 

Communications Division. In IFRC it has been somewhat drifting within the organization 

(between operations and communications, for the moment in communications. In SRC it does 

not appear to sit anywhere at the moment while in British RC, BC/BA is divided between the 

Performance and Accountability department (BA) and Communications department (BC). 

“Today it is a bit unclear where BC sits in the organization. A main challenge is that it is 
not receiving the investment it should have. We say it is important but do not commit 
the resources to fund. Other organizations such as World Vision do make this 
investment. We also need a more strategic approach. While we have good cases of 
work, e.g. in both East and West Africa and other parts of the world it is “pocket” in 
terms of islands of activity areas, only ad hoc, rather than across the board, and is not yet 

seen as core” (Sharon Reader, 2 April 2015). 
 

It is not clear where BC/BA sits in the Swedish RC (SRC) structure, while this is expected to 

change with the new International and National Strategies, in the process of being developed. 

 

Finding 3) BC/BA is felt by at least one third of interviewees to be “everyone’s” job but 

specialists who can adapt to different contexts are required to facilitate development and 

institutionalization.  

 

BC initiative will often start with National Societies. Sometimes the focal point is a 

communications person, sometimes a directly operations-linked person (e.g. health manager). 

One interviewee evoked the question if we need specialist for everything (gender, BC etc.) or 

is it everyone’s responsibility? Her view is that we need a BC specialist to develop, push and 

structure/ institutionalize. To bring to foras, capture lessons learned and build capacity. Skilled 

people are needed to do that. Another interviewee note that: 

“In theory BC/BA should be integrated across all programmes and should be everyone’s 
responsibility. In practice however, technical persons are full in their head with technical 
issues. One of the challenges also is that at country level, BC/BA focal points have dual 
roles, e.g. in Bangladesh the BC/BA officer is also a DM officer. Sometimes 
communication focal points hold this role but according to experience is challenging to 
balance as the work scope of public communications and BC/BA is very different in 
nature” (Sheujeen Lee, IFRC Beneficiary Communication Officer). 

 

 “Many SRC staff and volunteers involved in beneficiary dialogue, sometimes too may, it 
can be rather worrying. You cannot talk about everything and all the time. The 
beneficiaries we are involved in often come with a ‘heavy luggage’ such as having lost 
their husband in a conflict. Workshops or depth interviews are likely to be more 
appropriate fora for such BC/BA dialogue. Professional back up might also be required” 
(Magnus Lundén, SRC focus group interview 29 April 2015). 
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The findings are in line with my Bachelor thesis: 

“It is important to remember that many of the audiences we communicate with are 
armed groups that we want to reach with dissemination about IHL” (Geneva 
Conventions) (Isaac Griberg, ICRC as referred to in Paulsen 2012). 

 

Finding 4) Having professional skills to do B/C ad B/A in a culturally accepted and adapted way 

is important in order to reach results. This is currently a perceived challenge. 

 

RCRCM is represented in 189 countries with very varying contexts requiring skills to adapt. For 

instance in Myanmar, a country that has faced many decades of military rule, monitoring the 

way it translates is top-down “control”, beneficiary groups are not used to being asked for 

their feedback or complaints. Sometimes external process leaders are needed to facilitate 

dialogue with vulnerable groups, such as feedback exercises. Similarly, national societies, 

operating in such environment, are not necessarily used to ask and particularly the 

accountability aspect demand both support to improve skills and positive pressure to change 

mind sets. Context and culture highly influence the way RCRCM can work. If people are not 

used to be asked, the terminology is important as for instance the word ‘monitoring’ could be 

interpreted as “control”. 

“In other contexts complaint mechanism have had more uptake by the community using 
technological solutions. However, in Myanmar, despite using low-tech solutions such as 
feedback via community committees given the lack of mobile accessibility, there is still a 
low uptake of using the mechanisms. Culturally it is a challenging concept, although that 
is slowly changing.” (Interviewee Mandy George 16 April 2015). 

 

“There are two aspects. The first aspect refers to changing programmes. There is a 
common problem of false inclusion and non-inclusion (enlisted but non-eligible versus 
not enlisted but eligible. We have also adjusted programmes when validated feedback 
on a cash transfer programme suggested we should distribute a component of non-
conditional cash. The second aspect refers to implications on implementing personnel. 
We had a situation where individuals of and implementing partner were engaged in 
abuse of assistance. This was addressed with their hierarchy and resulted in the 
dismissal of the concerned individuals” (Daniel Fueger 13 April 2015). 

 
“‘In Cyclone Mahasen (occurred in Bangladesh 2014) we put out complaint boxes, 
handled by volunteers. We have started, but I would say it will take years as we have 
started to working on something new which we have not been expecting before. When I 
came here there was a HAP training going on. Of all aspects of BC/BA, the directors were 
mostly concerned about of it was the complaint mechanism, it is really a mind shift 
thing” (Interviewee Moa Chenon 22 April 2015). 
 

The above examples, while illustrating challenges also prove value linked to RBM 
requirements and the use of BC/BA in order to reach results for those the RCRCM intervention 
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is aimed for. When a programme has expertise to work on BC/BA it helps both to work 
towards and to illustrate the success: 

 
“In Haiti after the huge earthquake in 2010, we set up a phone hotline to support people 
affected by the disaster as part of the livelihoods programme. The phone line was able 
to capture many different issues. Some were technical hitches related to the cash grants 
that we were providing through UNIBANK texting (sms) a code that the beneficiaries 
took to bank and from there you would receive the cash at the bank. We also identified 
a couple of corruption issues involving community committees. The fact that people 
could give information anonymously was good. Small operational changes that were 
suggested were taken into account in view of second funding distribution. We found 
that 70% had used the system and even 100% were happy of it. One of my best 
moments in Haiti was when I asked the community, around 60 people, aloud: What is 
the number you call to questions, comments or concerns to the Red Cross? Everyone 
yelled out the entire number” (Mandy George, 16 April 2015). 

 

Cultural patterns are not always obvious and take both skills and creativity to address: 

“In Vietnam I was receiving informal information during an evaluation. The issue was 
that a branch community staff member noted that many beneficiaries were selected 
due to their relations to branch officials.  This was brought up to a higher level and acted 
upon but not recorded. In the Vietnamese culture verbal communication is more 
common as written communication is more challenging in that it puts people at risk, you 
can be held accountable” (Richard Cewers, 25 March 2015). 

 

Jante11 is especially prevalent among the older generation that is over-represented in SRC 

branch activities (authors note).  

“Some Red Cross branches are doing a lot including BC/BA but most are not able to tell 
others about their work. The interviewed focus group is unsure of the rationale behind 
this, but claim that it might be explained by the Swedish phenomenon Jante”. (Ann 
Wedin, SRC focus group interview 29 April 2015). 

 

 “We know that for instance migrants from Somalia prefer radio messages instead of 
written info as many migrants are illiterate and the culture to share information via 
paper is not so strong’. It is important that we enable the beneficiaries to pronounce 
themselves in what way they prefer information to be shared”. 
 (Natalie Piehl & Lisa Qvarfordt, SRC focus group interview). 

 

Sometimes it can be dangerous to use social media, another reason why professionals 

working with BC/BA both need to be skilled and culturally sensitive and knowledgeable. 

“In Bangladesh, we have had two incidents where political bloggers expressing concern 
on religious practices have been murdered, stabbed to death openly. That the law 

                                                      

11 The concept of Jante formulate in words the unwritten law that says that you cannot stand up and believe that you are better than others 

in some way. Jante is linked to culture in many places in Scandinavia. Similar phenomena are however in many places in the world. In English, 
the term Tall poppy syndrome which means that someone who achieved something positive is not recognized because people do not think 
he's worth it. 
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enforcement has not been strong enough, one could claim scares people to speak up” 
(Interviewee Moa Chenon, 22 April 2015). 

 

Finding 5) Key for success but a challenge perceived is management support. Respondent 
argue for a shift in mind set. 
 

Respondents commonly raise the need for management commitment and argue that there is 

need for a RCRCM shift in mind set: 

 “Senior management needs to acknowledge the BC/BA key way of working. If there is 
not recognition as a way of working to deliver aid you will not have the policies and 
resources, such as human resources having signed code of conduct or PMER included in 
the process” (Louise Taylor, former beneficiary communication advisor). 

 

“The radio show we launched in Bangladesh was a remarkable result of innovation. We 
need high level of support in order push the leadership. I hope that the complaints 
mechanism we are now introducing in the risk reduction programme will also contribute 
to that and be replicated. However this requires new way of working. We have collected 
lessons learned but now we have started to include management responses to better 
implement the recommendations/lessons learned from evaluations” (Interviewee Moa 
Chenon, 22 April 2015). 

 

 “The biggest challenge is how to institutionalize it so it is not just an add-on. You cannot 
do downward accountability if we do not upward. If you have complaints mechanism 
you need to have it for staff as well. What is the accountability for staff performance. 
This is a big organizational piece actually, we are not just looking at operations. Because 
it is new (for many national societies PMER is new also) a mindset shift is needed.” 
(Mandy George 16 April 2015). 

“To make the approach institutional and not only operational is a challenge. Mind shifts 
are required with enabling environment and positive peer pressure and support. The 
initiative today comes from programme managers rather than senior leadership but we 
also need senior level manager initiative in the RCRCM”.  
(Interviewee Moa Chenon 22 April 2015). 

 “BC/BA It is easy to preach but difficult to practice’. There is a lot of talk about 
accountability, it should be the core of our work. But when we talk about the resources 
given it has been quite limited, both with regards to staff and funding. It is also 
extremely important to secure leadership commitment, without it nothing will go 
forward” (Interviewee Sheujeen Lee, 9 March 2015). 

“The main challenge is that BC/BA is not a priority, there has not been an endorsement 
by management. To be honest there is a solid lack of understanding about what you 
need to do. When it comes to accountability, how we measure it, how do we know that 
it is working, what do we do - people are not working on the same page. There is a lack 
of institutional knowledge” (interviewee Louise Taylor, 13 March 2015). 

 

“The lack of good programme management in most of SRC and IFRC is the biggest 
challenge. There is a lack of real interest and understanding amongst senior 
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management in the RCRCM. In SRC national department there is no system to work with 
BC/BA as revealed in the OCAC or programme management system at branch level 
(where the activities take place). At IFRC level, the heads of delegation often do not 
understand PMER, senior management generally do not understand the benefit or 
purpose of having solid systems in place to properly monitor implementation including 
monitoring of beneficiaries view.” (Interviewee Richard Cewers, 23 March 2015). 
 

 

Finding 6) There are many examples of BC/BA activities carried out in the RCRCM as which 

contribute to operational results.   

 

The interviewees provide engaging examples.  They illustrate that BC/BA activities as part of a 

programme or as a stand-alone activity can be very useful for a number of operational 

reasons such as to support risk reduction, improved health in various contexts.  This is not 

entirely surprising as at least some respondents can have a self-interest to “make BC/BA 

work” as it is part of their tasks. This is also a reason why I have wanted to display as many 

concrete examples as possible in order to share experience and not only opinions. 

 

To communicate with communities served, this is sometimes an activity in itself. One example 

of the latter, are the so called Red Cross and Red Crescent messages, screened and delivered 

face to face by RCRCM and its volunteers. They have enabled e.g. victims of war such as 

prisoners captured as a result of the war and their families to regain lost contact on strictly 

personal matters since 1897.  

 

After the big earthquake in Haiti 2010, text messaging was used extensively as a channel to 

provide information on a wide variety of topics, from health, hygiene and cholera, to weather 

alerts and hurricane preparedness tips. The purpose was also to focus on two-way 

communications as a way of giving Haitians a voice, ensuring their needs and opinions are 

represented in the recovery process. For example a unique SMS system was used to reach 

hundreds of millions of mobile phone users, a weekly radio show broadcasts live to the 

nation, posters are used in camps, and a local call center provides beneficiaries with a 

questions and complaints line. (IFRC G, 2011). 

  

Cell phones have also been used to combat Malaria in Nigeria (see Wynter, 2011) and they are 

also used also used directly for operational purposes, to channel cash support as well as 

feedback in Somalia.  
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“In Somalia, we distribute cash with text messages (sms). The beneficiary then pays with 
the phone. This has proven to be a secure way and the target groups have responded 
well. They say it’s safer, they did not have to go out and be exposed to robbery as when 
you go to bank people would see you. Now they could stay home. Working this way also 
allows for beneficiaries to confirm that they have received the money. The big majority 
also are informed when the next distribution will be. It works well, they are happy and 
we are too”. (Philippe Stoll, ICRC Deputy Head of Public Communication Division). 

 

Crowd sourcing have been used on a couple of occasions by organizations, e.g. targeting 

diaspora such as Haitians living in Florida or Europe contributing to mapping streets of the 

Haiti capital Port au Prince after the Haiti earthquake 2010.  One example of crowd sourcing 

from the Democratic Republic of Congo was told in my earlier thesis by ICRC employee Jean- 

Yves Clémenzo (Paulsen 2012):   

“When ICRC wanted to rehabilitate a water supply system there was no good map 
available. We decided to buy satellite image and started to draw up a map from this. We 
got some support from volunteers from the DR Congo Red Cross but mainly from people 
all over the world using our own software (similar to Open Street Map, authors note) to 
draw houses, roads. Then we double checked with people in the communities to draw a 
rather precise map. This helped us.” See also story link called ’mapping humanitarian 
action’ in the reference section, ICRC 5 April 2012).  

 

Crowd sourcing is useful, especially in disaster situation, but you need to validate the 
information. Otherwise you are on shaky ground, it could be political message, people 
wanting supplies for wrong reasons (Richard Cewers, 23 March 2015). 

 

The usefulness is in line with media stories on recent disasters such as the story related to 

Nepal earthquakes on how Nepalese are using crowdsourcing to aid in quake relief. (New York 

Times, 2015).  Further examples of RCRCM BC/BA activities that have been published on IFRC 

home page include the following ones (Wynter, 2011; Fröberg; 2014; Reader 2014, IFRC F).  

 

Finding 7) Social media is providing a huge opportunity to facilitate dialogue and 

accountability at scale in some – but not all – contexts. 

 

Social media is more and more explored by RCRCM. Based on the interviews, Facebook is 

most commonly social media used for dialogue with stakeholders including target groups.  

Using social media can be very useful when e.g. ICRC has to work remote control. Examples 

include areas in Afghanistan when it has used social media in the languages Dari and Pashtu to 

follow up if the target group had received the intended support.  One interview mentioned 

that it was it was twitter from community member that informed RCRCM about a flood 

disaster in Sri Lanka. 
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Since the Haiti earthquake operation 2010, RCRCM has increased the use of social media as a 

fora to reduce disaster risks on a few occasions (Reliefweb 2015) which is confirmed by 

interviewees. For Swedish Red Cross interviewees, social media such as Facebook is for 

instance used in work to support new migrants to integrate in the Swedish sociaty: 

“We really use Facebook a lot. Social media is a great tool to advertise, i.e. to mobilize 
volunteers of whom some could be from the vulnerable community itself. Unbeatable 
actually. An example is when we arranged the ‘Winter Night’ project in Stockholm 
(Sweden) to alleviate the situation for many people with Roma background who simply 
hadn’t a warm place to sleep. Social media is also a way to develop the programme and 
receive cred for what we do” (Rita de Castro, SRC focus group interview 29 April 2015). 

 

“On the Facebook Group  ‘Voluntarism for participation’ it is the volunteers (many who 
are themselves migrants and initially meet SRC as beneficiaries) who keep the dialogue 
going, as staff members we only waited for their initiative and when it eventually 
popped up, we gladly facilitated the start-up of the fora. Ownership is important. It also 
seems that Facebook makes people communicate to an extent they wouldn’t 
otherwise” (Rita de Castro, SRC focus group interview 29 April 2015). 

 

In situations of natural disasters it happens quite a lot that people contact the RCRCM on 

social media and express needs. When it comes to protection activities (mainly ICRC in 

conflict) people also contact RCRCM by phone or social media. Social media also useful to 

quickly recruit and update new volunteers on how to deliver aid, keep calm, ensure everyone 

was reached (such as during the situation of water crisis in Maldives, se appendix 5).  

 

The respondents describe actions that can be taken by RCRCM, based on results of BC/BA: It 

can be used for more political dissemination (also called advocacy, towards authorities, 

authors note). However interviewees have somewhat difficulty in pronouncing clear 

examples. They typically refer to while such examples exist, they are not systematically 

mapped or captured.   

 

Finding 8) In some contexts, traditional channels of BC/BA are seen as more useful than text 

messages and social media. 

“In Nepal we developed a TV film following clear identification of TV as the no 1 media 
in the Kathmandu Valley across virtually all demographics and developed awareness 
materials through focus group feedback processes. Similarly the use and development 
of the mobile Information Kiosks as an alternative to house-to-house visits came 
following volunteer recommendations, a pilot and feedback sessions”  
(Interviewee Mark South 10 April). 
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“In Bangladesh, the very first live call-in radio programme ‘Hello Red Crescent: We Listen 
To You!’ was launched late 2014 by Bangladesh Red Crescent through community radio 
in the Kurigram district.  The purpose with the show is that it will rotate between 
community radio stations located in some of the most vulnerable areas. The aim is to 
provide communities with useful and practical information related to disaster response 
and development, and to provide the opportunities to ask the Red Crescent questions. 
The series, which began with a discussion on ‘How to Prepare and Stay Healthy in 
Winter’, drew so many calls that the Community Radio station had to extend the show 
for an additional 30 minutes” (Maude Fröberg 16 March 2015). 

 

Cinema and radio are also being used in Rwanda and Burundi to improve health, resilience. 

The National Societies are using live radio programmes and touring mobile cinemas to provide 

information to communities on how to prevent diseases like malaria and cholera, and how to 

prepare for disasters. The activities also encourage feedback and participation from 

communities, giving insight into the challenges people face and how the Red Cross can better 

help them. In Burundi, a weekly radio show is broadcast across two national radio stations. 

The show combines interviews with health and disaster management experts, with live 

audience call-ins and participation. The programme addresses sensitive subjects such as 

gender-based violence, bringing in experts in the field to discuss causes, impact and sources of 

help and support (Reader 2014). 

 

In some contexts such as Syria and Pakistan or parts of Mali it is sometimes not even possible 

to have access to resident RCRCM staff reflecting the worlds´ digital divide (compare access to 

social media, section and van Dijk, 2012 B, section 3.4.1). Conflict also influencing information 

access. Interviewees mention that areas that are usually well connected are also greatly 

affected in disasters (such as during Japan after the earthquake and tsunami 2012).  

 

Finding 9) IFRC and ICRC have started to work on accountability frameworks while SRC is yet 

to do it. 

 

In practice BC/BA be done having focus group discussions, volunteer face to face meeting at 

household level, to set up tables once a week and gather information, set up mobile phone 

text systems (or sms, such as RAMP, see IFRC J) and other systems using mobile phones (e.g. 

to call a call centre that provides info and advice on different subject).  
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The same system to communicate messages to beneficiaries, e.g. to produce ready-made 

messages such as “if you want to know about womens’ health, press X”, “if you want to learn 

more about early warning, press X” etc. can also be used for feedback, if communicated to the 

beneficiaries in advance. TERA system enables targeting the population in a geographical area 

and reach them with mass text messages (IFRC E). As an example, during the Haiyan Typhoon 

operation in the Philippines, ICRC had a telephone hotline for questions and complaints and in 

south Sudan it had a radio programme explaining criteria of receiving assistance info on 

location distribution and target cattle farmers to inform them about the prices on the market 

so they would not be tricked.  Example of accountability work as explained by interviewee 

Jessilou Morigo (3 December 2014): 

“During beneficiary selection social mapping and community validation is done by the 
community members themselves, facilitated by the Philippine Red Cross (PRC) team. 
After social mapping, the PRC facilitator starts by calling out household names and 
counterchecking it on the social map to pinpoint its location. PRC and community 
members agree on the criteria the household fall under. PRC facilitators make a 
corresponding mark on the social map to indicate whether the household is prioritized 
or less prioritized while noting the same on household list. The PRC verifies the 
beneficiaries by doing house to house validation, targeting 10% of the beneficiaries. The 
main reason for this is to ensure trust and accountability with the community. PRC also 
have a hotline for grievances and queries, aiming to centralize all issues of different 
sectors”. 

 

Finding 10) When RCRC volunteers are among the target communities/group addressed it 

comes with added value such as outreach and possibilities for regular dialogue, gained 

knowledge about needs, language skills. However, a challenge is sometimes for volunteers to 

have the right skill sets to do BC with very vulnerable groups. 

 

At SRC some projects are really using BC outputs (from e.g. workshops with immigrants) for 

programme implementation. SRC is now also including (similar to what other national 

societies with greater vulnerability have done for a long time), community individuals in the 

target group to become volunteers.  The experience, as expressed by interviewees, so far is 

very positive. In the ‘Project Winter Night, the volunteers from the target group (Roma 

populations migrating from Romania) knew useful languages which facilitated dialogue. In 

other activities, such as SRC ‘Meeting Points’ which is a combination of a SRC second hand 

store, café and – to a varying degree – a place where clear activities aiming at vulnerable 

people such as Swedish language education or homework support targeting new migrants or 

people seeking asylum such as people fleeing from the conflict in Syria.  
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“Two workshops have been made where the migrant groups have been able to 
influence and decide what empowerment is to them. IT-access to information is coming 
up as an indicator again and again. A result can be when people approach the RC “I have 
11 new friends which has led to that I now have a job”. One beneficiary satisfaction 
study has been done. Empowerment is translated to notions such as understanding that 
you as e.g. an immigrant are not alone, dater to put demands (advocacy), influence once 
life” (Rita de Castro, SRC focus group interview 29 April 2015) 

 

“If community volunteers are used the accountability aspect is likely to be higher than if 
staff or government officials have the dialogue as accountability gets better the closer 
you are to the beneficiary. If you want to file serious complaints, the beneficiary must 
not be at risk with regards to losing their benefits etc. This requires a solid system that is 
set up to avoid it being misused or information being filtered or censored. For instance 
being able to file anonymous complaints if contextually possible” 
(Interviewee Richard Cewers 25 March, 2015). 

 

Finding 11) RCRCM uses output from BC and BA activities to achieve the RCRCM 

communication and PMER objectives but only to a fragment of its potential.  

 

Related to the RBM life-cycle approach (see appendix 4), the way RCRCM traditionally has 

worked with BC/BA is linked to needs assessment involving beneficiaries via questionnaires 

and explaining about RCRCM mission.  The area where dialogue is found to be weaker as 

mentioned by two respondents is with regards to dialogue with beneficiaries in the 

monitoring phase of the programme cycle. IFRC try to use BC/BA results in PMER and in 

communication, for instance on beneficiary stories submitting articles on IFRC website (see 

above mentioned examples in this section). With regards to monitoring there are ways like 

RAMP (rapid mobile phone survey, see IFRC J) that are used but potential is to use more: 

“We constantly do changes in operations as result of info gained from BC. What we did 
in Philippines was producing manual to explain people on how to build a house, tested 
language, drawing. We do it all the time. This is our way of engaging based on that we 
want to bring them the best, it could be in different forms, radio social media etc.”  
(Philippe Stoll, 27 March 2015). 

 

“We do not use BC results enough for self-promotion. For instance I would say that the 
hotline we put in place in the Philippines after typhoon Haiyan, it was promoted to 
beneficiaries but not used for public communication. No article, no press release. We 
should do this, to say dialogue with the beneficiaries is part of programmes” 
(Interviewee Philippe Stoll, 27 March 2015). 
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Rapid mobile phone surveys (RAMP) are used in different contexts such as Malaysia, Nepal to 

dialogue with beneficiaries as part of the programme cycle (RBM cycle, see appendix 4), not 

the least as part of monitoring:  

“We for instance used RAMP in recent Malaysian flood disaster rapid assessments 
together with EpiSurveyor (Magpi). This works in the way that e.g. the volunteer who 
carries out the survey can view data at any time without internet connection. You ask 
the survey questions, record the answers on the mobile phone app, and when there is 
internet connection available, you can upload the survey to a central database” 
(Interviewee Sheujeen Lee, 16 February 2015). 

 
Finding 12) There is cooperation between operational budget holders/managers, 

Communications and PMER to facilitate BC/BA but coordination today depends on 

enthusiastic individuals rather than being systematic.  The interviewees see big potential for 

self-promotion as result of BC/BA, but the learning/innovation is not systematic. Funding 

streams also do not always contribute to integrated way of working. 

 

Few of the interviewees claim that the coordination between operational managers, PMER 

and communication staff is systematic, with exception of IFRC Nairobi and to some degree 

Bangladesh. Even the interviewee representing British Red Cross which has come 

comparatively far as compared to other national societies, admit there are challenges. 

One interviewee at ICRC argue that this is precisely the whole challenge that needs to be 

tackled now. The challenge is to reconnect people together. ICRC have started to work on 

BC/BA more systematically in the operational area of Economic security (livelihoods) as 

described by Interviewee Philippe Stoll, 27 March 2015). 

 “We need to work in a more integrated way. The reality is that you need some technical 
support. You receive a pot of money and that creates a divide, integrated budgets would 
be better” (Interviewee Mandy George 16 April 2015). 

 

In the SRC focus group interview 29 April the interviewees argue that there not much 

cooperation between operations and communication and there is a lack of communication 

plan. The interviewees call it the ‘Maria building disease’ (SRC NHQ) which is that something is 

believed to be communicated when the information is put on the intranet. Clearly the focus 

group believe that this is not enough. One of the British Red Cross colleague also confirms 

that internal cooperation can be improved: 

 “As is often the case, cooperation generally happens in spite of the organizational 
structures rather than because of them; it´s generally ad-hoc and a result of the 
personalities involved. As it is stretched between the International Department and 
Communications Department (and BC is only held as an adjunct to someone’s main job) 
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I get the feeling no one really owns   Beneficiary Communications as a whole” 
(Interviewee Mark South, 10 April 2015). 
 

Finding 13) There is a big potential for beneficiaries themselves can indeed contribute to 

BC/BA via social media to support RCRCM communication or reporting objectives.  

 

Beneficiaries themselves can indeed contribute to RCRCM or reporting as explained by most 

interviewees. Some also claim that the national societies they work with do not understand 

the full potential of social media. There are often basic challenges to address such as national 

society managers not even having e-mail accounts. It is about how we plan programmes, one 

interviewee claim, if we include people in the beginning in programming there would be 

opportunities to capture their happiness and gratitude which would be honest.  

 “There is a role that beneficiaries can play in BC and reporting because they are often 
the first responders. In time of non-disaster they are still the ones holding the 
information, they would have the most capacity to give the information e.g. using social 
media such as crowd sourcing. The challenge is how to ensure the information gathered 
is coherent, relevant and useful for the RCRCM” (Sheujeen Lee 9 March 2015). 

 

“Yes, and we do not have a choice. Citizen reporting is alive and kicking for those who 
have smartphones and Facebook. The question is how we harness that. That is one of 
the reason I feel managing and monitoring the Red Cross’ Facebook account is 
important to encourage discussion rather than put up a picture of our recent workshop. 
People are going to talk on Facebook anyway. Recently we had convoy attack in Shan 
State. The volunteers were debating on Facebook, should we wear the emblem or not, 
does it protect us? There are a lot of interesting debates going on” 
(Mandy George 16 April 2015). 

 

“Oh yes! We have received comments from local authority employees in Tensta (socio- 
economic vulnerable and suburban part of Sweden’s capital Stockholm) that our 
activities seem ‘fantastic’ as they have seen the likes and posts on the SRC Facebook 
account made by new immigrants that take part in e.g. our ‘Swedish for immigrant’ 
activities. Facebook is a perfect window as ‘everyone is there’. However we need to 
monitor the foras and analyze what foras our target groups use”  
(Rita de Castro, SRC focus group interview 29 April 2015). 

 

IFRC and Swedish Red Cross respondents in general provide the most self-critical 

messages. Below is one example from one of the Swedish Red Cross focus interviews: 

“There is an image of what SRC is supposed to do. We are not listening enough. The will 
to help is bigger than the will to listen’. We also need to be clearer with the objective 
and to monitor that the activities follow the objective. Another room for improvement is 
to improve the use of volunteers. There has been a SRC tendency ‘not to overload’ the 
volunteers’. This has resulted that the volunteers are not involved enough, we need to 
be more transparent about the project plan. Today we have unutilized competencies, 
and also if we do not have the competencies we need we will not be effective. The SRC 
mantra ‘everyone is welcome’ has been misinterpreted.  The focus group feels overall 
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the organization influences the activities rather than the optimal way - the other way 
around” (SRC focus group interview 29 April 2015). 

 

“Of course, we have several volunteers working on the Red Cross radio show in Nepal 
alongside full time staff, and there was a similar arrangement in Haiti. Much of the 
content produced is still has a Public Relations slant rather than being purely advocacy 
or “voice of the people” but I think things are moving in the right direction” 
 (Interviewee Mark South, 10 April 2015). 

 

“If beneficiary is happy they can be our best ambassadors, they can contribute to our 

access, acceptance and security. This is critical, more important than e.g. fundraising” 

(Interviewee Philippe Stoll, 27 March 2015). 

 

Finding 14) There is potential for community volunteers or beneficiaries themselves in 

humanitarian operations to contribute to BC/BA so it benefits vulnerable (such as advocacy/ 

humanitarian diplomacy, fundraising, other), but to date few examples are found. 

 

Storytelling e.g. on social media has huge potential to attract supporters, gain fundraising 

results etc. Again in context such as Sweden, particularly with the elder generation, SRC need 

to address the perception that it is politically incorrect to promote individuals.  

“Myanmar Red Cross had been distributing ten small culverts (looks like small bridge, 
authors comment) as part of a disaster risk reduction programme as the community had 
identified flooding as an issue. It was so positive that the communities had taken the 
story with them to the authorities and advocated for more. As a result they got 80. BC 
can play a big role in community advocacy, especially around disaster risk reduction. We 
are actually discussing to include more advocacy” (Mandy George, 16 April 2015). 

 

“We need to collect stories from programme people and beneficiaries themselves and 
to set some standards. Not only for self-promotion (donor putting pressure) but also the 
standards with the sector. If we start to do that we will be an example” (Interviewee 
Philippe Stoll 27 March 2015). 

“We could be organizing dialogue platforms with authorities where beneficiaries 
participates.  If beneficiaries talk about and demonstrate the change, it could be more 
convincing in order to persuade authorities in the necessary direction. Cross fertilization 
is another possibility. When we work in new areas, we might not express ourselves in a 
way to be easily understood by the resident population. However, if for example a 
farmer that benefitted from a programme communicates with another farmer the 
message might be conveyed much easier” (Interviewee Daniel Fueger, ICRC 13 April 
2015). 

 

“There is no better story than the one which is not told by yourself. Sometimes we 
manicure the stories so much that it looks like propaganda. People are tired of that. 
People want practical information and information that can help them take action” 
(Interviewee Jacobo Quntanilla 11 May 2015). 
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“As long as we provide good services the beneficiaries themselves can be the best 
ambassadors. It is just to make a satisfaction survey, like we did in Haiti. The benefit of 
our information service on text messaging (sms) reaching hundreds of thousands was 
clearly recognized there” (Interviewee Pierre Kremer, 14 April 2015).  

 

 “Of course it is possible for RCRCM to do better when it comes to including content 
from community volunteers and beneficiaries in external communication. We need less 
PR and more voice of the people, mechanisms in place for fuller audience engagement 
in radio show, promotion of volunteer activities on social media (this has tended to 
include lots of pictures of formal men having meetings rather than volunteers/ 
communities in action, but it is getting better” (Interviewee Mark South, 10 April 2015). 

 

Finding 15) The main organizational/strategic benefits of BC/BA for RCRCM are better results, 
and better relations with beneficiaries and volunteers. 

All respondents claim that any aid or assistance using structured BC/BA will be better 
(whether social media is the preferred dialogue channel option or not). The respondents 
underpin their arguments with reasons such as that BC/BA will 

- provide RCRCM information about the general public’s image of the RCRCM and the 
emblem will improve legitimacy and safer access to reach operational objectives.  

- assist RCRCM manage expectations when information on what the RCRCM role is and 
what we can and cannot supply is delivered.  

- lead to better relations and deeper engagement with communities including community 
volunteers.  

- lead to more quality and effective programming, operational results.  
- Meet donor pressure and requirements 

 
Donors will also be pleased, a few respondents mention increased donor pressure but also 
new funding opportunities such supporting BC/BA with EU funding linked to Ebola operation 
in West Africa.  
 

“When people are able to speak and feel listened to by an organization, they have more 
trust. When the trust is present, the community will accept the organization. And when 
the organization is accepted, its staff can deliver services” 
(Interviewee Louise Taylor 13 March 2015). 

 
“The main benefit of BC/BA is that aid agencies are better able to meet beneficiary 
needs and reduce risk for corruption or misuse of funds. In short, BC/CA ensures a more 
responsible stewardship of donor funding” (Interviewee Louise Taylor 13 March 2015). 

 

“To me the main organizational benefits of BC/BA are better and more effective 
programming. Yet above that stand the humanitarian imperative to truly work with and 
for people affected by disasters. Through engaging with communities, there is mutual 
learning when actions and ideas are shared in a more systematic way. In the end this is 
transformed into saving lives and giving hope” (Interviewee Maude Fröberg 16 March 
2015). 
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“It is a duty and a responsibility as well. If you come down to simple fact, what is our 
aim, connected more resilient communities save lives”. 
(Interviewee Mandy George 16 April 2015). 

 

“The main benefits with BC/BA is that we establish relation of partnership not like 
doctor and patients. Our job is then enabling communities themselves to find solutions 
for themselves. We are walking with them as partners rather than beneficiaries. To get 
rid of the top-down approach” (Interviewee Pierre Kremer, 14 April 2015). 

 
Finding 16) Main organisational difficulties/challenges with BC/BA is to have skilled staff that 

can adapt activities to context (see finding 4) and to secure management buy and mind set 

shift towards the importance of BC/BA (see finding 5) but also include other challenges: 

 

Connectivity, as mentioned, can be a challenge such as in North Mali or in Yemen. Yet at the 

same time, connection with volunteers and or community members can be even more 

important in areas where RCRCM has not been able to negotiate physical access. It could be in 

conflict areas such as Syria or areas where Boko Haram rules (Nigeria), i.e. there are imminent 

threats to enter. 

“One challenge is to identify and quantify trends/big data so that our programme 
departments can translate into action, e.g. to translate info from crowd data to data 
which is useful, e.g. gain better situational awareness and basis for decision” 
(Jacobo Quintanilla, 11 May 2015). 

 “Since public health emergencies often entail culture sensitivities, such as care of the 
sick and burial traditions, careful considerations must be made on how you communi-
cate with the target audiences. Both the tone and the wording of the message are 
important to make people aware, but not panic. Still we know from the latest Ebola 
epidemic in West Africa that disseminating information may not always be seen as a 
positive act, as fear is gripping communities. It is however our responsibility to 
overcome this hurdle by consulting the people affected” 
(Interviewee Maude Fröberg 16 March 2015). 

 
“The main challenge with BC/BA is to bridge donor expectations and community targets. 
We are very much facing a value for money approach. The definition of value (or result) 
from the beneficiaries is not the same. One way is to associate closer with the 
communities in the way we support them in organizing their own solution. Intermediary 
donor NS who are aiming at the same outcomes. IFRC can facilitate this with partner 
national societies from western countries to support this common intelligence. When 
we develop donor advisory group to raise donor national society (such as SRC). IFRC 
would be an advocate for the community’s perspective, what value for money is for 
them” (Interviewee Pierre Kremer 14 April 2015). 

 

 “Myanmar language is difficult to limit to 140 characters. When I translate, everything is 
double size and it becomes hard to be punchy” (Interviewee Mandy George 16 April). 
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“People in Myanmar are not used to be asked and feedback generally, such as 
appraisals, is very new phenomenon. People in communities often talk but when you 
specifically ask for feedback they become more silent” 
 (Interviewee Mandy George 16 April). 

 

Finding 17) BC/BA constitute an opportunity and the future for BC/BA looks optimistic 

All interviewees (100%) stated that they find that BC/BA overall comes with an opportunity.  

“The world is changing rapidly. An organization which does not understand the necessity 
to engage and have meaningful dialogue with disaster affected people and together 
learn, will risk not to be relevant. Having dialogue is one thing, we can have it all day. 
The dialogue has to build development and establish knowledge for the common future. 
Communication is means to have a higher purpose, such as knowledge to reduce risk of 
disaster. It is also a responsibility to practice our shared value”  
(Interviewee Maude Fröberg, 16 March 2015) 

 
“RCRCM has 160 000 branches in the world and 17 000 000 volunteers, 80 000 000 
members. For us a huge opportunity, this is where our added value sits” 
(Interviewee Pierre Kremer 14 April 2015). 
 
 “The learning so far is that the ICT revolution is putting into question the relevance and 
adequacy of the system at large. As people are empowered they will not only demand 
better communication with organizations such as us, but higher accountability from us. 
Expectations are high and it is an important challenge to live up to”  
(Interviewee Jacobo Quintanilla, 11 May 2015). 

 

6 Analysis and discussion 

In this chapter I will describe the empirical results found and presented in the results section 

in relation to the theoretical framework. Thereafter I will describe the different RCRCM 

organisations; ICRC, IFRC and national societies (as mentioned with SRC being the example 

used) approach to BC/BA. Analysis of results. 

 

6.1 Interview findings 

Few interviewees mention that BC/BA is not new at all as such, RCRCM has been doing it all 

along (albeit often calling it something else). The fundamental principles of humanity and 

impartiality actually presupposes close dialogue with beneficiaries to determine that it is the 

(most) vulnerable that are actually addressed with RCRCM services.  Some of the standard 

setting initiatives in view of BA mentioned in section 3.2 such as Sphere and Code of Conduct 

have partly been developed and promoted by strong RCRCM during the 1990s.  Then there 
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seems to have been a gap of commitment to push the agenda during many years. A political 

will to address BC/BA has been displayed in the resolution at IFRC General Assembly 2013 and 

as demonstrated by the interviewees, some steps on an operational level are clearly taken but 

seemingly not really in a strategic, coordinated manner. 

 

As the interviews reveal, BC is still somewhat a confused concept in many employees’ minds  

Perhaps part of the reason is that communication in humanitarian programmes , rather than 

becoming a field of study in itself, it has been embedded in the debates around accountability, 

participation and programme quality (Boas 2008:15) thus it can be said to be rather “new” 

area, which is also what some interviewees say. Possibly, one sign of re-emerging institutional 

RCRCM commitment, at least as displayed both IFRC and ICRC, is that both organizations are 

about to change the name from BC/BA to community engagement. The concept change of 

name is a consequence of the notion beneficiary increasingly being seen to be a passive 

image; illustrating someone without and skills or experience, something which is of course not 

true. Community engagement is felt to be a less patronizing and more equal, positive notion.  

 

There is not only a question to what do we call it but also where it sits in the organization. As 

one respondent put it “It’s a bit homeless” in that it has been moving (IFRC) from 

communications (due to lack of funding) to support services and back to communications 

again.  The way BC/BA has been set up was not explicitly linked to the program cycle, 

distanced itself from questions of BA and has to date not clearly found a departmental home. 

In ICRC BC/BA sits with the policy and support unit within the communications department 

and in the field with the communications department. As a cross cutting theme, one rational 

has been to place it under communications.  

 

The interviewees identify a need for systematic BC/BA but there is limited such plan yet 

available. By listening to respondents, it is expected that very few national societies have any 

strategic framework around BC/BA except for national societies such as British Red Cross and 

still that framework mainly considers BA. One of the reasons British Red Cross is among the 

national societies in the forefront might be that their back donor DFID, as displayed by 

interviewees, require reporting on BC/BA efforts. There is a rather big consensus among 

respondents that BC work needs to be more structured. Needs assessments need to be more 

equipped to understand community needs, to include complaint mechanism etc. Do 

beneficiary satisfaction surveys and use result in project cycle management to influence 
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programme. A second purpose is to use for communication and fundraising. But before we 

can do that, we need to strengthen systems to capture beneficiary monitoring to influence 

programme set up and implementation.  As feedback often is ad hoc, unsystematic and not 

documented, it is difficult to monitor trends and base decisions. Feedback systems can 

contribute to that if new programme proposals put indicators for BC/BA. 

 

Many staff members are enthusiastically committed to BC/BA as displayed by the 

interviewees. There are also growing examples of BC/BA and also different studies (lessons 

learned, satisfaction surveys etc.) as a basis of developing good best practice within RCRCM.  

 

The communication channel is important in view of RCRCM guiding principles of impartiality, 

neutrality and independence. As explained by Interviewee Philippe Stoll 27 March 2015: One 

of the first things we ask when we enter a new area is what are the most used and trusted 

communication channels. Social media such as Facebook and twitter are more and more used. 

In many contexts however traditional media, or classic face-to face is the preferred option. 

The RCRCM being able to work with a combined approach thanks to its network of millions of 

volunteers has a great advantage as compared to other humanitarian organizations. BC/BA 

however require skilled people to adapt to cultural sensitivities and vulnerabilities.  Strategic 

global functions within BC/BA in IFRC have arrived and disappeared, sometimes due to 

personal internal issues rather than strategic ones. Both ICRC and IFRC seem to put high hopes 

that a couple of individuals will contribute a more harmonized way of working together and 

develop the agenda 

  

The RCRCM is very big which in itself has a lot of undisputed advantages such as clear 

mandates. A disadvantage is that networking outside the organization, to follow new trends 

and standards, might be less urgent for an old established organization than for smaller 

organizations, fighting to prove their relevance. Working more in partnerships with actors 

outside the RCRCM is a way forward as brought up by one interviewee. This is also what many 

organizations do. Standard setting organizations like HAP (see section 3.2) have 79 

organizations as full members as a commitment to honour developed accountability 

standards. British Red Cross is a full member. HAP also have 21 associates.  

‘I think the industry as a whole understands that being more accountable is critical and 
leads to better programming. Communities are also more aware of their rights and have 
better access to communication channels and information. We have the evidence now 
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that working in a better, more accountable way with communities improves the quality 
of our work. Being accountable is no longer optional’ (Sharon Reader, 2 April 2015). 

 

Interestingly, Government donors such as British DFID, Danish Danida and Swedish Sida are all 

associates, a clear indication of their support to the accountability endeavour. The former 

Secretary General for Norwegian Refugee Council explains possible reasons why:  

‘Why should we become a member of HAP? What do we get out of it? It is important to 
exercise leadership within the humanitarian sector. We must convince each other and 
the outside world that we do not shy away from monitoring and reporting. This new 
organization will provide the right forum for achieving accountability standards 
together’ (Humanitarian Accountability Partnership, HAP 2015). 

 

Iinterviewees, while strongly believing in the benefits and potential of BC/BA, give voice to 

organizational self-criticism and need for a shift in mind set by sharing views such as “RCRCM 

has been in focus rather than the beneficiaries”, “the willingness to help has been bigger than 

to listen” and feeling fear of “organizational ineptitude a threat” for RCRCM in pursuing 

BC/BA. In light of Eybens (2008) description mutual accountability being constrained by the 

global political economic structures that sustain the very inequities in aid relations that make 

mutual accountability difficult it seems that RCRCM is no exception. 

 

The RCRCM organizations have to a degree different mandates but also many area where 

increased corporation would achieve a both clearer and more consolidated RCRCM policy and 

strategic framework with regards to BC/BA. In order to achieve that, the organizations need to 

investment in senior staff professionals who can link to the communication for development 

agenda and translate relevant into RCRCM to get BC/BA mainstreamed in the RBM cycle 

approach.  

 

High level RCRCM representatives often claim that accountability to beneficiaries is important. 

One example is the IFRC statement at the World Conference on Disaster Risk Reduction 

(WCDRR) on key elements of the post-2015 global framework for disaster risk reduction in 

Sendai, Japan in March 2015. The conference gathered thousands of participants from various 

sectors. Here the IFRC publicly urged the participants to ’keep vulnerable communities at the 

forefront of their deliberations’ (IFRC I, 2015). This in my view is another way to express 

accountability. 
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However, interviewees argue that lack of management commitment to BC/BA as well as 

Planning, Monitoring, Evaluation and Reporting (PMER) is among the biggest challenges to 

success. BC and BA, and PMER are sometimes not fully understood. Therefore it is not 

surprising that the importance of BC/BA is not so recognized as, particularly the aspect of 

accountability links strongly to PMER. Where BC/BA sits in an organization perhaps is not as 

important as how it relates to the other functions in the organization. If organizations can 

facilitate clearer dialogue between programmes/ operations people,  PMER staff and 

communication staff, such as what appears to happen in IFRCs delegation in East Africa, the 

same information that is generated from BC/BA might be possible to use more systematically 

and strategically. British Red Cross International department already include accountability 

aspects in all project planning and team working on accountability organizationally has 

proximity to project planners/managers. While managers/implementers are enthusiastic for 

the inclusion of BC in project planning, organisationally it is far from embedded, sits in a 

separate department and is easy to bypass/forget/ignore during project inception.  

 

It appears that it is the notion of accountability which makes BC/BA particularly difficult. 

Indeed, it has proven to be easier than done (e.g. Eyben, 2008, O´Dwyer & Uneman 2019, see 

section 3.2). While mutual accountability is about a deal between partners who “report to 

each other”. In reality relationships are rarely equal between donors and recipients which is 

why the stronger part needs to see relevance for reporting to the weaker part. That relevance 

is what this thesis is looking at. 

 

With regards to costs interviewees argue that funding is not the main challenge to BC/BA to 

What makes the difference is to have capable people are on collecting and analysing data. 

This depends on human resources and prioritization. Some activities do not cost much and 

can easily be part of any RBM cycle once set up like complaint mechanisms, while other might 

requiring more resources such as setting up a community radio show. 

 

While donors are more and more requesting reporting on BC/BA and show interest in funding 

BC/BA activities. At the same time professional staffs missions have been discontinued on the 

basis of lack of funding and a planned evaluation of BC/BA in East Africa (what have been a 

good opportunity for what seems to be much needed capture lessons learned and good 

practice authors note), will most probably not take place due to lack of funding. 



61 

‘An upside is also that the activity costs very little money, we have not been able to 
spend the funds we got from European Commission, as the SRC has used its network 
instead (e.g. if one person in the target groups can swim s/he can teach others. What is 
important however to have the guts. To dare to ask the city museum if we can use the 
venue for free (Rita de Castro as part of SRC focus group interview 29 April 2015). 

 

100% of the respondents believe that BC/BA constitute an opportunity and the main strategic 

benefits of BC/BA for RCRCM are better results, improved relevance and better relations with 

beneficiaries and volunteers.  One interviewee mentioned the right to ask questions around 

activities help people be knowledge-able and connected, in his view boiling down to the 

universal human rights (article 19).  This is interesting when comparing with Dagron and 

Tuftes argument that “history has also shown that development is accelerated not so much by 

the acquisition of information but rather is dependent upon structural issues such as land 

ownership and human rights”. (Dagron and Tufte, 2006:vvii). 

 
To work in partnerships appears like one solution to proceed the BC/BA agenda, both in terms 

of joining existing standard development networks such as HAP or CHS, and work in 

partnership to address needs. As formulated by interviewee Pierre Kremer 14 April 2015) 

“More and more we will work in partnerships –e.g. partnerships around resilience such as 

‘One billion coalition for resilience’ to have a case at the World Humanitarian summit12. The 

IFRC role will be packaging and enabler of BC/BA rather than programme implementer. By 

engaging communities we will be more based on input and how they define their needs”. 

6.1.1 ICRCs approach to communication with and accountability to beneficiaries  

The ICRCs overarching goal as described in its institutional strategy 2015-2018 is to address 

the needs and vulnerabilities of people affected by armed conflicts and other situations of 

violence. At the center of its action is the commitment to protect and assist victims, based on 

the applicable international legal frameworks and through a sustained dialogue with all the 

parties concerned. 

 

                                                      

12  The eight United Nations Millennium Development Goals (MDGs, e.g. reduce child mortality, eradicate extreme poverty & hunger and 

promote gender equality and empower women) form a blueprint agreed to by all the worlds countries and all the leading development 
institutions. A post-2015 development agenda is in presently in the process of being developed (United Nations 2015). The World 
Humanitarian Summit to be held in 2016 is part of the process to take the humanitarian agenda forward. The summit relates to BC/BA as the 
themes (humanitarian effectiveness, reducing vulnerability and managing risk, transformation through innovation and saving the needs of 
people in conflict) all have a link to BC/BA. 
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In the strategy there are a couple of references to social media and dialogue with  

beneficiaries such as that ICRC shall strengthen the ICRCs reputation, positioning and support 

base, particularly in strategic contexts and with key actors of influence, including civil society 

actors and the general public, notably through social media”, “engage in a more structured 

and systematic way with beneficiaries, with a view to better involving them in the assessment 

of their needs and in the determination of adequate responses” and “identify key domains for 

investment in new technologies to reinforce the ICRCs humanitarian response and communi-

cation capabilities. 

 

Main social media channels used by the organization are Facebook, Twitter and Youtube. It 

also uses Instagram. ICRC promotes news releases, web features, photo galleries and field 

stories on Twitter and Facebook in its available languages. It also uses Twitter to break 

news and uses Facebook targeting to engage with communities. In principle ICRC has three 

communication objectives which are to:  

1.   Reach out to those interested in ICRC's activities, but also those it is trying to assist.  

2.   Increase the visibility of communication products, e.g. news stories, reports etc.  

3.   Monitor Twitter and other real time information platforms to translate for its 

communicative and operational work. 

 

In practice, the ICRCs programme division (i.e. operations) is using, similar to e.g. British RC, 

the HAP standards to some extent, primarily with regards to work to improve economic 

security/ livelihoods. ICRC has not yet developed practical guideline but aim to do so to 

express the ambition better dialogue with beneficiaries in the way to provide them with 

lifesaving or useful information.  Idea information is a source of humanitarian service. The 

work is seen a priority in 2015 as the a.m. institutional strategy in order to make the work 

more structured, to have needs assessments more equipped, whole cycle, the way ICRC does 

the assessment, understand target group needs, complaint mechanism is part of the design. 

 

ICRC is investing in human resources to pursue the work of having a framework that explains 

its BC/BA (or community engagement) ambition. While the ICRC Institutional Strategy 2015-18 

mentions BC/BA the most tangible instrument available is an internal document linked to 

operational thematic areas, primarily Economic Security (or livelihood) programmes based on 

British Red Cross and work, on the basis of Humanitarian Accountability Partnership,HAP 

standards (see also section 3.2). British Red Cross have supported ICRC to work on BC/BA by 
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analysing ICRC reports + conducting workshop. Thanks partly to British Red Cross work B/C 

included in ICRC strategic planning, assessment templates and training modules. 

6.1.2 IFRCs approach to communication with and accountability to beneficiaries  

The IFRC Strategy 2020 provides overall strategic guidance for IFRC and its membership, the 

189 national societies in the world. It has an extensive section on accountability (see annex 6). 

 
The IFRC Secretariat is currently present on eight social media platforms, namely Facebook, 

Twitter, YouTube, Google+, Flickr, Instagram, Scribd and LinkedIn, through which it provides 

regular updates to its online audiences on the Red Cross Red Crescent work around the world 

in disaster response and recovery, development, as well as in the promotion of social inclusion 

and peace. Currently, around 40% of Red Cross Red Crescent Societies have a social media 

presence (e.g. Facebook), with new accounts being established on a regular basis. See also a 

map of the geographical spread of the Red Cross Red Crescent social media (IFRC H):  

 

In 2012 IFRC invested with the help of Infosaid consultancy in a project to map different 

endeavours and develop a future strategy on beneficiary communication. The project 

categorized different kinds of communication as follows: 

1. One way – social media – blasting out information - early warning (e.g. cyclone 

warning) and behavioural change (e.g. related to hygiene practices) etc. 

2. Two way-social media-asking questions- receiving responses (information 

gathering/management) 

3. Advocacy/Accountability – social media – asking questions-receiving responses- for 

outcome for beneficiaries 

4. One way-mass media (radio, TV, print media) – blasting out information – early 

warning and behavioural change etc.  

5. Two way-mass media (radio, TV, print media) asking questions-receiving responses-

(information gathering/management. 

6. Advocacy accountability- mass media (radio, TV, print media) asking questions-

receiving responses-for outcome for beneficiaries. 

 

In this thesis, focus lies on point number 1, 2, 3, 5 (alternative media) and 6 with particular 

focus on point 2, 5 and 6 as the two way communication link closely to the research theme of 

accountability. 
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The  IFRC is also bringing a global BC position back to life under the new name of ‘Community 

Engagement’, there was a position created 2012, it was discontinued and now opened again 

(spring 2015). The purpose of the new position is to mainstream beyond compartmental 

agenda but reference to guidelines and manuals, even if available on internal networks  

(Interviewee Pierre Kremer 14 April 2015).   

 

The IFRC has embarked on an accountability framework which is detailed in the IFRC 

Accountability and Transparency Plan of Action, linked to the IFRC plan and budget 2014-

2015. The plan of action states on page two that ‘The independent audits to which the 

organization submits itself annually clearly demonstrate that the necessary accountability 

procedures, systems and controls are in place and are generally well respected. However, the 

IFRC recognizes that some weaknesses still exist – e.g. a systematic complaints mechanism for 

beneficiaries is not yet in place - and that a more systematic revision of the existing 

procedures could lead to a further strengthening of an already basically sound system’ 

 

6.1.3 National Society approach to communication with beneficiaries; the example 

of Swedish Red Cross  

The Swedish Red Cross (SRC) SRC carries traits typical of third sector organizations. It currently 

includes 947 local groups and organizes about 30,000 active volunteers. SRCs total revenue 

2014 was around MSEK 540. SRC's external funding comes from both private and public 

sources, the largest being the Swedish state and Sida, which in the year 2014 covered 55 per 

cent of the SRC's approximately 325 MSEK external income, according to SRCs annual report. 

Other external sources of income are private donations, 107 MSEK in financial investments, 

and membership fees (Swedish Red Cross, Annual Report, 2014). Furthermore, its 

humanitarian operations are conducted by a mix of employees and volunteers who are 

completely autonomous from the state. 

SRC works mainly with three areas: The first one is giving priority to efforts relating to conflict 

and disaster (with priority to international support, both emergency and long term). In 

Sweden the emergency related focus translates to local preparedness and training in First Aid. 

SRC also disseminates different audiences about IHL. The second area of focus is called 

“health and social inclusion” and entails treatment of victims of war and torture. SRC also runs 
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a health centre for migrants without documentation (in Swedish so called papperslösa) and 

works to build humanitarian engagement in socio economic vulnerable areas. SRC also runs a 

so called Folk High School (folkhögskola).   Migration is the third area of priority. SRC supports 

migrants in the asylum seeking process and supports activities that facilitates integration in 

the Swedish society. Examples are Swedish language courses and homework support. 

 

SRC does not have a Communication Policy but has a communication platform with an 

updated digital strategy. It has in recent years developed its home page with a clear view to 

open up for comments and dialogue rather than gatekeeping and works with Facebook 

(108 000 likes), Twitter (8900 followers) and to some extent blogs. The Secretary General has 

more than 1000 followers on Instagram and more than 1200 followers on twitter. She is also 

contributing with blogs on SRC related topics.  

 

In January 2015 SRC went through an overall organizational self-assessment facilitated by the 

IFRC. In the process eighty-eight (88) attributes are scored (from A which was the lowest score 

to E which is the highest).  While the score overall was very good, the attribute of beneficiary 

and stakeholder communications (as it is defined in assessment) scored “A” (i.e. the lowest 

score, very low). Similarly, the attribute of “stakeholder satisfaction” also scored “A”.  As a 

result, BC/BA came out as a top ranking for SRC to urgently act upon.  The SRC management 

response based on facilitators report noted that; 

There is a lack of sustained, informal and regular two-way communication between SRC 
and its stakeholders and beneficiaries. As a consequence, the SRC has no holistic view of 
its true beneficiary involvement or stakeholder satisfaction. One possible explanation 
could be the common tradition to monitor against objectives instead of really 
questioning the impact of what the organization does and regularly adjusting 
Accordingly (The Swedish Red Cross OCAC Findings Report January 28-30, 2015). 

 

The a.m. assessment results was also poor with regards to planning, monitoring, evaluation 

and reporting (PMER) “the lack of a systematic needs/gaps assessment system makes it 

difficult to develop a true national strategic plan to guide the organization - including all 

branches”. In other words, the SRC capacity related to national programming with regards to 

PMER, much linked to BC/BA, also sees big need of improvement. The need to rather urgently 

and systematize and institutionalize BC/BA as well as PMER in SRC also was confirmed in the 

interviews with all SRC members). To identify reasons behind this status is not easy but one is 

that when activities are followed up by staff e.g. PMER structures are easier to ensure. With 
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regards to activities performed by more independent Red Cross branches and volunteers, it is 

more difficult to ensure PMER quality and dialogue with beneficiaries.   

 

This links to the whole problem with accountability and the complex and difficult to address 

dynamics of power relations as described by Eyben (2008, see section 3.2). In line with Eyben’s 

reasoning, and as mentioned by MANGO (cited by Boas 2008) accountability links tend to be 

stronger with those stakeholders who have the decision-making power over the course of the 

humanitarian action and have thus means to exercise pressure over agencies. Moreover, 

signing up to BC/BA means you have to be ready to change both behavior and programme 

content. To ask for someone’s view might not be so difficult but to act upon it is. As one 

interviewee also mentioned, ‘of all aspects that the national society directors was mostly 

scared related to BC/BA of was the complaint mechanism. Most are concerned about and how 

to handle them’. As Boas also mention (citing Anderson 1996, 2008: 35) relief and 

development workers have to be learners themselves, which implies the skill of respectful and 

careful listening. 

 

Another reason could be found that many third sector organizations, including SRC, until some 

years back operated in a more policy-driven and process-controlled way (as opposed to driven 

by RBM and its more identified objectives and expected results).  

 

The Swedish Red Cross Proposal for Strategic Orientation 2016-2019 does not mention 

accountability, but as a result of the OCAC self-assessment, the subsequent work with an 

International and National Strategy to support the a.m. document, BC/BA will be included in 

these documents.. As described by Boas (2008: 72) quoting different sources describing the 

importance of policies, guidelines and indicators is good but having those in places is not 

enough to guarantee that field workers are aware of them. 

6.1.4 Summary of findings in relation to problem studied 

Beneficiary Communication (BC) is about providing practical, useful information at the right 

time, listening to people’s needs and opinions and using this information to improve programs 

and operations.  The conclusion of the interviews is that Beneficiary communication and 

accountability using social media can indeed support both reaching and measuring results. 

This is illustrated by the following benefits BC/BA is likely to contribute to if managed well: 
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Communication for Development, using innovative approaches to drive positive behavior 

change in communities. Behavior change is often specifically described in RCRCM projects as 

an indicator of impact/ long term result (see RBM cycle (see appendix 4) described above 

there are indications also that BC/BA promote learning and therefore innovation. 

Accountability to Beneficiaries, applying practical tools to deliver better transparency, 

participation and set up feedback mechanisms for programs (meeting the expectations of 

professionalism expressed in standards such as CHS, section but also the stakeholder 

participation (in the center of the RBM model, appendix 4) required by the RBM.  

Information as Aid, recognizing that getting the right information to the right people at the 

right time can save lives, empower communities and support faster recovery. This thesis 

provided many examples (Haiti, Bangladesh and Sweden) where beneficiaries confirm the 

importance and benefit of having access to information. 

Safer Access Framework, applying two-way communication strategies in conflict areas 

increases communities’ trust and acceptance of the organization, leading to greater security 

of aid workers and therefore access to deliver essential services. This is linked also to brand 

reputation management. The examples in this thesis have shown when the use of social 

media both comes with bigger risk of e.g. institutional flaws being spread, but if RCRCM 

manages social media well, also enables quick handling of reputational concerns (see e.g. 

appendix 5) and supports dialogue with communities to support access. 

7 Conclusions and future research 

7.1 Conclusions 

Through (the means) of one case study and the conducting of 18 interviews with professionals 

in the RCRCM, this study has examined the following problem: how does beneficiary 

communication and accountability using social media contribute to reaching and measuring 

results? In this thesis the meaning of results has linked to results benefitting people served in 

humanitarian action.  The research problem has been divided into four sub questions. 

A. How does the RCRCM plan and develop beneficiary communication (BC) and 

beneficiary accountability (BA) activities? 

B. What kinds of operational actions are taken by RCRCM, based on results of BC and BA 

activities?  
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C. How does the RCRCM use output from BC and BA activities to achieve communication 

and PMER13 objectives, i.e. to describe results?  

D. Are there any other organizational/strategic benefits of BC/BA and if so what benefits? 

With reference to the theoretical framework (chapter 3) and supported by the interviews 

conducted the research in this thesis has found that:  

 

The RCRCM plans and develops BC/BA activities in an unsystematic way and there is a lack of 

clear strategic framework, both common RCRCM and as part of the individual organization 

studied. British Red Cross is the exception, it has a framework with regards to B/A.  

 

As a result of an apparent lack of institutional framework, and in the light of Boas theories of 

communication with beneficiaries being a “new” research area (Boas 2008:15) RCRCM is 

planning and developing BC/BA in a very organic, ad hoc way, at least as claimed by some IFRC 

interviewees.  There is also a lack of structured cooperation between people working on the 

operational side (such as programme managers or technical advisors), PMER experts and 

Communication experts. Closer cooperation would facilitate better BC/BA work and better 

use, in view of programme and other organizational aims. 

 

All respondents claim that any aid or assistance using structured BC/BA will be better 

(whether social media is the preferred dialogue channel option or not).  The interviewees 

confirm that social media greatly enables, when access to network is available and in 

situations outside conflicts, bigger scale and still meaningful dialogue with beneficiaries. The 

digital divide is something RCRCM is addressing in its work. The respondents underpin their 

arguments with reasons such as that BC/BA will 

 assist RCRCM manage expectations when information on what the RCRCM role is and what 

we can and cannot supply is delivered.   

 lead to more quality and effective programming, operational results. 

 

The below arguments could be described as examples of that there are organizational 

/strategic benefits with BC/BA as the respondents confirm that it will: 

                                                      

13 Planning, monitoring, evaluation and reporting 
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 provide RCRCM information about the general public’s image of the RCRCM which in turn 

will strengthen emblem, improve legitimacy and safer access to reach operational 

objectives.  

 lead to better relations and deeper engagement with communities including community 

volunteers.  

 meet donor RBM pressure including reporting requirements and raise funds. 

 

This confirming my argument that projects or programmes that include systematic dialogue 

with beneficiaries contribute to both better results. I also have argued that BC/BA contributes 

to measurability. Little proof of that was however seen in this study.  While many respondents 

are sure that much BC/BA output is indeed used, as part of the programme cycle, 

interviewees have some difficulty in providing clear examples of actions taken as result of 

BC/BA output, i.e. how BC/BA has influenced programming.  The conclusion based on 

interviews is that while a lot of community level BC/BA activities are carried out, they are not 

systematically captured.  More systematic cooperation between RCRCM departments, i.e. 

operations, PMER and communication, could improve the use of BC/BA. 

 

The thesis found that successful BC/BA RCRCM management endorsement is very important 

and at the same time one of its challenges, mainly expressed IFRC and national societies. Here 

Boas (2008:71) refers to a couple of sources drawing attention to the role of senior manage-

ment in ensuring BC happens in the field. This is in line with Boas argument that, either driven 

by their own perception of priorities or external pressures they are also subjected to, senior 

managers in aid organizations have been said to be, at times, rather a hindrance to effective 

communication with beneficiaries in the field. In the thesis, British Red Cross and Philippine 

Red Cross institutionally come up as units of the RCRCM that “walk the talk”. 

 

Expertise is also put forward as very important and at the same time a challenge. Some like 

Anderson (2006, cited by Boas 2008:35) argue that relief and development workers have to be 

learners themselves, which implies the skill of respectful and careful listening. Active 

partnerships (with RCRCM and or external partners) is one way of moving the agenda. Joining 

setting networks as members (such as British Red Cross with Humanitarian Accountability 

Partnership, HAP) is another example of moving forward. 
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RCRCM have started to invest more systematically in working with social media which has 

proven very useful in many contexts. Often a mix of traditional and new media is being used. 

However RCRCM works all over the world and have to have the skills to choose the dialogue 

form that is most appropriate and effective for each individual context. The thesis results 

show that social media can be very useful to facilitate BC/BA in RCRCM and has great 

potential. It is however likely that the study mentioned section 3.4.1 (Hpccresearch 2012) that 

suggests that humanitarian professionals do not perceive their organizations to be adequately 

engaging with social media.  It also likely that RCRCM could better use social media to provide 

perspectives from “the field” to media in line with both media needs as expressed by Magee 

(2014) and Allan and Thorsen (2009:3) and organizational needs described by Jacobs (2011) 

and Cone (2012) After all, to advocate on behalf of different groups and in the interest of 

these groups is part of the function of non-profit organizations as described by Micheletti 

(1994 cited in Petrelius Karlberg 2011:3). 

 

The findings of this study is supported by Alex Jacobs (2011) who argues that improving 

quality and impact is about maximizing the value that an NGO (or RCRCM) adds to other 

peoples efforts to improve their lives and societies. Jacobs argues this has two implications: 

- Interventions need to be technically strong. There needs to be knowledge to tackle issues, 

applying it imaginatively in different context. 

- Secondly depends on collaboration with local people and other stakeholders. The 

collaboration, Jacobs argues, links to the core issue of “empowerment” – helping people to 

gain more control over the factors that influence their lives.  

Further he suggests five pillars to improving the aimed quality and impact: which are feed-

back, transparency, dialogue (particularly efforts to be needed to work with the poorest and 

most excluded people including women), verification and resource allocation (Jacobs 2011). 

 

The study confirms that there is both more donor RBM pressure (see section 3.3.2) for RCRCM 

to capture – but also donor interest to support BC/BA activities. There is not so much 

interviewee criticism towards donors pressure as perhaps expected, rather self-criticism that 

RCRCM could and should do more. 

 

Thee interviewees only give limited evidence of systematic collaboration between 

communication, PMER and operations to support a more systematic approach to BC/BA, but 

examples to the contrary are found, such in IFRC East Africa Office and to some extent IFRC 
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Bangladesh Office. Despite quite a few individual cases of BC/BA successes by now as 

illustrated in the results section, no 5) what is done by RCRCM in terms of BC/BA is also often 

not systematically collected. The conclusion of this is that the opportunities for learning and 

innovation (objectives also for RBM) is not at fully used. Learning, as explained by Berggren 

(2014) is also important aspect for innovation, something also RBM wants to achieve (in 

appendix 4 it is translated in the part of the figure titled “managing and using evaluation”.  

In the future some interviewees suggest, BC and BA should more explicitly tie itself to the 

program cycle (see RBM cycle, appendix 4, authors comment). It is clear that a closer 

coordination between operations, PMER and communications is needed in order to work 

more systematically and strategically, many interviewees provide evidence of rather ad hoc 

cooperation, also within the respective organizations.   

 

While RCRCM own learning is to be pulled together, this thesis has already shown (section 

3.2) that there is a lot of learning to draw from. In a webinar to learn from the huge Indian 

Ocean Tsunami 2004 and Haiti operations 2011, disasters that the disasters caused the deaths 

of over 300,000 people and affected millions more it was mentioned that  

Amongst its main recommendations, it suggested humanitarians had to pay more 
attention to local structures, be more attuned and sensible in their relationship with 
affected people and act in a more coordinated manner with other actors in the system. 
(ALNAP 26 January 2015). 

 

A key focus of the upcoming World Humanitarian Summit one key focus on the conference 

will explore how we enable innovation by and for affected communities. What, and how we 

can better convene the collective talents of people within and does it mean to take a human-

centered approach seriously, and to engage in co-creation with affected populations? It will 

also seek to examine what facilitation means across the wider humanitarian system across 

traditional and non-traditional humanitarian actors. 

 

As part of the content on the Summit there is a discussion about how affected communities 

and local Civil Society Organizations can improve in the search for innovations. Arnhild Spence 

a Director at "World Food Programme – formulates it as follows: 

Affected communities and local Civil Society Organizations can be better engaged not 
only in the search for innovative solutions and outcomes, but in all manner of 
programming and assistance through rethinking the role of beneficiaries beyond passive 
recipients of aid.  If we can look at ‘beneficiaries’ beyond the humanitarian crisis they 
find themselves in, we would also see that they are capable farmers, traders, micro-
entrepreneurs, teachers, health workers, etcetera (World Humanitarian Summit 2014). 
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The RCRCM has an enormous advantage as an organization in pursuing and capitalizing on 

BC/BA given its worldwide 80  million members, 17 million volunteers,  160 000 Red Cross and 

red Crescent branches.  However, the RCRCM needs to seriously consider its commitment to 

BC/BA. Without proper resources and commitment to capture experience and build resources 

there is a risk of losing both relevance and trust in regards to its stakeholders, be it donors, 

other organizations that RCRCM work with, communities or individual beneficiaries. As 

expressed by Rita de Castro, SRC 29 April 2015:  “The will to assist has been bigger than the 

will to listen”. 

 

7.1.1 Findings in relations to identified research gaps 

In section 3.1 I described a couple of identified research gaps. Boas argue that communication 

with beneficiaries in the humanitarian field has been scares until one decade back (2008). 

Linked to the expression that far less understood or exploited has been the uncertain promise 

of social media to facilitate communication with populations affected by humanitarian crises 

or improve the effectiveness of aid itself (Cone J, 2012, see also section 3.4.2) it is believed 

that this thesis has contributed with findings to fill the a.m. identified research gaps. 

 

Similarly this thesis is believed to have shed some light on who uses new forms of media and 

for what purposes, something that Atton argues we know little about (Atton 2008, see also 

section 3.1). 

 

Access to information, or rather lack thereof as described in the so called “digital divide” that 

researchers such as Dijk (2012 B, see section 3.1) claim is increasing and in need of further 

research. I believe that to some extent, also this has to some degree been addressed in this 

thesis. While the results in thesis are rather optimistic, researchers such as Dijk describe (2012 

B) that depending on the central actors, new media can both amplify and challenge power 

inequalities in society.  

 

7.2 Future research 

There is scope for further studies on BC/BA and/or community engagement as it is only in the 

recent decade that communication with beneficiaries has gained prominence and therefore 

http://www.trust.org/alertnet/blogs/technotalk/will-twitter-put-the-un-out-of-the-disaster-business
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deserved consideration in literature (Boas 2008:15) It is also interesting to further study if and 

how, humanitarian organizations improve their strategic communication organizational 

objectives. How they are able to integrate the work of operational managers, PMER and 

communication professionals to achieve to further not only results but to better measure 

these results.  

 

The notion of measuring results in the humanitarian sector offers room for further research. 

What comes after RBM? There are a couple of concepts that I have come across during the 

course of the work with this thesis that might have growing influence in the third sector and 

therefore be interesting to study further in relation to measurement of results as well as 

beneficiary communication and accountability (or community engagement which it is likely to 

be called in the future).  

 

For instance; new public governance is considering increasing role of the citizens and the third 

sector in the provision of public services. Another interesting concept for further research is 

the outcome mapping (OM) as a method provides a non-linear, vision-driven approach which 

focuses on behavioral change. And finally the third example of a result-linked notion which is 

interesting is system based control. 

 

Dijk suggests (2012 A) that research should examine how online and offline communication 

are being integrated. This would probably be very valuable for organizations such as RCRCM. 

 

Finally, on identified weaknesses: one weakness (and strength) of this thesis include that the 

scope of the thesis is rather broad, including different kinds of media for instance. I also use a 

spread of examples, from different regions and countries in the world.  

 

The description of concept of accountability in the Interview Guide. While the content as such 

remains relevant (and a proof of this is that it has been included in American Red Cross basic 

guidelines and lessons learned program from its Tsunami-related interventions (American Red 

Cross 2010), the original reference could not be found, which is a weakness. This is also why 

another definition was later on used in the theory section (Wardwell 2012, see section 3.1).   
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9 Appendix 1: Interview details 

 
International Committee of the Red Cross (ICRC) 
1. Philippe Stoll, Deputy Head of Public Communication Division  

in charge of Policy and Support, HQ, Geneva. Interview by Skype, 28 March 2015 
2. Daniel Fueger, Economic Security Unit, Head of Sector CENSUD, Focal Point for New 

Technologies and Accountability to Affected Populations, Geneva. Interview by Skype 13 
April 2015. 

3. Jacobo Quintanilla, Community Engagement Advisor. Interview by Skype, 8 May, 2015 
 
International Federation of Red Cross and Red Crescent Societies (IFRC) 
4. Sheujeen Lee, Beneficiary Communication Officer, Asia and Pacific Zone Office, Kuala 

Lumpur. Interview in face-to-face 16 February followed up by a short Skype call on Skype 
9 March 2015. 

5. Maude Fröberg, Communications Manager, Regional Delegation, Delhi.  Interview by 
Skype 16 March 2015. 

6. Louise Taylor, former Regional Beneficiary Communication and Accountability Advisor, 
SARD (up to end 2014). Interview by Skype 13 March 2015. 

7. Sharon Reader, Beneficiary Communication Advisor, Eastern Africa and Indian Ocean 
Islands Regional Representation, interviewed 2 April 2015. 

8. Amanda George, Beneficiary Communications Advisor, conducted on 16 April 2015 
9. Moa Chenon, PMER Delegate interviewed by Skype 22 April 2015 
10. Pierre Kremer, Head of Communications, interviewed by Skype on 14 April 2015. 
 
Swedish Red Cross 
Two face to face focus group interviews were conducted at SRC headquarters, one 29 April 
2015 with the following individuals: 
11. Rita de Castro, Project Manager (Socio economic vulnerability and vulnerable areas (EU 

migrants, homeless, night shelter) 
12.  Ann Wedin, Senior Advisor, social policy, EU migrants,  
13.  Magnus Lundén, Manager,  Second hand  
Another interview was conducted at SRC headquarters on 6 and 12 May: 
14. Lisa Qvarfordt, Communication Officer and  
15. Nathalie Piehl,, Communication Officer 
One individual interview was also conducted at SRC headquarters:  
16. Richard Cewers, PMER Advisor. Interview conducted face-to-face 25 March 2015. 
 
British Red Cross 
17. Mark South, Beneficiary Communications Delegate, Nepal. Interview conducted by e-mail 

10 April 2015. 
 

Philippine Red Cross 
18. Ma. Jessilou L. Morigo, Livelihoods Officer. Interview conducted face to face in 

Tacloban, Philippines 3 December 2014. 
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Appendix 2: Interview Guide including definitions 

 

Problem statement and aim 
By the use of one case study — the Red Cross and Red Crescent Movement — the thesis aims 
to research the following problem: how does beneficiary communication and accountability 
using social media contribute to reaching and measuring results? In this thesis the meaning of 
results links to results benefitting people served in humanitarian action. 
 
Research questions to which the interview questions will be linked 
A. How does the RCRCM plan and develop beneficiary communication (BC) and beneficiary 

accountability (BA) activities? 
B. What kinds of operational actions are taken by RCRCM, based on results of BC and BA 

activities?  
C. How does the RCRCM use output from BC and BA activities to achieve communication and 

PMER14 objectives, i.e. to describe results?  
D. Are there any other organizational/strategic benefits of BC/BA and if so what benefits? 

Common concepts used: 
Beneficiary: In a broad definition for any person or entity (like a charity) who is to receive 
assets or profits from an estate, a trust, an insurance policy or any instrument in which there 
is distribution. There is also an "incidental beneficiary" or a "third party beneficiary" who gets 
a benefit although not specifically named, such as someone who will make a profit if a piece 
of property is distributed to another15.  In this thesis, the beneficiary means the person who is 
the target of & benefits from RCRCM support, may it be in the form of information, knowledge 
& other services or goods such as hygiene parcels, vouchers, cash etc. 
  
Social media: Represents activities that combine technology, social interaction and user 
generated content. The term is used for Web 2.0 sites, where the most famous examples are 
Facebook, Twitter, LinkedIn and Google +. It may also include other Internet forums, 
communities, blogs, wikis, group ware, podcast and article comments. 
  
Accountability: Sara Davidson (2006:21 as referred to in the American Red Cross 
“Accountability to beneficiaries- basic guidelines and lessons learned 2010) have in her 
humanitarian aid related study described different definitions of accountability as described 
below. These definitions are for instance used by Sphere Project (Humanitarian Charter and 
Minimum Standards in Disaster Response) used in this thesis and the American Red Cross in 
their developed basic guidelines for accountability to beneficiaries. Accountability is 

  the means by which individuals and organizations report to a recognized authority, or 
authorities, and are held responsible for their actions 

  making sure men, women and children affected really do have a say in planning, 
implementing and judging our responses to their emergency 

 The processes through which an organization makes a commitment to respond to and 
balance the needs of stakeholders in its decision-making processes and activities 

 The means by which poser is used responsibly 

                                                      

14 Planning, monitoring, evaluation and reporting 
15 Copyright © 1981-2005 by Gerald N. Hill and Kathleen T. Hill.  All rights reserved 
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 Means explaining what you have done and taking responsibility for the results of your 
actions. This includes explaining how you have used funds 

 
Mutual accountability:  As described by SADEV16 In theory, mutual accountability signifies a 
shift from vertical to horizontal forms of accountability, where collaborative enforceability 
replaces corporate enforceability, as a way of rebalancing power asymmetries in the aid 
relationship. Thus the agreements made at high level agenda foras such as Paris, Accra and 
Busan are not legally binding and presuppose voluntary compliance. This is what mutual 
accountability is about, in its purest form.   
 
PMER:  Represents the operational cycle of planning, monitoring, evaluation and reporting 
where reporting usually means the work to capture operational results in reports to stake 
holders such as back donors.  As described in IFRCs PMER pocket guide, good PMER leads to 
quality RBM, allowing us to: 

 Better implement our programmes and projects towards our shared mission 

 Promote organizational learning and knowledge sharing 

 Uphold accountability and compliance, not only to donors and partners, but the people we 
serve. 

 Provide opportunities for stakeholder feedback and participation, especially beneficiaries 

 Promote and celebrate our work by highlighting our accomplishments and achievements, 
building morale and contributing to resource mobilization. 

 
About 17 questions will be asked that link to the above mentioned research questions above 
as part of semi-structured interviews lasting approximately 50-60 minutes each.  
 
Confidentiality  
It is envisaged that selected quotes or information stemming from the interview might be 
included in this thesis once finalized. Please note that even if it is not expected that there will 
be a wide circulation of the thesis, the content will be made publicly available. Quotes will be 
checked with the interviewee before publishing. 
 
  

                                                      

16 Swedish Agency for Development Evaluation (SADEV), was a Swedish authority for review and evaluation of Swedish 

development co 2006-12.  
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Appendix 3: Interview questions 

 

1. Does your organization have a policy and strategic plan relating to/working with 

beneficiary communication/ accountability?  

2. Could you to please share the document with me or talk me through the policy or 
plan?  

3. If any, what guidelines do you have to support your work and those involved in it that 
relate to BC/BA? 

4. Who does BC/BA? Who are involved?  

5. Describe what is done? How is it done? Process? Methods? What media channels 

used? 

6. How do you operationally (i.e. in programmes targeting beneficiaries) use the 

information gained from BC/BA and for what purposes?  

7. Example of concrete changes made in operations and/or programme development as 

result of info gained from BA/BC?  

8. How do you use input for communication or PMER purposes to capture results? 

9. Is there cooperation between operational budget holders/managers, Communications 

and PMER to facilitate BC/BA results and broader learning, innovation? Is it 

systematic? 

10. Do you believe that Red Cross and Red Crescent community volunteers/beneficiaries 

themselves in humanitarian operations can contribute to BC/BA via alternative 

journalism (such as citizen or advocacy journalism described in the Interview Guide, 

using e.g. social media in a kind of public relation way) to support RCRCM 

communication or reporting objectives? 

11. If yes, any results so far that benefits vulnerable (such as advocacy/ humanitarian 

diplomacy, fundraising, other)? 

12. If yes, what can the RCRCM do to better include content from community volunteers/ 

beneficiaries themselves in its external communication? 

13. What are the main organisational benefits/opportunities of BC/BA?  

14. What are the main organisational difficulties/challenges with BC/BA?  

15. Overall, do you find that BC/BA constitute a threat or an opportunity? 

16. How will the future will look in terms of RC/RC using BC/BA? Learning?  

17. Anything else?  
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Appendix 4: The Result Based Management life-cycle approach  

 
The RBM live cycle approach as described in the United Nations Development Group Results-
Based Management Handbook (2010). The beneficiary organization, community or person 
would be the “stakeholder” in this graph, i.e. should be in the center of focus throughout the 
programme cycle. (NPs comment) 

 

 

 

 
 



85 

Appendix 5: Two cases of use of social media in beneficiary 

communication and accountability in the Maldives 

 
Water crisis and the use social media  
The below story was told by interviewee Maude Fröberg based on her written and chat 
conversation with Safa Musthafa, Maldive Red Crescent Communications Manager 
 
Background: After a fire broke out inside the Maldives Water and Sewerage Company’s 
Generator Unit on 4 December, all water supplies in the capital Malé were cut off. Over 
150,000 people were instantly affected, as most households rely on The Water and Sewage 
Company for their daily water needs. Following the incident the Government of the Maldives 
declared a state of emergency, and a task force was set up to distribute water.  Distribution of 
drinking water was crucial, and together with the Maldives National Defense Force (MND) and 
the Police, Maldivian Red Crescent deployed 150 volunteers and 24 staff who are working in 
three-shifts to assist people waiting in long lines at distributions points around Malé. The crisis 
lasted a week during which up to 800 spontaneous volunteers came forward to assist. 
  

While we had been using social media (FB & Twitter) for a long while to mobilize 
volunteers for different activities, also using bulk text messaging it was during the water 
crisis it really showed its value.  The impact of social media was e.g. evident as we 
mainly used social media to mobilize volunteers. We advertised on social media 
information such as: water distribution points, timings. Hundreds of volunteers showed 
up every day. We also advertised for volunteer designers, photographers and several 
showed up and supported. A Viber chat group was created, using volunteers for info- 
management (what was happening locally, what was happening internationally). This 
was effective. 
Brand new volunteers who came to support, seeing our social media ads, created a live 
info management dashboard which was updated virtually and shared among relevant 
people through wifi. Overall we noticed the impact of what social media in mobilizing 
volunteers during a crisis, (provided that wifi networks are working, and telephones are 
working with 3G0) 

 

Reputational crisis and the use of social media 

Background: One Red Crescent volunteers tagged political party and tweeted harmless tweets. 
This was used by opposition party to create hype.  
 

What we did was first to identify the volunteer who had tweeted the initial tweet, 
confronted and informed of RCRCMs neutral and impartial status (seven fundamental 
principles including neutrality, authors note). Soon after, the volunteer removed his 
tweets. Following the incident, volunteers were introduced on the use of social media, 
prior to them being deployed. Volunteer induction was done mostly by our existing 
volunteers who were trained on emergency response etc. During the crisis, the volunteers 
with staff developed a crash module of the RCRCM and its seven fundamental principles, RCRCM 
history, guidelines on social media (a checklist which they used during the induction). 
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Appendix 6: IFRC Strategy 2020 on accountability 

“We are committed to a culture of transparent accountability to our stakeholders. These are 
the people we serve, those who entrust us with resources for action, people who work within 
the IFRC, governments and the external partners who collaborate with us. They are entitled to 
see how we assess needs and vulnerabilities, set priorities and design specific interventions, 
monitor implementation, measure results and assess impact. As self-governing National 
Societies, we are accountable to the clients of our services, our members, volunteers and 
other stakeholders. We also recognize that how we perform within our own National Societies 
reflects on the credibility and reputation of other National Societies and the IFRC as a whole. 
Therefore, as we have an obligation to each other to uphold common standards, we are 
committed to compliance and accreditation within a Federation-wide performance and 
accountability framework. 
 
Our accountability principles include commitments to explicit standard setting, openness in 
monitoring and reporting, transparent information-sharing, meaningful beneficiary 
participation, effective and efficient resource use, and systems for lesson learning and 
responding to concerns and complaints. 
 
Our performance dimensions use gender- and age specific data to assess progress in several 
dimensions. ‘Compliance’ assesses how suitably we function, i.e., the extent to which we 
adhere to our stated principles and values, and the policies and guidelines that drive our 
service delivery, the codes of behavior that underpin our integrity, and the way we relate to 
our clients, partners and other stakeholders. ‘Coverage’ assesses how much we do, i.e., the 
extent to which we meet identified needs and vulnerabilities in defined geographical areas or 
population groups and communities. ‘Quality’ assesses how well we do, i.e., the extent to 
which our services reach appropriately set standards and norms. ‘Efficiency’ assesses how we 
use resources, i.e., the extent to which our services make the best possible use of the human, 
financial and material inputs at our disposal. ‘Impact’ assesses how much difference we make, 
i.e., the extent and sustainability of the changes that occur within the communities where we 
operate. 
 
Using shared tools and data-collection methods, each National Society sets its own indicators 
for assessing the progress of the specific services that it undertakes, compared with the 
baseline at the beginning of 2010. A harmonized approach to performance tracking allows the 
Federation-wide aggregation and communication of results from National Societies. This 
enables us, as a whole, to continue to learn and project our collective achievements, thereby 
gaining the trust of all stakeholders and amplifying our humanitarian diplomacy efforts”. 
 

 

 

 


