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YAYIMLAMA VE FiKRi MULKIYET HAKLARI BEYANI

Enstitil tarafindan onaylanan lisansiistii tezimin/raporumun tamamini veya herhangi bir kismini, basili
(kagit) ve elektronik formatta argivleme ve asagida verilen kosullarla kullanima agma iznini Hacettepe
Universitesine verdigimi bildiririm. Bu izinle Universiteye verilen kullanim haklar1 disindaki tiim fikri
miilkiyet haklarim bende kalacak, tezimin tamaminin ya da bir boliimiiniin gelecekteki caligmalarda
(makale, kitap, lisans ve patent vb.) kullanim haklar1 bana ait olacaktir.
Tezin kendi orijinal ¢alisgmam oldugunu, baskalarinin haklarimi ihlal etmedigimi ve tezimin tek yetkili
sahibi oldugumu beyan ve taahhiit ederim. Tezimde yer alan telif hakki bulunan ve sahiplerinden yazili izin
almarak kullanilmasi zorunlu metinlerin yazili izin alinarak kullandigimi ve istenildiginde suretlerini
Universiteye teslim etmeyi taahhiit ederim.
Yiksekogretim Kurulu tarafindan yayinlanan “Lisansiistii Tezlerin Elektronik Ortamda Toplanmasi,
Diizenlenmesi ve Erisime A¢ilmasina Iliskin Yonerge” kapsaminda tezim asagida belirtilen kosullar
haricince YOK Ulusal Tez Merkezi / H.U. Kiitiiphaneleri Acik Erisim Sisteminde erisime acilir.

o  Enstitii / Fakiilte yonetim kurulu karari ile tezimin erigime a¢ilmast mezuniyet tarihimden

itibaren 2 yil ertelenmistir. (9

o Enstitli / Fakilte yoénetim kurulunun gerekgeli karari ile tezimin erisime agilmasi
mezuniyet tarihimden itibaren... ay ertelenmistir. ?

o Tezimle ilgili gizlilik karar1 verilmistir.

...... [oveiiiiid i,
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“Lisansiistii Tezlerin Elektronik Ortamda Toplanmasi, Diizenlenmesi ve Erisime Acilmasina Iliskin
Yonerge”

(1) Madde 6. 1. Lisansiistii tezle ilgili patent basvurusu yapimast veya patent alma siirecinin devam
etmesi durumunda, tez danismaninin Onerisi ve enstitii anabilim dalimin uygun goriisii iizerine
enstitll veya fakillte yonetim kurulu iki yil siire ile tezin erigime a¢ilmasinin ertelenmesine karar
verebilir.

(2) Madde 6. 2. Yeni teknik, materyal ve metotlarin kullanildigi, heniiz makaleye doniismemis veya
patent gibi yontemlerle korunmamis ve internetten paylasimas: durumunda 3. sahislara veya
kurumlara haksiz kazang imkani olusturabilecek bilgi ve bulgular iceren tezler hakkinda tez
danismanmin 6nerisi ve enstitii anabilim dalimin uygun goriisii tizerine enstitil veya fakuilte
yonetim kurulunun gerekceli karart ile altt ayi asmamak iizere tezin erisime agilmasi
engellenebilir.

(3) Madde 7. 1. Ulusal ¢ikarlart veya giivenligi ilgilendiren, emniyet, istihbarat, savunma ve giivenlik,
saglik vb. konulara iliskin lisansiistii tezlerle ilgili gizlilik karari, tezin yapildigi kurum tarafindan
verilir *. Kurum ve kuruluslarla yapilan isbirligi protokolii ¢ergevesinde hazirlanan lisansiistii
tezlere iligkin gizlilik karar ise, ilgili kurum ve kurulusun énerisi ile enstitil veya fakiltenin
uygun goriisii tizerine Universite yonetim kurulu tarafindan verilir. Gizlilik karari verilen tezler
Yiiksekogretim Kuruluna bildirilir.

Madde 7.2. Gizlilik karart verilen tezler gizlilik siiresince enstitii veya fakiilte tarafindan gizlilik
kurallar: ¢ergevesinde muhafaza edilir, gizlilik kararimin kaldiriimasi halinde Tez Otomasyon
Sistemine yiklenir

* Tez danismanimin Onerisi ve enstitii anabilim dalimin uygun goriisii tizerine enstitl veya
fakiilte yonetim kurulu tarafindan karar verilir.
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ABSTRACT

ALRUBAYE, Enaam Umran. The Effects of Workforce Diversity on the Organizational
Performance of Humanitarian Organizations, Ph.D. Thesis, Ankara, 2023.

This thesis investigates the impact of workforce diversity on the performance of
humanitarian organizations in Turkey. The study aims to identify the effects of diversity
on cooperation and beneficiaries' satisfaction, as well as to explore the experiences and
perspectives of individuals within these organizations regarding diversity in language,
cultural norms, and gender. In addition, the study seeks to identify both the potential
challenges and benefits associated with diversity in these contexts.

The study was conducted through interviews with participants of different cultural
backgrounds and nationalities who work in humanitarian organizations operating in
Turkey. The results of the study indicate that diversity in language, cultural norms, and
gender has positive and important effects on the flow of information and the completion
of work within these organizations. Participants reported that language barriers were the
biggest obstacle to communication, followed by cultural norms and gender. However,
these obstacles were found to be temporary and new employees tended to adjust to the

language and cultural norms of the organization over time.

Most participants did not have a problem working in a mixed team and found diversity to
be important for their work. However, conflicts and the role of the organization were
identified as areas where the impact of diversity was negative. More than half of the
participants reported experiencing bullying or hearing inappropriate speech due to
differences in language, cultural norms, or gender, and some participants felt that there

was discrimination by managers on the basis of diversity.

The study concludes that linguistic, cultural, and gender diversity are important for

improving the performance of humanitarian organizations. However, to gain the benefits



Vi

of diversity and overcome its drawbacks, it must be well-managed and provide an
environment that promotes and respects diversity. The study recommends that
humanitarian organizations should intensify efforts to combat discrimination and bullying

due to diversity and adopt stricter policies to promote awareness of diversity.

In summary, the study provides insights into the impact of workforce diversity on the
performance of humanitarian organizations in Turkey. The findings have important
implications for humanitarian organizations seeking to improve their performance

through better management of diversity.

Keywords:

Humanitarian organization, Diversity, Gender diversity, Language diversity, Cultural

Norms Diversity, Beneficiaries' Satisfaction, organizational Performance
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OZET

ALRUBAYE, Enaam Umran. Insani Yardim Kuruluslarinda Isgiicii Cesitliliginin
Orgutsel Performans Uzerindeki Etkileri, Doktora tezi, Ankara, 2023.

Insani yardim kuruluslari, afetler, catismalar veya savaslar sirasinda hizli ve etkili bir
sekilde yardim saglamak igin calismaktadir. Insanlik kavrami, bu kuruluslarin temel

felsefesidir.

Gunumiz diinyasinda, insanlar gesitli sorunlarla karsi karsiyadir. Insani yardim
kuruluslarinin amaci, miilteciler, iceride yerinden edilmis kisiler ve diger ihtiya¢ duyan
gruplara yardimer olmaktir. Bununla birlikte, kiiresellesme nedeniyle diinya her gecen
giin daha biiylik bir kdye donlismekte ve bu nedenle is giicii ¢esitliligi de giderek
artmaktadir. Insani yardim kuruluslari, diisiince gesitliliginin daha fazla yaraticilik ve
yenilik¢iligi tesvik ettigini anlamakta ve daha ¢esitli ve kapsayici is yerleri olusturmaya

caba gostermektedirler.

Diinyada biiyiik gelismeler ve degisiklikler oldugu icin bu konuda daha fazla arastirma
yapilmalidir. Ek olarak, diger organizasyon tiirlerine kiyasla insani yardim kuruluslarinda
bu konuda az arastirma bulundugu icin daha fazla arastirmaya ihtiya¢ duyulmaktadir.
Cesitlilik, herhangi bir insani yardim kurulusunun is taniminin temel unsurlarindan birisi

olmasi nedeniyle de bu ¢alismanin konusu olarak se¢ilmistir.

Bu arastirma, Tiirkiye'deki insani yardim kuruluglarinin performansi iizerinde isgiicii
cesitliliginin etkisini incelemektedir. Caligmanin amaci, bu kuruluslardaki bireylerin dil,
kiiltiirel normlar ve cinsiyet gesitliligi ile ilgili deneyimlerini ve bakis agilarini arastirmak
ve isbirligi ve yararlanicilarin tatmini iizerinde gesitliligin etkilerini belirlemektir, bu

baglamlarda cesitliligin hem faydalarin1 hem de zorluklarini belirlemektir.

Calisma giris ve sonug¢ hari¢ iki ana boliimden olusmaktadir: Birinci bolim ¢esitlilik
literatiirliniin incelenmesi ve ikinci boliim cesitliligin insani yardim kuruluslarinin

performansin1 nasil etkiledigine yonelik bir alan arastirmasimi kapsamaktadir. Bu
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caligmada literatiir taramasi sonuglarina dayanarak insani yardim kuruluslarinin
performans gostergeleri olarak igbirligi ve yararlanici tatmini kabul edilmis ve gesitliligin

bu iki gosterge lizerindeki etkisi incelenmistir.

Orgiit icinde paydaslar arasindaki iletisim ve bilgi akisi, cesitliligi etkileyen bir
performans faktordiir. Ayrica c¢alisanlar arasindaki ve yararlanicilar arasindaki giiven
lizerinde etkisi vardir. Orgiit ici isbirligi, bu unsurlar tarafindan etkilenir ve bu da
performans gdstergelerinden biridir. Bu tiir kuruluslarda miisteri yerine yararlanicilar

oldugu igin, yararlanici tatmin 0rgutsel performans icin ¢cok énemlidir.

Isbirligi konusunda, gesitliligin iletisim, giiven ve ¢atisma iizerindeki etkisini inceleyerek
organizasyonlarin ¢esitliligi yonetmedeki basarisi belirlemeye ¢alisilmistir. Arastirmanin
konusu ve amaglar1 goz Oniine alindiginda, nitel yaklasimin en iyi se¢enek oldugu
sonucuna varilmig ve veri toplamak i¢in yar1 yapilandirilmis goriismeler kullanilmistir.
Bu yontem, katilimcilara 6zgiirce ifadelerini dile getirme ve arastirma konusuyla ilgili
deneyimlerini paylasma firsat1 vermistir. Insani yardim kuruluslarindaki cesitlilik {izerine
yapilan ¢aligsmalarin sinirli olmasi nedeniyle igerik analizi en uygun analiz yontemi olarak

belirlenmistir.

Yart yapilandirilmig goriismeler arastirmact tarafindan ylizyiize 31 katilimci ile
gerceklestirilmistir. Ortalama olarak, her katilimcinin yaklagik iki yillik insani yardim

kurulusunda ¢alisma deneyimi bulunmasina 6zen gosterilmistir.

Calisma icin kar topu drnekleme yontemi kullanilmustir. ilk katilimcilar arastirmacinin
kendi belirlemesiyle secilmis ve ardindan bu katilimcilar yeni katilimeilar 6nermislerdir.
Cesitliligi saglamak i¢in her katilimer Onerildiginde demografik bir degerlendirme

yapilmistir.

Kodlama siirecinde tiimevarim ve tiimdengelim kodlama tekniklerini birlestiren karma
bir kodlama yaklagimi kullanmistir. Arastirma hedefleri ve mevcut ¢alismalar dikkate
alinarak once bir kod seti olusturulmustur. Bununla birlikte, katilimcilar yeni bilgiler ve

gorisler sundukca bu kodlar yeni temalar igerecek sekilde giincellenmistir.



Bulgulara gore, calisanlarin is arkadaslart ile dil, kiiltiirel normlar ve cinsiyet
farkliligindan kaynaklanan iletisim sorunlari yasadigini belirtilmistir. Bu sorunlarin
gecici oldugunu ve genellikle yeni ise alinan calisanlarin bu sorunlar1 yasadigini ancak

zamanla ortadan kayboldugu belirtilmistir.

Iletisim engellerinin en biiyiik nedeni dil gesitliligidir, ardindan kiiltiirel normlar ve
cinsiyet gelmektedir. Genel olarak, dil, cinsiyet ve kiiltiirel normlardaki gesitliligin
kurulus icinde iletisime olumsuz etkisi olmadigi, aksine bilgi akist ve islerin

tamamlanmasi lizerinde olumlu ve 6nemli etkileri oldugu bulunmustur.

Katilimcilar agisindan cesitlilik, bilgi ve biling diizeyini artirmanin bir yolu olarak
goriilmektedir ve dil ile kiiltiirel normlarin bu konuda 6nemli bir rolii oldugu ortaya
cikmistir. Ancak katilimcilarin cogu cinsiyet faktoriiniin, bu baglamda 6nemli olmadigina

inanmaktadir.

Katilimcilarin  ¢ogunlugu karisik bir ekipte c¢alismaktan dolayr herhangi bir sorun
yasamadiklarin1 belirttilmslerdir ve ¢esitliligi isleri icin onemli bir faktor olarak
gordiiklerini ifade etmislerdir. Ayrica, dil, kiiltiirel normlar veya cinsiyet acisindan
kendilerinden farkli olan meslektaslardan 6grenme konusunda zorluk yasamadiklarin
belirttilmislerdir. Bazilar1 dilin 6grenme kolayligin1 etkileyebilecegini belirtse de, bu

zorluklar1 asmak icin Ingilizce gibi ortak bir dil kullanabileceklerini ifade etmislerdir.

Yukaridakilerden anlasildigi iizere, cesitliligin insani yardim organizasyonlar: i¢inde
calisanlar arasindaki iletisim iizerinde gercek anlamda olumsuz etkileri bulunmadig:
gozlemlenmistir. Baz1 olumsuz etkiler oldugu belirtilse de, bunlarin gegici oldugu algisi

ortaya ¢ikmistir.

Ote yandan, katilimcilar gesitliligin ¢alismalar1 ve iletisimleri iizerinde énemli olumlu
etkileri olduguna inanmaktadirlar. Elde edilen bulgulara gore, insani yardim
kuruluslarindaki personelin ¢ogu kuruluslarindaki ¢esitliligi kabul etmekte ve bunu isleri

icin 6nemli ve olumlu bir faktor olarak gormektedir.



Ayrica, yanitlar ¢alisanlar arasinda genel bir gliven ortaminin oldugunu gostermektedir.
Bu giiven ortami, insani yardim kuruluslardaki calisma ortaminda yaygin olarak
mevcuttur. Katilimeilar, is arkadaslarina, aralarindaki farklara bakilmaksizin ihtiyag
duyduklarinda kendilerine yardim etmekte tereddiit etmeyeceklerine guvendiklerini
belirttilmistir. Ayrica, birgok katilimci i¢in neredeyse giinliik olarak gorevlerini
tamamlamak icin is arkadaslarina yardimina zaten bagimli olduklarini ifade etmislerdir.
Katilimcilar, is arkadaslarinin yetkinliklerine olan giivenlerinin, benzerlikler ve

farkliliklar iizerine degil, deneyim ve iste samimiyet lizerine dayandigini belirtmislerdir.

Yanitlarin olumsuz oldugu ve cesitliligin olumsuz etkilerinin goriildigi iki alan,
catismalar ve kurulusun rolii ile ilgilidir. Katilimeilarin ¢gogunun dil, kiiltiirel normlar ve
cinsiyet cesitliligi nedeniyle ortaya c¢ikan bazi c¢atismalarin oldugunu belirttigi

gOriilmiistiir.

Katilimeilarin yarisindan fazlasi, dil, kiiltiirel normlar veya cinsiyet farkliliklarindan
kaynaklanan sebeplerle zorbalik veya uygunsuz konusmalara maruz kaldiklarim
belirtimiglerdir. Dil, kiiltiirel normlar ve cinsiyet cesitliliginin ikinci olumsuz etkisi,
katilimcilarin yoneticiler tarafindan bu ¢esitlilik temelinde ayrimcilik yasadigi hissine
kapilmasidir. Insani kuruluslarm bu tiir ayrimcilig1 engellemek icin yasal diizenlemeleri
olmasma ve bireyler arasindaki farkliliklardan kaynaklanan sorunlari agma cabalari

bulunmasina ragmen, agik¢a yeterli olmadigi diistiniilmektedir.

Dil, kiiltiirel normlar ve cinsiyet agisindan cesitliligin 6nemi, goriismelerin ikinci
boliimiinde daha net bir sekilde ortaya cikmaktadir. Cesitlilik, organizasyonlarin
caligmalarim1 yiiriitmek, yararlanicilarla ilgilenmek ve ihtiyaclarmi karsilamak ig¢in

gereken yetkinlikleri ve uzmanligi saglamak agisindan hayati 6nem tagir.

Gorligmelerin ikinci boliimiinde katilimcilarin sorulara verdigi yanitlardan agikga
anlasildigr tizere, dil, kiiltiirel normlar ve cinsiyet acisindan ¢esitliligin, yararlanicilarin
tatmini {izerinde olumlu ve énemli bir etkisi bulunmaktadir. Insani yardim kuruluslarinin,
yararlanicilarinin ~ ihtiyaclarint  karsilayabilmek  ve  c¢aligmalarmi  basariyla
tamamlayabilmek igin farkli 6zelliklere sahip bir calisan kadrosu istihdam etmeye

zorlandig1 goriilmektedir.
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Bu arastirmanin sonuglariyla elde edilen bulgular dogrultusunda,dil, kiiltiirel ve cinsiyet
cesitliliginin, insani yardim kuruluslarinin performansini artirmak igin biiyiik 6neme
sahip oldugu ve bu tiir ¢esitliliklerin bu kuruluslarda vazgecilmez oldugu belirlenmistir.
Ancak cesitlilikten elde edilecek faydalari elde etmek ve dezavantajlarini asmak icin, iyi

bir sekilde yonetilmeli ve ¢esitliligi tesvik eden ve saygi gosteren bir ortam saglanmalidir.

Katilimcilarin yanitlarindan anlasildigi iizere, birgok kisi bir sekilde is arkadagindan veya
yetkililerden ayrimcilik veya zorbalikla karsilastiklarini diisiinmektedir. Ayrica, insani
yardim kuruluslarinin ¢esitlilik konusunda farkindalik yaratma ve ayrimciligin
onlenmesine yonelik benimsenen politikalarin yeterli olmadigina inanilmaktadir. Bu
nedenle, insani yardim kuruluslarinin bu konuda c¢alismalarini yogunlastirmasi ve
cesitlilik nedeniyle ayrimcilik ve zorbaligi engellemek i¢in daha siki yasalarin hayata

gecirilmesi gerektigi diistintilmektedir.

Anahtar Kelimeler:

Insani Yardim Kurulusu, Cesitlilik, Cinsiyet Cesitliligi, Dil Cesitliligi, Kultirel Normlar
Cesitliligi, Yararlanicilarin Tatmini, Kurulusun Performansi,
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INTRODUCTION

Natural disasters and conflicts have accompanied the history of mankind since the earliest
of times. These disasters and conflicts have had their harmful effects on humanity, and
people have always thought of reducing these harmful consequences, and organized
efforts to support local populations. Humanitarian intervention in the beginnings relied

on the religious aspect that depends on the principle of good and giving.

Humanitarian organizations in their current form took root in the nineteenth century, as a
result of the interconnection provided by the railway networks and the emergence of the
telegraph, where donors could support those needs in different and distant regions of the

world.

Humanitarian organizations are civilian bodies that have no relationship with governments
or private bodies .1t can be said that they are private non-profit organizations that operate
outside the control of governments. Some humanitarian organizations rely primarily on
volunteers, while others rely on paid staff. These organizations have come to play a clear role
in global development processes, despite the diversity of their missions (Labbé and Daudin,
2015).

Such organizations prioritize the promotion of economic development, sustainable
development ,and human ideals targeting topics such as workers' rights and poverty
eradication as they play a key role in international development, aid ,and philanthropy

around the world and in developing countries.

It is well known that these organizations have no authority, but in return exert pressure
on governments to achieve their goals of eradicating poverty, working in areas where
humanitarian assistance is difficult to deliver ,and working on many other aspects such
as literacy programs, preventive health, agricultural development, promotion of small
enterprises and vocational training. They also strive to strengthen and support the role of

women.



Humanitarian organizations are not-for-profit, but they may manage very large budgets
that could reach billions of dollars each year (Ugwu and Onwuka, 2016; Ugwu and
Onwuka, 2016).

It can be said that humanitarian organizations are institutions that work in the
humanitarian field and various types of social sciences and try to meet the needs of their

members and other elements of society.

These organizations have a high status in societies and enjoy public trust, which can make
them represent the concerns of society and stakeholders. However, they can also be
corporate lobbyists, such as the World Economic Forum. They carry out a range of service
and humanitarian tasks, communicate citizens' concerns to governments, and promote

political engagement by disseminating information.

Diversity generally refers to the existence of differences, it may mean the difference in
identity between two or more people, which is reflected in the functional and professional
role of these people. This difference includes identity, race, gender ,age, etc.

These differences may relate to several aspects, such as disparities in areas such as

educational attainment, housing ,and employment (Williams and O’Reilly, 1998).

After the globalization has expanded significantly in recent years, great openness was
witnessed by the world in various fields, the most important of which are the workforce
and human resources. Organizations have begun to realize the importance of diversity in
creativity and increasing the efficiency of work and its strategic role, due to the growing

conviction of the importance of diversity in human resources (Syed and Tariq, 2017).

Human resource diversity is a phenomenon that exists both at the worldwide and local
levels. Age, gender, culture, physical abilities, wealth, and degree all have a role.

To differentiate the major categories of this diversity:



1- Demographic that demonstrates the distinction between demographic characteristics
such as age, gender, and race.

2- Cognitive diversity reflected by disparities in education, experience, and job position.

3- Doctrinal diversity demonstrates the distinction between beliefs and culture.

Due to the importance of diversity in the work of organizations, the concept of diversity
management has emerged significantly, and has become one of the most important areas
of organizational management to achieve interaction between diverse people in terms of

culture, ethnicity, and others.

There is a set of laws and regulations that the organization implements to accept diversity,
reject discrimination, activate communication between the various workforces, and
overcome the negatives that result from this diversity (Jehn, Greer and Rupert, 2008;
Saxena, 2014). These laws and regulations help the diverse workforce to deal and

cooperate with each other to achieve the desired goals of the organization

At the end of the last century, organizations became aware of the importance of managing
this diversity and developing plans that achieve its advantages. The concept of diversity
management appeared in the late eighties of the last century in the United States of
America due to changes in the demographic composition of the workforce, where this

concept became known in most countries of the world.

Diversity management importance is highlighted through promoting competition in
attracting competencies, increasing employees' loyalty to the organization and their sense
of equality, and understanding the different environments of foreign countries in which
the Organization operates. Other important aspects are openness to new ideas, rapid
response to variables, facilitating the work of organizations on the international stage,

greater ability to solve problems, and understand foreign markets.



It can be said that organizations which are successful in managing diversity are increasing
their ability to obtain distinctive human resources. Furthermore, the diversity of ideas

increases the importance of the organization and gives it a greater ability to face problems.

To benefit from the diversity, the management of organizations must work to build an
organization that accepts diversity and avoids discrimination, inculcates acceptance of
diversity in employees, and monitors the behavior of managers to be free from bias. The
organizations that consist of similar groups of workers suffer from a lack of experience
and the ability to find appropriate solutions to work problems. As for organizations that
enjoy diversity, they deal with different points of view related to work problems, and this
increases the chances of finding different solutions of the problems.

Therefor a decision was made to review the literature on diversity and its role in
organizational performance, then to explore the role and importance of diversity in
language, cultural norms, and gender on the performance of humanitarian organizations
as well as exploring feelings and experiences related to this subject inside the
organizations. Another aim is understanding the challenges and difficulties diversity may

cause and the benefits it can bring to the workplace.

The research focuses on two important aspects of organizational performance, which are
the cooperation and beneficiaries’ satisfaction. Regarding cooperation, the impact of these
types of diversity on the ease of communication and trust within the workforce of the
humanitarian organization will be discussed, and the benefits and drawbacks that they
may cause will be explored. As for the satisfaction of the beneficiaries, the importance of
diversity in meeting the needs of the beneficiaries and delivering services to them will be
studied.

This thesis consists of two main chapters except the introduction and conclusion: Chapter
one examines the fundamental presumptions of diversity theory and ideas. The initial
segment of the chapter provides an overview of humanitarian organizations. Their
history, challenges, and the differences between them and profit organizations are all
discussed in this section. The diversity concept and assumptions of various researchers
on this concept are described in the second section. The last section concentrates on



organizational performance for humanitarian organizations and its factors and key
indicators. It also discusses theories and opinions of researchers about the impact of
diversity on organizational performance and organizational performance key indicators
in humanitarian organizations. Chapter Two of this thesis outlines the research objective
and describes the methodology, approach, and strategies employed to collect and
synthesize the theoretical material and findings. The process involves the interpretation
of research findings that are produced from interview transcripts and accompanying
notes. The ideas gained from the interviews are employed to thoroughly study and
investigate the theme category/selective codes. The chapter concludes with a citation of
a summary, and the discussion of topic areas is presented in a coherent and organized

manner. The last section presents the conclusions and the researcher's final reflection.



CHAPTER 1

HUMANITARIAN ORGANIZATIONS, WORKWORCE
DIVERSITY AND THEIR PERFORMANCE

When natural disasters, conflicts, or wars occur, humanitarian organizations work to
make sure that aid is delivered quickly and effectively. The concept of humanity is a
major guiding philosophy for these organizations. Regardless of color, religion, gender,
nationality, etc., everyone in need should be able to access lifesaving aid and receive
decent treatment. (Labbé and Daudin, 2015)

Nowadays, people around the world are facing a variety of problems and challenges.
Humanitarian organizations' objective is to assist and support groups in need, including

refugees, internally displaced people, and other groups (Ugwu and Onwuka, 2016).

Because humanitarian organizations realize that diversity of thought fosters more
creativity and innovation, many of these organizations in the humanitarian sector are

attempting to create workplaces that are more diverse and inclusive.

Although, as in many other fields, a person's skin color, ethnicity, religion, nationality,
gender identity, and a variety of other characteristics might affect whether they can work

and feel accepted by an organization (Sutton and Henty, 2019).

In this chapter, a literature review of the current state in the academic fields of
humanitarian organizations and diversity will be presented. The main concepts will be

discussed in detail to set the preliminary framework of the research.

1.1. HUMANITARIAN ORGANIZATIONS

As reported by the International Federation of the Red Cross and Red Crescent societies,
since the beginning of the twenty-first century, there have been more natural and man-
made disasters. All through the nineties of the last century an average of four hundred



and seventy disasters was reported annually, the amount has approximately risen to an
average of over 700 disasters since 2000. Considering the past decade, disasters due to
weather crisis have been multiplied exceeding geophysical disasters, remaining rather
unchanged by nine to one. It is estimated that 5 million people are subjected to temporary
displacement as the result of natural disasters. Floods are the most common natural
disaster, affecting an average of 140 million people annually, while droughts cause the
most fatalities. Civil war and other types of violence have much more severe
consequences. Every year up to 23 million people forced to leave their homes. Thirteen
million of them cross the borders and become refugees, and 10 million remain in the same
country as Internally Displaced People (IDPs) (The International Federation of Red Cross
and Red Crescent Societies (IFRC), 2004).

In the past 20 years, conflicts have usually made it very difficult to put international
humanitarian law into practice. Usually, these conflicts have intra-state nature and happen
in places where legitimacy of the state is weak or lacking. 90% of the victims of violence
are civilians, who are usually the direct targets of violence where the war is generally a

diffuse, dispersed, and large-scale conflict.

Humanitarian work is becoming increasingly challenging due to the difficulty in defining
belligerents' features and status and holding them obligated for obligations under
humanitarian law. Humanitarian organizations have been forced to review their missions
and diversify how they interpret principles in situations where international standards
seem unachievable (Hilhorst, 2002). Disasters particularly affect the least developed
nations in the world. In fact, 88% of those impacted live in countries with medium levels
of human development where more than 50% of disasters occur, although, countries with
poor levels of human development account for two thirds of disaster fatalities. Disasters
have significant economic and financial effects on the international community. From an
economic perspective, natural or man-made disasters can completely damage a nation's
infrastructure in a few minutes, negating years of investments and development progress.
Economic loss continues as long as businesses are hampered, and the afflicted
communities heavily sell their assets to fulfill their essential needs. Given the enormous
number of individuals affected by natural disasters and armed conflicts, the majority of

whom are especially vulnerable due to their concentration in underdeveloped regions of



the world as well as the resulting economic loss and expense, a closer examination is
necessary. Many countries that are exposed to disasters bear severe consequences for their
economy because the costs of responding to these disasters and then reconstruction are
taken from the state budget and may put it in large debts (Food and Agriculture
Organization of the United Nations (FAO), 2015).

Governments in areas affected by disasters are usually in charge of disaster management. But
most of natural and man-made disasters necessitate international assistance to overcome their
effects. The international community channels emergency finances mostly through
humanitarian organizations as a form of governance. Over the years, humanitarian
organizations have played a vital role in improving the condition of living of those of
externally and internally displaced persons in affected areas of disaster and wars (Samii,
2008).

Humanitarian organizations can be described as every non-profit organization that
contributes to the delivery of supplies, provides assistance to save lives, or helps those
affected to overcome their suffering. This is true regardless of the organization's size,
location, or thematic focus. This description does not include profit organizations and
non-profit organizations that do not work in times of crisis, but rather their work is limited
to the policy level such as defending the interests and rights of the vulnerable (Ryfman,
2007). The activities of humanitarian organizations focuses on need assessment, supply
of food, clothes and shelter, peace keeping mission, provision of security, performance

management among others (Mezzalama and Schumm, 1993)

Humanitarian actors should take all possible humanitarian actions wherever and
whenever the need arises. John Pringle and Matthew Hunt (2015) defined the
humanitarian action is described as the effective providing of relief to those in need. Aid
intends to prevent deaths, reduce suffering, and restore dignity during major emergencies

and in the aftermath of disasters.

The humanitarian actions should be established as per the principles of humanity,
neutrality and impartiality (Pringle and Hunt, 2015). These three principles represent the

core of humanitarian actions and every humanitarian organization must follow them.



They specify that every human being should be treated with humanity and receive life-

saving assistance when in need, regardless of color, religion, nationality, etc.

According to Ugwu and Onwuka (2016), the principle of humanity focuses on providing
assistance to everyone in need without prejudice, with the aim of reducing human
suffering irrespective of age, gender, race and religion where such incidents occur and
where immediate responses are required to resuscitate life. The principle of neutrality
focuses on providing assistance to end beneficiaries without any form of favoritism
against one person or group of persons during providing assistance. The concept of
neutrality is very similar to impartiality. The principle of impartiality also focuses on
treating everyone equally and fairly without any form of discrimination or preference
against one party or group of parties where immediate attention is required (Ugwu and
Onwuka, 2016). These principles make up humanitarian space and every party involved
in relief operation conforms to the rules governing humanitarian space because
humanitarian space represents a region of tranquility. “Humanitarian space" is a term
which was used for the first time in the nineties of the last century by the president of
Doctors Without Borders organization (Médecins Sans Frontieres MSF). It is a term that
refers to the environment in which humanitarian organizations operate away from the
interference of political players (Pringle and Hunt, 2015). On other hand, according to
Minear and Weiss (1993), humanitarian organizations had come to adopt a new
generation of principles including accountability and the need for appropriateness and
contextualization. Humanitarian organizations have, to different degrees, adopted
additional but not always equally compatible sets of principles such as human rights,
justice (directed to fair and equal relationships), sustainable development, and conflict

prevention and peace building (Minear and Weiss, 1993).

Humanitarian action should avoid insufficient, inappropriate or conventional help and
depicts a defiant, unrestrained, and innovative reaction to widespread human need under
terrible circumstances. This action also aims to address both serious objections of the
humanitarian endeavor itself as well as new sources of human misery. In doing so, it seeks
to promote self-determination, dignity, and autonomy rather than just a minimum
morality which aims to keep people alive regardless of the other needs and rights (Barnett,

2013). Today, human suffering and crises take complex and diverse forms, and this
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requires humanitarian work to expand and develop. Humanitarian aid now comes in
various forms such as complex medical procedures and therapies for specific diseases,
psychotherapy for rape and torture survivors, the rescue of migrants at sea, medical care
for asylum seekers, emergency preparation for the possibility of failing states as well as
for the terrible and impending effects of global climate change. International supply
chains and sophisticated evaluation tools enable context-specific, accurate responses that
use the latest technologies and a variety of talented individuals and specialists (Pringle
and Hunt, 2015).

Humanitarian organizations are independent of the work of governments and the aid
provided by governments. Humanitarian action should be far from any military actions,
and it is different from the word humanitarian intervention, which means military
intervention for humanitarian purposes, as the United Nations sometimes does in conflict
areas where the humanitarian situation worsens. But when conflicts occur, humanitarian
actors need to negotiate with the parties concerned to provide what is called the
“humanitarian space”, which is a geographical and conceptual concept in which

humanitarian organizations can provide their services to those in need (Lawry, 2009).

IFRC (2004) has identified possible problems that affect work outcome or performance
of different organizations during relief operations. These problems are as follows;
shortage of logistics experts, inadequate assessment and planning, delivery of wrong
goods and supply chain processes were mainly manual. Other problems also include
limited sharing of key information between agencies, communication gap or barrier
between different agencies, poor information management (gathering, dissemination,
collation, and organization) and lack of sophisticated information communication
technologies used in tracking and tracing of inventories on transit(The International
Federation of Red Cross and Red Crescent Societies (IFRC), 2004).

1.1.1. Humanitarian Organizations History

Henry Dunant can be considered as the "Godfather of Humanitarian Organizations”. He
and his friends established the Association of Friendships, a nonprofit organization that
later changed its name to the Young Men's Christian Association and went global. Dunant
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outlined the fundamental tenets of humanitarian action, including negotiating access to
individuals in need and giving care impartially; these tenets would later shape the
foundations of the Red Cross Movement and contemporary notions of humanitarian

action.

The Geneva Society for Public Welfare then formed a committee to go through how to
implement Dunant's suggestions. In October 1863, a group of five individuals known as
the International Committee for the Relief of the Wounded convened an international

conference with participants from 16 different nations.

The meeting led to the formation of the International Committee of the Red Cross (ICRC),
with recommendations that nations set up national committees to aid in the treatment of
the injured during times of war and peace as well as to prepare aid supplies and preparing
medical staff for potential conflict. The conference recommended focusing on the security

of the personnel attending to the injured while delivering medical care (Boissier, 1974).

Humanitarian organizations can be categorized into three categories. The first category is
organizations operating under the United Nations (UN) family such as United Nations
Refugee Agency (UNHCR) and the World Food Program (WFP). The second category is
international organizations such as the International Committee of the Red Cross (ICRC)
and the International Federation of Red Cross and Red Crescent Societies (IFRC), which
operate as a federation with country offices that are auxiliary to country governments.
The last category is non-governmental organizations (NGOs) such as CARE, Oxfam,
Save the Children, and Me"decins Sans Frontieres (MSF) (Byman et al., 2000).

The International Committee of the Red Cross (ICRC) is considered the first humanitarian
organization founded in 1863 to help victims of wars and internal conflicts. ICRC with
the National Societies (NSs) and the International Federation of Red Cross and Red

Crescent Societies (IFRC) form the International Red Cross and Crescent Movement.

The National Societies (NSs) are independent organizations provide services with the
government's support. Their governments provide around sixty percent of the funding,

and forty percent comes from profitability programs and donations. There are about 185
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NSs spread around the world. They provide services such as health services, disaster

relief, and helping war victims.

In 1919, NSs of the USA, UK, France, Italy, and Japan founded the IFRC. NS funds
approximately 50% of the IFRC budget. IFRC directs and manages the work of Red Cross
organizations in the world to deliver international aid to victims of wars and natural
disasters. It starts international appeals, gathers supplies and volunteers, and manages the
network’s relief efforts (International Committee of the Red Cross (ICRC), 2009).

There are other international humanitarian organizations besides ICRC and IFRC. One of
the most effective of these organizations is the International Organization for Migration
(IOM), which specializes in immigrant affairs, and works with governments to help with

immigrant issues.

Expecting ICRC and IFRC, there are several other humanitarian agencies with
multinational positions. (IOM) or the International Organization for Migration is one of
the most eminent one, the famous multinational agency interacting with incomes and

administrations to contribute sympathetic replies to newcomer crisis.

The United Nations includes four important working agencies that concentrate on various
aspects and sides of humanitarian issues. To take care of the most helpless section of the
population, for example children, UNICEF was established on December 11, 1946, as a
result of a unanimous resolution at the United Nations General Assembly's inaugural
session. The United Nations International Children's Fund, as it was then called, was
chosen to give children in post-World War Il Europe short-term support and help out to

fulfill the needs of children, looking after their rights and broadening their chances

UNICEF was funded entirely by voluntary contributions, and when the needs of the
children of Europe were met immediately after the war, UNICEF continued its work after
war as a United Nations organization, the only governmental agency dedicated
exclusively to children, mandated by the governments of the world to promote and protect
the rights of children, children and their well-being. Civil society organizations, including

international NGO partners, are heavily involved in UNICEF's work in the 158 countries
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in which UNICEF operates. The NGOs are also consulted at Headquarters on policy
formulation. Currently, UNICEF employs more than 7,000 people working in 155

countries around the world.

To protect the liberty and welfare of another group of unprotected people, asylum seekers,
in 1950 the UN founded the UN High Commission for Refugees UNHCR. Since, the
foremost and parallel organization on asylum-seekers, UNHCR has commanded to find
the solution to the asylum seekers' issues all over the world. To face world famine and
food disparity in the world, in 1963 the UN established is the World Food Program WFP.
In 1948 the world Health Organization WHO was set up to concentrate on health and the
events of health crises. WHO, the particular organization in UN category, is the leading
organization through all medical care crises like HIV\Aids and also ailments breakout
and their outcome (Kelley, 2008).

Following the violence and starvation that enveloped Biafra, Nigeria, a group of medics
and journalists established MSF in France in 1971. Their objective was to create a free-
standing organization devoted to provide prompt, efficient, and unbiased emergency
medical help. Regardless of ethnicity, religion, creed, or political orientation, MSF
delivers relief to impacted communities, victims of natural or human catastrophes, and
victims of armed conflict. MSF requires complete and unrestricted independence in the
performance of its duties since the organization is dedicated to the principles of neutrality
and impartiality in the application of international medical ethics and consideration of the
right to humanitarian aid. Members of the organization are expected to uphold the moral
standards specific to their line of work and to be wholly impartial toward any

governmental, corporate, or religious authority.

The UN developed the Office for the Coordination of Humanitarian Affairs (OCHA) in
1991 to improve and organize its action to natural disasters or events that lead to asylum
or internal displacement of people. Although humanitarian action are situation specified,
it usually involves the supplying of basic healthcare, shelter, water, food, vaccinations

and response to a disease outbreak.
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The UN Office for the Coordination of Humanitarian Affairs (OCHA) directs the work
of large and small humanitarian organizations to respond to crisis. Located in Geneva and
New York OCHA is a non-functioning agency which is directed by the Emergency Relief
Coordinator ERC. The UN Secretary General (SG) receives direct reports from the ERC
on humanitarian issues. OCHA supplies various services to the humanitarian societies. It
is the administration for Consolidated Appeal Process CAP, the Central Emergency
Relief Fund CERF and United Nations Disaster Assessment Coordination UNDAC.
CERF is a support plan for quick reaction and under-reported Crisis. It works with
investment collected through the CAP (Barnett, 2013).

Humanitarian organizations are not restricted to United Nations organizations; they
include a large number of organizations that are different in size, vision, field of attention,
religious association, founding country, etc. Because of that, International Council of
Voluntary Agencies (ICVA) and the Steering Committee for Humanitarian Response
(SCHR) are Consortiums which remarkably symbolize the sector. Interaction is American
- led multinational progress and humanitarian NGO confederation that intends to boost

human nobility and improvement in 165 countries worldwide.

The ICVA is a worldwide organization along with 70 human rights, humanitarian and
improvement NGOs. It is a Geneva led agency established in 1962. The SCHR is an
association for independent action (Jones and Stoddard, 2003). MSF is a free
humanitarian nursing aid agency that contributes medical help when needed and increases
knowledge of the anxiety of people supported. Oxfam is an improvement, aid and
promoting agency devoted to finding permanent formula to famine and offers support to
affected worldwide (Oxfam, 2013). CARE is devoted to struggle against worldwide
poverty-stricken people. CARE International World vision is a Christian aid and

improvement agency boosting the welfare of all people, especially emphasizing on kids.

1.1.2. How Humanitarian Organizations are Funded?

Humanitarian organizations receive funding from a variety of sources to support
their operations and activities because they are non-profit organizations. The
funding mechanisms may vary based on the size, scope, and mission of the
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organization. These funding sources are as follows (Inomata,2012; Bocquet et al.,
2020; Stoddard et al.,2017; Berman et al.,2006):

Government Funding: Humanitarian organizations may obtain financial assistance
from governments at both the national and international levels. Governments may
provide funds to these groups to help with disaster relief, development projects, and

humanitarian aid programs.

Private Donations: Donations from individuals, foundations, and philanthropic
organizations play a significant role in funding humanitarian organizations. These

donations can be in the form of one-time contributions or regular ongoing support.

Corporate Partnerships: Humanitarian organizations may collaborate with
businesses and corporations through corporate social responsibility (CSR)
initiatives. These partnerships can provide funding, in-kind donations, and expertise
to support humanitarian projects. Donations from corporations can have several
benefits for the companies. Corporate donations enhance a company's reputation and
public image. Being associated with philanthropic activities can improve brand
perception and increase customer loyalty, as consumers tend to support socially
responsible businesses. Companies can use donations as part of a company's public
relations and marketing strategies. Highlighting philanthropic efforts in promotional
materials can attract positive media attention and raise awareness about the

company's values (Selsky and Parker, 2005).

In fact, these resources are not sufficient due to the growing humanitarian needs
around the world, humanitarian organizations suffer from a lack of resources.
According to website of the United Nations Office for the Coordination of
Humanitarian Affairs (OCHA) which is a United Nations (UN) agency responsible
for coordinating humanitarian response efforts and mobilize financial resources to
fund humanitarian operations, only about 24% of requirement fund for humanitiran
operations is covered in 2023(OCHA,2023).
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1.1.3. Key Points in the Work of Humanitarian Organizations

In the field of humanitarian work, the effective and ethical functioning of organizations
is pivotal to achieving their mission of alleviating suffering and making a positive impact
on communities in need. This necessitates a robust framework and well-defined practices
that guide the organization's actions, decisions, and interactions. The foundation of these
practices is built upon key principles, structures, and processes that ensure transparency,
accountability, and efficient operations. In the following, four key elements that underpin

the seamless operation of humanitarian organizations these are:

1. Governing Documents: It is a set of data that is precisely defined to define the
reason and mission ,and objectives of the Organization and is guided by the Organization,

drafted by the elected Board of Directors in a clear, transparent ,and democratic manner.

The organization should consider the elected board responsible for dealing with
organizational issues and actively participating in organizational planning, financial
planning, and community involvement. Basic details of the Board of Directors should be
posted on various platforms such as the Annual Report and websites (European

Commission, 2022).

2. General Assembly Annual Meetings: General Assembly Annual Meetings are
crucial to gather all relevant parties to talk about the issues and strategy. Many important
matters, such as administrative and financial programs, are considered during the annual

general assembly meetings (Openshaw and Sinclair,2017).

3. Policies for employees: Policies and procedures for the fair and transparent
recruitment and compensation of staff must be put in place, and humanitarian
organizations are subject to monitoring by various regulatory bodies and whistleblowers
(DGCS-NGO,2015).
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4. The decision creation process: In the work of humanitarian organizations, it is
necessary to determine the source of important and unimportant decisions, through an

accurate distribution of tasks (Campbell and Clarke, 2018).

For various reasons, organizations should regularly audit various aspects, such as
operating system audits, financial audits, etc. This can be done by internal or external
auditors or both ,it provides an accurate assessment of the direction of the organization's

activity, whether it achieves the plans set or not (Campbell and Clarke, 2018).

1.1.4. Challenges and Problems

The leading target of humanitarian agencies (Ballou, 2007) is to deliver proper products
and aids to the right place given to the true people in need at the perfect time, thus the
target of humanitarian organizations is to find artful, effective and productive ways to

complete their activities (Tomasini and Wassenhove, 2006).

Humanitarian organizations in order to accomplish their mission and supply aid must
overcome several internal and external obstacles. Researches support that there are two
kinds of risk that influence the efficacy and the productivity of humanitarian
organizations that include disturbance and cooperation risk. The disturbance risk
corresponds to the geographical scattering, while the coordination risk relates to
guaranteeing that supply and demand are in line with one another (Tomasini and
Wassenhove, 2009). To achieve removing the coordination risk in an economically
feasible manner, there should be a cooperation among essential players, for instance
between humanitarian organizations and service providers (Schulz and Blecken, 2010;
Mason et al., 2007). This cooperation is difficult to achieve without learning how to work
together and overcoming communication barriers caused by differences such as language
and culture differences (Mason et al., 2007; Karuppiah et al., 2021). Workforce diversity,
encompassing differences in cultural backgrounds, perspectives, and skills, can affect the
ease and effectiveness of collaboration between humanitarian organizations and other

stakeholders, such as service providers or local communities (Schulz and Blecken, 2010).
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The lack of cooperation and communication may result in another issue for organizations:
knowledge sharing (Thomas and Kopczak, 2005). IFRC (2004) has identified some
problems include; limited sharing of key information between agencies; communication
gap or barrier between different agencies; poor information management (gathering,

dissemination, collation, and organization)

Schulz and Blecken (2010) noted that, the performance of humanitarian organizations is
impacted by the absence of inter-organizational interaction (Schulz and Blecken, 2010).
A critical reason for failure of inter-organizational interaction consists of cultural
differences among the members who are coming from culturally and institutionally
different societies (Hofstede et al., 2010).

1.1.5. The Differences between Humanitarian Organization and Profit

Organization

Many studies showed the differences between humanitarian organizations and profit
organization from different perspectives such as O’Neill and Young, 1988; Moore, 2000
In the following sections, the main differences according to some previous studies will
be shown (O’Neill and Young, 1988; Moore, 2000).

Goals

Saving lives and easing the pain brought on by disasters are the fundamental objectives
of humanitarian organizations. Instead of focusing on making money, each organization
works to fulfill its social goal and mission (Balcik et al., 2010). Meanwhile humanitarian
organization must pay attention to the financial aspect, despite it being not a goal, as it is
essential to its continuity and mission (Kaplan, 2001) On the other hand; the main goal
of profit organizations is making profits and providing satisfactory financial returns to
shareholder interests. The products and services delivered are the means to gain money
(Boland and Fowler, 2000).
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Revenue Sources

A key distinction between humanitarian organizations and profit organizations is the
funding or the source of revenue sources. Humanitarian organizations rely on a mix of
funding sources, including donations from individuals, foundations, corporations, and
governments. They may also receive grants from international organizations or pursue
fundraising initiatives. Funding for humanitarian organizations is often project-based,
with specific funds allocated for emergency response, development programs, or
advocacy campaigns. In contrast, the revenues generated through the sales of goods and
services to clients serve as the defining source of funding for profit organizations (Moore,
2000). In other words, humanitarian organizations obtain their funding from individuals
and groups who do not seek financial gain, while profit organizations' revenue sources
are from customers who buy products and services for their personal advantage
(HENDERSON, CHASE and WOODSON, 2002)

Stakeholders

Freeman (1984) clarified stakeholders as any person or group that has the potential to
influence or is influenced by the accomplishment of an organization's targets. Each profit
organization has clearly defined stakeholders. The primary stakeholders in a typical
organization are its investors, employees, customers, and suppliers (Freeman, 1984).
Humanitarian organizations, on the other hand, have a wide range of stakeholders, each
with a unique set of needs and aims. Donors, staff, volunteers, and beneficiaries all are
stakeholders for humanitarian organizations (Speckbacher, 2003). Humanitarian
organizations are driven by the supply (donors), whereas profit organizations are driven

by the demand (customers)(Tomasini and Wassenhove, 2009).

1.1.6. Differences between Humanitarian Organizations and Public

Organizations

Humanitarian organizations also differ from what is known as public organizations.
Public organizations, also known as government organizations or public sector entities,

encompass a wide range of institutions and agencies that operate at various levels of
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government to provide public services and implement government policies. In the
following, some key differences between the two will be discussed (Kaplan, 2001,

Tomasini and Wassenhove, 2009; Rainey, Fernandez and Malatesta, 2021):

1. Focus:

As mentioned before, humanitarian organizations are primarily focused on providing
assistance and support to people affected by crises, disasters, or conflicts. Their main goal
is to alleviate human suffering, protect human rights, and promote the well-being of
vulnerable populations. Humanitarian organizations often operate in areas where there is
a lack of basic necessities, such as food, water, shelter, healthcare, and education. While
public organizations are typically responsible for providing public services and
implementing policies on behalf of the government. Their focus can vary widely,
covering areas such as health, education, infrastructure, public safety, environmental
protection, and social welfare. Public organizations are accountable to the government

and aim to serve the general public.

2. Structure and Governance:

Humanitarian organizations are often independent entities with their own governance
structures, including boards of directors or trustees. They rely on the dedication of
volunteers, partnerships with other NGOs, and collaboration with governments to carry
out their humanitarian work. Public organizations are part of the government structure
and are established and funded by the government. They operate under specific legal
frameworks and have hierarchical structures with clear lines of authority. Public
organizations are governed by laws, regulations, and policies set by the government and

are accountable to elected officials or appointed authorities.

3. Funding:

As presented before, the main source of funding for humanitarian organizations is
donations. On other hand, public organizations are funded through public resources, such

as taxes and government budgets. Their funding comes from the revenue collected by the
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government, and their expenditures are allocated based on public priorities and
government budgets. Public organizations may also receive grants or funds from
international organizations or partnerships with other governments for specific projects

or initiatives.

It's worth noting that there can be some overlap between humanitarian organizations and
public organizations. Public organizations may engage in humanitarian activities during
emergencies or crises, and humanitarian organizations may collaborate with public
organizations to coordinate relief efforts or advocate for policy changes. The specific
roles and responsibilities of these organizations can vary based on the context and the
nature of the crisis or issue they are addressing.

1.2. WORKFORCE DIVERSITY

With the increasing globalization, there is a move towards a world in which barriers to
cross border are tumbling and perceiver distance is shrinking due to advances in
transportation and telecommunications technology. In short, it can be said that day by day
the world is becoming a global village due to globalization and because of this, workforce
is becoming more diverse. A diverse workforce is a reflection of the continuous vast
changes in the world. Modern companies remove the barriers that formerly separated
workers of different backgrounds (Saxena, 2014). Many researches have been written on
this subject and the idea of diversity has become more prevalent in management literature.
Although there is no specific definition of workforce diversity, it can refer to the variety
of differences among people in an organization. Diversity is the recognition,
understanding, acceptance, and value of individual variations with regard to age, color,
religion, disabilities, sex, etc. Diversity could be related to factors including: age, gender,
culture, education, employee status, physical appearance, family status, regional origin,
national origin, thinking style, religion, and race. People are also different in their

perspectives and prejudices (Agrawal, 2012).

Knippenberg et al, (2004) defined that the term "diversity" refers to individual differences
in any characteristic that could cause someone to believe he/she is different from the
others (Knippenberg, de Dreu and Homan, 2004). Diversity, according to Harrison and
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Sin (2006), can be summed up as the overall level to which individuals of a social group
differ from one another.

Harrison and Sin acknowledged that this description could be described any differences,
but they recommended that given the specific research context and theoretical orientation
toward teams, researchers to stick to factors such as demographics, abilities, cognitive
styles, perceptual orientations, personality dimensions, values, attitudes, and beliefs that
are relevant to the functioning. A second group of researchers often uses a broad approach
when looking at group member characteristics. In truth, all people may have traits that set

them apart from other people in the broadest sense (Harrison and Sin, 2006).

Diversity makes the workforce heterogeneous and on the basis of the above statement,

Saxena has prepared the following model (Figure 1.1)
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Figure 1.1 Model for Wokforce Diversity
Source: Saxena (2014, p.77)

Today, hiring a varied work labor is a need for any organization. It suggests a chance for
organizations to establish a competing benefit. A majority of organizations are making
use of team working including staff with diverse experiences, skills, awareness, and
backgrounds to increase the competitive benefit by enhancing internal operations (Cox
and Blake, 1991). It has been viewed by several employers as a motivator for their

continuation and a means for entering new markets. Based on Kundu and Mor (2017),
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there is an increasing tendency from peoples to participate in organizations that appreciate
diversity and praise diversities (Kundu and Mor, 2017). To create an inclusive work
environment that guarantees justice, engagement, acceptance, and fair chances for staff
irrespective of their differences, organizations have begun to routinely examine and
update their diversity-related policies and actions (Healy, Kirton and Noon, 2010). In
western countries, organizations hold a long record in applying positive
activities, identical open positions and other diversity-related tools that assure the decent
presentation of minority groups in the organization. This may happen as a consequence
of efforts by these organizations to create diverse workforce, and this usually requires
seeking, selecting, training, and keeping a varied team of exceptional employees
irrespective of their differences to improve the performance of the organization(Nishii,
2013)

The relationship between the diversity of workforce and the performance continues to be
a key concern in the study of organizational behavior. In modern organizational theory,
diversity is generally pictured as a two edged sword. At one side, the diversity supporters
emphasize the beneficial benefits of variety on team outcomes, while adversaries argue
that numerous irreconcilable differences among diverse members cause inefficient team
relationships, communications, and poor performance (Williams and O’Reilly, 1998).
Many analysts have discussed that group diversity has an affirmative effect on
performance for particular cognitive features that people transfer to the group. Diverse
work teams bring value to organizations. Considering and giving more attention to the
individual differences will benefit the workplace by creating a competitive edge and
increasing work productivity. Joseph and Selvaraj (2015) agreed with that, and they
identified workforce diversity as one of the strategic capabilities that will add value to the
organizations over their competition (Joseph R. and Selvaraj, 2015). Another researcher
thinks that work connected diversity was actually connected to both quality and quantity
of group outcome, but, biological human demography diversity was not remarkably
connected to group outcome (Horwitz and Horwitz, 2007). Similarly, individual
performance is deeply affected by diversity; the positive results of diversity would work
as substantial and also external motivating elements for the employees and boost staff

involvement. Diversity in the work site can decrease prosecution and expand marketing
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chances, enrollment, innovation, and work representation. Jim Morris (2018), pointed out
in his essay “ five advantages of a diverse workplace no one is talking about, that it's
simple to concentrate on the more evident benefits of a diverse worksite, reducing costs
or the satisfaction that comes from exhibiting diversity as a strength of the
company”(Morris, 2018). However, there are a lot of less evident benefits, which are
embedded in the sensational improvement that happens when people take part in different
actions, join in diversity acceptance training activities, and completely welcome diversity
and involvement in their organization. The first one is that individuals get used to thinking
and showing their feelings through involving in discussions about diversity, which drum
emotional sensitivity that extends into family or romantic bonds. At work and at home,
realizing what you do not understand can be a liberating experience for your emotions.
The second benefit is employee involvement. Diverse workplaces impose in-depth and
perhaps challenging dialogues amongst employees who are given chances to be mindful
of unconscious prejudices and listen to others point of view actively. Deeper participation
inside the organization and among the workforce is correlated with high job satisfaction.
The next positive side is expanded innovation and creation capacity because diversity
helps people to have an open mind and that increases their ability to see problems from
different angles. As a result, an environment that values diversity will certainly result in
more invention. Another benefit of diversity is that it helps organizations better express
their beliefs and overall roles in the community. Having a varied staff facilitates this

process.

Operating in a global and diverse organizational environment is the final benefit Jim
mentioned. People who work in diverse environments may be their true selves at work,
which allows them to connect with others more intimately. Today, the capability to
interact with people from various origins and cultures is considered a tremendous asset

in the global business world (Morris, 2018).

The workers in diverse work environment generally experience interaction issues, low trust,
stress, attendance problems and low job satisfaction that negatively affect the performance
of the organization (Zenger and Lawrence, 1989; Tsui, Egan and O’Reilly, 1991; Elfenbein
and O’Reilly, 2007). Tsui his colleagues (1991) have stated that when employees are

distinct from their colleagues, they normally feel uneasy and have poor levels of
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organizational engagement. Organizational diversity can be hindered by negative attitudes
and behaviors because they can affect colleagues' relations, morale, and performance (Tsui,
Egan and O’Reilly, 1991). Discrimination, prejudice and stereotyping are unfavorable
attitudes and actions that should never be employed by management in employing,
retaining, or terminating staff since they could result in expensive legal action. Negative
consequences of diversity, such as time and financial losses, should not be disregarded
(Green et al., 2002)

The fundamental factor that determines whether diversity has a positive or negative effect
on an organization is diversity management. Positive outcomes will result from
effectively managing the workforce's diversity. Ineffective management could have
unfavorable effects (Healy, Kirton and Noon, 2010). Managing diversity is an exhaustive
procedure to provide a work atmosphere that involves everybody and it goes beyond
dealing with people differences. It is about appreciating the power and understanding the
difficulties, fighting discrimination, encouraging equity and establishing safe

environment where all the employees have same rights and opportunities (Pelled, 1996).

Diversity management can be categorized into two types (Syed and Tarig, 2017):

1- Local: It is management of human resources within the same homeland of all kinds
(citizens or immigrants)
2- National: It is management of human resources in different countries, whether they

are citizens or immigrants

Diversity management has thus become one of the most important areas of management
in organizations as a way to help organizations respond to the diversity evident in the
labor market so that no one is discriminated based on culture, race, sex, and religion.

Where it can be said that diversity is to find more human resources to increase creativity.

Diversity management achieves features for organizations such as (Amaram, 2007,
Ansari et al., 2016):
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a) Low cost due to lack of absence.
b) More competition due to multi-talent.
c) Achieve justice.

d) Improve the image of the organization globally.

Employees will benefit from the beneficial effects including enthusiasm, information and
experience transfer, innovation, and enhanced decision making when the organization
provides a supportive atmosphere for workforce diversity (Amaram, 2007). Therefore,
they will work as a stimulant for the organization's development. However, if the diversity
of the workforce is not appropriately dealt with, the consequences will be
misunderstanding, emotional battle, unrest, and finally to loss of workforce. The
diversity, in this case, will turn into a drawback to the organization's progress. Therefore,
organizations need to learn how to manage to diversity to be successful, especially since
most organizations have diverse workforce these days, and it is also important to use
management tools in a heterogeneous workforce to inform everyone about concerns

related to diversity such as regulations and laws (Jehn, 1995)

Since many organizations in the humanitarian field assume that a variety of views brings
more productivity and new ideas, they try to create a better diverse, and comprehensive
workplace (UNHCR, 2019). Leadership team in the humanitarian sector perform more
effectively when they are more inclusive and varied. Teams with inclusive and diverse
leadership perceive their leaders as being more receptive to and responsive to the opinions
of communities and colleagues, making better judgments, managing risk, and

encouraging innovation (Sutton and Henty, 2019)

Several organizations are carrying out methods to promote diversity and
comprehensiveness. These involve inside employees analysis to realize existing obstacles
for various communities, establishing special chains like LGBTI networks, setting up
enrollment measures, enhancing expert progress chances and creating diversity and

comprehensiveness strategies and carrying out projects.

For instance, UNHCR applies some programs such as launching a staff-led diversity,

inclusion, and gender equity project is one way to encourage a more diverse and inclusive
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workplace. This initiative supports an open discussion of issues including language
inclusion, handicap, sexuality, gender, and ethnicity while compiling stories of diversity
challenges in the workplace. (UNHCR, 2019).

In many cases, diversity in humanitarian organizations is essential to deliver the aid to
people in need. There is a valid hypothesis that organizations with more diverse and
inclusive teams could potentially deliver more inclusive humanitarian action and engage
more meaningfully with affected populations. The victims are seen as socially and
economically diverse, and frequently politically motivated players rather than as merely
help recipients. Staff members must to be knowledgeable and prepared to deal with the
difficulties they face (Grunewald, 2003)

During a disaster, humanitarian workers frequently deal with frustrated, powerless
beneficiaries and groups that feel as though their lives are in danger and that the
humanitarian organizations are likely their only option for assistance. Sometimes, a lack
of cultural understanding and awareness might compromise an organization's good
intentions (Ismail, 2017). International groups working to reduce disaster risk may
encounter cultural barriers when working with communities at risk, which may lead to
social vulnerability. The implementation of development projects that are culturally
incompatible will consume resources and raise risk if there is no engagement with culture
(Johnson, K., Wahl, D. and Thomalla, 2016) International groups working to reduce
disaster risk may encounter cultural barriers when working with communities at risk,
which may lead to social vulnerability. The implementation of development projects that
are culturally incompatible will consume resources and raise risk if there is no

engagement with culture (Ismail, 2017)

Language may be a major obstacle to the work of humanitarian organizations in
responding to disasters, because the exchange of information and building cooperative
relationships to deliver the required services require effective communication, which
cannot be achieved without a correct language communication. Good language
communication can be hampered by language differences and the provision of
appropriate translation (Hunt et al., 2019). For humanitarian work, linguistic diversity has

been noted as a communication difficulty, particularly where there are several national
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languages and poor literacy rates. This issue can be a chief obstacle to giving assistance
to the aimed recipients of just regarding language but based on the way people interact
with each other and with the changing environment (Karjalainen and Soparnot, 2012).
When the beneficiary does not speak a language that the workers in humanitarian
organizations can understand, there may be a risk of not obtaining appropriate assistance
or obtaining fair treatment, and this endangers the principle of impartiality in the
humanitarian organization (Slim, 1997). Many examples demonstrate that providing
proper translation during times of crisis is ethically justifiable by the possible advantages
delivered and the potential damages avoided. It moreover shows respect for language
minority communities in distress. Interpretation and translation are crucial in
environments of linguistic and cultural variety for effective communication and

awareness of the needs and values of various groups (Hunt et al., 2019).

Humanitarian organizations should include workers with different genders to ensure
adequate access to all beneficiaries and properly adapted responses. The shortage of
female employees in organizations has been identified as the main reason for the inability
to provide protection for female refugees, according to assessments conducted in the past
decade. This shortage is a significant barrier to gathering information from female
refugees and handling the protection challenges they encounter. For instance, female
refugees do not look for medical care, as there was no female doctors. As another
example, in several instances the absent of gender diversity in field sites may lead to
victims of gender-based violence failing to disclose abuse (Women's Commission for
Refugee Women and Children, 2002).

According to our literature review, language barriers, lack of gender diversity and lack of
knowledge about cultural norms and values represent very serious challenges to deliver
humanitarian aid to beneficiaries. Therefore, in this study there will be a focus on these
three types of diversity and try to find out their importance, positive and negative impact

on humanitarian organizations performance.
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1.2.1. Gender Diversity

Gender can be defined as the roles, attitudes, activities, characteristics, and opportunities
that any culture deems proper for girls and boys, as well as women and men. Gender
reflects the attitudes, feelings, and actions associated with a person's sex in a certain
culture. The criteria for differentiating between the genders relate to cultural expectations
and any behavior that does not conform to these expectations is considered as gender non-

conformity (Manandhar et al., 2018).

Gender diversity, which is concerned with the equitable participation of males and
females in the workplace, is a crucial component of diversity. Forty percent of all workers
are women. Less than ten percent of workers in some industries, such as engineering, are
women, and despite several initiatives, there has not been much of an impact on those
numbers. It is still difficult to close the gender gap and guarantee women's equal
involvement and participation in these areas. Today's business world faces a challenge in
making the correct hiring decisions and finding the right individual for the appropriate
job. Thus, there is a necessity for an efficient proficiency structure evaluation for checking
everyday workforce job without considering being a man or woman to keep a more

unbiased career plan (Bennaceur et al., 2018).

When team members are socially and gender diverse, there are different beliefs and
expectations, which allow them to get to know different points of view and learn how to
change their behavior to adapt with the rest of the team members. When the people in a
group realize that there are social diversities, their perspectives will be changed. They
will be prepared for various ideas and viewpoints. Thus, a hard work will be required to
reach to a harmony. This represents an advantage and disadvantage of diversity. In diverse
environments, people interact with a great effort both intellectually and culturally. It
might not be so desirable, but the great effort can end in improved results (PHILLIPS,
2017). Bennaceur et al (2018) conducted a survey among employees in several
organizations about their opinion on the importance of gender diversity for the success of
the organization. The results of the survey strongly indicate that employees believe that
diversity is important to the success of their organizations by 87%, while the opinion of

7% of them is the opposite and 6% are neutral(Bennaceur et al., 2018). This goes along
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with Farrell and Hersch (2005), Smith et al. (2006) and Kebede (2017), they have found
a link between gender diversity and organizational success(Farrell and Hersch, 2005;
Smith, Smith and Verner, 2006; Kebede, 2017).

Based on empirical evidence that demonstrates the importance of gender diversity in
decision-making, Johnson, 2017 investigated the relationship between gender diversity
and risk management. He suggested that financial services institutions may lower risk by
using more gender diversity in their leadership top positions and the study pointed out
that the relation between risk management and gender diversity needs more
exploration(Johnson, 2017). The team which includes diverse genders, its financial
performance is better, especially when women hold a considerable portion of managerial
positions as well as the relationships between the colleagues and the team productivity
are improved (Hoogendoorn, Oosterbeek and van Praag, 2013). Josh et al. (2015)
emphasizes that gender diversity provokes extra economic turnovers by boosting
productivity (Joshi et al., 2015).

Successful management of gender diversity results in advantageous organizational results
like opening up new markets, establishing a great brand, and increasing staff loyalty.
Heterogeneous groupings offer diversity benefits including creativity and coming up with
fresh ideas (Solakoglu and Demir, 2016), but managing gender diversity successfully is
significantly difficult, particularly when it comes to the top management team.
Organizations that seek to manage diversity effectively must take into account that the
old management style, which relies on homogeneous policies applied to all employees, is
not aligned with diversity management, which cares about and appreciates differences
between individuals and respects different points of view, and that adhering to old policies
may bring negative results from diversity. This point is also discussed by Ansari et al.
(2016) in a study with title "Diversity Management: Towards a Theory of Gender
Sensitive Practices"”. The study argued that, the so-called gender-neutral policies are in
fact policies that serve males only and constitute an obstacle to the success and
performance of female employees because they do not take into account the additional
responsibilities of females. For example, in the 24/7 system, there is an implicit exclusion
of women, as most of them will not be able to meet the requirements of this system

because of their personal obligations towards their families and children. Women fight to
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meet the requests of their professional lives, moreover to their basic duties of taking care
of family and the home. Women seem unable to take advantage of possibilities for human
capital or career improvement due to their house/ family tasks. As a result, they are unable
to meet the requirements for advancement in the Service and lag behind compared to men
(Ansari et al., 2016).

Greene and Kirton (2010) examined the development of diversity management policies
in the UK. The authors found that diversity management policies have become more
comprehensive and strategic over time in UK organizations, and that there is now a
greater focus on creating inclusive cultures and promoting diversity throughout the
organization, rather than simply addressing equal opportunities and addressing barriers to
diversity and equality in the workplace. However, the study suggests that the shift towards
diversity management can potentially undermine the gender equality project and that
different understandings of equality and diversity exist in organizations and may
influence how people understand themselves and others. They also found that there is still
need for improvement, and that many organizations are struggling to effectively
implement and measure the impact of their diversity management policies. The authors
highlighted the role of diversity practitioners in promoting diversity and inclusion and the
importance of senior leadership commitment and engagement for the success of diversity
management efforts (Greene, 2010).

1.2.2. Language Diversity

The term “language diversity” refers to the presence of multitude of speakers of different
native languages” (Lauring and Selmer, 2012). It is not new to speak many languages at
work. However, in the globalized world, the unprecedented level of mobility of people
and businesses results in complex linguistic landscapes. Because of that, today most of
organizations have experienced a linguistically diverse workforce. Due to international
business agreements and population migration, many organizations now have a

diversified language and cultural workforce (Mahili and Angouri, 2015).

Language diversity indicates the variety of languages spoken by individuals and the
diverse ways in which they understand and interpret messages due to their unique
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backgrounds and experiences. The same statement is interpreted quite differently by
listeners from various speech communities. Based to their varied origins, they frequently
employ various interpretive techniques (HENDERSON, 2005).

Language diversity is a “double edged sword” that generates both positive and negative
results (Minbaeva, Fitzsimmons and Brewster, 2021). No matter the size of the
organization, the ability to meet the needs of clients and customers in the age of
globalization will ultimately lie in meeting their language needs. English is a corporate
language adopted by many organizations, however, many of these organizations employ
people who speak other languages. The ability to speak several languages and knowledge
about cultures and religions could be important human capital resources influencing

organization performance (Lazear, 1999).

The language diversity is important for all departments in an organization, but the demand
is highest in client-facing functions, where employees interact with customers from
different language groups. Language is very important in personal interactions between
customers and service provider. If a common language is not shared, it can negatively
affect the communication and overall service experience. While the language used by the
service provider can affect customer behavior, the customer's language is prioritized in
these interactions, as it is a crucial factor in building a positive and effective relationship
between the customer and the service provider. Most customers prefer that service
interactions be conducted in their first language. Consumers' emotional responses to
language have been shown to go beyond simple communication (Holmqvist, 2011).
Research on language diversities have been conducted in medical care where it has been
identified that clients or patients like to communicate through their first language even

when they are can speak in second language fluently (Fernandez et al., 2004).

Knowledge sharing is crucial in organizations as it allows employees to learn from each
other and find better solutions to problems. Linguistic differences, if managed properly,
can add value to the knowledge-sharing process by bringing diverse perspectives and
ideas to the table but at the same time, it may make the interaction and communication
harder among the colleagues, so they need extra effort (Ghaznavi et al., 2012).



33

To take advantage of the benefits brought about by language diversity, there should be
acknowledgement of the challenges that come with it. Minx (2008) considered language
differences to be the biggest challenge faced by multicultural teams when employees are
not able to communicate and express their ideas in their mother language (Minx, 2008).
Many researches have shown that language barriers can create communication
difficulties, leading to misunderstandings and miscommunications, causing friction in
relationships, lowering trust and affecting the overall atmosphere (DiStefano and
Maznevski, 2000; HENDERSON, 2005).

Research indicates that functioning in a multilingual environment can pose significant
challenges and contribute to conflicts and difficulties in forming effective relationships
among team members. These difficulties can arise from issues in both task-related
communication and in the formation of interpersonal perceptions and attitudes. This is
due to differences in communication styles, which can be unfamiliar and lead to
misunderstandings. Studies of teams who use English as their common language have
shown that obstacles to effective communication are faced not only by non-native
speakers, but also by native speakers (lles and Kaur Hayers, 1997; Schweiger, Atamer
and Calori, 2003)

Cooperation and discussion with coworkers can result in the creation and acquisition of
knowledge, leading to increased productivity and ultimately reflected in the performance
of the organization. The language used in these interactions plays a crucial role in
determining the ease of knowledge sharing. Research has found that in multilingual
organizations, there is a language hierarchy that affects access to information. Employees
who speak the language of the parent company are less likely to build knowledge sharing
connections with those who speak a different language. This is because most key
positions in the organization are held by individuals from the home country, and the
ability to speak their language allows for the development of relationships and access to
important information. However, this can lead to decreased motivation to connect and
share knowledge with others (Ahmad, 2017).

Employees often turn to their personal knowledge sharing networks for efficient

acquisition of knowledge (Ghaznavi et al., 2012). These networks can form intentionally,
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as a result of the need for knowledge from skilled colleagues, or spontaneously through
daily conversations, small talk, and social activities in the workplace. However, a lack of
proficiency in the corporate language can lead to an avoidance of interaction between
non-native speakers, as they may be hesitant to engage in situations where their language
deficit is exposed (Park, Sun Dai Hwang and Harrison, 1996). As a result, they may tend
to communicate primarily in their native language with those who share a similar
linguistic background, leading to connections between linguistically similar individuals
and a lack of interaction with those who do not speak their native language (Ahmad and
Widén, 2018).

1.2.3. Cultural Norms

Culture can be described as the collective mental programming that sets apart members
of a particular group or category of people from others. Although it is always a group
phenomenon, it can be linked to different groups (Hofstede et al.,, 2010). Culture refers
to a set of shared behaviors, knowledge, values, beliefs, experiences, and traditions among
a particular group of people that is different for each individual and passed down from
one generation to the next. This definition can also be applied to national culture, which
encompasses the shared values and beliefs of people within a nation (Ford, Connelly and
Meister, 2009).

Culture is comprised of both explicit and implicit patterns of behavior and is
communicated through symbols. It represents the unique achievements of human groups
and includes the embodiment of these achievements in artifacts. The core of culture
includes traditional ideas and their attached values. Culture systems can be viewed as
products of past actions, or as conditions for future actions (Adler, 1997)

Cultural norms refer to the established expectations of behavior and thoughts based on
shared beliefs within a specific cultural or social group. These norms serve as the
standards of conduct and are integrated systems of beliefs and practices that characterize
a cultural group (Encyclopedia of Public Health, 2021). Cultural norms are acquired and
reinforced through upbringing, shaped by the influence of parents, friends, teachers, and
other key figures in society. They are evident in the forms of government, education,
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family, religion, and other political and economic systems, which reflect basic cultural
patterns (Jones, 2002).

Although they may not be explicitly stated, cultural norms provide a social code of
behavior that governs what is considered acceptable or not in interactions among
individuals. They are the shared expectations and rules that guide the behavior of people
within social groups. Cultural norms provide a reliable framework for daily living and
play a crucial role in promoting the health and well-being of the group. Cultural norms
serve as guidelines for correct and moral behavior, giving life meaning and coherence,
and helping individuals attain a sense of integrity, safety, and belonging (McKay and
Whitehouse, 2015). These normative beliefs, along with related values and rituals,
provide a sense of order and control in areas of life that may otherwise seem chaotic or
uncertain. Cultural norms help people navigate their daily experiences, offering a
structured approach to decision-making and problem-solving, which can improve their
overall sense of security and well-being(Cialdini, Reno and Kallgren, 1990).

Cultural norms theorists distinguish between descriptive norms and injunctive norms.
Descriptive norms refer to beliefs about the common behavior in a particular reference
group, while injunctive norms refer to beliefs about how one should behave to gain social
approval and avoid disapproval in the reference group (Muldoon et al., 2014).

These two types of norms are believed to have separate motivational forces, with
injunctive norms motivating through the threat of social sanctions, while descriptive
norms motivate by inference from what is typical to what is deemed a reasonable course
of action (Cialdini, Reno and Kallgren, 1990). In other words, people may conform to
cultural norms in order to gain acceptance and avoid disapproval, or because they see it
as the norm based on their observation of others. This distinction highlights the complex
interplay between individual behavior and the cultural norms within a group. Cultural
norms give rise to cultural practices. Cultural practices are the shared ways in which
people routinely behave within a culture and are guided by cultural norms. Values, on the
other hand, are shared ideals and beliefs of a culture. Norms shape and control the
behavior of people in a culture, and as a result, they are linked to cultural practices
(Schwartz, 1999).
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Norms both influence and are influenced by cultural practices. They prescribe certain
behaviors and, once these behaviors become routine within a culture, they become
cultural practices (Wan et al., 2007). In other words, cultural norms act as a driving force
behind the development of cultural practices, and cultural practices can also reinforce
cultural norms. The relationship between cultural norms and cultural practices highlights
the dynamic nature of culture and its ability to change over time. Cross-cultural
misunderstandings can arise due to differences in cultural norms. Employees from the
same culture tend to form teams more efficiently compared to culturally diverse teams
which may experience cultural issues that delay the team formation process. Different
cultural backgrounds can lead to varying opinions about desirable team behaviors, leading
to conflicts in the workplace. Culturally diverse team members may also experience low
satisfaction and performance levels due to poor communication and decision making
(Gibson and Zellmer-Bruhn, 2001).

Chevrier (2003) highlights that multicultural teams may face uncertainty, confusion and
complexity, leading to decreased team effectiveness. In conclusion, cultural norms play
a significant role in shaping individual behavior, values and beliefs. They contribute to
cultural practices and help create a sense of order and control in society (Chevrier, 2003).
However, cultural differences can lead to misunderstandings and conflicts in culturally
diverse work teams, but with proper management and effective communication, these
teams can become a source of competitive advantage for organizations. Cultural diversity
can bring new perspectives, ideas, and experiences that can lead to high organizational
performance. To ensure a positive and productive work environment, it is essential for
managers to adopt a rational thinking approach towards employees, treating all employees
fairly, and promoting good communication among team members (Das Neves and Melg,
2013).

1.3. PERFORMANCE OF HUMANITARIAN ORGANIZATIONS

The concept of performance originated in the mid-nineteenth century and was initially
used in reference to the outcome of athletic competitions. Over time, the definition has

expanded and evolved, leading to various interpretations that aim to encompass the
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broadest sense of performance (Maria, 2016). The term "performance™ stems from the
Latin "performare,"” meaning to carry out a task, and from the English word "to perform,"
meaning to execute an action that requires a specific skill or capability (Monica and
Achim, 2008).

Various definitions of organizational performance can be found in the literature, and these
definitions have evolved over time. Georgopoulos and Annenbaum (1957) viewed
organizational performance as equivalent to organizational efficiency, which denotes the
extent to which an organization, as a social system with limited resources and means,
accomplishes its goals without excessive effort from its members (Georgopoulos and
Tannenbaum, 1957). Seashore and Yuchtman (1967) defined organizational performance
as the ability of an organization to exploit its environment to gain access to and effectively
use limited resources. Harrison (1974) defined performance as the outcome of evaluating
effort. Warmington, Lupton, and Gribbin (1977) connected organizational performance
with the productivity rate and the levels of motivation and satisfaction of its members, as
well as costs and labor unrest (Warmington, Lupton and Gribbin, 1977). Katz and Kahn
(1978) equated performance with organizational effectiveness and stated that the
efficiency and effectiveness of an organization are essential components of its global
organizational performance (Katz and Kahn, 1978).

Performance encompasses both behaviors and results, where behaviors represent the
concrete action stemming from the performer that transforms the abstract concept of
performance into tangible outputs. Behaviors are not merely tools to achieve results but
are also outcomes in themselves, resulting from the physical and mental efforts exerted
in task execution, and can be evaluated independently from results (Brumback, 1988).
Brumback (1988) adopts this definition of performance, which considers both behavior
as input and results as output, as a measure of organizational success and effectiveness in

achieving its goals (Cherrington, 1989).

The quality of employees' performance is a critical determinant of organizational
performance. Regular exposure of organizational workers to new and relevant knowledge
and skills is, therefore, essential to ensure high-quality organizational performance. Kane

(1996) also highlights the relationship between organizational performance and
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employees' performance, with performance defined at either the individual or
organizational level and based on the achieved results. He asserts that a universal

definition of organizational performance is unattainable(Kane, 1996).

According to Bernadin et al. (1995), performance should be considered as the culmination
of work outcomes, as they have the greatest impact on an organization's strategic goals,
customer satisfaction, and economic contributions. A high level of performance is
attained when all efforts are directed towards accomplishing objectives and satisfying
customers (Bernadin et al., 1995). Harrison and Freeman (1999) suggest that an
organization's performance is deemed to be of high quality when it satisfies its

stakeholders(Harrison and Freeman, 1999).

Organizational Performance is the result of the productive output of a system, in the form
of goods or services. However, the measurement of performance is a complex and
multifaceted process that depends on various factors (Bates and Holton, 1995).
Bourguignon (1997) identifies three distinct meanings of the term performance. The first
meaning is success, which is defined based on the goals and expectations of stakeholders.
The second meaning is outcome, which only considers the value of results achieved.
Finally, the third meaning is action, which acknowledges that performance is a process

that encompasses both the inputs and outputs of an activity(Maria, 2016).

Rolstadas (1998) posits that performance of an organizational system involves a complex
relationship comprising seven criteria: effectiveness, efficiency, quality, productivity,
quality of work, innovation, and profitability. The achievement of these criteria can be
considered as performance objectives that are closely related to overall
performance(Rolstadas, 1998). Defining performance, as stated by Profiroiu (2001),
requires a relationship between objectives, means, and results such that performance is
the outcome of achieving efficiency, effectiveness, and adequate budgetary processes
simultaneously. Performance should be measured by quantifying the efficiency and
effectiveness of actions, which can be expressed either qualitatively or quantitatively
(Mihaiu, 2014).
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Organizational performance refers to an organization's capability to effectively utilize its
available resources to accomplish goals consistent with its objectives, while also taking
into account the needs of its stakeholders. It also refers to an organization's capacity to

produce results within a set priority, relative to a specific target or goal (Laitinen, 2002).

According to Paul and Anantharaman (2003), the key to achieving high performance is
maximizing shareholder wealth so performance is a specific outcome achieved in
management, economics, and marketing, which imparts characteristics of
competitiveness, efficiency, and effectiveness to the organization and its structural and

procedural components (Paul and Anantharaman, 2003).

Folan (2007) prioritizes three objectives for analyzing performance. Firstly, an
organization's performance should be evaluated within the context of its operating
environment. For example, a company's performance should be analyzed in the markets
that it operates in, rather than those that are irrelevant to its operations. Secondly,
performance is always linked to the objectives that the organization has established and
accepted internally. Thus, a company measures its performance against these objectives
and targets. Thirdly, performance should be reduced to the relevant and identifiable
features. Folan suggests various definitions for the concept of performance as it should
be analyzed and measured from multiple perspectives. Therefore, performance is
influenced by the environment, the objectives to be achieved, and the relevant and

identifiable features (Folan, Browne and Jagdev, 2007).

The ability of an organization to achieve its objectives effectively is crucial for its
potential success, and is encompassed by the term organizational performance. This term
encompasses a range of different notions, such as growth, profitability, return,
productivity, efficiency, and competitiveness. The characteristics of the local work
environment, including the organizational culture and its focus on expertise, skills, and
knowledge flexibility, significantly impact organizational performance (Randeree and
Youha, 2009).

Several factors are relevant to the development of organizational performance according
to different definitions. Khan (2010) identifies staff motivation, working environment,
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training and development, and management involvement as influential factors. Brewer
and Selden (2000) include physical spaces and conditions in the work environment.
Rocha-Fernandes et al. (2005) describe the organization as a set of resources that are
employed productively to generate wealth, including building, equipment, employee
skills and competencies, procedures and norms, culture, and values (Brewer and Selden,
2000; Rocha Fernandes, Mills and Tereza L. Fleury, 2005; Khan, 2010).

Several studies have identified employee performance and leadership competencies as
crucial factors that impact organizational performance. Mastrangelo et al. (2014)
highlighted that competent leaders can influence the behavior, attitudes, and motivation
of their followers, and play a significant role in creating an environment conducive to
achieving organizational objectives. Additionally, Babcock- and Strickland (2010)
suggested that competent leadership can empower employees and lead to improved
performance outcomes, underscoring the importance of leadership competency in
achieving organizational success (Babcock-Roberson and Strickland, 2010; Mastrangelo,
R. Eddy and J. Lorenzet, 2014).

Zohir's (2007) research on the financial industry found a positive correlation between
employee satisfaction and organizational performance. The individual employee
dissatisfaction caused by unfavorable workplace environmental conditions can
significantly reduce employee productivity, ultimately resulting in a decline in
organizational performance. Harter et al. (2002) found that employee satisfaction has
positive effects on job productivity and customer satisfaction in organizations worldwide.
In addition to these factors, Hunnes, Kvaloy, and Mohn (2008) identified organizational
culture as a key determinant of organizational performance (Harter, Schmidt and Hayes,
2002; Zohir, 2007; Hunnes and Mohn, 2008).

The subsequent sections of this thesis will explore two prevalent factors that significantly
impact organizational performance in the context of humanitarian organizations:
cooperation and customer satisfaction. These factors have been identified as key
indicators in several studies (Barnard, 1938; Schalk and Curseu, 2010; Glykeria
Kalamata, 2018; Bucata and Rizescu, 2017).
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1.3.1. Cooperation and Organizational Performance

Barnard's definition of the organization describes it as a conscious, purposeful, and
deliberate cooperation among individuals. He emphasized the importance of
cooperation in achieving organizational success and highlighted the need to obtain
employee cooperation. For an organization to succeed, individuals must choose to
participate in the tasks and activities required. Effective communication and
commitment to a common purpose are crucial in achieving desired outcomes. Barnard
stressed the importance of communication systems that encourage cooperation and
create a conducive environment for individuals to work together towards shared goals
(Barnard, 1938). Incorporating the concept of working together for the greater good,
cooperation involves sharing information, providing voluntary assistance, and seeking
mutually beneficial solutions to problems. This fundamental process serves as a
driving force for organizational effectiveness and is a critical element for modern
organizations. It is often based on informal agreements among parties, which
ultimately leads to advantages for all involved and the realization of shared objectives.
High levels of cooperation can significantly contribute to the fulfillment of the
organization's goals. Successful organizations are often differentiated from less
successful ones based on the quality of cooperation exhibited (Schalk and Curseu,
2010).

Effective coordination is a highly valued outcome of cooperation in organizational
settings, as it is thought to lead to better performance. While cooperation can have various
other positive effects, such as increased productivity, creativity, decision-making
effectiveness, problem-solving, flexibility, and innovation, effective coordination is
particularly important(Pelled, 1996; Karjalainen and Soparnot, 2012; Okoro and
Washington, 2012).

According to Podsakoff et al. (2009), organizational performance can be improved by
engaging in cooperative actions. Cooperation is a critical component of organizational
functioning and sustainability. Typically, it is expected to produce favorable results, such
as increased productivity for colleagues and managers, allocation of resources, greater



42

organizational flexibility to adapt to changing circumstances, and positive effects on

employee performance evaluations (Podsakoff et al., 2009).

In a study conducted by Glykeria Kalamata in 2018, titled "Organizational Culture,
Justice, Equality and Change in Youth Organizations"”, the impact of organizational
culture and daily practices in non-governmental organizations was explored. The findings
revealed that regular interaction and collaboration between individuals provide a solid
foundation for resolving issues within an organization. Additionally, the study
demonstrated the significance of effective and successful cooperation in achieving an
organization's goals and objectives (Glykeria Kalamata, 2018).

Cooperation is influenced by a range of factors, including shared values, norms, and rules,
as well as individual motivation. These factors are essential for the development and
sustenance of cooperative behavior in organizations, which in turn can lead to improved
performance outcomes. Cooperation is not a given when a group of individuals comes
together to form a team; it requires effort and time to develop a well-functioning team in
which all members work together towards shared goals. The key to successful leadership
Is to motivate and influence employees to cooperate towards the organization's objectives.
True cooperation arises when individuals are mutually dependent on each other to achieve
good outcomes. In such situations, it is vital that each individual understands how the
problem will be solved, their contribution to the solution, acknowledges the contributions
of others, and supports their team members to maximize their impact. (Sasidevan and
Sinha, 2015; Miminoshvili, 2016)

Effective communication, cooperation support, motivation and inspiration are necessary
for a leader to build employee commitment to organizational goals. In addition, trust in
both supervisors and colleagues has been identified as a facilitator and motivator for
employee cooperation (Matzler and Renzl, 2006).

The significance of cooperation and teamwork in the success of international non-
governmental organization projects has been well-documented by researchers.
Effective teamwork is built upon the foundation of people working collaboratively for

mutual benefit. In times of organizational crisis, it becomes even more critical to have
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widespread cooperative behavior. In the case of non-profit organizations, cooperation
Is often seen as a defining characteristic of the organization as a whole or, at the very
least, within project teams. This observation was made by Moczulska, Seiler, and
Stankiewicz (2019) in their study aimed at exploring the characteristics of for-profit

and non-profit organizations (Moczulska, Seiler and Stankiewicz, 2019).

Santarelli and colleagues (2015) developed a system for measuring the performance of
humanitarian organizations, which included cooperation as a key performance indicator.
The authors emphasized the importance of cooperation and data exchange among actors
in a humanitarian supply chain in order to respond effectively to emergencies. To measure
cooperation, they used two indicators: the degree of information sharing, which measures
the extent to which information is shared among actors within the organization, and the
degree of cooperation, which measures the level of collaboration among actors within the
organization. These indicators are crucial for effective performance measurement in the

context of humanitarian organizations (Santarelli et al., 2015).

1.3.2. Cooperation and Diversity

As specified already, diversity has a major role in the survival of an organization, because
globalization has become a reality that cannot be overlooked, higher workforce
diversity, and the rising of employment complexity (Williams and O’Reilly, 1998).
Scientists started to think over the impacts of workgroup diversity on cooperation years
ago like Campbell and Levine (1961) and Wilson and Kayatani's (1968), and many other
Scientists. All of them made research to understand how the cooperation is effected by
diversity (Campbell and Levine, 1961; Wilson and Kayatani, 1968).

Due to the diversified workforce in some or the other way, people are facing lot of
problems at the workplace such as language problem, miscommunication, emotional
conflicts, difference in perceptions etc. These problems may make diversified workforce

experience less cooperation from some of their colleagues (Cox and Blake, 1991).

Employing diversified workforce will surely enhanced productivity, at the same time if it
Is not managed appropriately, it may turn to be a disaster. The organization has to go
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along with management methods that establish cooperative behavior and help each
member effective in terms of its functioning in the particular department to take advantage

of diversity and achieve the organizational goals (Saxena, 2014).

According to Earley and Mosakowski (2000), multicultural teams are thought to perform
better than monoculture teams, particularly when performance needs for a variety of
abilities and judgment (P. Christopher Earley and Mosakowski, 2000).

Culture and cooperation have a connection, and the consequences of this connection
impact the organizational behavior. Cultural diversity generates variety considering
cooperation. For instance, one can anticipate that members in collectivist show more
cooperative behavior than among individualists since collectivism refers to a group's

members working together to achieve shared goals (Chen, Chen and Meindl, 1998).

Adler (1991) believed multinational and multicultural cooperation are essential factor to
the achievements of the international and worldwide organizations. Smith, Carroll, and
Ashford (1995) address new issues and challenges given by cultural differences in
cooperation in a special issue of the Academy of Management Journal that focuses latest
studies in organizational cooperation. Cultural diversity in work groups influences
cooperation between members. Through efficient Human Resources Management and
respecting all cultural differences, cooperation can be achieved (Smith, Carroll and
Ashford, 1995; Adler, 1997).

From the studies and researches which has been reviewed such as (Cox and Blake, 1991,
Jehn, 1995; Adler, 1997; P. Christopher Earley and Mosakowski, 2000; Healy, Kirton
and Noon, 2010; Agrawal, 2012; Karjalainen and Soparnot, 2012; Das Neves and Melé,
2013; Saxena, 2014), three keys indicators to cooperation in organizations were deduced
which are, communication, trust and conflict. Therefore, these three aspects will be

depended to evaluate the cooperation inside the organization in this thesis.
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1.3.2.1. Communication

Communication means the transfer of viewpoints, emotions, realities, information and
background between the transmitter and the recipient in a spoken or written or non-
verbally way or by sign language or gestures through means of communication. In order
to perceive the procedure of the human communication, you have to comprehend how

people connect to one another (Fox and Meyer, 1995).

Persons or group of them, try to understand the meaning in the other peoples’ mind by
purposeful use of spoken or non-spoken ways. Verbal means are spoken sounds, but
nonverbal means include everything that might generate meaning beyond what is
expressed in words, such as movements. According to the researches, a person's
comprehension of a spoken communication depends on the nonverbal behavior that goes

along with it (Wrench and Punyanunt-Carter, 2015).

Through successful communication, team members can interact with each other and form
healthy, non-confrontational interpersonal relationships. The shared goals of the team
should be the basis for these relationships. One of the important roles of communication
is to facilitate the process of moving employees between different tasks in the case of a
change in the goal or target, and this achieves maximum benefit from the workforce to
improve work and increase the level of their skills. Activities of the organization can flow

correctly through effective communication (Bucata and Rizescu, 2017).

Communication generates variations in people engaged through a set of relationships and
interactions that change with time. There are several elements that can put impact on
communication and modify how persons relate to each other like language
obstacles, cultural history and norms (ABU-ARQOUB, 2019).

Communication represent an issue in heterogeneous groups (The term heterogeneous
team means that it includes members from different cultures, gender, age, ethnicity, etc.
according to Thomas (1999)). Holmgren and Jonsson (2013) state that individuals’

cooperation plays a big role in multicultural organizational performance and
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communication can depend greatly on individuals’ knowledge in languages (Holmgren

and Jonsson, 2013).

As the employee figure out their roles and duties, the organization may attain high level
of performance. Therefore, there is a need for continues communication between
employees and the managers to establish what performance is expected, check on the
plans and achieved positive results. It is generally believed that enhancing the workplace
environment improves organizational performance and productivity. Performance is
influenced by a variety of interrelated factors, including privacy concerns, social

relationships, workplace system organization, management, and environmental concerns.

According to several research, a variety of elements, including communication,
coworkers, working conditions, organizational rules, systems, and procedures, salaries,
promotion opportunities, and personal development, combine to determine organizational

performance and employee satisfaction (Dawal, Taha and Ismail, 2009)

In order to get the benefits of diversity, language and communication must be taken
into account.It may lead to conflicts because conflicts can more easily arise in
heterogeneous groups due to differences in values, beliefs, backgrounds, and

perspectives (Jehn, 1995).

Cultural diversities can bring barriers to groups which might be delicate and hard to
realize before they make problems appear. As Parvis, 2003 has stated communication and
real attentive listening are the important factors to deal with conflicts. With cultural
diversity language often considered as reason to problems and conflicts. Even if they are
able to talk to each other, people with various cultures use different definitions to the

similar words or describe the same things in not the same ways (Parvis, 2003).

The results of Fenwick and Neal's study (2001) showed that, on management similar task,
heterogeneous teams including the same number of male and female workers or having
more female workers could perform better than groups with the same gender which can

be explained as the heterogeneous team are more cooperative (Fenwick and Neal, 2001).
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Tjosvold (1988) and Argyle (1991) tried to find indicators for successful cooperation
behaviors. Both of them identified the ability to communicate and passing knowledge,
viewpoints, ideas and information between people and integrate them besides helping
each other, as indicators of successful cooperation behaviors (Tjosvold, 1988; Argyle,
1991).

In a study about the humanitarian organizations performance, which was done by Villa et
al, 2017, it was specified that the performance of humanitarian organizations is improves
by effective communication. Effective communication plays a crucial role to get groups
together and encourage them to work cooperatively in the organization. This cooperation
may cut down on unproductivity and enhance performance (Villa, Gongalves and Villy
Odong, 2017).

A research on cooperation / coordination in humanitarian aids discusses that a major obstacle
to deliver the aids is weak communication, not just regarding language but in the way people
connect to each other with the environment constantly changing (Heaslip, 2011). Therefore,
creating standardized communication guidelines is crucial in the context of creating trust and
information exchange in the context of enhancing disaster resilience (Tatham and Kovacs,
2010).

1.3.2.2. Trust

Many researchers agree that building trust is essential to fostering cooperation. Ring et
al, 1994, described trust as a person's certainty in the good intention of other people
in relationships and prediction that others will collaborate in return if the person in need.
Trust is made on ideas of performance behaviors and achievements like: convey
reliability and competence. This trust should provide team members with confidence that
everyone will be treated equitably. Team working usually includes interrelationship, and
members have to obtain their individual and organizational targets, rely on each other in

various ways (Ring and van de Ven, 1994).

Building psychological safety and trust in the team's effectiveness, planning for

accomplishing tasks, and establishing norms and communication patterns are all part of
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the initial stage of team development. It can be said that trust is the ability to be vulnerable
to the acts of another party based on the anticipation that they will take a specific action,
regardless of the ability to observe or exert control over that other part.Or as a more
precise description, trust is certain positive anticipations relating to another's behavior
(Johnson-George and Swap, 1982; Lewicki, McAllister and Bies, 1998).

Lack of trust can have severe results for the organization. For employees who have given
their time, reputation, and career goals to the organization, stress, mistrust and insecurity
can be extremely upsetting. The absence of trust may reveal in less desire among workers
to show a type of confidence-assured behaviors which generate affective performance
(Dirks and Ferrin, 2001) disengagement as well and more slowdown or revenging
behaviors (Robinson, 1996).

To prevent facing these results and reducing the consequences which may deeply impact
working environment and relationships, several organizations take advantage of applying
ways and arrangements to monitor and control, and they also modify their structures,
procedures of making decisions, rewards, internal processes (Jensen and Meckling,
1976). However, all of these solutions have been criticized as being ineffective, poor
alternatives for trust that could harm organizational effectiveness. Therefore,
organizational researchers from many different domains are quite interested in trust
(Sitkin and Roth, 1993).

1.3.2.3. Conflict

Conflict does not have a single definition. Academics interest in conflict from various
areas have contributed significantly to this concept. Conflict is described by Tedeschi et
al. (1976) as an interacting condition in which one actor's actions or objectives are
partially incompatible with those of another actors. Their explanation makes it clear that
the term "actor" can refer to any social entity, from a single person to the corporate entity
itself. Conflicts are the differences between and among people in values, goals,
motivations, resources, and beliefs. It can be characterized as the process brought on by

conflict amongst team members due to actual or imagined disagreements. Studies have
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distinguished between two different aspects of conflict conceptualizations (Kahan et al.,

1976; De Dreu and Weingart, 2003):

1. Relationship or emotional conflict: This happens when two socially interacting entities
realize that their feelings and emotions about some or all of the problems are conflicting
while attempting to work together to solve it. It was described by Pelled et al. (1999) as
a state in which group members experience interpersonal conflicts marked by rage,
frustration, and other unfavorable emotions. Disagreements or stress over interpersonal
preferences or communication styles are characteristics of relationship or emotional
conflict (Pelled, 1996).

2. Task conflict: “Disagreements among group members’ ideas and opinions about the
task being performed, such as disagreement regarding an organization’s current strategic
position or determining the correct data to include in a report “, this is Jehn’s and his
colleagues’ (1999) description to task (Jehn, Northcraft and Neale, 1999).

In 1954, Sherif and his team showed that even the slightest differences among teams may
lead to conflict and that could be avoided by setting cooperative objectives. Cooperation
is the polar opposite of conflict as the researchers demonstrated. A social categorization
viewpoint would typically expect that team diversity should be linked to increased
relationship conflict and reduced cooperation, while an information/decision-making
perspective predicts that team diversity must be linked to higher task conflict and
performance on complicated tasks. Conflict is more likely to happen in heterogeneous

groups than in homogeneous groups (Sherif et al., 1954).

The results of Pelled's study (1996) indicate that gender diversity and interpersonal
conflicts have a positive correlation. These results are in line with the results of a study
by Reddy, and Collins (1982), who discovered that mixed-sex groups indicated a higher
level of conflict, relational stress, and decreased friendliness. In the opposite side,
Vodosek's (2005) study results which indicate that gender-varied groups experienced
much fewer conflicts so there is a negative correlation between gender diversity and
conflicts (Alagna, Reddy and Collins, 1982; Pelled, 1996; VVodosek, 2005).
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Diversity in terms of gender, cultural background, race, ethnicity, age, and other personal
characteristics can result in bitter and expensive workplace conflict. People with different
backgrounds, talents, and norms find it difficult to collaborate, make decisions, and strive
to accomplish project goals and objectives without running into conflict and this may
make the workplace incredibly stressful and, in the worst situations, can lead to an

employee's career-ending.

1.3.3. Customer Satisfaction and Organizational Performance

Customer satisfaction is the key factor of an organization performance, which has been
confirmed by many studies. Porter (1986) considers the performance of an organization
depends on its ability to create value for its customers and achieve their satisfaction. The
organization can achieve high performance only when meeting customer satisfaction and
the quality of the relationship between the customers and the organization determines its

performance (Porter, 1986).

Customer satisfaction is crucial for the performance and success of any organization,
according to Kotler and Keller (2016). To improve the performance, the organization
should do everything within its ability to please its consumers. Satisfied customers
denotes high level of organizational performance. In their research, Suchéanek and
Kralovéa (2015) support this notion. They emphasize how crucial it is for the organization
management to understand what factors influence customer satisfaction and work on
these factors in order to improve the organization performance. In a study by Zeithaml
(2000), a good summary of factors of the relationship between organizational
performance and customer satisfaction has been presented (Zeithaml, 2000; Suchanek
and Kralova, 2015; Kotler and Keller, 2016).

In profit organizations, Ittner and Larckner (1996) revealed that shareholder value and
customer satisfaction are closely associated. Customer satisfaction and accounting return
on assets are significantly correlated(Ittner and Larcker, 1996). Better stock returns were
found to be associated with higher quality assessments. Studies on hospitals with high
profitability show a clear link between organizational success and consumer satisfaction

(Koska, 1990). According to other studies, greater customer satisfaction leads to better
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than average market share growth, the capacity to charge a higher price, enhanced
customer loyalty with a clear correlation to greater profitability, and reduced transaction
fees. Additionally, it has been discovered that customer satisfaction is closely associated
to future purchase plans, willingness to recommend the company, and increased cross-
buying (Fornell, 1992).

Financial measures have always been used in the commercial sector to monitor
performance although these financial measures were unable to predict changes in the
economic value of the companies and provided false signals for innovation and continual
improvement. To solve this issue, Kaplan created the Balanced Scorecard approach in the
early 1990s. From four separate perspectives, which are financial, customer, internal
business process, and learning and growth, this performance assessment approach gives
executives a thorough and transparent picture of the vision and strategy of their company.
He offered the modifications needed for the Balanced Scorecard to be used in the non-
profit sector.

This balanced Scorecard was modified to be used with non-profit organization. Kaplan
put the customer perspective at the top of the Balanced Scorecard in the non-profit sector
since the primary objective of these organizations is to effectively and efficiently address
the needs of their beneficiaries while the primary goal of a commercial organizations is
the financial aspect and it serve as assessment for the organization's that the shareholders

can use to assess the organization, so financial aspect is put on the top of scorecard.

In the literature review has been found many other important models for performance
assessment in humanitarian organizations that addressing customer satisfaction as a main
dimension related to performance. The framework proposed by Medina-Borja et al.
(2007) can be used to develop and execute a performance evaluation system for non-
profit service providers, particularly for humanitarian organizations. Efficiency and
beneficiary satisfaction have been viewed as the key factors influencing performance. In
addition, Moe et al. (2007) suggest a framework related to disaster management
associated with natural risks, maximizing the desired results of the projects and
establishing performance measures, beneficiary perspective one of these measures.

Federation of Red Cross and Red Crescent Societies (IFRC) developed a tool to direct
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and keep track of performance development of their logistics unit. Its implementation had
the goal of drawing attention to projects or areas that affect performance, facilitating
knowledge sharing about how to enhance procedures among the various regional logistics
units, and informing donors about the effectiveness and ongoing improvement of the
regional logistics units. The customer perspective was originally selected for this structure
(Lin Moe et al., 2007; Medina-Borja, Pasupathy and Triantis, 2007). A performance
measuring methodology was created and put into use by Santarelli et al. (2015) to evaluate
the effectiveness of humanitarian organizations including both development and crisis
scenarios. Cooperation, customer satisfaction, reaction time, and dependability are the
framework's four aspects. Customers are given priority in Schiffling and Piecyk's (2014)
approach since they are the main focus of a humanitarian effort. Haavisto and Goentzel
(2015) outline the metrics employed by humanitarian organizations to evaluate the
effectiveness of operations. These metrics include some metrics targeted at the
beneficiary, for instance the quality control of the received supplies, which can be gained
by gauging how satisfied the beneficiaries are with their financial support. A plan offered
by Anjomshoae et al. Handling and meeting all of the requirements and expectations of
their customers is a demanding undertaking for the companies (Schiffling and Piecyk,

2014; Haavisto and Goentze, 2015; Santarelli et al., 2015; Anjomshoae et al., 2017).

1.3.4. Customer Satisfaction Definition

There isn't currently a widely acknowledged definition of contentment in the literature.
Based on their perceived views, several academics have examined the problem of
consumer satisfaction. Oliver (1997) talks about this " everyone knows what satisfaction
is until asked to give a definition. Then it seems, nobody knows ". Customer satisfaction,
according to him, is the assessment that a characteristic of a good or service or the good
or service itself offers a gratifying degree of consumption-related fulfillment. It may take
into account aspects like delivery time, cost, conformance, and professionalism, or it may
simply be a reaction to a client's request. Customer satisfaction, according to
Westbrook(1987), is an emotional reaction to the experience that is delivered by or
connected to specific goods, services, retail establishments, or even cellular patterns of

behavior, as well as the general marketplace. It is a method of evaluation that determined
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the experience was at least satisfactory in comparison to expectations. According to
several research, providing clients with the goods and services or other valuable items
they require at the proper price, location, time, and combination would satisfy them by
resolving their concerns. When a person eats a product or receives something, they are
said to be satisfied if they feel happy, at ease, or reassured (Westbrook, 1987; Oliver,
1997).

Customer satisfaction is typically understood to be a sentiment or assessment made by
customers about goods or services after using them. Customer satisfaction has been
characterized by several studies as a reaction to an assessment procedure. For example,
overall evaluation, worldwide evaluative assessment, evaluative reaction, conscious

assessment, or psychological state (Westbrook, 1987; Fornell, 1992).

1.3.5. Who Are The Customers of Humanitarian Organizations?

Customers in the perspective of humanitarian organizations involve two separate groups:
assistance recipients (beneficiaries) and donors. Donors who provide financial support to
the humanitarian organizations. Governments, people, corporations, nonprofit
organizations, and charities are all examples of donors. Without funding from donors,
these organizations are unable to carry out their missions. Despite this, the humanitarian
organization's main customers are not donors. Beneficiaries of humanitarian
organizations are the main customers and most significant recipients of their help
(sometimes referred to as "victims™). Beneficiaries are often the people who use the goods
or services. They are the ones who directly use the goods or services and reap the greatest
advantages for the company (Beamon and Balcik, 2008; Schiffling and Piecyk, 2014).
Humanitarian organizations must concentrate their efforts on these beneficiaries since
they bear the brunt of disasters and wars and may experience harm, disease, starvation,
thirst, poverty, and other issues. Beneficiaries are the main clients of humanitarian
organizations despite receiving no financial compensation since they are the main reason
for these organizations' existence and satisfying their needs is the main objective of every

humanitarian organization (Oloruntoba and Gray, 2009).
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The dissatisfaction of this group, which is brought on by pain and misery resulted from
disaster, may be interpreted as a sign of bad performance by the humanitarian
organization, endangering immediate and ongoing funding for the organization from
donors, if a humanitarian organization fails to focus their people service delivery efforts
on the beneficiaries. Although a significant portion of the supply chain is hidden from the
donors, who are the organization's primary customers and in the best situation to evaluate
the performance of the humanitarian company in terms of its output and impact, donors
primarily see performance through the organization's reports and media reports, which
may or may not feature a particular organization. Since the beneficiaries engage directly
with the personnel of the humanitarian organization, in contrast to donors, there will be
reliance on beneficiaries' happiness in this thesis as it would on consumers' satisfaction
(Hilhorst, 2002).

Based on above discussion previous studies about workforce diversity have been
explored. These studies demonstrate that workforce diversity has a controversial aspect.
Some researchers consider it as one of the methods to improve the performance and
increase the opportunity of success in organizations while others consider it a reason of
conflicts, miscommunication, and misunderstandings, which will reflect negatively on
the organizational performance. The research reviewed examined diversity from multiple
aspects as (Gender, education, the cultural background, language, etc.). It has been
noticed that amongst the most important aspects of diversity, which effect the
organizational performance in the humanitarian organizations, (Gender, language, and
cultural values), are very important for non-profit organizations, which are meant to
provide services for people who are living in urgent and dangerous conditions without
seeking any financial goal. Some researchers consider diversity as a problem and an
obstacle to the performance of these organizations and a cause, which affects negatively
the quality of the provided service to the beneficiary, while others consider it as a
necessary factor to provide services to the beneficiaries. Based on these disputed points,
an attempt to study how important diversity to humanitarian organizations performance
was considered in this thesis. The literature review concluded that in the humanitarian

organizations, there are beneficiaries instead of customers. According to these results
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from the literature, the effects of diversity on the cooperation and beneficiary satisfaction

as indicators to the humanitarian organizations performance will be studied.

One of the aspects of performance that is affected by diversity is communication and flow
of information among stakeholders in the organization, in addition to the impact on the
trust between employees themselves on one hand, and between employees and
beneficiaries on the other hand. These aspects affect cooperation within the organization,

which is one of the performance indicators."

Numerous studies indicate that beneficiary satisfaction is an indicator of organizational
performance (Suchéanek and Kréalova, 2015; Kotler and Keller, 2016), and they consider
a successful organization with strong performance to be one that achieves beneficiary
satisfaction. The customers of the humanitarian organizations are beneficiaries, according
to the majority of the studies (Beamon and Balcik, 2008; Schiffling and Piecyk, 2014).

Based on the results that have been drawn from the literature, the impact of diversity on
cooperation and beneficiary satisfaction, as an indicator of the performance of
humanitarian organizations will be studied by the research. The impact of diversity on
cooperation and beneficiary satisfaction, as indicators of the performance of humanitarian
organizations, will be investigated in this research based on the results derived from the

literature.

Regarding cooperation, the impact of diversity on communication, trust, and conflicts
will be studied, and the success of organizations in managing diversity, considering that
proper management of diversity is the key to reaping its benefits, as many studies have
indicated, will be ascertained. With regard to beneficiary satisfaction, the aim will be to
ascertain whether differences in language, gender, and cultural values lead to an
unsatisfactory service for beneficiaries, and whether employing diverse staff is necessary

for the organization to overcome the problems caused by these differences.
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CHAPTER 2

IDENTIFYING THE IMPACT OF DIVERSITY ON
HUMANITARIAN ORGANIZATIONS PERFORMANCE

After reviewing the literature on diversity and humanitarian organization performance
and identifying key factors, research questions were developed. This chapter begins by
articulating the purpose of the research and formulating the research questions, followed
by the research approach, methodology and the analysis and evaluation of the research

findings.

2.1. RESEARCH THEME, OBJECTIVE AND IMPORTANCE

The humanitarin organizations play a critical role in addressing complex and pressing
challenges such as natural disasters and conflicts. Hence, it is important for them to
consistently enhance their performance and overcome the obstacles that face their work.
By investigating the impact of diversity within these organizations, the organizations can
gain insights into the potential advantages to enhance them and potential disadvantages
to aviod them. The overall aim of this research is to contribute to the advancement of
knowledge and understanding of the impact of diversity on the performance of
humanitarian organizations, and to attempt to increase the understanding of this concept.
The study highlights the issues, challenges and opportunities caused by language, cultural

norms, and gender diversity.

1- To explore and observe the role of language, gender and cultural norms diversity on
the organization’s performance in terms cooperation and beneficiaries’ satisfaction.

2- To explore and observe the role of language, gender and cultural norms diversity on
communication, trust, conflict between the co-workers inside humanitarian

organizations.
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3- To address the aspects that are negatively affected by diversity, which in turn are
reflected in the performance of the organization and make recommendations to

humanitarian organizations.

2.2. ESEARCH MODEL AND RESEARCH QUESTIONS

Through the literature, two main indicators have been identified that show the level of
humanitarian organizations performance, namely cooperation and beneficiary
satisfaction. With regard to cooperation, it was found that organizations in which an
atmosphere of cooperation prevails, their employees trust each other and are able to
communicate effectively, conflicts are few and they accept diversity. This is achieved if

the organization's role is successful and positive in managing diversity within it.

Beneficiary satisfaction is achieved if the organization is able to fullfilling the needs of
the beneficiaries and has the necessary competencies to deal with them and understand
their needs. In addition, the satisfaction of the beneficiary is achieved if he/she feels that
the employee has empathy and there is general satisfaction with the employees. These

relationships are depicted in Figure 2.1 of the study model.
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The aim of the research is to know the role of diversity in language, cultural norms, and

gender in the performance of humanitarian organizations. Therefore, the impact of these

types of diversity must be known on the key indicators that have been previously

identified. Accordingly, the following research questions are formulated

1-

2-

How important is diversity in language, cultural norms and gender to the performance
of humanitarian organizations?
What role does the diversity in language, cultural norms, and gender play on the

humanitarian organization's performance in terms of cooperation?

2a. Does the diversity in language, cultural norms, and gender effects cooperation in
term of communication?

2b. Does the diversity in language, cultural norms, and gender effects cooperation in
term of trust?

2c. Does the diversity in language, cultural norms, and gender effects cooperation in
term of conflict?

2d. Does the diversity in language, cultural norms, and gender effects cooperation in
term of Diversity Acceptence?

2e. Does the diversity in language, cultural norms, and gender effects cooperation in

term of organization Role?

What role does the diversity in language, cultural norms, and gender play on the

humanitarian organization's performance in terms of beneficiary’s satisfaction?

3a. Does the diversity in language, cultural norms, and gender effects beneficiaries’
satisfaction in term of fulfilling the important beneficiary's needs?

3b. Does the diversity in language, cultural norms, and gender effects beneficiaries’
satisfaction in term of assurance and employee competence?

3c. Does the diversity in language, cultural norms, and gender effects beneficiaries’
satisfaction in term of empathy?

3d- Does the diversity in language, cultural norms, and gender effects beneficiaries’

satisfaction in term of overall Satisfaction?
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2.3. RESEARCH METHODOLOGY

According to Bryman (2011), the research strategy defines the manner in which
information is obtained and analyzed. There are two primary approaches to research:
qualitative and quantitative. These approaches depend on whether the findings are
numerical (numbers) or non-numerical (words, video clips, images, etc.), in accordance

with their methodological focus.

Denzin and Lincoln (2000) stated that "qualitative research is a situated activity that
locates the observer in the world. It consists of a set of interpretive, material practices that
make the world visible. These practices turn the world into a series of representations
including field notes, interviews, conversations, photographs, recording and memos to
the self. At this level, qualitative research involves an interpretive, naturalistic approach
to the world”. This might be interpreted to that qualitative researchers analyze things in
their natural surroundings, trying to make sense of phenomena by interpreting them in
terms of the meanings that people bring to them, and studying things as they are in their

natural environments (Denzin and Lincoln, 2000).

The main objective of this study is to explore the role of diversity in language, social
norms and gender on the performance of humanitarian organizations through the point of
view of the workers in these organizations, and to explore their feelings and experiences
related to this subject as well as the type of problems that diversity may cause and the
benefits that it can bring. Thus, the research strategy that is consistent with this study is
the qualitative research. The qualitative research is used to investigate a problem or a
phenomenon, so it can be suitable to investigate if diversity has positive, negative, or
mixed impacts on organizational performance. It gives information regarding the human
side of a problem, such as individuals' often-contradictory behaviors, ideas, views,
feelings, and relationships with other people. The qualitative approaches are also helpful
in uncovering intangible aspects, such as cultural norms, religion, gender stereotype,
economic status, and race. The role of these aspects may not be immediately obvious in
the research issue. This suggests that qualitative research is especially fit gathering
information about the behaviors, attitudes and opinions, which makes it suitable for this

study. Another advantage of qualitative methods is that the researcher can flexibly discuss
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and investigate the participants’ responses by asking why or how (Denzin and Lincoln,
2000; Robert B Burns, 2000).

2.3.1. Data Collection Tools

The essential method to collect data in qualitative research is interviews, which can
classified into four types: group interviews, unstructured interviews, semi-structured
interviews, and structured interviews. Structured interviews ask predefined questions to
the respondent. Unstructured interview, more in-depth questions are asked by the
interviewer focusing on a specific topic, but they are not necessarily asked in order. The
semistructured Interview method was chosen to make it possible to control the flow of
the interview and at the same time, give room for the participants to express their feelings
and ideas and share the stories and events they witnessed regarding the research topic.
The semi-structured interview has a flexible framework and structure. An interview
schedule is set up to create a guide which directs the interview so it contains predefined
questions, at the same time, the researcher is able to change the questions in later
interviews if necessary, and also ables to add or omit questions based on the flow of the

conversation.

The researcher must pay great attention to what participants say, interact with them in a
way that fits their unique personalities and communication styles, and use detailed
questions to get them to expand and clarify their responses (Saunders, Lewis and
Thornhill, 2012).

Sometimes the interviewer may influence the participants' responses by verbal or
nonverbal cues. In order to avoid that the researcher should pay attention to his/ her verbal
and non-verbal hints, such as facial expressions or body language, and to choose
sentences carefully to not affect the participant's answer or give an indication of the type
of answer he/ she wants to hear. In addition, the researcher must strive, as much as
possible, to create a comfortable interview atmosphere for the participant and to probe

and explore the responses well in order to get a truthful answer.
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Semi-structured interviews with various employees working in diverse groups were
carried out in order to collect data for the research and the impact of language, cultural
norms and gender diversity on the performance of humanitarian organizations was
analyzed. Interviews were conducted whilst the COVID-19 pandemic lockdown was
happening; hence, they were conducted through the video conference application (Zoom).
Some questions were prepared in advance based on the topic of the research and the
research questions. The prepared questions included questions to collect demographic
information for the participants in order to help understand their responses and the factors
that influence these responses. The pre-prepared questions determined the direction of the
interview towards the goal of the study, and more questions were added during the
interview to have a better understanding of the stories and elicit any hidden or deeper

feelings.

2.3.2. Semi-Structured Interview Form

In the literature review, two key factors were identified to measure the organizational
performance in a humanitarian organization, which are cooperation and beneficiaries'
satisfaction. The interview questions contained two sections. The first section is
concerned with the assessment of diversity's importance and impact on cooperation inside
the humanitarian organization. Each question is related to diversity in language, gender,
and cultural norms. These three aspects of diversity were chosen because, in the literature
review, they were denoted as the most important aspects that relate to humanitarian

organizations' work.

The second section of the interview questions was related to beneficiaries’ satisfaction
with the services they receive from humanitarian organizations. As with the first section,
each question related was related to diversity in language, gender and cultural norms. The
questions were open ended questions. The open ended questions gave the participants the

freedom to express their feelings, impressions and experience about diversity.

Regarding the cooperation factor, five aspects were investigated. These are:
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1- Communication: The interview questions were employed to guide the participant to

talk about the positive and negative effects of diversity on the communication among

the employees inside the organization from his/her viewpoint.

The questions were:-

In your organization, do employees experience problems, mistakes or
communication barriers caused by differences in language,gender and cultural
norms ? Can you remember a specific situation?

Do you think free flow of information between groups is promoted by
language,gender and cultural norms diversity. Can you explain why?

Can you easily learn from your coworkers from other language, gender and
cultural norms?

Do you think, there can be an effective communication and good relationship that
helps to achieve targets in a mixed team?

Do you think, language,gender and cultural norms diversity in your organization
helped to expedite the completion of your task/projects on time?

How often do you need help from your coworkers to accomplish your tasks?

Trust: Trust was the second aspect of cooperation included in the interview questions.

The questions were put to show the extent to which employees trusted their colleagues

in the diverse work environment. As stated in the literature review, an individual

would trust the team members or colleagues if he or she had a feeling that he/she could

rely on them when needed and they would not hesitate to help. On this base the

questions related to trust were put and they were:

When a team member is in need, Do you think people in the team do not hesitate
to help him/her regardless of the differences in language, gender and cultural
norms?

Do you think people in your team can rely on each other regardless of the
differences in language, gender and cultural norms?

Do you think you have a complete confidence in each other’s’ ability to perform
tasks regardless of their language, gender and cultural norms?
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3- Conflict: Conflicts represent an indicator to lack of cooperation in work environment.
The questions in this part investigated the conflicts, stress and discrimination that may
be caused by diversity. The participants were asked about the emotional issues they
may have faced inside their work environment and if they have experienced

harassment or inappropriate behaviors. The questions were:

- Are the emotional and professional relationships within the team affected by
language, gender and cultural norms diversity? Can you please explain How?
- At work, do you see any inappropriate behaviors based on peoples' differences in

language, gender and cultural norms? Can you give us an example?

- Have you personally experienced harassment, bullying or discrimination from
other employees caused by your language, gender or cultural norms?
- Within your work in the organization, did you experience any stress due to your

language, gender and cultural norms?

4- Diversity Acceptance: To improve the cooperation among diverse workforce there
should be a diversity acceptance. There is diversity acceptance in the organization
when individuals respect and recognize their colleagues who are different to them and
learn from them. In this case, people can communicate and cooperate regardless of

their differences.

Questions in this part explored the employees’ diversity acceptance and how comfortable

they felt working in a diverse work environment. The questions were:

- Are you comfortable to work within a team of a mixed language, gender and
cultural norms?

- What are the advantages and disadvantages of mixed teams in your point of view?

- From your viewpoint, is there any difference in the work performance of both

genders? If there is any, how? Can you explain?

5- Organization Role: In order to encourage the employees to cooperate and

communicate, every employee need to be treated respectfully and fairly regardless of
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their differences. Humanitarian organizations often claim to embrace and encourage
diversity. In this part of questions, the organization’s positive role in diversity through
encouraging communications among employees was explored and whetehr the

employees felt they were treated respectfully and fairly. The questions were:

- Does your organization encourage effective communication regardless of in
language, gender and cultural norms differences?
- Do you think the managers treat all employees with respect, regardless of their

differences in language, gender and cultural norms?

The second section of questions was related to beneficiaries’ satisfaction as a key
indicator of organizational performance. The questions in this section explored the
importance of diversity to deliver satisfactory services to the beneficiaries, facilitate
dealing with them and understanding their problems. This section was divided into four

parts as explained below.

1- Reliability and fulfilling the important beneficiary's needs: These questions examine
if it was important for the humanitarian organization to provide a diverse staff to meet
the needs of the beneficiaries and how it is important to help beneficiaries to clarify

their suffering and cases correctly and easily.

This part also explores which type of diversity (language, gender or cultural norms) is
more impactful in this regard. The questions were:

- Do you think, the way the employees work shows that they understand the different
needs and expectations of all types of beneficiaries?

- Does diversity have a role in that?

- Which diversity type has the most important role; Language, gender, or cultural

norms?
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- Do you think, the required effort of the employees to understand the beneficiary’s
needs or case may increase because of the language or cultural norms differences
between the employee and the beneficiary?

- Can you remember any situation in which it was hard for the employee to

understand the beneficiary because of these differences?

- Can you tell us more about this situation?

Assurance and Employee Competence: The questions in this part explore whether
diversity in language, gender, and cultural norms is necessary and critical to getting
work done and providing the necessary competencies to deal with beneficiaries of
humanitarian organizations. They investigate also whether beneficiaries need a staff
member in a particular language, gender or cultural norms to deal with, and what type

of diversity is most in demand. The questions were:

- To provide the needed competencies (knowledge and skill), do you think your
organization have to hire diverse employees from different languages, genders or
cultural norms?

- Which diversity type is the most important? Which one is the least important?

- Do you think, the reliability, consistency, and dependability of the employees can
be impacted by their language, gender, or cultural norms when they deal with the
beneficiaries? How? Can you give us an example?

- Did you see cases in which the beneficiary could not trust the employee of the
organization because of the employee's language, gender, or cultural norms?

- Sometimes, does the beneficiary ask for an employee from a specific language,

gender, or cultural norms to be able to trust him/her? How often?

Empathy: The humanitarian organization provides services to diverse beneficiaries.
In this part, these diverse beneficiaries' feelings when they deal with an employee
similar to them or different from them, were investigated. Do the beneficiaries trust
them and if the participant had witnessed any problems between employees and

beneficiaries that occurred due to diversity.
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- Have you ever experienced or seen problems raised with the beneficiary because
of language misunderstanding, gender or cultural norms differences? Please
provide the problem.

- Does the beneficiary expect the employee will not give him/her a personal attention
because of the differences in gender or cultural norms between them?

- Can the trustworthiness, believability, and honesty of the employees be doubted by
the beneficiary because of the employee's gender or cultural norms? Have you seen
such cases? Did it ever happen that the beneficiaries refused to deal with an

employee? Why?

4- Overall Satisfaction: These questions asked about overall beneficiaries' satisfaction
and if the participants thought the diversity in language, gender and cultural norms

might minimize the beneficiaries' complaints.

- Do you think the language, gender, or cultural norms diversity might minimize the
beneficiaries' complaints?
- Do you think the beneficiaries are satisfied with the employees in your

organization?

In the following section, the interview questions will be reviewed and the answers of the

participants to these questions will be analyzed.

2.3.3. Population and Sample of The Research

The target population of the research is the employees who have worked for various
humanitarian organizations for a period of time or are still working for them. The sample
was a heterogeneous sample consisted of 31 participants of different genders, cultural

background and they were from many different nationalities.

In most humanitarian organizations operating in Turkey, Turkish, Iragi and Syrian
nationalities are the most prevalent nationalities among the employees, as organizations
operating in Turkey, and most of the beneficiaries are Iragis and Syrians, so the

organizations work to provide the workforce capable of dealing with them. After these
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nationalities comes the Iranian nationality, then African nationalities and other
nationalities It was not possible to access data about nationalities, genders and other data
of employees because it is confidential. That is why, in each interview, the researcher was
inquiring the participant about the nature of diversity in their organizations in order to
determine the shape of the sample and the diversity that should be present in it, in addition
to the prior knowledge that the researcher possesses about this aspect as a result of her

work in these organizations for years

Because the targeted population is hard to locate (humanitarian organizations'
employees), the researcher used chain-referral sampling method. The chain-referral
sampling method is the method that starts with a small group of seeds that act as the
study's initial participants. These participants then immediately assist in recruiting new
participants. This recruitment from the current participants goes on until the required
number of samples is obtained (Salganik and Heckathorn, 2004). But when this method
Is used, there was a fear that the sample is not representative and do not reflect the real
distribution of the population and using recommendation to contact new participants for
the study has a potential issue, which is, the sample may consist of a homogeneous group
of participants. To encounter this issue, the demographics of the participants referred to,
were reviewed prior to contacting any of the suggested participants. Each participant was
asked to suggest other participants that are in different one way or another, for example
they are different in gender, nationality, or mother tongue. Then, their data is cross-
referenced with the data of previous participants and selected candidates that would make
the sample more representative of reality. As a result, a relatively heterogeneous
representative sample was obtained. The sample consisted of participants of different
genders, languages and they were from different nationalities. Even those from the same
country were chosen from different regions to reflect the cultural diversity of that country.
For example, the Iraqi participants were chosen from the north, center and south because

there are cultural differences between these regions.
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2.4. RESEARCH PROCESS

The research was conducted according to a systematic approach starting with identifying
and investigating the area of interest. A comprehensive review of the existing literature
and research related to the topic was conducted to identify gaps, controversies, and areas
that need further exploration, ensued. Questions that address the research objectives were
developed as a result of this comprehensive review. The research design and methodology

that best suits the research objectives were determined subsequently.

To collect data, online interviews were conducted with the participants. This data was
analyzed using qualitative analysis techniques and based on the analysis of the data, the

conclusions were drawn.

2.4.1. Establishing the Quality of The Research

Quantitative research and qualitative research are two distinct approaches to conducting
research in various fields. They have different objective, methodologies, data collection

techniques, and analysis methods (Golafshani, 2015).

Quantitative research is suitable when researcher wants to measure and quantify
variables, test hypotheses, and make predictions. It's ideal for measuring and quantifying
variables to establish relationships, causality and patterns. Quantitative research focuses
on facts and data is represented in numerical form. Researchers collect data through
structured instruments such as surveys, questionnaires and experiments. Usually the
sample size in quantitative studies involve large sample sizes to ensure statistical
significance and generalizability of findings to a larger population. Mathematical
methods are used to measure and analyze Data and the findings are expressed using
statistical terms (Babour, 1998).

In contrast, qualitative research seeks to gain a deep understanding of a phenomenon or
explore complex issues. It focuses on subjective experiences, perceptions, and meanings.
Researchers collect data through methods like interviews, focus groups, observations, or

open-ended survey questions. Sample Size in these studies typically involve smaller
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sample sizes, and the emphasis is on the richness and depth of data rather than
generalizability. Data is analyzed through techniques like thematic analysis, content
analysis, or narrative analysis. Researchers identify patterns and themes to interpret the
data. Qualitative research provides context and a comprehensive understanding of the
studied phenomena, but its findings may not be easily quantified or generalized (Patton,
2002).

As Quantitative and Qualitative research are two distinct approaches in objective, data
collection, analysis methods, and the outcomes, so the standards that used to evaluate the
quality of them cannot be the same. Scientists are still arguing among themselves about
whether general standards can be set for evaluating qualitative research
(Armstrong,2010). Despite this, there are five criteria that can be found in the literature
that are considered as indicators of the quality of qualitative research. These criteria are
credibility, Reflexivity, dependability, confirmability and transferability. In this study
these criteria were established as explained below (Guba and Lincoln,1989;
Sandelowski,1986):-

- Credibility refers to the state of being believable, rigor, and trustworthy or as Guba
and Lincoln (1989) named it truth value. The motivation for this study originated from
the researcher's personal experience as she worked at a humanitarian organization for
three years. The qualitative approach was chosen because the aim of the research is to
explore the advantages and disadvantages of diversity in humanitarian organizations. To
enhance credibility, the primary results were presented to twenty participants. Eighteen
of the twenty agreed with the results and thought they represented reality. It was not
possible to contact all the original participants due to the long period that had passed.

- Reflexivity: According to Gilgun (2010), the researcher's reflexivity occurs in three
areas: their personal and professional connection to the research topic, that means the
topic must be relevant to the researcher's background, expertise, and experience, the
perspectives and experiences of the research participants, and the stakeholders and policy
makers who will use the research findings for potential policy implications
(Gilgun,2010). The motivation for this study originated from the researcher's personal

experience as she worked at a humanitarian organization for three years. This experience
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helped ease the interaction between the researcher and the participants, and more
understanding of their answers, their feelings, and the stories and situations they told, as
she is familiar with their work environment and circumstances. The researcher initiated
this study with the aim of providing valuable insights to humanitarian organizations and
policy makers. The aim was to identify and address challenges arising from diversity
while leveraging its positive aspects to enhance the organizations' work, considering their

significant impact on numerous people’s lives.

- Dependability in qualitative research is equivalent to reliability in quantitative
research. Achieving dependability involves documenting the research process
thoroughly, including the steps taken in data collection, data analysis, and interpretation
of results so it will be possible for other researchers to replicate the study (Guba and
Lincoln,1989). In this study, dependability was achieved by providing clear and detailed
descriptions of the research procedures. In order to increase the dependability, the
researcher carried out the process of coding and analyzing the data twice in two different
ways manually and using the Maxqgda data analysis software, and the results in the two

methods were the same.

- Confirmability, in the context of qualitative research, refers to the degree of
objectivity and neutrality demonstrated by the researcher throughout the research process.
It is one of the criteria used to assess the quality of qualitative studies (Guba and Lincoln,
1989; Patton, 2002). To ensure confirmability, the personal biases, values, and
preconceived notions of the researcher were put at a distant to do not unduly influence
the data collection, analysis, and interpretation of the findings. Researchers should strive
to maintain objectivity and transparency throughout the research, making it clear how
their own perspectives might have impacted the study. In the data analysis stage, all
responses to each question were thoroughly examined and presented using percentages
and graphical representations. These techniques were employed to illustrate the nature of
the answers and provide a clear understanding of how the findings were derived and the
conclusions were drawn. This proves confirmability because the results were extracted

from the data and not from the bias or the personal ideas of the researcher.
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- Transferability, refers to the extent to which the findings of a study can be applied or
generalized to other contexts or settings beyond the specific study's scope. Unlike
generalizability in quantitative research, which aims to apply findings to a larger
population, transferability in qualitative research focuses on understanding how well the
findings can be relevant or useful in similar situations or different settings. Readers should
have sufficient information to determine the relevance of the study's findings to their own
contexts. Additionally, selecting participants from diverse backgrounds and experiences
increase the likelihood of capturing a broader range of perspectives and increasing the
potential for transferability. In order to ensure this research transferability, detailed
descriptions of the research setting, participants, and data collection process and a careful
review of each potential participant was conducted during the snowball sampling process
to achieve a balanced and diverse sample that accurately represented the diversity within
humanitarian organizations. Also the information related to all participants were

described such as gender, age, nationality and languages (Leininger,1994).

2.4.2. Selection of the Participants

The selection of the participants was carried out via selection from the researcher’s
colleagues’ network, in a humanitarian organization. Respondents were willing to take
part in the study and by using a strategy of recurring recommendations, more participants
in the study could be contacted and recruited. Every participant was asked if he/she could
suggest another coworkers who might be able to get in touch with for an interview. There
are some benefits form this process. Firstly, every candidate has a brief idea about the
study and the interview's questions from the prior participants before the interviews were
contacted. This means that the candidates had nearly consented to join when the
researcher initially spoke to them. Secondly, and because the previous interviewee was
aware of the types of questions of interview, he/she was able to recommend coworkers

they recognized to be knowledgeable and interested in the subject.

When the study was conducted, the participants were employed at humanitarian

organizations or they previously worked for a humanitarian organization. On average,
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each participant had about two years of humanitarian work experience. The following

table represents the demography of participants.

Table 3.1 Represents the Demography of Participators

Gender Age | Cultural Background Languages
1 Female 31 Moroccan English -French -Arabic-Turkish
2 Male 38 Iraqi Arabic-English-Turkish
3 Female 34 Iraqgi Turkish -Arabic-English
4 Male 34 Iraqgi Arabic-English-Turkish
5 Male 30 Sudanese Arabic-English
6 Female 32 Somalian Somali-English-Arabic-Turkish
7 Female 44 Turkish Turkish-Arabic
8 Male 31 Syrian Turkish -Arabic-English-Kurdish
9 Female 34 Djibouti Somali- French -English - Arabic
10 | Male 35 Iraqgi Turkish -Arabic-English-Kurdish
11 | Male 36 Iraqgi Arabic-English
12 | Female 34 Iraqi Arabic-English-Turkish
13 | Male 32 Iraqi Arabic-English
14 | Male 40 Iranian Persian-Turkish-English
Gender Age Cultural Background Languages
15 | Female 45 Iranian Persian-Turkish-English
16 | Female 31 Syrian Arabic-English-Turkish
17 | Female 35 Iranian Persian-Turkish-English
18 | Female 40 Iranian Persian-Turkish-English
19 | Female 30 Turkish Turkish-English
20 | Male 30 Turkish Arabic-English-Turkish
21 | Female 29 Turkish Turkish-Arabic-English
22 | Female 29 Turkish Turkish-Arabic-English
23 | Female 25 Syrian Arabic-English-Turkish
24 | Female 25 Syrian Arabic-English-Turkish
25 | Male 27 Syrian Turkish-Arabic-English
26 | Female 33 Syrian Arabic-English-Turkish
27 | Female 38 Iraqi Arabic-English
28 | Male 40 Iraqi Arabic-English-Turkish
29 | Male 37 Sudanese Arabic-English-Turkish
30 | Male 36 Sudanese Arabic-English-Turkish
31 | Female 42 Yemeni Arabic-English-Turkish




73

2.4.3. Interview Ethics

Every interview began with an introduction of a few ethical and practical considerations
which were deemed to be important for the participant to know. This approach
demonstrated how significant the ethical issues surrounding the conduct of this entire
study were. The deontological perspective was chosen as the one that was most relatable.
This perspective demands that the end does not justify the means, and hence, the findings
of the research do not suffice to support acquiring the research in an immoral manner
(Saunders, Lewis and Thornhill, 2012).

The participant was informed his/ her privacy would be preserved and that their identity
would never be disclosed in the reported results. Furthermore, it was explained that if a
participant did not feel comfortable answering a question for any reason, he or she would
have the freedom to withhold their response and even they could stop the interview
process. The interviewee was also consented for their conversation to be electronically
recorded. Finally, the interviewee was thanked for participating, the study's purpose was

briefly explained, and it was noted that the interview would last about an hour.

Following each interview, the participants were thanked for taking part in the interview
once more. They were offered the option of receiving a copy of the research after it was
completed. The participants were also asked if they would consent to being contacted
once more for follow-up discussions. Finally, the participants were asked if they could
connect with, and refer to, one of their coworkers who they thought would be an interested
and a qualified candidate to take part in an interview. This was a useful tool for connecting
with those in the right positions who had an in depth knowledge and enthusiasm for the

subject at hand.

2.5. DATA ANALYSIS AND DISCUSSION

In this section, the collected data will be analyzed, and the results will be discussed. The
ethics, the interview guide, and the coding process that was followed in the analysis will

be presented. The analysis was divided into two sections based on the theoretical
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framework. The first section is related to cooperation while the second section is related
to beneficiary satisfaction.

The procedure started with a lengthy period of reviewing several literature papers and
books about the analysis and interpretation of qualitative data. The literature was scanned
on various qualitative analysis methods to find the suitable method for analysis of the
study. Discourse analysis, content analysis, narrative analysis, and constant comparison
approach for analysis are the most widely used techniques for analyzing qualitative data

in the fields of business and social sciences.

Content analysis is useful if it aims to develop concepts, describe a phenomenon, or when
an existing research literature on a phenomenon is limited (Hsieh and Shannon, 2005).
As the purpose of the study describes the effects of the diversity in language, cultural
norms and gender on the humanitarian organizations performance and investigates its
importance for these organizations, conventional content analysis for this research was

followed.

2.5.1. Coding Process

It can be difficult and stressful to analyze qualitative data, especially for inexperienced
qualitative researchers. Results are not directly conspicuous from transcripts of interviews
or recordings, hence they need a considerable effort to extract the essential components
and form a cogent and coherent story that is based on the data obtained during the

research. The research questions will be answered by this story.

Coding is an essential tool for transforming unprocessed qualitative data into a "story"
that is credible and easy to communicate. The fundamental process of coding includes
finding a cohesive piece of the data, it could be a paragraph, a word, or something like
that and assigning it a label using a word or brief phrase that explains its meaning(Miles,
Huberman and Saldana, 2013).
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There are a number of approaches that can be followed in the coding process based on
the research conducted and the data. The most common methods of coding are inductive

approach, deductive approach and blended approach.

In inductive approach, the researchers create codes from the data using words or phrases
that the participants actually used instead of using the language of the researcher, which
iIs typically more theoretical. While in deductive approach, before beginning to code the
data, a coding frame is used to construct a predefined list of codes (Miles, Huberman and
Saldana, 2013). The blended approach that is most frequently employed in practice. It is
a mix of inductive and deductive coding. Starting inductively guarantees proximity to the
data or "giving voice" to it, with the potential for theory to emerge afterwards. While
deductive guarantee that there will be structure and theoretical significance right from the
beginning, and allowing for a more inductive examination of the deductive codes during

later coding cycles (Graebner, Martin and Roundy, 2012).

The blended approach was used in this research to ensure focus on the main idea of the
research but at the same time, it remained open to adding new codes in case interesting
information or valuable insights in the interviews were discovered. The literature
reviewed has made it feasible to form preconceived notions about what it has been

attempted to be found out. Based on these ideas, predefined codes were developed

As mentioned earlier, all interviews were conducted online as this was the only option
available due to the Covid 19 pandemic lockdown. All interviews were recorded after
permission was sought from the participants. Zoom Application was used to conduct the
interviews to have an audio and video format, as it was important to see the participants’
reactions to the questions and their facial expressions to have a better understanding of

their answers.

The coding process began by listening to the interview recordings several times and then
converting them into a handwritten script. The written script was reviewed afterwards.
The reviewed literature, in addition to the preliminary readings of the interview texts,
enabled to develop a prior framework for the codes. Figure 2.2 shows the software

interface which was used in the coding process
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Figure 2.2 MAXQDA Software Interface.

The MAXQDA program allows researchers to organize and analyze qualitative data using
friendly interfaces. This made it feasible to represent and visualize the data generated

from transcripts of thirty, one-hour long interviews.

Hierarchical coding framework based on the literature, research questions and
preliminary readings of the interview transcripts was created, using the coding software.
The framework consisted of two main categories: Cooperation and Customer Satisfaction
at the top of a pyramid, each. The category of Cooperation is divided into subcategories
of Communication, Trust, Acceptance of Diversity, and the Role of the Organization. The
category of Beneficiaries' Satisfaction consists of four sub-categories which are fulfilling
the important Beneficiary's Needs, Employee Competence, Empathy and Overall

Satisfaction.

The documents for the interviews were uploaded using the analysis software and all the
documents related to each interview were grouped together and coded as Interviewee 1,
Interviewee 2, and so on. Each question was individually reviewed for all the interviews
and its code was added to its subcategory. This process was followed by a review process

for all the resulting codes, which were further assembled into themes.
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Figure 4.2 shows the hierarchical coding frame followed in the coding process.
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Figure 2.3 Hierarchical Coding Frame

The coding process followed each subcategory and assigned an emotion or sentiment to
each code. Once data were sorted into categories with its sentiments, analysis and

assessment to the numbers was started.

2.5.2. Data Analysis

In this section, the data collected from the interviews will be presented with the analysis.
The questions are divided into two sections: The first section is related to cooperation
inside the organization which consists of five parts, and the second section is related to

beneficiaries' satisfaction which includes four parts as described below.

2.5.2.1. Cooperation Section

1. Communication: The first question in the cooperation section in the interview was if
diversity causes communication barriers or misunderstanding. 70% of participants
thought that at least one type of diversity (language, gender or cultural norms) causes
communication barriers or misunderstandings. 50% of the participants agreed that

diversity in language is an obstacle to communication among colleagues.
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“We are a half-Arab/ half-Turkish team, the half-Arab speaks Turkish, but
their Turkish language is weak, and vice versa for the Turkish half. We find
it difficult to understand each other, on occasions™ Interview 7

This was the response of one of the participants to this question. But at the same time,
most of those who stated that language constituted a problem in communication were
convinced that this only happened in the beginning of their working relationship. Over

time, this problem disappeared and everyone adapted.

“The beginnings are always difficult. When a person starts working here, One
usually faces difficulty because of the language differences. Eventually, these
difficulties disappear” Interview 5

Some of the participants also pointed out the importance of the English language by
helping to overcome language barriers as one of the languages that are frequently used in
humanitarian organizations. For example, a native Arabic speaker and a native Persian
speaker can cross the communication barrier, caused by language, by communicating in

English.

“I have colleagues at work who do not speak my language and I do not speak
theirs. We use English to communicate even though our English is not
perfect” Interview 5

Regarding cultural norms, 35% of the participants answered that different cultural norms
cause communication problems. Some of these consider it as the most important reason

that cause communication barriers.

“Sometimes, | say something which is considered appropriate according to
our cultural norms, but it is inapropriate according to the cultural norms of
others. This often leads to a misunderstanding.” Interview 30

Some participants have argued that the barriers that arise because of different cultural
norms are not caused by the norms themselves, but by the people who are unable to accept

others’ different culture norms.

Gender was the least type of diversity that was considered to have caused barriers in
communication according to the opinion of the participants, about 20% believed this.
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“In terms of gender, | don't think so. Being male or female, does not make a
difference. We all strive to achieve positive results” Interview 23

Of course, this was not everyone's opinion. People of the other opinion stated that the

difference in gender caused a problem in communication.

“We were in a meeting when men took over the conversation and women were
interrupted ” Interview 21

This was the answer of one of the female participants while another female participant
felt the misunderstanding caused by gender diversity was a common occurance in their

work environment.

The response of the participants regarding the first
question

100%
90%
80%
70%
60%

50%

40%

30%

20%

0%
Yes No

N Langauge M Cultural Norms M Gender

Figure 2.4 The response of the participants regarding the first question

In the second question related to communication, participants were asked, whether they
believed that the flow of information between groups was promoted and increased by
diversity? All but four of the participants strongly supported this idea. They believed that
diversity, whether in language, gender, or cultural norms, provided different perspectives,

broad experiences, and different ways of thinking, and this was in the interest of work.
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“Individuals of diffirent backrounds or cultural norms can contribute
different solutions to challenges which enriches the discussion and adds more
to One’s knowledge” Interview 1

The participants gave examples of the importance of diversity to increase their
information and expand their knowledge and how diversity enriches opinions and ideas

in meetings and work discussions.

“Yes, of course, this happens frequently in meetings. For example, a Yazidi
person speaks to clarify some matters related to Yazidis. The Iranian is
talking about a topic we did not know before, the British colleague is talking
about a different topic and so on. At the end of the meeting, we would have
gained new acquaintances and different viewpoints "Interview 31

This belief comes from the employees' understanding of the nature of the work of
humanitarian organizations and the fact that they deal with diverse beneficiaries and from

different places of the world.

“Yes, if we are considering a successful working team, we need diversity to
complement each of the team’s members’ knowledge. This is especially
important in humanitarian organizations, as we are dealing with people from
different places and backgrounds” Interview 6

Gender diversity was the least important in promoting information, from the participants'

point of view, with 80% believing that it had no role in this matter.

“I don't think gender has an effect as language and culture. I believe a person
gains their knowledge and opinions from his/her education, culture and
surroundings regardless of being a male or female. Men and women who
have the same culture, the same environment, and the same education have
the same knowledge and adopt the same viewpoints to some extent” Interview
2

This was how one of the participants justified his opinion that the gender diversity had no

effect on promoting information.
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The response of the participants regarding the second
question
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Figure 2.5 The response of the participants regarding the second question

As mentioned earlier, one of the aspects of good communication and cooperation in an

organization is the ease of learning among its members from each other.

In the third question, the participants were asked if they could easily learn from their
colleagues when they needed, or whether such learning was difficult because of diversity
in language, gender or cultural norms. Only 13% said that they had a difficulty in learning
from their coworkers because of diversity and that it made the learning process difficult.
They stated that anguage diversity was the main reason for the difficulty, followed by the
difference in cultural norms. As for gender diversity, none of the participants felt it as a
reason for learning difficulty

“Sometimes, it is difficult to exactly have a solution for a problem if there was
a different spoken language | do not understand ” Interview 12

Diversity did not constitute an obstacle for learning, as far as the rest of the participants
were concerned. Some stated that the chalengewas probably related the individuals
themselves rather than diversity. If the individual really wants to learn something, then

diversity will never be an obstacle, but rather it provides an opportunity to learn.
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“When I have an interest in learning something, I can learn easily, differences
will not be an obstacle in my way” Interview 9

The response of the participants regarding the third
question
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Figure 2.6 The response of the participants regarding the third question

The participants were surveyed for their opinions about the mixed team, and if it was
possible for such a team to have an effective communication and good interpersonal
relashionships which support achieving goals and accomplishing tasks.

Almost all the participants had positive thoughts about mixed teams and thought that it
was possible for these teams to achieve their goals more easily due to the presence of

diverse members in terms of language, culture and gender.

“In fact, I consider myself luckier to work in a humanitarian organization
where | have a chance to work with a mixed team than people who work in
other fields where there is no diversity. It is true that some colleagues face
difficulties in the beginning, but with observation and learning, they
overcome these difficulties ” Interview 10

Some of the participants considered that diversity in the team would encourage positive
competition among its members and would create a challenging environment for each of

them to do their utmost to accomplish the tasks to the fullest.
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“People will be positively challenged to learn and to improve if they are in a
diversed team” Interview 14

In this question, the participants emphasized that diversity brings about diverse ideas,
visions, and capabilities to the team, which help it accomplish its tasks.

“Diverse competencies and ideas contribute positively in the interest of the
performance of the humanitarian organization” Interview 9

The two participants who differed in their opinion with the rest of the participants
believed that the diversity in the one team might lead to disagreements which affect the

workflow.

In this question, participants considered all types of diversity as important to the mixed
team, but they emphasized diversity in cultural norms importance more than other types

of diversity

The response of the participants regarding the fourth
question
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Figure 2.7 The response of the participants regarding the fourth question

In the last question related to communication, an attempt to investigate the importance of
diversity in language, gender, and cultural norms in accomplishing and accelerating work
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in humanitarian organizations was made. This was from the point of view of employees
through asking them how often they needed colleagues who were different from them in
language, gender, or cultural norms, to complete assigned duties and whether this was a

common practice or if it happened so few times that they could dispense with it.

The responses to this question indicated that 90% of the participants believe that diversity
in language, gender and cultural norms is very important for the work of their
organizations and that without it; the organization would not be able to fulfill its role.
Humanitarian organizations need diversity in their workforce, not only for the sake of
justice and morals but also for achieving goals and improving performance with it being

essential and not secondary.

"Certainly, diversity is required, especially in language. We provide services
to people of different nationalities and places of the world. Some of them come
from Africa and speak French, while some speak Arabic or Persian and other
languages. An organization needs staff who can speak these languages in
order to be able to communicate with them.” Interview 17

Some participants explained that diversity contributes to accelerating the completion of
tasks. For example, diversity in cultural norms and understanding them contributes to a

better understanding of the cases put in front of humanitarian organizations.

“Once, | was reviewing a case of a refugee. | did not understand the problem,
which put his life in danger and forced him to leave his country and seek
refuge, not because of the language, but because of his cultural norms that |
was not aware of. Until a colleague came and explained to me the exact
problem of the refugee.” Interview 1

Participants also mentioned gender diversity as essential in their organizations to get the

work done.

“Gender diversity is important as sometimes, we are faced with many cases
that need an employee of a certain gender, such as dealing with battered
women for example. ” Interview 15

More than 70% of the participants stated that they needed the help of their colleagues to
complete their tasks on an almost daily basis. Approximately 20% said that they needed

this support between 5 and 10 times a month, and less than 10% said that they did not
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need cpolleagues’ help at all. This shows a need for diversity in humanitarian
organizations and that colleagues rely on diversity among them to accomplish their tasks.

The response of the participants regarding the fifth
question
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Figure 2.8 The response of the participants regarding the fifth question

The participants’ responses regarding communication questions and the positive and
negative effects of diversity on them in humanitarian organizations, demonstrated that the
participants believed that diversity had important positive effects and that the only
negative impacts are barriers and misunderstandings that may occur due to differences.
Most of those who mentioned those negative impacts said that these only happen in the

beginning and resolve with time.

2- Trust: According to the literature, in order to achieve cooperation inside an
organization, there is a need to establish trust within it (Smith et al. 1995). A person trusts
colleagues when there is a feeling that he/she can rely on them, they will not hesitate to
help him/her when there is a need and they have the necessary competence to get the work
done (Mayer et al., 1995, Tyler et al.,1996). Based on this, the first question in the trust
part was if the participant thought that people in the team did not hesitate to help him/her
regardless of the differences in language, gender, and cultural norms.
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Participants were asked if they thought that people in the team did not hesitate to help and
if they thought that people in their team could rely on each other regardless of the

differences in language, gender, and cultural norms.

In general, the participants' responses indicated that they had the trust that some of their
colleagues did not hesitate to provide help, regardless of the differences between them.
This was the opinion of 80% of the participants.

“Everyone will help regardless of the difference. No one hesitates to help. All
you have to do is ask for help” Interview 14

The remaining twenty percent responses were between not always and at all. Most of

them attributed the reason to the difference in language.

“Sometimes, hesitation occurs because of language differences. For example,
if 1 want to help a colleague, but there is no common fluently spoken
language, then he or she will not be able to explain the exact problem to me,
and | will not be able to explain the solution to them clearly." Interview 28

Two participants noted gender difference as a possible reason for hesitance to provide
help.

“Usually, they don't hesitate. Sometimes, colleagues from the other gender
may hesitate to help, when it comes to a case with embarrassing sexual
details" Interview 30

The response of the participants regarding the sixth
100% question
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Figure 2.9 The response of the participants regarding the sixth question
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Regarding the question about the reliance of employees on each other, all but two
respondents responded positively and believed that their team members could rely on
each other regardless of the language, gender, or cultural background of colleagues. They
see that this is a common occurance and that the work contexts in humanitarian

organizations require that.

“Yes, everyone in the department in which I work relies on each other because
our work consists of steps that depend on one another. Team members help
others in a situation of need or when there is a challenge, due to them sharing
the same goals” Interview 4

Most of the participants thought the team could not accopmplish tasks if they did not have
the support of their colleagues and without relying on each other. They did not believe

differences between them had a negative effect, as the interest of the work came first.

“It is necessary, and there is no other solution but to rely on each other to get
the work done.” Interviewll

Regarding the third question related to confidence, in which participants were asked
whether they have confidence in each other's ability to perform tasks regardless of their
gender, language, and cultural standards. The responses were similar to the previous two
questions with most participants believing that their colleagues were at a good level of

competence despite their diversity.

“We, as employees of humanitarian organizations, are carefully screened
and selected following rigorous interviewing before we are accepted to work
in such organizations. Therfore, every employee has a good level of
competence whether he is male, female, Turkish, Arabic, Persian, or other
language, culture, or gender” Interview 17

45% of respondents noted that they trusted a colleague's competence based on the
colleague's work experience and personality rather than on the gender, language or

cultural norms of the colleague concerned.

“It is related to the personality and experience of the person and is not related
to their language, gender, or culture. I trust the competence of my Arab
colleague in the team because they have been working in this organization
for a long time and have a great experience with them being highly qualified.



88

| trust the competence of my female colleague because she has good
experience and high qualifications, and I will not question her competence
Jjust because she is a woman.” Interview 29

This was the response of a Turkish male participant and the answers of 12 other
participants had the same meaning despite their differences. Likewise, the participants
who said that they did not have complete confidence in the competence of their team
members did not attribute the reason to diversity, but rather to the lack of experience of

coworkers or their personal qualities.

As stated in the participants' answers, the environment inside humanitarian organizations
is generally characterized by trust, despite the great diversity among workers in general.
This indicates that diversity in language, gender, and cultural norms does not conflict with
cooperation and therefore does not negatively affect the performance of the humanitarian

organization in this respect.

3- Conflict: For many researchers, conflict is the opposite of cooperation. In general,
workforce diversity leads to increased conflict and decreased cooperation (Clark et al.,
2000). In this section of the interview, there was an attempt to find out if there was any

form of conflict that the participants had experienced or noticed in the organization.

The first question related to conflict was whether the emotional and professional
relationships within the team were affected by language, gender and cultural norms
diversity.

More than 85% of the participants believed that both emotional and professional
relationships are affected by diversity in language, gender or cultural norms. The
participants indicated that despite their work in humanitarian organizations where
diversity is a commonplace and there are good relationships and communication between
diverse coworkers, but it seems that most tend to have relationships with the others
resembling them in language, cultural norms or gender. It was found that employees
within the organization divide themselves into groups based on their language, culture or

gender
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“Collegues tend to have relations and interact with others who talk the same
language and understand more their cultural norms and of the same gender.
In our organization, most of the employees are either Turks, Arabs or
Iranians. They seem to interact and spend time together during their breaks
with others of the same language, gender and cultural norm. 15

According to the responses, this also applies to professional relationships; a manager
tends to ask his/her employees who share language, culture, or gender with him/her more

to perform tasks.

“When | need help with a work matter, | prefer to ask for it from my teammate
who speaks my language or who is of a similar culture.” Interview 8

Gender has a clear impact on relationships within humanitarian organizations according
to the responses in the interviews but at a slightly lower rate, 79% of the answers. Some
male participants had a feeling that there was a bias in in favor of women unlike other

organizations.

“Outside humanitarian organizations, women are not supported like men.
Inside our humanitarian organization, women are supported well and their
views and concerns are taken more seriously. This is admirable;however, if
a conflict occurs, my experience is the result will be in the woman’s favour.
Therefore, | am always very careful in this regard as | feel the organization
considers women'’s concerns more”” Interview 29

This was a response of a male participant for this question.

The response of the participants regarding the ninth
100% question
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Figure 2.10 The response of the participants regarding the ninth question
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When asked, 50% of the responses indicated that the participants see inappropriate
behavior in their organizations related to language, culture or gender when asked the

second question realted to conflict.

When it comes to appropriate and inappropriate behavior, language, gender and culture
are intertwined with them being difficult to distinguish. Participants indicated that due to
different cultures, there are some behaviors or words, which are appropriate in one
culture, but inappropriate in another. These were mostly related tradition or sexual

content, which can lead to some conflicts among coworkers.

Some participants indicated that sometimes, they find their coworkers may discuss a topic
like sex, which in other cultures is inappropriate in the presence of the opposite gender.

Below is what one of the female participants said about the question...

“I often find myself in situations where my male coworkers from different
cultures kiss me when greeting me even though this is is not appropriate in
my culture” Interview 26

Some words are appropriate to say in one culture, are not appropriate to say in another

culture, even though the two cultures speak the same language.

“Even though we share a similar language, some colleagues say some
inappropriate words which are not acceptable in my culture.These words
actually have a different acceptable meaning of something different in their
culture or are considered appropriate”

Because of this overlap between culture, language, and gender, when the responses of the
participants were began to be reviewed in the analysis, it was difficult to determine
whether the examples and situations they mentioned were culturally, linguistically, or

sexually inappropriate.

The next question in the conflict section, the participants were asked whether they had
experienced harassment, bullying, or discrimination. In fact, the results were shocking
and unexpected, as 53% of the participants said that they experienced these things in their

humanitarian organizations.
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The first reason for this result according to the responses of the participants was the
difference in cultural standards, with 40% of them stating that they experienced bullying
or discrimination themselves or witnessed situations for others because of the difference

in cultural norms.

“Yes, | get bullied because of my cultural norms. For example, when we are
on a special occasion at work, the co-workers start bullying me because |
don't drink alcohol, or when I'm fasting they question why | am fasting.”
Interview 6

Language ranks second as a cause of bullying and discrimination in humanitarian
organizations at thirty-three percent of the responses. Some participants said they were
bullied because of their language weakness or had been discriminated against because of

a language they did not speak.

More than one participant mentioned that the issue of bullying comes in the form of a
joke, but it was perceived to be offensive and unacceptable

“Yes, | was bullied because of my language and culture; usually it is in the
form of a joke. They think it is funny but it is not, it is hurting”

Related to gender, about 24% of the answers reported that there was discrimination and
bullying based on gender that occurred in humanitarian organizations. These answers
were for female participants who felt that there was a bias in favor of men or for men who

see that there was a bias in favor of women.

One of the female participants mentioned the issue of discrimination against covered
women and that they did not have equal opportunities as their colleagues, even if they

had the same level of experience and qualifications.

“There is no bullying, but we as veiled women, have fewer opportunities than
others. There is no discrimination within the teams, but if we apply for a job
or a position, we notice that they do not prefer veiled women, even if their
qualifications are good and unfortunately, they don't get it because of the
hijab” Interview 27
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After this interview, the participants were asked about this issue and whether they thought
it was true that veiled women did not have fair opportunities in humanitarian
organizations. Eight of the eleven participants stated that they believed so. One of these
participants said that she used to wear hijab at the beginning of her work in the

organization; but because of this issue, she abandoned it.

It has been noticed that some participants who reported that practical relationships were
affected by diversity in language, gender and cultural norms, have said at the same time
that there was no discrimination based on these types of diversity. Hence, the question
was raised, aren’t the two answers contradictory? Their answer was that they believed
that diversity affects relationships, but does not reach the point of discrimination and that

eventually, all are granted their rights fairly in the humanitarian organization.

47% of the participants, stated they had a different opinion and that they were not
subjected to discrimination, bullying or harassment, and that humanitarian organizations
have laws that prevent such practices. Anyone who is exposed to such behavior can file

a complaint and the wrongdoer will certainly be punished

The response of the participants regarding the eleventh

question
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Figure 2.11 The response of the participants regarding the eleventh question
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In the last question, the stress that employees may experience was explored. Many
researchers identify stress as a cause of conflict, and the presence of stress is evidence of

conflict in the work environment (Fred Luthans,1995).

Participants were asked if they had faced any pressure in their work because of their
language, cultural or gender differences. The results were close to the previous question,
as approximately 43% of the participants said that they were exposed to stress in work.
Language was the first reason for stress in work according to the participants at 40%,
while culture was identified by them in 30 %. As for gender, it caused stress, in

approximately 13%.

“I may face stress because of my Turkish language skills. This is the case no
matter how much hard I try to master it” Interview 23

One of the female participants said the following.

“My work required sometimes to go to the police as a woman which caused
me stress. This is not the case when | am based in the organization” Interview
21

The response of the participants regarding the

twelfth question
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Figure 2.12 The response of the participants regarding the twelfth question
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From the results that have been seen in the part related to conflict, there are significant
indications of conflicts within humanitarian organizations, although they are
organizations of a diverse nature. This may represent a problem for the performance of

such organizations.

4- Diversity Acceptance: In this section, the employees' diversity acceptance was
investigated. According to many researchers, diversity acceptance is positively related to

cooperation and organizational performance.

The first question was related to whether the participant felt comfortable to work with a
team of mixed culture norms, languages and genders. The second question was aimed at
clarifying the advantages and disadvantages of mixed teams in participant's point of view
were explored. That third question was, about differences in the work performance of

both genders.

These questions give an insight into the participants’ thinking and the extent to which

they accept diversity.

Regarding the first question, all participants without exception answered they were
comfortable working in a mixed team. In fact, many of them enthusiastically answered
this question with phrases such as it is fun, they enjoyed working in a mixed team or they
liked it very much.

As for the question related to the advantages and disadvantages of linguistic, cultural and
gender diversity in humanitarian organizations, the main objective was not to know the
advantages and disadvantages from their point of view. The main objective was to find
out how participants felt about these types of diversity and whether they perceived them

positively or negatively and which were more predominant.

All but two of the participants said that diversity had many advantages. Most of those
who mentioned the advantages considered that one of the most important ones was
learning. They believed that when they work with people of different cultures or places

in the world, who speak different languages, and have different viewpoints with different
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genders, they enrich their knowledge, broaden their horizons of thinking, and improve
their second languages.

Another advantage mentioned a frequently by the participants was the multiplicity of

viewpoints and different experiences, which led to better solutions to work problems.

Many of the participants also reported that the diversity of genders gives a view of things
from different angles, which makes things seem clearer.

“Men usually take a general view of things, while women pay more attention
to details, and this gives us a comprehensive and detailed view of things”
Interview 10

When the team is mixed, it means that there are multiple competencies and experiences,

which contribute to the completion of the work.

“Men and women are needed in the team. Each could contribute to a different
aspect of the case especially when it involves gender related sensitive issues.
In addition, the presence of multiple language speakers will help to support
refugees who only speak their native language ” Interview 25

These advantages represent the public opinion of the majority of the participants. There
are some advantages mentioned by some of the participants such as the following..

“When everyone is different, you don't feel different, and hence you don't feel
alienated” Interview 11

As for the disadvantage, most of the participants believed that the disadvantages of
diversity are few. Some of these disadvantages disappear with time, while the advantages

are more.

The language barrier and misunderstanding because of cultural differences are mentioned

as disadvantages of diversity by some participants.

“At first, the team may be mismatched because of their differences and
diversity but usually, and with time, the situation improves and the team
adapts” Interview 4
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One participant mentioned the above comment as a disadvantage of diversity.

In the last question on the topic of accepting diversity, participants were asked whether
they thought that there was a difference between men and women in work performance.
The objective of this question was to find out to what extent the participants accepted the

opposite gender at work and whether they had a sense of superiority.

The responses to this question was there was no difference in about 73%. Three
participants said that this depended on the nature of the work. There are tasks that men

perform better, and there are tasks that women perform better.

Four of the answers were, women perform better, but two of those answers were from

male participants, and cannot be considered as non-acceptance of the opposite gender.
One female participant believed men did better.

“Women can be more empathetic, they tend to immerse themselves in work”
Interview 3

The response of the participants regarding the

forteenth question
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Figure 2.13 The response of the participants regarding the fourteenth question
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It has been noted from the participants' responses to the questions about accepting
diversity, that there was a great acceptance of diversity by employees in humanitarian
organizations. This contributes to enhancing cooperation and improves the performance

of the organization.

The last questions in cooperation section were about the organization’s role. According
to the literature, the organization plays an important role in making the impact of diversity
positive or negative on organizational performance. Successful management, support and
encouragement of diversity can make the impact of diversity positive. The failure of the

organization in this role could make a negative impact.

This part includes two questions. The first one was related to whether the organization
encouraged effective communication regardless of language, cultural norms and gender
differences. Approximately 77% of participants responded positively and indicated that
the humanitarian organizations in which they work encourage effective communication
between their employees, regardless of differences between them in language, cultural

norms and gender.

The responses mentioned two ways, which humanitarian organizations implement to
encourage their employees. Firstly, by setting strict policies to discipline employees who
abuse their coworkers because of their differences. Secondly, through setting up
educational meetings and events which allow employees to have joint discussions and

dialogues, in addition to rapprochement and acquaintance outside the framework of work.

The remaining twenty-three percent of the participants answered between No, only on

paper and Yes, but not enough.



98

The response of the participants regarding the fifteenth

question
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Figure 2.14 The response of the participants regarding the fifteenth question

The last question was about how managers treated employees and if they felt there was
an inequality in their treatment. Most of the respondents said that managers treated
everyone with respect. However, 63% of them believed that managers did not treat
employees equally and that was some kind of an unfairness in their approach as they

tended to favour employees who are of the same language, culture or gender.

“When the manager is from a certain group, you find that they prefer employees from

their group in terms of distributing tasks and providing facilities” Interview 9

The remaining 27% of participants had opposite opinions, as they said that their managers
treat everyone equally and the laws of humanitarian organizations dictate this. If an
employee feels that there is unfairness, he/she can file a complaint against his/her

manager.
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The response of the participants regarding the sixteenth
question
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Figure 2.15 The response of the participants regarding the sixteenth question

This was the last of the questions which were asked to the participants regarding the
impact of diversity in language, cultural norms, and gender on cooperation in
humanitarian organizations. The next section of the questions is related to the effect of
these types of diversity on the satisfaction of the beneficiaries. In the next part, the

analysis of this section will be reviewed.

2.5.2.2. Beneficiaries Satisfaction

Scholars identified beneficiary satisfaction as a key factor for organizational
performance, as the performance of an organization depends on its ability to achieve
beneficiary satisfaction (Porter,1986; Bernadin et al., 1995; Ndubisi and Nwankwo,
2019).

In this section, the responses should be viewed in an opposite way to the cooperation’s
section. For example, when the question was about the communication problems that
occured between employees because of diversity with the participants answering yes,
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there were problems which occured because of diversity. This means that diversity is not
in the interest of the organization. When the participants were asked whether there were
communication problems that occured between employees and beneficiaries due to
differences in language, cultural norms or gender, the answer was yes. This means that
diversity is in the interest of the organization and that the organization must increase
workforce diversity in order to reduce the differences between employees and

beneficiaries and improve the performance of the organization.

As mentioned before, this section contains four parts as following:

1. Reliability and fulfilling the important beneficiary's needs: In this part, the participants
were asked two questions. In the first question, what they think of their organization’s
employees and do they think these employees understand the different needs and
expectations of all types of beneficiaries and does the diversity of employees play a role
in this understanding. 70% of the participants were convinced that the employees in their
organizations understand the needs of the beneficiaries and that diversity in language,

cultural norms and gender play a major role in this understanding.

“Yes, | see that the employees are usually attentive to the needs of the
beneficiaries, because we in the organization, make sure that the employees
who provide the service to the beneficiary are of the same language, gender
and close to the beneficiary's cultural norms. For example, when we interview
an Arab female refugee from Iraq, we make sure that the employee is a female
from Iraq and speaks Arabic” Interview 12

When the question was, which type of diversity (language, cultural norms, gender) is the
most important to increasing employee understanding, most of the participants answered
that the three types are important, but that the most important was language at 47%,
cultural norms at 33% and 20% of the respondents said it was gender.
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The Most Important Type of Diversity
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Figure 2.16 The Most Important Diversity

In the next question, participants were asked if the required effort from the employees to
understand the beneficiary's needs or case may increase because of the language or
cultural norms differences between the employee and the beneficiary. All participants
agreed that the effort that the employee needs to understand the beneficiary's case is less

if the differences between them are less.

“We need more effort when the beneficiary is different from us. We need to
ask, inquire and learn so that we can understand them or explain to them, the
instructions or what is required. If I need, for example, five minutes to explain
something to a person of the same language or culture, | may need fifteen
minutes to do so shuld they were different language or cultural background. ”
Interview 12

The participants pointed out the problem of different dialects, and that sometimes it was
not enough that the employee spoke the beneficiary’s language, but rather there was a k

a need to know their dialect,also.

“When the beneficiary speaks a dialect which is different from mine, I need
to repeat the questions frequently so that they can understand me, and I also
need more effort to understand them” Interview 19

The participants mentioned many situations in which the different dialects led to a great
misunderstanding between the employee and the beneficiary. The subject was understood

by one of the parties in a completely different way from the exact meaning.
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“Once, a beneficiary was explaining her case and said, according to what the
employee understood that her husband was killed and then they lost the war.
She actually meant her husband was beaten and then they fled from the place
where they were living” Interview 8

The difference in cultures was the reason for the lack of understanding in other examples.

“Just because | am speaking the same language does not mean | understand
the need. On one occasion, a beneficiary came with a clan-based problem,
which was completely unknown to the employee's cultural norms, who did not
understand the scope of the issue, and the beneficiary herself did not
understand her case was appreciated equally. She needed the help of a
colleague from the same cultural norm of the beneficiary to explain the case
to in more detail to the employee. ” Interview 1

Some of the participants also mentioned gender as a reason for the increased effort and
lack of understanding. This is because the beneficiary was sometimes unable to explain

his or her problem frankly to the employee of the opposite gender.

2. Assurance and Employee competence: In this part, the impact of diversity on
assurance and competence of employees was explored, as it has a significant positive
impact on beneficiaries' satisfaction. Assurance means the ability of employees to ease
the beneficiary to trust them. Competence includes Knowledge and skills (Chaichi,
2012;Rosmika and Nurhaida,2017).

When the participants were asked if organizations really needed to hire people from a
diverse language, culture, and gender to provide the competencies needed, everyone's
approaved, and stated that the organization's need for diversity was essential, not a luxury.
Everyone agreed that the three mentioned types of diversity are important in the work of
their organizations, but their order of the most important and the least important was quite
different. It can be said that the three types were equivalent in importance according to

the responses.

The employees' opinions were surveyed on that the consistency, and dependability of the
employees was affected by the differences in language, culture and gender between with

the beneficiary. 70% of the participants believed that the consistency and reliability of
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employees are affected by the differences and that it was better when the employee
worked with a beneficiary who was not very different from them.

“When I meet a refugee of the same language and culture, my work is certainly
more reliable. This is because | understand the meaning of the words
correctly, as well as having a clear perception of the cultural conditions
surrounding the refugee's story.” Interview 22

Regarding gender, some participants had similar opinions, as they saw that in some cases,

the work of one gender was better than the other.

“Gender has a role sometimes and may depends on the beneficiary s gender.
When the case is about domestic violence perpetrated against a female, a
female employee works better, more reliable and consistent. 725

Almost all of the participants had seen cases of beneficiaries where they had doubts
related to the competence of employees because of their gender, language or culture. Tere
are quite a number of examples of cases of beneficiaries requesting that the employee be

of a certain gender, language or culture.

The first common reason for the beneficiary’s lack of confidence in the employee’s
competence is the difference in language. The participants said often the beneficiary felt
that the employee did not understand him/her well and did not translate what they said
correctly. Therefore, he/she asks that the employee’s mother tongue to be of the same as

the language of the beneficiary.

“An lranian beneficiary who speaks good English prefers an employee of
Iranian background so they could speak in Farsi” Interview 17

The second reason mentioned, which makes the beneficiaries doubt the competence of
the employee, is the culture. According to what the participants mentioned, the
beneficiaries are of two types, one type believes that the person who differs from their
culture is an inexperienced employee and cannot deal well with their case. And another
type, when he/she comes to a humanitarian organization expecting to meet a foreign
employee. This gives him/her the impression that the employee is an expert and with

more decision powers.
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The gender of the employee, which the beneficiary seeks to meet, represents the most
characteristic determined by the beneficiaries, but not always. This is not because of their
lack of confidence in their competence, but because the beneficiary is often unable to talk
about their problem openly with the other gender. This is especially true when the issue
of the beneficiary relates to sexual assault. Women usually ask for a female employee and
men ask for a male employee so that they can be more open to talk about their problem.

Other reasons are related to empathy and personal trust.

3- Empathy: it can be defined as the ability to feel and understand others' feelings.
Empathy simply means an understanding of others point of view, and not necessarily
agreeing with it. Scholars showed that employees’ empathy to beneficiaries lead to
beneficiaries' satisfaction (Lee et al., 2011). In this part, the questions explored the effect

of diversity on empathy.

About 77% of the participants had witnessed situations in which a problem or a
misunderstanding was raised between the beneficiary and the employee due to the

differences between them, especially cultural differences and then language differences.

“Once, | said to a Yazidi child, "Don't be a devil (Shaitan) as a joke. This is
a common endearment phrase in our culture, but I almost ended up being
beaten by the father because the word (Shaitan) is sacred to the Yazidis."
Interview 8

Similarly, participants said that beneficiaries expect people who are similar to them to

give them more attention, especially with regard to culture and gender.

“Usually, Somali refugees often ask for a Somali employee because they feel
that such an employee will pay more attention to them and will sympathize
more with their situation. 6

The trustworthiness, believability, and honesty of employees may be questioned by the
beneficiary because of the employee's gender or cultural norms, according to 70% of the
participants. In many cases, abused women have a phobia of men and refuse to talk to
male employees. Similarly, LGBT beneficiaries do not trust male employees and prefer

to talk to an employee of the same orientation or a female employee.
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With regard to culture, sometimes, the beneficiary has a bad preconceived ideas about a
particular culture and subsequently, they refuse to be helped by an employee of that

culture.

“Afghan people do not believe that Iranian people will help them because of
the high level of discrimination against their ethnicity by Iranians, they think”

Some beneficiaries do not trust other cultures and their honesty. They hence, ask that the
employee is of the same culture as theirs. Sometimes, it is the opposite, and the
beneficiary requests that the employee is from another culture for the fear that his/her

information will reach where he/she came from.

“I remember a Kurdish beneficiary asked for not Kurdish employee and from
a city does not live.” Interview 8
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Figure 2.17 Trustworthiness, believability, and honesty of employees may be
questioned

5- Overall satisfaction: In the last part of the interview, the impact of diversity on
beneficiaries' satisfaction from the point of view of employees was explored.

The first question was whether diversity contributed to reducing beneficiaries'

complaints. The responses were positive at 90%. They tought that complaints would
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become less due to the presence of diversity. They thought that the beneficiary could feel
at easy if the spoke to the employee in an open manner, without fear and without difficulty
in communication, because of the diversity of languages, cultures, and gender in the

organization.

Additionally, they believed that the beneficiaries were generally satisfied with the
organizations and the performance of their employees. They also believed if there was a
dissatisfaction, it was because of the organizations' lack of resources and their limited

capabilities, and not because of the performance of the employees.

“Often, the refugee comes expecting that the organization will provide
him/her with refuge in one of the developed countries within a short time, but
in fact, this process does not depend on the organization only. It depends on
international approvals and long procedures, for a refugee to enter a
country's territory. This may cause some dissatisfaction from the
beneficiaries” Interview 9

This was the response of one of the participants, and there were other responses to the

same meaning.

In this chapter of the research, the appropriate strategy for this study was explored, and
the types of research strategies were compared with the objectives of the research.

Qualitative research strategy was found to be most appropriate for the study.

In order to collect data, the chosen method was semi-structured interviews to ensure that
the interview was guiding towards the goal of the study and at the same time, giving the
participants the opportunity to express their opinions freely and share their experiences

related to the subject of the research to reveal any aspects that might be absent.

The research aims to explore the phenomenon of diversity in humanitarian organizations
and develop concepts about it. The most suitable analysis was content analysis, as there

are not enough studies about this issue in humanitarian organizations.

The mixed approach between inductive and deductive coding was followed in the coding

process because there was a pre-prepared set of codes available depending on the studies
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and research objectives, but these codes had to be updated to add any new information
that appeared through the participants' answers.
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CONCLUSIONS AND RECOMMENDATIONS

The main objectives of the study were to investigate the impact of diversity on the
performance of humanitarian organizations, specifically in terms of cooperation and
beneficiaries' satisfaction. The study also aimed to explore the experiences and
perspectives of individuals within these organizations regarding diversity in language,
cultural norms, and gender. Additionally, the study seeked to identify both the potential
challenges and benefits associated with diversity in these contexts. The study focused on

understanding how diversity can affect the performance of humanitarian organizations.

The study was conducted in Turkey and data were collected from interviews with
participants of different cultural backgrounds and nationalities who work in humanitarian

organizations operating in Turkey.

This thesis utilised qualitative methodology to address the research questions. The key
indicators of humanitarian organizations performance were identified based on what was
reviewed in literature. Data collection method was semi-structured interviews. Content
analysis was the mean to analyze data and the mixed approach between inductive and

deductive coding was followed in the coding process.

Through the semi-structured interviews that were conducted with workers in
humanitarian organizations in Turkey, some finding were reached which can be

summarized as the followig.

It was observed that although 70% of employees reported that there were obstacles in
communication between co-workers due to diversity in language, cultural norms and
gender, most of them reported that these obstacles were temporary and usually, new
employees in organizations were able to overcome these barriers with them disappearing
over time. Diversity in language was the most notable cause for communication barriers
according to 50% of the participants, followed by cultural norms and gender. It has been
found that in general, diversity in language, gender, and cultural norms does not lead to
negative effects on communications within the organization and that it has positive

important effects on the flow of information and the completion of work. It was clear that
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88% of the participants perceived diversity as a way to increase their knowledge and
information, and that language and cultural norms have an important role in this regard.
As for gender, most participants believed that it was not as important as language and

cultural norms.

Most of the participants do not have a problem working in a mixed team and that they see
diversity as important for their work. In addition, 87% indicated that they did not face
difficulty in learning from colleagues who were different from them in language, cultural
norms and gender, although some of them indicated that language might affect the ease
of learning, but they can resort to a common language such as English language to bypass
these difficulties.

According to the analysis to the participants' responses, most employees in humanitarian
organizations have a great acceptance of diversity in their organizations and see it as an
important and positive contributor to their work. The responses indicate that 80% of the
participants trust their colleagues in the humanitarian organizations. Most participants
indicated, that they trusted their colleagues and would not hesitate to provide help to them
should they need it, regardless of the differences among them and that they already
depended on the support of their colleagues to complete their tasks on an almost daily
basis.

Conflicts and the role of the organization are two areas where responses suggested the
impact of diversity was perceived to have a negative effect. Regarding the conflict aspect,
most participants indicated that some conflicts occurred because of diversity in language,
cultural norms, and gender. More than half of the participants noted experiencing bullying
or hearing inappropriate speech due to differences in language, cultural norms, or gender.
Although this negative speech and bullying are not usually taken seriously, nevertheless,

they cause harm and contribute to psychological pressures.

As regards to the role of the organization, and its negative impact in terms of diversity in
language, cultural norms, and gender, the participants felt that there was discrimination
by managers on the basis of this diversity; although humanitarian organizations have laws
to prevent this and exert efforts to encourage overcoming the problems arising from the
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differences between individuals. Clearly, this was not perceived to be enough as per the

respondents’ answers.

The importance of diversity in language, cultural norms and gender becomes clearer in
the second part of the interview. Diversity is necessary to provide the competencies and
expertise that organizations need to perform their work, deal with their beneficiaries and
provide their needs. 47% of prticipants said the language diversity was the most important
type to fulfill the beneficiaries needs, while 33% indicated cultural norms, 20% felt

gender diversity was of the most important.

It was clear from the participants’ responses to the questions in the second part of the
interview that diversity in language, cultural norms and gender has a positive and an
important positive impact on the satisfaction of beneficiaries. All participants agreed that
humanitarian organizations cannot effectively perform their work without having a
diverse workforce. This is essential and indispensable for humanitarioan organizations'

operations.

All in one, this study was conducted in order to answer three main research questions.

This section presents general conclusions in view of the research questions.

The first question was about the role of the diversity in language, cultural norms, and
gender and their effects on the humanitarian organization's performance in terms of
cooperation. Depending on literature review, the indicators of cooperation are
communication, trust, diversity acceptance and conflicts. The conclusion from the
findings was that diversity had no real negative effects on communications between
employees within the humanitarian organization, and if there were some negative effects,
they were only temporary. The diversity in language, cultural norms and gender causes
obstacles in communication between coworkers. However, these obstacles are temproray.
Usually, new employees in organizations were able to overcome these barriers over time.
Diversity in language was the most notable cause for communication as a barrier

according to participants, followed by cultural norms and gender.
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There is a belief held by participants that diversity having a significant positive effect on
work and communication. Working in a mixed team does not represent a problem for the
participants and it is important for the work. Coworkers in diversed teams can learn from
each other in spite of the difficulties caused by language differences. Using common

language can help with challenge.

Acceptance of diversity existed in these organizations and the employees saw it as an
important and a positive contributor to their work. There is a general atmosphere of trust
among employees in the work environment in the humanitarian organizations. Trust does

not depend on similarities and differences but rather on experience and sincerity in work.

However, conflicts occurred because of diversity, and bullying and inappropriate speech
related to differences in language, cultural norms, or gender existed, also. These caused
psychological pressures and harms. The humanitarian organizations laws and efforts is

not enough to prevent discrimination and bias inside them.

Regarding the second question, which was related to the role of diversity in language,
cultural norms, and gender and their effects on the humanitarian organization's
performance in terms of beneficiaries’ satisfaction, it was clear from the findings that
diversity played an important role on the beneficiaries’ satisfaction and as a result, on the
organization’s performance. These aspects of diversity help with fulfilling beneficiaries’

needs and provision of much needed competencies in employees.

The last question was about the importance of diversity in language, cultural norms and
gender and their effects on the performance of humanitarian organizations. The study
concluded that, for humanitarian organizations, diversity in language, cultural norms and
gender are very important and necessary to provide the competencies and expertise that
organizations need to perform their work, deal with their beneficiaries and provide their
needs. Therefore, humanitarian organizations are encouraged to employ a diverse

workforce.
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The conclusions reached in this research, have demonstrated that linguistic, cultural, and
gender diversity have significant importance for improving the performance of
humanitarian organizations and that these aspects of diversity cannot be dispensed with
in these organizations. However, to gain the benefits of diversity and overcome its
drawbacks, it must be well managed to provide an environment, which promotes and

respects diversity.

It has been noticed from the participants' answers that many of them believed that they
had faced discrimination or bullying from colleagues or officials in one way or another
and that the adopted policies of humanitarian organizations to raise awareness about

diversity and combating discrimination were not sufficient.

Humanitarian organizations should consider to address these concerns and put in place
stricter laws and policies to combat discrimination and bullying due to diversity. Further

targeted diversity education is recommended.

A future research study could investigste to what extent this discrimination affects the
work and performance of humanitarian organizations and their work environment, and

the best methods to follow for its prevention.

Another suggestion for a future study is communication problems facing new employees,
and to what extent can this problem contribute to withdrawal of the new employees from
the organization. The role of organizations in helping their new employees to overcome

these challenges could also be investigated.

A number of limitations were faced in this research. The research was conducted during
the COVID-19 pandemic time, hence the only method of contacting participants was
through telephone or internet facilitated connections. This caused a reduction in the
number of participants recruited to this study. The interviews were conducted virtually
via a video link, which in turn had its challenges in communication, and reduced the level
of interpretation of participant's reactions. Ideally, a face-to-face interview would have

given the researcher the opportunity to pick more on the participants' nonverbal body
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language communication indicators. Face to face interviews provide a more suitable and

comfortable environment to answer the interview questions.

Single source of data collection was used in the study. Secondary data was not available
as the information and statistics of humanitarian organizations are confidential. We could
not get statistics such as those related to the problems of beneficiaries, and demographics

of employees..etc.
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