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QUESTION #1:  
 
Part One: In no more than two typewritten pages, describe your chosen 
organization, giving its purpose, size, major product/service, location(s), 
historical origins, any unique features, name of CEO, name of top public 
relations practitioner, any other pertinent or interesting facts about the 
organization.  (If a mission statement is available to you, include it in the 
appendices.) (10 points) 
 
Part Two: According to systems theory, would you classify your organization 
as an open system or a closed system?  Justify your classification, using the 
specific criteria for open/closed systems studied as one of the Theories this 
semester.  (10 points) 
 
 

Access Care and Resources for Health (ACR Health), previously known as AIDS 

Community Resources, is a non-profit organization which is community-based and 

provides prevention, education and support services to people who are infected with and 

affected by human immunodeficiency virus infection (HIV) and acquired 

immunodeficiency syndrome (AIDS). The ACR Health offers its services based on its 

mission statements (Appendix 1) to anyone without discrimination based on their age, 

race, color, gender, sexual orientation, economic status, political affiliation, marital 

status and handicapped status.  It provides services particularly in the Central, Northern, 

and Mohawk Valley regions of New York State. It has six offices providing its services in 

nine counties: Onondaga, Herkimer, Jefferson, Lewis, Madison, Oswego, St. Lawrence, 

Cayuga and Oneida.   

 The ACR Health was established in 1983 with its dedication to bring awareness of 

HIV/AIDS to the communities that it served. It has provided case management services 

and education to people living with HIV/AIDS since its establishment. 1980s was a 

decade when the awareness of HIV/AIDS was raised from the public. The first AIDS 

case in the United States was reported to the Center for Disease Control by Ken Horne 
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from San Francisco, and the first known AIDS death person, Nick Rock, in New York 

City was known to the public on January 15, 1981.  Also, the New York Times published 

its first article on AIDS that reported rare pneumonias and sarcomas in gay men in New 

York and California. With the rising population of people who were infected with 

HIV/AIDS, AIDS Task Force of Central New York (ATFCNY) was established to provide 

services for people who were suffering from these incurable diseases. Also, it believed 

that educating and providing support services to its communities help to prevent the 

spread of HIV/AIDS and assist people who were already affected. It received $38,000 

from the New York State passed through SUNY Research Foundation, and opened its 

first office in downtown Syracuse.  At that time, Brad Cohen was hired as first executive 

director. After few years, its name changed to AIDS Community Resources.  In 2013, 

AIDS Community Resources rechanged its name to ACR Health due to the expansion of 

its support services to five chronic illnesses such as asthma, heart disease, high blood 

pressure, serious mental illness, obesity and diabetes. 

Michael Crinnin has been the Executive Director of ACR Health since 1989. For 

10 years before he became the executive director, ACR Health started with nine 

employees and one Syracuse office. Today, it has six offices in nine different counties 

with about 80 dedicated employees and volunteers.  

Currently, the ACR Health has two primary functions that are preventing the 

spread of HIV /AIDS and caring for those who are infected and affected by HIV/AIDS. It 

offers a comprehensive array of support services for HIV plus clients, their families and 

their partners. There are three main divisions of services that the ACR Health provides 

for its communities: Client support services, prevention services and youth services. 

Youth and Prevention Services are prevention programs, and Client Support Services 
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are programs for people living with HIV/AIDS. For each service, it targets different 

audiences and approaches each audience based on researches.  

          The ACR Health now provides these services to about 230 people with chronic 

diseases and a number of people for education about HIV/AIDS.  It also wants to 

expand its services to even more people, so it is planning to hire more employees. In 

order to effectively provide its services and programs to appropriate or key publics, it is 

important that the organization facilitates good public relations.  Jean Kessner has been 

the director of public relations since 2005. Prior to the position, she also served as the 

director of community and government affairs.  

          The ACR Health has an open system because it meets the criteria.  According to 

the systems theory, organization has an open system when it interacts with its 

environments. This organization is aware of its environment and knows that its 

subsystems affect one another and can be affected by its external systems. Also, its does 

heavily rely on journalistic platforms such as pamphlets and brochures, but it cares 

more about the impacts that the products bring to its key publics and itself. Moreover, it 

actively seeks feedback from its publics. Based on the feedback, it reevaluates and makes 

changes to its programs and services.   

Acknowledging its environment 

The ACR Health acknowledges and truly cares about its environments and 

surroundings. Knowing how its environments are changing is really helpful for this 

organization because it helps to create effective programs for its key publics.  

First, it periodically researches about the statistics of population with chronic 

diseases in the Central New York.  Knowing these statistics helps the ACR Health to not 

only strengthen its programs and services but also have a measurement for its work. If 
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the statistic shows that the population of newly diagnosed HIV/AIDS decreased or static 

compared to that of prior years, it means that its programs are effective to its key publics. 

For example, the statewide the number of newly diagnosed HIV cases fell 37 percent 

between 2002 and 2010. It means that the ACR Health has contributed to the 

prevention of spreading these diseases. This fact can be earned from researches by using 

secondary and primary sources.  

Second, along with statistics, communicating with people living with chronic 

illnesses helps to understand what circumstances make them weaker and less healthy. 

There are various factors that affect conditions of these illnesses. The ACR Health 

creates services and programs for its key publics based on the information that is 

received through communications and other sources from other institutions. For 

example, according to the Centers for Disease Control, about 3% to 10% homeless are 

HIV positive, 16% of HIV positive individuals are homeless, and 40%to 60% of HIV 

positive individuals experience homelessness.  Based on this research, the ACR Health 

thought that affordable housing is essential for people with HIV/AIDS to have benefits 

from new medical treatments, so they created a new housing program called “HOPWA”. 

Third, recognizing other ethnicities is another way that the ACR Health 

acknowledges its public. In the Central New York, there are different people who have 

different ethnic backgrounds. Since there are high rate of Hispanic people in the Central 

New York, the ACR Health offers all its programs with bilingual services that English 

and Spanish are provided at no cost. It is designed for people who are facing language 

barriers which can negatively impact qualities of care and treatment and limit their full 

access to HIV/ AIDS services. 
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Communication through services 

 Based on all information through researching its publics and environments, the 

ACR Health creates programs and services for people with HIV/AIDS and their families. 

This organization reaches out to its segmented publics with best qualities of its 

programs and services. Since all programs are created based on different personalities 

and characteristics of the key publics, they are more effective.  

For example, African American women are about 80% of new cases of HIV in the 

Central New York. In the response to this problem, the ACR Health created a program 

called “Sisters Informing Sisters on Topics about AIDS (SISTA)”. It is made up of five 

two hour sessions that educate and train African American women about how to protect 

themselves by reducing HIV sexual risk behaviors and increasing condom uses. During 

each session, women learn how to value themselves, enhance self-worth in being African 

American, communicate with their partners, prevent HIV/AIDS and take action when 

they are infected.  

 
Feedback   
 

The ACR Health actively seeks feedback from its publics.   Upon evaluation of that 

feedback, it decides to make changes to its programs and services. This evaluations work 

as its prescription for better services or programs and make their system better. 

One of the main ways that the ACR Health receives its feedback is through group 

sessions. Each key public has a group that it belongs to. Each client or member is 

assigned in a group where she or he can meet people who have similar concerns.  In 

each group, there is a group facilitator who charges of all members. This facilitator is 

aware of the struggles each individual faces and ready to listen to them. The key publics 
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can talk to the facilitator about not only their personal problems but also their concerns 

and opinions about the services and programs that they belong.  

Another way the ACR Health receives feedback from its publics is creating friendly 

environment for its publics. All staff members are very open to all clients. The office 

environment is open and friendly, so such environment makes clients to reach out more 

comfortably to their staff members. Also, it uses social media platforms to listen to the 

publics’ opinion. Twitter, Facebook and blog are the main social media platforms that 

this organization uses. On Twitter and Facebook, it posts each fundraiser events or 

programs and seeks for people’s comments. On blog, it writes about social views on 

AIDS/ HIVS and other information that the public needs to know about. All comments 

from its readers are counted as feedback. 

Reevaluation and changes 
 

The ACR Health is very responsive to its feedback and willing to reevaluate its 

current programs so that it provides better services to clients and create new services 

based on their needs.  For example, ACR Health recognized that people have so many 

questions about HIV/AIDS. Since it received this feedback from the public, it started to 

provide a small brochure called 100 Questions and Answers about HIV/ AIDS written 

by the New York State Health Department via offline and online.  Moreover, it newly 

created “Nutrition Health Education Service” which is a program that offers nine 

sessions educating about health enhancing nutrition to its clients and assist them 

through pantry bags and food vouchers. The ACR Health was suggested by the AIDS 

Institute to manage the operation of a new federal nutrition program for HIV positive 

individuals. Since other institution provided a suggestion to have the nutrition service, 

the ACR Health could expand its services at large.   
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Also, internally the ACR Health educates its employees to be better communicators 

with their clients. It is important for this organization to have employees who feel 

comfortable to discuss about HIV/AIDS and related topics since their daily activities are 

interacting with diverse of employees, peers, volunteers and clients. It also knows that in 

order to be friendly to their clients, employees first should feel welcomed by its 

environment, so the ACR Health has tried to provide a friendly environment to its 

employees. Moreover, it also educates employees to remember its missions.  

 The ACR Health exhibits the criteria of an open system. It has made an effort to 

collect feedback through different methods such as social media and group sessions. 

Also, it carefully listens to its general public and provides them general information 

about HIV/ AIDS. With the information provided by its feedback, the ACR Health has 

made improvements on internal operations such as making a better working 

environment, educating employees and implementing fundraising events and 

campaigns to change its environments. Through its changes, ACR Health has had great 

impacts on preventing the spread of HIV, AIDS and other sexually transmitted diseases 

over 30 years.  
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QUESTION #2: (REQUIRED OF ALL STUDENTS) 
Part One: Using systems theory, describe in as much detail as possible, the 
public relations function at this organization.  Describe the role of the public 
relations practitioner(s). Would you describe them as falling within the 
role(s) of "technician" or "manager?"  (10 points) 
 
Part Two:  Get to know your interviewee a bit:  Educational background; how 
he/she got into public relations; previous positions; involvement in 
professional societies and/or community organizations.  Then:   Is the top 
practitioner a member of the dominant coalition?  What evidence from the 
course content studied this semester can you give to support your answer?  
Be specific, using the criteria for dominant coalitions.  (10 points) 
 

The ACR Health’s public relations functions not only to provide information about 

its programs and services  but also to raise the awareness of  HIV, AIDS and other 

sexually transmitted diseases to its clients, volunteers, employees, state and local 

government, donors, and partners. It also functions to promote and facilitate the 

understanding of its missions to clients and employees. Different individuals at different 

levels within the organization collaborate and work together to improve its overall 

conditions. Also, it improves creating and maintaining the mutual lines of 

communication between clients, employees, volunteers, donors and partners.  

Jean Kessner is the director of public relations in ACR Health. She is the only public 

relations person in this organization. She went to college at the University of Evansville 

and finished her degree in Sociology and Political Science at the State University of New 

York.  Mrs. Kessner had a dream of becoming a journalist, and she worked as a reporter 

at WIXT NewsChannel9 in 1979. Her specializations in stories were environment, 

nuclear power, nuclear waste, worker’s right and government accountability. With her 

career, she went on to become an award-winning investigative reporter.  Jean Kessner 

said that she always considered herself as a reporter even though she did not education 

in journalism.  When she was a reporter, she reported a topic related to HIV/AIDS and 
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became interested in helping people who are suffering from these chronic illnesses.  In 

2005, she became the Director of Public Relations of ACR Heath. Prior to this position, 

she served as the Director of Community and Government Affairs for AIDS Community 

Resources where she interacted with government officials at local, state and federal 

levels. Since her job as a public relations practitioner, she has served many special 

projects and non-profit fundraising activities. She is now serving as a member of the 

Board of Directors of Planned Parenthood Rochester and Syracuse region, the 

Interreligious Food Consortium, the Syracuse Alliance for a New Economy and Peace 

Action of CNY.  Since 2010 to 2013, she has served as Syracuse Common Councilor At-

Large. Mrs. Kessner actively involves in her community and her influence on the 

community is significant.  

In the ACR Health, Mrs. Kessner is responsible for publishing journalistic products 

such as handbooks, workbooks and pamphlets, reporting annual reports and updating 

its website, etc. In order to do her roles well, she first researches on the problems and 

issues, and listens to the public.   

 Daily updates of websites 
 Brochures on information about AIDS/HIV 
 Employee- oriented brochures 
 Consumer-oriented brochures 
 News publication on its website 
 Produce monthly newsletters and send to the publics 
 Planning and Implementing campaigns/ fundraisings 
 Annual reports 

 
She produces those materials with other people from other departments. Especially, 

social media team helps her publishing up-to-date information and communicating with 

its publics via social media.  

 I believe that Mrs. Kessner belongs to the middle of technician and manager roles. 
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Since she is the only public relations person in her office, all works she does are hard to 

be controlled. There are certain qualities that make her roles to fit into the middle of 

technician and manager roles.  

Technician  

 Skills oriented: Mrs. Kessner’s main work is writing-based. She daily 

updates contents on the organization’s website. She believes that writing is 

the most important skill that public relations practitioners should have. 

Since she worked as a reporter, it helped her to feel comfortable writing 

and produce good contents for this organization.  

 Implements decisions of others / no major decision making:  These parts 

are where show that she is middle of technician and manager sides. Since 

she is the only public relations person, she implements the decisions that 

are made. When she executes plans or decisions, she discusses with other 

employees that work in the different departments, and this 

communication helps her to have right and better decisions. However, she 

is the one who makes decisions about the organization’s public relations 

plans, so she involves in major decision making. 

 9-5 job: she works from 9:30 to 5:00 from Monday to Friday.  

 Low end of salary spectrum: Mrs. Kessner said that she is not well paid for 

her position, but she is happy with what she is doing to help other people’s 

lives. Compensation does not equal to her valuation on her position. 

Some of her roles belong to the criteria of managers. 

Manager 

 Mission-oriented: she heavily depends on the missions of this organization. 
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She stated that missions of ACR Health are the most important thing that 

she reminds herself daily. All of her works are based on missions of the 

organization.  

 Plans and manages programs: Mrs. Kessner plans and manages programs 

and services that the organization has. She works with employees who 

charge of particular services and programs, and discuss them about 

publicizing its programs and services to broader demographics, 

implementing better programs and services and creating new services and 

programs for its key publics. 

 Counseling top management:  She counsels top management. Her works 

are distinctive from the management function since her works heavily 

depend on media relations, but she supports the top management by 

providing information such as the publics’ demands based on her 

researches.  

 Well compensated: She is not well compensated since it is non-profit 

organization which heavily depends on state government funding.  

According to the theorist James Grunig, Dominant coalition is a group of people 

with the power to set directions and affect structure in organizations, define 

organization’s mission and set strategic choices.  Grunig stressed that if dominant 

coalition addresses public relations issues in its deliberation, it results in public 

relations having a significant role in the organization.  

 Based on the information, the public relations practitioner, Jean Kessner, is not a 

member of the dominant coalition. First, she does not set directions and affect the 

structure in the organizations. She works for the organization based on what dominant 
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coalitions deliver and set for its organization, but she is not a dominant person who 

makes bigger decisions for the organization. Second, she does not define the 

organization’s mission and set strategic choices for the organization.  She is only 

responsible for getting its messages or missions out to the publics, and all her works are 

generated based on its missions and goals. However, in this organization, public 

relations plays a big role since it heavily affects generating its messages out to the key 

publics and helps gathering its donors and volunteers.  
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QUESTION #3:  
Using Harlow’s FULL definition of public relations, create a checklist of each 
of the elements of that definition found in your organization.  Give a concrete 
example of each element found.  NOTE: If your organization does not match 
the Harlow definition, then how does it define "public relations?"  Comment 
on that definition in comparison to the Harlow definition. 
 

Public relations has been defined in many different ways throughout the years.  In 

the class, we learned that Rex Harlow’s definition explains public relations in an 

effective and concrete way. Rex Harlow defines public relations as  

“A distinctive management function which helps establish and maintain mutual lines 
of communication, understanding, acceptance, and cooperation between an 
organization and its publics; involves the management of problems or issues; helps 
management keep informed on and responsive to public opinion defines an emphasizes 
the responsibility of management to serve the public interest; helps management keep 
abreast of an effectively utilized change, serving as an early warning system to help 
anticipate trends; and uses research and sound ethical communication techniques as its 
principal tools.” 

 
ACR Health’s public relations meets the criteria set forth in Rex Harlow’s definition. 

Distinctive management of function 
 
 The definition of management in businesses and organizations means to facilitate 

the production of useful outcomes from their systems. It coordinates the efforts of 

people to accomplish its goals and objectives by using available resources efficiently and 

effectively. According to the definition of management, we can say that the ACR Health 

Public relations serves as a management function.  

The ACR Health uses various means to accomplish its goals and objectives. It uses 

newsletters, brochures, messages, speeches, fundraising events, websites, press releases 

and face to face communication to raise awareness of AIDS/HIV, to provide support 

services for those living with HIV/AIDS, and to promote sexual literacy and improved 

medical outcomes.  One way that this organization shares its information to the public is 

giving out the key messages from the dominant coalitions.  For example, Micheal 



15 
 

Crunnin, the Executive Director of the ACR Health, released his message about 

organizations’ efforts and goals to the public on its website. Also, he participated in post-

standard newspaper interviewing about ongoing efforts to combat HIV/AIDS. This 

article helped the public to have more understandings about the organization and raised 

more awareness about the topics of HIV/AIDS.  

Mutual lines of communication, understanding, acceptance, and 
cooperation between an organization and its publics 
 

There are different methods that help the organization to reach out to its publics 

and the public to communicate to the organization.  Organization produces different 

products such as newsletters, press releases, blog posts, pamphlets for education, 

brochures about its history and history of AIDS/HIV, financial reports, annual reports, 

fundraisings and website.  

This organization approaches its public mainly through brochures and websites. 

Publication about organization’s activities and efforts such as newsletters, press releases 

and brochures are the most important means for this organization to reach out to its 

public. Most visitors come to visit the organization after they search online and its 

website, and they take brochures for more information. Thus, the brochures have 

contents with deep explanations about the addressed topics.  Also, it opens different 

group sessions for the clients, their families and people who want to learn about the 

chronic diseases. This group activity allows face to face communication which leads to 

better outcomes and solutions.  Another way that they communicate with the public is 

holding fundraising events. Each year, there are several fundraising events. The most 

known fundraising event is “AIDS Walk/Runs” which is the oldest fundraising event and 

has the biggest following. After finishing AIDS Walk/Runs fundraising event, few 
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fundraisers who contributed to this organization’s prosperity received awards from the 

organization.  ACR Health approaches its publics by creating events that recognize each 

public’s involvements and contributions. 

The publics can be involved with this organization by donating, participating in 

group sessions, volunteering and using other online means to share their opinions and 

to indirectly communicate with this organization.  The most commonly used way is to 

attend its group sessions to share their opinions about its services and programs. Since 

this is the face to face communication, it is a best way to get touch with the publics and 

get to know them personally more. Also, donors can communicate with it by donating 

some money. These donations can be made via its website. Also, volunteering is one way 

for its publics to communicate with this organization. For example, Greg Victory has 

involved with ACR Health as a mentor and facilitator for the LGBTQ group and 

contributed himself helping people. Through volunteering, Greg Victory not only could 

contribute himself for this organization’s prosperity but also could open a network of 

contacts to help identify sponsors and donors and tap into his event planning experience 

to put his team in the top three lists of fundraisers.  

 
Involves the management of problems or issues 
 

Problems or issues are managed by different means to be solved.  For example, 

people who are infected by HIV/AIDS do not want to tell their illnesses even to their 

families and close friends. This problem has evoked more serious issues such as 

financial problem, fall in medicated outcomes and even death. Since the families are not 

supportive to their family member and ACR Health’s programs, this organization had to 

face a problem of bringing better outcomes for each client. The public relations person 
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has to work with other people from different departments to find a way to educate the 

families that AIDS and HIV are not harmful to other members of family, and they need 

to be supportive to each other in order to make their medical conditions better. This 

organization created brochures about the importance of family involvements.  

Brochures and one-to-one communication have helped families to understand these 

illnesses better so that they could support their family members with HIV/AIDS. This 

leads ACR Health to have better outcomes for not only its clients but also its programs 

and services. 

 
Helps management to keep informed on, and responsive to, public opinion 
 

The ACR Health is very responsive to its public opinion. It values what its clients 

think about its services and programs since all programs and services are implemented 

for the clients.  First, it has an opinion box in the middle of the office so that visitors, 

clients, employees and donors can give their opinions. Second, since there is a facilitator 

in each group, this allows the public to speak their opinions. The facilitator reports 

problems and issues that they received from the group members to the management 

team. Also, this organization wants its clients to freely send emails whenever they have 

questions or complaints. The ACR Health responds to each of those emails in timely 

manner and tries to improve its services and programs based on what it heard from the 

public. For example, this organization received an opinion about offering Spanish 

language service for Hispanics when they only offered English language service to its 

clients. Public relations personnel researched on statistics of the Hispanics living in the 

Central New York. They noticed that there are high rate of Hispanic people, and ACR 

Health has been offering bilingual services at no cost to ACR clients.  
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Defines and emphasize the responsibility of management to serve the 
public interest 
 

There are various management programs that have been designed and 

implemented to serve the public interests.  The ACR Health has the responsibility of 

management to serve the public interests. Those interests are received from public’s 

concerns and needs. One of good programs serving its public interests is “ACR Goes 

Green” program. It is the program that incorporates environmentally sustainable and 

sounds practices in the purchase and use of materials needed to conduct its business. 

This system is created by the needs and interests of the public. Especially Lisa Mulcahey 

and Ekrem Berbatovci allowed this system to happen. This system started with a small 

drop of green soy ink on the back of this organization’s newsletters. ACR newly updated 

its system to recycling traditionally non-recyclable wastes. ACR Health not only served 

its public’s interests but also resulted in major changes in the way it does business. It 

has not raised its cost of business, but even lowered prices. . 

Helps management keep abreast of, and effectively utilize change, serving 
as an early warning system to help anticipate trends 
 

The director of public relations meets regularly with individuals in services and 

programs, development and research, human resources departments in an effort to 

understand upcoming changes and anticipate trends. They have a meeting regularly to 

discuss about what upcoming campaigns and fundraisings can be hold, how the planned 

campaigns and events can be affected by possible changes in their surroundings, and 

how they can create new services based on forthcoming changes. On 2013, ACR Health’s 

name was changed from AIDS Community Resources. The reason why it changed its 

name to ACR Health was they expanded its services from only HIV/AIDS related 

diseases to five chronic illnesses such as asthma, heart disease, high blood pressure, 
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serious mental illness, obesity and diabetes. Its expansion of the services is unexpected 

and unplanned, and these services had to be implemented because the state would cut 

off the funding if ACR Health had not expanded its services.  Under this condition and 

changes, ACR Health should have created its new strategies and tactics for the new 

services and programs based on the public needs. 

 
Uses research  
 

Public relations department uses researches to assess gather information on 

public opinions, statistics, emerging issues and public concerns. Jean Kessner believes 

that use of research can help segmenting key publics, planning new programs and 

services responsive to its key publics, improving existing programs and services based 

on public concerns and opinions, monitoring other organizations that share similar 

problems and aims and evaluating organization’s effectiveness in the publics. Based on 

researches through secondary and primary resources, it improves overall qualities of its 

programs and services, and also eliminates programs that are not effective to the publics.  

Moreover, its primary funding source is state government, so it is important for this 

organization to assess information about new bills, laws and political conditions. By 

researching about current economic and political status, it allows them to anticipate 

future funding and to make future plans, such as lobbying, to react to its changes. 

 
and sound and ethical communication as its principal tools 
 

The director of public relations, Jean Kessner, stated that public relations is all 

about telling truth and being honesty. Especially truth telling is the most important 

component that she considers when she writes and publishes articles, brochures and 

handbooks. She stressed that even though this organization is having a financial crisis, 
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she will make all employees and boards of directors to speak honestly about what they 

are facing and give accurate and pertinent information to its publics. Ethical 

communication allows the organization to communicate more effectively and helps it to 

overcome when crisis happens.  
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QUESTION #4: 
Describe in detail the "boundary spanning role" of the practitioner(s) in your 
chosen organization.  Give concrete examples, both internally and externally 
of how the practitioner interacts with subsystems internally and with the 
external environment.  By playing this role, how does the public relations 
practitioner advance the mission of the organization?  Be specific. 
 
 According to the systems theory, each organization is consisted with systems and 

subsystems. There are subsystems which can be distinguished as internal and external 

subsystems. Each subsystem can influence one another, and can be affected by external 

systems. Under internal systems, there are five different subsystems – production, 

distribution, adaptive, management and maintenance. The external subsystem is the 

environment which is the sum of all conditions that affect the strategic options of an 

organization. This model states that public relations has a boundary spanning role in the 

organization which means that public relations practitioners should be one foot inside and 

one foot outside. The public relations practitioners should facilitate communication 

between the organization and its internal subsystems and between the organization and its 

external systems.  

 The public relations practitioner, Jean Kessner, in the ACR Health has a boundary 

spanning role.  How Jean Kessner keeps herself between internal subsystems and its 

environments shows that she is a boundary spanner. Jean Kessner stays between internal 

subsystems such as production, distribution, adaptive, maintenance and management 

subsystems. 

 First, production subsystem functions as producing products and services. In this 

case, Jean Kessner helps each department of services creating better services and 

programs to each public.  She first researches current issues among AIDS/HIV patients 

and listens to their needs. Then, she lets the department to know what concerns the 
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publics have for themselves. Being a liaison between its publics and the department 

members is a crucial role for her. Mrs. Kessener said that members from the department of 

each service and program also listen to their clients and possible users, but sometimes the 

members miss some communications. For her, being a liaison between its publics and the 

subsystem not only makes existing and new services better but also gives her better 

understandings about the public so that it allows her to do better public relations for this 

organization.   

 Second, distribution subsystem functions to market and distribute products and 

services. In this process, her role is to let its publics to receive messages with right 

information and objectives of each service and program by using different means such as 

pamphlets and news releases. By generating different publications, she helps the service 

departments on distributing information about new services and programs to its key 

publics. 

  Third, maintenance subsystem functions as holding organization together and 

getting employees to work as a single unit.  In this category, the announcement of each 

board of members and directors of each programs appeared inside monthly newsletters 

and 30Years brochure. It helps employees to feel belonged to this organization. Moreover, 

there is an annual fundraising event “A Time to Remember” which is a moveable feast 

and evolves taking on a different persona over time. It gives a remembrance of the 

person’s contribution to this organization. The ACR Health approaches its employees by 

creating such events that recognize the internal members’ involvements and 

contributions. Since the ACR Health considers employees’ working conditions and their 

thoughts and minds about what they do, it is important for the public relations practitioner 

to help the management of human resources. 
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 Forth, adaptive subsystem functions as helping organization to survive when the 

environment changes. For this section, she does constant researches about the 

surroundings and topics that the organization considers important. Based on the 

researches, she and other employees develop ideas of how this organization can respond 

when its surroundings change. 

 Moreover, management subsystem controls and integrates the other subsystems.  

Mrs. Kessner helps the management subsystem by counseling the top executive and giving 

information about the demands of its publics from the organization based on her 

researches. In my personal opinion, it helps management to achieve its organization’s 

goals and missions by producing means such as brochures, contents for the website, 

monthly newsletters and press releases since public relations is defined as the distinctive 

management function. 

 Jean Kessner also communicates with various outside publics. She communicates 

messages from the organization to outside publics by collaborating campaigns with other 

organizations. Also, she and campaign department of ACR Health (internal) and other 

members of the CNY HIV Response Social Marketing Workgroup (external) 

implemented a campaign to reduce HIV/STD rates. This group designed and 

implemented the ONE DIRECTION Facebook campaign with a special assistance from 

Andrew Mathis who helped spreading the word about ONE DIRECTION to youth. There 

was a surge in HIV cases in 2009, so this campaign was developed.  This campaign 

received the New York State Department of Health Commissioner’s Special Recognition 

Award in the recognition of their leadership and making differences in the fight against 

HIV/STD.   
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 Boundary spanning role helps the ACR Health to raise awareness of HIV/AIDS, to 

provide support services to people with HIV/AIDS and their families, and to promote 

sexual literacy and improved medical outcomes.   

 Internal publications, such as monthly newsletters which are deliberated to not 

only its employees but also its outside publics, inform employees and its publics about 

what is going on in the organization. Since each employee is informed well about the 

organization and its surroundings, their work can be very effective. This effectiveness 

will create better campaigns, programs and services based on the needs of publics, and 

the organization can make fewer mistakes on their decisions since all subsystems are 

aware of each other.  This will lead this organization to reach at its bigger goal – 

preventing the spread of HIV/ AIDS.  

 By facilitating the communication with outside publics through collaborating 

campaigns and fundraisings, Jean Kessner improves the organizations’ view towards its 

mission. When collaborating with external parties, the organization learns about other 

aspects that it did not think before. Also, collaboration can bring a synergy to its results 

of campaigns and events.    
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QUESTION #5: 
Part One: Identify the key linkages (or publics) of this organization. (Feel free 
to use the blank linkages chart distributed in class in March, or see Lisa 
McKeegan for a clean copy.) (10 points) 
Part Two: How does the public relations operation "build and maintain lines 
of communication" with these publics?  Give a total of at least 3 specific 
examples total from among all of the linkages you identify. (10 points) 
 

Linkages theory helps organizations to identify what their key publics are. 

Identifying and communicating with the key publics help the organizations to create goals 

and objectives for each key public. This allows the organizations to effectively deliver their 

messages to the key publics. Each different key public affects the ACR Health in a different 

manner.  Based on the analysis of the information, ACR Health has four linkages: Enabling, 

functional (input/output), diffused and normative. 

 Enabling linkages are individuals, groups and organizations providing authority 

and control while enabling the organization to exist.  

 State government, executive boards and local government 

 Functional linkage can be classified either as input or output linkages.  

 Input: executive directors, boards of directors, employees, transportation 
drivers, volunteers, donors, fundraisers, doctors and nutritionists 
 

 Output: clients with HIV/AIDS, families of the clients, students, youths, 
neighborhoods with other chronicle diseases and patients with STDs 

 
 Diffused linkages are with elements in society that cannot be clearly identified by 

membership in formal organizations. 

 Media (newspapers, radio, television and the internet), activist groups 
against LGBTQ, colors and AIDS/HIV positive patients and government 
members 
 

 Normative linkages are relationships with other organizations which share 

similar problems. 

 Global HIV/AIDS Organization, UNAIDS, AIDS Service Organization 
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(ASO) ,Center for AIDS Research and The Global fund 
 

Public relations operation within ACR Health "builds and maintains lines of 

communication" with these key publics. 

The primary enabling linkage of the ACR Health is the state government. Since 

the ACR Health depends primarily on state money to run, it is important for the 

organization to communicate with state government and its members and to constantly 

watch state government and politic actions. Since state and local governments play a big 

role, the ACR Health has a community and government affairs department.  The 

director of community and government affairs helps the organization members and 

government members to keep track on each other’s activities. Getting to know each 

member of legislators is also very important since health insurance exchange bills and 

other health related bills and laws are crucial for this organization. For example, in 2011, 

state told ACR Health it would continue funding this organization only if it agreed to 

serve other people with complex health care needs through New York’s new Medicaid 

“Health Home” program which provides health care for the poor and disabled. Knowing 

what state government wants or needs from this organization can help avoiding 

financial problems. 

ACR Health works with its input linkages through its employee services, along 

with the help of the human resources department and management. All of these 

members are educated about AIDS/ HIV to feel comfortable with these topics. Also, it 

creates friendly environment for all employees, volunteers and donors. Its website 

maintains this line of communication by keeping employees informed of upcoming 

events, new services and community relations. For the volunteers, the ACR Health 

trains and educates all volunteers about HIV/AIDS related information and makes them 
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to attend at health fairs, conferences, public forums, the Safety First Outreach Van, and 

other venues. All volunteers need to engage in five day educational experiences, and 

they are expected to attend monthly meetings.  Public relations helps all volunteers to be 

supported by group facilitators and work with them to act as mentors for the ACR 

clients. Also, it constantly sends out messages that “this organization could not do all it 

does without all volunteers,” and “volunteers enhance its capacity to be a consistent and 

reliable community resource.” These messages encourage new volunteers to join and 

current volunteers to feel special and belonged.  

Since AIDS and HIV are heavily related to communities of LGBTQ and colors such 

as African American and Hispanics, this organization must be cautious of other activists 

groups. Thus, their greatest diffused linkages are LGBTQ activist groups and activist 

groups of colors. ACR Health constantly sends out messages that it supports for any sexual 

identities. This organization created Q center which is a safe place for LGBTQ communities. 

This center offers support groups, educational supports, counseling services, social events, 

HIV/STD education and testing and opportunities for community involvements. Public 

relations strives its missions which are to provide a safe and supportive space for LGBT 

youth, to provide resources that cultivate pride and leadership skills, and to create a safer 

community for LGBTQ youth. On brochures and newsletters, it gives statements from 

students who have used this center such as “Since I’ve came to the Q center, my confidence 

has gone from 0 to100. The Q Center feels like a second home. The Q Center offers support 

in a non-judgmental environment –Deqwan.” This review gives positive feelings to readers 

about their views on sexual identity differences. Jess Kessner, the director of public 

relations, said that there are always groups of people who are against what ACR Health 

does. This organization has had to deal with LGBTQ activist groups and even government 
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members. ACR Health cannot change their views on what it does, but what it cares is to 

give positive feelings about these issues to its surroundings and make changes little at each 

time.  
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QUESTION #12: 

After reviewing Kate Brodock’s October 29 lecture on the topic of "public 
relations and social media," and or outside sources on the topic, discuss how 
your organization's public relations department is using social media to 
engage its publics and to build relationships.   
 

The importance of social media has been emerging because social media actually 

helps firms, organizations and individuals to gain tremendous advantages by making 

connections with customers and sharing information. Social media has been used as a 

communication tool and has become a bridge that connects individuals with 

communities, corporations and organizations. Today, younger generations want non-

profit organizations to provide substantial information about what they do and what 

photos they post for their fundraising activities, and they want to have a chance to 

interact with the groups and other supporters. Non-profit organizations can use social 

media platforms to communicate and be responsive to the demands of the younger 

generations. 

According to Kate Brodock’s lecture on the topic of “public relations and social 

media,” organizations use social media platforms to build their identities, listen to and 

engage with their publics, research, give announcements and manage crisis. There are 

both positives and negatives of social media in public relations. Social media allows 

organizations to directly reach broader audiences, to increase their listening capabilities 

and engagements, to reduce costs of public relations and to respond frequently to their 

publics. Along with positive sides, there are also negative sides of social media. 

Organizations have fewer controls on the contents that they and their audiences produce, 

and they need to constantly update their contents. 

Jean Kessner said, “I personally hate social media.  I think it is dumping down 
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the entire world. Social media is a good tool for getting messages out to the public. 

However, we have to be actually responsible for what we write.” ACR Health uses three 

types of social media platforms - Facebook, Twitter and blogs- to engage with its publics 

and to build relationships with its publics. This organization has a social media team, and 

all three social media platforms are managed by the team members. 

1. Facebook:  Facebook is mainly used to publicize the organization’s fundraising 

events and campaigns. I noticed that ACR Health posts at least once per day. 

Most of its contents are about upcoming events and events that already ended. It 

creates attractive signage that encourages attendees to share their experiences 

and photos on the organization’s page during and after events.  This organization 

also shows posts by others such as displayed photos, questions, videos and 

comments. It also encourages post-event actions on its pages by suggesting 

audiences to comment on certain events. Moreover, it allows visitors or followers 

to share their posts to the public, which helps to publicize its events to broader 

audiences.  

2. Twitter: Most tweets are about publicizing the organization’s fundraising events 

and campaigns. So far, the ACR Health has 226 followers and 446 tweets. It 

tweets at least once per day, and most of its tweets are connected to its Facebook 

posts. It means that it generally posts same contents on Twitter and Facebook. 

For the events that already ended, it asks its attendees to leave their feedback.  

The ACR Health’s twitter is mostly on professional themes. It reveals its own 

personality as well with a few personal tweets. Compared to Facebook, there are 

not many interactions between the organization and its followers on Twitter. 

Even though the organization constantly gives its messages to the public, its 
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followers do not respond to the messages.  

3. Blog: blog is used for getting the ACR Health’s opinions out to the public. Its 

contents are reflection essays about its services and programs, fundraising events 

and campaigns. Also, it included various information related to HIV/AIDS and 

other chronic diseases. By writing its own thoughts and concerns to the public, 

ACR Health shows its true understandings and interests about the chronic 

diseases that it helps fighting.  

Personally, social media is definitely all about meaningful dialogue and creating a 

forum for active conversations. However, it requires a real investment of time and 

attention. I noticed that even though ACR Health is actively participating in its social 

media platforms, there are not many responses from its publics. It shows one-way 

communication, and it means that its messages are not fully delivered to its targeted 

audiences. In order to do two-way communication, its social media team should take 

their time to examine the problems. My suggestion is to target younger generations 

because young generations are much more likely to engage with and feel valued by the 

organization if the organization responds to their posts and comments.   
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Appendix 1 

Mission Statement  

 To prevent the spread of HIV and other sexually transmitted disease 

 To provide support services to those who are living with HIV and AIDS  

 To promote sexual literacy and improved medical outcomes.  
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