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Abstract

The aim of this study was to identify how leadership style and strategy can
impact an organization’s resilience and sustainability by studying the role of the
Palestinian Museum’s leadership in ensuring organizational resilience during the worst
periods of the Covide-19 pandemic. To better understand how leadership and strategy
affects how resilient an institution is in times of crises, a qualitative approach using a
case study methodwas undertaken. A carefully selected group of employees was
interviewed using semi-structured interviews, along with relevant artifacts were
reviewed. The results of the study revealed that the Palestinian Museum can likely
mitigate future threats by empowering employees, expanding the mission beyond the
city in which the facility is located, diversifying funding sources, integrating technology

in the delivery of programs, and as tools to support and enhance employees' work.

Additionally, effective leadership during a crisis affects a number of
organizational outcomes, including improving employee productivity, dedication, work-
life balance, and loyalty to the company; along with lowering their worry and tension

about the epidemic.

The contribution the study makes is providing guidance to organizations in the
unique occupied Palestinian environment to identify key factors that when addressed
can positively impact organizational resilience. Guidance is also provided for research
in organizations resilience in Palestine and possibly other parts of the world.
Additionally, the researcher draws the conclusion that in order to effectively manage the

organization and its employees’ shifting requirements during crises, leaders must know



how to embrace and utilize a participatory leadership style, be knowledgeable about the
capabilities of emerging technologies and be willing to modify the organizational

mission as conditions change.
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Chapter 1:

Introduction

Resilience, ‘Sumud’ in Arabic, is a term that many in Palestine have grown up
seeing and hearing on many different occasions. These occasions included political
discussions during family gatherings, radio broadcasts, news reports, and political
campaigns. The term resilience describes how the Palestinian nation maintains its
existence while coping with many political, economic, and social circumstances
challenges. Sumud is a Palestinian concept that is intertwined with ideals of personal
and social resilience and fortitude. It is also a sociopolitical notion that relates to means
of living in the setting of occupation, persistent adversity, a lack of resources, and
restricted infrastructure. The notion of 'resilience' has profound origins, dating back at
least to the 10th century, when Arabic thinkers proposed ways for dealing with life
misfortune. In Europe, resilience study dates back to the 1800s (Marie, Hannigan, &
Jones, 2018).

During the decade beginning in 2010, Nonprofit organizations faced huge
pressure to continue to provide programs and services despite limited resources.
Organizations in this sector have been entrusted with public funds and have faced
increased scrutiny over how those resources are used and the results that have been
achieved. Furthermore, the demand to do more with fewer resources arises in a context
of mistrust of organizational leaders and an unstable environment that includes trimmed,
overburdened, and short-staffed nonprofit organizations (Smalls, 2011). The essence
however of a nonprofit is its mission and values which should not only be reflected

externally to their beneficiaries, but internally, as well, towards employees of the



organization. Today's psychology defines resilience as that elusive characteristic that
permits certain people to be pulled down by life and return even stronger than before.
Rather than allowing failure to deplete their determination, they find a way to emerge
from the ashes (Ackerman, 2019).

Currently, change is the norm, and stability is uncommon. Employees must be
able to bounce back amid ever-changing situations and surroundings that are always in
flux, whether due to changes in environmental factors, pandemics, financial crises,
political upheavals, or other stressors prevalent in daily life.

Resilient organizations are made up of resilient leaders who model resilience. In
order for a non-profit to be resilient, its leaders and employees must be resilient. The
non-profit sector differs from the private sector as it has a mission and values, that
focuses on creating social change or/and improving people’s lives as opposed to the
private sector which seeks to create financial profit. Moreover, leaders and employees
who work at non-profit organizations usually demonstrate stewardship and excessive
care while executing the duties and responsibilities of their work. Accordingly, it
appears that employees at all levels of the organization are motivated to create an
environment where work is conducive to serving the greater good of humanity
(Carvajal, De Rivas, Jimenez, & Bejarano, 2010).

In order for a non-profit organization to fulfil its mission successfully, leaders
should make the employees feel valued and supported. Communication channels and a
culture of support and teamwork must be present between the organization’s leaders and
employees, to build higher resilience. Each organization is different and should create
its own programs and guidelines to foster and cultivate a cooperative and inclusive work

culture based on the context and dynamics present within the nonprofit. The individual



well-being of employees is crucial in creating social change and sustaining resilient
organizations; According to The Wellbeing Project (TWP), leaders that advocate for
and model individual well-being and self-care, as well as involve their employees in a
well-being learning process, may create healthier, more productive businesses (Sadiq ,
2020). Nonprofits that have their missions and values aligned internally and externally
are able to maintain staff with higher levels of wellbeing and resilience.

As the nonprofit sector needs to assist more people to grow, it is critical to focus
on staff well-being in order to enhance resilience. With the rising need for nonprofit
intervention and help, the nonprofit sector has become more stressed. Furthermore, in
many workplaces, stress is the norm. However, if uncontrolled, it has a severe influence
on job performance, is harmful to personal relationships, and leaves us susceptible to
despair, anxiety, and burnout (Craig, 2019).

Individual well-being is linked to resilience. The positive outcomes of a resilient
environment are extensive. An employee who can deal with change and hurdles at home
and at work may perform more effectively and more consistently. Increasing employee
resilience offers several benefits for the business; Aside from the benefits for workers,
workplace resilience also improves the company's operational performance. Building
resilience in employees preserves their health, lowers illness, and promotes consistent
higher-quality performance (Craig, 2019).

When the author began working in the non-profit sector, she noticed that the
term, resilience, is a fundamental tenet in humanitarian and developmental
interventions. “Resilience has become a central notion in the discourse of international
foreign aid and development institutions and actors” (Badari, 2021). For instance, the

definition of resilience according to USAID is people, households, communities,



organizations, nations, or even value chains and ecosystems' ability to endure, recover
from, and adapt in order to better survive crises (Runde, 2014).

However, only within the past few years, and specifically after COVID-19, has
the author started to associate the term resilience with the frameworks of developing
organizational capacity in withstanding, recovering, and adapting to any unexpected
change. Her understanding of the term resilience has developed over the years, which
has contributed to her strong interest in studying this phenomenon.

This is a qualitative research effort; using a case study method approach. The
purpose of this study was to better understand leadership’s impact on an organization’s
resilience in times of crisis at the Palestinian Museum.

The Palestinian Museum defines itself as a non-governmental organization
committed to national and international support for an open and active Palestinian
culture. The Museum displays and engages with new views on Palestinian history,
society, and culture, as well as providing space for artistic endeavours, educational
programs, and cutting-edge research. The Museum is one of Palestine's most important
modern cultural endeavours. Moreover, its mission is to become a thriving museum that
creates and disseminates emancipatory learning opportunities about Palestine, its
culture, and its history via creative programs in Palestine and throughout the world
(PalMuseum, n.d).

The Palestinian Museum was built by the Tawoon association and through its
traveling exhibitions, electronic archives, digital platforms, and network of national and
international relationships, the Museum was established as a transnational organization

that transcends geographical and political borders (PalMuseum, n.d).



1.1 Problem Statement:

When a crisis occurs, a new reality prevails. The new reality forces non-profit
organizations to reinvent their services and operational procedures. The challenges that
organizations must endure during times of crisis can be overwhelming. Yet, these times
can also bring opportunities and present new prospects for the organization.

The role of the Palestinian Museum’s leadership in ensuring organizational
resilience during Covide-19 is not well understood. A better understanding can
contribute to the body of knowledge related to how leadership can impact an
organization’s resilience and sustainability. The Palestinian Museum is similar to many
non-profit organizations in Palestine and perhaps to other organizations outside

Palestine.

1.2 Research Objective:

The purpose of this study is to understand how the Palestine Museum dealt with
the challenges associated with Covid 19. The tasks that addressed this purpose were to:
e Identify the challenges that the Palestinian Museum has faced during Covid-19.

e Identify the strategies that were employed by the Palestinian Museum to deal with
the challenges and to enhance organizational resilience during Covid-19.
e C(lassify the leadership style the Palestinian Museum’s leadership adapted during
covid-19.
e Understand which organizational capabilities can be developed for the Palestinian
Museum to become resilient.
An in-depth literature review was conducted on the subject matter and an

analysis of the theoretical perspectives that may be applicable to this study was



completed. Thirteen interviews with the Palestinian Museum’s workers along with
reviewing many internal documents and daily observation were the primary sources of

data for this study.

1.3 Research Questions:
The following research questions were used to guide this qualitative
investigation into the resilience of the Palestine Museum during Covid-19.
1. What are the challenges that Palestinian Museum has faced during Covid-19?
2. What strategies were employed by the Palestinian Museum’s leadership to deal
with the challenges during Covid-19?
3. What leadership style did the Palestinian Museum adopt during Covid-19?
4. How did the employed strategies enhance organizational resilience during
Covid-19?
5. What organizational capabilities can be developed for the organization to

become more resilient?

1.4 Significance of the Study:

There are very few studies of the strategies that were employed to enhance
organizational resilience of non-profit organizations during Covid-19 in Palestine, and it
is the first for the Palestinian Museum. This research will examine the four areas
(people, revenue, mission and operations, and technology) that impacted the Palestinian
museum’s resilience during Covid-19 and how it affected its sustainability before and in

the present time.



Other studies have addressed whether employee wellbeing is directly connected
to their ability to increase and build resilience, in order to build resilience there must be
an environment that fosters resilience, and a work culture that encourages employee
wellbeing (Craig, 2019). Individual wellbeing and resilience can be developed in a
variety of ways, including problem-solving techniques such as the cynefin framework,
which divides situations into five categories: simple, complicated, complex, chaotic, and
disorder, which is used when it is unclear which of the other four contexts is dominant.
The leader responds appropriately based on each event (Snowden & Boone, 2007). One
form of intervention through positive psychology is the best resilient self, through this
exercise the individual is asked to visualize and document his/her greatest potential
future self, having accomplished what he/she set out to do (Craig, 2019). This exercise
involves five steps;

Step 1- describe a challenging situation

Step2-visualize your best possible resilient self

Step 3-describe your best possible resilient self

Step 4- interview your most resilient self

Step 5-reflect

While this reflective exercise has the potential to improve positive thoughts and
results in a variety of situations, this practice may be less beneficial in some contexts
and for some people. If a privileged individual decided to do this exercise during the
pandemic from the comfort of their own home, being able to afford staying home and
staying safe, the exercise would be reflective and productive, possibly increasing
wellbeing; however, an individual who must go to work during the pandemic without

being able to afford masks or sanitizer, would be unable to do so without becoming



overwhelmed with negative emotions. Especially when the conditions are beyond the
individual's control, which would have a detrimental impact on the individual and might
lead to psychological trauma or shock. It is not an activity that can be applied in all
situations.

According to (Paoni, 2020), personal resilience may be built and increased by
establishing a number of effective stress-reduction tactics such as positivity, emotional
awareness, balance, spirituality, and introspection. The research highlights the need of
balancing professional and personal life; balance should exist in both individually, not
only between them. Nonprofits must provide their employees with the skills they need
to become more resilient and conscious of their own well-being.

An analysis of the results provided improvement recommendations for The
Palestinian Museum, added to the body of knowledge about the factors that influence a
non-profit organization's resilience and sustainability today and in the future. The
strategies used by an organization's leadership to improve organizational resilience
during Covid-19 were identified, as well as to understand which strategies were
unsuccessful. The leadership style that was utilized by the Palestinian Museum’s
leadership to increase the level of organizational resiliency is carefully described. A
model that can guide the development of organizational capabilities that can help the

organization to become more resilient is presented.

1.5 Delimitation and Limitations and Assumptions:
Limitations: This study is limited by the:
e Lack of previous qualitative studies in Palestine that could serve as models on the

topic of organizational resilience during a crisis.



The resignation of some key staff members who witnessed how the crisis impacted
the organization’s resilience and how the museum’s leadership dealt with the
situation and the unavailability of some potential interviewees due to sickness or
travel.

inherent weaknesses of qualitative research and the case study specifically.

Delimitation

This study covers only the Palestinian Museum.

This study was designed to be a single case study that studies the Palestinian
Museum’s leadership role in maintaining organizational resilience during Covid-19
in Palestine.

The data were collected during May of 2022 and during which time a total of 13

subjects were interviewed and relevant artifacts were examined.

Assumptions:

The author can be sufficiently objective even though she is an employee at the
Palestinian Museum.

The Palestinian Museum staff being interviewed will be provided honest
information without any influence or bias.

The researcher had access to relevant artifacts that could provide support for subject

perceptions or offer a better understanding of a phenomenon.

1.6 Definitions of Key Terms:

Organizational Resilience: “the ability of an organization to anticipate, prepare
for, respond and adapt to incremental change and sudden disruptions in order to

survive and prosper” (Denyer, 2017, p. 5).
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e Leadership Style: “Consists of the behavior pattern of a person who attempts to
influence others. It includes both directive behaviors and supportive behaviors”
(Northouse, 2016, p. 94).

e Organizational Capabilities: Defined as a firm's capacity to deploy its resources,
tangible or intangible, to perform a task or activity to improve performance (Inan &
Bititci, 2015, p. 312).

e Organizational strategy: A plan of action for how a corporation will achieve its

long-term objectives (MasterClass, 2022).

1.7 Research Structure:

This study contains five chapters, this first chapter provides an introduction, and
research questions, and frames the study. The second chapter provides a review of
related literature the third chapter describes the methodology, the fourth chapter reports
data analysis and results, and the fifth chapter presents a summary, conclusions, and

recommendations.
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CHAPTER 2:

LITERATURE REVIEW

This literature review provides an understanding of leadership, leadership styles,
and characteristics of leaders as well as a theoretical framework that explains four areas
that impact an organization’s resilience and sustainability in the present time and in the

future.

Theoretical Literature Review

According to (Consultores, 2021) theoretical literature is an endeavor to
comprehend certain phenomena. In the literature review, the researcher has looked over
previous studies and research that are relevant to the subject addressed in this paper.
The theoretical literature has helped the researcher in finding theories and models that

have guided the foundation of this research

2.1 Leadership:

The term “Leadership” is mentioned or used in almost each and every aspect of
our lives. Whether it is in business, academia, politics, or else, leadership is widely used
as a concept and as a practice. “Leadership is a fascinating social phenomenon which
occurs in all groups of people regardless of geography, culture, or nationality” (Howell
& Costley 2001, pp.3).

Academics and practicing managers have written an enormous number of pages
in journals, newspapers, and books to describe and explain this social phenomenon. Yet

it is believed that “leadership” needs to be explored more from certain angles.
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The definition and importance of leadership were emphasized thousands of years
ago by different philosophers especially in ancient Greece. However, it is believed that
no single philosopher was able to full fill the meaning in its different aspects. There is a
Vietnamese saying about leaders that states: “To be without leaders, to obey no one, is
unworthy of man: it is to be like the animals” (Adair 2006, pp. 5). Although the saying
sounds very true and sincere, it is clear that it looks at leadership only from a very
narrow side. Another very interesting definition of leadership is that of Peter Drucker
that considered it as a process of lifting a man’s vision to a higher standard that is
beyond any limitations (Howell & Costley, 2001). This very broad concept represents
the leadership spirit of innovating businesses and organizations by always looking
beyond the “possible”. Since leadership definition can be very vague and imprecise,
John Adair summarizes his thoughts on leadership by indicating that leadership is an
activity where the leader influences people to pursue a certain course and people follow
him because of his charismatic personality that influences them. To Adair (2003), the
qualities of leaders are the same despite the differences in the situations they live in.

Howell and Costley (2001) presented three key leadership tasks that any leader
in any business or organization should consider regardless of his/her expert knowledge
and personal traits. The first step is to diagnose situations and followers. This will give
leaders the chance to understand the surrounding environment and situation as well as
understand the followers’ capacities and willingness to execute the assigned tasks. The
second task is to provide needed leadership behavior for the situation and follower
characteristics. In fact, this stage is very critical in determining a leader’s ability to
guide followers on the right path. Rewards or even punishment are tools of this stage.

The third and final task is to modify the situation and/or follower characteristics. It is



13

crucial that leaders work on developing leadership skills in their followers since this
will result in a productive and creative atmosphere and will increase the resilience of the
employees in the workplace.

According to (Northouse, 2009), management and leadership overlap in some
aspects and differ in many others. While both involve authority and power, leadership is
mostly not assigned and therefore people tend to obey leaders because they believe in
their cause and in their ability to do the right things. Managers are more concerned
about administrative work and about maintaining consistency and order whereas leaders
are often chaotic in developing ideas that can lead to visions and strategies.

Having a complicated external environment for most businesses and non-profit
organizations requires firms to look at leadership and management as a process that
must include aspects from both (Howell & Costley, 2001). Despite the fact that
leadership and management are different, successful firms tend to employ managers
with adequate levels of leadership and/or train managers on how to become better
leaders in their work environment to support the organization’s resilience during

unexpected times.

2.2 Leadership Styles:

According to (Robbins, Coulter, & Decenzo, 2017) leadership is the act of
guiding and influencing a group to attain its objectives. Employee productivity,
decision-making proccess, and self-confidence may all be influenced by a leader's style.
Any effective leader evaluates subordinates' skill levels, analyzes challenges, considers

options, and makes an educated decision. As a result, each competent leader may pick
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the appropriate leadership style for the occasion. According to. (White & Lippitt, 1962)

there are three main types of leadership: authoritarian, democratic, and laissez-faire.

2.2.1 Participative and Non-Participative Leadership Styles:

Involvement in decision-making varies among organizations depending on the
leadership style leaders adopt. Pros and cons for the participative approach are many
since the involvement process is critical in organization development stages. It is
assumed that through the use of participative approaches, people are more committed to
actions and they generate more ideas since they are involved in decision-making.
However, critics of the participative approach claim that it is not necessarily the case
because the quality of contribution is what matters. More people’s involvement in
decision-making may spoil the whole process of idea generation. Nonetheless, it is
evident that innovation and creativity today are being generated from firms with high
participative styles.

The scale of participation varies from no participation at all in an autocratic
approach to full delegation of decisions to a team in a type of democratic approach
referred to as “Laissez-Faire”.

In the autocratic leadership style, there is a centralized authority that assigns
certain duties to employees and requires them to execute the required tasks. People in
this approach have no say or power to influence any decision that is taken by their
leaders. According to (White & Lippitt, 1962), autocratic leaders typically make
decisions without consulting their workforce, which results in low work performance.
While this leadership style works well in a crisis, it produces poor long-term outcomes

in most cases. The leader in this leadership style runs the organization from the top-
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down, with power and authority concentrated in the hands of the leader. This also
implies that the leader makes all significant choices and instructs the workers to carry
them out without requesting opinions or comments. The autocratic leadership style
establishes a clear distinction between the leader and the workforce (White & Lippitt,
1962).

The second leadership style is the democratic one. It is widely used among
firms because of its proven ability to deliver more productive results. It involves
employees in decision-making and encourages participation and feedback. There are
two types of Leaders in the democratic approach: A democratic-consultative leader or a
democratic-participative leader (Zheng, 2010). Consultative leaders are those who seek
the opinion of employees and listen to their concerns and ideas but the final decision
will be made by him/her. While the participative leaders allow employees to participate
in the decision-making process. Democratic leaders in general make their employees
feel respected and their contribution is valued, so they don't feel alienated and offer
more to their job (White & Lippitt, 1962).. Moreover, their employees participate in the
decision-making process whether via voting or choosing members from different
departments of a corporation to speak on behalf of their department, or enabling all
workers to cast a vote and periodically offer ideas and thoughts to leaders. Democratic
leaders provide creative and innovative solutions to challenges and make sound
business decisions that benefit the whole organization (White & Lippitt, 1962)..

The third leadership style is called the Laissez-faire style. According to
(Ekmekci & Tosunoglu, 2016), this style is known as delegated leadership style, it is
when the leader does not participate or do anything with the job and instead lets the

team do what they chose to do, this highly participative style gives employees complete
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freedom to decide on issues related to their work with no interference from their leaders.
It is effective only within certain situations such as having trustworthy and highly
skilled knowledgeable employees. However, it is considered a failure by many scholars
because of the lack of control leaders exert and the unexpected outcomes it might

deliver (Ekmekci & Tosunoglu, 2016).

2.2.2 Transactional and Transformational Leadership Styles

Introduced by Burns (1978), this approach focuses on creating value as part of
the leadership process. Transactional leadership is based on a mutual benefit policy
where in order to gain something in return leader and followers have to give first. The
approach is based on the legitimate authority that leaders exercise while they emphasize
a set of goals and tasks. On the other hand, transformational leadership focuses more on
generating high levels of commitment and motivation among followers. To do so,
leaders tend to empower employees and dedicate more responsibilities to them. For
instance, the technological and highly innovative company TED uses the
transformational approach to motivate employees to be more creative (TED

conferences, 2010).

2.2.3 Charismatic Leadership Style:

Significant Leaders are the administrative elite who control the mind and
techniques of others because of their superiority in a firm. The position these leaders
hold results in great control and influence over employees. Charismatic leadership as
well as a topic of considerable debate that is part of the trait theory. Leaders with

charismatic personalities are highly influential and hold great personal characteristics
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that enable them to be seen as more than humans by many. We see this clearly in
political and religious leaders more than in business although they do exist in businesses
as well. Examples of charismatic leaders are the Dalai Lama, Mahatma Gandhi, Nelson
Mandela, and many others.

In today’s rapidly changing environment, leaders’ styles should accommodate
the changing nature of the workforce. Leaders have the responsibility of dealing with
people of different ages, different cultural backgrounds, and different personal and
professional needs. Effective leaders should have a deep commitment to their work and
employees as well as remain open to continuous changes.

The need for effective leadership increase as companies grow. It may be
surprising that growth can be the firms’ biggest enemy if leaders are not effective and
open to new changes. Scarborough (2009) suggests that effective leadership should
encourage a team-based management style as it allows top managers to draw on the
talents and skills of the organization. Despite the team-based management approach’s
effectiveness, it is unfeasible in large firms especially since it requires a dramatic
change in the management style. However, a large firm’s best leadership approach
would be through the use of a self-directed work team as it increases productivity, raise

morale, and improve quality.

2.3 Areas that Impact the Organization’s Resilience

According to Linton Myers, a Strategic Solutions Developer at Blackbaud, the
four areas that impact the organization’s resilience and sustainability in the present time
and in the future are people, revenue, mission and operations, and technology (Myers,

2019). This section will highlight how the literature discussed several strategies that can
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be employed in these areas in order to enhance the resilience and adaptive capacity of

non-profit organizations.

2.3.1 The People

The people including staff, supporters and partners, board members, volunteers,
and beneficiaries are considered the human capital, the most valuable resource, of any
organization, and how the organization connects with them dramatically, impacts its
stability and sustainability (Myers, 2019). The ability to mobilize individuals in a way
that serves the organization’s mission is a strategy that organization’s leaders employ to
achieve sustainability. This mobilization of human capital is considered key in adaptive
leadership

Adaptive leadership is the technique of organizing people to face and overcome
difficult problems... Mobilizing individuals to address their immediate adaptive
difficulties is at the heart of short-term leadership. These and other culture-shaping
efforts, over time, build an organization's adaptive capacity by fostering processes that
generate new norms that enable the organization to meet the ongoing stream of adaptive
challenges posed by a world that is always ready to offer new realities, opportunities,
and pressures, (Heifetz, Grashaw, & Marty, 2009, p. 2&5). The following sections will
discuss different strategies that can be employed by organizations’ leaders to mobilize
the staff, the board, the supporters, the beneficiaries, and volunteers, in order to be
resilient during times of adversity.
Staff Members

The ability of the organization leaders to keep connected with their own

employees and empower them during times of uncertainty is a major factor to maintain
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productivity and minimize any possible attrition, (Myers, 2019). During times of
uncertainty, staff members can feel confused and under so much pressure. Hence, they e
from the organization’s leadership to identify with them and provide them with
guidance and support.

There are three strategies that leaders can employ in guiding their staff members
during such situations. The first strategy is for leaders to maintain a balance of being
authoritarian while compassionate at the same time, “leaders have to find a balance
between being decisive and considerate, confident and caring, and authoritative and
attentive — all at the same time” (Shekshnia & Nazarova, 2020). When leaders are
sensitive to their employees’ particular needs, showing a great deal of understanding
and compassion, staff will feel they are valued and this will in return improve their
overall wellbeing and commitment to what they do. The second strategy is for leaders to
nurture an enabling working environment that enhances collective learning and
productivity, avoids micromanagement, and gives more autonomy to staff to
demonstrate leadership and take initiative in their respective roles (Shekshnia &
Nazarova, 2020). Nurturing a culture of learning is very important during times of
crisis, as staff members might need to change the way they do their daily work, and
hence they would need to learn new skills to facilitate their work in the new normal.
Therefore, providing this type of supportive enabling environment is key to enhancing
employees’ performance during uncertain times. Building support networks for
employees is a wise investment when you realize that resilience helps insulate
individuals from the harshest consequences of the misfortune. Employees thrive,
according to our study, when they believe their employer cares about them. (Jeannotte,

Eatough, & Kellerman, 2020). The third strategy is for leaders to be transparent,
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accountable, and accessible to all their staff members. This is particularly important
during times of crisis when organizations need to make decisions that have a direct
impact on the staff (Shekshnia & Nazarova, 2020). Of course, when leaders are explicit
and staff members are informed and involved, they tend to be more cooperative, which
is necessary, particularly during times of crisis.

Such strategies and leadership practices contribute to developing the social
capital within the nonprofit, which is key to improving the organizational adaptive
capacity when handling crises or going through a transitional period.

Social capital provides staff employees with a sense of security and commitment
to their particular businesses. Certain variables contribute to their high levels of social
capital, such as collaborative work cultures and general dedication to the organization's
goal. A culture that prioritizes openness and knowledge accessibility will increase
possibilities for informal learning; a community of practice can only exist in an
environment with strong social capital (Strichman, Bickel, & Marshood , 2008, p.
11&20). Hence, when organizations are characterized by high social capital, it’s much
more likely they survive, adapt, and thrive during harsh conditions.

Board Members

Having active and responsive board members, who have a clear understanding
of their roles and responsibilities, is critical since the board is in charge of overseeing
the organizational strategic direction. In order to ensure the success of a non-profit
organization, board members must actively engage in its work. Otherwise, board
meetings can devolve into a rubber stamp exercise denying the organization's leaders
critical strategic guidance; On the other hand, board members will feel that their time

has been wasted (Jonker & Meehan, 2014). Their role becomes even more critical
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during times of crises, as they lead the organization in assessing new realities, planning
and making key decisions in order to adapt to such changes (Myers, 2019). Board
members are also responsible to support organizations in achieving its fundraising
goals, which can be challenging during times of uncertainties and economic crises.
Nonprofit boards have the responsibility to provide wealth to organizations. Some
members of the board should be able to give generously and be able to seek out
generous gifts from others as well (Jonker & Meehan, 2014). Having proactive
leadership and management is what every NGO needs to further its mission and attain
its vision, particularly during times of crises. The commitment of the board in fulfilling
its duties has a far-reaching implication on the organization’s performance. The
commitment of the board creates a shared ownership between the different internal and
external stakeholders, which boosts organization’s resilience during times of
uncertainties. An important milestone for an organization in transitioning from the start-
up to the growth phase is when the founder(s) acknowledge that the organization's long-
term existence is dependent on partners. "Shared ownership™ with the board of directors
and management staff results from this "transfer of sole organizational ownership"
(Strichman, Bickel, & Marshood , 2008, p. 19).
Supporters

In addition, having reliable and loyal supporters and partners from multiple
sectors is especially important during times of crises and economic instability. The
measure of success is how high-impact non-profits mobilize all sectors of society —
government, business, non-profits, and the general public — to be a force for good. In
other words, excellence has less to do with how non-profits operate within their own

walls and more to do with how they manage their own internal operations (Crutchfield
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& MclLeod Grant, 2007). During times of crises, organizations should maintain
continuous communication with their supporters, adjusting its messaging strategy as
needed, while displaying a great deal of accountability and transparency (Myers, 2019).
Hence, the ability to mobilize multi-sectoral partnerships enhances the organization’s
connectedness with its operating environment. The readiness of any organization to face
challenging realities depends heavily on the ability to create reliable networks and long-
term partnerships with relevant stakeholders. Having this kind of solid network
enhances the organization’s resilience and adaptive capacity. An understanding of the
interdependence between the organization and its environment, the ability to make use
of information and ideas from outside the organization, and the ability to locate
resources and capabilities outside of the organization. Establishing strategic alliances
and joint efforts with other organizations to create systematic change. Building
partnerships with other organizations and colleagues to understand the needs of clients
or other stakeholders (Strichman, Bickel, & Marshood , 2008).
Volunteers

Moreover, during times of uncertainties, the organization should assess its
ability to continue connecting and mobilizing its volunteers, who are also affected by
such situations and might be having emerging needs and new priorities. Organizations
that depend on volunteers for the delivery of its services, need to include volunteers’
engagement as an integral part of the organizational strategy (Myers, 2019). Despite the
fact that the volunteers’ contribution is not translated in monetary terms, it is very
valuable to the organization’s progress and mission delivery, especially during times of
crises. It's commonly believed that people value things more if they have to work for or

pay for them. However, volunteers may be the best proof that this is simply not true.
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They can perform many roles that are traditionally considered beasts of burdens, as well
as other aspects of community service, Additionally, they can provide skills,
knowledge, and experience (Heyman, 2011). For optimal results, volunteers need to
have a clear understanding of their roles and responsibilities. The ability of the non-
profit to be proactive, explicit, and intentional about accessing the support they need is
an important element in maximizing the value of these volunteers (Heyman, 2011).
Furthermore, organizations that run volunteering opportunities during times of crises,
need to invest in developing these relationships and networks, providing the required
support and training. Providing volunteers with a good manager is critical to their
success; volunteering cannot be viewed as a free activity (Tierney & Mahtani , 2020).
Beneficiaries

One of the biggest challenges that non-profits face during times of crises is the
ability to connect with their beneficiaries, serve them and respond to their emerging
needs. It's likely that beneficiaries will be impacted more than your supporters or staff if
you have direct contact with them (Myers, 2019). With more people in need for help
and with more challenges to secure the required funding, non-profit should reimagine
the way they serve their target population. When the crisis hits, organizations are forced
to find new ways to engage their constituents and serve them (Zimmerman, 2020).
While organizations are reimaging and altering the services they offer and how they
deliver it, it’s very important that organizations actively engage their beneficiaries in
this process. It is important that you communicate with your beneficiaries as well. Share
what steps you will take to ensure their safety during this crisis and what your
beneficiaries will need to do to continue to participate in your programs and describe

how program and service offerings will change during the crisis and always (Jha, 2020).
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Beneficiaries should not be considered as passive receivers to services delivered by non-
profit organizations during times crises. On the contrary, beneficiaries can play a critical
role in shaping these services to be more relevant to their needs. Such engagement has
also a positive impact on the beneficiaries themselves. Involving beneficiaries in the
crisis support process can boost their confidence and help them overcome the sense of
powerlessness they often experience (Cameron, Wilson, Piachaud, & Bratsa, 2021).
Hence, continuously engaging with beneficiaries helps organizations understand their
targeted population, redesign and implement interventions that are relevant to their
needs and priorities during crises. In addition, collecting feedback from the beneficiaries
and highlighting it is vital in informing the decision-making process that shapes
programs’ delivery during crises. It is important to ensure that beneficiary feedback is
incorporated into corporate decision-making processes. Though beneficial information
is often crowded out by other sources of information, it should not be overlooked (Price,

2018).

2.3.2 The Revenue

The second area is revenue. The more the organization has a clear
understanding of its current financial status and is able to predict its cash flow, its
income and expenses, the more it can withstand and deal with unexpected changes.
Often, nonprofits do not have a large funding reserve to draw upon during times of
need. Nonprofit organizations have an average of only three months' cash on hand
according to the Nonprofit Finance Fund's annual sector-wide survey. Organizations
must have multiple, predictable revenue streams to succeed in uncertain times. But it is

important to know your current revenue position before you plan for the future (Myers,
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2019). Non-profit organizations can enhance its financial sustainable by having
diversified revenue sources including self-reliant revenue streams, which will allow the
organization to be less dependent on external restricted donations and have more control
on its revenue channels. A strategy of capacity-building that emphasizes external
changes tries to change the relationship between non-profits and the funding and
political systems they operate under. By adopting effective strategies for resource
management, organizations are better able to focus on challenges and chances of
survival. They can also stabilize relations with other groups in the community and cut
down overdependence on some sources of funding (DeVita, Fleming, & Twombly,
2001). Furthermore, investing in infrastructure and fixed assets is also key in supporting
organizations during turbulent times. For example, when organizations invest in having
their own premises, in the long run, they can cut significant cost from operating
expenses, and they can use any available space to be rented out, generating income for
the organization. Any organization that wants to run smoothly must devote sufficient
resources to its infrastructure. An organization's long-term success is largely determined

by the allocation and exploitation of resources (DeVita, Fleming, & Twombly, 2001).

2.3.3The Mission and Operations

The mission is critical as it shapes the organization’s strategic direction. While
the mission statement can be crystal clear at the beginning, as the organization grows,
the mission can get blurred and lose its meaning and relevance, particularly when there
are unexpected changes in the operating environments. Therefore, "mission check”,
which is periodical revisiting and redefining the mission statement, is important in order

to synchronize the work of staff and board members in achieving the organization’s
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core purpose, that is relevant to needs of the targeted population (Gross, Katcher, &
Master, 2007). Furthermore, during turbulent times, it is very important for leaders to
communicate the organization’s mission clearly to both internal and external
constituents. Leaders who fail to communicate the vision and mission internally and
externally will let others fill in the gaps with their own understandings. Therefore,
instead of a common mission and vision, the non-profit risks losing its sense of
organizational purpose, cohesion, and focus as people pursue what they believe are the
most critical aspects of the organization (Werther & Evan, 2001). In order to sustain
operations when challenges arise, the organization should be able to assess and manage
its internal operations, resources and expenses, while making the necessary adaptations
to its programs and delivery models (Myers, 2019). This adaptation will allow the
organization to fulfill its mission, while effectively responding to changing needs.
Problem-solving skills are essential for nonprofit organizations’ leaders in times of
crisis. Nonprofit leaders should focus on ensuring mission-critical programs are
delivered. they can make improvements to their programs by pausing or removing those
that are unable to be implemented because of financial or logistical challenges at the
time. This will allow them to focus on those that will have the biggest impact. In order
to deliver mission-critical work effectively, programs that provide liquidity are essential

(Locaria & Reiter, 2020).

2.3.4 Empowering Data and Technology
The fourth area is empowering data and technology. During times of crises,
people turn to non-profits for help, which can lead to extra workload and more data to

process for non-profit staff. Therefore, automating operations is key in handling the
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increasing flow of data, while saving cost and time. In an organization with extra tasks,
automating the processes will assist in managing the extra workload since repetitive and
time-consuming tasks can then be handled by computer processes, and not by staff. It's a
small investment that will have a large impact (Allen, 2021). Hence, technology is a
powerful tool that can support the organization when facing new realities. It helps
organizations collect and analyze data, and make meaningful, evidence-based decisions
and adaptations as needed. Making data-driven decisions in uncertain times becomes
possible when you combine accurate foundational data with the power of artificial
intelligence (Myers, 2019). Technology and management information systems should
not be rigid tools. On the contrary, these tools can be customized and tailored to provide
reliable data and adaptable solutions that help the organization respond to changing
demands and conditions. During COVID-19, technology is being utilized to help in the
reproduction of work practices in a way that responds with new challenges and
restrictions. Technologies are enabling innovative ways to improve the efficiency of
employees working remotely, transforming the way parents and teachers educate, and
improving hospital performance by facilitating the management of critical resources

(Acker, 2020).

2.4 Conclusion and Research Gap:

A review of the literature suggested that no focused studies if any of this kind
addressing the strategies that were employed by organization’s leadership to enhance
organizational resilience during covid-19 in Palestine. This study is the first for the
Palestinian Museum and will provide improvement recommendations for the Museum,

add to the body of knowledge about the factors that influence the organization's
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resilience and sustainability today and in the future. Additionally, the strategies used by
the Museum’s leadership to help ensure organizational resilience during covid-19, as
well as to understand which strategies were unsuccessful. It will also identify
organizational leadership styles that were adopted by the Palestinian Museum’s
leadership. Finally, identify which organizational capabilities would help the Palestinian
Museum to become more resilient.

Summary:

This chapter has provided an overview of previous studies that addressed
leadership, the differences between each leadership styles and a theoretical framework
that describes four aspects that influence the organization's resilience and sustainability
in times of crisis and in the future. The next chapter will describe the methodology used

to address the research questions described in Chapter 1.
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CHAPTER 3:

METHODOLOGY

The main purpose of this chapter is to describe the research methods used in this
study and how they were chosen. In addition, the purpose of the study, the research
design, the data collection methods, and the data analysis approach will be discussed.
Moreover, this chapter explores the ways in which the study's data was collected and

how the findings were analyzed.

3.1 Research Design

A qualitative approach was appropriate for this research since it was desirable to
go beyond the ‘what' to consider the ‘why' as well as the 'how' questions with an eye
towards developing recommendations.

The research questions were answered using a single case study qualitative
method taking the Palestinian Museum as a case study using both primary and
secondary data sources. Secondary data was obtained from a variety of sources such as
articles, journals, research papers, theses, dissertations. As for primary data, it was
collected through interviews and artifacts.

This purpose of this research was to examine the role the Palestinian Museum’s
leadership played during Covid-19 and better understand how leadership style and
strategy impact an organization’s resilience. The research was developed to better
understand leadership’s impact on organization’s resilience in times of crises at the

Palestinian Museum.
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3.2 Study Subjects

Selected full-time staff of the Palestinian Museum were used as subjects for the
interviews. The criteria for the selection of subjects included:

Subjects were either a Department heads, Program managers, or Project
managers. The interviews were conducted with employees who had been working at the
organization for more than 3 years and were working full-time during the Covid-19
crisis period from March 2020 until December 2021 in the Palestinian Museum. A total

of 13 subjects were interviewed during May of 2022 out of 68 full time employees.

3.3 Data Collection:
This research involved two data collection sources represented in primary

sources and secondary sources.

3.3.1 Primary Sources:

Semi-structured interviews, along with artifacts were the main sources of data
used in this research. A semi-structured interview was designed to collect information
from the Palestinian Museum staff to understand the role of the Palestinian Museum’s
leadership during Covid-19 and how leadership style and strategy impact an
organization’s resilience. In addition to the interviews; Palestinian Museum’s reports,
documents, observations and a collection of artifacts were examined as well to help
validate the results of interviews and provide more in-depth information.

Before the actual interviews, the researcher conducted mock interviews with
friends and some co-workers. All interviews were conducted face-to-face in both

English and Arabic based on the interviewee’s preference. Since the interviewer is an
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employee of the Palestinian Museum for 9 years and occupies the position of public
engagement and events officer, in-depth conversations were smooth and the
interviewees were frank and relaxed. In order for the researcher to minimize the
injection of her own biases as an interviewer, she asked a co-worker to review her notes
and transcripts to help ensure objectivity.

Other data collection methods would have prevented such an honest discussion
of sensitive topics, therefore choosing to conduct interviews instead, allowed for much
greater depth in the responses and provided a better understanding of the subject’s
beliefs and feelings. Selected interviewees were based on their position, responsibilities,
experience level and the number of years working in the Palestinian Museum. Such
interviews are also useful when the main purpose of the research was to come up with

recommendations.

3.3.2 Secondary Source:
Secondary data were obtained primarily from a variety of resources, including:
books, journals, online publications, theses and dissertations from the university e-

library, as well as research articles via online resources.

3.4 Interview Questions Design and Content

Based on the literature review, documents, reports and artifacts and after
conducting the interviews with the carefully chosen museum staff members who were
familiar with the subject, all information that would contribute to the achievement of the

study was collected, reviewed and formalized.
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The Researcher developed interview questions based on the literature review and
refined these questions using a series of brain storming sessions with different parties
including a panel of three experiences researchers. List of names and titles can be found
in Appendix (D):

The questions were designed in English and were addressed to some of the
interviewees in Arabic. In order to encourage interviewee participation, an introduction
was included to explain the purpose of the study, the way to respond to it, and the
objective of the research.

The following 9 questions were developed and utilized as the key component of
the interview guide:

Questions 1: challenges faced by the organization during Covide-19.

Questions 2: strategies employed to deal with the challenges.

Questions 3: Most effective strategies and why

Questions 4: Unsuccessful strategies that were employed and did not contribute
significantly to organizational resilience during Covide-19.

Questions 5: How the strategies employed enhanced organizational resilience during
Covide-19.

Questions 6: Key important areas to focus on within the Palestinian Museum resilient
strategies and Why.

Questions 7: Organization’s leadership style adapted during crisis and why.

Questions 8: How this style effected the daily work.

Questions 9: Organizational capabilities in need to be developed.
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3.4.1 Interview Guide:

The Interview guide included the main research questions that were asked
during the interviews. Moreover, the definitions of some terms that might be difficult
for some interviewees to understand were provided to the interviewees.

The semi-structured interview guide was aimed at asking the interviewees open
questions and allowing participants to answer on their own ways in which interviews
unfold will differ as the interviewers formulate subsequent questions based on what an

interviewee says. The guide is presented in Appendix (A).

3.5 Study Sample
The plan was to conduct 15 interviews, but due to unexpected reasons such as
sickness, travel, and the resignation of some employees, only 13 were interviewed. All

efforts were made to insure the confidentiality of all respondents.

3.6 Method of Data Analysis

All interviews were transcribed and once transcribed; each interview
transcription was discussed with each interviewee to ensure that the transcription
reflected their intent and to ensure that the research is objective in her interpretation and
analysis of the interviews. Once the interview transcripts have been validated the
researcher read the interview transcript and highlight parts of interest and note any
themes. Coded themes were identified and used to group statements from the
interviews. An examination of the themes and supporting comments were used to
develop a framework addressing the research questions and a model to guide the

enhancement of resiliency in the Museum and perhaps other organizations.
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The artifacts examined were used to ensure that certain parts of the information
provided by the interviewees are correct and also to identify additional themes that did
not come from the interview alone.

The following conceptual model was used to guide the study.

Non-Participative
Leadership Style

Organizational

Leadership
Participative Style

Leadership Style Organizational

Resilience During
Crisis

People

Areas that
Impact an

Revenue

Mission & Operations Organization’s

Technology

Figure (1): Conceptual Model

NOTE: This model presents a picture on how organizational resilience depends
on two things 1) type of leadership style in the organization and 2) Four areas that have
an impact on an organization’s resilience. This model helps creating a connection
between the different theories and shows interrelationships between the different

concepts.
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Summary

This chapter explained the research methodologies utilized in this study and how
they were chosen. Furthermore, the study's goal, research design, data gathering
techniques, and data analysis strategy that were addressed. In addiction the primary and
secondary data used to help completing the study. While the next chapter will provide a
description on the organization chosen as a case study, the Palestinian Museum and the

results of the data analysis.
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Chapter 4:

Results

This Chapter provides a description of the organization that is the subject of the
study (The Palestine Museum), and the results of the analysis of data for each research

question.

4.1 The Palestine Museum:

The Palestinian Museum is located on a 40,000m2 area in the hills of Birzeit. It
was created by the Dublin-based architecture firm Heneghan Peng and is an example of
clean, contemporary design that merges perfectly with the surrounding agricultural
setting (PalMuseum, n.d).

The Museum, which is surrounded by gardens that depict Palestine's agricultural

and botanical heritage, is available to families, students, and tourists from all walks of

life (PalMuseum, n.d).

Photo: The Palestinian Museum building (PalMuseum, n.d)
The museum is dedicated to supporting an open and dynamic Palestinian culture

nationally and internationally. In addition, it presents and engages with new



37

perspectives on Palestinian history, society and culture, and offers spaces for creative
ventures, educational programmes and innovative research. The Museum is considered
as a one of the most significant contemporary cultural projects in Palestine
(PalMuseum, n.d).

Its mission is to be a lively museum that creates and disseminates liberating
learning opportunities about Palestine, its culture, and its history via creative initiatives
in Palestine and throughout the world (PalMuseum, n.d).

Since 2013, the Museum was funded mainly by Taawon association, but since
the pandemic Taawon has no longer been able to provide the museum with needed
funds, therefore, last year the museum announced its independence from the Taawon
association with continual support to the museum during the transitional phase.

The museum continues to try to achieve sustainability and independence by
searching for new funds from national and international donors and by developing joint
efforts.

The museum’s annual budget is approximately 3.5 million US dollars. The
museum has 68 full time employees, 5 volunteers and 3 consultants. The Museum is led
by the director general, Dr Adila Laidi-Hanieh with a board of 14 members whose
names and Museum titles follow:

e Omar Al-Qattan, Chair and Head of Human Resource Committtee

e Sawsan Jafar, Deputy

e Gamal Abouali, Secretary and Head of Nominations and Governance Committe
e Muwaffak Bibi, Treasurer

e Basem Salfiti

e Bassam Kanaan, Head of Audit Committee
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e Amahl Bishara, Ph.D.

e Omar Tesdell, Ph.D.

e Lila Abu-Lughod, Ph.D., Head of Programmes and Collections Committee
e Dr. Mamdouh Aker

e Honaida Ghanim, Ph.D.

e Yara Sharif, Ph.D.

e Suha Srour, Member and Head of Fundraising Committee

e Serene Huleileh

e Nadia Sehweil

4.1.1 Organizational Chart:

The organizational structure of the Palestinian Museum is considered a vertical
organizational structure, according to (Indeed, 2021) a vertical organizational structure
is a top-down management system that resembles a pyramid. These organizations have
well-defined positions, with the greatest level of leadership at the top, followed by
middle management, and finally regular employees. Decisions are usually made from

the top down, whereas work approval is done from the bottom up.
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The Chart represents the Palestinian Museum’s organizational structure:
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Figure (2): The Palestinian Museum’s Organizational Structure
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According to the 2019 report (Appendix B), there was a total of 20,751
individual museum visitors as categorized below:
e Public program: 20.56%
e Education program: 29.3%
e Research and Knowledge program: 2.51%
e Exhibition visitors: 24.54%
e  Gardens visitors: 16.11%
e  Strategic visitors: 1.09%
e VR tours visitors: 4.01%
e Participants in events outside the museum: 1.8%
We can summarize that in 2019 the highest percentage of visitors came to the

museum for the education program and the lowest percentage is the strategic visitors.

4.2 Challenges the Palestinian Museum Faced During Covid-19:
The following section provides a summary of the results for each question along

with any evidence from artifacts.

4.2.1 People:

The most precious human capital and resource in any organization is its people,
including its staff, supporters, partners, board members, volunteers, and beneficiaries.
Staff:

The Palestinian Museum primarily focuses on cognitive and intellectual output.
Employees need to be highly skilled and qualified for this type of production.

Employees must be able to work efficiently under pressure, be flexible with work
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schedules, and always interact with the public in the best way possible due to the nature
of the museum’s work with a variety of audiences, sometimes during weekly holidays,
and sometimes outside of working hours.

At the onset of the Covid pandemic, the Museum closed fully from March to
July 2020 and afterwards there was the shifts system between employees working in the
same department meaning that half employees work from the museum and the other
half from home for one week and in the following week they switch in order to
avoiding direct contact between each other.

There were several difficulties faced by the workers as a result of the closure
announcement and the introduction of a new type of work, mainly the shift in the work
pattern from colleagues’ direct support and team work to heavily dependent on the
employee in his or her home. Because the museum departments operate in a
participatory manner due to the nature of the programs' many intersections and the
nature of the integrative work, employees were not prepared for this sudden form of
work and the complete dependency on communication from a distance, even for the
most basic matters of work. This inevitably caused confusion among employees and
questions about how to deal with the new communication, the form and mechanism of
work, and how to distribute tasks. In addition, the digital transformation has changed
how work is produced because employees are used to having their productions such
posters, banners, art installations and solid objects displayed in museum exhibitions and
participating in museum events, for those who are not used to this type of work,
developing digital forms of production was a challenge.

As the museum was getting ready to produce a new exhibition with the need of

the presence of workers, suppliers, and producers to the museum to build the exhibition,
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sign contracts, and submit bids, this activity was dramatically reducing. This also
presented a special situation for the administration since Museum work required
communication with suppliers, an inspection of purchases, and the preparation of
special contracts, which caused work and exhibition production to be delayed and
be months behind schedule.

According to some employees' responses, the administration struggled during
the work-from-home phase to evenly distribute tasks and pressure; instead, the work
was concentrated in a few departments and workers, which led to resentment and a
sense of dissatisfaction among those who worked under heavy pressure in comparison
to others. As a result, working from home led to an unfair distribution of tasks which
resulted in the departure of some employees as soon as the closure was over. They felt
under a lot of pressure and succession in their jobs, as well as a sense of management
power and management's involvement in the content and, in most cases, imposition of
its view on the finished output.

Interviewee (5): “Employees’ duties must be defined, there must be a permanent
crisis management strategy, team tasks must be handled equitably and effectively, and
the burden must be spread throughout the whole team.”

Partners:

The Museum depends on collaboration, networking, and ties with cultural
organizations, Palestinian civil society organizations, as well as Arab and international
cultural organizations. The Museum improves its methods for engaging with the general
public, supporting cultural enterprises and projects, and disseminating the Palestinian

story internationally through its relationships with other institutions.
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For instance, during its first exhibition, "Jerusalem Lives,” the public museum
program primarily depended on partnerships with Jerusalem institutions. Moreover,
during other exhibitions, the museum developed partnerships with organizations in
various cities of the West Bank and in the occupied territories. The museum's
knowledge program, as well as relationships with academics and university students in
various universities in the West Bank, in addition to the main partnership with the
Ministry of Education in relation to public schools’ programs represent key
partnerships.

Additionally, the museum previously relied on partnerships with artists who
display their creations in exhibitions, display their designs in the museum's gift shop, or
work with the museum to organize artistic workshops. However, after the pandemic, a
significant void developed in the relationship with all of these partners and other
cultural institutions because communication was cut off for nearly a year, joint
activities, and mutual visits ceased. This presented a challenge to reinitiate a key
strategic component of the museum's work that depends on partnerships and
collaborations. As a result of this pandemic-fueled break, the museum lost a significant
percentage of these institutions' audiences, and some forms of cooperation with several
artists completely withdrawing from Museum activities. This was evident in the
museum exhibition that launched shortly after the pandemic, which was largely devoid
of any artistic interventions and solely relied on historical and archival narration.

The museum was one of the primary founders of one of the major cultural
initiatives in Palestine called "Qalandiya international,” which is an inspiring artistic
forum for contemporary arts that takes place once every two years in partnership with

several cultural institutions in Palestine. Due to the pandemic, this initiative was
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stopped, and the 2020 edition was boiled down, which adversely affected the
participation of these institutions in the production of the next editions.

The pandemic impact was not limited to partners in the cultural sector and
content development, in addition, relationships with partners that were suppliers and
exhibition producers were also affected, due to exhibition's delay and budget reduction,
which invalidated or decreased the budgets of their contracts.

Donors:

The Museum depends largely on donations from organizations and people both
in Palestine and throughout the world for funding because it is an autonomous cultural
institution. The Taawon Foundation provides financial assistance to the Museum for
operating services, but other sources of funding are necessary for the Museum to be able
to host its major exhibitions, calendar of events, and strategic initiatives.

One of the biggest challenges the museum faced during and after the pandemic
was funding, as some of the organizations and people who provided funding for the
museum decreased as a result of the economic crisis that followed the pandemic. In
addition, some supporters' priorities changed, shifting from supporting the cultural
sector to supporting the health sector and humanitarian relief.

The communication of the Department of Resource and Mobilization with the
Palestinian communities abroad and potential financiers around the world, who were
organizing visits, meetings, and periodic events for them, was also impacted. The
"membership" program, which started years ago and depends on the search for members
who support the museum on an ongoing basis with special privileges provided to them

in return for their support, was also squeezed.
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The museum leadership was concerned about the pandemic's long-term effects
on its supporters because it lost some of them when they closed their facilities or
projects due to the crisis, and some of them left Palestine to work elsewhere, which
resulted in creating an imbalance in the long-term relationships with these supporters
that the museum was depending on and worked hard on building them.

Volunteers:

Volunteers are a fundamental pillar of the Museum, and their performance is
measured by the success or failure of any activity or event organized by the Museum.
Numerous volunteers have joined the Palestinian Museum throughout the years to assist
with its key events, including family open days, art concerts, guided tours, programs
with school and university students, the Palestinian Museum Youth Ambassadors
Program, exhibition openings, and others. From this perspective, the Museum had
worked on developing a special strategy for volunteering at the Palestinian Museum,
with up to 250 volunteers participating annually.

After the announcement of the closure and the end of the actual museum
operations in the museum building, volunteer work stopped, and the museum stopped
accepting volunteers for almost a year. After restrictions were eased and work began to
resume gradually, the actual activities were still restricted, and so the restriction on
working with volunteers remained unchanged through the pandemic's peak in 2020.
Because of this, the museum lost a community of young volunteers with whom it had
built and developed its relationship over a period of more than a year, and as a result,
lost the appeal of a new audience as well as the community network that accompanied
these volunteers, who served as ambassadors to the Museum within their environments

and the focal point of their activities in their towns, universities, and other places.
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Beneficiaries:

The work of the museum revolves around the public. To attract hundreds of
visitors throughout the year, the museum creates and displays its yearly plans as well as
its numerous programs and exhibitions. Each year's performance is also measured and
assessed depending on how well it did in bringing in a sizable audience. The museum
relies on accumulation and continuity in its relationships with its audience and
consistently aims to reproduce the museum experience for every visitor and turn them
into a lifelong supporter of the institution. Additionally, it succeeds in drawing people
of all ages and intellectual and socioeconomic backgrounds.

The pandemic posed a significant challenge for maintaining communication
with this audience and integrating the museum and what it offers digitally into the
audience's busy daily activities in the digital space. The museum lost hundreds of the
visitors it had hoped to attract in during the year 2020 as a result of the pandemic. The
museum lost money over the year trying to draw in new visitors from both inside and
outside of Palestine, particularly the diaspora audience with whom the museum is
seeking to forge relationships when they are on summer vacation in Palestine.

Additionally, because of this absence, there was a hole in the yearly museum
system that was used to gauge how well the institution was performing and to survey
visitors after they had visited. The debut of various digital technologies that the
Information Technology Department had created for the visitors' experience in the
museum was also postponed due to the experiences of school pupils in the museum and
the related educational materials.

Since the museum had to deal with its audience's fear of public spaces and the

number of visitors dropped significantly after the pandemic, the challenge extended
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beyond the period of home quarantine and continued through the gradual return to
receiving visitors. Visitors who were comfortable attending digital events and saw it as
a replacement for their actual presence in the museum found it to be a challenge. The
Ministry of Education’s circular prohibiting school travels, even after the progressive
easing of limitations, was another major obstacle that delayed the operation of the
museum's educational program, which relied heavily on tours with school kids, for over

a year and a half.

4.2.2 Revenue

The Palestinian Museum defines itself as an independent Palestinian non-profit
organization, therefore its funding comes from particular allocations from the Taawon
Foundation, a leading independent Palestinian non-profit civil society organization that
promotes Palestinian development and has made the Museum one of its most significant
projects. It also depends on the funding of Arab and foreign organizations for the
execution of its programs and exhibits, as well as the funding of supportive individuals
from Palestine and the Arab world.

Funding is a challenge for the museum because the Taawon Association only
provides support for employee salaries, and the Taawon Association's plan when
establishing the museum stipulated that the museum would gradually separate from it
and be financially independent within 10 years of its opening, and funding ratios vary
according to the museum's annual financial reports. Every year, the financiers are not
fixed, and they can fund one exhibition without funding another exhibition or project,
and sometimes the museum loses its opportunities to fund foreign institutions due to

political reasons if the museum's funding policy emphasizes its commitment to



48

receiving unconditional funding, which is incompatible with funding foreign institutions
and funds.

Interviewee (9): “.... The most important one was developing a financial
sustainability plan, which aimed at increasing and diversifying the sources of revenue
and income to guarantee that the current project and programs won'’t be affected”

According to the museum'’s program managers, the pandemic increased funding
challenges because most funds and financiers require a period of time to disburse the
scheduled amount, and with the production of the museum's main exhibition being
disrupted, the disbursement of these funds was delayed.

The financial impact of Covid-19 pandemic on the financiers lead some of them
to cut half of the museum's projected financing, forcing the museum's management staff
to re-budgeting and cut the scheduled yearly programs that the museum began
conducting following the end of the house quarantine in August, 2020.

On the other hand, the Museum was able to maintain the continuity of the
monthly salaries of the employees based on the confirmation of the employees who
were interviewed, and at a time when many non-profit organizations and private
institutions reduced the salaries of their employees, the Museum continued to pay the
full salaries of the employees without delay, and the reason for this was that the
Museum was able to implement an alternative strategic plan to work from home, as well
as create electronic programs, to let each employee practice his semi-usual work from
home, as well as create electronic programs, to let each employee practice their semi-
usual work from home. However, according to one subject, the problem was in

distributing tasks and carrying a greater burden than others, which sometimes led to
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unsuccessful museum management in achieving employee satisfaction with the payment
of their salaries without delay or deduction, as in other institutions.

Interviewee (4): “the lack of communication by my direct manager during
pandemic and the absence of delegation of tasks among the education team resulted in
an overload of work on one employ.... This overload was also due to the incompetence
of the other education team members, which reveals deeper managerial issues at the

’

museum such as a major error in the hiring and evaluation process of employees.’

4.2.3 Mission & Operations

The Palestinian Museum defines itself as a public institution, and, like other
museums, it relies on the presence and engagement of the audience in all of its
exhibitions, initiatives, and activities. It bases its annual performance ratings on the
proportion of audience attendance at the museum and its ability to reach them. Despite
the fact that the Palestinian Museum describes itself as a transnational institution
(PalMuseum), meaning that it recognizes the difficulty of being in an occupied country
and being unable to reach different audiences from different parts of Palestine and the
world, and that since its inception, it has turned to digital orientation and satellite
exhibitions to reach the greatest number of people. However, in its speech and the
majority of its projects, address Palestinians in Palestine and the Palestinian public, who
can visit the Palestinian Museum in Birzeit, and organizes a rich and varied series of
activities throughout the year, ranging from public programs to educational activities for
children and students to knowledge programs.

Interviewee (9): “There were many challenges facing the organization with

outbreak of the COVID 19. The unexpected, unprecedented extreme measures taken by
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the government such as the long lock down and ban of travel etc. put the organization in
a very unpleasant situation where all programs, activities and plans were put on hold.”

As stated in different sources, the goal of all museum efforts is to improve the
museum's public experience and to develop a direct relationship with its audience
through their visit to the museum. As a result, the museum focuses its energy and
human and financial resources on developing programs to bring this audience to its
headquarters in Birzeit, where the budgets of its programs reach USD 2,027,80
throughout the year based on an annual report published in 2019 (Appendix B).

The organizational structure also reveals the existence of 7 workers to plan mass
programs from education, knowledge, and public programs, as well as the presence of
more than 15 employees to work on exhibitions and other projects. In light of these
facts, the Palestinian Museum places a strong emphasis on the museum experience and
public programs.

According to the Palestinian Museum website:

Education program: The Museum provides a customized educational program
for school and university students, as well as families. Art workshops, interactive tours,
and family days are all part of the program. The software is intended to promote
creativity, critical thinking, and self-expression through interactive teaching. The
Museum invites students from 100 schools each year in conjunction with the Ministry
of Education, offering them and their instructors with educational and entertaining tools
to supplement the learning experience.

Public program: The Palestinian Museum's Public Engagement program aims
to create constant connection and discussion with people of all ages, backgrounds, and

interests. It also intends to establish an interactive environment for self-expression and
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direct involvement with the cultural landscape. In pursuit of these objectives, the
program creates and organizes events and activities based on the Museum's exhibitions
and initiatives. Workshops, interactive tours, concerts, open days, craft markets, and
presentations and debates with artists and collectors are among the activities available.
These and other activities seek to provide information and learning through an unusual
museum experience.

Research and Knowledge program: The Museum creates and sponsors a wide
range of local and international events and activities that complement its exhibitions and
initiatives while also contributing to knowledge generation and dissemination.”
Conferences, symposia, talks, workshops, and open requests for research papers on
Palestinian culture are among the events. These programs are intended to foster civic
engagement and reflection among the general public, as well as researchers and
academics.

As a result, the pandemic and the time of home quarantine posed a significant
challenge to the museum's strategic work organization. According to interviews and
opinion surveys conducted with its workers, the launch of the exhibition "printed in
Jerusalem” scheduled for that time period was interrupted, the exhibition production
plan was unsuccessful, and the program plan was canceled. During that time, the
proportion of visitors that the museum was aiming for according to its yearly plan fell
1,199 visitors based on an annual report published in 2020. This was accompanied,
according to an interview with the museum's head of production, by the freezing of the

alleged annual budget for the programs, which provided additional obstacle.
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Interviewee (8): “Preparing for the construction of a new exhibition stopped
and planned budget put on hold ... it took longer than anticipated, until the team
partially went back to offices.”

The stalemate in work and disruption of programs did not stop with the
museum’'s community programs, such as the public, educational, and knowledge
programs, but also with the disruption of central cooperation strategies in the museum,
such as the strategy of cooperation with the Ministry of Education to receive hundreds
of school trips to the museum, where school visits constitute a 28,33% of the museum'’s
visitors according to 2019 an annual report, this created a challenge in the museum'’s
work, which is primarily concerned with creating an interactive learning experience for
Palestinian school students as stipulated by the museum's educational strategy, so the
museum lost a major element in its work with the absence of school students from
visiting the museum, and this also led to a delay in the production of educational
resources accompanying the students' visits to the museum, which also hampered the
planned publication production plan.

Interviewee (6):“The museum faced a huge challenge when it came to
interacting with the audience, and had to come up with new programs and creative
ideas to keep in touch with the public through the lockdown, and make sure that the
targeted groups are still able to receive the service while staying at home.”

With the announcement of the general shutdown, and according to an interview
with the museum's media and public relations officer, the museum chose to undertake a

new public communication plan, which provided a number of obstacles and potential

for success.
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Interviewee (5): “To deal with the problem, an alternate mass communication
strategy was utilized, focused on increasing content and digital presence, both through
past and historical sources for the museum and through new sources and concepts, such
as making interactive movies, digital contests, and others.... The strategy centered on
involving the museum's various departments in digital production, including the
educational, knowledge, and general program, the publications team, the exhibitions,
and collections team, and the archives team, by presenting them with an alternative

’

strategy in general and beginning to receive and develop their contributions.’

4.2.4 Technology

Although the Palestinian Museum, as a transnational museum, has developed a
digital technology to reach an audience outside Palestine over the years, the period of
work during the pandemic posed a different challenge. With the announcement of the
general closure in Palestine, the work pattern quickly and without warning turned into
work that depends 100 percent on digital technology, creating a dilemma for the
museum's information technology staff, according to the museum's information
technology manager, who had to develop an alternate and swift strategy for this
transformation, as well as daily communication with hundreds of staff to satisfy the
requirements of their work from home, and their continuous communication, with the
primary server in the museum containing most of the staff records and high-volume
files, the team had to cope with varied internet connections at their residences and tackle
technical difficulties remotely.

Interviewee (13): “All staff were facing difficulties using technology, they had

weak or no internet connection, technical issues that needed physical attendance and
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many other challenges... we had to create a central and clear list of priorities, this way
we managed to solve high priority technical issues that allowed employees to complete
their work in a relatively fast manner.”

The museum, according to the staff's responses, succeeded to a considerable part
in meeting this objective; nonetheless, the staff experienced everyday obstacles that
hindered the speed of their work, which the IT team was unable to manage. During the
pandemic period, the enormous pressure on the Internet hampered and slowed the work
of a large number of employees, affecting the volume of their daily production and
collective work, and the media staff in particular faced challenges in uploading
materials on social media platforms, specifically videos, dealing with image sizes and
enormous films sizes, since the IT team was unable to give timely support, and several
employees, particularly technicians, were forced to take their heavy laptops home
because most of their contents could not be moved to their home devices.

Interviewee (11): “It was hard to work from home as well, sometime the internet
connection would be lost, sometimes if one has kids at home, it was hard to keep up with
the house chores and the work requirements.”

One of the most notable strengths developed by the information technology staff
was the provision of an entry system for museum employees to access their files on the
museum's server, as well as the developing of some new systems that facilitate

communication among employees and holding electronic meetings, in addition to

activating work on the Zoom platform and other similar platforms.
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4.3 Strategies that were employed by the Palestinian Museum’s Leadership to
enhance organizational resilience during Covid-19

4.3.1 People:

Staff:

Following the declaration of the home quarantine, the museum’s leadership
worked to increase the productivity of its workers, expand its capacity for intellectual
output, and implement cutting-edge work methods, they also made an effort to include
other departments in the brainstorming process to create an alternative strategy for
communicating with the audience, whether they were directly involved in media
creation or those who produced ideas and instructional materials.

The organization was able to deal with the stagnation situation that may result
from employees working from home by giving them roles that are clear and allowing
them to contribute to the creation of media content, which was previously only the
responsibility of the media department, which produces co-productions. The staff were
positively engaged in the new strategy, and the museum gave each department the
opportunity to create different types of activities and include them in the program.

Most departments took part in developing the new strategy during the pandemic.
The employees who work in the administrative department and the museum facilities
completed all of their work from home, following up on their daily work which requires
creating contracts, drafting bid texts, etc., as the museum was in the process of
preparing for an upcoming exhibition. The employees working in these departments
also succeeded in trying new experiences as they instead of publicizing bids in

newspapers as usual, they developed a bids page on the museum’s website.
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Additionally, a large number of administrative staff and workers on various
projects, such as the digital archive, contributed to the media campaign's theme during
the pandemic. For instance, some of them gave presentations to the audience in the form
of videos of the books they read during the pandemic or took part in competitions the
museum organized regarding artwork, among other things.

The museum strengthened the resilience of employees during the pandemic
period by continuing to pay employees’ salaries, and after gradually returning to work
in light of the pandemic, the museum adopted a flexible policy in working from home,
and also adopted a clear policy regarding home quarantine for employees who are
infected or who come into contact with one of the infected, according to their condition.
Some of them were able to complete their work from home without deducting that from
their sick leaves, according to the employee’s needs, so the museum achieved internal
stability in the work environment and great satisfaction among employees.

Partners:

The museum formed many connections with a number of institutions throughout
the pandemic and attempted to come up with new communication strategies with them
as well as create new ones, such as its digital partnership in showing a group of films
with “Dar Youssef Nasri Jacir for Art and Research” in Bethlehem, and a digital
partnership With the Art Dubai Foundation, a talk within the initiative of the Cultural
Council presented by the Barjeel Art Foundation in the Emirates, and the celebration of
International Museum Day digitally, with the International Council of Museums
(ICOM).

The Museum also wanted to embrace cultural initiatives and create new

partnerships with artists through initiatives such as the "Virtual Gallery”, which allowed
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a group of emerging and amateur artists in Palestine to publish their works digitally on
the museum'’s platforms. This led to the development of a wider network of connections
that persisted over time. A number of actors later volunteered for activities planned by
the museum that involved digital participation, which broadened the museum's
audience.

The museum also created a plan for maintaining contact with its current
partners. It did this by maintaining its partnerships with academic and research
institutions within the knowledge program and by hosting digital intellectual seminars
and lectures. The museum had also started research grants prior to the pandemic, so it
was able to keep in touch with researchers and help them prepare their work for
publication.

In addition, the educational program team created educational content inspired
by the Museum's exhibitions and projects for the educational digital platform developed
by the Ministry of Education, and as a result, the Museum has developed its relationship
and communication with the Ministry of Education, which is considered to be a
strategic partner for the Museum.

Through its public program, the Museum also established new collaborations
and partnerships with Palestinian artists who offered digital creative performances,
giving these collaborators a fresh and innovative space to display their works, such as
theater readings and others.

Donors:

The museum continued to work toward its objectives of maintaining donor

relationships and seeking out new sponsors during the pandemic and was successful in

attracting new funders for its many initiatives and activities.
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Since the start of the pandemic, the museum’s digital platforms have been highly
effective, and through the creation of the "Membership in the Palestinian Museum™
project, which depends on giving donors privileges in exchange for a donation based on
the level of membership they select, the museum has been successful in attracting new
supporters. The resource and mobilization department had been working on the project
for years, but it was moving slowly until the pandemic and the home quarantine started
the museum was able to finish it and persuade the donors of the necessity of enhancing
Palestinians' capacity for resilience in such extreme circumstances.

In order to promote community involvement in funding and "aid,” the museum
also turned to new mechanisms. After the pandemic restrictions were eased, it launched
a crowdfunding campaign called "Let’s Bring Our Thobes Back Home" to restore
Palestinian embroidered dresses that had been imported from abroad. Through the
campaign, the museum enhanced the value of teamwork, resilience in the face of tight
funding, and creating relationships with new supporters and individuals.

The museum recognized the need of having ongoing support, so it started
working on its endowment. It devised the endowment's plan and started holding virtual
meetings with potential donors to finance the endowment.

The Resource and Mobilization team scheduled many meetings with funders
throughout the period of working remotely in order to maintain open lines of
communication and to update them on the progress of the museum's work and its
problems in light of the pandemicto provide them with regular updates on the
museum's digital initiatives and the services it offered to its audience during the

epidemic.
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Beneficiaries:

The major objective of the museum is to increase public understanding of
Palestine's culture, history, and people as well as to spread the Palestinian narrative,
preserve its past, and transmit it to as many audiences as possible both locally and
internationally. The Museum placed a strong emphasis on the ongoing distribution of
information and its delivery to the audience of beneficiaries in a variety of methods
during the pandemic as part of its alternative strategy. As a result, the Museum
embraced the digital access strategy and began its "Museum from Home" campaign,
which involved disseminating interactive and varied information resources about
Palestine through the digital word. The Museum focused on developing digital
knowledge activities for the public in each of its major categories throughout this
campaign, generating innovative and untried ways to communicate knowledge.

Additionally, it improved how its projects' content was delivered, including the
extensive use of the digital archive and Palestinian journeys and new and more effective
delivery methods. For instance, in one video, the museum invited viewers to browse
their old personal photos and share family histories, and in another, the museum showed
the audience how to restore their historical documents at home. The museum reached a
new worldwide audience by simply creating a digital tour of its exhibition, which
launched just before the pandemic started, in Arabic, French, and Spanish.

By using this adaptable and varied strategy, the museum was able to make up for
the absence of its actual audience by growing the number of people who could access it
through the digital space and engage with the artistic and educational workshops,
seminars, and other events that were presented digitally. In addition to engaging with

the museum's content and taking part in its digital activities, a new audience that found
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it difficult to visit the museum located in Birzeit increased by a significant amount in
number. The museum's management, which was attempting to draw visitors from other
West Bank cities, was pleased with these developments.

After public spaces were gradually allowed to reopen and restrictions on their
use were reduced, the museum adopted a new strategy to encourage visitors’ back after
an extended absence and to remove the fear of public spaces that had been keeping the
general public away. The museum developed a media campaign encouraging people to
see the new exhibition and to take part in it as well as participate in the activities that
were prepared specifically for families and children who were absent from this type of
activities for a long time during the pandemic. The museum kept its focus on its digital
programs and events in addition to its in-person events to enable the public, wherever
they are, to actively participate and experience the museum and benefit from the
knowledge. As a result, the museum witnessed a gradual satisfying return for visitors
and the participation of its various activities.

Interviewee (5): “This flexibility was greatly enhanced, as the Museum became
a continuous and uninterrupted digital presence, as it continued its relationships with
the public that participated in activities during the crisis and continued to participate in
subsequent activities. The Foundation then produced two virtual exhibitions,
recognizing the importance of digital presence.”

Interviewee (5): “We were prepared with a public communication strategy to re-
receive guests and persuade them to come after re-opening the doors to the public.”
Volunteers:

The museum started to reactivate the volunteer recruitment strategy as it

announced the opening of the door to volunteering after a break of more than a year,
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and it also re-worked the volunteer training programs that were implemented by the
museum before each event, in light of the beginning of preparations for community
activities in the museum and the easing of the imposed restrictions. The museum
targeted university students, concentrating on Birzeit University due to its closeness and
the need to provide students with the volunteer hours needed to fulfill their university
requirements as a student. As a result, the two institutions formed a cooperation to

attract volunteers.

4.3.2 Revenue
Financial Sustainability Plan

The Palestinian Museum’s fundraising team worked tirelessly to secure funding
for programs, projects and activities from local and international institutions and
foundations. The team has had notable success despite a challenging funding
environment. they also built a network of individual donors inside and outside Palestine
through their Membership Program to diversify the Museum’s funding streams and
achieve financial sustainability and stability.

The pandemic reduced the museum’s allocations from some Arab funds and
some individual financiers, and also hampered the possibility of obtaining funding from
local private companies and businessmen who were negatively affected economically
by the pandemic.

During the Covid-19 pandemic, NGOs in Palestine, especially cultural
organizations, had been suffering from a significant decrease in available funding, in

response, the Palestinian Museum developed a funding sustainability strategy to meet
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these challenges to hopefully secure funding from new sources and become less
dependent on Taawon Foundation, their largest single donor to date.

One of the long-term strategies created to have financial sustainability was
establishing a museum endowment “Patrons’ Circle of Philanthropic Pioneers”, which
includes sponsoring exhibitions and basic programming throughout the year.

According to an interview with recourse mobilization manager:

Interviewee (9): “The financial sustainability plan was the most effective
strategy as it gave the organization the ability to secure funds to overcome the financial
difficulties it faced, as well as enabled resuming the activities to the same level it used
to be before the Pandemic. The digital transformation strategy was also essential and
effective as it did not only enable connecting with the existing audiences, but with new
audiences from different geographical areas especially Palestinians living in the

diaspora.”

4.3.3 Mission &Operations
“Museum from Home”

With the announcement of the general closure in Palestine, the Palestinian
Museum launched a public communication strategy called "Museum from home", as
shown in (Appendix C) with the goal of continuing the museum's digital
communication with the public during the pandemic period and compensating for the
public's absence from the museum building. This campaign, according to the Museum's
website (Museum, 2020), underlines the Palestinian Museum's vision of being an
institution that transcends political and geographical borders, forming a link between

Palestinians in Palestine and abroad through its digital archives and electronic
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platforms. The campaign aimed to give material about Palestinian history and culture
while also providing the public with the ability to digitally visit the Palestinian Museum
and explore their personal ‘'museums' at home (their photographs, archives and objects).
The public was also urged to participate with their own archives and study their
personal histories, which was important to Palestine's history. There were also
suggestions for archive preservation. The program also aimed to create a learning
platform for Palestinian families to help them cope with the present crisis's challenges.

Interviewee (10): Our campaign “Museum From home”, from my point of view,
it kept the museum active on social media and it helped the employees to feel effective
during the hard time. On the other hand, we reached to a new audience, who perhaps
did not know about the museum before.

Interviewee (11): “The museum defines itself as a “transnational” museum,
where it speaks to Palestinians inside Palestine as well as the diaspora. It also speaks
or targets international and Arab audience, and within the political context of Palestine,
it was only after covid-19, was the PM able to achieve that. Palestinians in the gulf,
Jordan, Europe, and other parts of the world, became able to participate in the different
activities.”

According to museum staff interviews and their evaluation of the campaign, the
museum was successful in producing a variety of content such as written publications,
videos, digital competitions, and e-learning activities, as well as engaging a new
audience in these activities who had not previously participated in the museum building
in Birzeit.

Interviewee (8): “Museum from home campaign (which was a strategic

campaign during that period) gave us more inspiration to provide new creative tools to
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substitute our physical activities (like musical performance, workshops, talks,
interactive learning, etc.)”

“Our campaign “Museum From home”, from my point of view, kept the museum
active on social media and it helped the employees to feel effective during the hard time.
On the other hand, we reached to a new audience, who perhaps did not know about the
museum before.”

“The alternative strategy was successful in that it achieved the desired goal of
increasing digital interaction with the museum's audience, increasing the number of
followers on the museum's various platforms, increasing the number of participants in
the museum'’s digital events, and attracting new audiences that were difficult to access
the museum, but the digital presence was easier on her.”

The vision of the Museum's leadership, as well as the new strategy that was
developed, led to the creation of new spaces with the public on the one hand, and the
creation of effective employees working remotely on the other, in addition to enhancing
the museum's image in the media and among funders as a productive and capable
museum to overcome challenges. Working under unusual situations, it is possible to
disseminate information to the public in the most challenging circumstances, as well as
test new patterns of knowledge and cultural creation that were not previously prevalent.

Interviewee (11): “Museum from home was a successful experience where we

had different engagement with the society.”
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4.3.4 Technology
Digital transformation:

According to the Palestinian Museum, the digital transformation represented a
new opportunity to reach a wider audience, innovate new modes of production, and
activate the museum's digital projects such as the "Palestinian Museum Digital Archive"
project and the "Interactive Encyclopedia of the Palestinian Cause,” as well as change
the form of the museum's content. To create interactive content with a more creative
aspect, as well as partnerships with new cultural digital platforms, and allowed a large
part of the museum staff to participate in this digital transformation, as it allowed them
to present ideas for digital publications, and held several group brainstorming meetings
to be a part of this digital trend.

Interviewee (8):“Digital solutions were the only possible strategy to cope with
related to our core work, and it was relatively effective, since we got new audience for
all our online activities, but it also shed light on the correct strategies to be adopted for
all our online Presence, and the capacity it needs, and the correct pathway to be taken
when working is back to normal.”

However, the museum's significant leap in digital transformation occurred after
the pandemic, when the museum recognized the significance of building a digital
communication strategy, through which it transformed its programs into face and digital
versions. For example, the museum used to organize face-to-face meetings with artists;
these meetings are now published electronically, and the museum found another space
to compensate for the absence of a physical audience in such events, in addition to
creating a digital version of its various exhibitions and organizing electronic tours in

exhibitions for the public outside Palestine and supporters outside Palestine. Moreover,
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it was also able to get money for an instructional technological platform, particularly for
youngsters, which will be the first of its type in Palestine, according to the museum'’s
website. The platform was conceived when schoolchildren were absent from the
museum during the epidemic. It also created digital systems for museum personnel to
interact, raise data, and exchange ideas, as well as conducting employee trainings on
how to utilize digital systems to work from home and how to use digital meeting
platforms such as Zoom and others.

Interviewee (4): “Transforming the museum experiences into online versions
such as virtual exhibitions, ZOOM workshops and interactive posts allowed the
Museum to reach out to audiences from other nationality, especially Palestinians living

in diaspora, and achieve its vision as a transnational museum.”

4.4 Leadership Style Adapted By the Palestinian Museum Leadership During
Covid-19:
4.4.1 Participative Leadership Style
Based on an analysis of the results of the museum'’s employees' responses to the

questions asked to them, and my reading of the performance of the Palestinian Museum
leadership during the crisis, it is possible to conclude that the museum's leadership was
successful in making the employees effective employees during the crisis, preparing
extensive knowledge content, and thinking of innovative ways to attract the public's
interest.

Interviewee (5): “The participative leadership style in this experience is the leader
who provides their people with the initiative and confidence to work and invent with

minimum monitoring, as well as the leader who makes the decision to motivate and
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appreciate his employees' performance... This leadership style gave me flexibility to
work, come up with ideas, and connect with good team members without the burden of
bureaucracy.”

This experience broadened the perceptions of the museum's employees even
after the crisis, as most of them began thinking about innovative activities and new and
effective ways of using electronic media, as they expanded their network of
relationships during and after the closure period if they communicated with a group of
artists and academics to be part of the museum'’s electronic activities, and they were able
to collaborate with new artists and academics from around the world.

The museum's leadership was also quick in responding to the rapid changes and
developing a quick alternative plan in light of the emerging crisis, as it took the
initiative, immediately after the announcement of the general closure, to meet with
employees to create alternative strategies, and did not leave the matter hanging days
after the announcement of the stone, but rather the museum was ready as soon as the
museum was closed. Furthermore, museum'’s leadership was also able to maintain
excellent contact with personnel from a distance through daily follow-ups, weekly work
plans, and virtual meetings. Recognizing the overlaps in their job, the media,
educational program, and publishing teams cooperated intensively during the crisis to
generate interactive instructional content.

According to the response of some interviewees, the museum’s leadership
supported them and valued their position during the pandemic. It provided tangible
prizes to some staff when the crisis ended. It also applauded the employees'

performance in a number of meetings and activities and kept the staff updated on the
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good responses to the museum's performance on a regular basis specially the ones

coming from the museum'’s board of directors, as well as friends and supporters.
Interviewee (11): “The museum’s director attempted to be in touch with the

employees via a weekly email, that thanks the employees for their efforts and updates

them about the status of the work. ”

4.4.2 Non-Participative Leadership Style

According to employee interviews, some of them expressed dissatisfaction with
the museum management's performance and leadership during the crisis, citing how the
museum management's interference in the details of the work and micromanagement
reduced their creativity and limited their potential, and they now only offer programs
that the museum management is convinced of, and sometimes not. Based on some
interviews, work requirements were large and stressful, without considering that the
employee's performance may be affected as a result of this global concern and that the
employee may need special treatment. Therefore, some employees felt that the
museum’s leadership put a lot of pressure on them without understanding how they feel.

Interviewee (4): “The authoritarian (autocratic) leadership style was adapted
during the pandemic, which means that the management team strongly focused on both
command by the leaders and control of the junior employees. There was also a clear
division between the leaders and team, which later resulted in escalations that involved
the BoDs. Authoritarian leadership does not allow for creative input from the rest of
employees and affects approaches to problem solving.”

Furthermore, some observed that the museum administration put specific

employees and particular departments under work pressure and failed to distribute
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responsibilities to various employees, resulting in the depletion of a small number of
employees and forcing them to work for more than 8 hours a day.

The administration’ leadership also imposed a control model on some
departments, preparing an electronic system that calculates the working hours or the
employee sitting on his/her device and their entry into a special information system
program in the museum, which some considered authoritarian and oversight behavior
and affects the employee's trust in their institution's management. Later, after easing the
imposed restrictions and returning to work from the institution, the administration
imposed many restrictions on working from home, as some employees were forced to
work from home because they were infected or in contact with, and the administration
sometimes prevented them from working from home and accepted that they be counted
from their leave, despite the fact that they were ready to accomplish from home and
remotely during their quarantine period.

Interviewee (11): “I had the feeling that | must prove that | am working all the
time. It is true that mothers had flexibility, but all the employees had to prove that they

° »
are working.

4.5 Organizational Capabilities That Can Be Developed for the Palestinian
Museum to Become More Resilient

The mechanism of the museum's work during the period of home quarantine and
the restrictions associated with the spread of the Corona virus provided an opportunity
for the museum to test new forms of work in exceptional circumstances and under
pressure, and at a time when the Palestinian Museum recognizes that its work is in an

occupied country, and that building its permanent collection while it is under
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Occupation is a form of resilience. However, it tested a new mechanism for resilience
and challenge, which led to the museum dedicating the meaning of resilience in its work
in light of the pandemic and its aftermath, by building more flexible work strategies, as
the museum began building a digital communication strategy, and a community strategy
of programs that rely on digital presence, and it also created a quantum leap in the work
of the Information Technology Department, through the development and construction
of digital systems that facilitate the work of employees remotely.

The museum also attempted to devote the tools of its resilience through serious
and strategic work on creating stable means of funding, as it began developing the
"Palestinian Museum Stand,"” which is similar to the self-sufficiency initiatives pursued
by Palestinian institutions and initiatives during the second intifada, and also moved
away from any conditional funding to strengthen its national resilience. When the
museum started its new initiative, "The Interactive Encyclopedia of the Palestinian
Cause," it was able to contact a number of supporting and independent Palestinian
personalities in addition to networking and searching for new and independent
supporters.

The museum has also developed a human resources strategy that allows for more
flexibility in terms of working hours outside of the museum and allows for the
recruitment of a number of consultant employees who can work at different hours and
remotely, in addition to the adoption of the compensatory hours law, which
compensates employees for any additional working hours after 8 hours of effort, the
procedure was carried out.

The actions taken by the Palestinian Museum are shown on three levels:
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1) Digital Communication and Technology

Interviewee (5): “The success of such a concept is dependent on digital
technology. It cannot be executed without digital platforms, a content team, and a
technological and technical staff. Furthermore, a team is always required to develop
material and think creatively about it. As a result, human and technology resources
constitute the foundation for the success of the plan that we have developed. Employee
motivation is equally vital.”

2) Stable and independent finance

Interviewee (9): “The strategies developed and put in placed enabled the
organization to become resilient and experienced in dealing with such exceptional
situations which might happen again any time either due to another Pandemic or due to
an unexpected change in the political situation. Such strategies will be part of the
organization management and plans, as well as the implementation of projects which
help in the anticipation of risks that might appear in the future.”

Interviewee (9): “The plans and strategies developed were comprehensive and
linked to each other. Starting from the financial sustainability to the digital
transformation to the financial plans (cash flow and expenditure) are key to enhance the
organizational resilience and enable the organization to overcome similar challenges,
risks and situations smoothly and in a way that won't create an existential threat to the
organization.”

3) Adaptable Human Resource Rules and Laws Demonstrate the Museum's
Response to the Crisis's Quick Changes.
Interviewee (5): “preparing and teaching employees to operate in crisis

situations and under extraordinary conditions.”
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Despite the challenges that the museum faced and continues to face in terms of
funding, technological challenges, and stagnation in some systems and administrative
mentality, which were and continue to be the focus of criticism for the number of
employees, the museum has worked and continues to work to redefine the meaning of
"resilience” in a national cultural institution in a new and innovative way.

Summary

Table 1 provides a summary of the practices before and during the pandemic and
provides a guide for helping ensure the Museum’s resilience during a future catastrophic
event or challenge. The major themes that emerge from the qualitative examination of
the data are: empower employees, broaden the mission beyond the Birzeit location.
diversify funding sources, integrate technology in the delivery of programs and as tools
to support the work of employees. Focusing on these themes can help improve the
resilience of the Palestinian Museum.

Table (1): Summary of Museum’s Practices Before and During Pandemic as

Well as a Guide to Improve the Museum’s Resilience During Crisis

Museum Practices ) ) Museum Practices that will
) Museum Practices used during the ) )
used prior to the ) lead to improving
) Pandemic
Pandemic Museum’s resilience
Organizational Modified or decentralized
structure ) ) | Leadership that can play a key
Centralized leadership: Power is

Vertical organizational
structure  with  the
general director at the

top

concentrated in a particular area or with a

single or small number of people.
Decentralized management decentralizes
authority and distributes it to more
educated staff and numerous levels of

management. (Gartenstein, 2019)

role between a central leader
and open centre where this
gives the staff some authority.
For example, having a flatter
structure and give museum
employees more autonomy to
make decisions related to

their work.
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Leadership styles

Autocratic practices

Both autocratic and participative practices

Promote empowerment and

decision making between
employees more and provide

capacity building programs.

Funding Depended primarily on | Diversified sources with new programs | Continue to diversify the
one funding source | such as: The museum endowment | sources of funding in order to
from Taawon | ‘Patrons’  Circle  of  Philanthropic | have financial sustainability
Foundation a smaller | Pioneers”, which includes sponsoring | and become less dependent on
amount from other | exhibitions and basic programming | the Taawon  Foundation.
organizations and | throughout the year. Follow and enhance the
people from Palestine creative approaches that were
and the world. created during the pandemic

such as the  museum
endowment ‘Patrons’.

Mission The museum describes | The museum transcends political and | Continue to  focus on
itself as a transnational | geographical borders, forming a link | broadening the  Museum
institution.  However, | between Palestinians in Palestine and | audience and engagement by
the majority of its | abroad through its digital archives and | developing more  online
projects address | electronic platforms in addition to the | programs and virtual
Palestinians in Palestine | physical facility. exhibitions to reach more
and the Palestinian Palestinians from all around
public, who can visit the world.
the Palestinian Museum
in Birzeit.

Personnel Work was done at the | Much work was modified to utilize a | Differentiate between work
Museum remote worker strategy for many tasks. For | that can be done remotely and

example, giving virtual guided tours | work that can be done at the
monthly, implementing educational | Museum. Work will be done
workshops online, offering lectures and | both at the Museum and
talks on different topics that interest the | remotely.
public and producing online concerts with
international musicians.

Deliverables Programs were offered | Programs were offered both online and at | Continue to develop programs

at the Museum

the Museum

that use multiple

communication channels.
Virtual reality could be a

focus for some programs.

Technology

Information technology

Information technology tools were used

Many of the information
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tools were used for

some tasks

extensively for almost all tasks.

technology tools that were
expanded by the pandemic are
being implemented on a more
permanent basis with an
expanded infrastructure and
extended capability of

museum offerings.
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Chapter 5:

Summary, Conclusions And Recommendations

The purpose of the study was to better understand leadership’s impact on an
organization’s resilience in times of crisis at the Palestinian Museum. A qualitative
method single case study approach was used to achieve this purpose. The research
obtained secondary data from a variety of resources, including: books, journals, online
publications, theses and dissertations, articles and from primary data through conducting
13 semi-structured interviews with museum’s staff along with reviewing museum’s
artifacts.

The study found there are two main things that can affect an organization’s
resilience 1) type of leadership style in the organization and 2) the four areas (people,
revenue, technology, organizational mission and operations) that have an impact on an
organization’s resilience. The study helped in creating connections between the
different theories and result in a model that can be useful in directing future studies.

This researcher found no focused studies of this kind addressing the strategies
that were employed by the organization’s leadership to enhance organizational
resilience during covid-19 in Palestine. This study was the first for The Palestinian
Museum and provides improvement recommendations for the Museum, adds to the
body of knowledge about the factors that influence the organization's resilience and

sustainability today and in the future.
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5.1 Conclusions:

As reported in the previous Chapter, the following can guide the Museum as it
prepares to face future challenges: 1) empower employees, 2) broaden the mission
beyond the Birzeit location. 3) diversify funding sources, 4) integrate the use of
technology in the delivery of programs and as tools to support the work of employees.
Of course, there is no one specific recipe to ensure organizational resilience and
sustainability during turbulent times. But if organizations invest in these areas and have
strategies and plans in how to develop these components, organizations are more likely
to maintain their operations and thrive even during times of uncertainty. As a current
employee of one of the non-profit organizations in the Palestinian territories, the
Palestinian Museum, | saw first-hand how crises impact everyday work and is a real test
to the organizational adaptive capacity. there were really turbulent times that unsettled
the different norms and structures of the organization.

The Covid-19 pandemic crisis that the Palestinian Museum faced contributed to
forging the identity of the organization that we see today. the crisis shaped the
organization’s strategic direction and the development of the four areas that directly
impact organizational resilience and sustainability, including the people, the revenue,
mission, operations and technology. From the Palestinian Museum case study, there are
three main findings in relation to the topic of organizational resilience. 1) Developing
organizational resilience needs time, planning, and mobilization of both human and
financial resources. It is a process of learning from previous failures and building on
current and previous experiences and knowledge from the field. 2) Having a sustainable
financial plan and stable independent finance enable the organization to depend less on

foreign donations and be rooted in the local community and be much more prepared to
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face any unexpected circumstances. 3) When organizations survive, adapt, and thrive
during the crisis, not only do they enhance their organizational resilience, but also
contribute to enhancing the resilience of the community they are working to serve.

When a crisis strikes, a new world emerges. Because of the changing reality,
non-profit organizations must rethink their offerings and work practices. The difficulties
that organizations face during times of crisis may be daunting. However, these times
may also provide chances and fresh potential for organizations. It’s a chance for
organizations to truly assess and test their resilience and adaptive capacity, highlight
their strengths and address their weaknesses. It’s a time when organizations have to
redefine who they are to better concentrate on their mission and to better serve their
community. Developing strategies related to the areas outlined above, people, revenue,
technology, organizational mission, and operations, can help organizations minimize
disruption to mission delivery and ensure sustainability. Accordingly, the ability of non-
profit organizations to survive, adapt and thrive during times of crises and deliver
services safely and effectively, requires planning and investing in different areas of the
organization.

Since the beginning of the Covid-19 pandemic, many organizations have made
adaptive changes to their operations in order to transition to the “new normal” and
increase their ability to make the right business decisions and lead organizations much
easier, especially after the nature of the epidemic has become more and clearer with
time. Hence the importance of the role of leadership in responding to such crises by
raising the level of employee welfare and motivating them to continue to achieve the
goals of the organization. According to James and Wooten (2005, p. 141) "what

differentiates those firms that thrive during and following a crisis from those that do not
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is the leadership displayed throughout the process”. As a result, it is clear to us that
leadership is crucial for adaptation and continuity at all stages leading up to, during, and
after the crisis,

One of the most crucial elements that has a direct impact on how followers,
communities, and groups behave is leadership. There are many various leadership
styles, and each one has a unique impact on the institution's organizational structure and
the productivity of its workforce.

According to (Ahern & Loh, 2020), crises are a significant factor in raising the
level of difficulty and complexity of the tasks that face leaders compared to regular
working periods. Since there was not enough knowledge on the Corona pandemic and it
was always evolving, leaders had used a variety of approaches and leadership styles in
these challenging situations rather than sticking to one (Francisco & Nuqui, 2020).

Ineffective leadership results from picking the incorrect leadership approach
during a crisis and staying with it. Thus, we draw the conclusion that effective
leadership must operate in a systematic and integrated manner such that a variety of
leadership styles are embraced in line with the emergence of the crisis and its
progression from one stage to another (Vera & Crossan, 2004). This leads us to
highlight the participative leadership style in specific, as it important to give employees
the opportunity to show their creativity by offering solutions to a problem when their
leaders are busy. The opposite of this is authoritative leadership, in which the leader
makes all choices. When a leader practices participatory leadership, they empower their
followers and involve them in the decision-making process. Employees are motivated to
give their all to the organizations as a result of feeling appreciated. Effective leaders

may inspire their teams and get greater results from them. This approach aids in
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successfully and efficiently achieving the organization's goals (Harappa, 2021). To
respond successfully to the constant change in the organization's need, leaders must
balance the multiple variable elements in the organization and choose methods that
contribute to the achievement of the organization's goals and are consistent with the

qualifications, reactions, and willingness of employees to deal with a crisis.

5.2 Recommendations

To increase organizational resilience and to effectively deal with the Covid-19
pandemic and any future crisess that might emerge, it is very important to: empower
employees, broaden the mission beyond the Birzeit location. diversify funding sources,
and integrate technology in the delivery of programs along with as tools to support the

work of employees.

5.2.1 Compassion and Care:

To increase leadership effectiveness during a challenging period, leaders can
concentrate on supporting workers, demonstrating how much the organization cares
about their well-being through crises, and gaining support from employees (Haslam et
al., 2021). During a crisis, leaders must prioritize and pay close attention to their staff
members while also being sensitive to their various needs. When leaders provide
empathy, support, and confidence to workers during a crisis, it builds on the level of
trust between the two sides (Kaul et al., 2020). Leaders should foster a sense of “us”
among employees during a crisis in addition to empathy and compassion, as it has a
significant impact on the sense of teamwork during a pandemic. This can be done by

focusing on communication, learning rather than blaming and correcting, as well as by
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understanding the worries employees have during the crisis and offering them
emotional, physical, or mental support while making decisions (Dirani et al., 2020).

Despite the fact that during a crisis, employee requirements might vary and be
diverse, knowing each employee's specific issues helps leaders manage them more
skilfully and successfully (Haslam et al., 2021). The leaders that base their policies and
choices on the understanding and support of their workforce are the most effective
during times of crisis. Genuine understanding and empathy involve showing concern for
employees' personal situations, comprehending what they are going through during the
pandemic or any other crisis, enabling them to discuss their worries and circumstances
with leaders when necessary, and offering supervisory and psychological support to
employees which will lead to higher organizational resilience.

This dimension appeared in the leadership style of the Palestinian Museum,
where protecting the health of employees was a management top priority, as they were
keen to exclude employees from situations that pose a danger to them and that
contribute to the spread of the epidemic.

The Palestinian Museum’s leadership had a sense of responsibility towards its
employees and maintaining their safety and health, they have provided guidance to the
staff facing different circumstances on how to deal with the new situation and has tried

to answer all questions to the best of their ability.

5.2.2 Openness and Communication:
One of the most essential tenets of leadership in a crisis is communication

because it creates a sense of shared purpose (Stoller, 2020). The gathering, processing,
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and transmission of information needed to address a crisis situation is referred to as
crisis communication (Coombs & Holladay, 2008).

Leaders have a duty to inform staff members about the company's present
situation since doing so helps to reassure and soothe staff members through difficult
times and build on their resilience. The delivery of information during times of crisis
must be straightforward, honest, transparent, and repeated through a variety of media
(Dirani et al., 2020).

Leaders should always use scientific studies and up-to-date statistics to list the
facts of the crisis before talking frankly about the current situation of the organization
and the impact of the crisis on its various works. Employees typically interact with
factual and truthful information much more than they interact with misleading
information that would increase their anxiety. Additionally, leaders must make sure that
staff members can adjust to varied administrative choices by outlining the rationale
behind them in a plain and understandable manner. Deloitte’s (2020) study on Covid-19
leadership also emphasized the importance of transparent and open communication
during crises and its significant impact in alleviating the negative feelings caused by the
Covid-19 pandemic.

The Palestinian Museum was aware of the importance of openness and effective
communication during crises, thus the leaders kept updating the staff weekly with the
situations and sends quarterly reports to the employees via email, the report contains:
Security updates, movement, and access restrictions, updates about the health situation,
programs updates, and status of projects implementation, funding updates and other

updates on work procedures and safety guidance. The Palestinian Museum’s leadership
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has made every effort to share accurate and fact-based information and keep staff

informed of the latest developments.

5.2.3 Adaptation:

Like Covid-19, crises that develop quickly and are marked by uncertainty and a
variety of disruptions call for adaptive leadership that is defined by continuous learning
and adjusting choices and responses in accordance with the crisis's development through
its many stages (Dirani et al., 2020). The ability to reorganize organizational plans and
make decisions amid a crisis is essential for ensuring the organization's continuity and
existence as well as contributing to the accomplishment of its objectives. Effective
leaders have a long-term objective by creating a business model and coming up with
novel methods to serve their organizations both during and after a crisis, in addition to
keeping them alive throughout the crisis (Deloitte, 2020). The crisis is likely to be a
chance for the forward-thinking leaders to develop new paradigms and include creative
tactics and methods into the process of rebuilding so that the new procedures are more
powerful, resilient, and imaginative (Kaul et al., 2020). In the instance of Covid-19, the
pandemic has been considered as a chance for organizations to pursue creative action by
addressing fresh market demands and showcasing their capacity for change and
stakeholder response.

The Covid-19 virus spread was not anticipated during the project's design, which
had an influence on the execution of the majority of initiatives. The pandemic had led to
three lockdowns and many mobility restriction regimes by March 2020, which forced
The Palestinian Museum to temporarily close its office, scale back some of its

programs, pause those that needed a physical field presence, and alter implementation
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modalities and this was reflected in all the Museum’s programs including: Education
programs, Public engagement programs and knowledge and research programs.

The Palestinian Museum has shown great adaptability during the crisis, being
able to make changes to the program in a way that ensures it can continue to achieve its
goals, mission and community service. An example here is when all teams working in
the above-mentioned programs started to develop and share online materials to continue
supporting teaching and non-teaching the communities during the school closures. For
instance, the education team created a number of participatory procedures based on a
study they did on the needs of the communities to guarantee the resources' applicability

and usefulness.

5.2.4 Decisiveness:

Time is of the essence during a crisis (Sreejith & Cedwyn,2022). Leaders must
respond quickly and decisively to crises, which must be based on an understanding of
the challenges and threats that have resulted from the crisis, where the leader takes
responsibility and acts directly and quickly (Forster et al., 2020), realizing that delaying
some decisions will result in the worst-case scenario of rapid decision-making (Al Saidi
et al., 2020)

Decisive leaders have the insights that allow them to define future expectations,
as well as the capacity to communicate effectively with others and persuade them so
that they follow their strategy and carry out their commands without hesitation. The
leader must explain how, when, and where they do duties, especially when the staff is
untrained or reluctant to assume responsibility for making rapid judgments (Hersey et

al., 1979).
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In the Covid-19 crisis, where information was restricted and high-quality data
was few, efficient leaders did not hesitate to make judgments based on the best available
information as well as their experience, intuition, and common sense. Employees want
their leaders to be forceful during a crisis and to be able to respond rapidly to address
issues raised during Covid-19.

In the first phase of the spread of the Covid-19 epidemic, the Palestinian
Museum took decisive and quick decisions to ensure the safety of employees, the most
important of which are:

1. The museum's leadership resolved to halt face-to-face work and meetings
between employees and all parties, donors, or beneficiaries, and to exclude visitors and
even recipients from accessing the organization. In exchange, it became totally online
based on technical solutions.

2. When the government concluded the first shutdown and permitted
organizations to reopen, the museum only opened its doors to staff, and the employees
did not return to the offices in full but were divided into shifts. Line managers split their
teams into two groups, and the list was sent to all employees. This decision and
separation were handled decisively because it was not permitted to make any changes
within the teams in order to limit the number of employees present in the office at the
same time, as well as the employees who deal with each other in the event that one of
them is infected with corona.

3. The museum'’s leadership has also created Safety Standards Guidelines, which
require all personnel to follow all safety regulations. Employees, for example, must
wear masks when leaving the house for their own safety as well as the protection of

others. Masks should be worn in all public areas, no more than three passengers per car,
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employees should use their own office/office as much as possible and keep it clean, and

everyone should use his/her laptop and phone exclusively and many other regulations.

5.2.5 Resilience and Courage:

A resilient leader sees failures as transient challenges from which they may
rapidly recover (Forbes, 2017). Instead of freezing under pressure, resilient leaders
demonstrate fortitude and successfully adjust to harsh or stressful life circumstances.

On that note, leaders must recognize that difficult decisions and sacrifices are
critical to preserving the intended strategic orientation across difficult life situations, as
highlighted by (Kaul et al., 2020) They must recognize that difficult decisions and
compromises are essential to maintain a strategic vision throughout the crisis.

Leaders must also be able to operate under tremendous stress during a setback
while attempting to minimize the stress of their people. Simultaneously, these leaders
realize that it is impossible to complete flawless work while moving swiftly;
nevertheless, these leaders also acknowledge that it is natural to make mistakes along
the route (Stoller, 2020). Good leaders, on the other hand, learn swiftly from their
mistakes and persevere in the face of adversity. Taking responsibility for the crisis
demonstrates that leaders are resilient, that they are in it for the long haul, and that they
can be called on to continue to deal and adapt on behalf of their followers. Such leaders
also demonstrate honesty and bravery by predicting and admitting their own mistakes
and setbacks.

The Palestinian Museum was rather resilient throughout the Covid-19 pandemic,
which contributed to the continuation of its operations when the closure was imposed.

They were able to manage their work remotely, were ready to provide staff with the
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guidance needed to work from home, and to some extent allowed them to adopt flexible
work schedules, especially with women who have children, so that the focus was on
productivity and completed tasks regardless of the working hours spent by the employee
to complete this task.

In addition to resilience, the museum was brave enough to communicate with
funders openly and constructively about the obstacles and challenges that hinder their
work in light of the current crisis. The museum shared critical programs updates with

their key donors.

5.2.6 Employee Empowerment:

Employee empowerment entails increasing their self-motivation to the point
where they have the habit of accomplishing and contributing more. To make workers
feel empowered, leaders must ensure that their thoughts and suggestions are valued and
taken seriously during the decision-making process. As a result, one of the most crucial
aspects of employee empowerment is to promote and value innovative ideas rather than
give orders, which instantly makes everyone a contributor. In the context of the Covid-
19 pandemic, Forster et al. (2020) emphasized the need of certifying employees and
encouraging open discussions in which innovative ideas may be communicated without
fear of retaliation. Kaul et al. (2020) emphasized the need of innovative problem-
solving strategies in keeping the business going during Covid-19.

Stoller (2020) emphasized the need of allowing for experimentation, risk-taking,
and learning by coworkers during a crisis. Eichenauer et al. (2021) emphasized the need
of giving employees autonomy and flexibility in handling their jobs. Furthermore, from

the standpoint of social exchange, followers who get support from leaders are more
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inclined to reciprocate by acting in accordance with the leaders' preferences (Keller &
Dansereau, 1995). For example, amid a crisis, recognizing and rewarding employees'
efforts is a critical concept since it increases dedication and assures positive

encouragement (Dirani et al., 2020).

5.3 Lessons Learned:

Having participative leadership and management is what each and every
organization needs to further its mission and attain its vision. The commitment of the
board and museum leadership in creating private sector partnerships and sponsorships,
supporting the overall process of recruiting and working on engaging volunteers has far-
reaching implications on the organization’s performance. Promoting particiption will
create a shared ownership between the different internal and external stakeholders.

Organizations should prepare for unexpected crises and be resilient and
adaptable to changes, especially given that we live in an environment that is always
changing. These organizations can pick up advice and tactics that they can use to deal

with any internal or external changes.

5.4 Recommendations for Future Research

The results of this study can form the foundation of other research efforts that
can guide non-profits in Palestine. These future studies can, for the most part, focus on
identifying best practices in each of the key areas where attention is needed. A specific
study on the use of technology in times of crisis is essential, including the best practices
on how to utilize technology in the non-profit sector to improve performance and

management and how to increase staff technological skills. Technology and program
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delivery is also an important area to continue to study. An equally important study
might focus on identifying how non-profit sector organizations have increased their
financial security and developed new revenue sources in Palestine. Finally, a study on
identifying the best practices for securing volunteers is important, along with
recommendations on how organizations might improve their volunteer programs to

increase organizational resilience.
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Appendix (A): Interview Guide
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ARAB AMERICAN UNIVERSITY
"'Ekuz:uao:u‘”‘

Dear Colleague,

I’m a Master’s student at the Arab American University. I’m conducting a study on
“Leadership Style and Strategy during Covid-19 at the Palestinian Museum: A Case
Study.”

I would really appreciate it if you could help answer the following questions. All
responses will be confidential, with absolutely no information shared outside of the
boundaries of the study.

Thank you,

Researcher:

Raneen Kiresh

Supervisor:

Prof. John Chandler Dugger

Q1: Were you active in the Palestinian Museum during the total length of the COVID-

19 pandemic? Yes/NO

Q2: What are the challenges that the Palestinian Museum has faced during COVID-19?


https://www.aaup.edu/
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Q3: What strategies were employed by the Palestinian Museum’s leadership to deal

with such challenges?

Q4: Which strategies seemed to be most effective? Why do you think they were

effective?

Q5: What strategies were employed by the Palestinian Museum’s leadership that was
not successful and did not contribute significantly to organizational resilience during

COVID-19? Why do you think they were not effective?

Q6: How did the employed strategies enhance organizational resilience during COVID-

19?7 Organizational Resilience: is the “ability of an organization to anticipate, prepare

for, respond and adapt to incremental change and sudden disruptions in order to survive

and prosper”

Q7: What are key areas in relation to (people, revenue, mission & operations +
foundational data and technology) to focus on within the Palestinian Museum

strategies? Why are these areas important?

Q8: What leadership style did the Palestinian Museum adopt during the crisis and why?
A leadership style: “refers to a leader's characteristic behaviors when directing,
motivating, guiding, and managing groups of people.”

Q9: How has this affected your daily work?



99

Q10: What organizational capabilities can be developed for the Palestinian Museum to
become more resilient? Why are these capabilities important?

Organization capabilities (OC): “are the intangible, strategic assets that an
organization draws from to get work done, execute its business strategy, and satisfy its
customers.

These capabilities cannot originate from a single effort or by following an external
template. Instead, they are acquired and refined internally from multiple interactions to
be organization-specific. They can include expertise, activities, information, knowledge,

procedures, processes, skills, systems, technologies, or unique adaptive features.”
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Appendix (B): The Palestinian Museum annual report 2019
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Appendix (C): Museum from Home report

The Palestinian Museum: transcending borders

Since its inception, the Palestinian Museum conceived its digital presence
as a crucial component of its overall mission as it operates under Israeli
occupation and beyond reach of the majority of its public in the Diaspora
and friends of Palestine around the globe. With this mission in mind, the

Museum developed its digital projects, including Palestinian Journeys

and the Palestinian Museum Diqital Archive. It also laid the foundations

early on for organizing Virtual Reality and touring exhibitions, the first

being At the Seams: A Political History of Palestinian Embroidery, held

in Beirut in2016.

Museum from Home: Palestine perseveres

As a transnational museum able to transcend borders, the Palestinian
Museum was prepared to overcome the challenges brought on by the Covid-
19 pandemic. In early March, the Museum launched its campaign,

#MuseumfromHome: #PalestinePerseveres, in order to carry on fulfilling its

mission by bringing continually renewed content and activities online. The
campaign has allowed the Palestinian Museum to grow its virtual audiences

and has garnered international institutional acclaim and media recognition.


https://www.paljourneys.org/
https://www.paljourneys.org/
https://palarchive.org/
https://palarchive.org/
http://www.palmuseum.org/ehxibitions/exhibitions#ad-image-thumb-2010
http://www.palmuseum.org/ehxibitions/exhibitions#ad-image-thumb-2010
http://www.palmuseum.org/the-palestinian-museum-launches-its-museum-from-home-campaign
http://www.palmuseum.org/the-palestinian-museum-launches-its-museum-from-home-campaign
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The campaign aims to provide content about Palestinian history and culture
while offering the public an opportunity to visit the Palestinian Museum
virtually and to explore their personal ‘museums’ at home (their

photographs, archives and objects). The public is also encouraged to engage

Ly a9 laqio#

#Museum fl:om Home

Palestine perseveres 6;0iuo jhuwld (asliiwll wgyall (pa

with their own archives and to investigate their personal histories, which are
integral to the history of Palestine. Tips on archive conservation and
preservation are provided through interactive videos and online activities.
The campaign also provides a learning platform for Palestinian families to

assist them in coping with the stresses of the current crisis.

CAMPAIGN CONTENT

Videos:

1. Virtual Tour:GlimmerofaGrove BeyondandtheMuseum’spermanent
collection

In a thirteen-minute video, viewers are taken on a guided tour of the
Palestinian Museum’s permanent collection with Museum Registrar, Baha
Jubeh. They are then led by show curator, Adele Jarrar through Glimmer of a
Grove Beyond for an explanatory tour.

Glimmer of a Grove Beyond is a curated show that explores representations



http://www.palmuseum.org/intro-glimmer-of-a-grove-beyond
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of Palestinian land and natural geography through an array of political
posters drawn from the Palestinian Museum’s permanent collection. It
addresses the notion of landscape and the alterations inflicted on Palestine’s
geography, sometimes represented through orientalist photography, and at
times as lost geography or as fantasy. Those alterations shaped the political
project and ideologies of the day, which in turn were reflected in the artistic
and visual languages employed in posters.

Glimmer of a Grove Beyond aims to outline links among the various
artistic styles and methods of landscape representation, in addition to their
fluctuating relation to the contemporary political project and historical
circumstance.

The video tour is available in Arabic, English, French, Spanish and Arabic

sign language.

2. ‘Let’s Preserve Our PersonalMuseums’
In this short video, Museum Registrar, Baha Jubeh gives a demonstration
about how to preserve paper archives (photographs, books, documents, etc.)

at home and how to conserve them using simple methods. The video offers a


https://www.youtube.com/watch?v=-ZBdzT9iJX4
https://www.youtube.com/watch?v=-ZBdzT9iJX4
https://www.youtube.com/watch?v=IwL_sFVwc98
https://www.youtube.com/watch?v=KAH9MAyzxX0
https://www.youtube.com/watch?v=zniI8_WTmNI
https://www.youtube.com/watch?v=zniI8_WTmNI
https://www.youtube.com/watch?v=zniI8_WTmNI
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virtual activity to encourage families to preserve their histories, which are

Spall Laalio am (Ldiligg «ljgng «Liso
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integral to our collective history. The activity was organised as part of the
Museum’s focused efforts at developing projects aimed at the preservation
of Palestinian visual history, including the Digital Archive and

Conservation for Digitisation projects.

3. ‘Let’s Share Our Family History and Document It’

In this video, researcher with the Palestinian Museum Digital Archive, Majd
Sidawi, invites Palestinian families to discover their photographic archives.
They are encouraged to explore their family history through the photographs
and to share it among themselves. They are also given tips on good
documentation practices in the interest of preserving their histories. This at a

time when younger generations experience photography digitally, which
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4. Palestinian Journeys

The short video presents an overview of Palestinian Journeys, one of the
Museum’s most significant digital projects. It is a bilingual online portal into
the multiple facets of the Palestinian experience, filled with fact-based
historical accounts, biographies, events, and stories. Together, these elements
construct an ever-growing comprehensive narrative that highlights the active
role of the Palestinian people in crafting their own history. The video
encourages the public to browse this knowledge-rich platform during the

quarantine period.

caigdyes (ANl cll3 LOLELSIWY plglly Gacgdan
PP 039392 Igales al (sall cllig
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5. 72nd Anniversary of theNakba


https://www.paljourneys.org/
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Every year on 15 i‘\/l‘ay, Palestinians commemoFétle the ir948 Nakba, the tragic
landmark in modern Palestinian history that saw the forced exile of 60% of
Palestinians from their ancestral homes in Palestine. The Museum produced
a video that presents a Palestinian narrative woven with photographs that
capture vivid moments from our social, cultural and political history prior to
1948. The photographs belong to individual and institutional collections
contained in the Palestinian Museum Digital Archive. The video is available

in Arabic and English.

6. ‘On the Eve of Eid’


https://www.youtube.com/watch?v=PvE2CqCUDBo
https://www.youtube.com/watch?v=m990_t5eU8w
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On the Eve of Eid | b 4

Eid al-Fitr, the yearly Muslim holiday commemorating the end of Ramadan,
coincided with the global quarantine this year. The Museum produced an
interactive educational video for children centred around Sliman Mansour’s
1985 painting, Symbol of Hope. The video encourages children to
contemplate the painting and consider some questions around it. It also

invites them to create their own drawing, painting or writing, and to share it.

7. International Museum Day 2020
The Palestinian Museum celebrated International Museum Day 2020 under

the slogan, ‘Museums for Equality: Diversity and Inclusion’. It presented a
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virtual tour of its curated show, Glimmer of a Grove Beyond, in Arabic sign
language. The video was published on the ICOM website, and the
Museum’s activities were among those featured in ICOM’s interactive map

of the event by museumsworldwide.

Online Initiatives

The Museum presents a series of interactive activities on its social media
platforms that provide unique learning experiences and encourage the public
to actively explore their creative abilities.

1. Interactive Educational Posts

During these exceptional circumstances, the Museum has been dedicated to
providing interactive educational content through its social media platforms
for ages 5 to 18. It offers a series of activities inspired by the Museum’s
exhibitions and projects and invites parents to encourage their children to
participate.

The activities are designed to spur creativity among children and young adults
while providing them with the space to express themselves away from the
stresses of the news cycle surrounding the global pandemic. One such activity
was launched on Palestinian Children’s Day. Children were asked to
contemplate a poster by Palestinian artist, Sliman Mansour, and to ponder
some questions about its themes. They were then invited to design their own

posters expressing their wishes and dreams.


https://www.youtube.com/watch?v=zniI8_WTmNI
https://www.youtube.com/watch?v=zniI8_WTmNI
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Dear children,

Our warmest wishes of love, joy and health for you on
#PalestinianChildrensDay!

How about another activity?

Let's look closely at this poster that was made in 1978. What do you
think are those children’s hopes and dreams? Maybe like all the
children of Palestine, they hope for an end to the Israeli occupation.

Let's draw our hopes and dreams in the form of a poster and come up
with our own slogans. All we need is a blank sheet of paper and any
type of colours we choose. Send us pictures of your posters (in a
comment or message on our page, and we'll post them so that
children around the world can see them!

MuseumformHome# <liy_(n6_claxio#

& .
Guhraals Jlikalpo G Liallt
Solidarity With Palestinian Children
(?) @ i e En Solidarite avee les Enfants Palestiniens

In another post, parents and children were asked to observe the Palestinian
Gazelle, a sculpture by Manal Mahamid that had been on view in the

Museum’s 2019 exhibition, Intimate Terrains. They were given questions to

ponder, and in a subsequent post, were asked to reinterpret the gazelle, draw

it and share their creations.


http://www.palmuseum.org/ehxibitions/intimate-terrains-representations-of-a-disappearing-landscape
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‘What We’re Reading at Home’

Members of the Museum staff share short videos on the Museum social

What we're reading at home? | J b A el 4.4 i

media platforms about the books they are reading at home. They talk about
their content and read excerpts.

‘Between Art and Quarantine’ Challenge

The Museum invited its audience to participate in the international ‘Between
Art and Quarantine’ challenge as a way to further promote Palestinian visual
arts through public engagement. A selection of artworks previously
presented in the Museum’s exhibitions was provided online. The public was
invited to re-enact the artworks using household props and costumes. They

shared their interpretations through photos like these:
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2. Virtual Gallery

The Museum presented a series of social media posts with the goal of
assembling a virtual gallery to feature artworks submitted by the public.
Providing background information and an overview of themes and
composition, the Museum highlighted Palestinian artist Mona Hatoum’s
1996 artwork, Present Tense, which she created using Nablus soap as a
primary material.

Amateur artists as well as professionals were then invited to produce their
own artworks using household materials. The submissions were not
restricted to any parameters, the goal being to provide a space for free
artistic expression. 14 artworks were submitted and featured in a virtual

gallery on the Museum website and Facebook page.
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3. Film of the Week, in partnership with Dar Yusuf Nasri Jacir for Art and

Research

In partnership with Dar Yusuf Nasri Jacir for Art and Research, the Museum

streamed three films about Palestine in different genres on its Facebook

page. The streams were a unique opportunity for the public to view these
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Are you excited to watch another film with Dar Yusuf Nasri Jacir for

#MuseumFromHome #oliy b _cliaia
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Facebook Watch Party

films, which are not Wldely available online.

The Palestinian Museum Blog

The Museum issued an open call to the public for contributions, in any
format or language, that are inspired by the current circumstances for

publication on the Museum blog, a space for free expression and reflexion.



https://www.facebook.com/ThePalestinianMuseum/photos/a.2938015686313759/2938016089647052/
https://www.facebook.com/ThePalestinianMuseum/photos/a.2938015686313759/2938016089647052/
https://www.facebook.com/ThePalestinianMuseum/photos/a.2938015686313759/2938016089647052/
https://www.facebook.com/ThePalestinianMuseum/photos/a.2938015686313759/2938016089647052/
https://darjacir.com/
https://palmuseum.wordpress.com/
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OPEN CALL B¢

Share with us your thoughts and reflexions, fleshed out ideas or
musings and contemplations, which we will gladly publish on our blog.
& Check out more: https://bit.ly/3bscIFk

OPEN CALL as;liwoll 6gcs é

4. ‘Mystery in the Archive’

The Museum presents a series of interactive posts through Instagram
Stories. A selection of photographs from the Museum Digital Archive is
accompanied with questions for the public to engage with about the

photographs’ content or about the photography techniques inuse.

WHAT NNFS THIS RASTHME
WHAT DOES THIS COSTUME
REPRES! y

IS HF THF SAMF PERSON INTHIS
1S HE THE SAME PERSON IN THIS
2
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Online Activities

1. Online Workshop | The World in Basic Shapes

Designed for ages 6 and up, the online workshop was given in Arabic and
English by artist Suzanne Groothuis. Participants first learned how to use basic

shapes to build more complex forms. After creating their own basic shape

(3 i

Art workshop with @palmuseum

1
y~ |
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stamps, they produced elaborate artworks by corﬁbining, repéating and arranging
thoseshapes on paper.

2. OnlineWorkshop|Aesthetic Techniquesof Smartphone Photographyand
Videography

In the two-session workshop for ages 17 and up, Palestinian Museum
photographer Hareth Yousef guided participants to discover new ways of
observing the world around them. They learned how to compose images that
carry aesthetic value and tell compelling stories. They also learned how to
employ natural light, colours and angles, and to use their phone camera
settings to achieve their vision. The second part of the workshop was a
critique session in which the instructor discussed the participants’

photography and ways to enrich the images and enhance their impact.
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3. Online Workshop | Four Seasons: Botanical Illustration (Spring)

This was the spring instalment of the Museum’s seasonal botanical
illustration workshop for families, initiated in 2019. Artist Elizabeth Tesdell
presented some botanical facts about the springtime plants of Palestine and
reviewed the basics of observational drawing as a foundation for botanical
illustration. The workshop also covered colour blending as well as different

illustration techniques. Participants collected plant samples and were guided

in practicing and honing their botanical illustration skills.

Online Interactive Workshop | People Throughout History
Geared towards arts students and graduates as well as artists of different

backgrounds, the workshop was presented by artist Riham Ishaq. The rich
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historical and narrative content of the Museum’s projects, the Digital
Archive and Palestinian Journeys, formed the basis of the workshop.
Participants re-enacted historical events and figures using performance

art.

‘N = WP

roooBoenoze8

Online Discussion Panels
1. Online Cultural Majlis
Director General of the Palestinian Museum, Adila Laidi-Hanieh, PhD,
spoke at the Online Cultural Majlis about her research on modernist artist

Fahrelnissa Zeid and shed light on her own role and experience as director

< 4 £ 8 Sz sMuseUmFrOmHome
Online Cultural Majlis with Adila Laidi-Hanieh, Ph.D % — suwdiddis o A0l dad” edl



139

general of the Palestinian Museum. The Majlis is organised by the Barjeel
Foundation.
First Virtual Arab Forum: International Museum Day
On the occasion of International Museum Day and under the slogan,
‘Museums for Equality: Diversity and Inclusion’, Adila Laidi-Hanieh, PhD,
participated in the first Virtual Arab Forum alongside a group of contributors
involved in the culture sector and Arab museums. Laidi-Hanieh’s
presentation was titled, ‘The Palestinian Museum: A Museum for All’. The

event was sponsored by ICOM-ARAB and organised in
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Appendix (D)

Names and titles of the panel who reviewed the interview guide

e Dr. Zahi Yaseen: PhD in Leadership, Central Michigan University.
e Dr. Firas Murrar: PhD in Business Ethics, Cairo University.

e Dr. Fathallah Ghanem: PhD in Business Management, Al Quds Open University.
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