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Abstract:

This study aimed to analyze institutional communication management during the crisis of the closure of the
Internal Medicine and Maternity Departments at the United Nations Relief and Works Agency for Palestine
Refugees (UNRWA) Hospital in Qalgilya Governorate, and to identify the communication strategies employed
by the relevant stakeholders and their role in managing the crisis and stakeholder relations. The study adopted a
qualitative approach using a case study design, based on an analysis of official documents and statements, media
coverage, documentary materials, and five semi-structured interviews with individuals involved in the crisis. The
analysis was guided by Situational Crisis Communication Theory (SCCT) to interpret the communication
strategies and assess their appropriateness to the nature of the crisis and the perceived level of responsibility. The
findings showed that the crisis went beyond an administrative decision concerning the restructuring of health
services and developed into an institutional communication crisis characterized by diverse messages and differing
positions among stakeholders. Continued official, community, and media communication helped keep the issue
in the public sphere and contributed to a partial response to some demands. The study recommends enhancing
transparency, involving stakeholders in decision-making, strengthening the role of public relations, and
developing specialized communication strategies for managing health and humanitarian crises.

Keywords: Institutional Communication; Crisis Management; Crisis Communication; Stakeholders; UNRWA,;
Qalqilya; Situational Crisis Communication Theory (SCCT).
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