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On the right of communication and the public’s news complaints:

Case studies of the Apple Daily, Liberty Times, United Daily News
and China Times
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Abstract

As a PR manager of a company, | often need to respond to issues concerning how the
media investigate complaints made to them by the public, therefore prompting this
research on the reason behind the public’s eagerness to forward their complaints to the
media, why the media is so willing to accept all these complaints, and why is the
number of complaints made by the public increasing. Past literature have mainly
focused on explaining media strategy and the gatekeeping theory, yet rarely explored
the effect that the theories have on the right of communication. This study will
examine the following issues in a modern society where media have become more
accessible and technology more popular: 1) the evolution of the right of
communication: from the traditional society to the information society, 2) the
communication meaning of the right of the public’s complaints, and 3) what kind of
active role do the public’s complaints play in the information society.

According to interviews in this study, the earlier approaches taken by Liberty Times,
United Daily News and China Times to deal with readers’ complaints and comments
were one-way, apathetic and passive, providing the opportunity for Apple Daily to
thrive. Apple Daily follows the concept “readers are customers”, and actively
develops and offers immediate and convenient online complaint hotlines to encourage
more interaction between the media and the public. This method not only started the
trend of acquiring “news” from public complaints, Apple Daily also became the first
choice for the public to voice their opinions to. Furthermore, although Apple Daily
requests the public to provide photograph or video evidence for credibility, it still
manages to indirectly establish more influence by offering the convenience of
broadcasting the news for free, since materials on television can be broadcasted

immediately without actual investigation.

In this study, the right of communication of the public’s complaints is defined as “the
basic human right of communication for an individual to use information technology
tools to voice their opinions and complaints through various methods offered by the
media. This basic human right is then fully maintained and protected through media

news broadcasting”. By voicing their complaints, people are carrying out public



supervising duties, and fighting for their basic human right. This is a great change
from the past in which scholars suggested governments to establish laws and
implement a top-bottom approach to promote the right of communication. This study
also observed that counties around the world face mass amounts of new challenges
concerning the basic human rights of New Residents due to globalization. By voicing
their opinions though media, people can fight for their basic human rights through a
bottom-up approach, thus allowing a more comprehensive realization of the right of

communication.

keyword : the public’s complaints - access to media -~ the right of communication ~ news
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The People’s Communication Charter:An International Covenant of Standards
Done at Amsterdam, June 1996

We, the Signatories of this Charter, recognize that:

Communication is basic to the life of all individuals and their communities.

All people are entitled to participate in communication, and in making decisions
about communication within and between societies.

The majority of the world's peoples lack minimal technological resources for
survival and communication. Over half of them have not yet made a single
telephone call.

Commercialization of media and concentration of media ownership erode the
public sphere and fail to provide for cultural and information needs, including the
plurality of opinions and the diversity of cultural expressions and languages
necessary for democracy.

Massive and pervasive media violence polarizes societies, exacerbates conflict,
and cultivates fear and mistrust, making people vulnerable and dependent.
Stereotypical portrayals misrepresent all of us and stigmatize those who are the
most vulnerable.

Therefore, we ratify this charter defining communication rights and responsibilities
to be observed in democratic countries and in international law.

Article 1. Respect

Article 2. Freedom

Article 3. Access

Article 4. Independence

Article 5. Literacy

Article 6. Protection of journalists

Article 7. Right of reply and redress

Article 8. Cultural identity

Article 9. Diversity of languages

Article 10. Participation in policy-making

Article 11. Children's rights

Article 12. Cyberspace

Article 13. Privacy

Article 14. Harm

Article 15. Justice

Article 16. Consumption

Article 17. Accountability

Article 18. Implementation
http://www.tbsjournal.com/Archives/Spring99/Documents/Congress/Charter_intro
/Charter/charter.html ( _ FAHHI 201242 H 12 H)
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