
5

No. 155 — May 2015 

Jonathon Hutchinson

Abstract
The role assumed by institutions that directly develop and support online 
communities has emerged as a crucial factor in the development of self-
governance models for online communities engaging in collaborative practices. 
Commonly, online communities reject top-down governance models in favour 
of a meritocracy that positions users in authoritative positions because of their 
online performance. Scholarly research into online communities suggests that 
their governance models are horizontal, even where the community platforms are 
being developed or supported by commercial institutions. Questions of authority 
and power emerge when institutional, top-down governance models intersect 
with online community meritocracy in day-to-day communicative activities and 
while engaging in creative production. This article examines an experiment 
in fostering interactive public service media by users of the now-defunct ABC 
Pool through the case study of Ariadne. It tracks how early user-driven ideas 
for creativity were aligned with the interests of the Australian Broadcasting 
Corporation through a process of community self-governance alongside cultural 
intermediation.

An online community is described as a group of ‘individuals with mutual interests 
using electronic mediation to overcome the same-place, same-time limitation inherent 
in face-to-face settings’ (Faraj and Johnson, 2011: 1464) to ‘link globally with kindred 
souls for companionship, information, and social support from their homes’ (Wellman 
et al., 1996: 214). An online community engaging in user-created content (UCC) on 
a platform developed and supported by an institution is governed by that institution’s 
rules and regulations. Members of the online community are unaware of the governing 
policies for the most part, and tend to reject top-down governance models, generating 
creative output in terms of how they understand the institution’s requirements. Equally, 
institutions are not entirely informed of the needs of the online community, so there 
is a need to coordinate or mediate the efforts and expertise of the institution and the 
users. The community manager generally fills this role. Banks (2002) outlines the 
role of the community manager as a representative for a group of online users in 
negotiation with the institution. In terms of online gaming communities, he suggests 
that community managers are ‘often positioned within the company as an advocate for 
and representative of the fans’ (Banks, 2002: 194). Bacon (2009) and Bonniface et al. 
(2006) suggest that the community manager is someone who supports and encourages 
the users of the online community for increased levels of effective participation.

In discussing the creative industries, Banks, Bacon and Bonniface suggest that 
the production of cultural artefacts is enabled by supportive roles such as that of the 
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community manager. They also suggest that online community members undertake 
the production process as an autonomous series of actions, yet they do not explain 
how the collaborative process is achieved alongside other intermediary roles. I build 
upon their work to explain how the formalisation process of creative texts produced 
within one Australian Broadcasting Corporation (ABC) institutional online community, 
ABC Pool (www.abc.net.au/pool), involves not only the community manager, but also  
an array of individuals engaging in user-created content. I define the combination 
of multiple roles in the collaborative production of institutional cultural artefacts as 
cultural intermediation. Cultural intermediation facilitates the formalisation process of 
cultural goods, which transforms ‘fringe’ creative practices – defined as original and 
highly creative (Hesmondhalgh, 2007) by non-professional creative practitioners – into 
broadcast outcomes, in this instance outcomes acceptable to the ABC. A broadcast 
outcome is achieved through the negotiation and coordination of expertise between 
the stakeholders, and is guided by the editorial policies of the ABC.

ABC Pool provided a unique case study for exploring and understanding how the 
negotiation of the collaborative institutional creative process occurs. The platform closed 
in mid-2013, and has been preserved as an archived version of the site. ABC Pool 
members could contribute and interact with media (audio, photos, text, videos), engage 
in conversations with other users, and contribute media to themed projects, and they 
had access to the expertise of the ABC staff. The ABC resourced the space entirely and 
provided access to media and cultural expertise, a secure online platform and access 
to ABC archival material, while operating under Creative Commons licences. There 
were three significant stakeholders involved in the project: the ABC Pool members, 
who were diverse – professional and non-professional creatives, remix artists, university 
students (primarily from the media and communication disciplines), retirees and users 
who aspired to be ABC employees; the ABC Pool team, which consisted of community 
facilitators, ABC producers, researchers and community representatives; and the ABC 
as an institution, which included other ABC staff not directly associated with the 
project itself, such as radio and television producers, managers, archivists, executive 
producers and legal staff. These stakeholders engaged in co-creative activities within a 
community of practice, exchanging knowledge and creative skills between expert and 
amateur (Lave and Wenger, 1991) for the production of cultural artefacts, or texts that 
describe our culture (Hesmondhalgh, 2007). 

This article outlines the historical development of ABC Pool, highlights how co-
creative stakeholders have had different and at times conflicting interests, and how 
cultural intermediation is a useful framework to facilitate successful collaborative 
cultural production. Drawing on three years of participant observation data, this article 
demonstrates how cultural intermediation provides the basis for new internet governance 
models for institutional online communities engaging in co-creation.

Methodology
The data in this research concentrate on the ABC Pool online community, the ABC 
and my role as the community manager of ABC Pool. As such, my research design 
required two simultaneous approaches: one to understand the ABC employees associated 
with the project and located in its headquarters in Sydney, Australia, and a second to 
interact with the online participants of the ABC Pool project. To gain access to the 
stakeholders, I was embedded at the ABC as an ethnographic researcher simultaneously 
alongside my role as the community manager to understand the ABC Pool creative 
process. This was a complex methodological arrangement, and I have previously argued 
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my approach and management to maintain integrity and produce rich qualitative data 
(Hutchinson, 2012). In this article, I concentrate on the outcomes of that research.

Participant observation as a method of ethnography requires the researcher to 
participate ‘in people’s daily lives for an extended period of time, watching what 
happens, listening to what is said, asking questions’ (Hammersley and Atkinson, 1995: 
11). I was embedded at the ABC as the community manager of ABC Pool for eighteen 
months between 2010 and 2012. After completing my participant observation, I engaged 
in secondary research methods that included focus groups, in-depth interviews and 
grounded theory to make sense of the data. 

User-created content and media organisations
The ABC Pool, and its Ariadne project, which is discussed in detail in the following 
sections, illustrate the development of four significant cultural shifts enabled through 
social information communication technologies. First, media organisations are utilising 
and incorporating participatory online communities for the broadcast products they 
produce (Debrett, 2010). The inclusion of the ‘people formerly known as the audience’ 
(Rosen, 2006) provides a unique view on the stories from the audience’s perspective, 
while also bringing consumers into the production process. This is demonstrative of 
what Bruns (2008: 2) describes as ‘produsage’, where ‘the role of “consumer” and even 
that of “end user” have long disappeared, and the distinctions between producers and 
users of content have faded into comparative insignificance’. Second, this phenomenon 
is not unique to media organisations, but is indicative of online culture more broadly as 
digital societies evolve and develop through the use of Web 2.0 technologies. Wikipedia 
and, more recently, the ‘Gov 2.0’ movement provide increased input into citizenry 
activities enabled through less bureaucracy, a distributed workload, and the mobilisation 
of collective intelligence (Bruns, 2008). Third, participatory cultures have begun to shift 
from the edge of economic models to the core (Burgess and Banks, 2010), bringing 
with them complex relationships between the institution and the communities involved 
(Jenkins, 2006). Lastly, these new complex relationships require new governance models 
that acknowledge the ‘heterarchy’ over the hierarchy (Malaby, 2009).

This literature demonstrates a broader cultural shift towards participation across 
many aspects of our mediated online lives. However, this literature tends to overlook 
the implicit problems inherent within the online collaborative formalisation process. 
As Neff et al. (2010) point out, a technological artefact can make the problems within 
collaboration explicit. In the case of ABC Pool, the technological artefact is the website 
that encourages collaboration between its users for the purpose of the ABC. Two aspects 
inhibiting the utopian possibilities of peer production democratising economics, politics 
and culture suggested by much scholarly work (Benkler, 2006; Jenkins, 2006; Lessig, 
2004) become apparent, particularly within broadcast outcomes. First, the quality of 
some user-generated content scripts and recordings that were contributed to the ABC 
Pool project were not of the standard expected by audiences of the national broadcaster, 
and thus required refinement by producers for broadcast on the ABC. Second, Neff et 
al. (2010) highlight the significance of rank and position within the organisation, in 
terms of possibly hindering the collaborative process. In this case, a contribution from 
a more experienced person in their field is more likely to be included in a broadcast. 
These two factors highlight the formalisation process that creative content requires to 
make the transition from user-created content to suitable media that can be branded 
and broadcast by the ABC. Simply empowering the audience with new production tools 
and platforms (Jenkins, 2006), and engaging in cheaper, ‘gifting’ economies (Benkler, 
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2006; Lessig, 2004), do not guarantee that creative fringe contributions will transform 
or appear on formal ABC broadcast channels. The significance of the intermediary 
players, such as the community manager, is crucial in negotiating the differences in 
skill and expectations between the stakeholders. Because of the knowledge shown by 
the in-house ABC employees, the contributors placed them in an authoritative position, 
thus disrupting the heterarchical ideal.

ABC Pool: A rearview mirror
To understand ABC co-creation and cultural intermediation for cultural production, 
it is useful to describe the historical development of and the people involved in the 
operation of ABC Pool. During the early 2000s, ABC Pool emerged as an idea from 
Sherre DeLys and was further developed by John Jacobs. Collectively, the two Radio 
National (RN) staff took an experimental concept for the ABC and systematically 
integrated co-creation as a new approach towards creative storytelling. The concept and 
focus of ABC Pool remained constant for the entirety of the project’s life; however, 
its façade and mantle shifted to align with the public service broadcasting (PSB) and 
digital media environments. 

Within a similar timeframe, the technological world was shifting towards Web 2.0, 
which signified a semantic movement of information and communication technologies 
(ICT) beyond the one-to-many model and towards a many-to-many model. Audiences 
now had access to tools that enabled them to not only consume media but also to 
play an active part in its production. The increase in user production also saw the 
rise of online communities, or networks of individuals, communicating in ways that 
provided increased affect for those involved. These technologies took the form of web 
logs (blogs), wikis and media-hosting platforms. Society observed and took part in the 
rise of many significant pillars of user-generated content such as Flickr and YouTube 
along with shifts towards citizen journalism sites such as OhMyNews and Wikipedia 
(Shirky, 2008). Audiences were becoming users, and institutions evolved to become 
facilitators that were faced with the problem of how to incorporate users into their 
production activities.

During 2008, the Department of Broadband, Communication and Digital Economy 
(DBCDE) announced it was in the PSB sector’s best interest to develop new digital 
delivery services beyond its traditional broadcasting remit, which was to educate, inform 
and entertain its publics. The DBCDE also encouraged the PSB sector to include the 
audience in the production process, a move that Debrett (2010) notes was a shift away 
from public service broadcasting towards public service media (PSM). Similarly, during 
his lecture to the Commonwealth Broadcasting Association, the managing director 
of the Australian Broadcasting Corporation (ABC), Mark Scott (2009), asked: ‘In a 
digital age of plenty, what role can the public broadcaster play?’ The digital media and 
governmental environments coupled with the internal ABC desire to refocus its remit 
while expanding its services and digital media production provided a suitable rationale 
for a project like ABC Pool to emerge. However, it was not as simple as building the 
platform, as both DeLys and Jacobs recall of the ABC Pool story. Sherre DeLys said:

In late 2003, I first had an idea that it would be wonderful to have a space 
where audio contributors, particularly I was thinking people making music who 
may be emerging artists, could publish their stuff on an ABC platform. I found 
that the outlets for that kind of work were very few at Radio National where 
I was working.
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John Jacobs remembers:

Pool came about through conversations with Sherre and I. That’s my first memories 
of Pool and she was just scheming up some idea to do arts programming in a 
new way on the ABC. She knew I knew some stuff about the internet and was 
doing some other stuff in community media with direct publishing. We were 
just talking and from those conversations came the idea of ‘let’s try out some 
direct publishing on some kind of ABC platform for artists’.

The initial Pool concept required attention to align this new type of production and 
audience interaction with the regulatory framework and culture of the ABC. This 
alignment required both DeLys and Jacobs to demonstrate the value of the project to 
the ABC: a process to make Pool indispensible to the ABC. The project alignment was 
difficult and required multiple meetings with potentially interested ABC individuals. 
According to DeLys:

I started shopping that proposal around and I recall that needed many rewrites 
and it was mostly a function of bureaucracy. Managers would come and go, this 
one might be interested and think it was the bee’s knees but then suddenly he’d 
be in another job and you’d be starting from scratch. Then at one point I realised 
that I needed buy-in from a higher level than myself – I was a producer at that 
time and that’s when Tony Macgregor, who was the then executive producer of 
Radio Eye, quite fortunately got interested in the project and he championed it. 
So we then made it a joint proposal and that started to get more traction. We 
also joined in cahoots with RMIT – Marius Foley at RMIT in particular – and 
Marius provided an element to the project that was a design element.

Pool emerged with an alliance between cultural and academic institutions that would 
remain part of its ethos. During its early development, it became clear that Pool required 
the input and expertise that at that stage was not part of the ABC institution. For 
example, ABC web designers were still thinking in terms of Web 1.0 and there were 
minimal developer resources available for Pool’s construction. The combined effort of 
media expertise from the ABC employees, foresight from media and communication 
scholars and semantic web approaches from designers provided a suitable starting point 
for Pool. DeLys recalls:

Eventually we were successful with this proposal and what that success meant 
is that Kate Dundas [head of the ABC Radio Division] saw the proposal, liked 
it and said that she would fund a position for me from the beginning of 2006 
for six months to develop the idea further. John Jacobs came on 1.5 days a 
week at the end of that six months. What I did in that six months was further 
developed the proposal and called together a number of new media researchers 
at different universities. They included Brogan Bunt from the University of 
Wollongong, Ross Gibson from the University of Technology, Sydney, others 
from UTS including Nonie Newark, and also Tom Ellard from the University 
of Wollongong. A number of new media researchers came together and were 
interested to help develop the concept.

The project took form and aligned with current media trends and the ABC PSM remit. 
Both DeLys and Jacobs created an environment by sourcing users they envisaged 
would use the site, and by commissioning the type of content that was likely to appear. 
DeLys said:
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[We] had put together a beta site, a very crude beta site. We had filled it with 
content that John and I had gathered through a process of soliciting, if you 
like, the types of users that we imagined would eventually inhabit the Pool 
community. By soliciting their work – and we did that because again I got a 
little bit of funding from the radio development area – we employed stringers 
if you like, or finders, in each state in Australia to locate I think it was ten 
people, creative content makers who they thought might be interested in such 
a concept and solicit their work from them.

Pool was developing through the contributors, the content and the Pool team. The project 
also required an outcome as a means of providing an incentive for the incoming users 
of the platform. DeLys and Jacobs found output through the support of the ABC RN 
producers, who saw potential in using the space as a new methodological innovation for 
creative storytelling. For DeLys and Jacobs, developing Pool was a perplexing process 
as they developed new approaches within the production cycle while encountering new 
types of expertise in the design and development world. Jacobs takes up the story:

The first [stage] was just working with the developer. It was just Sherre and 
I learning what an online project is and how you do it. We had ideas on how 
to do projects but all the jargon and lingo was all pretty new to us, and we 
were being led by our developer from UTS in that respect. And then when the 
information architecture and the graphic designers came on, we started to learn 
a lot about look and feel, user experience, learning about use of the ABC logo 
and who’s got the sign off. And as the project grew there were more and more 
stakeholders getting involved, so there’s an interesting evolution of a personal 
project to being more a corporate project.

Jacobs is referring to the corporate evolution unique to ABC Pool alone, in that it 
was the first participatory project to emerge from within the institutional environment. 
Pool was innovative, while also difficult and at times frustrating for the stakeholders 
involved. However, the corporate evolution is notable insofar as it was the significant 
phase that led to the project being officially funded by Kate Dundas. This moment 
was also the first opportunity the Pool project had to be assigned a project manager, 
according to DeLys:

That was fantastic because I had been trying to project manage the web build 
and with no skills that was a difficult ask … the idea of a non-professional 
web project manager – that is, me – and volunteer developers or developers 
who didn’t actually answer to RN making a site, it’s not a recipe for great 
success or speed. But when Peter came on, that was the next step up for the 
website, and so a level of professionalism was brought to it and some Radio 
National quality control and process. That’s also when you could say it started 
being integrated more into the consciousness of ABC Radio National. At the 
same time a few program makers started using it. Claudia Taranto was the 
very first cab off the rank with her program Street Stories. She wanted to do 
a project called My Street and that was where listeners were invited to submit 
contributions about their street.

The combination of the support from the senior radio division staff, technical stakeholders 
with particular skills, RN producers involved in participatory projects and the beginnings 
of a vibrant creative community was sufficient to launch a beta site. In August 2008, 
pool.org.au was launched, signifying the ABC’s first participatory project. 
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ABC Pool 1.0: Developing and managing co-creation in Pool
The significance of the Pool beta site also meant that Pool had a budget, which enabled 
the project to concentrate on developing the site, along with the community of users. 
DeLys said:

Once Pool was accepted by Radio National it also had a budget, so with that 
budget I was able to employ one of the interns, and that was Katie Gauld. 
She became our first community manager, really interacting strongly with the 
community as well as with Radio National producers to get them to understand 
Pool and how it might benefit them.

Pool was always considered problematic by the internal ABC stakeholders, who were 
grappling with a way to incorporate this new approach of ‘audience as user’, but 
also by the users who often imagined Pool to be something other than what it was: 
a chance to include the Australian audience’s voice into the PSM remit. However, 
Claudia Taranto, executive producer of 360documentaries, had successfully facilitated 
Street Stories and had produced a 53-minute radio documentary, suggesting that an 
alignment between the two stakeholders was possible. During 2009, many co-creative 
projects began with RN programs, including 360documentaries, Bush Telegraph, All 
in the Mind, Sound Quality, The Book Show, The Night Air and Future Tense. The 
success of this was largely due to the work of Gauld as the community manager; she 
was the conduit between the program producers, the users contributing material and 
the other ABC stakeholders, including legal, editorial and commercial departments. 

Interestingly, in 2010 funding ran out for the project from RN, which placed the 
existing project roles on hold. DeLys went on long-service leave, Jacobs and Andrew 
Davies (RN Future Tense) remained on the project part-time and Gauld was made 
redundant. I began as the researcher in residence and Pip Shea took on the role of 
temporary executive producer. Shea’s role finished after three months when funding 
ceased, leaving the project in a hiatus. It is worth noting here that it was the support 
of the Pool members that maintained the momentum in the project and also retained 
the interest of user-generated content that was being contributed to the project. 

The allocation of funding from an internal department of the ABC remained 
problematic for Pool. RN ceased funding, but was supporting the project through the 
in-kind roles of Jacobs and Davies while also providing the work of Gretchen Miller, 
who was routinely facilitating co-creative projects on the platform. The behind-the-
scenes work of Fergus Pitt and DeLys had positioned the project on the radar of the 
newly commissioned Radio Multiplatform and Content Development department, which 
after some negotiation agreed to fund the project further. This meant that the developed 
platform designs from Marius Foley and the Australian CRC for Interactive Design 
(ACID) were accepted and delivered to the developers, who began constructing the 
new website. During February 2011, Pool 2.0 was officially accepted ‘into the fold’ 
of the ABC, renamed and branded as ABC Pool.

ABC Pool version 2.0 essentially remained the same until its closure in May 2013, 
with only a few minor adjustments developed during that period. Some of the user 
contributions have been highlighted within the archived ABC Pool site; however, it is 
difficult to identify the intangible innovations the project contributed to Aunty. ABC 
Pool is known as the first project to implement Creative Commons as a content-licensing 
regime, to release ABC archival material to the public free of charge, and to officially 
acknowledge the role of the community manager within co-creative cultural artefact 
production. These intangible yet operational innovations continue to function in projects 
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such as the regional Australia digital literacy and storytelling project ABC Open, the 
national cultural development efforts of emerging musical artist project Unearthed and 
the educative potential of the media supportive school site The Splash. The significance 
of the facilitation role of collaborative co-creation is especially obvious in the ABC’s 
latest UCC television project, #7DaysLater.

This section has highlighted how the collaborative efforts of multiple intermediaries 
beyond the community manager alone facilitate an institutional online co-creative 
community. The community manager of ABC Pool was the primary intermediary 
interacting between the online community of users and the ABC producers. However, 
the community manager also coordinated co-creation alongside the radio producers 
themselves, legal staff, department managers, executive producers, developers and 
designers to produce cultural goods. This human collaboration to facilitate co-creation 
is cultural intermediation, and is especially important in the context of the ABC as it 
is the framework that aligns the interests and expectations of the contributors with the 
regulations of the ABC’s public service remit.

The following section illustrates cultural intermediation in action through one ABC 
Pool and the RN 360documentaries collaborative project, Ariadne. The case study 
highlights the work of one cultural intermediary and RN producer in particular – 
Gretchen Miller – as she combines fringe creativity with the high editorial and technical 
constraints of professional long-form radio production.

Free creative expression within the institution: The Ariadne project
Gretchen Miller, the ABC producer for the Ariadne project, says:

This project creatively explores divorce and separation in long-term relationships: 
the full-on, mid-life, emotional wallop of it; the unexpected shock of how it hits 
you – even if you’re the instigator. And then, hopefully, the recovery! And this 
is where you come in. I’m looking for very short (60-word) crafted statements 
that hint at a larger story. They can be in the first or second person – either 
addressing someone you have known who has been through separation, or about 
yourself. (Miller, 2011)

Nixon (2003) discusses the autonomous creativity enjoyed by cultural producers – 
namely advertising creatives – as part of a wider trend towards the ‘loose control’ 
of symbol-creators within the cultural industries. Hesmondhalgh (2007) notes that 
there is little or no control over the creative process involved in the production of 
cultural texts or symbols, encouraging the most original creations to emerge. Further, 
he astutely observes that in these instances, the executives of media corporations have 
lost control over the creative process but maintain control over the distribution of the 
cultural texts. This production model was obvious in the Ariadne project as the ABC 
decentralised the creative process for the audience through online media but retained 
control over its distribution through broadcast media. The requirement for Miller, as 
the producer, to merge the cultural texts from the decentralised production environment, 
into a rigid, institutional environment while maintaining a creative, innovative appeal 
was a complex undertaking.

Ariadne demonstrates Debrett’s (2010) concept of PSM – for example, creating 
content that audiences take an active role in producing as a public service beyond 
merely broadcasting content. The project had 84 contributions from 67 people consisting 
of audio and text, with only a small handful of contributions being selected for the 
final production. Miller ‘produced up’ the material to suit the production agenda of 
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RN by encouraging and interacting with the artists who had contributed creative work. 
Her interaction included offering professional advice on how a contribution could be 
more suitable for an RN production or sharing expertise on the cultural appeal of 
the content. The 60-word contributions were used in a larger 53-minute program that 
explored concepts, provided soundscapes and delivered performances of contributor 
ideas. The contributions from the Pool members in this instance were recorded as a 
phone message. In other ABC Pool projects facilitated by Miller, professional actors 
have remade user contributions, or the contributors have been asked to record their 
performance at their local ABC studio. Additionally, the Ariadne program was engineered 
and edited by the ABC staff before its broadcast, suggesting it also fulfilled a role as 
a vehicle for expertise exchange.

I was present during a coaching session in the production studio between Miller and 
one of the Ariadne project contributors. The contributor was a writer with exceptional 
storytelling skills, selected by Miller for inclusion in the final broadcast production. 
The decision to record this user’s contribution was premised on their experience as 
a competent writer of creative cultural texts. The production style required by Miller 
was a very personal and intimate recording from the contributor as they recited their 
creative work. However, the writer was not a vocal talent and had no prior experience 
in acting for a radio feature. During the session, Miller had to go over specific words, 
asking the writer to re-record them again and again until the performance was suitable. 
Her knowledge of the production process was obvious as she navigated through an 
intimate and personal recollection of the ABC Pool user’s contribution. Miller was the 
authoritative person in this relationship because of her expertise, supporting Malaby’s 
(2009) idea of a meritocracy between the stakeholders engaging in the production of 
institutional creative texts. 

Ariadne (www.abc.net.au/radionational/programs/360/the-ariadne-project/3829396) 
was broadcast on the Radio National program 360documentaries, and exemplifies the 
collaborative, co-creative process of users contributing media in response to Miller’s 
call-out. Although this production demonstrates co-creative practices of knowledge 
and skill-sharing between expert and amateur broadcasters, the original contributions 
often required professional facilitation to be broadcast-ready. Furthermore, the role of 
the cultural intermediary as a gatekeeper – that is, as a media producer allowing some 
contributions to be broadcast while omitting others based on quality – is evident. The 
curation of content in this capacity demonstrates how cultural intermediaries are the 
conduit between user interests and creativity, and institutional editorial and technical 
expectations. This example also represents how a community member will perform in 
the way they understand the ABC would like them to. The writer performed in response 
to how he interpreted the ABC’s expectations; however, it was only after an intensive 
coaching process that he understood the actual requirements.

Conclusion
As Malaby (2009) points out, members of online communities favour flat, horizontal 
organisational structures over top-down, vertical models. UCC lends itself to participatory 
production of media content where members engaging in participation see other 
community members as facilitators because of their leadership qualities based on their 
skill and knowledge. Bruns (2008) refers to this phenomenon as an ‘ad hoc meritocracy’, 
in which those in a position of influence are there because of their talent and abilities. 
The combination of meritocracy with rejection of top-down governance models results 
in the constitution of a heterarchical government where members have an increased 
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input, ownership and pride in their online communities (Bruns, 2008), yet ultimately 
there is still some form of institutional governance. 

This interrelational governance model within media institutions also supports 
Hesmondhalgh’s (2007) pattern of change/continuity within cultural industries. Active, 
participatory audiences represent change, whereas institutional governance with control 
over the final product demonstrates continuity. Heterarchy and participatory cultures 
provide opportunities to investigate the interaction between prominent online community 
leaders and institutions as an emergent internet governance model. Yet an interactional 
governance model that is built upon ad hoc meritocracy alongside traditional institutional 
governance is essential to support the development of co-creative cultural production. 
In these instances, cultural intermediation, as represented by the coordinated efforts of 
community management and other supportive institutional roles, enables the innovative 
and creative media production to occur. 

ABC Pool is a substantial example of how interactional governance models are 
problematic to facilitate, and how it takes the coordinated efforts of multiple intermediaries 
for this to occur. The historical development of the ABC Pool project from within the 
ABC is indicative of how challenging these production approaches can be. Yet it is 
also exemplary of the improved social and cultural capital yields that can be provided 
by a co-creative project that relies on interactional governance. The case study from 
the Ariadne project clearly demonstrates how the continuity of the media institution 
is required, yet how that continuity can be improved significantly with directed co-
creation. It is not suitable to assume that ‘free-rein’ participation is in fact useful in all 
capacities; rather, a directed participation that aligns with appropriate creative, regulatory 
and technical constraints may be more appropriate. In this environment, substantially 
increased social and cultural capital is possible.

A formalised coordination from institutional staff is required for the production 
of media artefacts if they are to shift from the creative fringe to a wider audience. 
A formalised coordination from institutional staff across the cultural production process 
also brings to light the representation and understanding of ‘interactive content’ and 
‘audience participation’. Interactive content built upon audience participation that 
existed prior to online media; however, the tools of Web 2.0 have made this process 
more available to users. Increased co-creation does not necessarily result in increased 
affective outcomes for both users and institutions. It is the considered efforts of the 
intermediaries facilitating interactive content production that add value to the process. It 
is no longer sufficient to call on the audience to participate in content production; rather, 
it is the role of the institution and its co-creative facilitating staff to ensure audience 
participation holds greater value then to merely participate in content production, and 
that some kind of social or cultural capital can be extracted from the process.
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