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UNHCR Jordan has one of the largest refugee helplines in the world, answering around 300,000 calls per month. Since its inception in 2008,
staff on the helpline have responded to over 3 million calls. The system uses Interactive Voice Response (IVR) technology, where automated
information is delivered on key topics, while 14 dedicated staff are available for more complex and emergency calls.
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- Provided support to the RSD unit in re-scheduling interviews;
300K - Continued to support Registration with providing phone appointments to refugees - handling
252,243 between 500-800 appointments calls per day;
200K - Providing support to the Assessment/CBI team in conducting visits to homeless cases;
- Counselled refugees regarding the UNHCR Sim Card (issued by Zain) distribution exercise;
100K - Filled empty spots in Filtering/Registration to counsel refuges regarding the home visit results
and appeals;
-~ - = = O = 3 - e L . o = e - Conducted outbound calls for cash beneficiaries who had not withdrawn assistance;
s 2 &5 S S 35 3 3 2 B 5 = 5 o - Supported the new ATM cards distributions exercise.
2 8 <% 5 5 2 E 9 E ESoZ 2 &
s = Z & © ¢ @ S & =
& 2 O 2 9 S o
g o 2 = [
(7]
al
s
89.1% I ST 82%
Called once 17% 4.6%Mira o
AW cajlers b

3.2%[lSudan
2.5%M0Yemen
0.7%M0 Other

o Callers 7' I 1
21% by Gender 20 | #

13%

Called 2-3 times I 25% by Nationality

16%

Called 4-5 times

Called 6-10 times

Called 11-20 times

3%| Referred

7% Referrals 97% On the Spot

Called > 20 times

E-
oo
Registration S =mie
9 S<mm
(2]
Resettlement Q
Community S %
Services NS
S 7
Protect ©
rotection 8 \!
o
Heath N eeet-
X
o
Livelihoods R<o
o~
o
Education N
>

Source: UNHCR | For more information, please contact JORAMDAT@unhcr.org | www.unhcr.org/jo | http://data.unhcr.org/syrianrefugees | Thank you for the generous donations from: @



