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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.

@ Calls made to Helpline Average call duration Total answered calls Calls abandoned
@ Lines full or caller hung up 01:11 in May after waiting
500K ’ 141,405 683
400K
- Helpline provided support regarding the new ATM cards distribution exercise;
300K - Helpline continued to support Cash Delivery Team in the outbound calls for the new beneficiaries
who did not withdraw their assistance;
200K 141.405 - The Helpline team also provided support to the RSD unit in the campaign of rescheduling the
’ interviews;
100K - Helpline team continued during this month to provide PoCs with over the phone appointments
handling between 500 - 800 appointment’s calls per day.
— > o > - - [ - - > > = = >
s £ 5 3 3 & 8 &8 855 s g 8 &
< > 2 2 & e E E 2 2 & <
I ¢ 8 ¢ 355 g =
a © 3 o S P
¢
84.9% I =YY ¥,
Called once‘ . 4% Call 6.9%MlIraq o
allers 4.3%lYemen 42.4%
Called 2-3 times I 1% by Nationality 5 1ol Sudan > e
0.8%0Other . k i m ? ‘
Called 4-5 times 12% . 106% .o AR
oo I o 26% 15
Called 6-10 times 22% bca(.:,"edrs ) A w = C —
- ° y Gender 349, =
— X s 15| 18| ls|l2l|.| 2|l
Called 11-20 times 21% S © = 2 = =
° Referrals 0.5%|Refered : z B g é : 8 £ S
: 7] > ) o b= [0)
Called > 20 times 30% 99.5% On the Spot 2 ko é a 58 2 Ay

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: b




