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Recommendation 1:  JFO & LFO 

Prioritise the review of vulnerability 
assessments of PRS in Jordan and 
Lebanon to refocus and/ or review cash 
assistance targeting, including more 
consistent inclusion of gender-, age- 
and disability-sensitive criteria.   

To action by JFO and LFO within 
second half of 2020. 

LFO: Partially 
Agree  

 

 

 

 

 

 

JFO: Agree 

UNRWA in Jordan and in Lebanon have been working closely 
with both national and international humanitarian actors in 
their respective countries to harmonise the Agency’s 
emergency response for PRS with the response provided by 
other actors to Syrian refugees as much as possible.   
In LFO, once the results from the socio-economic survey 
conducted during Q1/2020 are available (expected at the end 
of Q4/2020), LFO will review the current 
targeting/distribution approach (blanket approach) in order 
to ensure adequate and inclusive transfer levels to the PRS 
community, including the most vulnerable groups, as well as 
ensuring some level of alignment with services provided by 
other humanitarian actors in Lebanon. 
Similarly, in JFO the results of the Vulnerability Assessment 
(VA) included under the third iteration of the MADAD Project 
are expected to be available during Q1/2021. The field will 
then conduct an internal review of the targeting system in 
coordination with RSSD in HQ/Amman to implement any 
necessary changes.  
Beside the findings of the research, the availability and 
sustainability of donor support will also need to be taken into 
consideration when deciding the way forward. Furthermore, 
UNRWA plans to recruit a Regional Cash Assistance and 
Poverty Analyst under the MADAD III project who will be 
stationed at UNRWA HQ/Amman and will advise on most 
adequate transfer levels.  

First quarter 2021 – VBA 

Second quarter 2021 - 
Implementation of 
recommendation 

LFO: RSSD  

JFO: Emergency 
Coordination Unit  



Emergency services provided by UNRWA constitute the 
minimum support necessary to meet the critical needs of 
Palestine refugees affected by the Syria conflict. Any further 
reduction in the scale of assistance and services provided by 
UNRWA will have severe consequences, particularly in terms 
of eroding households’ coping capacities and ability to 
further withstand crisis situations.  

Recommendation 2:  Agency level 

Undertake a review of existing Agency 
partnerships and an assessment of how 
these could be strengthened, 
particularly where they can provide 
expertise or services that are not 
available and/ or under pressure within 
UNRWA.  

To action at Agency level within nine 
months. 

LFO and JFO: 
Agree 

While partnership remains a priority, this recommendation is out of the 
scope of the project as it seems to refer to the Agency-wide strategy while 
the MADAD 2 evaluation was limited to JFO and LFO and to services provided 
to PRS. 

Therefore we suggest to undertake a review of existing 
partnership arrangements and opportunities in JFO and LFO, 
with focus on those components relevant to the MADAD 3 
project, and assess how these could be strengthened, 
particularly where partners can provide expertise or services 
to PRS that are not available and/or under pressure within 
UNRWA. 
In JFO, work has already been initiated to analyse and 
strengthen partnership arrangements for programmes. In this regard, a 
consultant was hired for a month in Q2/2020.  His work helped to improve 
coordination with other UN Agencies and INGO umbrella body in JFO, and 
opportunity for improving the existing partnership arrangement and 
agreements.  However, a sustainable solution requires a dedicated staff 
member to focus on partnership development and management.  Financing 
such a position under the regular programme budget is not feasible due to 
the challenging financial situation being faced by UNRWA. JFO will include a 
position under the 2021 Emergency Appeal to develop further and 
implement a JFO strategic partnership plan which will be modelled on the 
Agency level strategic plan.  In the meantime, JFO will join the Common Cash 
Facility and strengthen the efforts to identify partnership opportunities with 
the UN and I/NGOs.  

Q1-Q2/2021 LFO/JFO: relevant 
programmes with 
support from DP and 
HQ concerned 
departments 
depending on the 
area of intervention 
covered by the 
partnership 

 

 

Recommendation 3:  Agency level 

Engage in advocacy, including donor 
advocacy, to enhance right to work 
opportunities for PRS in Lebanon and 
for resolving issues related to access to 
legal residence status in Jordan.  
 

To action at Agency level immediately 

LFO and JFO: 
Agree  

Field protection units in Lebanon and Jordan are responsible 
for performing in this advocacy role and their 2020/21 work 
plans will be complemented by additional actions to address 
the need to heighten awareness about PRS access to work in 
both countries:  
In LFO, UNRWA Protection Unit undertakes advocacy on the 
right to work for Palestine Refugees. As part of this, the 
additional complications faced by Palestinian Refugees from 
Syria are highlighted. The capacity for more targeted 
interventions toward Lebanese authorities is pending the 

Immediately and on an 
ongoing basis. 

 

LFO: Protection Unit 

JFO:  Neutrality and 
Protection Unit  

 



and on an ongoing basis. establishment of the position of a Human Rights Advocacy 
Officer which is expected in Q1/2021. To date in 2020, 
opportunities for advocacy on the right to work have been 
limited due to the Covid-19 context but we look forward to 
working with the EU and its member states on the issue in 
the coming years. 
Jordan Field Office will carry out advocacy work focussing on 
the needs of PRS without national ID covering i) PRSs not 
registered in Jordan, ii) International Protection cases and iii) 
KAP residents. In addition, JFO will provide legal services to 
follow-up on the legal issues faced by PRS in Jordan and 
strengthen collaboration with UN Country Team to address 
protection issues. 

Recommendation 4: JFO and LFO 

Under MADAD III, undertake an 
assessment of the potential 
repercussions of Covid-19 on the 
Agency’s areas of work, including in 
relation to livelihoods interventions, 
links between education and health 
interventions, and MHPSS and 
protection services provision 

To action by JFO and LFO within 
second half of 2020. 

JFO: Partially 
Agree  

 

 

 

 

 

LFO: Partially 
agree 

 

As part of the COVID-19 response efforts, UNRWA in JFO has 
undertaken a rapid impact assessment survey to understand 
the impact of the emergency on the livelihood of Palestine 
refugees along major socio-economic dimensions, such as 
health, education, livelihood, food security, WASH, and 
protection. The assessment documented some evidence and 
information on the impact of the emergency on the refugees’ 
basic living conditions.  The report is being used to advocate 
the needs of the refugees. 

While livelihoods are a focus of the Agency’s Medium-Term 
Strategy, the financial constraint may continue to prevent the 
realization of the Agency’s aspiration in this regard.  
However, UNRWA will advocate with other UN agencies that 
any livelihood study include Palestine refugees to ensure a 
collective response to the entire population of Jordan in 
accordance with the UN pledge to Leave No One Behind 
while implementing SDG Goal No 1: End poverty in all its 
forms everywhere. 

LFO on the other hand, suggest focusing on one of the main 
components under the MADAD 3 Project (Education) and 
conduct an assessment of the impact of the COVID-19 crisis 
on access to education and retention and the effectiveness of 
the response of the Education Programme in LFO, the Self-
Learning Programme, in addressing the challenges presented 

 
Completed  
 
 
 
 
 
January-August 2021  

 
 
 
 
 
 
 
Education 
Programme/LFO 
 



by the crisis. We suggest doing this by building on existing 
indicators, as well as studies and assessments that are 
already conducted/planned and funded at Agency level 
and/or LFO level. Some examples are listed below.  

i. Desk review of existing technological tools, with the HQ 
Information Management and Technology Department 
(IMTD) taking the lead and Education defining the 
parameters. (completed)  
ii. A phone survey to assess the extent of students’ access to 
technology and self-learning materials across all five Fields 
(completed).  
iii. An Agency-wide assessment of teacher support to 
students during school closure (currently ongoing). 
iv. A survey targeting students in UNRWA schools to assess 
children’s experience with the SLP, access to technology and 
access to PSS during the closure of school (planned)  
v. In addition to this, at LFO level the ED is regularly 
conducting surveys and internal evaluations to assess the 
impact of the interventions during the crisis (i.e. Tablet 
utilisation evaluation, PSS evaluation, Tutoring services 
evaluation)  

Recommendation 5: JFO and LFO 

Clearly communicate existing complaint 
mechanisms to beneficiaries and 
ensure they are consistently used and 
that beneficiary feedback loops are 
applied.  

To action by JFO and LFO within three 
months. 

LFO and JFO: 
Agree 

Through its Accountability to Affected Populations (AAP) 
project, LFO has prioritised information sharing to the 
Palestine refugee community around complaints 
mechanisms. The AAP project continues to communicate 
with the community on how to submit both programme 
related complaints as well as misconduct complaints 
including Preventive Sexual Exploitation and Abuse (PSEA). 
Ensuring effective feedback loops to the community in a 
timely manner continues to be a challenge which requires 
further strengthening and is thus a key objective of the 
current phase of the AAP project. The AAP project, working 
closely with the Protection Unit and all programmes, as well 
as the Investigations Office, will look into addressing this in 
the coming months with view to make it more systematic. 

In JFO, complaints and appeals are managed by using Call 
Office Log System comprised of 14 hotlines, and in-person 

This work will commence 
in Q4 of 2020 but will be 
ongoing until end of Q4 
2021 as part of the AAP 
project. 

 

 

 

 

 

 

Ongoing Until the End of 
the EUTF Madad III 

Responsible: Public 
Relations Office  

  

 

 

 

 

 

 

 

JFO: Emergency 
Coordination Unit 



filing of enquiry/complaint with Emergency Social Workers.  
JFO will strengthen its communications strategy, improving 
information dissemination on the complaint and appeals 
system, organise periodic meetings with representatives of 
refugees to obtain feedback, and monitor refugee 
satisfaction with the service and adjust response accordingly 
in line with available capacity and resources.   

Project 

 

Recommendation 6: Agency level 

Reassess and streamline beneficiary 
complaint mechanisms, including 
making all necessary provisions for 
vulnerable groups to have access to 
them and clearly communicate changes 
introduced to beneficiaries in a 
comprehensive manner 

To action at Agency level within nine 
months. 

LFO and JFO: 
Agree  

 

LFO is working on strengthening accountability to affected 
populations (AAP) to better inform UNRWA programmatic 
response and ensure systematic communication with the 
community through the AAP project which is in its second 
phase of implementation. AAP Phase II would focus on the 
scaling-up and refinement of the AAP architecture, 
innovation, investment in stronger programme integration, 
strengthening engagement with vulnerable groups, especially 
youth and women, and using social media effectively. 
Methods of information sharing and gathering will be further 
refined by employing information communications 
technologies (mobile application). The Phase II will also invest 
in strengthening internal/departmental coordination for 
programme planning in such a way as to reflect community 
voices and then inform the community of changes made 
based on the feedback. 

JFO will, on the basis of the findings of vulnerability 
assessment (Recommendation 1 above), review and modify 
the existing beneficiary complaint and suggestion 
mechanisms (Hotline, in-person reports and Complaints and 
Suggestions Box) covering all emergencies responses, 
develop an SoP for the appeal mechanism detailing 
procedures and segregation of duties, and widely 
disseminate the complaints and suggestions mechanism to 
PRS. 

 

 

 

 

 

 

 

 

 

 

 

 

Q3/2021 

 

LFO: CFRSSP, CFHP, 
CFEP, Protection 

JFO: Emergency 
Coordination Unit  

 

 

Recommendation 7: JFO Agree Jordan Field Office aims to train Emergency Social Workers to 
enhance their knowledge and skills on protection, referral 

Q3/2021 Emergency 
Coordination Unit  



Provide relevant training, or refresh 
existing training where relevant, to 
emergency social workers in Jordan on 
protection and referral issues of 
relevance to the provision of assistance 
to PRS.  
 
To action by JFO within three months. 

and case management to serve PRS better. Training budget is 
included in 2021 Appeal. 

Recommendation 8: JFO and LFO 

Under MADAD III, seek a top-up from 
the funder to increase the Jordan 
budget allocation to allow for higher 
monetary value of cash assistance to be 
available to vulnerable PRS.  
 
To action by LFO and JFO Donor 
Relations Units in coordination with 
Front Offices, the Department of 
Planning at UNRWA HQ and EUTF 
within six months. 

Agree  Based on ROM recommendation, an increase in the 
assistance has already been implemented in Q1/2020 
reflected under MADAD III ($25/PRS/month) in comparison 
to the assistance provided UNDER MADAD II 
($10.42/PRS/month).  The assistance remains insufficient and 
totally dependent on the availability of resources. 

Completed by March 
2020 

Not applicable  
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12 UNRWA – 2019 Syria Regional Crisis Emergency Appeal. p.1 
13 Jordan figures are accurate as of the 30th of June 2019 and can be found in the Jordan PRS Snapshot for June 2019. The Lebanon figures are 
accurate as of the end of July 2019.

https://ec.europa.eu/trustfund-syria-region/content/home_en
https://ec.europa.eu/trustfund-syria-region/content/home_en
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14 UNEG defines evaluation recommendations as ‘proposals aimed at enhancing the effectiveness, efficiency, impact, relevance, sustainability, 

coherence, added value or coverage of the operation, portfolio, strategy or policy under evaluation. Recommendations are intended to inform 
decision making, including programme design and resources allocations. 
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See UNEG guidance: ‘Integrating Human Rights and Gender Equality in Evaluations’.  http://www.unevaluation.org/document/detail/1616



 

 

 

 

 

 



 

 

 

 

 

 

 

 



 

 

 

2010, 68 JOD 



17 UN exchange rate, 1 USD = 0.708 JOD, fixed exchange rate.  
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