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coverage. In this respect, it is worth noting that Knowledge Stations can be utilized to provide on-
line counselling sessions, which cover areas that lack required services.These Knowledge Stations
are dispersed in all governorates and run by the National Information Technology Centre to fulfill its
objectives of using ICT to create socioeconomic development. The total number of these stations is
196. Best practices also guarantee privacy and secrecy, sustainability, developing the work of helplines
administratively and technically, self-evaluation, participation of targeted groups in all stages, and
documenting all calls and services that the lines provide. Also, results and figures should be shared
periodically with the supervisory entity and partners.

Other recommendations that should be shouldered by the service providers is to offer specialized
services that respond to the needs of the targeted segments, in terms of the type of service and time
of'its provision. Effective liaison with the line team and sharing all cases’ details and their conditions
is also very important. Working cadres should receive continued training, and should endeavor to
benefit from the expertise of all concerned, and sharing them.

The regulation of the work of child, and woman helplines and their families in Jordan, and upgrading
the level of these lines and their comprehensiveness will no doubt play a substantial role in the provision
of psychological and social support, and will respond well to their needs, provide services that would
enable the more vulnerable segments of the society — such as the child and woman — to count on it
when needed. These lines will contribute towards providing abundant statistics and data that would

inform and direct policies and develop family protection regulations and policies on a national level.
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service providers, the lack of lines that offer a comprehensive package of services, the weakness in
liaison efforts with service providers due to the lack of a documentation systems, and the lack of clear
operation procedures between helplines and partners that would facilitate referrals and follow up on
the provided services, all these elements come together and bear negatively on the service itself and
results in delayed referral procedures.

Future perspective to improve helpline services on a national level

To derive and guarantee the contribution of helplines to the protection system in Jordan,

a governmental supervisory and monitoring entity should be regulating the operation of these lines
and supporting them. Such solution would guarantee the safety of family members, as well as their
accessing qualitative services. Equally, it is just as important for such supervisory entity to be able to
access sufficient data from helplines on the national level which would assist its direction of policies
and laws. Therefore helplines should be linked to the “National Framework for Family Protection”,
whether in the investigation or notification stages, or during the stage of intervention.

The Study’s recommendations also stated that the supervisory and monitoring role should include
developing policies that would regulate the helplines operation in Jordan. Such a government/national
entity should bear the responsibility of regulating and monitoring the process of establishing and
managing child and woman helplines, as well as all other vulnerable segments of the society and their
families. It is imperative that specific conditions should be set to identify one entity for each of these
categories. The monitoring party would also liaise with the Telecommunications Regulatory Commission
to designate a national code and allocate a number for the help line services for each target group with their
families, such as the code 117XXX. The numbers should be free of charge from both fixed and mobile
lines. Furthermore, technical and financial support and accreditation programs that qualify helplines
cadres and service providers are vital elements of success. Necessary indicators on a national level
should be articulated to track and highlight type of issues concerned with family protection, and the
issuance of reports and statistics that can support the planning of national family protection programs
and projects.

Developing the work of helplines in Jordan necessitates the presence of qualified and specialized
parties that manage the helplines work of targeting specific groups, and offer them integrated and
comprehensive services at any time and regardless of their geographic location, to protect them from
domestic violence. The importance of observing such targeted categories lies in the presence of a
qualified team that can support the target groups and listen to their problems when needed. The future
perspective includes the availability of child and family’s helpline, as well as helpline for women and
their families. Other lines can target physically challenged individuals, or the elderly, or refugees.
These lines need to be managed in accordance with best practices and to offer a national geographic
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National Commission for Women , Complaints Unit line at the National Centre for Human Rights,
Legal consultancies line for Meezan Law Centre, Protection line operated by the International Medical
Commission for Children and Adults, two lines for UNRWA — one is the duty protection line for
Palestinian refugees from Syria, and the other a hot-line for Palestinian refugee camps in Jordan, the
hotline for Save the Children International in Al Zaatari Camp, and the child hotline operated by the
International Rescue Committee (IRC) in Al Zaatari Camp.

The Study revealed that 73% of the lines are operated by non-governmental organizations, and the rest
— 27% are operated by governmental organizations. The experiences of administering the helpline
service indicated that 40% of these organizations have from 5 — 10 years’ experience, and 32% of
them do not exceed three years since their establishment. Funding and sustainability are critical elements
in the sustainability of the provision of helpline services. Around 47% of the lines operation
subjected to the study depended on external funding, with 20% of them only covered by internal
funding sources, while 33% are funded by a mix of external and internal sources.

The study revealed as well that the accessibility of the lines which were manifested in a short line
number (3 or 4 numbers) formed 13% only from the total lines examined. A total rate of 53% of these
lines operates round the clock (24/7), while 47% cover specific times only.

On the issue of charges for calling, it was established that only 13% of the lines were free of charge
and the caller incurs no cost for making a call over all networks, while the rest of the lines are free of
charge over certain networks only. Although the geographical coverage for helplines to receive calls
from different governorates is good, yet available services that can be provided as a result of the call
continue to be weak and mostly centered in the Capital and some governorates only.

The total rate of calls made through fixed or mobile lines amounts to 43%, and contacts through
personal visits are also rated at 43%, followed by 11% visits to the website and through emails.
On the question of awareness methods used by the Helplines, we found that holding awareness sessions
and outreach activities achieved the highest rates amounting to 24%, followed by publications 23%,
then a rate of 16% for the lines launch campaign, 14% through the website and social media sites, TV
and radio interviews amounted to 9%, and finally 7% for adverts in TV, radio and dailies.

Most of these lines however, did not engage their target groups effectively to help define the lines
activities or to evaluate the provided services. In addition to other limitations , the following
elements decrease these lines ineffectiveness, which include the absence of a supervisory entity that
articulate policies for helplines and regulate their work, the poor awareness efforts concerning
available helplines, and lack of any accreditation programs for the lines’ staff , and psychosocial
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Experience In this regard in Egypt (Child Helpline 16000), Palestine (Sawa 121), and Jordan (110 for
Families and Children), are considered valid experiences in the Arab countries. The Egyptian Child
Helpline is a role model amongst other lines operated by governments, and to ensure good
governance a committee representing all partners supervises the line and follow-up on its performance.
In Palestine — Sawa 121 line, derives its strength from its standardized use of technology tools, and
provides counselling through Internet to needy people, particularly when help cannot actually reach
their locations due to the Israeli Occupation, and during emergencies such as the war on Gaza. In
addition to the child helpline — Sawa 121, the Sawa association also manages another line to support
abused women called — the warm line.

In the MENA region, the most popular reasons for seeking help from Child Helplines during the
years 2012 and 2013, were as follows:

Abuse and violence (28%), physical health (21%), family relationships (12%), psychosocial, mental
health (10%), school related issues (7%), homelessness/ runaways and basic needs (4%), and finally
legal matters (4%).

Around 67,000 cases of abuse were reported, of which victimized girls were the majority and were
subjected to all kinds of abuse and violence, at a rate of (62%) for girls and boys were (38%).

The rates of different forms of abuse and violence that children suffered from varied and marked the
following percentages: physical abuse (46%), neglect (19%), emotional abuse (17%), sexual abuse
(7%), domestic violence (7%), and witnesses to violence (4%).

Jordan’s experience:

Child Helplines are considered a new experience in Jordan. A number of national organizations that
provide a hot-line service aim to provide counselling concerned with children’s affairs and that of
their families. Jordan has no policies or procedures that regulate the work of Child Helplines, nor is
there any other party that supervises and monitors the operation of Child Helplines.

The Study covered 15 Child and Family Helplines in Jordan geared to the individual and the family,
four of which are government helplines which include: the emergency line (the study focused on the
incoming calls to the Family Protection Directorate only), the protection hotline at the Ministry of
Education, the hotline at the Ministry of Labor (since it is receiving calls about child labor), the
counselling line at Zaha Center / Amman Greater Municipality.

The rest of the lines are operated by non -governmental organizations: 110 for family and child run by
Jordan River Foundation, the Hotline for Save the Children-Jordan / Education section, The Counselling

line operated by the Jordanian Women Union, Women Complaints Office line operated by the Jordanian
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marginalized, deprived and subjected to acts of discrimination, and their lacking the protection of
adults responsible for defending their rights and best interests. Respecting the child’s privacy and his/
her presence in a safe environment are considered important elements in the work of child helpline.

The management of the helpline should take into its consideration a number of concerns related to
human resources that operate the system through selecting and developing the skills of its employees.
The children themselves should be effectively involved in defining the activities of helplines and
evaluating their benefits which would inevitably benefit the work and objectives of such lines and
increase their impact. A child helpline has to provide a package of several and comprehensive
services, and for that purpose cannot operate and fulfill the task it is created for on its own. On the
contrary, such involvement necessitates liaison and working with an extended network of agencies
- comprising of service providers from the public and private sectors offering, social, psychological care,
accommodation, health and legal services.

Helpline; work methodology need to include elements of bearing the work responsibility through
transparency and partnerships, self-evaluation, learning, responding to suggestions and children’s
needs, data analysis to direct policies and laws, and defining standards for services quality.

Helplines provide a full package of services which starts with active listening, and providing

counselling services, whether through the helpline or through specialized individual sessions, as well
as referral services to partner institutions offering specialized services, and finally immediate
intervention in emergency cases in coordination with security and health parties.

International experiences in this regard were examined, such as Save the Children International,
Child Helpline International (CHI), as well as the EU experiences regarding offering one emergency
number and another unified code for helplines services by all member states. Focus was made on the
experience of the Child Helpline International (CHI) due to its operation and coverage of different
continents. The latter network has 192 child helplines in 145 countries (up until November 2014).
Collectively, CHI network received over 14 million calls from children and youth. CHI network is
widely spread in Arab countries — around 16 child helplines operate in these countries and belong to
CHI, which was established in 2003 and its headquarters is in Amsterdam, Holland.

Child helpline is a relatively new experience in the Arab region. The helplines target families and
children simultaneously to gain the society’s trust and to raise awareness amongst them. In the
Middle East and North Africa region (MENA) there are 17 child helplines belonging to the CHI, of
which 16 lines support children in the Arab World, and 11 Arab child helplines have full membership
in the Child Helpline International (CHI).

Mv’ ) /Bty
ol N




0¥l b @ yanly JLALNT mes boglas t duoasl) dawladl )43

Executive Summary

This survey study aims to examine child helplines for the protection of children and their families
in Jordan, and to identify experiences gained from operating helplines and services offered on a
national level. Also, the survey aims to study the legal frame that governs the operation of such
lines, analyze their performance in accordance with best practices to establish and manage child
helplines, and to identify the obstacles that confronts their management on institutional and national
levels. Based on its findings, the Study will then draw a future perspective on how to improve and
develop these lines to guarantee its proliferation and sustainability thus supporting the main objec-
tive of enhancing and institutionalizing polices and regulation for the protection of children and their
families in Jordan.

The Study’s methodology adopted the participatory approach. This type of research is distinguished
by learning from the concerned organizations during the process of data collection, analyses and
evaluation to reach valid and realistic results in light of the experiences of the involved parties during the
survey process. Two research procedural tools were used: semi-structured interviews, and direct
observation. The Study was executed during the months from January to May 2015, and the work
was conducted on several phases — preparation phase, data collection phase, articulating the study
draft, and engaging the technical committee members in these phases. The final version was then
prepared with a view of launching it on a national level. The Study covered 15 lines of child and
family support in Jordan which targeted the individual and the family, four of which were public
lines, and the rest belonged to non-governmental agencies.

Global experiences of child helplines affirm the importance of following specific practices and
standards to establish and manage these lines. Such standards include accessibility and availability
of helplines by all children in any geographic area, 24 hours all week days. Helplines should also be
free of charge, whether from mobile or land lines, and should have short, easy numbers to remember.
Furthermore, helpline awareness activities should cover several channels of communications, which
include: land and mobile telephone lines, SMS, on-line, email and chat rooms, interviews, whether
in the field or at service provision sites, postal letters, and outreach activities through planned
awareness activities that target children and their families’ and focuses on means to access helplines,
and awareness activities about preventive measures.

The essence of helplines work should aim for the child’s protection. To ensure the delivery of such
effort, commitment to UN Children’s Rights agreements need to be reflected in the methodology
of helpline work and its policies. Focus should be made to vulnerable children who are subject to
more abuse than others, in particular those residing outside main cities, street children, workers and
refugee children, abused children, handicapped or victims of human trafficking, due to their being
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