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UNICEF has been on the front line, 
providing services and support to 
vulnerable children in Jordan since the 
beginning of the Syrian crisis. One such 
programme is winterization assistance, 
which provides support to vulnerable 
families to increase their preparedness 
for, and fulfil their basic needs during, 
the winter. During the 2019/20 winter, 
UNICEF Jordan provided two types of 
winterization assistance, cash and in-kind, 
to vulnerable children and families across 
Jordan. The winterization cash assistance 
is a seasonal, substantial one-time cash 
transfer, ranging from 190 to 315 Jordanian 
Dinar (JOD), depending on the household 
size. In total, 33,372 individuals, from 
5,035 households, were provided with 
winterization cash assistance by UNICEF 
during November and December 2019. 
The total amount of winterization cash 
assistance distributed was 1,420,560 JOD 
(USD 2,003,615), or 282 JOD (USD 398) 
on average per household.

The in-kind winterization assistance 
involved the distribution of winter kits 
including winter clothes and shoes for 
children. The nine different items provided 
in a winter kit were: winter jacket, winter 
shoes, scarf, warm trousers, winter 
gloves, woollen hat, warm sweater, 
woollen socks, and thermal set. In total, 

12,200 winter kits were distributed 
to children on a rolling basis between 
October 2019 and March 2020. 

The main goal of this Post-Distribution 
Monitoring (PDM) report is to assess 
whether the winterization assistance 
provided by UNICEF, both cash and in-kind, 
was effective in supporting the intended 
objective of increasing the preparedness 
of vulnerable children and families for 
the winter season. Another goal is to 
provide insights into potential areas of 
improvement for future winterization 
programming, through the lessons learned 
and recommendation obtained.

The primary data source used for the 
key findings of this report is from a 
quantitative survey of 422 households 
interviewed in March and April 2020. The 
data collection was conducted by Mindset, 
a data research company contracted by 
UNICEF Jordan. Due to the COVID-19 
pandemic and the ensuing mandatory 
curfew, data was collected through phone 
interviews. The random, probability sample 
of 422 households had a margin of error of 
4.9 per cent at the 95 per cent confidence 
interval. 

The beneficiaries reported a significant 
improvement in the preparedness of their 

Executive Summary

12,20033,000+
Winter kits 

which contained winter 
clothes and shoes, were 

distributed to children

Beneficiaries 

benefitted from winterization 
cash assistance
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children for the winter after receiving the 
winterization assistance from UNICEF. 
Among cash recipients, before the 
winterization assistance, only 1 per cent 
of beneficiaries said that their children’s 
preparedness for the winter was ‘good’ 
or ‘very good’; after the winterization 
assistance was provided by UNICEF, this 
had increased to 39 per cent. Similarly, 
for in-kind beneficiaries, children’s winter 
preparedness increased from 14 per cent 
before assistance to 59 per cent after 
receiving the winter kits. 

An important component of winterization 
assistance is the timeliness of the 
distribution. A majority of both cash and 
in-kind recipients – 85 per cent and 78 
per cent, respectively – reported that the 
winter support was provided ‘on time’. 
Similarly, the overwhelming majority of the 
households also said that the information 
they received about the winterization 
assistance was ‘clear and sufficient’, 
especially among cash recipients at 99 per 
cent, but also among in-kind beneficiaries 
at 89 per cent.

At the time of the survey, almost all (97 
per cent) of the cash beneficiaries reported 
that they had spent the winter cash 
support that was provided by UNICEF. 
The remaining 3 per cent of households 
stated that they had partially used the 
winterization assistance. More than 4 
out of 10 beneficiaries spent part of their 
assistance on winter clothes and shoes. 
Approximately half of the households 
used part of their cash support on food, 
while almost 1 out of 3 beneficiaries also 
spent some of their assistance on rent/
accommodation. Households also used 
(part of) their cash support on basic social 
services, such as healthcare/medicine 
(29 per cent) and education (10 per cent). 

One out of four beneficiaries partially 
spent their assistance on debt repayment. 
Many of the households also used some 
of their winterization cash assistance on 
gas refills (26 per cent), cylinders (12 per 
cent) and heaters (12 per cent), along with 
other heating devices or equipment such 
as kerosene heaters/refills (9 per cent) and 
firewood heaters (6 per cent).

At the time of the survey, almost everyone 
– 19 out of 20 beneficiaries – reported 
using or having used all or some of the 
winterization in-kind items they received. 
The few winter items that were partially or 
not used, was either because the winter 
kits were of the wrong size or not needed. 
There were also a few households that 
reported giving away some (7 per cent) or 
all (2 per cent) of the winter items, while 4 
per cent of beneficiaries exchanged them 
for other items. 

Overall, almost 9 out of 10 winterization 
beneficiaries (89 per cent) were 
either ‘satisfied’ or ‘very satisfied’ 
with the winterization assistance 
provided by UNICEF.  UNICEF Jordan 
learned valuable lessons and derived 
valuable recommendations through 
the implementation of the 2019/20 
winterization campaign, providing insights 
into potential areas of improvement for 
future winterization programming. Three 
main recommendations were devised. 
First, winterization beneficiaries prefer 
cash over in-kind winterization assistance. 
Second, UNICEF should aim to reduce 
waiting or queuing times for beneficiaries 
at the ATM when they are withdrawing 
their winterization cash support. Third, 
UNICEF should increase awareness about 
the reporting channels and the process 
for beneficiaries to share feedback and 
complaints. 
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Jordan is host to one of the largest 
refugee populations in the world.1  
According to the United Nations (UN) 
Refugee Agency (UNHCR), it has the 
second highest share of refugees per 
capita.2 As of May 2020, there were 
656,733 registered Syrian refugees living 
in Jordan,3 while the total number of 
Syrians in the Kingdom is estimated to 
be 1.3 million.4 Alongside the registered 
Syrian refugee population, Jordan hosts 
more than 90,000 refugees from Iraq, 
Yemen, and Sudan. 

In addition to the strain on resources 
as a result of the massive refugee 
influx, Jordan has had to contend with 
sluggish economic growth in the last 
decade, caused in large part by the global 
financial crisis of 2007/08. The economic 
situation has been exacerbated by the 
political turmoil in the region post-Arab 
Spring. Real GDP per capita has been 
decreasing annually by an average of -1.9 
per cent since 2010.5 The Syria conflict 
led to disruption of key trade routes and 
decreasing exports. The closing of the 
Iraqi-Jordanian border resulted in exports 
to Iraq declining by more than 50 per 
cent.6 Iraq was once Jordan’s major export 
market, accounting for almost 20 per 

cent of domestic exports (about USD 1.2 
billion annually).7 In total, the International 
Monetary Fund estimates that regional 
conflicts (and especially the Syria crisis) 
have resulted in an average loss of real 
GDP growth of approximately 1 per cent 
annually since 2012.8  

These economic challenges have resulted 
in increased poverty. The poverty rate for 
Jordanians in 2018 was 15.7 per cent,9 

an increase of 1.3 percentage points from 
2010 (14.4 per cent).10 For refugees in 
Jordan, 78 per cent live below the poverty 
line.11 

Forecasts from the European Bank 
for Reconstruction and Development 
estimated a slight increase in (real) 
economic growth in 2020 to 2.4 per 
cent.12 However, that forecast was before 
the onset of COVID-19. According to World 
Bank (2020) estimates Jordan’s short-
term economic growth has substantially 
worsened due to the Coronavirus 
pandemic. The economic growth is 
projected to contract significantly to 
-3.5 per cent of GDP in 2020.13 The 
nationwide, mandatory curfew and the 
resulting aggregate demand shock will 
further increase the burden on public 

Background
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finances. Tax revenues are expected to 
decrease significantly, especially given the 
government’s heavy dependence on sales 
tax, which accounts for 68.5 per cent of its 
annual tax revenue.14 

In addition to the unanticipated burden 
on government finances, Jordan has 
around USD 1.76 billion in debt payments 
to make this year.15 The country’s debt 
to GDP ratio is projected to increase to 
107.1 in 2020, whereas it was around 
99 per cent in 2019.16  The secondary 
impacts of the Coronavirus pandemic, in 
terms of increased social and economic 
vulnerabilities, negatively affect basic 
consumption for vulnerable populations 
in Jordan, as shown in a Multisectoral 

Rapid Needs Assessment on COVID-19 
conducted by UNICEF, UNHCR and WFP.17  

During the winter months, household 
costs double due to increased spending 
on heating, winter clothing, food and 
medicine.18 Winters in Jordan can be 
cold, as can be seen in the average winter 
temperatures shown in Figure 1. This 
emphasizes the importance of providing 
support, both in terms of cash and in-kind 
assistance, to vulnerable families and 
children, ensuring that they are adequately 
prepared and protected, and can cover 
basic needs during the winter season.   
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Since the beginning of the Syrian 
crisis, UNICEF has been on the front 
line, providing services and support to 
vulnerable children in Jordan. One such 
programme is winterization assistance, 
which provides support to vulnerable 
families to increase their preparedness 
for winter conditions, when temperatures 
drop, making it tough to go to school 
without a warm jacket and proper boots; 
winter storms cause flooding, limiting 
mobility for all children, particularly those 
with disabilities. During the 2019/20 
winter, UNICEF provided two types of 
winterization assistance – cash and in-kind 
– to vulnerable children and families across 
Jordan. 

The winterization cash assistance is 
a seasonal, substantial one-time cash 
transfer, ranging from 190 to 315 JOD, 
depending on the household size. In total, 
33,372 individuals, from 5,035 households, 
were provided with winterization cash 
assistance by UNICEF during November 
and December 2019. The total amount of 
winterization cash assistance distributed 
was 1,420,560 JOD (USD 2,003,615), 
or 282 JOD (USD 398) on average per 
household. The households that were 
assisted with winterization cash assistance 

were located in host communities 
and Informal Tented Settlements (ITS). 
Winterization cash transfer amounts 
(‘standard packages for winter needs’) 
were established in collaboration with 
other UN agencies and humanitarian 
organizations in the Winterization Task 
Force, which is under the Basic Needs 
Working Group (BNWG); the task force 
member organizations also coordinated 
to avoid the duplication of winterization 
assistance, through notifying and 
‘blocking’ the cases of families an agency 
wished to cover, thereby ensuring that as 
many vulnerable families as possible were 
covered with the cash support. 

The in-kind winterization assistance that 
was distributed were winter kits that 
included winter clothes and shoes for 
children. In terms of the winter items 
included, different winter kits were 
provided based on the age of the child/
children assisted. A full list of the items 
distributed in the winter kits can be seen 
in subsection 5.2 of this report. In total, 
12,200 winter kits were distributed to 
children between October 2019 and 
March 2020. Most of the winter kits were 
distributed in host communities and ITSs, 
along with 290 kits distributed to children 

Introduction

During the 2019/20 
winter, UNICEF 
provided two types 
of winterization 
assistance – cash 
and in-kind – to 
vulnerable children 
and families across 
Jordan. 

individuals were provided with 
winterization cash assistance by 
UNICEF during November and 
December 2019. 

33,372 

winter kits distributed to 
children

12,200
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in King Abdullah Park. Along with direct 
distribution, UNICEF also relied on local 
Non-Governmental Organizations (NGOs) 
and implementing partners to support in 
the distribution of the in-kind winterization 
assistance. 

The main goal of this post-distribution 
monitoring report is to assess whether 
the winterization assistance provided 
by UNICEF, both cash and in-kind, was 
effective in supporting the intended 
objective of increasing the preparedness 
of vulnerable children and families for 
the winter season. A second objective 
is to analyse the perception of the 
beneficiaries in terms of UNICEF’s 
process and modality for providing and 
distributing the winterization assistance, 
including timeliness of the support, 
preference for type of assistance, 
information provision, and accountability 
and grievance mechanisms. The third goal 
is to provide insights into potential areas 
of improvement for future winterization 
programming, through the lessons learned 
and the recommendation that were 
obtained during the distribution of the 
winterization cash and in-kind assistance 
for the 2019/20 winter. 

The structure of the report is as follows: 
The previous section was the Background, 
which provided a brief overview of 
the socio-economic situation, and also 
highlighted that the winter months in 
Jordan can be cold, resulting in a doubling 
of household costs emphasizing the need 
for winterization assistance, especially for 
vulnerable families. After this Introduction, 
the next section is the Methodology. The 
primary data source used for the findings 
of this report was a quantitative survey of 
422 households interviewed in March and 
April 2020. The fourth section elaborates 

on the characteristics of the respondents, 
to show some initial, basic information 
about the families interviewed and their 
composition, focusing on demographics, 
disability, education and which members 
contribute to household income, including 
children. The fifth section describes the 
programmatic features of UNICEF’s 
winterization assistance, both cash and 
in-kind, and assesses the beneficiaries’ 
perceptions regarding the timeliness of 
distribution and the preferred type of 
assistance. 

The sixth section focuses on awareness 
and information provision with regard 
to the winterization assistance, along 
with the established grievance and 
accountability mechanisms. The seventh 
section analyses the distribution process, 
which includes the logistics of claiming 
the assistance, and the beneficiaries’ 
evaluation of the distribution modalities, 
along with some protection questions. The 
eighth section details the beneficiaries’ 
use of the winterization assistance, 
including an assessment of whether the 
support was enough to meet their basic 
needs for the winter; and, if not, whether 
the household had to resort to negative 
coping mechanisms. 

The ninth section assesses the perception 
of the beneficiaries regarding whether 
the winterization assistance supported 
the household’s, and their children’s, 
preparedness for the winter. Remaining 
winter needs and coping mechanisms 
are addressed in section ten. The last 
section provides the concluding remarks, 
with a subsection on lessons learned and 
recommendations for future winterization 
programming.  
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The primary data source used for the key 
findings of this report is from a quantitative 
survey of 422 households interviewed in 
March and April 2020. The questionnaire 
was developed in a collaborative manner 
between the relevant organizations of 
the Winterization Task Force under the 
Basic Needs Working Group. The survey 
was thereafter adjusted by UNICEF, by 
including additional questions and options 
to some of the questions, to correspond to 
the data collection needs and objectives of 
the winterization PDM report. 

The data collection was conducted 
by Mindset, a data research company 
contracted by UNICEF Jordan.  Due to 
the COVID-19 pandemic and the ensuing 

mandatory curfew, data was collected 
through phone interviews. The sample of 
422 households was randomly generated 
from UNICEF’s database of beneficiaries 
that received winterization assistance. This 
was a probability sample representative of 
beneficiary households. The sample had 
a margin of error of 4.9 per cent at the 95 
per cent confidence interval. 

The sample of 422 households that 
was surveyed can be divided into three 
different sample or beneficiary groups, 
based on what type of winterization 
assistance the beneficiary received (cash, 
in-kind, or both): host community, ITS and 
‘hard-to-reach’. 

Methodology

Figure 2 Sample groups for the Winterization PDM survey

households surveyed

(54 HHs) (170 HHs) (198 HHs)

422
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The first group refers to winterization 
beneficiaries, whether Syrian refugees 
or vulnerable Jordanians, that live in cities 
or towns in integrated neighbourhoods, 
which can be in urban or rural areas. 
Out of the 656,733 registered Syrian 
refugees in Jordan, 81 per cent live 
in host communities, i.e., outside the 
refugee camps.19 These households are 
either current or previous beneficiaries of 
UNICEF’s monthly recurrent cash transfer 
programme (‘Hajati’), which provides cash 
support to children of vulnerable families 
to increase their school participation. 
‘Host community’ beneficiaries that were 
surveyed received exclusively winterization 
cash assistance. 

The second sample group refers 
to winterization beneficiaries in 
Informal Tented Settlements (ITS). 
These vulnerable communities live in 
makeshift shelters, often tents, without 
adequate water and sanitation facilities, 
and can be found throughout Jordan, 
especially in rural areas. People living in 
these settlements often move from one 
location to another to seek livelihood 
opportunities, usually in the agricultural 
sector. ITS are considered highly 
multidimensionally vulnerable, as many 
of the people living in these settlements 
are either refugees or migrants, working 
as unskilled seasonal labourers.20 

These households are beneficiaries of 
UNICEF’s Makani programme, which 
provides an integrated package of social 
protection services to vulnerable children 
and adolescents, including learning 
support services, community-based child 
protection, life skills training and early 
childhood development activities, through 
a network of community-based centres 
located across Jordan. Many of the ITS 
beneficiaries received both cash and in-

kind winterization assistance. Out of the 
198 ITS households that were surveyed, 
they all reported receiving winterization 
cash assistance, while 67 households (or 
34 per cent of 198) mentioned receiving 
both cash and in-kind winterization 
assistance.  

The third group refers to beneficiaries in 
‘hard-to-reach’ communities, which are 
particularly vulnerable host communities or 
villages, located in remote areas with no 
easy access, and without many essential 
services nearby, such as schools and 
healthcare facilities, similar to many ITS 
communities. Families living in these ‘hard-
to-reach’ communities were observed 
to be extremely vulnerable based on 
empirical indications by UNICEF’s field 
staff and volunteer networks, where many 
of them live in makeshift shelters without 
access to electricity or proper water 
sources or sanitation services, and with 
children lacking proper clothes and shoes. 
This sample group was also the hardest 
to reach by phone for interviews, even 
more so than the ITS sample. ‘Hard-to-
reach’ beneficiaries received exclusively 
winterization in-kind assistance.  

Out of the 422 households successfully 
surveyed, 368 households (or 87 per 
cent) reported receiving winterization 
cash assistance from UNICEF, while 
121 (or 29 per cent) reported receiving 
winterization in-kind assistance. There 
were 67 households (or 16 per cent) that 
mentioned receiving both cash and in-kind 
winterization assistance. 

The breakdown of the sample according 
to the type of winterization assistance – 
assuming a household can only fall into 
one category (cash, in-kind, or both) – can 
be seen in Figure 3. 

Out of the 656,733 
registered Syrian 
refugees in Jordan 

81%
 live in host 
communities, 
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Of all respondents, 84 per cent were 
heads of household. If the household head 
was unavailable, another adult decision-
maker or household member, such as 
a spouse or child above 18 years, was 
interviewed. Fourteen per cent of the 
respondents were the spouse of the head 
of household, and the remaining 2 per 
cent were daughters or sons above the 
age of 18 years. 

Several quality assurance measures were 
implemented throughout the process 
of collecting the data. First, before data 
collection began in earnest, a pilot of 14 
interviews was conducted to test the 
questionnaire and ensure that interviewers 
were comfortable with the subject and 

flow of the survey. Second, during data 
collection, supervisors monitored 106 
live interviews through the listen-in 
functionality of the call centre. Third, during 
and after the survey, the quality monitoring 
team conducted 91 call-backs for data 
validation. Finally, before analysis of data, 
all the findings were reviewed for logic and 
accuracy. 

The graphs and bar charts presented 
throughout this report usually disaggregate 
the findings based on the modality of 
assistance, cash or in-kind, and in some 
cases also include beneficiaries that 
received both types of assistance. An 
example of such a graph can be seen in 
Figure 4 below.

Figure 3 

Type of winterization assistance 
(total sample)

Figure 4 Explanation of the graphs presented throughout the report
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Chapter 1:
Characteristics 
of Winterization 
Beneficiaries
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1.1 Demographics

For winterization beneficiaries that received 
cash assistance exclusively, 31 per cent of 
the surveyed respondents were female-
headed households, while the remaining 
69 per cent were male-headed. The median 
age of the head of household among 
cash recipients was 42 years. In terms 
of nationality, 95 per cent were Syrian, 3 
per cent were Jordanian, 1 per cent were 
Palestinian, and 1 per cent were Iraqi.

For the winterization beneficiaries that 
received in-kind assistance exclusively, 
relatively fewer of the surveyed 
households were female-headed at 17 
per cent. The median age of the head of 
household was 42.5 years. Most of the 
54 households interviewed that received 

in-kind winterization assistance only were 
Jordanian (91 per cent), while the remaining 
beneficiaries were Syrian (7 per cent) and 
Sudanese (2 per cent). 

For the winterization beneficiaries that 
received both cash and in-kind assistance, 
22 per cent of the households that were 
interviewed were headed by a female, 
while the median age of the head of 
household was 40 years. All of the surveyed 
households that received both types of 
winterization assistance were Syrian. This is 
because, as mentioned above, both types of 
winterization assistance were only provided 
for households in ITSs, where most of the 
families are Syrian.  

This section shows preliminary characteristics of the respondents, to highlight some 

initial, basic information about the families interviewed and their composition, focusing 

on demographics, disability, education and which members contribute to household 

income, including children.

Table 1 Gender and nationality of surveyed heads of household

Modality of assistance

Background characteristics Cash In-Kind Both

Gender of the head of household

Female 31% 17% 22%

Male 69% 83% 78%

Nationality of the head of household

Syrian 95% 7% 100%

Jordanian 3% 91% -

Palestinian 1% - -

Iraqi 1% - -

Sudanese - 2% -

Age of the head of household

Median age 42 42.5 40
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The average household size of the 
beneficiaries was 6.8, whereas on average 
4.1 household members were children 
(Table 2). The average household size of 
beneficiaries is considerably higher than 
the average family size of 4.721 in Jordan.  
Syrians in Jordan on average have a 
relatively larger family size at 5.3.22  

It’s likely that poverty and high levels 
of economic and multidimensional 
vulnerability among the beneficiaries 
could explain part of the reason for the 
large average family size. The average 
beneficiary household size (6.8) and 
number of children (4.1) among this 
sample is relatively close to the average 
household size of the poorest decile (10 
per cent) of the Jordanian population, 

which is 7.7, of which 4.6 are below the 
age of 20. 

There were notable differences in the 
household size between the three sample 
groups. The average household size of 
beneficiaries in the host community 
sample was 7.5, compared to 6 among 
ITS families, and 7.1 in the hard-to-
reach segment (Table 2). There were 
also differences based on assistance 
types: cash recipient households were 
on average made up of 6.6 household 
members, versus 7.1 members among 
in-kind recipients and beneficiaries that 
received both types of assistance.23 
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The survey used the Washington Group 
set of questions to identify if, and how 
many of, the beneficiary household 
members have a disability. The questions 
asked the respondents and their family 
members if they have difficulty performing 
basic universal activities, which are the 
six core functional domains, of walking, 
seeing, hearing, cognition, self-care and 
communication.24 

One out of three beneficiary households 
(or 34 per cent) have at least one person 
with (at least one) disability. In total, 7 per 

cent of all household members among the 
winterization beneficiaries have at least 
one disability. For children (below 18 years 
old), the disability rate is 4 per cent, while 
16 per cent of heads of household have a 
disability.  

The most common disability is difficulty 
in walking (4.3 per cent of all household 
members), followed by self-care (1.8 
per cent), communication (1.5 per cent), 
cognition (1.3 per cent), seeing (1.2 per 
cent) and hearing (0.8 per cent). 

Table 2 Average household size by sample group, assistance modality and nationality

Household Size Adults/Children

Number of Households Mean Average number of 
Children per Household

Average number of 
Adults per Household

Sample Type
Host community 170 7.5 4.9 2.7

ITS 198 6 3.5 2.5

Hard-to-reach 54 7.1 4.3 2.8

Modality of Assistance
Cash 300 6.6 4 2.6

In-kind 54 7.1 4.3 2.8

Both 68 7.1 4.5 2.6

Nationality

Syrian 358 6.7 4.1 2.6

Jordanian 58 7.1 4.3 2.8

Palestinian 3 7 4.3 2.7

Iraqi 2 6 2.5 3.5

Sudanese 1 4 2 2

All Samples 422 6.8 4.1 2.6

1.2 Disability
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There were significant differences in 
school enrolment between the target 
groups. In the host community sample, 84 
per cent of children aged between 4 and 
18 years were enrolled in education (Table 
3). This enrolment rate was significantly 
higher than in ITSs, where only 47 per cent 
of children were enrolled. As mentioned in 
the Methodology section, it is important 

to note that the host community sample 
consists of families who have (previously 
or currently) received regular cash 
assistance from UNICEF designed to 
encourage school participation. In total, 7 
out of 10 children aged 4–18 years from 
the winterization beneficiary households 
are enrolled in education. 

1.3 Education

Table 3 School enrolment of children aged 4–18

Number of House-
holds

Number of Children
Age 4–18

% of Children (Age 
4–18) Enrolled in 

Education 

Sample Type
Host community 170 719 84%

ITS 198 499 47%

Hard-to-reach 54 189 80%

Modality of Assistance
Cash 300 987 71%

In-kind 54 191 79%

Both 68 229 59%

All Samples 422 1407 70%
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The ratio of income earners to household 
members was approximately one to 
four. As such, for each income earner in 
a typical beneficiary household, there 
were four members not contributing to 
the household income (also referred to 
as dependents). Or in other words, on 
average, 23 per cent of the household 
members contribute to the household 
income. There is one significant difference 
based on sample type. As expected, there 

is a higher percentage of people – 28 
per cent – per household contributing 
to household income in ITSs, as these 
vulnerable communities often move from 
one location to another to seek livelihood 
opportunities, usually in the agricultural 
sector. Out of all the children in the 
winterization beneficiary households, 
approximately 7 per cent were contributing 
to the household income. 

1.4 Contributing to Household 
Income

Table 4 Number of people contributing to household income

Number of 
Households

Average number 
of people per 

household 
contributing to 

income

% of people 
contributing to 

income

Average number 
of children 

per household 
contributing to 

income

% of children 
contributing to 

income

Sample Type
Host community 170 1.5 20% 0.37 8%

ITS 198 1.3 28% 0.23 8%

Hard-to-reach 54 1.1 18% 0.02 0.4%

Modality of 
Assistance

Cash 300 1.4 24% 0.29 8%

In-kind 54 1.1 18% 0.02 0.4%

Both 68 1.5 24% 0.34 7%

All Samples 422 1.3 23% 0.26 7%
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Chapter 2:
Programmatic Features 
of UNICEF’s Winterization 
Assistance
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2.1 Cash Support

• A substantial seasonal one-time cash 
transfer was provided, of an amount 
within the range of 190 to 315 JOD, 
depending on the household size, and 
established in coordination with other 
humanitarian organizations in the Basic 
Needs Working Group.

• In total, 33,372 individuals, from 5,035 
households, were provided with 
winterization cash assistance during 
November and December 2019. 

• The total amount of winterization cash 
assistance distributed was 1,420,560 
JOD (USD 2,003,615).

• The households that were assisted 
with winterization cash assistance were 
located in host communities and ITSs.  

• Duplication of assistance was avoided 
through coordination with other 
humanitarian organizations in the 
Winterization Task Force, through 
notifying and reserving the cases of 
families an organization wished to cover, 
thereby ensuring that as many vulnerable 
families as possible were covered with 
winterization cash support. 

• On average, beneficiaries received 282 
JOD (USD 398). 

• As can be seen from Figure 6, more 
than half (55 per cent) of the households 
received the maximum amount of 
winterization cash support of 315 JOD. 

As stated previously, UNICEF’s winterization assistance included both cash and in-kind 

support. This section provides some additional information about the assistance provided 

through the two modalities, in terms of average cash support and in-kind items distributed. 

Timeliness of the support, which is critical to adequately prepare vulnerable children and 

families for the winter, and the preferred type of assistance, are also discussed. 

Figure 6 Amount of winterization cash support 
received by households
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• The in-kind winterization assistance 
that was distributed were winter kits 
that included winter clothes and shoes 
for children. 

• In terms of the winter items included, 
different winter kits were provided 
based on the age of the child/children 
assisted. 

• In total, 12,200 winter kits were 
distributed to children between 
October 2019 and March 2020. 

• Most of the winter kits were distributed 
in host communities and ITSs, along 
with 290 kits distributed to children 
in King Abdullah Park (KAP). KAP is a 
refugee camp, mostly composed of 
Palestinian refugees from Syria. 

• Along with direct distribution, UNICEF 
also relied on local NGOs and 
implementing partners to support in the 
distribution of the in-kind winterization 
assistance.

• Table 5 shows which winter items the 
in-kind beneficiaries reported receiving.

2.2 In-kind Assistance

Winter Item Winter shoes Winter jacket Warm trouser Warm sweater Winter gloves

% of in-kind households that 
received at least one of these 
items

89% 86% 80% 71% 66%

If in-kind item received, 
the average number of 
such items received by the 
household

2.9 2.8 3 3 2.9

Table 5 Most frequent winterization in-kind items received, based on survey results

The three winter items that most of the 
households reported receiving were 
winter shoes (89 per cent), winter jacket 
(86 per cent) and warm trouser (80 per 
cent).

The three winter items least received 
by the beneficiaries were thermal set 
(42 per cent), woollen socks (54 per cent) 
and scarf (59 per cent). 
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One of the highly important components 
of winterization assistance is the 
timeliness of the distribution. About 70 per 
cent of rainfall in Jordan occurs between 
November and March,25 and rain is often 
torrential, causing floods, and more so 
in recent years. The average monthly 
temperature also drops sharply from 
November to December, and it remains 
cold until February (see Figure 1). As such, 
for winterization assistance to be effective 
in terms of increasing preparedness for 
the winter season for vulnerable children 
and families, the support should be 
distributed preferably by late November, or 
early December at the latest. 

For the 2019/20 winterization campaign, 
UNICEF distributed the winterization cash 
assistance in November (53 per cent) and 

December (47 per cent) 2019, while the 
winter kits were distributed on a rolling 
basis between October 2019 and March 
2020. 

Some of the extremely vulnerable 
communities that UNICEF supports, 
such as with winterization assistance, 
are not necessarily easy to identify and 
locate. Families in ITSs, for example, often 
move from one location and informal 
settlement to another, seeking livelihood 
opportunities. This is also the case for the 
‘hard-to-reach’ communities, who are – by 
definition – relatively more difficult to first 
locate and target, and thereafter reach 
to provide assistance, which is why the 
in-kind support was distributed on a rolling 
basis over an almost six-month period. 

2.3 Timeliness of Distribution 

Winter Item Woollen hat Scarf Woollen socks Thermal set

% of in-kind households that 
received at least one of these 
items

66% 59% 54% 42%

If in-kind item received, 
the average number of 
such items received by the 
household

2.8 2.6 2.9 2.9
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Asked about the timeliness of the winterization assistance, an 
overwhelming majority of cash recipients – 85 per cent – said that the 
support was provided ‘on time’ (Figure 7). The number was slightly lower 
for the in-kind assistance, where 78 per cent of beneficiaries thought that 
the winter kits were provided ‘on time’. Since, as was mentioned above, 
the in-kind assistance was provided on a rolling basis over an almost six-
month period, this is a surprisingly very positive result, when almost 8 out 
of 10 households thought that the winter kits were distributed on time. 
This perhaps highlights the importance of the support and how much the 
beneficiaries valued the in-kind assistance. 

As can be seen in Figure 8, nine out of ten cash beneficiaries reported 
receiving the assistance in November (44 per cent) and December (45 
per cent). There was also an additional 7 per cent of cash recipients 
that reported receiving the assistance in January, and 3 per cent of 
households that reported receiving the cash assistance in February and 
March. This is somewhat anomalous, as the winterization cash support 
was distributed by UNICEF only in November and December.

Similarly, most in-kind recipients received their assistance in November 
(48 per cent) and December (31 per cent). There were also 15 per cent 
of in-kind beneficiaries that said that they received their assistance in 
January, and the remaining households received their winter kits in 
February (5 per cent) and March (2 per cent). 
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Figure 7 Timeliness of the winterization assistance provided
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Since 89 per cent of households received their cash support in either November or 
December, compared to 79 per cent for in-kind beneficiaries, that could explain the 
slightly higher percentage of in-kind households that perceived that the assistance was 
distributed too late (22 per cent) compared to beneficiaries that received winterization 
cash support (14 per cent). 

It should be noted that responses regarding timeliness could have been subjected to 
two confounding factors. The first is memory bias. Interviews occurred a few months 
after distribution of winterization assistance and some beneficiaries were likely to have 
forgotten the specific month they received the support. The second factor involved issues 
with the biometric authentication (iris scanning) or ATM, where authentication problems 
delayed receipt of cash assistance. In fact, as will be shown below, more than 30 per 
cent of beneficiaries made more than one trip to the ATM.   

Figure 8 Assistance by month, based on survey data
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As mentioned in the Introduction, 
one of the goals of this report is to 
acquire insights into potential areas for 
improvement through the lessons learned 
and recommendations obtained, ensuring 
that feedback and the preferences 
expressed by the beneficiaries are 
adequately incorporated into future 
winterization programming. 

Cash Transfer Programming (CTP) enables 
beneficiaries to make their own dignified 
choices on how to best meet their basic 
needs. The volume of humanitarian Cash 
and Voucher Assistance (CVA) has been 
increasing substantially and consistently 
since 2015, reaching a record 4.7 billion 
USD in 2018, where 2.8 billion USD was 
distributed by UN agencies, with a clear 
preference for cash (78 per cent) over 
vouchers (22 per cent).26 In Jordan, the 

use of CVA is relatively common, as the 
value of cash transfer programming, 
as a proportion of total humanitarian 
assistance, is 28 per cent,27 compared to 
10.3 per cent globally.28 

Similarly, the results from this post-
distribution monitoring survey show that 
the overwhelming majority of households 
prefer cash. More than 9 out of 10 
winterization beneficiaries prefer cash 
(93 per cent) over in-kind (1 per cent) 
assistance, while the remaining 6 per cent 
had no preference (Figure 9).

Even among only in-kind winterization 
beneficiaries, 7 out of 10 respondents 
reported that they preferred cash, with 
only 7 per cent preferring in-kind, and 
the remaining 22 per cent having no 
preference (Figure 10).

2.4 Preferred Type of Assistance

Figure 9
Preferred type of assistance

Figure 10 Preferred type of assistance, by current modality
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Presented 
with 
different channels through which they 
can collect their cash assistance, half 
of the respondents preferred biometric 
authentication, by scanning their iris, 
which is the most common cash delivery 
modality for registered Syrian refugees 
in Jordan. The biometric authentication 
modality (iris scan) is only available for 
Syrian refugees registered with UNHCR 
Jordan. 

For other nationalities, including Jordanian 
beneficiaries, they can withdraw their 
cash support through Automated Teller 
Machine (ATM) cards, within a pre-defined 
period (usually around two weeks). Syrian 
refugees who either have an issue with 
their iris, a physical impairment that 
restrict them from reaching an ATM, or 
any other justifiable reason where the 
designated cash collector cannot withdraw 
the cash assistance using iris scan, can 
also receive ATM cards to withdraw their 
assistance.

For UNICEF’s 2019/20 
winterization cash assistance 

programme, 86 per cent of 
beneficiaries received and withdrew 
their cash support through iris scan, 
which was expected as 88 per cent of 
the winterization cash beneficiaries are 
Syrians, while the remaining 14 per cent 
withdrew their assistance through ATM 
cards.

While 86 per cent of UNICEF’s winter-
ization cash beneficiaries received their 
cash support through iris scan, only 50 
per cent prefer this delivery method, 
which indicates that there appears to 
be a large number (at least 36 per cent) 
of winterization cash beneficiaries that 
prefer another cash delivery modality. On 
the other hand, while only 14 per cent of 
winterization cash recipients received their 
assistance through ATM cards, there is a 
higher percentage of beneficiaries (21 per 
cent) that prefer this method of receiving 
cash support. Surprisingly, 1 out of 4 
winterization cash recipients reported not 
having any preference for how to receive 
and withdraw their cash assistance (Figure 
11).

Figure 11

Preferred cash delivery modality
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w

The distribution of winterization assistance, and the purpose of the support, 
is known by many of the vulnerable populations in Jordan, especially 
among Syrian refugees, evident by the high number of people contacting 
humanitarian organizations enquiring about the assistance in the months 
prior to winter. 

Results from the post-distribution monitoring survey indicate that UNICEF 
was successful in providing information and creating awareness about the 
purpose of the winterization assistance, especially among cash recipients: 
almost 9 out of 10 beneficiaries said that they were notified of the purpose 
of the cash support (Figure 12). Among in-kind beneficiaries, 61 per cent 
reported that they were notified about the purpose of the assistance. 

However, as the in-kind assistance distributed by UNICEF was a winter kit 
containing winter clothes and shoes for children, it would have been relatively 
self-evident what the purpose of the in-kind assistance was, compared to 

This section focuses on the beneficiaries’ awareness about the 
winterization assistance, asking whether they were notified of the 
assistance, through which communication channels, and if the 
information provided was clear and sufficient. The section also 
analyses the different modalities and processes of collecting and 
retrieving the winterization assistance, for both cash and in-kind 
beneficiaries, enquiring about the means of transportation and time 
to reach the distribution site (in-kind) or bank ATM (cash), along with 
potential transportation costs and waiting times, and how informed 
the beneficiaries were on the process of collecting the support. The 
last part asks households about any challenges they might have 
encountered while retrieving the winterization assistance, with 
more detailed problems outlined for cash beneficiaries that withdrew 
their assistance through biometric authentication. 

Chapter 3:
Distribution of 
Winterization 
Assistance

3.1 Awareness about Winterization Assistance
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the cash support, which is a substantial one-time transfer 
that supports the winter needs of the whole family, with 
a specific focus for UNICEF on protecting vulnerable 
children during the winter conditions. 

Another possible explanation could be the different 
primary communication tool(s) used for providing 
information about the purpose of the winterization 
support, based on the type of assistance distributed (cash 
or in-kind), and the effectiveness of such communication 
tool(s). While the majority (82 per cent) of cash recipients 
received information about the winterization assistance 
through Short Message Service (SMS), compared to 4 
per cent among in-kind beneficiaries, most (44 per cent) 
of the in-kind recipients received information about the 
winterization assistance through their school; this was 
expected as the winter kits were distributed at schools 
for some of the ‘hard-to-reach’ communities, with an 
additional 34 per cent of in-kind recipients receiving 
information through phone/voice calls (Figure 13). 

The overwhelming majority of both cash and in-kind 
beneficiaries said that the information they received about 

the winterization assistance was ‘clear and 
sufficient’, especially among cash recipients 
(99 per cent), whereas the number was 
slightly lower for in-kind assistance recipients 
at 89 per cent, which could again be explained 
by the two reasons discussed above.
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To collect and withdraw the cash 
assistance within the predefined period of 
two weeks, beneficiaries had to commute 
to a Cairo Amman Bank (CAB) ATM, which 
is the contracted bank used by UNICEF 
through the Common Cash Facility 
(CCF).29 Almost 4 out of 10 cash recipients 
reached the cash withdrawal point using 
public transportation (by bus). An additional 
37 per cent of cash beneficiaries used 
taxi, followed by walking (17 per cent) and 
private car (7 per cent). 

More than half of in-kind recipients (52 
per cent) walked to the distribution site 
to receive their winter kit(s). Walking was 
at least three times more prevalent than 
any other mean of transport, perhaps 
indicating that in-kind distribution occurred 
within a relatively closer vicinity and 

walking distance for the beneficiaries. An 
additional 16 per cent of households that 
received in-kind winterization assistance 
used the bus to reach the distribution 
site, followed by private car (14 per cent) 
and taxi (13 per cent), while 5 per cent 
of beneficiaries received the winter kits 
either at home or at school. For cash 
recipients, 1 out of 3 beneficiaries took 
between 30 minutes to 1 hour to reach 
the CAB ATM to withdraw their cash 
assistance, while 28 per cent had to use 
more than 1 hour. Almost 4 out of 10 cash 
beneficiaries took less than 30 minutes 
to reach the collection point for their cash 
support. 

Households that received in-kind 
assistance on average took relatively less 
time to reach the distribution point to 

3.2 Collecting Winterization Assistance

Modality of assistance

Cash In-kind

Means of transport

Bus 39% 16%

Taxi 37% 13%

On foot 17% 52%

Private car 7% 14%

Received at home/school - 5%

Table 6 Means of transport used to collect winterization assistance
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collect the winter kits for children, with 
almost 2 out of 3 beneficiaries taking less 
than 15 minutes. An additional 24 per 
cent of in-kind recipients took between 
15 to 30 minutes, while only 10 per cent 
of households used more than 1 hour to 
reach the distribution site. 

These two findings – means of transport 
and time required to reach the distribution 
site or bank ATM – and the differences 
between cash and in-kind beneficiaries, 
are reflected in the varying transportation 
costs. Since 52 per cent of in-kind 
recipients walked to the distribution site 
to collect their winter kits, they did not 
pay any transportation costs, while this 
is also the case for 17 per cent of cash 
beneficiaries. Forty-three per cent of cash 
recipients payed less than 5 JOD to reach 
the cash withdrawal point, compared 
to 34 per cent for in-kind recipients to 
reach the distribution site. However, 39 
per cent of households that received 
cash support payed more than 5 JOD 
to reach a CAB ATM to withdraw their 

assistance, compared to 7 per cent of in-
kind beneficiaries (to reach the distribution 
site). 

There are significant differences between 
beneficiaries in the three governorates 
of Mafraq, Irbid, and Amman, in terms of 
travel time to a cash withdrawal point. In 
Mafraq, 56 per cent of cash beneficiaries 
said that they spent at least 45 minutes 
or more to reach a CAB ATM to withdraw 
their cash support, compared to 41 per 
cent in Irbid, and only 27 per cent in 
Amman, which is because of the variance 
in the numbers and distribution of CAB 
ATMs in these three governorates, with 
the capital Amman having a higher number 
of such ATMs throughout the governorate.

The relatively high transportation costs for 
reaching the bank ATM to retrieve the cash 
support implies that beneficiaries would 
want to limit the number of trips. Since 
beneficiaries have to withdraw their cash 
assistance all at once, within a predefined 
period usually of two weeks, the results, 

Modality of assistance

Cash In-kind

Time to reach collection point

Less than 15 minutes 13% 64%

15 to 30 minutes 26% 24%

30 minutes to 1 hour 33% 6%

More than 1 hour 28% 4%

Don’t remember 0.3% 2%

Table 7 Time to reach distribution site (in-kind) or bank ATM (cash)
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ideally, should show that assistance recipients only had to make one trip to the ATM to 
retrieve their cash support; for 69 per cent of the cash beneficiaries, this was indeed 
the case. However, 32 per cent of cash recipients had to make more than one trip to 
the bank ATM to collect their winterization assistance, which implies that some of the 
cash beneficiaries faced challenges to withdraw their cash support the first time. Figure 
15 shows that 22 per cent of cash recipients reported encountering problems while 
withdrawing or collecting the winterization assistance.

Modality of assistance

Cash In-kind

Transportation cost to 
collect assistance

No cost 17% 52%

Less than 1 JOD 11% 13%

Between 1 to 2 JOD 12% 5%

Between 2 to 5 JOD 20% 16%

More than 5 JOD 39% 7%

Don’t remember 0.5% 7%

Table 8 Transportation costs to collect winterization assistance

Modality of assistance

Cash In-kind

Number of visits to distribution 
site/ATM to collect winteriza-
tion assistance

One time only 69% 100%

2 to 3 times 27% -

4 or more times 5% -

Table 9 Number of visits to collection point to receive assistance
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Modality of assistance

Cash In-kind

Waiting times at the ATM 
(cash) or distribution site (in-
kind) to collect assistance

Less than 30 minutes 56% 64%

30 minutes to 1 hour 18% 18%

1 to 2 hours 14% 9%

2 to 3 hours 6% 2%

More than 3 hours 6% 1%

Don’t remember 0.3% 7%

Table 10 Waiting times at collection of winterization assistance

The majority of both cash (56 per cent) and in-kind (64 per cent) beneficiaries spent less 
than 30 minutes waiting to retrieve their assistance at either the bank ATM or distribution 
site, respectively. An additional 18 per cent, for both cash and in-kind beneficiaries, spent 
30 minutes to 1 hour waiting to collect their winterization support. One out of 4 cash 
beneficiaries, and 12 per cent of in-kind beneficiaries, had to wait more than 1 hour. 
Unfortunately, 6 per cent of cash recipients had to wait more than 3 hours at the ATM to 
retrieve their winterization support, while an additional 6 per cent had to wait between 2 
to 3 hours. 

Nineteen out of twenty cash beneficiaries 
said that they were provided with the 
necessary information and steps on how 
to collect the winterization assistance 
at the ATM, either through biometric 
authentication (iris scan) or a bank 
card. This finding could be explained 
by the fact that three quarters of the 
cash recipients (76 per cent) reported 
that they had prior experience with 
withdrawing cash assistance from the 

ATM. This was expected, as most of 
the winterization cash beneficiaries are 
either current or previous beneficiaries of 
UNICEF’s monthly recurrent cash transfer 
programme (‘Hajati’), which provides cash 
support to children of vulnerable families 
to increase their school participation. 
Among in-kind beneficiaries, 7 out of 10 
households said that they were provided 
with the necessary information and steps 
on how to collect their winter kit(s). 
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Modality of assistance

Cash In-kind

Provided with the necessary 
information to retrieve win-
terization assistance

Yes 95% 70%

No 5% 30%

Table 11 Informed of how to collect winterization assistance

Asked if they faced problems retrieving or claiming their assistance, only 
1 per cent of in-kind beneficiaries reported any problem. The number was 
significantly higher for cash recipients, where 22 per cent of households 
faced a problem while collecting their winterization cash support. 

Among the 22 per cent of cash beneficiaries who faced a problem while 
collecting their assistance, the majority (75 per cent) said that they 
had to scan their eye multiple times before they obtained a positive 
identification. This was by far the most frequent challenge, occurring 
more than all of the other problems combined (Table 12). While most 
of the challenges were for cash beneficiaries that used biometric 
authentication (iris scan) to collect their winterization assistance (21 per 
cent), which was expected as 86 per cent of cash beneficiaries withdrew 
their cash support through iris scan, there was almost 1 per cent of cash 
beneficiaries that faced a challenge while withdrawing their assistance 
using ATM card, which was either because they did not know how to use 
the ATM machine (0.67 per cent) or because they forgot or lost their PIN 
code (0.33 per cent).

0% 20% 40% 60% 80% 100%

Yes
22%

No

1%

78%

99%

Figure 15

Problems encountered while collecting 
winterization assistance

Cash In-Kind

Multiple attempts to scan the iris before positive identification 75%
ATM machine was out of service 12%
Long queue to reach the ATM 12%
ATM did not recognize iris 9%
Did not know how to use the iris scan at the ATM 4%
Received error message from ATM after scanning iris 3%
Head of household/designated cash collector was not available/not 
able to go to the ATM to collect assistance 1%

Table 12 Challenges for cash recipients collecting their winterization assistance 
through biometric authentication (iris scan)

Did you face any problems collecting the 
winterization assistance?
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This section analyses the use of the winterization assistance provided by 
UNICEF, both for cash and in-kind assistance. Beneficiaries that received 
cash support were asked whether they had spent the assistance, and if yes, 
what they spent the cash on in terms of different expenditure groups. In-kind 
recipients were asked whether they were currently using the winter items they 
received, and if not, what they had done with them. Both types of beneficiaries 
(cash and in-kind) were also asked about household dynamics and decision-
making, and if the assistance received affected their relationships with other 
community members.

Chapter 4:
Use of Winterization 
Assistance

While the cash or monetized assistance 
is based on an in-kind standard package, 
established and agreed collectively by 
the Winterization Task Force members 
under the Basic Needs Working Group, 
it is to be expected, and also acceptable 
and sometimes necessary for vulnerable 
populations, based on previous evidence, 
that they spend part of their winterization 
cash assistance on what they identify to 
be their most essential needs during the 
winter season. Previous evidence shows 
that families prepare for the winter prior 
to receiving the winterization assistance, 
for example by buying goods on informal 
credit, thereby accumulating debt, which 
part of the cash assistance is used to 
repay.30   

At the time of the survey, which was 
between March and April 2020, almost all 
(97 per cent) of the respondents reported 
that they had spent the winterization cash 
assistance that was provided by UNICEF. 
The remaining 3 per cent of beneficiaries 

stated that they had partially used the cash 
support. 

Beneficiaries were asked how they spent 
their winterization cash assistance. More 
than 4 out of 10 households spent part 
of their assistance on winter clothes 
and shoes. Approximately half of the 

4.1 Cash Support

Figure 16 Winterization cash assistance spent

PARTIALLY

YES

NO

3%

97%

0%

 Have you spent the winterization cash assistance 
you received?
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households used part of their cash support on food, 
while almost 1 in 3 beneficiaries also spent some 
of their assistance on accommodation. Households 
also used (part of) their cash support on basic 
social services, such as healthcare/medicine (29 
per cent) and education (10 per cent). One out of 
four beneficiaries partially spent their assistance on 
debt repayment, which was expected, as explained 
above, as many families prepare for the winter prior 
to receiving the assistance. Many of the households 
also used some of their winterization cash assistance 
on gas refills (26 per cent), cylinders (12 per cent) 
and heaters (12 per cent), along with other heating 
devices or equipment such as  kerosene heaters/
refills (9 per cent)  and firewood heaters (6 per cent). 

From Table 13 in the section on protection and 
accountability to  affected populations, we can 
see that the third most frequent challenge faced 

42%

31%

26%

48%Food

Winter 
clothes/shoes

Rent/ 
accommodaion

Medical 
Expenses

25%

12%

12%

Debt  repayment

29%

Gas refill(s)

Gas Cylinder(s)

Gas Heater(s)

Education-related 
expenses

9%

10%

Kerosene 
heater/refill

6%

5%

4%

Blanket

Firewood Heater

Bills

3%Transportation

2%Housing repairs

10%Other

Figure 17 Use of winterization cash assistance, by 
expenditure groups

Figure 18 Household dynamics – decision-making in 
terms of winterization cash assistance
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in-law
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How did you use the winterization cash assistance you received?(% of 
households)

Who in your household was responsible for deciding how to 
spend the winterization cash assistance?
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by beneficiaries after receiving the 
winterization assistance was conflict 
within the household about how to 
use the cash support (14 per cent 
of beneficiaries). When calculated as 
a percentage of those households that 
received cash support, rather than of the 
percentage of beneficiaries who reported 
a challenge after receiving the assistance, the 
proportion was approximately 4 per cent. Figure 19 
shows that in approximately 1 out of 10 households 
there were some disagreement about the use of the 
winterization cash support, but in most of the cases 
where there was disagreement (11 per cent) the 
households members came to an agreement, while 
in 1 per cent of the cases the household disagreed 
a lot. 

For the vast majority of beneficiaries (82 per cent), 
the winterization cash assistance did not impact their 
relationships with the community or its members. 
For 3 per cent of the households, receiving the cash 
support actually decreased tension with community 
members. However, in 15 per cent of the cases, 
the beneficiaries receiving cash assistance faced 
increased tensions with other community members 
(Figure 20). The reason(s) for the increased tension 
after receiving the winterization assistance can be 
seen in Table 13 in the section on protection and 
accountability to affected populations.

Figure 19

Disagreement in the household about the 
use of cash support

Figure 20 Relationship with community members 
after receiving cash assistance
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At the time of the survey (March and April 2020), almost 
everyone – 19 out of 20 beneficiaries – reported using or 
having used all or some of the winterization in-kind items 
they received. The few winter items that were partially 
used or not used, resulted from the receipt of winter kits 
that were of the wrong size or not needed. There were 
also a few households that reported giving away some (7 
per cent) or all (2 per cent) of the winter items, while 4 per 
cent of beneficiaries exchanged them for other items. A 
very small number of beneficiaries threw away the winter 
items (2 per cent) or sold them (0.8 per cent). 

4.2 In-kind  Assistance

Figure 21 Use of in-kind winterization assistance
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The majority of beneficiaries (7 out of 10) said that the 
head of the household was responsible for deciding 
how to use the in-kind winterization assistance, but 
more than half of the households (56 per cent) also 
reported that the spouse was also involved in the 
decision-making, along with the children in 6 per cent 
of the cases.   

Similarly, for the in-kind beneficiaries, 97 per cent 
reported that receiving the winter kits did not change 
or impact their relationships with the community or 
its members. In 1 per cent of the cases, receiving 
the in-kind support actually decreased tensions, while 
only for 2 per cent of the beneficiaries did it actually 
increase tensions with other community members

. 

Figure 22 Decision-making responsibility for use 
of in-kind assistance
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Figure 23 Relationship with community members 
after receiving in-kind assistance
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Chapter 5 
Protection and Accountability 
to Affected Populations
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of the respondents said that 
they didn’t feel unsafe, at risk 
or threatened at any stage in 
the process of receiving and 
collecting the winterization 
assistance

98%

 

5.1 Concerns During or 
After Collecting Assistance 

When beneficiaries were asked if they felt 
unsafe, at risk or threatened at any stage in 
the process of receiving and collecting the 
winterization assistance, 98 per cent of the 
respondents said no. However, there were 8 
respondents (or 2 per cent), who were cash 
recipients, that reported feeling unsafe or at 
risk either after receiving the cash support (4 
households), at the ATM (2 households), or 
on the journey back home from the bank (2 
households).

None of the winterization beneficiaries 
said that they were asked to pay money 
or services to any person or group during 
the process of receiving and collecting the 
winterization assistance. 

There was also a specific question to the 
respondents about whether they faced any 
issues after receiving the assistance. In total, 
17 per cent of the surveyed winterization 
beneficiaries (or 73 households) reported 
a challenge of some kind after receiving 
the winterization support. Among in-kind 
beneficiaries, this was only 2 per cent. 
However, for cash recipients, 1 out of 5 
households said that they did indeed face 
any challenges after receiving the cash 
support.

This section analyses the key findings with regard to protection and accountability to 

affected populations, focusing on concerns and challenges that beneficiaries might 

have faced during or after collecting the winterization assistance, along with potential 

grievances and reporting channels to share such grievances, including response by and 

communication with UNICEF, including through UNICEF’s helpline.   

Figure 24 Beneficiary safety during process of 
receiving assistance

Did you feel unsafe, at risk or threatened 
during any stage in the process of receiving the 
assistance?
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Figure 25 Challenges after receiving the winterization assistance

Did you face any challenges after receiving the assistance?

Cash In-Kind Both

Based on previous post-distribution 
monitoring surveys of winterization 
assistance in Jordan,31 we know that 
households that receive winter cash support 
usually face some challenges afterwards, 
often from informal lenders (such as local 
store owners) asking for repayment of 
debts, or from landowners increasing the 
rent for accommodation. 

Indeed, the results from this PDM survey 
shows that the most frequent challenge 
(49 per cent of the cases) was from people 
asking the winterization beneficiaries to 
repay their debts or loans. The second 
most frequent challenge, although half as 
common as the first challenge, was the 
threat of eviction (23 per cent), usually as a 
consequence of the landowner knowing that 
the beneficiary has received winterization 
cash support – a substantial one-time cash 

transfer – and therefore threatens to evict 
them unless they pay more rent for their 
accommodation, even though only 1 per 
cent said that rent had increased. 

The third most common challenge (at 14 
per cent) concerned household dynamics: 
conflict regarding how to use the cash 
support. Eight per cent of beneficiaries 
reported ‘embarrassment in the community’ 
after receiving the winterization assistance, 
perhaps due to the social stigma of receiving 
humanitarian support. 
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Figure 26 Awareness of reporting channels and the process of sharing complaints/feedback

Do you know how you can share complaints and feedback on the winterization assistance you received?

Cash In-Kind Both

People asked for repayment of debts/loans 49%
Threats of eviction 23%
Conflict within the household about how to use the cash 14%
Embarrassment in the community 8%
Eviction from home 2%
Cost of rent increased 1%
Conflict with neighbours who did not receive cash 1%
Claiming the amount of unpaid rent 1%

Table 13 Types of challenge faced by beneficiaries after receiving assistance (17 per 
cent of total households, or 73 respondents)

5.2 Grievances

Most of the beneficiaries did not know how they could share complaints and feedback 
with regard to the winterization assistance they received. Among cash recipients, 4 out 10 
households were aware about the reporting channels and the process for sharing complaints 
and feedback, while this was only the case for 13 per cent of in-kind beneficiaries. For 
households that received both cash and in-kind winterization assistance, almost one third 
knew how to share complaints and feedback in relation to the winter support with which they 
were provided. 
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Among the 36 per cent of total winterization 
beneficiaries who were aware about how to 
lodge a complaint or share feedback, none of 
the in-kind beneficiaries actually did so, while 
5 per cent of households that received both 
types of winterization assistance shared 

either a complaint or feedback. The highest 
percentage is among cash recipients, where 
18 per cent of the beneficiaries that received 
cash support and knew how to provide a 
complaint or feedback, actually did so. 

Out of the 5.5 per cent, or 23 surveyed 
respondents, of winterization beneficiaries 
that shared their complaint or feedback in 
relation to the provided winter support, the 
majority (87 per cent) received an answer to 
their complaint or feedback. 

Out of the 4.7 per cent of total winterization 
beneficiaries that raised a complaint or 
provided feedback, and thereafter received 
an answer, 90 per cent of these households 
were satisfied with the resolution or 
response (18 out 20 surveyed respondents). 
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Figure 27 Reported a complaint or shared feedback (36 per cent 
of beneficiaries, or 150 respondents)

If yes, have you reported a complaint/provided feedback?

Cash In-Kind Both

Figure 28

Figure 29

Received answer to complaint/
feedback (5.5 per cent of 

beneficiaries, or 23 respondents)

Satisfied with resolution/
response to complaint/feedback 

(4.7 per cent of beneficiaries, or 
20 respondents)

If yes, did you receive an answer 
to your complaint/feedback?

If yes, were you satisfied with 
the resolution/response?
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Figure 30 Contacted the UNICEF helpline

Cash In-Kind Both

5.3 UNICEF Helpline
The helpline is a call service provided by UNICEF for beneficiaries to be able to easily contact 
and communicate any questions, concerns, feedback or complaints they might have. 

Three out of ten households that received winterization cash assistance contacted the 
UNICEF helpline, compared with only 2 per cent of the in-kind beneficiaries (Figure 30). 
However, this difference might be because households that received winterization cash 
assistance are either current or previous beneficiaries of UNICEF’s monthly recurrent cash 
for education transfer programme (‘Hajati’), and were thus most likely to be familiar with the 
UNICEF helpline prior to receiving the winterization assistance.

In total, 26 per cent of winterization 
beneficiaries contacted the UNICEF helpline. 
The most common reason for households to 
contact UNICEF’s helpline was to check their 
status (43 per cent), followed by: appealing 
for assistance (22 per cent), and enquiring 
about the delivery date (20 per cent). 

Seven per cent of the 111 respondents that 
contacted the UNICEF helpline reported 
that they had complained, followed by 2 per 
cent each that enquired about the ATM card, 
the amount, or biometric authentication (iris 
scan). 



KEEPING CHILDREN WARM: UNICEF’S 2019-20 WINTERIZATION ASSISTANCE49

22%

43%

20%

2%

Check Status

Appeal for 
assistance

Enquire delivery 
date

Complain

2%

2%

Enquire amount

7%

ATM card enquiries

Enquiring about 
iris scan

0.8%
Enquiring about other 

assistance

0.8%Check for top-ups

Figure 31

Figure 32

Reasons for contacting the UNICEF helpline (26 per cent of 
winterization beneficiaries, 111 respondents)

Response received from the UNICEF helpline (26 per cent of 
winterization beneficiaries, 111 respondents)

Reasons for contacting UNICEF’s helpline

Response received from UNICEF helpline 
Almost three quarters of the beneficiaries who contacted 
the UNICEF helpline spoke with a call centre operator, 
while the remaining 26 per cent received their response 
through the automated answering service (Interactive Voice 
Response – IVR). 
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Figure 33

Figure 34

Messaging provided by UNICEF helpline (26 per cent of 
winterization beneficiaries, 111 respondents)

Respectful treatment by staff

UNICEF staff

Helpline staff

Bank staff

Was the messaging 
provided by UNICEF 
helpline clear?

 In your opinion, were you 
treated respectfully by:

Among the 26 per cent of winterization 
beneficiaries that contacted the UNICEF 
helpline, more than 9 out of 10 households 
found the messaging provided by the 
helpline to be clear. 

When disaggregating this finding by the 
response method (operator or automated 
answering service), there was a clear 

difference in the user experience. For 
beneficiaries that received their response 
and communicated with a call centre 
operator, 98 per cent reported that the 
information they received was clear, while 
this was only the case for 76 per cent of 
households that received their response 
from the UNICEF helpline through an 
automated answering service.

The last question on protection and accountability to affected populations asked the 
respondents whether they were treated respectfully by different staff. All (100 per cent) of 
the beneficiaries said that they were indeed treated respectfully both by the UNICEF and the 
helpline staff. There were 3 per cent of households that reported being treated poorly by the 
bank staff while withdrawing or collecting their winterization cash support. 
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This section assesses the perceived contribution of the 
winterization assistance, both cash and in-kind, in terms of 
increased preparedness of beneficiaries for the winter.  

Both cash and in-kind beneficiaries reported a significant improvement 
in the preparedness of their children for the winter after receiving the 
winterization assistance from UNICEF. Among cash recipients, before the 
winterization assistance, only 1 per cent of beneficiaries said that their 
children’s preparedness for the winter was ‘good’ or ‘very good’, and after the 
winterization assistance was provided by UNICEF, this had increased to 39 
per cent. 

On the other hand, the number of households that reported that the 
preparedness of their children for the winter was ‘poor’ decreased from 71 
per cent before the winterization assistance to 8 per cent after receiving the 
winter support. 

A similar level of improvement can also be found among households that 
received in-kind winterization assistance. Before the winter kits were 
distributed, 14 per cent of beneficiaries reported their children’s preparedness 
for the winter as ‘good’ or ‘very good’. After the winter support was provided 
by UNICEF, this had increased to 59 per cent. Similarly, ‘poor’ preparedness 
for the winter among children that received in-kind assistance decreased 
from 54 per cent before receiving the winter kits to 6 per cent after receiving 
the winter kits. 

More than half of both cash (57 per cent) and in-kind (54 per cent) 
beneficiaries said that the winterization assistance moderately improved 
their living conditions during the winter, with an additional 15 per cent of 
households reporting ‘significant’ improvement. On the question of living 
conditions, 24 per cent and 21 per cent of cash and in-kind recipients, 
respectively, said that the winterization support slightly improved their living 
conditions during the winter. 
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Figure 35

Figure 36

 Preparedness of children for winter before and 
after receiving cash support (households with no 
children excluded)

Preparedness of children for winter before and 
after receiving in-kind assistance

Before After

Chapter 6:
Perceived Contribution of 
Assistance towards Increasing 
Preparedness for the Winter
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Asked whether they were generally satisfied with the winterization assistance provided 
by UNICEF, the overwhelming majority (89 per cent) of all winterization beneficiaries, 
both cash and in-kind, were either ‘satisfied’ or ‘very satisfied’. 
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Approximately 76 per cent and 67 per 
cent of cash and in-kind beneficiaries, 
respectively, reported that the winterization 
assistance they received was either 
sufficient or partially sufficient to meet their 
household’s basic needs for the winter.

For the 72 per cent and 67 per cent of cash 
and in-kind beneficiaries, respectively, that 

said that the winterization assistance was 
either partially sufficient or insufficient to 
meet their household’s basic needs during 
the winter, the most frequent winter need 
that remained unmet for these households, 
even after receiving the winter support, was 
winter clothes (43 per cent), followed by 
blankets (27 per cent), heater (24 per cent), 
and gas cylinder (18 per cent).

This section analyses whether the provided winterization assistance was sufficient to meet the household’s 
basic needs for the winter, and if not, what kind of remaining winter needs beneficiaries have, and what 
coping mechanisms they had to subsequently adopt. 

24
%
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% 33
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33
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%

Figure 39 Sufficiency of winterization assistance to meet household’s basic needs for winter

Cash In-Kind

Chapter 7:
Remaining Winter
Needs and Coping 
Mechanisms
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The beneficiaries that reported that the 
winterization support was either partially 
sufficient or insufficient to meet their 
household’s basic needs during the winter 
were asked another follow-up question 
regarding the coping mechanisms that 
these households had to adopt to meet 
their remaining, unmet winter needs. Table 
14 shows the five most frequent coping 
mechanisms. Thirty per cent of these 

beneficiaries said that they were not able to 
meet all the household needs for the winter. 
Almost 1 out of 4 households reported 
borrowing money from family, friends or 
acquaintances (23 per cent), followed by 
purchasing items on informal credit (7 per 
cent), borrowing items from family or friends 
(5 per cent), and reducing expenses on food 
or non-food items (4 per cent). 

Modality of assistance

Coping mechanism Cash In-kind Both

Was not able to meet all the 
household’s needs for winter

31% 35% 21% 30%

Borrowed money from family, 
friends or acquaintances

23% 9% 29% 23%

Purchased items on (informal) 
credit

9% 4% 3% 7%

Borrowed items from family and/
or friends

5% 4% 6% 5%

Reduced expenses on food or 
non-food items

5% 4% 2% 4%

Winter Clothes Blanket Heater Gas Cylinder Winter shoes

43% 27% 24% 18% 8%
Fuels Housing 

Repairs
Home 
Furniture

Winter accesso-
ries 

Firewood heater

6% 6% 5% 4% 2%

Figure 40 Unmet winter needs, even after receiving winterization assistance (72 
per cent of cash recipients, 67 per cent of in-kind beneficiaries)

Table 14  Five most frequent coping mechanisms to fulfil remaining, unmet winter needs (72 
per cent of cash recipients, 67 per cent of in-kind beneficiaries)
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As stated in the Introduction, the main goal of this report was 
to assess whether the winterization assistance provided by 
UNICEF, both cash and in-kind, was effective in supporting 
the intended objective of increasing the preparedness of 
vulnerable children and families for the winter season, while also 
providing insights into potential areas of improvement for future 
winterization programming, through the lessons learned and the 
recommendations obtained.

The results showed that beneficiaries reported a significant 
improvement in the preparedness of their children for the winter 
after receiving the winterization assistance from UNICEF. Among 
cash recipients, before the winterization assistance, only 1 per 
cent of beneficiaries said that their children’s preparedness for 
the winter was ‘good’ or ‘very good’, and after the winterization 
assistance was provided, this had increased to 39 per cent. 
Similarly, for in-kind beneficiaries, children’s winter preparedness 
increased from 14 per cent before to 59 per cent after receiving the 
winter kits.

A majority of both cash and in-kind recipients, at 85 per cent and 
78 per cent respectively, reported that the winter support was 
provided ‘on time’. Similarly, the overwhelming majority of the 
households also said that the information they received about the 
winterization assistance was ‘clear and sufficient’, especially among 
cash recipients at 99 per cent, but also among in-kind beneficiaries 
at 89 per cent.

At the time of the survey, almost all (97 per cent) of the cash 
beneficiaries reported that they had spent the winter cash 
support that was provided by UNICEF. The remaining 3 per cent of 
households stated that they had partially used the winterization 
assistance. Almost everyone – 19 out of 20 beneficiaries – reported 
using all or some of the winterization in-kind items they received.

Overall, almost 9 out of 10 winterization beneficiaries (89 per cent) 
were either ‘satisfied’ or ‘very satisfied’ with the winterization 
assistance provided by UNICEF. 

Conclusion
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Through the implementation of the 2019/20 cash and in-
kind winterization programmes, UNICEF Jordan learned 
valuable lessons and acquired recommendations for 
future winterization programming that aims to increase 
preparedness for vulnerable children and their families 
for the winter. Three specific recommendations are 
outlined below. 

a.    Preference for cash. The results showed that the 
overwhelming majority of winterization beneficiaries 
preferred cash (93 per cent) over in-kind (1 per 
cent) assistance. Even among exclusively in-kind 
winterization beneficiaries, 70 per cent of households 
reported that they prefer cash, with only 7 per 
cent preferring in-kind assistance. Cash transfer 
enables beneficiaries to make their own dignified 
choices on how to best meet their basic needs, also 
during the winter. Jordan has a strong banking 
infrastructure, broad coverage, and relatively easy 
access, along with favourable transfer costs that 
UNICEF gets through the Common Cash Facility (a 
joint cash delivery platform used by UN agencies 
and NGOs to deliver cash support to beneficiaries 
in host communities); these factors combine to 
make cash transfer programming preferred by many 
beneficiaries and organizations.

b.   Reduce waiting or queuing time for beneficiaries 
at the ATM to withdraw their winterization 
cash support. While more than half of the cash 
beneficiaries had to wait less than 30 minutes to 
withdraw their cash assistance at the ATM (56 per 
cent), along with an additional 18 per cent that had 
to wait between 30 minutes to 1 hour, every 1 out 
of 4 cash beneficiaries had to wait more than an 
hour, with 12 per cent having to wait more than 2 

hours. Even though all of the winterization cash 
beneficiaries did not receive their cash support at 
the same time, or even in the same month, UNICEF 
should be more cognisant about ‘staggering’ the 
winterization payments; they should also coordinate 
more with other agencies and humanitarian 
organizations in the Winterization Task Force that 
provide cash support during the same time period 
and in the same location(s), to avoid too much 
crowding, and subsequently waiting times, at the 
ATMs. 

c.    Increase awareness about reporting channels and 
the process for beneficiaries to share feedback 
and complaints. While 87 per cent of winterization 
beneficiaries that shared feedback or complaints 
received a response, and for the households that 
received a response, 90 per cent were satisfied with 
the resolution or response, too few beneficiaries 
actually know how they can share complaints and 
feedback relating to the winterization assistance 
they received. Among cash recipients, 4 out 10 
households were aware about the reporting channels 
and feedback process, while this was only the case 
for 13 per cent of in-kind beneficiaries. UNICEF 
should increase awareness about the reporting 
channels and the process for beneficiaries to share 
any feedback or complaints, perhaps through 
providing a brochure to beneficiaries during 
distribution of in-kind assistance, and through SMS 
for cash recipients. 

Lessons Learned and 
Recommendations
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