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I-  Cash Transfer for Basic Needs 
Support Programme 

The Cash Transfer for Basic Needs Support 
Programme provides unconditional cash assistance 
to families with children in urban and peri-urban 
areas during wintertime. The main objective of the 
intervention is to support families respond to the 
essential needs of their children and help them cope 
with the growing economic hardship they experience 
during wintertime.

The programme uses the following combination of 
methods to identify locations and beneficiaries:

 X Geographical targeting: urban and peri-urban areas 
where there is a high concentration of internally 
displaced persons (IDPs) or returnee population 
and/or high level of destruction of housing stock.   
Locations also consider the severity scale under 
the United Nations Humanitarian Needs Overview 
(HNO).  

 X Categorical targeting: families with children aged 
0–17 years.

 X Universal targeting: once a location is identified, 
all families with children in that location benefit from 
the programme.  

During the winter season 2021-2022, the programme 
supported over 42,000 families, including over 
113,000 children, in four governorates across 
the country (Aleppo, Hama, Al Hasakeh and Rural 
Damascus). Families received one-off cash assistance 
paid in Syrian Pound and equivalent to US$ 60 per family. 

From October 2021 to March 2022, 13,552 families 
with 36,636 children in Kafr Batna, Buwayda, Hosh 
Sahya and Kherbet Elward towns in Rural Damascus 
Governorate benefitted from the intervention. 
Families received SYP 150,000 (equivalent to US$60 at 
the time1). Thirty-nine per cent of families were made 
up of internally displaced persons (5,230), 33 per cent 
were returnees (4,455), and 28 per cent had never been 
displaced (3,867).

The communities targeted have been heavily affected 
by the conflict in Syria. They are among the most 
impoverished locations in Rural Damascus. According 
to the 2021 HNO, the severity scale of needs in Kafr 
Batna was 4.7 (on a scale of 1 to 6, with 1 indicating the 
lowest severity and 6 the highest severity of needs), 
while for Buwayda, Hosh Sahya and Kherbet Elward – 
with high numbers of internally displaced persons and 
returnees – it was 3.72.

1 In January 2022, the official exchange rate was SYP 2,500 per 1 US$.

2 PIN Severity, HNO 2021.

II-  Post-Distribution Monitoring 
survey

A Post-Distribution Monitoring Survey (PDMS) was 
conducted in January and February 2022 among 398 
families who benefited from the intervention (a 3% 
sample). Families were sampled according to a stratified 
random sampling methodology3. 

There was a total of 2,064 people and 1,069 children 
in the 398 families surveyed. 

The survey’s objectives were to:

1. understand the socio-economic profiles of families 
benefiting from the intervention;

2. assess the effectiveness of the intervention; and 

3. collect feedback on how beneficiaries view the 
intervention and how satisfied they are with it. 

III-  Demographic and socio-
economic characteristics of the 
survey population

 X Fifty-four percent of families’ members were 
children. The age composition of the surveyed 
population was as follows: 25 per cent were 0-9 
years old; 29 per cent were 10-17 years old; 16 per 
cent were 18-29 years old; 11 per cent were 30-39 
years old; 12 per cent were 40-49 years old; and 7 
per cent were over 50 years of age. The proportion of 
male was much lower than female in the age group 
30-39 years old (Graph 1).

 X Families had 5.2 members on average. There were 
slightly more members in resident/never displaced 
families (5.57) than still displaced and returnees’ 
families (5.1 and 4.97 respectively). 

 X The average number of children per family was 
2.69. There were almost the same number of 
children in female and male headed families. There 
were more children in resident families (3.08) than in 
internally displaced and returnee families (2.71 and 
2.41 respectively) (Graph 2). Among children under 
18 years of age, 49 per cent were girls and 51 per 
cent were boys. 

3 The total number of families reached in Kafr Batna, Buwayda, Hosh Sahya 
and Kherbet Elward was used as the sampling frame. They were sampled 
according to a standard statistical formula to represent a five percentage-point 
confidence interval and an anticipated non-response rate of five per cent. 
The stratified random sampling methodology was implemented to achieve 
a proportional allocation among the following categories or strata: internally 
displaced persons; returnees; and those never displaced. The sample size 
comprised 409 families, of whom 398 were interviewed (11 families refused 
to be interviewed, equivalent to a non-response rate of 2.7 per cent).
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 X Seventy-nine per cent of families were headed by 
males and 21 per cent were headed by females.

 X The size of families varied greatly: 15 per cent 
of families had no more than 3 members, 47 per 
cent had 4 or 5 members, 29 per cent had 6 or 7 
members, 7 per cent had 8 or 9 members, and 2 per 
cent had 10 or more members (Graph 3). Twenty-four 
per cent families had one child, 28 per cent had two 
children, 22 per cent had three children, and 26 per 
cent had four or more children.

 X Most families reported they had been displaced 
at some point in time (78 per cent). Of these, 31 
per cent were still displaced at the time of survey 
and 47 per cent were returnees (Graph 4). 

 X Half of families reported they were displaced 
more than one time. Of those families who had 
experienced displacement, 51 per cent had been 
displaced once, 23 per cent had been displaced 
twice, 9 per cent had been displaced three times, 
and 16 per cent had been displaced four or more 
times. The proportion of families who have been 
displaced more than once was much higher in 
Buwayda than the other areas of the intervention 
(Graph 5).

 X Most heads of family were working at the time of 
the survey. Forty-seven per cent were working full-
time while 37 per cent were working part-time. The 
proportion of female heads not working was almost 
three times higher than the proportion of male 

Graph 1: Age structure of survey population by sex and age groups

Graph 2: Average number of children per family according to the sex of the family 
head and displacement status
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Graph 3: Distribution of families according to family size

Graph 4: Displacement status of families

Graph 5: Number of times families have been displaced

23%

58%

19%

Never displaced
IDP
Returnees

3%

15%

33%

40%

9%

3 members or less
4-5 members
6-7 members
8-9 members
10 or more members

One Two Three Four Five or more

16%

5%

13%14%

53%

0%0%

20%20%

60%

4%
1%

6%

22%

68%

22%

7%9%

47%

16%

Buwayda
Kherbet Elward
Hosh Sahya
Kafr Batna

3%

15%

33%

40%

9%

3 members or less
4-5 members
6-7 members
8-9 members
10 or more members

One Two Three Four Five or more

16%

5%

13%14%

53%

0%0%

20%20%

60%

4%
1%

6%

22%

68%

22%

7%9%

47%

16%

Buwayda
Kherbet Elward
Hosh Sahya
Kafr Batna



6

Key Highlights
Post-Distribution Monitoring Survey

Cash Transfer for Basic Needs Support Programme 
2021-2022 Winter Response in Rural Damascus Governorate

heads not working (30 per cent versus 12 per cent). 
Part-time work was more prevalent among female 
heads of family (54 per cent) than male heads of 
family (34 per cent). There was important difference 
in the working status of family heads according to 
their displacement status. The proportion of full-time 
worker was higher among returnee families (57 per 
cent) than among resident and still displaced families 
(41 per cent and 37 per cent respectively) (Graph 6).

 X Most heads of families were engaged in daily 
paid labour without a formal contract (61 per 
cent). This was followed by 12 per cent who were 
working in the public sector, 6 per cent were working 
in the formal private sector, 5 per cent were involved 
in the family or their own business, and 16 per cent 
were not working (Graph 7).

 X Most respondents were living in rented 
accommodation (56 per cent). This was 
followed by those who were living in their own 
accommodation (32 per cent) and those who were 
being hosted by others (12 per cent). Female-headed 
families were more likely to live in rented housing 
or to be hosted by others (82 per cent) than male-
headed families (64 per cent). Only 17 per cent of 
female-headed families owned a house, compared to 
36 per cent of male-headed families. The proportion 
of families renting their accommodation was also 
higher among IDP families (Graph 8).

Graph 6: Working status of the family head by their sex and displacement status

Graph 7: Working sector of the family head by their sex and displacement status 
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 Key finding # 1: 
Widespread and high level of poverty 
among beneficiaries: the average 
monthly expenditure of families was 
SYP 368,000 (US$147)

The monthly expenditure of families (mean) was SYP 
368,058 (US$ 1474), or SYP 78,285 per capita. This is 
equivalent to about US$ 31 per month or about US$ 
1 per day per capita. On average, the mean monthly 
expenditure of families was over 40 per cent below the 

4 Calculation based on the official exchange rate at the time of the survey  
(SYP 2,500 per US$).

amount of the Minimum Expenditure Basket (MEB) 
required by a family to meet its basic needs, which was 
estimated in January 2022 at SYP 635,840 (US$ 254) for 
a family of 5.2 members (or SYP 122,277 per capita – 
about US$ 49 per month or US$ 1.6 per day). 

The level of expenditure was very consistent across 
different families’ characteristics. There were no major 
differences between male-headed families and female-
headed families and between families according to their 
displacement status (Graph 9).

When broken down by expenditure categories, the 
level of expenditures greatly varied among families: 

Graph 8: Accommodation type by head of family and displacement status

Graph 9: Average monthly expenditure by sex of the head of family and family 
displacement status
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22 per cent reported that their expenditure was below 
SYP 320,000 per month, or about half the MEB required 
to meet basic needs; 27 per cent reported that their 
monthly expenditure was between SYP 320,000 and 
369,999;  44 per cent reported that they were between 
SYP 370,000 and SYP 450,000; and 7 per cent reported 
that their monthly expenditure was above SYP 450,000. 
There were slightly more female-headed families in the 
lower expenditure category (27 per cent) than male-
headed families (22 per cent) (Graph 10).

When broken down per capita, only 9 per cent of 
families had per capita expenditure over the average 
per capita MEB (SYP 122,277). Moreover, all  families 
with per capita expenditure above the average MEB 
amount were small families with three members only. 


 Since the intervention reached all 
families with children in targeted 
locations, regardless of their welfare 

status, these findings highlight the high level 
and widespread poverty among the general 
population. 


The relatively low proportion of 
families with per capita expenditure 
above the per capita MEB indicates 

that, in the current context in Syria, there is 
limited benefit of using monetary 
measurements to identify beneficiaries. 
Excluding families with expenditures above 

the average MEB would require a lengthy and 
challenging data collection exercise prior to 
the intervention, which would outweigh the 
benefit of the inclusion errors observed. 

Key finding # 2: 
Female-headed families are facing 
greater economic vulnerability than 
male-headed families

Families were asked to report their average monthly 
income according to three income categories, excluding 
the cash transfer received from UNICEF. Among 
respondents to the question5, 8 per cent reported that 

their monthly income was less than SYP 200,000, 34 per 
cent reported that it was between SYP 200,000 and SYP 
299,999, and 59 per cent reported that it was more than 
SYP 300,000 (Graph 11).

There were three times more female-headed families 
than male-headed families in the lower income 
categories (Graph 12). 

 Considering that female-headed 
families have greater renting 
expenses, these findings point out to 
their greater economic vulnerability. 

5 Of the 398 families interviewed, 54 did not know their monthly income 
category and 30 families refused to respond.

Graph 10: Distribution of families according to expenditure categories by sex of the 
head of family and displacement status
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Dependency for income on assistance from relatives/
acquaintances and charity was five times higher 
among female-headed families (10 per cent) than 
among male-headed families (2 per cent). Similarly, 
reliance on daily wages as the main source of income 
was higher among female-headed (81 per cent) than 
among male-headed families (69 per cent) (Graph 13). 

The proportion of female heads not working was 
almost three times higher than the proportion of 
male heads not working (30 per cent versus 12 per 
cent). Part-time work was more prevalent among female 
heads of family (54 per cent) than male heads of family 
(34 per cent). Greater income vulnerability of female-
headed families was also illustrated by the working 

sector of family heads. For example, 15 per cent of 
male heads of family were working in the public sector 
compared to only 1 per cent of female heads of family.

RECOMMENDATION
Review the categorical targeting 

criteria of the programme to ensure 
greater focus on female-headed 

families

Graph 11: Distribution of families according to monthly income categories (SYP)

Graph 12: Monthly income of families (in SYP) by sex of family head and 
displacement status 

58%

34%

8%

Below SYP 200,000
SYP 200,001 - 300,000
SYP 300,001 and more

Below SYP 200,000 SYP 200,001 - 300,000 SYP 300,001 and more

56%

39%

5%

62%

27%

11%

60%

33%

7%

50%

34%

16%

61%

34%

5%

Male-headed
Female-headed
Resident/never displaced
Still displaced
Returnee



10

Key Highlights
Post-Distribution Monitoring Survey

Cash Transfer for Basic Needs Support Programme 
2021-2022 Winter Response in Rural Damascus Governorate

 Key finding # 3: 
Child poverty is more prevalent in larger 
families 

There was a direct correlation between the size 
of the family and the level of family expenditure: 
the larger the family is, the smaller their average 
per capita expenditures are. The average monthly 
expenditure of families with one child was SYP 108,000 
per capita compared to SYP 46,000 per capita among 
families with five children or more (Graph 14). 


This finding indicates much higher 
economic vulnerability among 
larger families. It also indicates that 

to maximise the impact of the programme on 
the most vulnerable families and children, the 
amount of cash assistance should be informed 
by the number of children in the family. 

RECOMMENDATION
The amount of cash assistance 
provided to families should be 

based on the number of children in 
families

 Key finding # 4: 
Families spent over 60 per cent of their 
monthly budget on food, fuel for heating 
and cooking, and debt repayments 

The breakdown of families’ monthly expenditure was 
as follows6: 45 per cent was spent on food; 10 per cent 
was spent on fuel for heating and cooking; 8 per cent 
was spent on repaying debt; 7 per cent was spent on 
clothes; 6 per cent was spent on rent, 5 per cent was 
spent on health;  5 per cent was spent on transportation, 
4 per cent was spent on water and electricity; 4 per cent 
was spent on internet/communications, and 3 per was 
spent on education (Graph 15).There was no significant 
difference in the profile of expenditures of families 
according to the sex of the families or the displacement 
status of families.


The high level of expenditure on 
debt repayment highlights the 
deteriorating financial situation of 

families. The high level of expenditure on fuel 
also indicates the relevance of implementing a 
dedicated humanitarian winter response. 

6 Families were asked to report their expenditure on different items in the 
month preceding the survey. As families had received their transfer 4-12 
weeks before the survey, it should be assumed that the cash assistance 
provided to families was already used by the time of the survey – and as 
such excluded from reported expenditure. In this regard, it can be estimated 
that the cash assistance provided corresponded to about 40 per cent of the 
average families’ monthly expenditures.

Graph 13: Topmost important income sources of families by sex of the family head 
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All families surveyed responded that part of their 
monthly budget was spent to repay debts. On 
average, the mean monthly expenditure of families 
for debt repayment was SYP 30,334 or about US$ 
12. There was no difference between families 
according to their displacement status or sex of the 
head of families, with all spending on average about 
8 per cent of their monthly expenditure to repay 
debt. The share of families’ expenditures used to 
repay debt was twice higher than the share identified 
in summer 2021 (4 per cent) by the HNO.

 These findings indicate that debt is a 
widespread and a growing coping 
mechanism used by families to deal 
with the economic hardship. 

All families surveyed responded that part of their 
monthly budget was spent on fuel for heating and 
cooking. There was no difference between families 
according to their displacement status or sex of the head 
of families, with all spending on average about 10 per 
cent of their monthly expenditure to pay for fuel. In the 
summer of 2021, the HNO indicated that the median 
expenditures of families on fuel for cooking was 3 per 
cent, or about three times less than the PDM survey. 

Graph 14: Average per capita monthly expenditure according to family size

Graph 15: Family’s average monthly expenditure by items
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These findings confirm that fuel 
expenditures are an additional 
financial burden for families during 

wintertime. They also confirm the relevance 
of providing specific support to families 
during wintertime to help them cover their 
basic needs and addional expenses. 

Key finding # 5: 
Most families prefer to receive cash 
assistance rather than in-kind assistance

Respondents were asked whether they prefer to receive 
cash assistance or in-kind assistance. Over 77 per cent 
responded that they prefer to receive cash assistance, 
compared to 9 per cent who prefer in-kind assistance; 
14 per cent responded it did not matter to them whether 
they received assistance in cash or in kind (Graph 16). 

There were not significant differences between 
different families’ characteristics (sex of the family head; 
displacement status of the family), families’ income or 
expenditure level, and areas of intervention.


 In 2021, in consultation with 
Government partners, UNICEF 
shifted its winter humanitarian 

response from the provision of winter clothes 
for children to the provision of unconditional 
cash assistance. From the perspective of 

beneficiaries, this finding confirms the 
relevance and validity of the shift from in-
kind to cash assistance. 

Key finding # 6: 
All families confirmed that they 
received the expected amount of cash 
assistance, which covered on average 
40 per cent of families’ monthly 
expenditure

All respondents confirmed that they received SYP 
150,000.

 This indicates that the intervention 
was implemented as planned and 
that no fraud occured during 
implementation. 

The amount of cash assistance received by families 
was on average about 40 per cent of their monthly 
expenditures (SYP 368,000).

 This highlights the significance of 
the one-time cash amount received 
by families to complement their 
monthly budget. 

Graph 16: Preference of the assistance received by sex of family head and 
displacement status
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Key finding # 7: 
Most families prioritised the purchase of 
food and fuel for heating with the cash 
assistance they received

Respondents were asked about the top three areas in 
which they spent the money they received. More than 
93 per cent of families reported that food was among the 
top-3 item they used the cash assistance for, followed 
by heating fuel (50 per cent), medical expenses and 
house rent (31 per cent each), debt repayment (25 per 
cent), clothing (19 per cent), education (13 per cent) and 
toiletries/nappies (10 per cent) (Graph 17).


These findings highlight the 
importance of providing families 
with cash and unconditional 

assistance rather than vouchers or in-kind 
assistance. While food is a priority for most 
families, findings indicate that families 
prioritise different areas, based on their 
specific and individual needs.  

Key finding # 8: 
More than half of families reported 
that the cash assistance helped them 
“moderately” to support their children’s 
needs

When asked about the extent to which the cash transfer 
helped families to cover children’s basic needs, only 29 
per cent of respondents reported that it helped them 
‘significantly’. More than half of families responded that 
the cash assistance helped them “moderately” (52 per 
cent) or “slightly” (18 per cent). One per cent responded 
that the cash assistance did not help them “at all” 
(Graph 18). 

There were not significant differences between 
different families’ characteristics (sex of the family head; 
displacement status of the family), families’ income or 
expenditure level, and areas of intervention.


When compared to the average 
families’ monthly expenditure, the 
amount of the cash assistance was 

significant (i.e. 40%). However, when 
compared to cumulative families’ 
expenditures over the course of the winter 
season7, the amount of assistance was 
relatively negligible. Assuming that families 
monthly average expenditures were the same 

7 For humanitarian winter response, the winter season is defined as the period 
when cold weather happens in Syria. Cold weather usually lasts four months, 
from November to February.

Graph 17: Top- 3 expenses prioritised by families with the cash assistance (multiple 
responses)
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over the four months of the 2021/2022 winter 
season, this means that the cash assistance 
provided was only about 10 per cent of 
families’ cumulative expenditures. This is 
relatively negligible to have a significant 
impact on helping children and their families 
cope with the additional hardship they 
experience during the winter months. 

RECOMMENDATION
Increase the frequency of the cash 
assistance from one-time transfer 
to three transfers over the course 

of the winter season

Key finding # 9: 
Mothers were the main recipient of cash 
assistance

During registration and preparation for the 
intervention, mothers were encouraged to receive 
the cash. There were two main reasons: (i) promote 
women’s empowerement; and (ii) empirical evidence 
suggest that mothers’ resources have stronger effects 
on child human capital than fathers’ resources. In 
addtion, it should be noted that from an operational 
perspective it was more practical for mothers to collect 
and receive the cash since most fathers were working at 
the time of cash distribution.

The survey found that 83 per cent of families 
reported that mothers took receipt of the cash 
assistance versus 16 per cent for fathers and 1 per cent 
for other family members (Graph 19). There were 

Graph 18: Extent to which the amount received helped cover the basic needs of 
children in the family

Graph 19: Receiver of the cash assistance
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no significant differences between different families’ 
characteristics (sex of the family head; displacement 
status of the family), families’ income or expenditure 
level, and areas of intervention. 


This confirms the effectiveness of 
the communication with 
beneficiaries prior to the 

intervention to encourage receipt of the cash 
assistance by mothers. 

Key finding # 10: 
Over half of families did not receive 
any external support other than from 
UNICEF in the three months preceding 
the survey

Only 43 per cent of families reported they had received 
support from other entities in the three months 
preceding the survey. Fifty-five per cent of families 
responded that they had not received any other external 
assistance, and 2 per cent did not recall. 


This indicates that most 
beneficiaries reached in Rural 
Damascus remain largely 

unsupported by external assistance, despite 
the high degree of severity of needs in these 
locations. 

More female-headed families than male-headed 
families reported that they had received assistance in 
the past three months (54 per cent versus 40 per cent), 
indicating that they might be more targeted by aid. While 
there were no differences according to the displacement 
status of the families or their income or expenditure 
levels, there were slight differences between areas of 
intervention. There were relatively more beneficiaries in 
Buwayda reporting receiving additional assistance than in 
other locations (Graph 20).

Among families who received other support than 
UNICEF, 99 per cent reported they received food 
assistance, followed by those who received cash 
assistance (3 per cent) and health services (2 per cent).

Key finding # 11: 
High level of beneficiary satisfaction 
with the programme registration and 
the cash distribution process

When asked how satisfied they were with the 
registration process leading to their enrolment in the 
programme, 83 per cent reported they were ‘fully’ 
satisfied, followed by 17 per cent who were ‘satisfied 
to some extent’, and less than 1 per cent who were 
‘dissatisfied’.

When asked about how well the money distribution 
process was organised, 92 per cent responded that 
it was ‘well organised’, and 8 per cent reported that it 
was ‘well organised to some extent’. There were no 
significant differences according to the displacement 

Graph 20: Reception of assistance from other entity than UNICEF within last three 
months of the survey by area of intervention
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status of the families, the sex of the family head, or the 
family income or expenditure levels. However, there 
were slight differences between areas of intervention 
with higher satisfaction level recorded with the 
distribution process in Kherbet Al-Ward and Sahiya 
(Graph 21).

When asked whether families had faced any challenges 
when receiving the money, over 90 per cent reported 
that they had faced no challenges. Among those who 
reported challenges, 7 per cent reported that ‘the branch 
was not readily accessible’, less than 2 per cent reported 
that they ‘had to wait a long time’, and less than 1 per 
cent reported that ‘they did not have all the papers 
required’.

Key finding # 12: 
Two-thirds of families spent less than 
one hour to access the cash distribution 
point

Two per cent of beneficiaries reported that they needed 
less than 30 minutes to access the outlet of the Financial 
Service Provider (FSP) and another 64 per cent reported 
they needed between 30-60 minutes to reach it. Thirty-
one per cent of beneficiaries reported that they needed 
between 1-2 hours to reach the FSP and 2 per cent 
reported they needed more than 2 hours. 

There were important variations by areas of intervention, 
with a much higher proportion of beneficiaries requiring 
over one hour to reach the FSP in Buwayda than in other 
locations (Graph 22). 

Graph 21: Perception of beneficiaries about the money distribution process by 
location

Graph 22: Time needed by the family to access the FSP by location
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These findings highlight the limited 
geographical coverage of FSP in 
some parts of the governorate and 

the need to diversify the network of FSP that 
are used by UNICEF to distribute cash 
assistance. 

Key finding # 13: 
Transportation costs to collect money 
from the FSP were relatively negligible 
for most families

Forty-four per cent of families spent less than SYP 3,000 
(US$ 1.2) to collect the cash assistance from the FSP 
and another 44 per cent spent between SYP 3,001 and 
SYP 6,000 (US$ 1.2 - US$ 2.4). The costs of collecting the 
cash assistance were however relatively high for 12 per 
cent of beneficiaries, who spent between SYP 6,000 and 
SYP 10,000 (US$ 2.4 – US$ 4) to collect the cash. Less 
than 1 per cent of beneficiaries reported that they spent 
over SYP 10,000 (US$ 4).

There were important differences by areas of 
intervention, with beneficiaries in Buwayda and Kherbet 
Elward areas spending more money to collect their 
cash than families in Hosh Sahya and Kafr Bathna areas 
(Graph 23).


This finding echoes the need to 
diversify the network of FSP used by 
UNICEF to distribute the cash 

assistance. This will not only reduce the time 
spent by beneficiaries to collect the cash, but 
also reduce the amount of money they spent to 
collect it. 

RECOMMENDATION
Diversify the network of FSP that 
are used by UNICEF to distribute 
cash to ensure that beneficiaries 

spent less time and money to 
collect their cash assistance

Key finding # 14:
Families were notified of the payment 
schedule by the Implementing Partner 
and not the Financial Service Provider

Families were asked who notified them of the payment 
schedule. While information about payment schedule 
should be provided by the FSP, most families (95 per 
cent) reported that it was the Implementing Partner who 
informed them of the payment schedule. 


This finding echoes the observations 
made during the implementation of 
the programme, when beneficiaries 

reported that they were not informed by the 
FSP about the timing of distribution. As a 
result, UNICEF requested the Implementing 
Partner to contact all beneficiaries by phone/
SMS to inform them of the date and place of 
the cash payment.  This added unnecessary 
operational burden and complications during 
the delivery of the intervention. 

Graph 23: Money spent by the family to collect the cash assistance from the FSP by 
location
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RECOMMENDATION
Financial Service Providers should 
make sure that all beneficiaries are 
informed of the date and location 

of payment

Key finding # 15: 
Most families were aware of their 
right to complain and how to report a 
complaint

Overall, 85 per cent of respondents reported they were 
aware of their right to lodge a complaint. Among those, 
94 per cent reported that they knew how to lodge a 
complaint. There were no differences between male and 
female headed families. However, there were important 
differences according to the displacement status of 
families, with a higher proportion of returnee families not 
aware of their right to lodge a complaint (Graph 24). 

Similarly, there were important variations by areas 
of intervention. There was a higher proportion of 
beneficiaries unaware of their right to lodge a complaint 
in Buwayda (21 per cent) and Kafr Batna (24 per cent) 
than in Hosh Sahya (10 per cent) and Kherbet Elward (3 
per cent). This reflects the fact that there was a much 
higher proportion of returnees in Buwayda and Kafr 
Batna (over 60 per cent) than in Hosh Sahya and Kherbet 
Elward (less than 25 per cent).

When asked about the source of information that made 
them aware of their right to complain, 74 per cent of 

families reported that the Implementing Partner was 
their source of information, while 21 per cent reported 
that the source was the programme leaflet provided 
during registration. Four per cent reported they had been 
informed of their right to complain by UNICEF (Graph 
25).


This finding illustrates the 
effectiveness of the multiple 
communication channels that were 

used to increase awareness of beneficiaries 
about their right to complain, which includes 
systematic communication with beneficiaries 
by the IP, leaflet about the programme, and 
UNICEF complain and redressal service line. 
At the same time, the finding highlights the 
need to further strengthen communication 
with beneficiaries to ensure that all of them 
are aware of their right to complain and how 
to lodge a complaint.   

Only 1 per cent of respondents said they had lodged a 
complaint. Among them, all reported having received a 
response to their complaint.


This finding illustrates the 
effectiveness of the programme 
complain and redress mechanism 

since all beneficiaries who complained 
received a response to their complaints. The 
low proportion of beneficiaries who reported 
they had lodged a complaint also indicates 
that the overall programme was effectively 
implemented. 

Graph 24: Awareness of the capability to report a complaint by sex of family head and 
displacement status
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Graph 25: Source of information of those who are aware of their right to make a 
complaint

Graph 26: Satisfaction of beneficiaries with the overall intervention by sex of family 
head and displacement status
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RECOMMENDATION
Strengthen communication with 

beneficiaries to increase awareness 
about their right to complain and 

how to lodge a complaint

Key finding # 16: 
The satisfaction level of beneficiaries 
with the overall intervention was high

When asked about their satisfaction with the overall 
intervention, 74.9 per cent of families reported they were 
satisfied with the intervention. Another 24.8 per cent 
reported they were satisfied “to some extent”. Only 0.3 
per cent of family reported they were dissatisfied.

There were slight differences between different families’ 
characteristics. Families headed by women reported 
higher satisfaction level than male-headed families. 
Similarly, satisfaction level was higher among returnees 
than among IDP or never displaced families (Graph 
26). There were no significant differences by areas of 
intervention.
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