- 7 AGE GENDER
~#* DIVERSITY ANALYSIS

25 OF CALLS RECEIVED

~ THROUGH THE /
~ _ FEEDBACK REFERRAL R

g8 AND RESOLUTION
|l MECHANISM HELPLINE
(FRRM) IN UGANDA



ACKNOWLEDGEMENTS

Many people were involved in developing and implementing the Feedback Referral and Resolution
Mechanism (FRRM) who deserve sincere gratitude for how well it has run to date. Those people in-
clude: all FRRM partner agencies and their focal points for their commitment to providing feedback and
assistance to people of concern (PoC) calling the helpline; our dedicated helpline team of 34 agents; all
UNHCR sector leads for providing their inputs on the report and assisting with the coding frameworks;
the FRRM steering committee who oversaw the design and development of the tool; the new inter-
agency FRRM coordination group; and all other staff, partners and donors who have supported the pro-
ject since the FRRM was launched in October 2018.

A special thanks is also given to all the women men, girls and boys, refugees and host community

members alike, who called the helpline to provide feedback.

The views in this study are those of the author alone and do not necessarily represent those of UNHCR

or its partners.

Cover photo credit: UNHCR Uganda, Vincent Tremeau.

Author

Independent Consultant — Rachel Guha



TABLE OF CONTENTS

Acknowledgements 2 Thematic Area Results:
Abbreviations...........cieienneicncencscecicssaninnnns 4 EAUCation ..., 25
Table of Figures weeD Food AsSSIStanCe .......cceeveeeeeceeecieeennn 29
Executive Summary ..6 Health & NUtrition ........cceeveveeeeeieeeeerene, 34
1 Introduction 12 Livelinoods ..o 39
1.1 General Background..........cccceeveeevevennnnn. 12 Protection ... 43
1.2 FRRM Helpline Data Capture................ 12 Legal & Physical / Community-based
13 Scope of the Assignment................. 13 Protection ..., 43
14 Limitations of the Assignment............ 13 Child Protection ........ccooeovoeinenennns 48
2 Methodology 14 GBV .o, 53
2.1 General APProach .o 14 Registration & RSD........ccooveeevecvreiercirnee 57
2.2 Quantitative Methods ..........o.ooov... 14 ;f;eéte'teﬂf”tLoca"”tegrat'on&VO'“”61
23 Qualitative MethOdS .....vrvsvccn 15 Shelter, Sites, & NFIS ...o..ooercecroesrss 64
3 Resuilts 18 WASH..eeeseeeesesesesesssssessesesesesessee 68
3.1 Age, Gender, & Diversity Trends......... 18
3.2 Thematic Area Trends........ccevvnnennee 19
3.3 Impact of COVID-19 & Other Trends
OVEr TIME it 20
3.4 Trends by Location........cccceveecivnnnee. 22
4 DiSCUSSION...cuueiirererescscsssseresserosssssssasssnns 70

www.unhcr.org 3



ABBREVIATIONS

AAP Accountability to Affected Population

AGD Age, Gender, and Diversity

CP Child Protection

FAQs Frequently Asked Questions

FRRM Feedback, Referral, and Resolution Mechanism
IGO Inspector General’s Office

IPV Intimate Partner Violence

LGBTI Lesbian, Gay, Bisexual and Transgender people, Intersex people
MHPSS Mental Health and Psychosocial Support

NGO Non-Governmental Organization

OPM Office of the Prime Minister

PoC Persons of Concern

PSN Person with Special Needs

RSD Refugee Status Determination

RST Resettlement

RWC Refugee Welfare Committee

GBV Gender-Based Violence

SOP Standard Operating Procedures

UNHCR United Nations High Commission for Refugees
WASH Water, Sanitation and Hygiene

WFP World Food Program

www.unhcr.org






