OXFAM RESEARCH REPORT

AUGUST 2018

COMMUNITY ENGAGEMENT IN WaSH
SERVICE DELIVERY IN ZAATARI CAMP,
JORDAN
Report of a study carried out in May and June 2018

Global Handwashing Day Activity in Zaatari Camp

Photo credit: Nesma Al Nsour

Oxfam Research Reports:
Oxfam Research Papers do not necessarily constitute final publications or reflect Oxfam policy positions. The
views and recommendations expressed are those of the author and not necessarily those of Oxfam. This research
was possible through the Syria Crisis Appeal funding to Oxfam.
For more information, or to comment on this paper, email Siobhan McGrath at smcgrath@oxfam.org.uk

www.oxfam.org

OXFAM RESEARCH REPORT

AUGUST 2018

CONTENTS
EXECUTIVE SUMMARY..............................................................................................................................i
INTRODUCTION ....................................................................................................................................i
METHODOLOGY....................................................................................................................................i
FINDINGS AND CONCLUSIONS ............................................................................................................ ii
RECOMMENDATIONS ......................................................................................................................... iv
1.

2.

3.

4.

INTRODUCTION ...............................................................................................................................1
1.1

BACKGROUND TO THE STUDY .................................................................................................1

1.2

AIM AND OBJECTIVES OF THE STUDY......................................................................................1

1.3

Purpose and intended readership of this report.....................................................................2

1.4

PRESENTATION OF THE STUDY REPORT ..................................................................................2

1.5

Acknowledgments ...................................................................................................................2

METHODOLOGY...............................................................................................................................3
2.1

RESEARCH METHODS ..............................................................................................................3

2.2

SAMPLING................................................................................................................................3

2.3

CHALLENGES AND LIMITATIONS .............................................................................................4

context analysis in zaatari camp......................................................................................................5
3.1

Introduction .............................................................................................................................5

3.2

Social dimensions ....................................................................................................................5

3.2.1

Social Diversity................................................................................................................. 5

3.2.2

Gender ............................................................................................................................. 5

3.2.3

Tribal Affiliation ............................................................................................................... 6

3.2.4

Social Cohesion ................................................................................................................ 6

3.2.5

Social Vulnerability .......................................................................................................... 6

3.2.6

Influential and Powerful Figures ..................................................................................... 7

3.2.7

Conflict and Conflict Resolution ...................................................................................... 7

3.3

Economy and livelihoods .........................................................................................................8

3.4

Governance .............................................................................................................................8

community engagement in wash services in zaatari.................................................................... 10
4.1

overview of wash services .................................................................................................... 10

4.1.1

Introduction ................................................................................................................... 10

4.1.2

The Current Situation of WaSH Services ....................................................................... 10

4.1.3

Future Operation of the WaSH Networks ..................................................................... 11

4.1.4

Governance and Management Challenges ................................................................... 11

4.1.5

Minimum Standards for WaSH in Zaatari Camp............................................................ 13

4.2

community-engagement approaches .................................................................................. 13

OXFAM RESEARCH REPORT
4.2.1

Introduction ................................................................................................................... 13

4.2.2

CFW Community Mobilisers .......................................................................................... 13

4.2.3

WaSH Committees......................................................................................................... 14

4.2.4

Block Representatives ................................................................................................... 14

4.3

perspectives on community engagement for WaSH services ............................................. 16

4.3.1

What is Community Engagement? ................................................................................ 16

4.3.2

The Need for Community-Engagement......................................................................... 17

4.3.3

Dimensions of a community engagement approach .................................................... 18

4.3.4

Different Perspectives on Community Engagement for WaSH Services ....................... 19

4.3.5

Capacity and Willingness of Zaatari Camp Residents to Engage in WaSH Services ...... 21

4.4
5.

AUGUST 2018

LESSONS ON COMMUNITY ENGAGEMENT IN WaSH FROM OTHER REFUGEE CONTEXTS .. 23

CONCLUSIONS .............................................................................................................................. 25
5.1

THE NEED FOR PROMOTING COMMUNITY-ENGAGEMENT IN WaSH SERVICES .................. 25

5.2

FUNCTIONS OF AN APPROACH TO COMMUNITY ENGAGEMENT IN WaSH SERVICES ......... 26

5.3

LESSONS LEARNED ON COMMUNITY-ENGAGEMENT APPROACHES ................................... 26

5.4

ESSENTIAL CONDITIONS FOR EFFECTIVE COMMUNITY-ENGAGEMENT IN WaSH ............... 27

6.

RECOMMENDATIONS ................................................................................................................... 28

7.

PROPOSED APPROACH FOR COMMUNITY ENGAGEMENT IN WaSH SERVICES ........................... 29
7.1

PURPOSE AND SCOPE ........................................................................................................... 29

7.2

FUNCTIONS AND ROLES ....................................................................................................... 29

7.3

INDICATIVE FIGURES AND STRUCTURE ................................................................................ 31

7.4

REMUNERATION AND INCENTIVES ...................................................................................... 32

7.5

BR GROUPS AND DISTRICT COMMUNITY WaSH COMMITTEES ........................................... 32

7.6

IDENTIFICATION.................................................................................................................... 33

7.7

CAPACITY BUILDING ............................................................................................................. 33

7.8

RECRUITMENT OF BRs .......................................................................................................... 33

7.9

ENSURING EQUITABLE PARTICIPATION IN BR ACTIVITIES.................................................... 33

7.10

PREPARATION ....................................................................................................................... 34

7.11

MONITORING ....................................................................................................................... 34

7.12

RESOURCES REQUIRED ......................................................................................................... 35

7.13

METHODS AND TOOLS FOR COMMUNITY ENGAGEMENT ................................................... 35

ANNEX 1. KEY AGENCY INFORMANTS .............................................................................................. 37
ANNEX 2. SUMMARY OF REFUGEE INFORMANTS INTERVIEWED .................................................... 38
ANNEX 3. BIBLIOGRAPHY ................................................................................................................. 39

OXFAM RESEARCH REPORT

AUGUST 2018

TABLES AND FIGURES
Table 1. Research challenges, limitations and mitigation strategies .................................................. 4
Figure 1. Simplified governance model for delegated WaSH services in a municipal context ......... 12
Figure 2: Oxfam model of community engagement in WaSH ........................................................... 17
Table 2. Summary of lessons drawn from other contexts ................................................................ 24
Table 3. Summary of indicative figures for a proposed community-engagement structure ............ 31
Figure 3. Suggested community-engagement structure at district level in the camp ...................... 32
Table 4. Possible indicators and means of verification for community engagement in WaSH services
........................................................................................................................................................... 34
Table 5. Estimate of resources required to operate a community-engagement approach.............. 35

ACRONYMS
BR
CFP
CFW
CFW CM
GITEC
IP
IRD
JOD
lcd
MEAL
MID
SRAD
UNHCR
UNICEF
UNOPS
WaSH
WFP
WSN
WWN

Block Representative
Community Focal Point
Cash for work
Cash-for-work Community Mobiliser
GITEC Consult GMBH
Implementing partner
International Relief and Development
Jordanian Dinars
Litres per capita (person) per day
Monitoring, evaluation, accountability and learning
MID Contracting Company
Syrian Refugees Affairs Directorate
United Nations Commissioner for Refugees
United Nations Children's Fund
United Nations Office for Project Services
Water, sanitation and hygiene
Water Focal Point
Water-supply network
Wastewater network

OXFAM RESEARCH REPORT

AUGUST 2018

EXECUTIVE SUMMARY
INTRODUCTION
Zaatari camp for Syrian refugees in Mafraq governorate, Jordan, was established in 2012, and currently has a
population of approximately 80,000 people. Conditions in the camp have evolved significantly over the past
six years, and the settlement has many features of an urban environment. Although the future of the camp is
uncertain, it is possible that the refugee population will remain in the camp for some years to come. Service
provision must therefore be planned with a long-term perspective and a focus on financially and socially
sustainable operations. This is now of acute importance, as funding for services in Zaatari is undergoing severe
cuts, and cost-effectiveness has become an overriding concern.
The water-supply and wastewater networks serving refugee households are currently under construction.
Nearly all households in the camp are connected to septic tanks. Construction of the wastewater network
(WWN) to transport septic-tank effluent to the sewage-treatment plant is still in progress. The water-supply
network (WSN) requires substantial work before completion. The process of commissioning the network in
each district is now started, and is expected to be complete for the whole camp in the coming months.
Approaches to community engagement in WaSH services in Zaatari have changed over time, with the shift
from communal services in the early years of the camp’s existence, to household services more recently.
Previous approaches included refugee committees for communal services such as WaSH blocks and a network
of community mobilisers paid through the camp’s cash-for work income-generating scheme. The current
model for promoting community-engagement is based on a network of voluntary block representatives (BRs)
in each of the 192 blocks (sub-divisions of the 12 districts) in the camp.
The BR model in place has not proved effective so far, and there is a need to consider other options for
promoting community engagement in the WaSH services in Zaatari camp, to ensure sustainable operations
and equitable access to those services. The BR networks were dismantled in June as a result of funding cuts.
This study was commissioned by Oxfam in Jordan to map and analyse the perspectives of different
stakeholders within the refugee population in Zaatari camp, as well as those within relevant organisations,
regarding community engagement in WaSH services, and provide recommendations on this. It is hoped that
the study findings will inform reflection among WaSH agencies in the camp on the most appropriate approach
to community engagement in WaSH services in the future.

METHODOLOGY
Research was carried out in Jordan from 9th to 23rd May 2018, and was facilitated by Oxfam’s WaSH team in
Zaatari camp. A mix of qualitative research methods was used: literature review, key-informant interviews
with staff from organisations, open-ended interviews with individuals and informal groups among the refugee
population, observation of daily life, and visual inspection of WaSH facilities. The field research was
complemented by five days of literature review.
The study included the following research tasks:

i

•

perform a context analysis in Zaatari camp;

•

map the perceptions of key stakeholders regarding community engagement in WaSH services;

•

assess the willingness and capability of the community members to contribute to future community
action regarding WaSH services;

•

review the existing community participation model in place in the camp;

•

assess monitoring tools for community engagement in WaSH services.
Community Engagement In WaSH Service Delivery in Zaatari Camp, Jordan
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FINDINGS AND CONCLUSIONS
CONTEXT ANALYSIS
Zaatari refugee camp is now in its sixth year, and it is likely that it will remain in place for some years to come.
The environment of the camp resembles an urban setting, and the social context of the camp is more stable
than in the early years. Livelihoods are planned to become less reliant on humanitarian aid, and more
integrated into the local economy.
The WaSH services in Zaatari camp have improved greatly since the camp was established, and completion
and commissioning of the WSN and WWN will provide an engineered basis for stable long-term service
provision.
It would be tempting to think that in these conditions the WSN and WWN could be managed in the future
according to a typical municipal arrangement. One in which relationships between users and service
provider(s) are regulated household-by-household, within a regulatory framework provided by a local
authority.
However, this is unlikely to be possible in the foreseeable future. Overall governance arrangements in the
camp are very far from those found in a municipal situation. The camp inhabitants are refugees and not
resident citizens, and the camp is managed by SRAD and UNHCR and not by an elected municipal council.
In addition, governance arrangements for WaSH services are compromised by weaknesses in accountability
links between users, service providers (NGOs, UNICEF and the construction contractor) and regulatory bodies
(UNHCR, SRAD and UNICEF). Service users have not been provided with regulations concerning the use of
services, laying out their rights and obligations, and possible sanctions in case of abuse of facilities.
There is a low sense of ownership of infrastructure among many refugee households, partly because this is a
refugee situation and residents do not have a permanent stake in Zaatari camp, and partly because there has
not been a high level of consultation and collaboration with the refugee community on the development of
services.
Zaatari is a refugee camp that was created as a consequence of violent conflict and displacement. Social
support systems and solidarity mechanisms are generally based on family, tribal and commercial interests and
there are marked divergences of interest between different sectors of the population. There are minority
individuals, households and groups within the camp population who may be discriminated against, who may
have particular needs or who may have specific vulnerabilities in relation to WaSH.
Because of topographical / hydrological conditions, and because there are no water meters or other control
technology at household level, water distribution within the WSN zones will not be equitable without
considerable engagement on the part of users.
Water supply is a highly sensitive subject, both physically and symbolically, and conflict over water is a
significant risk.
As a result of the above, there is need to actively encourage strong engagement of the residents of Zaatari in
their WaSH services, to avoid unauthorised connections, use of domestic pumps to draw more than fair
allocations of water from the network and creating a risk of contamination, discrimination against
marginalised groups and households, conflict between residents over water distribution, with potential for
social instability, and potential security threats to humanitarian actors.

ii
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A COMPREHENSIVE APPROACH TO COMMUNITY ENGAGEMENT
Promoting community engagement serves to increase a sense of ownership of services and infrastructure,
greater responsibility for sustainable operations and greater ability to ensure equitable access to services. It
requires a comprehensive approach that includes attention to the following:
•

participation of residents at block / zone level in problem-solving, conflict-resolution and proposals
for service improvements;

•

monitoring and learning for service improvement;

•

accountability of service provider(s) to service users, addressing complaints and ensuring recourse in
case of dissatisfaction;

•

information and communication regarding the operations and use of services and the care of
infrastructure;

•

capacity building for community members to enable them to contribute to the above.

There is currently no common vision among WaSH actors in Zaatari camp as to what community engagement
is all about and how it can and should be promoted. The dominant approach currently is top-down and agencydriven. An open and inclusive debate is required among humanitarian service providers and refugees in order
to develop a vision that all actors can commit to.
LESSONS LEARNED ON COMMUNITY-ENGAGEMENT APPROACHES
Experience of community engagement in WaSH services in Zaatari camp and in other refugee settings provides
the following lessons:
•

The WaSH Committee, WaSH Users Group or other form of refugee body representing the interests
of users and encouraging their engagement is an organisational model that is widely used in strategies
for managing WaSH services in refugee camps, and has proved feasible in Zaatari.

•

Such bodies require substantial investment during their early stages, to ensure an adequate process
of consultation so as to build them with the active participation of informed and motivated community
members, and to create the capacity required to function correctly.

•

Ongoing oversight and support is essential to ensure proper functioning of community structures and
avoid common risks such as favouritism, diversion of resources, conflict and loss of motivation.

•

People who give their time and energy voluntarily cannot be expected to work more than a few hours
per week, or to address sensitive and conflictual problems. Community structures that survive over
time are those that provide their members with the opportunity to give a limited amount of time for
rewarding activities for the good of others with whom they feel some affinity.

•

Empowering individuals and groups in Zaatari camp has previously resulted in the misuse of power in
some instances, and there is well-founded distrust in community-based structures. Community
structures need to demonstrate their integrity and their ability to help solve problems. They need to
be created and to function through a transparent and agreed process; subject to oversight and held
to account by community members; and supported by service providers so as to prove useful to
service users.

ESSENTIAL CONDITIONS FOR EFFECTIVE COMMUNITY-ENGAGEMENT IN WaSH
Given the points in the previous section, the following seem to be essential conditions for any approach to
promoting appropriate community engagement in equitable and sustainable service provision in Zaatari:
•

iii

There first needs to be adequate capacity for “customer services” within the service-provider
structure, including problem solving and mediation. Refugee volunteers should not be used as a
substitute for paid professionals.
Community Engagement In WaSH Service Delivery in Zaatari Camp, Jordan

OXFAM RESEARCH REPORT

AUGUST 2018

•

Service delivery should be based on a simplified governance model than the one currently in place,
with fewer actors and more direct and less fragmented accountabilities.

•

It should be based on a set of regulations for the use of services that are fair, that respect refugees
rights to assistance and protection, and that are clearly explained and understood by service providers
and users.

•

Service users require easy, direct access to the service provider through face-to face contact as well
as through the hotline.

•

Community structures for WaSH should be linked to a broader set of actors, including traditional
leadership and the camp Social Mobilisation sector, so as to strengthen their legitimacy and support,
and to harmonise with other community-engagement and service-provision functions in the camp.

RECOMMENDATIONS
1. Pursue development of the camp community mobilisation and communications strategy for WaSH
services in Zaatari camp, involving open discussion between the agencies concerned, and in
consultation with the refugee community.
2. Engage in a reflection with all the actors concerned on longer-term governance and service provision
in the camp more generally, so as to define more clearly the scope of community engagement in WaSH
services and the broader institutional and regulatory framework it fits into.
3. Re-establish the block-representative networks, with reduced numbers, clarify their roles and
strengthen their support and supervision (see Section 7 of the report for a proposal to this effect).
4. Retain substantial agency capacity for promoting community engagement, through a mix of Jordanian
staff and refugee cash-for-work assistants at district level.
5. Complete preparation and dissemination of the WaSH Regulations for Zaatari camp, ensuring each
household has a copy and signs for its reception, understanding and acceptance.
6. Revise the Minimum Standards for Zaatari WaSH Sector, to take account of the current and future
configuration of WaSH services.
7. Trial water meters and / or volumetric water cut-off valves in selected WSN zones in the camp to learn
about the feasibility, effectiveness and long-term costs and benefits of the technology, and propose
solutions for equitable water distribution.
8. Study the feasibility of increasing the water-supply ration, and/or introducing a progressive tariff to
pay for consumption over the ration.
9. Reinitialise district-level cross-sector coordination meetings, involving WaSH, Social Services,
Community Mobilisation, Electricity and others, as appropriate.
10. Retain District Community Centres if possible, seeking cost-sharing with other users, as accessible
focal points for interactions between WaSH service providers and service users.
11. Reinforce capacity for leadership, coordination and strategic development of community mobilisation
and engagement in WasH services by filling the post of UNICEF Community Mobilisation Officer.

iv
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INTRODUCTION

1.1 BACKGROUND TO THE STUDY
Zaatari camp for Syrian refugees in Mafraq governorate was established in 2012, and currently has a
population of approximately 80,000 people. Conditions in the camp have evolved significantly over the
past six years, and it increasingly resembles an urban environment, with a commercial area, residential
districts, schools, health facilities, places of worship, electric power, street lighting and household-level
water and sanitation services.
The water-supply and wastewater networks serving refugee households are currently under
construction. Nearly all households in the camp are connected to septic tanks. Construction of the
wastewater network (WWN) to transport septic-tank effluent to the sewage-treatment plant is still in
progress. The water-supply network (WSN) requires substantial work before completion. The process
of commissioning the network in each district is now started, and is expected to be complete for the
whole camp in the coming months. Households will continue to be served by water tanker, as at
present, until they are connected to the WSN.
Approaches to community engagement in WaSH services in Zaatari have changed over time, with the
shift from communal services in the early years of the camp’s existence, to household services more
recently. Previous approaches included refugee committees for communal services such as WaSH
blocks and a network of community mobilisers paid through the camp’s cash-for work incomegenerating scheme. The current model for promoting community-engagement is based on a network
of voluntary block representatives (BRs) in each of the 192 blocks (sub-divisions of the 12 districts) in
the camp.
Moving from cash-for-work community mobilisers (CFW CMs) to voluntary BRs is driven substantially
by funding cuts for assistance to refugees in Zaatari, part of a pattern that is occurring across the Syrian
crisis response in the region. Another drive, which is linked to funding cuts, is to reduce the
dependence of the refugee population on external assistance, and to move towards a more municipaltype situation for the longer term.

1.2 AIM AND OBJECTIVES OF THE STUDY
Aim
The aim of the study is to map and analyse the perspectives, understanding and expectations of
different stakeholders within the refugee population in Zaatari camp, as well as those within relevant
organisations, regarding community engagement in WaSH services, and provide recommendations on
this.
Objectives

1

•

perform an In-depth context analysis / community profiling: establishing an understanding of
community structures / influencers, existing knowledge and resources within the community;

•

map and analyse the perceptions of key stakeholders regarding community engagement in
WaSH services;

•

assess the willingness and capability of the community members to contribute to future
community action regarding WaSH services;

•

review the existing community participation model in place in the camp, looking particularly
at CFW CMs and BRs;
Community Engagement in WaSH Service Delivery in Zaatari Camp, Jordan
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•

assess monitoring tools for community engagement in WaSH services;

•

propose changes to adapt community mobilisation to the future WaSH service delivery;

•

suggest any changes in the inclusiveness of vulnerability and hard-to-access people in the
community-engagement approach;

•

propose appropriate tools for monitoring community engagement in WaSH services.

1.3 PURPOSE AND INTENDED READERSHIP OF THIS REPORT
At the time of this study, deeper cuts to WaSH-programme funding in Zaatari camp were announced,
and this raised questions about the feasibility of pursuing certain aspects of current WaSH
interventions, including community mobilisation and hygiene promotion. This report is intended to
help consider priorities for spending on WaSH in Zaatari camp and the importance of community
engagement for equitable and sustainable WaSH services in the camp, and to propose possible
arrangements for promoting community engagement.
The intended readership for this report includes staff working with organisations involved directly and
indirectly in WaSH service provision in Zaatari camp. It may also be of use to others with a broader
interest in community engagement in service provision in Zaatari and other settlements in the region
hosting Syrian refugees.

1.4 PRESENTATION OF THE STUDY REPORT
Section 2 presents the methodology used in the study, as well as limitations and mitigating strategies.
Section 3 provides a brief analysis of the social, institutional and economic context in Zaatari camp,
focusing on aspects of importance for community engagement in WaSH services.
Section 4 presents a review of the different approaches to community engagement in WaSH services
implemented in Zaatari camp, and elsewhere, with a view to learning lessons for the future operation
of WaSH services, with a particular focus on the WWN and WSN.
Section 5 contains conclusions drawn from the content of Sections 3 and 4.
Section 6 presents general recommendations arising from the study.
Section 7 provides a proposed approach for community engagement in WaSH services in Zaatari camp,
with detail on the structure and function of volunteer networks and support required at district and
camp levels.
NB The words spoken by people during interviews and group discussions in Zaatari camp are
occasionally quoted in the report. Only first names of informants are given, in order to preserve
anonymity.
The gender of the person speaking is identified by (♂) for men or (♀) for women after the name. No
children were interviewed during the study.

1.5 ACKNOWLEDGMENTS
Thanks are due to Oxfam colleagues for facilitating the study, and for all the study informants for their
time and thoughtful engagement in the interviews.
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METHODOLOGY

Research was carried out in Jordan from 9th to 23rd May 2018, and was facilitated by Oxfam’s WaSH
team in Zaatari camp.

2.1 RESEARCH METHODS
The four principal research methods used were the following:
•

literature review, including programme documents, studies among the refugee population and
journal articles;

•

key-informant interviews with staff from humanitarian organisations and commercial
companies in Amman and Zaatari camp;

•

open-ended interviews with individuals and informal groups among the refugee population in
Zaatari camp;

•

observation of daily life, and visual inspection of WaSH facilities in Zaatari camp;

•

group discussions during debriefing meetings in Zaatari camp and Amman.

2.2 SAMPLING
Key informants were selected purposively in order to interview those individuals best placed to answer
specific questions relating to different areas of the research focus. The individuals identified work for
UNHCR, UNICEF, ACTED, Oxfam, IRD, GITEC-Consult GMBH (GITEC) and MID-Contracting (MID).1 See
Annex 1 for a list of key agency informants for this study, including those who participated in group
discussions during debriefing meetings.
Refugee informants were approached through two-stage sampling. First, districts within the camp
were selected (districts 3, 6, 7, 8 and 12), to include older and newer districts, and those where both
Oxfam and ACTED work on community mobilisation for WaSH. Second, within each district, efforts
were made to meet and interview BRs and community leaders, as well as householders without any
community responsibilities for WaSH, including men, female heads of household and women within
male-headed households. A total of 28 people were interviewed, including 11 women and 7 men.
Among the people interviewed, there were 7 BRs, 2 Community-Engagement Assistants, 1 Water Focal
Point (WFP), 1 Community Focal Point (CFP) and 2 sheikhs (1 of whom was also a WFP). See Annex 2
for a summary of refugee informants interviewed.

3
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2.3 CHALLENGES AND LIMITATIONS
Table 1 presents the research challenges and limitations met during the research, and the strategies
used to mitigate them.

Table 1. Research challenges, limitations and mitigation strategies
Challenges and limitations

Mitigation strategies

1. The primary researcher’s limited knowledge of Every effort was made to compensate for this by
the context of Jordan and the Syrian refugee doing background reading, seeking information
population.
from Oxfam colleagues and including questions
on context in the interviews with camp
residents.
2. The limited time available to immerse in daily No strategy was found to mitigate this
life in Zaatari camp (the field research could only constraint.
be conducted between the hours of 10:00 and
16:00).
3. The latter part of the fieldwork period These days were reserved for key-informant
coincided with the start of Ramadan, during interviews with agency staff, during mornings
which it was considered that refugee informants only.
would be less available for interview.
4. The primary researcher’s inability to speak or This was overcome to a great extent by the
understand Arabic.
dedicated interpretation provided by a bilingual
Jordanian person who formerly worked in
Zaatari camp for Oxfam, and was able to provide
orientation and cross-cultural interpretation.
5. The Zaatari-camp population’s extensive The strategy used to overcome this challenge
exposure to research over the past six years: this was to conduct in-depth interviews of an hour or
is a population that is accustomed to answering more, in an open and informal way.
questions and probably orienting answers in the
light of their priorities and their interpretation of
the research context.

4
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CONTEXT ANALYSIS IN ZAATARI CAMP

3.1 INTRODUCTION
There are currently an estimated 80,000 Syrian refugees living in Zaatari camp, the majority of who
have been residents for several years. The camp will likely remain for some years more, given the
ongoing conflict in Syria and the situation of the country post-conflict with regards to livelihoods,
services and security.
Living conditions, economic activities and services in Zaatari have developed since the camp was
opened in 2012, to the point where it resembles a large town, with schools and health facilities,
household connections to essential services, a commercial district, employment opportunities and
small business ventures.
In this section, the social, economic and institutional dimensions of the Zaatari-camp context related
to community engagement in WaSH services are presented.

3.2 SOCIAL DIMENSIONS
3.2.1 Social Diversity
The population of Zaatari camp is relatively heterogeneous, in terms of place of origin, social status
and level of formal education.
The great majority of the camp’s residents (83%) are from the Deraa governorate bordering Jordan in
the south of Syria. Another 14% are from rural Damascus, and the remaining 3% come from Homs
(1.8%), Rural Damascus (1.1) and other governorates.2
Refugees come from both rural and urban settings, and although many of the more highly-educated
professionals from the areas of origin may not have settled in Zaatari, there is a wide range of socioprofessional categories represented in the camp.
Educational levels are correspondingly varied, with an estimated 96% of men and 92% of women
having some level of school education, 90% of men and 80% of women reaching at least grades 9 to
12, and 12% of men and 35% of women reaching university or post-university levels.3
The apparent social uniformity in the camp, suggested through the standardised housing plots and
caravans, hides great social and economic diversity. The livelihoods represented among the refugees
interviewed for this study included the following; farming, cattle-raising, agricultural and building
labouring, butchery, accounting, engineering and driving. Several people mentioned the houses, cars,
land, jobs and businesses they had left behind in Syria.

3.2.2 Gender
Society in Zaatari camp is predominantly patriarchal and fairly conventional in terms of family and
social morality. There are strict controls on association between men and women outside the family
circle, and voluntary and professional activities have to be organised around this constraint, to avoid
awkward or ambiguous situations. Nadia (♀) explained that in her role as BR, she would only deal with
woman and children, whereas male colleagues would deal exclusively with other men, and would ask
for support from a female colleague if they had to deal with a woman in the neighbourhood. BR
meetings are organised separately for men and for women.
Married women reported during interviews that they would need their husband’s permission if they
were to engage in activities outside the house, such as working, or volunteering.

5
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Social roles related to WaSH are strongly gender-defined. Women and girls take the main responsibility
for domestic chores, including cooking, laundry and cleaning, which rely heavily on adequate access to
water and hygiene supplies. Technical interventions, such as plumbing, are mainly the preserve of men
at household level.
Established gender roles to be considered in the organisation of community-engagement activities
related to WaSH services. However, these social conventions are not universal, nor are they fixed. Life
in Zaatari camp provides opportunities for social change. For example, many women have had access
to training during their time in the camp, 4 and have taken active roles in assistance programmes,
including WaSH. Haifer (♀) shared the following observation: “In Zaatari things have changed. Women
have more of a role to play and a stronger voice. This will continue back in Syria. It’s good for women
to be empowered and to work”.

3.2.3 Tribal Affiliation
Tribal affiliation is a more-or-less important social phenomenon in the camp, depending on the
individuals and families concerned. It was not possible in this study to ascertain much about the
numerical extent or the importance of tribal affiliation as a social force in Zaatari. However, many
refugees from Deraa are associated with Bedouin tribal confederations,5 and tribal leaders were said
by several informants to be influential figures in the camp (see Section 3.2.5 below).

3.2.4 Social Cohesion
Tribal affiliation may be an important force for social cohesion among a significant part of the refugee
population in Zaatari, but it is not the only one. Other forms of informal network, based on kinship,
commerce, neighbourhood and shared interests also create capacity for solidarity, problem-solving
and mediation. For example, Wahida (♀), a 60-year-old widow said that her brother and other
neighbours sometimes gave her extra water, as she needed more because of incontinence problems.
There are, however, limits to family solidarity. Haitham ( ♂) said that he sometimes helped his
widowed sister out, but that in the end, when things are really difficult, everyone has to look after their
own close family.
Neighbourly solidarity and commercial arrangements are also important forms of support for some in
Zaatari. Several women interviewed mentioned helping out neighbours, or receiving help, for practical
domestic problems, and that they had got to know and get on well with people they did not know
before coming to Zaatari.

3.2.5 Social Vulnerability
However, the camp is also characterised by disparities in power, wealth and social status. Power
dynamics influence access to, and use of, limited resources. Individuals, households and groups within
the camp may be discriminated against, or excluded from informal solidarity mechanisms because of
their social status or place of origin. For example, Nadia (♀) said “when we first arrived, other families
in the block said they did not want us living with them, because we were not from the same village. But
over time, things have improved and we are good neighbours now.”
Female heads of household may be quite isolated in a society where having a man to represent family
interests is important.6 For example, Dihar, a divorced woman head of household, said she had no
relatives in the camp to ask for help, and did not previously know any of her camp neighbours in Syria.
She said that she had recently borrowed money to pay a neighbour to fix a leak in her caravan, and
also mentioned buying on credit from a local trader, but insisted that these debts needed to be repaid,
and that she really needed to find work to be able to do that.
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3.2.6 Influential and Powerful Figures
There is a variety of influential figures in Zaatari camp, some with formal roles linked to the
organisation of the camp, and others with traditional or informal roles that reflect social organisation
in Syrian society. Refugees interviewed mentioned the following influential and powerful figures:
•

sheikhs of varying levels of status;

•

older people with good reputation (kabirs);

•

imams, although their role appears to be more restricted to family and religious affairs;

•

professionals, such as accountants, teachers and technicians;

•

individuals with roles acquired in the camp, such as WFPs, CFW CMs and social-support group
volunteers (part of the community services and community mobilisation programme managed
by IRD).

In addition to influential figures within the Syrian population, informants mentioned NGO and UN staff,
and community police officers, mostly retired Jordanian police officers, older men with experience and
a position of respect.
There is less apparent influence on the refugee population from powerful figures such as street leaders
and district leaders as was the case up to late 2015.7 Following the bad experience with street leaders
and district leaders, many of whom abused their positions, the camp authorities have relied more on
traditional authority figures within the camp, such as sheikhs and imams, as well ad-hoc community
gatherings to consult with refugees.
Sheikhs have lost some of their authority in the move from their home bases in Syria to the very
different social and political context in Zaatari camp, and their legitimacy is contested by some camp
residents. However, they are potential forces for positive influence in public affairs in the camp. Both
sheikhs interviewed during the study highlighted their roles as community leaders. For example, one
was instrumental in an initiative to form a committee to promote reduced electricity consumption, an
initiative that was then supported by UNHCR and IRD. They also underlined the value of association
with camp management authorities and recognition by the Jordanian state in sustaining their
legitimacy and influence over camp residents.

3.2.7 Conflict and Conflict Resolution
Conflict is not uncommon in Zaatari camp, as in any large and densely-populated settlement. Several
refugee informants offered examples of conflict over water distribution. For example, Haifa (♀)
suggested that WFPs sometimes favour their relatives when overseeing water distribution from trucks.
Haitham (♂) said that sometimes people empty their storage tanks deliberately to persuade the
water-truck driver to give them a second delivery, even though they know this is not fair. These
instances may be rare examples, but they illustrate the sensitivity attached to rationed water as a
scarce resource in Zaatari camp, and the potential for conflict if water distribution is not equitable.
When discussing the operation of the water network, once commissioned, several people identified a
risk of conflict, for example if a person put a pump on the network to draw more than their share of
water. When asked about how this kind of conflict could be resolved, informants mentioned an
approach in several stages, broadly as follows:
1. try to resolve the matter between neighbours and extended family members (men), by
reasoning with the person (a man), and if this fails, then;
2. involve an influential person from within the community, preferentially bringing in people who
are respected by both parties (the person who installed the pump and the neighbour(s) who
7
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would be affected by them taking more than their ration of water), such as a sheikh or elder
family members, a BR or a social-support group volunteer, and if this fails, then;
3. take the matter to an NGO staff member (from ACTED or Oxfam, depending on the district
concerned), and/or the community police, either of whom could explain to the person
concerned that what they were doing was not allowed and try to persuade them to stop.
It is important to note that a number of informants said that they felt recourse to external agencies
such as the NGOs and the community police was essential, to avoid being in the front line in case
conflict became serious.
Some informants described a strong sense of shared moral values among the refugee population in
Zaatari, and a high level of social pressure to conform to those values (including solidarity, honour,
honesty, hospitality, sharing, consideration of others’ rights and respect for figures of authority). In
cases of conflict, where an individual violates these values, the social price they risk paying may be
high. For example, Bessma (♀) explained that in traditional Bedouin culture, taking more than one’s
share of water at times of scarcity could result in being excluded from the community and banished
from the area. This would not be physically possible in Zaatari, but an offending person might find
them self socially excluded, and their moral fault (of putting a pump to take more than the allocated
share of water) could be that neighbours would feel morally justified in reporting the person to the
authorities, even though this meant not respecting the competing value of tribal solidarity.

3.3 ECONOMY AND LIVELIHOODS
There are a certain number of livelihoods opportunities in Zaatari camp, including the following:
•

provision of assistance through humanitarian distribution mechanisms that include E-cards for
supermarket purchases, bread distributions, school meals and occasional cash distributions,
for example for cooking and hygiene items;

•

a cash-for-work programme to pay camp residents to help run essential services in all sectors,
principally WaSH and education8;

•

work outside the camp, principally in the agriculture sector, through a system of work permits
managed by the Zaatari Employment Office (ZEO) established in August 2017;9

•

trading, labouring and artisan activities which circulate cash, generate goods and services and
enable the import of goods of all kinds into the camp, as well as providing livelihoods.

There is a shift underway in which CFW opportunities are gradually reduced as service-provision
budgets are cut back, and employment outside the camp is increased, facilitated by the ZEO in line
with the policies of the Government of Jordan and major donors.

3.4 GOVERNANCE
Zaatari camp increasingly resembles an urban settlement, and since 2013, there have been calls to
consider the camp as a city in the making, with the normal attributes of a city, which include not only
the services and infrastructure, but also governance arrangements. Attempts were made by UNHCR in
2013 to set up neighbourhood councils in each of the camp’s twelve districts, as well as a community
police force drawn from among camp residents. 10 These no longer exist however, and the current
governance arrangements in Zaatari are very far from those in a normal city. There is no municipality.
Camp affairs are managed by UNHCR and SRAD, and there is no instituted body, elected or otherwise,
that represents refugees at camp level or at district level. Formal occasions for voicing concerns
publicly are limited to monthly community gatherings at district level. These are valuable for facilitating
open discussions on topics of concern, but their ad-hoc nature does not allow them to deal with
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ongoing matters on a regular basis, or for taking decisions. They do not provide a strong channel of
accountability.
The current government arrangements in Zaatari camp leave a major gap in refugee representation
and agency. This has far-reaching consequences, and creates a serious challenge for any policies and
programmes that seek to promote refugee participation, ownership and autonomy, including
meaningful community engagement in WaSH services.
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4. COMMUNITY ENGAGEMENT IN WaSH SERVICES IN
ZAATARI
4.1 OVERVIEW OF WaSH SERVICES
4.1.1 Introduction
The quality of WaSH services in Zaatari camp has improved considerably since 2012, and particularly
since the provision of household connections for wastewater and household-level water deliveries.
This improvement was recognised by residents interviewed for this study, as process of moving
towards a level of service they feel suited to their needs. The WaSH service levels are sufficient to
ensure a good, stable public health situation in the camp and enable decent levels of hygiene and
wellbeing, despite the ration of 35 litres per person per day (lcd) being considered by many to be too
low compared with service levels in Syria and in Jordanian towns.11
WaSH services in Zaatari camp are in a state of transition as the WWN and WSN are being constructed
and commissioned. Community engagement in these services will need to adapt to the transition to
more stable operations in the future.

4.1.2 The Current Situation of WaSH Services
WaSH services in the camp now include the following activities and infrastructure:
Water supply: According to the 2017 KAP survey, 12 nearly all households in Zaatari camp (97% confidence interval=1.6%) are served by water tanker, the primary water source being the three
boreholes in and around the camp. The majority of households (61% of respondents confidence
interval=4.7%) have private water-storage tanks, although distribution of these is varied, with over
90% possession in districts 1, 2 and 4 and less than 50% in districts 5, 7, 8 and 11. The remaining
households share communal tanks. These figures will have changed somewhat from the time of the
KAP survey one year ago. Construction of the WSN will be progressively completed over the coming
months, zone by zone and district by district, with a protocol of pressure testing, performance testing
and water-quality testing before commissioning in each zone.13
Wastewater: The UNICEF and REACH WaSH infrastructure and services assessment in March 2017
established that almost all households in Zaatari camp (98.4%) have in-house pour-flush toilets. 14
These, along with showers, laundry and dishwashing facilities in the household, are connected to
shared septic tanks (99.4% of households are connected to a septic tank). 15 Householders are
responsible for operations from the household up to the entry to the septic tank. The sewers carrying
effluent from the septic tanks to the operational sewage-treatment plant are still under construction,
and there have been delays in the construction programme. However, from a householder
perspective, there seem to be few significant problems with regards to use of the network. The
population of Zaatari is generally accustomed to using this kind of wastewater-disposal system, and
many had septic tanks in their homes in Syria, which required careful use.
The WSN and WWN meet a demand for household connections that has been clearly articulated by
refugees for several years now,16 and were highly appreciated by people interviewed during this study.
Domestic solid waste: Householders have access to communal waste bins, from which the waste is
collected then transported and disposed of in a landfill site. Paper, plastics and metals are placed in
separate bins inside the household and collected, transported and recycled at two recycling centres.
Litter in the streets and other public spaces is picked by litter pickers and then disposed of or recycled.
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Hygiene promotion: Up to the time of drafting this report, hygiene promotion activities include group
sessions in neighbourhoods, schools, Makani centres 17 and market areas; door-to-door messaging;
Hygiene Children’s Clubs at community centres; and Global Events Days (Global Handwashing Day,
World Water Day, World Toilet Day etc.).

4.1.3 Future Operation of the WaSH Networks
The focus of this report is community engagement in the services and infrastructure provided by the
WWN and WSN, which are expected to be fully operational in the coming months.18 UNICEF’s vision
for operation of the WWN and WSN is based on a municipal service-delivery model, such as operated
by a typical WaSH utility, with three operational units:
1) Operations Management, ensuring weekly delivery of water to each zone, at agreed quality
standards, and of a volume equivalent to the ration of 35 lcd for the registered number of
residents within the zone;
2) Assets Management, managing the capital infrastructure of the networks; and
3) Customer Services (or community-engagement services), managing ongoing community
mobilisation, hygiene promotion, accountability mechanisms (hotline), and services standards
(household water quality, supply volume, equitable services).
The first two functions are to be assured by the network-construction contractor, MID, for the first
year of operations, and the third is to be assured by UNICEF together with implementing partners.

4.1.4 Governance and Management Challenges
Governance
With particular reference to WaSH services, in a normal municipal situation there may be a relatively
simple arrangement as follows:
•

the state / municipality appoints the service provider and regulates services, and is
accountable to the service users;

•

the service provider provides the WaSH services as per regulations, and is accountable to the
municipality and to the service users;

•

the residents use the services and pay for them according to a contract with the service
provider that is regulated by the municipality and by a legal framework that lays out rights and
duties of each party and which, in principle, is enforced through sanctions.

The relationship between the three parties in the classic municipal arrangement with delegated
services and paying users may be shown as in Figure 1 below.
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Figure 1. Simplified governance model for delegated WaSH services in a municipal context19

The situation in Zaatari is not suitable for this WaSH-governance model, and is not likely to be so for
the foreseeable future. There is no municipality as regulator, but an unelected camp management
structure co-chaired by UNHCR and SRAD, with a mandate to protect and assist refugees and to
coordinate service provision. UNICEF also has some regulatory function, as well as contributing to
service provision, which makes accountability lines complex. The service provider is in fact a number
of different organisations with different missions, business models and ethical frameworks. The users
do not pay for their services, and the regulatory framework is not understood by all the actors,
including the refugee population, as camp WaSH regulations have not yet been published.
Management
There is also a major challenge for the effective operation of the customer-services unit, which is that
it is not a single unit in reality, but a group of organisations with interests and ways of working that are
somewhat divergent and sometimes at odds. The key actors involved are UNICEF, the WaSH
implementing partners (IPs – currently ACTED and Oxfam), MID and UNOPs. There are significant
opportunities for confusion, and accountability to the network users is fragmented and dispersed.
For example, if a household does not receive their ration of water during weekly distribution, they may
call the hotline (operated by UNOPs on behalf of UNICEF), who then need to decide if it’s an operations
problem (insufficient water going into the zone, network losses or hydraulic problems within the zone
– MID’s responsibility) or a customer-services problem (neighbours taking more than their share, or
the call being an attempt on the part of the caller to receive more than their share them self – IP’s
responsibility). The problem could be due to any of these reasons, or a combination of reasons, and
an investigation will be needed to identify which it is, and therefore whose responsibility it is to address
it. The whole process could very quickly become stuck, with each of the parties – service providers and
service users – able to avoid responsibility.
12
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In the case of a pump being used by a household to take more than their share of water, the problem
is more straightforward in one sense – it’s clearly the householder’s responsibility – but the solution is
not an easy one to find at community level. BRs are neighbours and family first, and community
volunteers second, and would not be able to solve this kind of problem without risk of conflict, and it’s
extremely important to avoid conflict in Zaatari.

4.1.5 Minimum Standards for WaSH in Zaatari Camp
The current version of the minimum standards for the WaSH sector in Zaatari camp dates from
September 2014.20 These standards, derived from Sphere Project Humanitarian Charter and Minimum
Standards in Humanitarian Response, with key actions and indicators adapted to the local context, are
detailed and specific, but are now too old to be of much practical use. They do not take account of the
transition from collective infrastructure to household services. The standards contain frequent
reference to WaSH blocks and WaSH committees, which no longer exist, and there are no targets set
for private WaSH facilities, which are now the norm in Zaatari camp. Many of the actions and indicators
relating to “hardware” and “software” aspects of services are therefore irrelevant.21
A clear statement of appropriate and applicable minimum standards to be achieved in the WaSH
sector, based on an understanding of refugee rights, is a basic requirement for adequate, equitable
and accountable service provision, for use by service providers and service users alike. A revision of
the standards would fill an important gap, and the revision process would be a good opportunity to
bring key stakeholders together for collective thinking about the future of WaSH services in the camp.
A revision of the WaSH standards would provide the opportunity to revise the limit of 35 lcd of water
supply. The camp population is now stabilised at 80,000 people, substantially less than its peak
population and the current limit is less than half of what is available to local communities in Maafraq
governorate.22 If a rational analysis of groundwater supplies suggests that sufficient water is available
for a sustainable increase in water rations, and if the sizing of the WWN septic tanks allows, there
would be no major technical obstacle.

4.2 COMMUNITY-ENGAGEMENT APPROACHES
4.2.1 Introduction
Three major approaches to community engagement in WaSH services have been implemented up to
now:
•

CFW Community Mobilisers;

•

WaSH committees;

•

BRs (Block Representatives).

These will be reviewed in this section, with particular attention to BRs.

4.2.2 CFW Community Mobilisers
Until February 2018, community engagement in household WaSH services in Districts 6, 7 and 8 in
Zaatari camp was based on a network of community mobilisers paid with CFW (CFW CMs) managed
by Oxfam. There were approximately 10 CFW CMs in each district.23
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The CFW CM approach seems to have been successful from the perspective of camp residents.
Interviews at household level and with programme staff and Syrian CFW workers revealed the
following positive aspects:
•

a high level of confidence in the system, as CFW CMs were felt to be accessible and responsive;

•

confidence was based strongly on the fact that the CFW CMs were supported and supervised
by the NGOs who could address any problems with their behaviour;

•

CFW CMs were seen as a relatively direct route to the NGOs and one which produced a
response to issues raised by residents;

•

accessibility was facilitated by the CFW CMs’ strong association with the community centres
at district level;

•

the fact that CFW CMs were paid facilitated women’s effective participation.

On the other hand, three major criticisms have been levelled at the CFW CM approach:
•

the cost of paying and supervising the number of CFW CMs required;

•

the unsustainability of the approach, which relied on the externally-funded CFW scheme;

•

the challenge of maintaining stability in the CM team – CFW posts at this level are supposed
to rotate every year24 and the fact that they didn’t was considered by some people as being
unfair.

4.2.3 WaSH Committees
From 2011 to 2016, a substantial proportion of WaSH services were provided at communal level,
through communal water points and WaSH blocks. In addition to the CFW CMs, WaSH committees
were created for facilitating use and maintenance of these facilities. These committees were
disbanded in 2016, when communal facilities were replaced by household-level facilities. By the
accounts of ACTED and Oxfam staff, the WaSH committees worked relatively well, for the following
reasons:
•

they had a clear mandate and ability to act on specific problems that were shared and
recognised by the group of people they represented;

•

they were given training in subjects relevant to their responsibilities and tasks;

•

they received a small operating budget (100 JOD per committee per month in the case of
ACTED-supported committees), which contributed to their ability to act;

•

they were required to provide monthly activity and financial reports, and so were held
accountable to the IPs as well as to fellow community members.

4.2.4 Block Representatives
In August 2017, a different approach was launched, based on groups of voluntary BRs in each of the
192 sub-district blocks in the camp. The CFW CM and BR arrangements ran concurrently until February
2018.
The following findings are based on interviews with individual staff and CFW team members from
Oxfam and ACTED, interviews with individual BRs, participation at a BR meeting, interviews with
refugees at household level and a rapid review of the qualitative data produced in March 2018 as part
of a study to review the BR approach. There is strong convergence between these sources of
information.
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Weaknesses in the BR approach so far
The shift from the CFW CM approach to the BR approach had not been successful so far, as of late May
2018. The system was discontinued due to funding cuts in June 2018. The BRs did not become an
effective force for community engagement with the WaSH services in Zaatari, and the BR approach
was not fit to face the challenges that will arise in the near future as the WSN goes into operation. The
following weaknesses are particularly noteworthy.
•

The purpose of community engagement in WaSH service provision and of the BR approach in
particular was not clear for the key stakeholders concerned. In addition, the BR model was
implemented in slightly different ways by each of the 3 WaSH implementing partners in
different districts in the camp.

•

BRs understood their role simply as that of a channel for transmitting information from UNICEF
and the NGOs down to community members, specifically regarding safety around the
construction process, and how to look after the networks. This had been their experience, as
a reflection of the one-way top-down communication approach presented in the WaSH
community mobilisation and communications strategy developed by UNICEF, ACTED, JEN and
Oxfam in 2017.25

•

There was a very low level of active participation from BRs, and a small minority of the 1,280
individuals actually did anything effectively to promote community engagement.

•

There was a low level of understanding of the existence, role and value of BRs among
community members.

•

Community members tended to refer to WaSH partners’ staff (Jordanian and CFW CMs) at the
district Community Centres, rather than go to BRs, either because they were not aware of the
BRs, or because they had greater confidence in the NGO staff to solve problems.

Why did these weaknesses appear?
There are a variety of explanations for these weaknesses in the BR approach. One is the timing of the
transition, which coincided with an intensive and problematic phase of the WSN construction during
which there were major problems of site safety and construction problems to be addressed. This
created immediate challenges at community level, for which the BRs were not equipped to respond.
The overlap between the two approaches also caused some confusion for the BRs, CFW CMs (some of
whom were both at the same time) and the residents of Zaatari.
In addition to these problems of timing and circumstance, there were shortcomings in the
implementation of the new approach, including the following:
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•

The purpose of the BR approach, what it is meant to achieve and the institutional / governance
framework within which it operates were not sufficiently worked through in consultation with
the relevant stakeholders (community members, the BRs themselves, WaSH partners and
other key actors in Zaatari such as SRAD, UNHCR and IRD).

•

The result is that there was not a clear and shared vision among the different WaSH partners
and for the users of WaSH services as to the purpose of the BR approach, and the role of the
BRs.

•

The BR approach did not grow out of, or was not built onto, any form of community initiative
or demand. Instead, it was decided upon by external actors, and introduced from the top.

•

The BRs were not provided with agreed and clear written terms of reference that lay out their
status, roles and responsibilities. Rather they were informed verbally of a range of activities
they should carry out, as a result of decisions taken by the WaSH partners.
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•

There was insufficient communication with residents concerning the BR approach and the role
of the BRs, and the selection process was rather rushed, so the right people were not always
recruited into the role.

•

The number of BRs was very large (1,280 individuals in 207 groups), which made it hard to
build their capacity and to support and supervise them effectively, with resulting low
motivation and lack of commitment.

•

The BRs had not yet received any training on key skills areas such as communication,
negotiation and conflict resolution.

•

BRs had expectations of receiving incentives, and formal signs of recognition such as badges,
clothing or identification documents. These expectations have not been met.

•

BRs felt unable to respond effectively to problems raised by community members.

Although the BR approach did not prove to be successful during its short time in existence, and is now
on hold following funding cuts, the experience of its first months of operation has created lessons that
can and should be used for future community-engagement efforts in Zaatari camp (see Section 5.3).

4.3 PERSPECTIVES ON COMMUNITY ENGAGEMENT FOR WaSH
SERVICES
4.3.1 What is Community Engagement?
The term “community engagement in WaSH services” has a variety of interpretations and practical
applications. Oxfam’s definition is very broad (see Figure 2 below). It has a strong focus on
participation, accountability and capacity building, and is supposed to be based on rigorous analysis of
the social and behavioural context in which community engagement is to be promoted. This contrasts
somewhat with the vision expressed in interviews with representatives of other WaSH actors in Zaatari
camp, in which the meaning of community engagement is far narrower, with a focus on encouraging
a sense of ownership and responsibility for WaSH facilities through messaging. This vision is clearly
expressed in the WaSH community mobilisation and communications strategy for Zaatari camp.26
Although the Oxfam model of community engagement does not explicitly stress responsibility and
taking care of public infrastructure in the way that other models do, these benefits are promoted
through encouraging a sense of ownership, facilitating dialogue and building capacity.
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Figure 2: Oxfam model of community engagement in WaSH27

4.3.2 The Need for Community-Engagement
Equity of access
Equity of access to water is one of the most obvious and important reasons why some form of
community engagement in WaSH services is needed in Zaatari camp. Once in operation, each of the
96 zones of the WSN are to receive a weekly allocation of 35 lcd of water for the people registered as
living in the zone. During the first year of operation, supplying bulk water to each zone will be the role
of MID, the contracting company who are building the WaSH networks. MID’s role is limited to
supplying an agreed amount of water of agreed quality to each WSN zone, and does not include
ensuring equitable distribution within the zone.
The design and construction of the WSN thereby creates a highly problematic situation which the
following, apparently unique combination of features:
•

users have individual household connections to a network;

•

the amount of water supplied is severely rationed at less than half of what users desire and
are used to;

•

local topographical variations and hydraulic dynamics within the distribution networks at zone
level will produce uneven distribution between household plots;

•

there are no means to isolate sections of the distribution system within each zone so as to
distribute to sub-zones, if required;

•

householders are, or can easily be, able to use means to take more than their allocated ration
of water;

•

there are no means to measure objectively how much water the users actually consume.

If operation of the WSN is to function equitably and sustainably at zone level, then each household,
and each household member, will have to make great efforts, to contribute to equitable distribution
of water within each zone, through avoiding using more than the household water ration of 35 lcd,
even if more water was received during weekly distribution, and even if they need more, for example,
if they receive guests. They also have to abstain from drawing more than their share of water from the
17
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network with the aid of electric pumps, installing additional reservoirs, and making illegal connections
to the network.
This collaboration requires households putting the collective good (equitable distribution of water)
above family needs (a quantity of water they feel necessary, above the limit of 35 lcd). This is highly
unlikely to happen without substantial efforts to encourage positive engagement of users, given the
social context in Zaatari camp. Refugees desire to use substantially more than the ration in order to
maintain levels of hygiene and wellbeing in the household / family, and their family obligations
generally take priority over other social obligations.
Sustainability of services
In 2013, Oxfam constructed a water-supply network to 48 WaSH blocks in District 6 of the camp to
facilitate distribution and end the use of water trucks. This network quickly ran into operations
problems due to individuals making unauthorised connections to the system, to serve their
households, and the use of electric pumps. These problems led to the network failing in the end. A
lessons-learning report on this experience identified inadequate community mobilisation and sense of
ownership as key to the failure of the network.28
If the community of users in Zaatari is not engaged meaningfully in favour of careful use of the WaSH
infrastructure, based on a sense of responsibility and involvement, then the services are likely to suffer
similar problems, leading to high maintenance costs and lack of sustainability.

4.3.3 Dimensions of a community engagement approach
Information and communication
Information and communication will be essential for the engaging users in the sustainable operations
of the WaSH infrastructure in Zaatari camp. This includes the question of encouraging users to help
ensure equitable distribution of water within the zones, but goes much further than this. It includes
information flowing from the service provider to the community on the following additional subjects:
•

advice on care and maintenance of infrastructure and resources at household level – managing
water consumption, protecting water safety, what not to pour or put down the toilet etc.;

•

information on network operations, including scheduled interruptions, planned works and
network performance figures;

•

minimum standards, rights and obligations in relation to service provision.

Information and communication from users to the service provider should also be enabled in the
following areas:
•

reporting problems with service operations, particularly leaks and blockages in the networks
and any risks to water safety;

•

feedback and complaints on service delivery, and suggestions for improvement or problemsolving.

These information and communication functions don’t always have to operate through communitybased structures. For example, if all households have to be provided with the same, unequivocal
information, such as the camp WaSH regulations, it is appropriate to disseminate the information from
a central point direct to households. However, if some people then need help to understand the
regulations and how to apply them, there will be need for local interlocutors to provide this.
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Participation
Beyond the question of informing community members about the WaSH services provided from them,
community engagement involves encouraging users’ participation in the decisions regarding the
operation of those services and encouraging a sense of ownership.
There are legal and practical reasons for encouraging and facilitating the participation of users as part
of community engagement. The UNHCR guide “A Community-based Approach in UNHCR Operations”
restates that participation is a right of refugees,29 and stresses that ownership and sustainability are
built on meaningful participation. 30 This participation requires some form of community-based
structures to ensure it is meaningful and accessible for all residents in Zaatari. It cannot be achieved
through top-down processes from a service provider to users. At the same time, the history of
community-based structures in the camp demonstrates the need for careful management, dialogue
and transparency, to avoid discrimination and the concentration of power by local elites.
The people who live in Zaatari camp are refugees, and don’t have a long-term future where they are
now. They are aware that services are provided to them as a right because they are refugees, and that
the humanitarian organisations in the camp are obliged to provide the services, and are paid public
money to do so. In this context, the concept of ownership is not at all straightforward. It can only be
built through dialogue and participation in decision-making.
Accountability
Organisations providing assistance to refugees in Zaaari camp have a duty of accountability for the
level of services provided. Communication, information and participation help greatly in ensuring
accountability. The WaSH networks hotline operated by UNOPS for UNICEF is one channel for feedback
and complaints that provides a partial means for the WaSH service provider to be accountable.
However this channel is limited to specific and detailed information from individual households, and
ultimately if the response is not satisfactory there is very little effective pressure for accountability on
the service provider. Accountability pathways for the WaSH networks services are complex and
fragmented, as discussed in Section 4.1.4, and it is very difficult for users to know who, ultimately, is
answerable for the quality of the service provided. This is a severe constraint on community
engagement.

4.3.4 Different Perspectives on Community Engagement for WaSH Services
Interviews with different agency stakeholders and refugees showed a range of perspectives on the
question of community engagement for WaSH services in Zaatari camp: why it is needed, what it
means, and how it could be promoted.
Refugee perspectives
The attitudes of users of the WaSH services and infrastructure regarding the question of community
engagement and their sense of ownership are discussed in Section 4.3.3. Here, the questions of why
and how to regulate use of the services at community level are addressed.
In answer to the question “do you think that some form of representative body, such as the BRs, are
required?” responses from Zaatari residents are varied. Some of the people interviewed said that if
the WWN and WSN operate effectively, if everyone gets their fair share of water and if calls to the
hotline produce timely and effective responses, then there should be no need for such structures.
However, those respondents who understood how the water-supply system is intended to function at
zone level said they were certain that there would be problems with equitable access and that some
form of community-level regulation would be needed. Not necessarily through the BR model
specifically, but some officially-recognised local mechanism with external support and oversight.
A number raised concerns about the contractor’s willingness or ability to respond to problems within
the zone and on UNICEF’s ability to influence the contractor’s performance in this respect. In fact, the
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contractor’s role ends at supplying an agreed amount of water of agreed quality to each zone, and
does not include ensuring equitable distribution within the zone. This will be a major challenge for
operations of the WSN, and one that the users of the network are aware of.
Some informants mentioned the importance of ensuring that more vulnerable households get their
fair share of water and have service problems addressed, seeing a community-based structure as a
way to facilitate this.
WaSH service-providers’ perspectives
The current WaSH community mobilisation and communications strategy – 2017/2018 has the
following purpose: “promote behavioural change and encourage community ownership and
responsibility for the water and wastewater infrastructure to ensure long-term sustainability”. 31
Oxfam, ACTED and UNICEF have not finished the process of developing the strategy, and it may be that
funding constraints force a rethink of the approach, but for the moment, it presents a view from the
WaSH agencies that substantial community engagement, involving ownership and responsible use of
infrastructure, is required.
The strategy identifies a number of user practices that are to be encouraged or discouraged through
community mobilisation, including the following:
•

conserving water;

•

ensuring water safety;

•

use of domestic pumps (for drawing more than the allocated amount of water from the
network);

•

illegal connections to the networks;

•

correct use of washing machines;

•

disposal of items and substances in the WWN.

These practices go beyond those identified by refugees interviewed, although a number of them, such
as use of domestic pumps and illegal connections relate to equitable distribution, which is the main
concern raised by refugee informants. However, whereas agencies’ concerns seem to focus on users’
responsibilities, refugees appear to be more concerned by their rights.
This perspective is rather narrow, certainly if compared with Oxfam’s practical definition of community
engagement presented in Section 4.3.1. In this sense, there is no clear agreement between the WaSH
agencies in Zaatari camp as to what is meant by community engagement, why it may be needed, and
how best it could be promoted. This is a major obstacle to developing an effective camp-wide
approach.
Contrasting visions
The vision of the role of community engagement in WaSH services from the perspective of community
members contrasts strongly with the vision presented in the draft WaSH community mobilisation and
communications strategy developed by the WaSH partners. Broadly, the two perspectives can be
summarised as follows:
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Service-uses’ perspective

Perspective in the draft WaSH CM strategy

We want to ensure that services are
provided appropriately, effectively and
fairly, and that we get complaints heard and
problems solved by the service provider

We want to encourage responsible use of
WaSH infrastructure by the service users and
solve behavioural problems at community
level
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It can reasonably be argued that encouraging people to use the infrastructure correctly is an essential
way of ensuring effective service provision, and in this sense, the two perspectives join up. However,
given the predictable difficulties of equitable distribution that will occur within the zones once the
WSN is in operation and the service users’ inability to put meaningful pressure on the service provider
through the hotline, limiting the community-engagement approach to receiving complaints and to
messaging for compliance is likely to lead to failure.

4.3.5 Capacity and Willingness of Zaatari Camp Residents to Engage in WaSH
Services
Introduction
Engagement in WaSH services will be examined in this section at the following levels:
•

ownership, and responsibility for using and looking after the services and infrastructure
correctly;

•

participation in the management of services at community level through some form of
representative group or network.

Needs, rights and ownership as users of the services
A number of refugees interviewed said they felt that the ration of 35 lcd of water was not sufficient,
given what they were accustomed to in Syria and their need to maintain a high level of personal and
domestic hygiene. This was mentioned as particularly important during the summer months, for
bathing after working, and for keeping dust down around the home. Cleanliness is a strong value
expressed during interviews, as well as a high level of understanding of the links between hygiene and
health. Some people expressed fears that they would not receive sufficient water once the WSN is in
operation.
One person interviewed (Fatima (♀)) pointed out that as a refugee she has a right to sufficient water,
saying “true, we don’t pay for it [water], but we need it, and it’s our right to have it”. Her mother,
Hafeth, rejected messages received from WaSH agencies promoting water saving and encouraging
refugees to behave more responsibly with regards to services and infrastructure, saying “we are
Syrians, we know how to behave correctly”. Haifa ( ♀) a BR, saw both rights to expression and
information, as well as services, saying “as a BR I should encourage people to feel empowered and
express their needs and ideas, and to make complaints”, and “we are not here just to receive assistance,
we need to be informed as well”.
The concept of ownership was expressed in different ways that reflect the complex relationship that
camp residents have with infrastructure. For example, Afaf (♀) said “No matter how long we stay here,
we are refugees and we’ll go back one day. We don’t own anything. At the end of the day, the project’s
for them [the humanitarian agencies]. How will you give us ownership?” Later, in answer to the
suggestion that ownership can be understood as feeling responsible for something that is important
to oneself, she said “We are humans, so we must look after our houses”.
In general, there does not appear to be a strong sense of ownership of WaSH services and
infrastructure. Users were consulted very little on the major decisions regarding the design,
construction and operation of the WaSH networks, and do not necessarily feel beholden or
accountable to service providers for their use of the networks. Rather there is a sense of rights to
services, demand for accountability on the part of service providers, and a sense of accountability to
neighbours who may be affected by their behaviour.
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Willingness of individuals to engage at community level
Refugee informants all said that participation in the management of WaSH services at community level,
beyond activities such as coordinating with neighbours connected to the same septic tank, could not
be done without some form of incentive, and support from humanitarian agencies.
The issue, as it was presented, is not just about remuneration for time and effort spent, but also about
recognition and legitimacy, although individuals spending a lot of time on BR activities felt that they
should be compensated for this. For men, the issue was principally the opportunity cost involved. For
example, Abu Khaled (♂), a BR, said “I’d rather go out and work. Nobody else in my family works and
I need the money”. For women, other than women heads of household, for whom the issues were
similar to those faced by men, the problem of financial incentives is more to do with being able to
justify the time spent out of the household to their families, and particularly their husbands. Time
spent outside is not only a cost in terms of time away from domestic work, but a risk to social and
family relations. Hasan (♀) said “I wouldn’t do it [volunteer as a BR]. I see people being frustrated
because their complaints don’t get answered. It’s a headache and my husband wouldn’t like it.” Haifer
(♀), a BR, said “if any woman wants to be a BR, she’ll need permission from her husband. If she doesn’t
come home with money, he may not agree”.
At the same time, a number of focus-group participants in the BR review, and people interviewed
during this study stressed the importance, from their perspective, of having an external organisation
such as Oxfam or ACTED supporting and supervising community representatives in order to:
•

prevent favouritism and patronage and other potential abusive behaviour;

•

strengthen representatives’ credibility and ability to solve problems;

•

act as a back-up in case of problems they cannot solve at their level, for example the use of
pumps.

A number of people interviewed said that they would be encouraged to engage at community level,
or to continue to engage, if they felt that they had an organisation like Oxfam or ACTED behind them,
to provide legitimacy and back-up in case of need, and to provide training and supervision. Incentives
are seen as material evidence of agency recognition and esteem. Other marks of recognition
mentioned were visibility (caps and vests), identity cards and documents, and written terms of
reference laying out the individual’s responsibilities and mandate to carry out activities in the
community.
A final factor that encourages engagement of individuals at community level in WaSH services is the
sentiment that their efforts are worthwhile. That is, if they can effect positive results for community
members who come to them with problems concerning WaSH services. This was identified during
interviews and during the BR survey as being a major reason for lack of success of the BR approach so
far.
Capacity to engage at community level
Refugees in Zaatari have shown themselves to be very capable in many domains (commercial,
technical, organisational), and have been heavily involved in the development of the camp and the
operation of its services through cash for work (CFW) employment. They have, however, been very
little involved in formal voluntary initiatives or structures such as water committees, communityhealth networks or parent-teacher associations. People in Zaatari were generally not exposed to a
strong and active civil society in Syria, where state control and a high level of service provision without
community engagement were the norm. Although people have highly-developed skills for
communication, negotiation and conflict-resolution, these may largely have been deployed in family
or commercial spheres and not in community roles where legitimacy and relationships are defined in
different ways.
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4.4 LESSONS ON COMMUNITY ENGAGEMENT IN WaSH FROM
OTHER REFUGEE CONTEXTS
In this section, four other refugee contexts will be examined, to see what lessons can be learned for
community engagement in WaSH services in Zaatari camp. It is not easy to find comparable situations,
and the examples available do not always provide a very positive picture of community engagement.
Kakuma camp, Kenya
Kakuma camp illustrates a fairly common arrangement for community engagement in water supply in
refugee situations. The camp, in Turkana District in north-western Kenya was established in 1992 to
host Sudanese refugees. Today the camp has a population of approximately 150,000 people, refugees
from eight different countries in the region. 32
The camp is situated in a water-stressed region of Kenya, and relies on limited groundwater supplies.
Water is rationed at approximately 22 lcd, and is distributed through public tapstands twice daily from
reservoirs dispersed around the camp. Valve operation to distribute the allocated amount of water to
each tapstand is performed by paid camp employees. Distribution from the tapstands is organised by
elected committees established as part of NRC’s WaSH programme. Each household is assigned to a
specific tap on the tapstand, and is given a number that indicates their place in the queue.33
In addition to supervising water distribution, the WaSH committees regularly monitor chlorine levels,
supervise maintenance and small repairs at the tapstands, receive and pass on complaints and manage
conflicts over water collection. When they are faced with problems they cannot handle alone, they
refer to NRC.34
Parallel to the formal water-distribution system that is designed to provide the UNHCR standard of
water quantity, informal operators sell water from sources outside the camp to households or
businesses that require additional water, and that can afford to pay for it. They also help fill the gap
when there are interruptions in the formal water supply.35
Refugee camps in Tindouf, Algeria
Tens of thousands of Sahrawi refugees have been living in camps in the province of Tindouf, Algeria,
since the middle 1970s. Many of them rely on groundwater that is delivered to family storage tanks
via communal taps, on a rotation basis. Distribution is managed by attendants, mostly women, at each
public tap.36 Access is strictly limited, with less than just 10 lcd of water provided according to official
refugee population figures in April 2018.37
Domiz 1 camp, Iraq
Domiz 1 camp in Dohuk Governorate, Iraq, opened in 2012. The camp hosts approximately 35,000
Syrian refugees, mostly from Hassakeh and Damascus governorates.38
Water is distributed to each household via a network that currently supplies approximately 70 lcd.39
Despite the fact that twice as much water is supplied per person per day than in Zaatari, individual
demands exceed supply, particularly in the summer. The water-supply network suffers chronically
from irregular connections and use of pumps, and consequent impacts on equity of access, water
quality and operations and maintenance costs.40 This was already identified as an issue in 2014It is still
necessary to use water trucking to fill supply gaps caused by high and unequal consumption, despite
public information on water conservation and campaigns to stop irregular connections.41 There are no
formal community-based structures to promote community engagement in the water-supply service.
Integrated refugee settlements in Uganda
Uganda hosts over one million refugees from surrounding countries, many of who live in settlements
integrated into the local society. Approximately two-thirds of this population rely on boreholes with
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motorised systems handpumps for their water supply, and many of these water sources are shared
with the local population. According to a UNHCR / Government of Uganda report, in some of the older
refugee settlements, as in host-community settlements, a user fee is paid to support operation and
maintenance of the water systems. Despite the government having trained many pump mechanics in
the area, very few of them are active, because of lack of incentives, tools, transport and spare parts.
Water committees in the areas, responsible for collecting water fees and managing the revenues, are
also inactive.42
The following lessons may be drawn from the examples described above.
Table 2. Summary of lessons drawn from other contexts
Lessons learned

Notes in relation to Zaatari camp

Sustaining community engagement in WasH
services is always a challenge, something that
requires sustained effort, and is not always
successful.

Sustained investment in community
engagement will be required

There are significant costs associated with not
achieving and maintaining comprehensive and
effective community engagement.

Investing in community engagement may help
reduce service-delivery costs over time

WaSH committees or other types of voluntary
groups can be an effective means to regulate
access to scarce services.

This was the case for the WaSH committees in
place for managing communal WaSH facilities in
Zaatari.

Such structures do require sufficient social
control and sustained external support, to
remain active and accountable.

The contrasting experience of the WaSH
committees and Block Representatives tends to
confirm this.

Public facilities and tankered deliveries are
easier to control than household connections.

Household wastewater connections do not
seem to be problematic. There is a high risk of
loss of control over water distribution through
individual household connections.
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CONCLUSIONS

5.1 THE NEED FOR PROMOTING COMMUNITY-ENGAGEMENT IN
WaSH SERVICES
Zaatari refugee camp is now in its sixth year, and it is likely that it will remain in place for some years
to come. The environment of the camp resembles an urban setting, and residents are settled in defined
districts, blocks and streets, with access to a range of good-quality services. The social context of the
camp is more stable than in the early years and has become temporary home for men, women and
children, many of whom have no memory of any other place. Livelihoods are set to become less reliant
on humanitarian aid, and more integrated into the local economy.
The WaSH services in Zaatari camp have improved greatly since the camp was established, and
completion and commissioning of the WSN and WWN will provide an engineered basis for stable longterm service provision.
It would be tempting to think that in these conditions the WSN and WWN could be managed in the
future according to a municipal arrangement. One in which relationships between users and service
provider(s) are regulated household-by-household via the hotline for complaints, and application of
camp WaSH regulations in case of abuse of the service ad infrastructure by users.
However, this is unlikely to be possible in the foreseeable future. Overall governance arrangements in
the camp are very far from those found in a municipal situation. The camp inhabitants are refugees
and not resident citizens, and the camp is managed by SRAD and UNHCR and not by an elected
municipal council.
In addition, governance arrangements for WaSH services are compromised by weaknesses in
accountability links between users, service providers (NGOs, UNICEF and the construction contractor)
and regulatory bodies (UNHCR, SRAD and UNICEF).
There is a low sense of ownership of infrastructure among many refugee households, partly because
this is a refugee situation and residents do not have a permanent stake in Zaatari camp, and partly
because there has not been a high level of consultation and collaboration with the refugee community
on the development of services.
Zaatari is a refugee camp that was created as a consequence of violent conflict and displacement.
Social support systems and solidarity mechanisms are not generally strong, and there are marked
divergences of interest between different sectors of the population. There are minority individuals,
households and groups within the camp population who may be discriminated against, who may have
particular needs or who may have specific vulnerabilities in relation to WaSH.
Because of topographical / hydrological conditions, and because there are no water meters or other
control technology at household level, water distribution within the WSN zones will not be equitable
without considerable engagement on the part of users.
Water supply is a highly sensitive subject, both physically and symbolically, and conflict over water is
a significant risk.
As a result of the above, there is need to actively encourage strong engagement of the residents of
Zaatari in their WaSH services, to avoid the following significant risks:
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•

unauthorised connections, use of domestic pumps and other techniques to draw more than
fair allocations of water from the network;

•

discrimination against marginalised groups and households;

•

conflict between residents over water distribution, with potential for social instability;
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demonstrations of discontent on the part of users, with potential for security risks to
humanitarian staff.

5.2 FUNCTIONS OF AN APPROACH TO COMMUNITY ENGAGEMENT
IN WaSH SERVICES
Promoting community engagement requires a broad approach that includes attention to the following:
•

participation of residents at block / zone level in problem-solving, conflict-resolution and
proposals for service improvements;

•

monitoring and learning for service improvement;

•

accountability of service provider(s) to service users, addressing complaints and ensuring
recourse in case of dissatisfaction;

•

information and communication regarding the operations and use of services and the care of
infrastructure;

•

capacity building for community members to enable them to contribute to the above.

Such an approach ultimately aims to increase a sense of ownership of services and infrastructure, and
greater responsibility for sustainable operations.

5.3 LESSONS LEARNED ON COMMUNITY-ENGAGEMENT
APPROACHES
Experience of community-engagement approaches in Zaatari camp has been mixed. The current BR
approach has not proved successful so far, but there are clear lessons to be learned from this, in terms
of selecting, preparing and supporting community structures. The CFW CM approach demonstrated
the value placed by camp residents on reliable and accessible focal points they could go to for problem
solving, and the CMs exemplified the strong capacity to achieve results when well motivated and
supported. The WaSH committees demonstrated refugees’ ability to think and act collectively for the
common good, and their willingness to contribute their time and skills to do so. Experience of
community engagement in WaSH services in other refugee settings also provides some lessons that
could be transposed to Zaatari, although the situation in the camp is quite unique. The following points
summarise the key lessons from these different experiences:
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•

The WaSH Committee, WaSH Users Group or other form of refugee body representing the
interests of users and encouraging their engagement is an organisational model that is widely
used in strategies for managing WaSH services in refugee camps, and has proved feasible in
Zaatari.

•

Such bodies require substantial investment during their early stages, to ensure an adequate
process of consultation so as to build them with the active participation of informed and
motivated community members, and to create the capacity required to function correctly.

•

Ongoing oversight and support is essential to ensure proper functioning of community
structures and avoid common risks such as favouritism, diversion of resources, conflict, lack of
representation and loss of motivation.

•

People who give their time and energy voluntarily cannot be expected to work more than a
few hours per week, or to address sensitive and conflictual problems. Community structures
that survive over time are those that provide their members with the opportunity to give a
limited amount of time for rewarding activities for the good of others with whom they feel
some affinity.
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Empowering individuals and groups within the Zaatari population has previously resulted in
the misuse of power in some instances, and there is well-founded distrust in community-based
structures at this time. In order to succeed, community structures need to overcome this
distrust by demonstrating their integrity and their ability to help solve problems.

5.4 ESSENTIAL CONDITIONS FOR EFFECTIVE COMMUNITYENGAGEMENT IN WaSH
Given the points in the previous section, the following seem to be essential conditions for any approach
to promoting appropriate community engagement in equitable and sustainable service provision in
Zaatari:
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•

There first needs to be adequate capacity for “customer services” within the service-provider
structure, including problem solving and mediation. Refugee volunteers should not be seen as
a substitute for paid professionals.

•

Service delivery should be based on a simplified governance model than the one currently in
place, with fewer actors and more direct and less fragmented accountabilities.

•

It should be based on a set of regulations for the use of services that are fair, that respect
refugees rights to assistance and protection, and that are clearly explained and understood by
service providers and users.

•

The role of community representatives / structures can evolve over time, being limited in the
short term to representation of service-user interests, consultation and occasional mediation
and not an operational role.

•

Service users should have easy, direct access to the service provider through face-to face
contact as well as through the hotline.

•

Community structures for WaSH should be linked to a broader set of actors, including
traditional leadership and the camp Social Mobilisation sector, so as to strengthen their
legitimacy and support, and to harmonise with other community-engagement and serviceprovision functions in the camp.
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RECOMMENDATIONS

The following recommendations are offered to the WaSH agencies in Zaatari camp, with the aim of
promoting conditions for sustainable and equitable access to WaSH services in the coming years, on
the basis of effective engagement of the users in the use and care of those services. Recommendations
3 and 4 are developed in detail in Section 7 of the report.
1. Pursue development of the camp community mobilisation and communications strategy for
WaSH services in Zaatari camp, involving open discussion between the agencies concerned,
and in consultation with the refugee community.
2. Engage in a reflection with all the actors concerned on longer-term governance and service
provision in the camp more generally, so as to define more clearly the scope of community
engagement in WaSH services and the broader institutional and regulatory framework it fits
into.
3. Re-establish the block-representative networks, with reduced numbers, clarify their roles and
strengthen their support and supervision (see Section 7 of the report for a proposal to this
effect).
4. Retain substantial agency capacity for promoting community engagement, through a mix of
Jordanian staff and refugee cash-for-work assistants at district level.
5. Complete preparation and dissemination of the WaSH Regulations for Zaatari camp, ensuring
each household has a copy and signs for its reception, understanding and acceptance.
6. Revise the Minimum Standards for Zaatari WASH Sector, to take account of the current and
future configuration of WaSH services.
7. Trial water meters and / or volumetric water cut-off valves in selected WSN zones in the camp
to learn about the feasibility, effectiveness and long-term costs and benefits of the technology,
and propose solutions for equitable water distribution.
8. Study the feasibility of increasing the water-supply ration, and/or introducing a progressive
tariff to pay for consumption over the ration.
9. Reinitialise district-level cross-sector coordination meetings, involving WaSH, Social Services,
Community Mobilisation, Electricity and others, as appropriate.
10. Retain District Community Centres if possible, seeking cost-sharing with other users, as
accessible focal points for interactions between WaSH service providers and service users.
11. Reinforce capacity for leadership, coordination and strategic development of community
mobilisation and engagement in WasH services by filling the post of UNICEF Community
Mobilisation Officer.
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7. PROPOSED APPROACH FOR COMMUNITY
ENGAGEMENT IN WaSH SERVICES
A proposed community-engagement approach is presented here as part of the overall organisation of
WaSH service delivery via the WSN and WWN, as envisaged by UNICEF (see Section 4.1.3). It is based
on the requirement that the service provider(s) has substantial capacity for engaging with users at
community level and for supporting any community-based structures in place over time. The
Community WaSH Officers and Community WaSH Assistants described below are intended to provide
this capacity.

7.1 PURPOSE AND SCOPE
Purpose
Ensure that equitable and sustainable WASH services are provided to Zaatari residents through
promoting appropriate use of the services and ensuring that users’ interests and capacities are
represented in service delivery.
Scope
Primarily with a focus on the WaSH networks, and the WSN in particular, which is likely to be most
problematic in terms of equitable access, and use of the infrastructure, but also including solid-waste
management and hygiene promotion at low level as required.

7.2 FUNCTIONS AND ROLES
1. Customer services / community-engagement services – managed as part of the service-provision
entity (which means managed by the implementing partners at present)
1a. Full-time Community WaSH Assistants, refugees, paid CFW to do the following:
•

monitor weekly water distribution within zones and ensure that any gaps or shortfalls are
addressed;

•

receive and act on technical referrals from the hotline and from the district community
centres;

•

carry out water-quality surveillance as part of the water-safety plan;

•

provide support to BRs on a regular basis and monitor their level of positive engagement and
satisfaction with their role;

•

liaise with BRs to channel feedback from users at block / zone level and pass specific and
tailored information to users (updates and reports on service delivery, occasional promotional
information on subjects such as water conservation, care for the WWN etc.);

•

contribute to regular reporting on the functioning of service delivery.

1b. District-level Community WaSH Officers, Jordanian salaried staff, whose role is to:
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•

recruit, train, support and supervise Community WaSH Assistants;

•

oversee action on referrals from the hotline and from district community centres;

•

coordinate with Operations Management Unit and refer unresolved technical questions to
their manager as required;
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•

support Community WaSH Assistants and, where necessary, act directly, to enforce WaSH
regulations in cases such as illegal connections, in liaison with IRD Community Mobilisation
teams, and UNHCR Field Officers and Protection Officers;

•

facilitate monthly BR meetings at district level and ensure that minutes are taken and action
points are followed up;

•

organise information-dissemination at block / zone level in collaboration with BRs;

•

organise WaSH-day activities at block / zone level, in coordination with BRs;

•

coordinate activities, initiatives and concerns with other organisations working in service
provision, community mobilisation and protection at district level;

•

compile and produce monthly activity reports for WaSH service delivery at the district level.

2. Block representatives – part-time volunteers from each block / zone, approved by local residents
(elected if at all possible) whose role is to:
•

monitor equitable access to services, orient householders on reporting access problems and
follow up on reports with Community WaSH Assistants as required;

•

identify and represent vulnerable or excluded households and individuals and advocate for
their access to sufficient services;

•

help households with changed circumstances (change in family size, new arrivals in the zone
etc.) to ensure they are properly accounted for in water distribution;

•

assist Community WaSH Assistants with occasional information dissemination within the zone;

•

assist Community WaSH Assistants in organising WaSH days;

•

gather feedback and suggestions from users to discuss at monthly BR-committee meetings at
district level;

•

advise Community WaSH Officers and help mobilise local influencers in cases requiring
mediation and persuasion (e.g. in the case of deliberate damage to the network, or use of
pumps);

•

help Community WaSH Assistants to carry out water-quality surveillance as part of the watersafety plan;

•

act, on a rotating basis, as BR Focal Points at district level, to initiate discussions within the BR
group, relay information to and from the Community WaSH Officers and Assistants, and
prepare for, and follow up from monthly BR meetings at district level.

Potential for broadening the role of Block Representatives
The role of the BRs is currently limited principally to the WaSH networks, and the construction and
commissioning phases of the WSN are absorbing all of their attention. There is scope for a broader role
once the BR approach is stabilised. It could include community engagement in solid waste
management and environmental sanitation more generally, and a low-level or occasional role in
promoting personal and domestic hygiene, as required.
Broader still, the BR role could also include community engagement for other services, such as
electricity supply, becoming, in effect, the local focal points for interaction between camp residents
and service providers.
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This could have the following advantages:
•

streamlined communications channels for service users and service providers;

•

harmonised approach to community engagement in services;

•

investment in training, supervision and monitoring spread across several sectors.

The disadvantages, or risks, might include the following:
•

concentration and abuse of power by individuals or groups of BRs, as was the case with street
leaders;

•

confusion for BRs reporting to, or receiving support from, several different service providers;

•

competition between service providers for the time and attention of the BRs.

7.3 INDICATIVE FIGURES AND STRUCTURE
One of the critical weaknesses with the previous BR approach was that the sheer numbers of BRs made
it very difficult to provide them with adequate supervision, support and capacity building that are
required for them to carry out their roles effectively. Implementing the BR model at such a scale
requires a much greater capacity than the WaSH IPs currently have.
A far smaller number of BRs than previously deployed would be sufficient to provide the role described
in Section 7.2. The following indicative figures may be used as a guide for general planning. Given the
wide variation in the size of the WSN zones, some may need more than 2 BRs to cover all the
households, and in other cases, 2 BRs could cove more than one zone.
•

Block Representatives: 1 man & 1 woman per WSN zone = between 10 and 24 per district =
192 for the camp

•

Block Representative Committees: 1 per district = 12 for the camp

•

Block Representative Focal Points (rotating): 1 man & 1 woman per district = 24 for the camp

•

Community WaSH Assistants (Syrian refugees full time): 2 men & 2 women per district,
maybe more or less, depending on the number of zones per district = approximately 50 for the
camp

•

Community WaSH Officers (Jordanian nationals full time): 6 for the camp

See Table 3 below for a summary of these figures.
Table 3. Summary of indicative figures for a proposed community-engagement structure
Function
Block representatives
Community WaSH
Assistants
Community WaSH
Officers

Number of positions
192 (1 per block = 2
per zone)
48 (4 per district)

Nationality
Syrian refugees

Remuneration
Non-paid (Voluntary)

Syrian refugees

Paid (CfW)

6 (1 for every 2
districts)

Jordanian

Paid (Salaried Staff)

See Figure 3 below for a suggested structure at district level.
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Figure 3. Suggested community-engagement structure at district level in the camp

The individuals in this structure would constitute a District Community WaSH Committee (see Section
7.5 below).

7.4 REMUNERATION AND INCENTIVES
Community WaSH Officers would be on a Jordanian employment contract, with a salary.
Community WaSH Assistants would be paid CFW for full-time work.
BRs would not be remunerated, but provided with refreshments during monthly meetings, provided
with materials such as visual aids for their activities at community level, and given training
opportunities, with certificates.
BR Focal points could be incentivised with a per diem or suchlike, for additional time spent preparing
for meetings.

7.5 BR GROUPS AND DISTRICT COMMUNITY WaSH COMMITTEES
The BR Groups would function as support groups for individual BRs as they go about their activities, to
share ideas for problem solving, address more tricky problems collectively, share learning from
trainings etc. BR Focal Points would make contact regularly with the BRs in their group to provide
support and motivation, and initiate discussions if needed.
In addition, monthly District Community WaSH Committee meetings would be held, either for men
and women separately, or all together with breakout opportunities, bringing together all the BRs in
the district who are available, co-chaired by the BR-Committee Focal Points and Community WaSH
Assistant, with support as needed from a Community WaSH officer.
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A typical meeting agenda would be as follows:
•

review service delivery performance from service-provider perspective and community
perspective over the previous month;

•

discuss any particular issues that have arisen, problems encountered, solutions found and
lessons learned;

•

receive feedback on any major issues raised with the service provider(s);

•

share information on any significant events foreseen for the services in the coming month;

•

plan any specific activities for the BRs during the coming month (for example, information
campaigns, WaSH days etc.).

Other stakeholders, such as Social Services actors (IRD), UNHCR, UNICEF, health actors, the operations
unit (contractor) or local leaders, could be invited to meetings to address specific issues as required.
Feedback from meetings should be shared by BRs with community members.
Over time, the frequency of meetings could diminish to quarterly, if WaSH services run smoothly and
there are no major problems to be addressed or changes to be managed at community level.

7.6 IDENTIFICATION
BRs require written ToRs and time-limited badges to identify themselves. Branded clothing, such as a
vest, would be an additional means of identification, and also a form of incentive through recognition.

7.7 CAPACITY BUILDING
Capacity-building activities, particularly training, are essential for BRs’ motivation and effectiveness.
Key areas of capacity that would help BRs be more effective and that could help strengthen their life
skills and motivation include the following:
•

negotiation;

•

conflict resolution;

•

planning, monitoring and reporting;

•

communication and presentation skills;

•

functional literacy and numeracy for those in need of this.

7.8 RECRUITMENT OF BRs
The BRs could be elected by households in each zone, though this may not be possible, and it may not
be the best way of ensuring the best candidates are selected. If elected, they should have a fixed term,
for example two years. If not elected, then they should be selected from among the current BRs who
are motivated to apply for the role. In both cases, candidates need to be well informed of the role and
responsibilities of a BR and understand that the role is not remunerated. Other community members
also need to be well informed of the selection process and of the BR role.
BR Focal points should be chosen by the BR Group members, on a rotating basis yearly.

7.9 ENSURING EQUITABLE PARTICIPATION IN BR ACTIVITIES
Explore options such as child-care, sensitisation of other family members, particularly spouses, and
timing of meetings and other activities, to facilitate participation of women as BRs. Ensure that women
BRs have access to support from women Community WaSH Assistants. Consider gender-separated
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District WaSH meetings or breakouts for men and women. Ensure that minority populations within
each district are represented in BR Committees.

7.10 PREPARATION
Any new approach to community involvement in WaSH services in Zaatari must be introduced through
consultation with the services users. The approach should be adjusted and agreed by a range of
stakeholders at community level and institutional level, or it cannot work.
It then needs carefully and widely communicating, as do the details of how service delivery is expected
to work, so that the service users are well informed and ready.

7.11 MONITORING
Table 4 below presents possible indicators, adapted from the Minimum Standards for Za’atari WASH
Sector43, together with means of verification. Not all these indicators may be required, and others may
be found to be more relevant and useful. They are suggested as a basis for discussion.
Table 4. Possible indicators and means of verification for community engagement in WaSH services
Indicators

Means of verification

There are 2 active BRs within each water- Weekly support and supervision visits by
distribution zone, organised by Groups per Community WaSH Officers
district, with a Focal Point for men BRs and a
Monthly meeting attendance records
Focal Point for women BRs.
BR Groups include equal numbers of men and Registers of BR and list of ID badges issued
women.
All BRs and BR Focal Points receive written ToRs Signed register of ToRs and briefings received
and a briefing on their role and the support they
can expect to receive from the lead agency
When requested, BRs can produce an accurate Spot checks by Community WaSH Officers
list of contact names and/or numbers for
services relevant to WaSH service delivery (the
service-provider hotline, community plumbers,
the Community WaSH Officer etc.)
Community WaSH assistants and BRs are present Reports from BRs and Community WaSH
each week to monitor water distribution at zone Assistants at monthly BR
level
75% people surveyed state they know the Annual KAP surveys
responsibilities of BRs and WaSH Assistants,
what support they can receive from them, and
whom they can inform if they have any problems
with their behaviour
All households receive their allocated ration of Distribution monitoring by BRs and Community
35 litres of water per person per day
WaSH Assistants
Feedback and suggestions from service users are Feedback / suggestions log maintained by BRs
considered and the results are shared with those
Feedback / suggestions log maintained by
providing the feedback and suggestions
Community WaSH Assistants and district level

34

Community Engagement in WaSH Service Delivery in Zaatari Camp, Jordan

OXFAM RESEARCH REPORT

AUGUST 2018

7.12 RESOURCES REQUIRED
A rough estimate of resources required to operate this approach annually is as follows (Table 5).
Table 5. Estimate of resources required to operate a community-engagement approach
Description

Number Unit cost (JOD)

Total
(JOD)

Community WaSH Officers, annual salary

6

19 200

115 200

Community WaSH Assistants, annual CFW

48

2 376

114 048

BR package (clothing, ID etc.)

192

50

9600

District Community WaSH meetings

144

40

5760

Total per year

244 608

7.13 METHODS AND TOOLS FOR COMMUNITY ENGAGEMENT
Most of the methods and tools for community engagement in WaSH services in Zaatai camp have been
mentioned in previous sections, and several are already included in the WASH community mobilisation
and communications strategy developed by UNICEF and the WaSH IPs.44 Here they will be brought
together and discussed.
“Community owner’s” manual
It is essential that users of the WaSH services are well informed of how the services will operate, what
they can do to facilitate equitable and sustainable operations, what are the rights, obligations, roles
and responsibilities of the different actors involved, and what are the procedures and pathways for
interaction between service providers and service users. The WWN and WSN Community Owner’s
Manual is a valuable tool for achieving this. The manual has been drafted and is due to be revised after
piloting 1500 copies in District 8. The following suggestions should be considered in the revision:
•

include input from protection specialists so as to avoid social conflict and exposing individuals
to harm;

•

change the name from “Owner’s Manual” to “User’s manual”, as the camp residents are not
actually the owners of the infrastructure, and they are aware of this;

•

make clear reference to the camp WaSH regulations, ensuring that the regulations have been
approved before the manual is finalised;

•

try to revise the text so as to make it less a set of do’s and don’ts, with possible sanctions for
non-compliance, and strengthen the focus on what residents can do to contribute positively
to the sustainable and equitable functioning of the services;

•

avoid using words such as “vandalism” and “illegal” unless they really mean what they say;

•

check the appropriateness of icons and images to ensure they are recognisable by all readers
in the camp.

The manual should be accompanied by household visits to check readers have understood the
contents and to address any questions raised.
Other broadcast information products
Keeping users well informed is key to ownership and engagement. In addition to the User’s Manual,
there will be need for other information products to meet specific and one-off communications needs.
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These may include the following, in printed or electronic form, as posters, or even via mobile
loudspeaker (following the practice of local mobile traders):
•

alerts on operations events such as local water outages;

•

awareness-raising campaigns, for example concerning use of pumps, or encouraging water
conservation;

•

information campaigns, for example on water safety;

•

sharing minutes of District WaSH Committee meetings;

•

periodic reporting on WaSH services performance, including dealing with complaints.

Household visits
There has been a move away from household visits for hygiene promotion in Zaatari camp, and this
makes sense, given the high level of hygiene awareness among the camp population, and the relatively
good level of WaSH services and hygiene conditions at household level. However, household visits
remain an important method for promoting community engagement, as they enable dialogue on
specific subjects of interest to the household members met, and allow the particular circumstances of
the household to be taken into account.
Regular household visits should be part of the routine of BRs, to include the following elements:
•

checking on satisfaction with the WaSH service and identifying any problems not picked up
through other channels (e.g. the hotline, or visits to community centres);

•

monitoring use of, and satisfaction with, the hotline and community centres;

•

advice on water conservation, water safety, disposal of items and substances in the WWN;

•

orientation towards community resources, such as Community Plumbers;

•

seeking suggestions and gathering ideas on management of the services.

Resources for BRs for carrying out households visits should include the following:
•

spare copies of the user’s manual;

•

water-safety information sheets;

•

recording forms to note the main subjects of discussion, any relevant observations, and any
points to refer to the Community WaSH Assistant.

Working through other community centres and gathering places
Community engagement in WaSH services should be pursued through engaging influential actors and
interaction with community members in other local institutions, particularly schools, Makani Centres
and mosques.
For example, activities in schools could include child-to-child activities to link schools to communities
on the issue of WaSH, and science projects on WaSH for older children. These would serve to raise
awareness and interest in the WaSH services and strengthen a sense of ownership for the pupils and
their families.
WaSH days, open days and technical sensitisation
Users of the WaSH services could increase their understanding of how those services operate and how
they can contribute to their successful functioning if they are made more aware of the technical
aspects of their design and operation. Open days should be considered, maybe during global WaSH
days, to allow users to visit sites such as the solid-waste recycling centres, the sewage-treatment plant,
and the boreholes and water-storage and disinfection sites.
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ANNEX 1. KEY AGENCY INFORMANTS
Organisation
ACTED

GITECConsulting
IRD

MIDContracting
Oxfam
(including
international,
national and
refugee staff)

UNHCR

UNICEF

Name

Position

Date

Islam Shdefat
Anthony Hahn
Mufleh Faouri
Andrej Lubovics

Social Mobilization Project Manager
Senior Area Coordinator
Social Mobilisation Officer
Project Manager

09/05/18*
21/05/18
21/05/18
20/05/18

Siraj Al Hmoud
Omar Mohammed
Nura Smadi

Camp Manager
Community Mobilisation Coordinator
Community Services & Protection
Officer
Fadi Hijawi
Engineer
Nasser Iid
Engineer
Max Baldwin
Humanitarian Programme Manager
Mohamad Abu Quty
PHE Senior Officer
Ahmad AlKhawaldeh
Senior Community Mobilisation Officer
Mohannad Abu Siam
Community Mobilisation Officer
Rana ElBalkhi
Community Engagement Assistant D7
Yazan Melhem
Community Mobilisation Officer
Omar Salem
Community Mobilisation Officer
BR members, meeting, District 8
Mohammad
SWM Recycling Officer
AlShushan
Raissa Azzalani
Public Health Promotion Adviser, GHT
Salha Attala Ahmad
Community Engagement Assistant D8
Bessma
Community Engagement Assistant D6
Rohan Mamkagh
Senior Protection Officer
Ahmad Sawalha
WaSH Project Manager
Madlin Abu Dayah
Community Mobilisation Assistant
David Pedrueza
WaSH Programme Manager
Rasha Jaradat
Senior MEAL Officer
Rehab Khalifa
Community-based Protection Officer,
acting Camp Manager
Lamis Hamarneh
WaSH Associate
Islam Abu-Adas
WaSH Associate
Roelof Wentzel
Senior WaSH Associate
Yamal Almadanat
Senior Electrical Engineer Associate

20/05/18
20/05/18
09/05/18
09/05/18*
09/05/18*
10/05/18
10/05/18
10/05/18
10/05/18*
10/05/18
10/05/18
11/05/18
15/05/18
17/05/18
20/05/18*
21/05/18
21/05/18
22/05/18
20/05/18
20/05/18*
23/05/18
23/05/18
28/05/18
(by email)
15/05/18*

WaSH Monitoring Officer (also acting
Community Mobilisation Officer)
Benjamin Smith
WaSH Specialist
17/15/18*
Abrassac Kamara
WaSH Specialist
17/15/18
Fatema Nabhani
WaSH Officer
21/05/18
Ahmed AlTarawna
WaSH Officer
21/05/18
Other
Laila Mushahwar
Interpreter, former Oxfam Senior
09/05/18*
Community Mobilisation Officer
In cases where more than one meeting / interview was held with an informant, this is indicated by an
asterisk. Only the first meeting / interview date is shown.
37

Tamam Khalil Adi

20/05/18
20/05/18
20/05/18

Community Engagement in WaSH Service Delivery in Zaatari Camp, Jordan

OXFAM RESEARCH REPORT

AUGUST 2018

ANNEX 2. SUMMARY OF REFUGEE INFORMANTS INTERVIEWED
Date

District Infor- M/F Specific role
mant

13/05/18

7

A

F

Community-Engagement
Assistant

13/05/18

7

B

M

Block Representative

13/05/18

7

C

F

14/05/18

6

D

M

Water Focal Point and Sheikh

14/05/18

6

E

F

Block Representative

14/05/18

6

F

F

Block Representative

14/05/18

6

G

M

Block Representative

15/05/18

8

H

M

Sheikh

15/05/18

8

I

M

15/05/18

8

J

F

15/05/18

8

K

F

Community-Engagement
Assistant

16/05/18

3

L

M

Community Focal Point

16/05/18

3

M

M

16/05/18

3

N

F

16/05/18

3

O

F

16/05/18

12

P

F

Block Representative

16/05/18

12

Q

F

Block Representative

16/05/18

12

R

F

Block Representative
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