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During June 2016, the Iraq Internally Displaced 
Persons Information Centre (Iraq IIC) handled 
2,373 calls, pushing the total number of calls 
since the Iraq IIC’s launch in July 2015 past 
22,000. By the end of the month, 99.5% of cases 
were classified as closed.

The drop in calls compared to the five-month 
average since the start of the year is in line with 
expectations following the reduction in United 
Nations Iraq official working hours during the 
holy month of Ramadan. 

Calls relating to food security topped the call 
breakdown list, accounting for 33% of calls, with 
requests for information on cash assistance and 
government services accounting for 24% and 
18%, respectively.

The majority of food-related calls were made 
from Erbil (28%), followed by Baghdad (26%) 
and Dahuk (23%). In line with trends for the past 
two months, the majority of callers requesting 

information on food security-related issues (63%) 
asked why their name had been removed from 
food assistance lists. Iraq IIC operators shared 
standardised messaging for reasons behind the 
removal of names from lists. The number of 
people seeking information on how to register 
for food assistance increased by 10% from May, 
accounting for 28% of food calls in June. Food 
security issues accounted for 11% of the total 
number of feedback calls forwarded to the 
humanitarian cluster system, with callers largely 
giving feedback on distribution processes in Erbil 
(Erbil), Karkh (Baghdad), Rania (Sulaymaniyah), 
and Tikrit (Salah al-Din). A Baghdad-based 
national non-government organisation (NGO) 
called to share information on a group of people 
it had identified as vulnerable. This information 
was shared with the World Food Programme 
(WFP). Using the vulnerability matrix that the Iraq 
IIC designed with WFP, the call centre referred 44 
families to be re-assessed for food assistance in 
this reporting period, a significant jump from the 
12 cases referred in May.

22,282 the 
total number of calls 
handled by the Iraq 
IIC since its launch
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40%  
of requests for 
information on 
employment 
opportunities 

came from Erbil
governorate

“Caller asked for cash 
assistance for his family, 
nine members of which 

have cancer” 
A male caller displaced from Baiji, Salah al-Din, 
to Laylan Camp, Kirkuk, requested assistance of 
any kind for his family. The Iraq IIC referred his 

case directly to the cash working group.

	  

	  

	  



While requests for cash assistance in June decreased 
1% from May and 7% from April, for the sixth month 
running, shelter & non-food items (NFI) (40%), food 
(27%) and health (23%) were cited as the priority 
areas for cash assistance. In June, operators handled 
34 requests for cash assistance to buy clothes and 
the Iraq IIC saw an increase in calls requesting cash 
assistance in preparation for Eid al-Fitr

While information requests on government services 
was the third most common reason for calls in June, 
there was a 9% decrease in such calls during this 
reporting period compared to the 27% recorded 
in May. In June, 65% of callers enquired about 
cash grants, a 7% drop from May. Reflecting trends 
since the start of 2016, the top priority needs for 
government cash grants in June were cited as shelter 
(44%), food (41%), and health (14%). Meanwhile, 
3% of callers sought information on return to their 
home areas in Al-Musayab (Babylon), Balad (Salah 
al-Din), Baiji (Salah al-Din), Ba’quba (Diyala), Falluja 
(Anbar), and Ramadi (Anbar). Of the 2% of callers 
requesting information on compensation for assets 
damaged during conflict, 58% are originally from 
Salah al-Din (Al-Shirqat, Balad, Samara, and Tikrit), 
17% Anbar, 17% Diyala, and 8% from Ninewa. 
The number of callers requesting information on 
government salaries dropped from 3% in May to 1% 
in June.

For the third month in a row, female callers 
accounted for 25% of the total number of calls. This 
is 2% above the average for the first five months 
of 2016. In June, the main needs of female callers 
were cash (32%), food (29%), government (13%), 
and shelter (8%). During this reporting period, the 
percentage of women making calls relating to the 
Cash Working Group, Shelter & NFI, and Health & 
Nutrition Cluster surpassed the number of calls 
made by men on the same topic by 11%, 2%, and 2% 
respectively. Of the women calling for information 
on cash assistance, 20% were based in Erbil, 20% 
Baghdad, and 18% in Sulaymaniyah. Of the single 
female headed households that called, 75% were 
referred for assistance re-assessment.

In line with previous months, callers seeking access 
to health assistance required help beyond the 
services provided by primary health centres to 
treat a range of issues including cancer, and retina, 
kidney, and orthopedic issues. Of the calls relating 

to cash requests for health reasons, callers from 
Kirkuk topped the list for a second month running, 
accounting for 46% of calls, with callers from Erbil 
representing 28% of callers.

Callers under 18 years of aged accounted for 2% 
of calls, a noticeable increase from the 0.5% of 
callers in May. Expressing the needs of their adult 
counterparts, cash (27%), food (23%), and shelter 
(23%) were areas of main concern for this call 
group, which primarily called from Baghdad (25%), 
Kirkuk (23%), and Anbar (10%).

Of the calls relating to the Protection Cluster, 44% 
were requests for information on legal assistance, 
with 33% of legal requests coming from Baghdad, 
23% Erbil, and 20% Kirkuk. Requests for help 
in finding missing persons accounted for 23% 
of Protected-related calls, with 33% of missing 
person calls coming from Baghdad, 21% Erbil, and 
5% from Anbar. The Iraq IIC referred one child 
living in a Dahuk camp for psychosocial support. 
Further, the Iraq IIC forwarded a serious complaint 
regarding an abuse of power in Erbil governorate 
to the office of the UN High Commissioner for 
Refugees (UNHCR), which followed up on the case.

During June, the Iraq IIC received its first request to 
help trace family members separated while fleeing 
conflict in Falluja, Anbar. After consultation with 
UNHCR, these calls were referred to the Protection 
Assistance and Reintegration Centre (PARC) and the 
International Committee for the Red Cross (ICRC).  

On 28 June 2016, UNOPS announced the Iraq IIC as 
its Project of the Year 2015.

All Iraq IIC reports are available for download 
on the humanitarian community portal: 
humanitarianresponse.info. Iraq IIC data is visualised 
through IOM’s Community Response Map.
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Did the Iraq IIC answer your call today?

152 the number of feedback 
calls, assessment referrals, and 
complaints the Iraq IIC handled  

Accountability in action
99.5% of incoming cases closed

388 number of outgoing calls 
made by operators

“During June, the Iraq IIC 
received its first request to 
help trace family members 

separated while fleeing conflict 
in Falluja, Anbar”

“Caller thanked the  
Iraq IIC for following up 

with her complaint against  
[an NGO] in Kirkuk. She 

has since been contacted 
by a representative of the 

NGO and the issue has  
been resolved”

A woman displaced from Falluja, Anbar,  
to Daquq, Kirkuk, called to thank the Iraq IIC. 

If you have any questions or comments about the content of this report, or if you would like to learn more about the 
Iraq IIC, please contact Charlotte Lancaster, UNOPS Iraq IIC Project Manager, at +964 751 135 2970 or iraqiic@unops.org.
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“Caller said that in her camp there is a 13-year-old boy who suffers 
from psychological issues and needs to talk to a doctor” 

A man displaced from Sinjar, Ninewa, to Dahuk called on behalf of the boy’s family to ask for professional help. 
The operator provided the caller with contact details of relevant psychosocial support services in his area.


