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Darfur Hotline
QUARTERLY REPORT
October – December 2015

Summary

•	 91 calls were received, an increase of 42 per cent compared to the 64 calls received in the previous quarter (July – September 
2015). WASH: 47, Health: 22, ES/NFIs: 11, FSL (Veterinary Services): 5, CCS: 1, Nutrition: 5.

•	 31	issues	were	identified, the same number as in the previous quarter. WASH: 14, Health: 10, ES/NFIs: 5.
•	 46 issues were carried over from the previous quarter, a decrease of 30 per cent compared to the 66 issues carried over 

from quarter three to quarter four. WASH: 23, FSL (Veterinary Services): 7, ES/NFIs: 6, Health: 5, Nutrition: 3, FSL (Food): 1, 
Education: 1.

•	 45 issues were addressed, a decrease of 13 per cent when compared to the 52 issues addressed in the previous quarter. The 
three sectors with the most addressed issues were: Health: 15, WASH: 12, ES/NFIs: 8.

•	 32 issues were recorded as pending as of the end of this quarter. OCHA will follow up and monitor, alongside Sector Leads 
and	partners	in	the	field,	so	that	pending	issues	are	addressed	in	the	next	reporting	period.

•	 As of 31 December 2015, the overall, cumulative, response rate stood at 90 per cent, an increase of almost 6 per cent when 
compared to the 85 per cent response rate of the previous quarter.

                                                      

Hawa’s classroom in Mornei basic school before rehabilitation. Credit: UN OCHA Sudan
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Quarter 1: Response rate, issues per sector

The quarterly response rate is 145% because some issues were addressed which had been pending since before this quarter.
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Out-Of-ScOpe callS

During the reporting period, a total of 27 out-of-scope calls 
were received. These are calls that do not directly relate to the 
functioning of basic services in camps and gatherings. Out-
of-scope calls often concern protection-related issues, lack of 
basic services in host communities and return villages, and 
quantity and quality of assistance received (usually referring to 
food assistance)1.

achievementS

•	 The Health sector addressed 15 issues – mainly related 
to lack of drugs – in West, South, North and East Darfur, 
leaving no unaddressed issues. Of these 15 issues, one 
had been pending since May 2015 in Mosey gathering, 
Nyala South locality, South Darfur. 

•	 The	WASH	Sector	addressed	12	issues	across	all	five	
Darfur states. In West Darfur, two of these issues had been 
pending since October and November 2013 respectively, 
while another two issues had been pending since January 
2015. Another issue had been pending since February 
2015 in El Salam camp, Central Darfur.

main challengeS

WASH continues to be the sector with the most pending issues. 
As of the end of this quarter, 25 of 32 pending issues (78 per 
cent) still need to be addressed. In Central Darfur, 3 WASH 
issues have been pending since May 2014, June 2014 and April 
2015 respectively; while in South Darfur, 2 WASH issues have 
been pending since March and May 2014 respectively. 

nOtificatiOnS2

During	this	reporting	period,	40	notifications	were	sent	to	Sector	
Leads,	with	copy	to	OCHA	Sub-Offices	in	the
field,	for	feedback	and	follow-up.	Of	these,	31	were	first	
notifications	(sent	for	all	of	the	identified	issues)	and	
9	were	second	notifications	(WASH:	6	notifications,	Health:	2	
notifications,	ES/NFIs:	1	notification).	

general ObServatiOnS anD trenDS On the 
reSpOnSe rate

When comparing the overall, cumulative, response rate of the 
last two quarters, all sectors but CSS improved their response 
rates (but CSS had too few issues for this trend to be truly 
representative). 

leSSOnS learnt anD way fOrwarD

•	 The way issues are followed up from when they are 
first	notified	to	when	they	are	finally	addressed	needs	
to be strengthened. More constructive engagement is 
needed from both OCHA and the Sectors as to reduce the 
response rate time. Continued dialogue with sectors and 
humanitarian partners is critical in resolving pending issues, 
especially long-standing ones and/or issues with continued 
contradicting information, as this can lead to a delay in 
the response time and may also lead to double-reporting 
of	issues.	In	this	vein,	the	issuing	of	third	notifications	to	
Sector Coordinators to “escalate” the issue is key. From the 
next	quarter	on,	it	will	be	done	on	a	monthly	basis.	

•	 Further,	some	locations	in	Darfur	experience	network	
problems, which can seriously impact the functioning 
of	the	Hotline,	affecting	not	only	the	identification	of	
malfunctioning	services	but	also	the	verification	of	issues	
and cross-checking of responses. Also, and as reported in 
the Second Annual Report, in certain areas, issues may 
take longer to be addressed and resolved due to reasons 
including implementing partners’ lack of funding, lack of 
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1 Please refer to the Darfur Hotline Annual Reports for clarification on the scope of the Hotline.
2 Please refer to the Darfur Hotline Annual Reports for clarification on how the notification process.
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Camps with most issues

Abasi IDP camp, Mellit, North Darfur

Krinding 1 IDP Camp, El Geneina, West Darfur

Otash IDP camp, Nyala North, South Darfur

Garsila/Deba IDP camp, Garsila, Central Darfur

Ryadh IDP camp, West Darfur
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partners	on	the	ground,	sector	policies	(when,	for	example,	
certain services such as water management or the running 
of veterinary clinics are handed over to the communities), 
and/or	community	dynamics	(for	example,	see	our	story	
and voices from the IDP community below). 

•	 OCHA will also strongly encourage the formation of Hotline 
committees within the IDP camps and gatherings which 
should ensure that reliable and timely information is being 
provided on the provison of basic services. 

•	 In the second and third quarters (January – June 2016), 
particular emphasis will be given to sensitization activities 
(started in 20153), in locations already covered by the 
Hotline in order to refresh knowledge of the Hotline, how it 
functions and its scope, to ensure active and responsible 
participation by the communities served. This is crucial 
as	a	significant	drop	in	calls	was	observed	in	the	past.	In	
addition, information is currently gathered on locations not 
yet	served	by	the	Hotline	in	order	to	further	expand	the	
coverage.

vOiceS frOm the iDp cOmmunity 

Every month we highlight success stories and show how the 
Hotline works in practice, what sectors and humanitarian 
partners do to improve the quality standards within the IDP 
camps and gatherings, and to underline challenges faced

Hawa Adam Idriss is an 11-year-old girl living in Mornei IDP 
camp in West Darfur. She is enthusiastic about learning and 
attends the basic school in the camp, with over 800 other 
children.  In September 2013, a sand storm and strong rains 
badly damaged the classrooms. The headmaster duly reported 
this	to	his	superiors,	however	during	the	next	two	years,	nothing	
was done to repair the damage. Every time there was another 
sand storm or rain, teaching was interrupted. In addition, some 
of the little furniture and teaching materials available were 
damaged	due	to	exposure	to	the	elements.	In	October	2015,	

with support of the sector and – most importantly – community 
participation, the classrooms were rehabilitated and the 
roof	fixed	within	two	months,	allowing	the	school	children	to	
pursue their education uninterrupted, in an environment that is 
conducive to learning.

3 In 2015, OCHA conducted sensitization campaigns and expanded the Hotline’s services to: Korma, El Fasher, North Darfur; Garsila, Nertiti, Central 
Darfur; Labado TS, Yassin, East Darfur. For a visualization of which sites the Hotline covers and people reached, please refer to the Second Annual 
Report. 

Hawa’s classroom in Mornei basic school after rehabilitation.
Credit: UN OCHA Sudan


