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Overview 

 

Since January 2013, Jordan has witnessed a drama�c in-

crease in the numbers of Syrian refugees crossing its bor-

der. Some 200,000 have crossed this year alone. As of 

June 2013, there are around 500,000 Syrians registered 

or awai�ng registra�on with UNHCR in Jordan. 

 

Refugees are transported from the border to Zaatari ref-

ugee camp by the Jordanian Armed Forces and IOM on a 

24/7 basis. In Zaatari they are registered and assisted by 

the Government of Jordan (GoJ), UN agencies and NGOs.  

 

Since March 2013, the GoJ has appointed the Syrian Ref-

ugee Camp Directorate (SRCD) as the body responsible 

for camp management and security. UNHCR is working in 

close co-opera�on with SRCD to deliver security and as-

sistance to refugees in Zaatari.  

Figures as of 5 June 2013;  Based on IOM Manifest data and UNHCR Registra�on. 
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Zaatari Profile 

 

Zaatari was established in late July 2012, and covers 8.75 square kilome-

ters. With a popula�on of 120,000, it is the fourth largest se<lement in 

Jordan, and the second largest refugee camp in the world.  

Ini�ally a tented camp, refugees are increasingly housed in pre-

fabricated units (over 16,000), many of which are generous dona�ons by 

Gulf states, Korea and private and government donors. 

On arrival in Zaatari, refugees are provided with blankets, a sleeping mat 

and a welcome meal. UN and NGO teams are present 24 hours a day, 

with registra�on teams working during the night.  

Upon registra�on, the head of household receives a ra�on card and is 

provided with essen�al non-food items. The family is then directed to a 

tent. 

Refugees receive regular dry food ra�ons from WFP. On site are 760 op-

era�onal communal kitchens constructed by UNHCR. WFP provides ap-

proximately 500,000 flat bread loaves to Zaatari every day. 

Health facili�es on site are provided by a number of actors including UN-

HCR, JHAS, the Jordanian Ministry of Health and three military field hos-

pitals. 

Several schools are func�oning. UNICEF and partners also manage child 

friendly spaces, available to children 7 days a week.  

UNICEF and partners provide water and sanita�on facili�es. Over 3.8 

million litres of water are transported to Zaatari every day.  

More than half the camp popula�on are children and many of the 

households are headed by women. The vast majority of the popula�on 

are from rural areas, with elementary or basic educa�on. 

 

Sébas�en LAFARGUE 
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The Challenge 

Addressing the immediate needs of vast numbers of refugees 

arriving day aHer day has meant that the ini�al focus of camp 

management was on life-saving ac�vi�es – providing shelter, 

food, water and health. Contact between aid agencies and refu-

gees was primarily at arrival or when refugees themselves ap-

proached health or educa�on services. Similarly, Jordanian se-

curity forces were concentrated at the entrance and around the 

perimeter, rather than providing law and order inside the camp.  

 

As a result, refugee community structures – the mechanisms 

through which refugees manage their day-to-day lives – have 

grown up spontaneously. In some cases these are clustered 

around groups with a common place of origin in Syria, who are 

able to provide reciprocal support and protec�on. In others, 

powerful individuals and organized gangs have imposed their 

will on sec�ons of the camp, diver�ng assistance and engaging 

in criminal ac�vi�es. 

 

 

The consequences: 

1) A concentra�on of shelters around the original western sec�on of 

the camp, closest to services and the market street. This presents 

a camp management, safety and hygiene challenge. 

2) A lack of community ownership of common facili�es, which has 

led to vandalism and theH of fixtures in administra�ve and com-

munal areas, including WASH and cooking facili�es.  

3) With limited avenues for dialogue with aid agencies and the GoJ, 

refugees tend to express frustra�on through demonstra�ons and 

violence. Change is pursued through force and pressure.  

4) The stated belief by some criminal and poli�cal groups that Zaa-

tari is now ‘Syrian territory’, viewing interven�ons by Jordanian 

security inside the camp as a threat to their hegemony. 

5) An insecure living environment, in which vulnerable groups may 

face serious protec�on risks, including rent-seeking behavior and 

sexual exploita�on and abuse, without recourse to the Jordanian 

jus�ce system. An atmosphere of impunity reigns.  
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The Zaatari Governance Plan 

 

In 2013, UNHCR and its partners are tackling these challenges head on. The plan to reassert governance and security in Zaatari is a combina�on 

of re-structuring of the camp, enhancement of security capacity and outreach, and community engagement.  

Re-structuring the camp 

• Restructuring of the camp into 12 neighbourhoods. 

• Deconges�on of the crowded western sec�ons of the camp, transferring families to pre-fabricated housing (‘caravans’) further to the eastern 

part of the camp. 

• Decentraliza�on of camp administra�on and service delivery, providing ‘governance dividends’ to the newly relocated families.  

• Implementa�on of a new address system in each neighbourhood. 

Enhancing security capacity and outreach 

• Strengthening access and perimeter security controls. 

• Capacity building and expansion of preventa�ve community policing and patrolling by Jordanian police, inside the camp. 

• Under the oversight of the Jordanian police, set-up of refugee neighbourhood watch structures.  

• Mechanisms for referring criminal cases to the Jordanian judicial system, and specific measures for juvenile cases. 

Engaging with the Community 

• Re-verifica�on of the camp popula�on, using biometrics, profiling, and the linking of this profile to the address system.  

• Regular dialogue between relocated families and the neighbourhood administra�on.  

• Iden�fica�on and empowerment of new community leadership, and par�cipa�on in governance and security mechanisms. 

• Strengthening quality of service and assistance delivery, waste disposal and transporta�on infrastructure.  



 6 

The key element in the restructuring process is decentralisa�on of the 

camp administra�on and services into 12 dis�nct neighbourhoods of 

the camp. 

 

Each neighbourhood will have a dedicated team physically located in 

the area, consis�ng of: 

• GoJ administrators; 

• A GoJ security detail;  

• UNHCR, UN and NGO mul�-func�onal teams;  

• Refugee leadership, representa�ve of the community within the 

neighbourhood; 

• A refugee neighbourhood watch team.  

RESTRUCTURING THE CAMP 

In collabora�on with the humanitarian agencies providing ser-

vices, the teams will follow-up on delivery within each neighbour-

hood.  

They will iden�fy needs, gaps and preferences at neighbourhood 

level and work to ensure that these are met.  By taking a geo-

graphic approach, they will also cover interven�ons which do not 

fall easily into specific sectors, such as  regula�on of private enter-

prises, provision of transport and electricity. 

They will also be responsible for community outreach and infor-

ma�on flow both to and from the refugees. 
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UNHCR and partners are providing technical support and coaching.  UN-

HCR is currently engaging SRCD, UN and NGO staff, the host community 

and refugees in a Camp Management & Co-ordina�on capacity building 

project.  

The project focuses on strengthening effec�ve and accountable camp 

management, administra�on and coordina�on of services.  

It also plans to define and reinforce roles and responsibili�es, standards, 

partnership, strategic planning and leadership, promo�on of ac�ve par-

�cipa�on and transparent communica�on between the refugee commu-

nity, humanitarian actors and the government. 

Families are currently being relocated from the congested western area 

to the new neighbourhoods further to the eastern side of the camp. 

 

The spa�al structure of the camp will con�nue to change, enabled by the 

generous dona�on of one-roomed prefabricated shelters. If these dona-

�ons con�nue, every family could receive a prefab, replacing tents as the 

primary shelter.  

 

Much desired by the popula�on, the one-room structure allows for some 

sense of normalcy with a regular room with a high ceiling. An addi�onal 

tent is and will con�nue to be provided for large families, with 6+ individ-

uals.  

Sébas�en LAFARGUE 
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RESTRUCTURING THE CAMP 
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Restructuring Zaatari Refugee Camp. The map on the leH side of this page shows shelter density as of end March 2013, with a high concentra�on of 

tented shelters crowded into the western side of the camp. The camp plan below, from May 2013, depicts how the camp is being restructured into 

12 dis�nct neighbourhoods, with decentralized administra�on and services. 
01  UNHCR Registra�on Office 27 JHCO Children’s play area 

02 Police Post 28 WFP Market Place 

03 Rub-halls 29 Boundary Fence 

04 Transit Centre 30  WFP Bread Distribu�on Centre 

05 WHO / Ministry of Health 31 Community Centre 

06 French Field Hospital 32 Child Friendly Space 

07 Moroccan Field Hospital 33 Youth Centre 

08 Jordanian-Italian Hospital 34 IMC Clinic 

09 THW Office and Stores 35 Mosque 

10 Mercy Corps 36 Qatari Clinic 

11 WFP Prefab 37 MSF Clinic 

12 JHAS Clinic 38 Psycho-social Centre 

13 ICRC Office 39 Handicap Clinic 

14 WFP Distribu�on Point 40 SC Women’s Centre 

15 Medecins du Monde 41 SC Men’s Centre 

16 IMC Youth Centre 42 NRC Non-formal educa�on 

centre 

17 Saudi Clinic 43 UNFPA Clinic 

18  Base Camp 44 NRC YEP Clinic 

19 Security Base 45 UNICEF Water-pump sta�on 

20  UNICEF Schools 46 Proposed sports area 

22 Civil Defense 47 Proposed administra�ve area 

23  Proposed Qatari School 48 Proposed sub-administra�ve area 

24 NRC Distribu�on Centre 49 Proposed JFF/NRC football field 

25 ACTED Office and Stores 50 Korean football field 

26 Feeding Centre 51 Proposed ACTED water truck park NB Loca�ons are being updated /corrected and may be subject to change. 
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The GoJ, through the SRCD, have the primary responsibility for security and public safety in the camp. UNHCR is working closely with and 

providing capacity support to SRCD. The main  co-ordina�on point on security in the camp will be the Joint Opera�ons Centre (JOC). The 

JOC will be staffed by both SRCD and UN security personnel. 

 

The SRCD forces are structured by division, covering: Access Control; Patrol; Preventa�ve Deployment; Criminal Inves�ga�on; Opera-

�ons; Administra�on; Quick Reac�on Force; and Community Policing. 

 

SRCD security personnel will undergo a formal training program to familiarize them with the tenets of humanitarian opera�ons. Among 

other subjects, this will include the specifics of the Zaatari environment and their role in Protec�on, Child Protec�on, and Gender-based 

Violence. 

  

ENHANCING SECURITY CAPACITY AND OUTREACH 

 

Clear standard opera�on procedures (SOPs) will 

be established covering informa�on sharing, im-

mediate warning of security threats, community 

engagement and use of force and escala�on of 

force procedure. The SOPs will incorporate Jor-

danian Law, human rights law, and humanitarian 

law standards.  

 

In the agreement between SRCD and UNHCR, at 

least 15% of police and civil administra�on staff 

will be female. 

Camp Access Points. May 2013; UNHCR / UNDSS. 
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A specific Community Policing division of SRCD is being formed, aiming at a more pro-ac�ve 

community engagement. This division will focus as much on finding solu�ons to the causes of 

crime and social disorder as on law enforcement, through constant liaison with community 

leaders. Community police will receive mentoring from police officers from donor countries, 

both during a formal training and on-the-job inside the camp. 

 

Following the establishment of SRCD police presence within the neighbourhoods, and once 

legi�mate community leaders are iden�fied and empowered, a ‘neighbourhood watch’ sys-

tem will be formed. Focused on preven�on, these teams will be staffed by Syrian refugees 

from that neighbourhood, with oversight by the SRCD police and working together with refu-

gee leaders. Clear SOPs will be put into place to define the limits to their responsibili�es, en-

suring referral to the appropriate Jordanian law and order and judicial structures. 

 

Improvements in security will be monitored by a independent oversight commi<ee – com-

posed primarily by interested embassies and donors. Accountability for the behavior of secu-

rity personnel will be supported by regular surveys among the refugees, measured against 

performance indicators.  

 

Confiden�al complaints systems will provide feedback on behavior of security personnel to 

the GoJ’s internal accountability structures, UNHCR Protec�on staff and a Preven�on of Sexu-

al Exploita�on and Abuse (PSEA) mechanism. 

Progression of Zaatari Camp from No-

vember 2012 to February 2013. Images 

courtesy of UNITAR / UNOSAT 
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As refugees are relocated to the new neighbourhoods, UNHCR and 

GoJ will engage in a verifica�on exercise, using biometrics, to fix the 

popula�on and confirm the bio-data of the camp residents. This exer-

cise will be combined with a profiling of each household. Although 

access to data will follow confiden�ality protocols, a comprehensive 

picture of residents in each neighbourhood will allow for more target-

ed interven�ons based on their specific needs. For example, a neigh-

bourhood with a high propor�on of elderly, persons with disabili�es 

or other specific vulnerabili�es may require a tailored design of assis-

tance and services. 

The decentralized administra�ons by neighbourhood will be the main 

points of daily contact between camp management and the refugee 

community. The aim is to catalyze a wider transforma�ve effect 

through more regular dialogue between the GoJ, aid agencies and 

refugees.  

ENGAGING WITH THE COMMUNITY 

To break from the exis�ng power structures and nega�ve coping 

mechanisms, communi�es need to see that the new structures 

provide tangible improvements to their lives. Establishment of 

physical mee�ng venues for dialogue at the neighbourhood level 

should create legi�mate avenues for expression of refugees’ con-

cerns and complaints. This should also make SRCD and aid agencies 

more accountable for �mely and appropriate responses and solu-

�ons.  

The gradual shiH of assistance away from standard NFI and Food 

packages towards smart-card, cash or voucher-based systems will 

empower refugees to buy goods which match their individual pref-

erences and priori�es.  

A ‘neighbourhood grants’ system could also strengthen refugees’ 

sense of ownership of their neighbourhood. Such a system could 

allocate a fixed grant to each neighbourhood for improvement of 

community spaces, with the refugees deciding in a par�cipatory 

manner how this grant should be spent.   S.Rich / UNHCR. 

S.Rich / UNHCR. 
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Risk Factors and Mi(ga(on Measures 

 

For its success, the plan depends on full co-opera�on between part-

ners, including UN, NGOs, donors, expert staff, the GoJ, the host com-

munity and the refugees themselves.  

 

The main risks to the plan emanate from  

1) organized criminal and poli�cal groups in the camp, who are bene-

fi�ng from the current lack of governance; and from  

2) the refugees themselves, some of whom prefer to get what they 

can now by force, not trus�ng that they all will receive e.g. pre-fab 

housing within the course of the year.  

Progress on access control has already provoked a violent reac�on by 

some interest groups, resul�ng in serious injuries to some Jordanian 

security personnel and humanitarian workers. 

 

Mi�ga�on measures include: 

• Informa�on is and will con�nue to be shared with refugees on 

what they should expect from the decentraliza�on process. 

• Exis�ng interest groups, including organized criminal and poli�cal 

elements are being approached, and the benefits of the Zaatari Gov-

ernance Plan are being explained. 

• A strengthening of security capacity and patrolling within the 

camp, together with arrests and prosecu�on of criminal elements is 

expected to enhance incrementally  GoJ control over the camp. 

• Improved delivery and quality control of services to those who 

have already been relocated should create incen�ves for those in the 

congested western area to agree to be moved. 



 14 

 


