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Questions and comments from the audience 

 

Q1 (From Kirti Raj Subedi) What is the difference between social protection and social 

security?  

Social protection is an overarching concept which is defined by the ILO as: ““set of policies 

and programs aimed at preventing or protecting all people against poverty, vulnerability and 

social exclusion throughout their lifecycle, with a particular emphasis towards vulnerable 

groups”. Social protection is often interpreted as having a broader character than social 

security (including, in particular, protection provided between members of the family or 

members of a local community). It is also used in some contexts with a narrower meaning 

than social security (understood as comprising only measures addressed to the poorest, most 

vulnerable or excluded members of society). Thus, unfortunately, in many contexts the terms 

‘social security’ and ‘social protection’ are used interchangeably.” See here for how other 

agencies (within the framework above) define it. 

 

Q2 (From Chiyambi Mataya) Turkey seems to have had a system in place... where do you 

start from in a fragile context where there are no existing SP programs, only humanitarian 

CVA?  

This is the topic of the webinar that took place on 6th Feb: Watch it here. 

 

Q3 (From Anas, studying MA Social Protection in Germany) Thank you Orhan for the 

informative presentation. The case study of Turkey is very interesting especially with the 

strong linkages between government and NGOs. I just had a question regarding the 

protection of refugees. Amnesty have recently reported that around 315,000 Syrian 

refugees are illegally forced into repatriation into war zones. Are TRC and other 

organizations engaging in dialogue with the government to ensure the protection of 

refugees beyond cash transfers?  

TRC’s support to refugees is not limited to humanitarian cash transfers only. TRC implements 

refugees support programmes through a comprehensive approach that covers a wide variety 

of concerns and needs. In fact, protection is one of TRC’s main areas of focus and we have 

ensured the mainstreaming of protection and included a protection component in all the 

https://socialprotection.org/linking-cash-and-voucher-assistance-and-social-protection-forced-displacement-contexts
https://socialprotection.org/linking-cash-and-voucher-assistance-and-social-protection-forced-displacement-contexts
https://socialprotection.org/learn/glossary/what-is-social-protection
https://www.youtube.com/watch?v=-YQg6vYRR8c&feature=youtu.be


 

 

implemented programmes and operations as well as implementing stand-alone protection 

programmes.  

Despite governmental and institutional efforts, there remains many areas where refugees in 

Turkey face protection concerns, for this reason, through the work of dedicated protection 

programmes in TRC’s community centers spread across 16 provinces nationwide and the vital 

components of protection embedded in all humanitarian programmes including ESSN, CCTE 

and others, the protection program mainly aims to prevent, reduce or eliminate the risks, 

threats and consequences of violence, abuse and lack of access, which refugee individuals, 

groups or communities face or are likely to face. Under the programme a wide range of 

activities –individual support which is mainly case management, awareness raising activities, 

capacity building, advocacy etc.- are implemented along with supporting human trafficking 

victims, access to basic rights and services, family tracing and reunification, sexual and 

gender-based violence, child protection, education etc.  

Alongside its role as a humanitarian service provider, the Turkish Red Crescent is working with 

the Turkish Government as an independent humanitarian agency in order to contribute to 

the improvement of the standards in the reception and repatriation centers operated by the 

Government. It has been done through periodic observation visits to the centers and 

reporting of observations to the authorities. 

Up to date, TRC reached more than 200,000 individuals who face different protection issues 

and will continue to work to ensure and promote refugee protection in Turkey. 

 

Q4 (From Dod Godfrey Kyama) Orhan - you mention that TRC has no exit strategy... How are 

you going to sustain this intervention if there is no graduation mechanism in place?  

Please see Question 6 below.  

 

Q5 (From Christer L, senior humanitarian advisor, cash, DCA) Things seem to be running well 

in Turkey, can Orhan elaborate more on some of the concrete challenges they have faced in 

taking over this huge program. 

There are quite a few challenges with the main ones highlighted below:  

- One benefit of building on existing SP is to scale quickly and with quality but there are pre-

requisites required for people to apply and be part of the system.  There is a compromise 

on the timeframe for enrolment.  It takes (4 to 8) weeks from application to enrolment (a 

long time when you’re vulnerable). So, we had to be coordinated to shorten the time with 

everyone (especially government) to overcome this challenge.    

- Transition to livelihoods and resilience. The humanitarian response is big and well-funded 

compared to the resilience side.  A balance between the two is needed for transition. 



 

 

- A collaborative model is great, but coordination can be a challenge with different 

mandates and ways of working.  The steering committee set up on the ESSN helps; we get 

together to find solutions.   

- Coordinating with humanitarian actors is not easy but we are making it work (specially to 

avoid duplication).   

- The characteristics of the people being targeted is a challenge.  Many of the refugees in 

Turkey are mobile (hard to track them, provide regular assistance; trying to overcome this 

with continuous feedback, using different communication tools and outreach cash field 

teams).  

 

Q6 (From Kathryn Taetzsch, WVI) Thanks for the great presentations. How did/does the 

complaints and feedback mechanism work if it is a component of ESSN? Is there an 

independent partner facilitating this? Feedback on quality of services (besides the child 

protection services (e.g. for health)? What is the ''exit'' strategy if donor funding has to be 

reduced over time?  

Exit: Very important questions which need to be discussed at the start.  The reason we say 

that TRC has no exit strategy is because of availability of funding itself.  TRC has no 

government funding at all, - it’s individual, corporate donations and international donors.  All 

the relevant stakeholders working on exit are trying to look at integrating preparedness 

activities into programming and linking with social protection systems that exist (e.g.: if 

something happens within the nation with an impact on the community; the needs of both 

hosts and refugees would be met depending on the allocated funds).  There is a transition 

plan being worked on for the ESSN.  For those who are capable of working, providing both 

refugees and host communities with vocational training though development actors (for TRC 

are the community centers), so that they have access to livelihood opportunities.  There is 

however, a big elephant in the room; the problem is bigger than what we can handle and 

needs a more collaborative approach nationally and internationally.  This is not a complete 

answer to the question but gives an idea of the road map that we are working on with all 

relevant stakeholders. You can also refer to Cecilia’s part of the presentation on other aspects 

of exit that we are thinking about and working on.  

Feedback mechanisms:  This is done through the TRC call centers.  The challenge is when the 

feedback is targeted to the national system. There are different national systems in place and 

actively used especially by hosts. Those are both online and hotline systems. (i.e. cimer.gov.tr, 

150 government hotline, 168 TRC hotline, etc.); refugees have been reaching the TRC call 

center since 2011.  A significant improvement has been done through TRC, UNICEF and WFP 

working with government partners to respond to variety of complaints and see how to ‘triage’ 

(direct) the complaints.  If it’s on the ESSN and delivery/registration, this is done by TRC or 

partners working on the ESSN.  If the feedback is on things like education, or other 

government-led programmes, it’s isn’t as clear cut.  It’s been something we have worked on 

with government counterparts to develop SOPs for how these things could be addressed.  The 



 

 

question is how one systematically responds to feedback.  We can see this learning on how 

to address complaints transition from the humanitarian side to national system. 

For Kizilay specific feedback mechanisms: Under our CVA programmes, we follow a 

comprehensive AAP framework that allows us to implement effective and quality 

programming that prioritizes the accountability to beneficiaries.  A vital element of this 

framework is the Feedback and Complaint Mechanism (CFM) which is a transparent 

procedure that provides the beneficiaries with access to a safe and confidential process to 

raise concerns or share feedback about issues or grievances related to our programmes.  

TRC’s KIZILAYKART programmes have many dedicated communication channels including the 

existing 168 TRC call center, official social media channels, website, printed materials and SMS 

system through which we provide regular information and updates to beneficiaries about the 

assistance and rights, as well as raising awareness about the programmes. Our teams works 

tirelessly to respond to our beneficiaries various inquiries, up to date we have received more 

than 1.2 million calls through the 168 Call Center and more sent more than 10 million 

informative SMSs to beneficiaries. 

These communication channels are at the disposal of our beneficiaries and in case any 

complaint is received the CFM is immediately activated and the case is recorded and followed 

up with closely to make all necessary measure to solve the issue of the beneficiaries or refer 

it to the appropriate to the related TRC units or stakeholders.  Any protection sensitive case 

detected through our complaint mechanisms is prioritized and immediately referred to TRC’s 

protection programme which classifies such cases with high degree of sensitivity and an 

action is taken in less than 48 hours to ensure appropriate measures are in place to protect 

the persons of concern.  

Furthermore, we conduct field operations led by the cash outreach team to raise awareness 

about the programme to all stakeholders including beneficiaries, non-beneficiaries and local 

authorities as well as conducting case-based advocacy efforts on behalf of individuals to 

facilitate their access to the programmes. We have managed more than 18.000 cash outreach 

case to date with a success rate of 74%. 

 

Q7 (From Mauricio Bohl) How did you manage the challenge with overcrowded schools, 

which are a result of the influx of refugee children in the formal school system? Who 

shoulders/funds the additional burden? 

Indeed, overcrowding in schools has been one of the major challenges faced by the Ministry 

of National Education (MoNE), particularly in locations in Southeast Turkey where the existing 

school infrastructure was already overstretched. At the beginning of the crisis, additional 

learning spaces were provided by UNICEF and other education sector partners through 

construction of temporary classrooms using pre-fabricated buildings and container 

classrooms. Now the strategy of the MoNE is to expand available classrooms through 

construction of new, permanent school buildings. This construction is funded through 

national resources as well as by funding from donors such as the EU. 



 

 

 

Q8 (From Azeb Adefrsew) What are the major challenges in child protection?  

Despite the significant efforts made by national authorities and protection sector partners, 

refugee children in Turkey face a variety of challenges, and language remains a primary barrier 

for families in accessing preventive and responsive services. Many protection risks, 

particularly child labor and child marriage, affect adolescents primarily and are linked to socio-

economic vulnerability of families, and the approximately 400,000 out-of-school refugee 

children are particularly at risk. There are no official statistics on the prevalence of child labor 

among refugees in Turkey, but it is believed to be widespread. Of Syrian women in Turkey 

aged 20-24, 9.2% were married before the age of 15, and 44.8% were married before the age 

of 18.1 Violence and bullying in schools is also of concern. Psycho-social distress persists 

among many refugee children, either linked to their experiences of war inside Syria or due to 

incidences of violence, abuse, social exclusion or other adverse experiences in Turkey. 

 

Q9 (From Meron Dori) How does social protection work in countries where there is no 

existing social protection system run by a hosting government?  

This is the topic of the webinar that took place on 6th Feb: Watch it here 

 

Q10 (From Nupur Kukrety) What might be the incentives that donors and other humanitarian 

actors can create for governments to extend social transfers to the forcibly displaced?  

If we are making national social and development policies about a resilient community, then 

the well-being of any individual within this community this will include both hosts and 

refugees. However, the burden has be shared within the international community taking into 

consideration the international relevant conventions. This is a collective approach, and i think 

TR Gov’t/TR relation is a good example. 

A big incentive is that governments can take learning from humanitarian response to feed 

into and improve their own system in areas such as technology, innovation, and quality even.  

This has been the case in other countries.  There is also the funding that comes in for a target 

population; so there is a built-in incentive for government to open their systems to these 

populations to get this funding in a predictable a continuous manner. 

The key to remember is that it is an opportunity for the government to improve in a positive 

way what is already in place.  When there are dedicated funds, there is a dedicated team to 

design and implement approaches. The innovations being tested in an emergency can 

improve the national system in a ‘safe’ way.   

The bottom line however is that governments require long-term visibility on the continuity 

and duration of funds, which is a real challenge for humanitarian donors. The issue of who 

 
1 Turkey Demographic and Health Survey, 2018 
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pays and question of burden sharing for refugees is also very important to a lot of 

governments, i.e. the recognition that the burden is disproportionately shared between 

countries.  Much earlier engagement of development finance actors would be hugely 

beneficial. Improvement to their systems and expansion of coverage can be an incentive for 

government discussions, perhaps with refugee financing a condition. Humanitarian funds 

can’t do this in the same way in any sustained way or at scale.  Development funding from 

the outset can then look at system strengthening and expansion of systems and these can be 

an incentive for host governments.   

 

Q11 (From Azeb Adefrsew) How is it possible to verify the actual vulnerability status of 

people in a context where organized information systems have been lost?  

The question on vulnerability and being sure a person is actually vulnerable (and hence is to 

be targeted and eligible for assistance) is one that cuts across any programme 

(humanitarian/development, cash or not).  It is also context specific.  We encourage you to 

see this guide from the Cash Learning Partnership (CaLP) and adapt the tools within for your 

context: http://www.cashlearning.org/downloads/mpg-toolkit-pdfs/mpg-part3-4.pdf 

 

Q12 (From Louis Rovira, WFP) What about transnational Social Protection that project its 

support over frontiers? Mature SP systems are providing support to its expatriates abroad, 

can we imagine similar systems to support refugees that have not been forced into 

displacement by their own governments?  

This is an excellent question and could potentially also be a topic for a future webinar.  This 

can be imagined, building on existing remittance flows and channels, but this would likely 

require very complex analysis and design steps to work out would fund it, the political buy-in 

across borders and how this can be administered and monitored. The Future of Financial 

Assistance report addresses the complexity of funding flows to people affected by crises and 

can be a basis for futures thinking on this issue.  

 

Q13 (From Ria Lewis) What entry points into social protection programming (beyond links 

to initial emergency response) do the panel see for humanitarian agencies who already 

have a lot of tools that could be used to provide services to social protection?  

It’s a process of mutual dialogue and understanding.  The national system has one way and 

humanitarians have another way.  So, these negotiations have to happen (example of how 

humanitarians set up a minimum expenditure basket (MEB) in emergencies to decide on 

amount of cash.  This is not a concept used widely in national social protection systems). One 

of the challenges for the humanitarians is the grounding in humanitarian principles, and not 

realizing that national systems may have different perspectives on 

inclusion/exclusion/targeting etc.  These conversations need to happen as there needs to be 

a common ground and understanding on this.  

http://www.cashlearning.org/downloads/mpg-toolkit-pdfs/mpg-part3-4.pdf
http://www.cashlearning.org/downloads/future-of-financial-assistance-report-fullfinal.pdf
http://www.cashlearning.org/downloads/future-of-financial-assistance-report-fullfinal.pdf


 

 

From the Kizilay perspective: Humanitarian agencies can engage with and support social 

protection programming in a variety of ways. The common objective is to ensure that social 

protection systems are robust and inclusive of vulnerable groups including refugee 

populations. Humanitarian actors should: 

- When applicable, actively engage in advocacy and technical support to governments, e.g. on 

ID registration, identification, targeting, setting transfer value, applications to the program, 

supporting specific donor requirement i.e. reconciliation, referrals to protection, referrals to 

livelihood,   

- Support capacity strengthening of national systems and advocate with donors to invest in 

the improvement and sustainability of national systems. 

- Support the integration of humanitarian mechanisms with strong disaster preparedness 

planning into social protection systems to enhance shock responsiveness and quick recovery 

- Advocate for applicable refugee rights and legal frameworks which ensure that the inclusion 

to labor and financial opportunities as well as access to services are available to all. 

- Promote the positive outcome of refugee contribution to national systems to encourage 

social cohesion and inclusion 

- Provide assistance to the refugee population in alignment with existing systems and mitigate 

the impact of mass displacement though special measures and actions. 

 

Q14 (From Nupur Kukrety) To what extent has the implementation of the ESSN and the CCTE 

in Turkey have influenced the strengthening of existing social protection system for Turkish 

population?  

Both the ESSN and CCTE have positively influenced the existing social protection through 

learning and adaptation with a humanitarian approach. Though, considering this from a wider 

perspective, it is more accurate to say that the existing social protection in Turkey and the 

Turkish government’s efforts were the building blocks, having adjusted rules and conditions 

in the national system and provided the IT and physical infrastructure along with all possible 

measures to enable the coverage of refugee beneficiaries and ensure the smooth, quick, 

effective and responsible implementation of these humanitarian cash programs. 

The ESSN has influenced the strengthening of the existing SP system through the investments 

TRC has made in strengthening its national capacity in cash preparedness. Investments have 

been made in both in staff and systems with several ministries as well as international and 

local organizations. The ESSN has also invested in adaptation its Standard Operating 

Procedures for cash assistance to humanitarian needs to existing government Social 

Assistance Policies, and these could now be used for future humanitarian responses targeting 

Turkish nationals too. The ESSN has expanded the network of Social Assistance Solidarity 

Foundations (SASF) centers, where applications for social assistance take place for wider 

inclusion for refugees.  



 

 

The CCTE built on the existing national system to integrate a child protection component as a 

complement to the cash assistance. This is serving as a useful model for policy dialogue 

regarding the introduction of “cash plus care” models into the national social protection 

system, although this has yet to be implemented. The CCTE also allowed the national system 

to include children involved in non-formal education programs for the first time, which is 

important from an equity perspective. 

 

Comment (From Maureen Malola) It is not a question, rather a comment. I am very intrigued 

with the set-up of the national social support system and the different programmes that are 

available for refugees.   

The government of Turkey has indeed a very impressive national support system that 

provides social assistance to the most vulnerable people. The ministry of Family labour and 

Social Assistance runs an Integrated Social Assistance Information System (ISAIS) which is a 

comprehensive system that stores the live data of millions of Turkish citizens as well as 

foreigners. Through the system, different types of assistances (continuous, one-off, in-kind, 

cash based etc.) is provided to different target groups to cover variety of needs. Thanks to the 

integration of the system with other governmental databases, the assistances are 

coordinated while assuring the prevention of duplication of assistance and loss of funds. The 

system also enables automated criteria check and targeting. There are equally many 

assistance programmes for refugees, in coordination with the government. TRC is leading the 

refugee response in Turkey, reaching more than 2,4 million beneficiaries through the 

implementation of humanitarian programmes across different sectors, including basic needs, 

education, protection and livelihoods.  

For more information on TRC refugee programmes:  

https://reliefweb.int/sites/reliefweb.int/files/resources/KIZILAYKART_INFORMATION_NOTE

_201909.pdf 

http://kizilaytoplummerkezleri.org/en# 
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