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Social Services

In order to prevent and respond to VAWG effectively, social services of a certain 

minimum standard must be made available to survivors. 

Social services comprise a range of services including crisis information and 

help lines, safe accommodation, legal and rights information and advice. 

These services support the rights, safety and wellbeing of women and girls 

experiencing violence, within a culture of women’s empowerment. 

This includes ensuring that services are survivor-centred, non-blaming, and 

support women to consider the range of choices available to them, and make 

decisions accordingly. 
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Overview of Essential Social Services

1. Crisis information 

2. Crisis counselling 

3. Help lines

4. Safe accommodation

5. Material and financial aid 

6. Creation, recovery, replacement of ID

7. Legal and rights information, advice and 

representation, including in plural legal 

systems

Source: UNFPA Essential Services Package

8. Psycho-social support and 

counselling

9. Women-centred support

10. Children’s services for any child 

affected by violence

11. Community information, education 

and community outreach 

12. Assistance towards economic 

independence, recovery and 

autonomy 
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Common characteristics of quality essential services

• Availability

• Accessibility

• Adaptability

• Appropriateness

• Prioritize safety

• Informed consent and 

confidentiality

Source: UNFPA Essential Services Package

• Effective communication and 

participation by stakeholders in 

design, implementation and 

and assessment of services.

• Data collection and information 

management

• Linking with other sectors and 

agencies through coordination. 
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Crisis Information and Counselling

Source: UNFPA Essential Services Package

Access to timely, clear accurate crisis information for 

any woman or girl who has, or is, experiencing physical, 

sexual or other forms of violence, wherever she is, at 

whatever time day or night, is vital in supporting her to 

access services to assist her safety.

Crisis counselling is essential in assisting women and 

girls to achieve immediate safety, make sense of their 

experience, reaffirm their rights and alleviate feelings of 

guilt and shame. 
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Material and Financial Aid: In the immediate crisis 

period it should be assumed that women and girls have 

little or no access to material resources. Material and 

financial aid includes support and resources to enable 

access to crisis information and counselling, safe 

accommodation and food. 

Psycho-social Support and Counselling: Specialist 

counselling can greatly improve the health outlook for 

women and girls which can consequently improve their 

access to education and employment.

Aid & Support
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Legal and Procedural Support

Accurate and timely information about legal matters as 

divorce/marriage laws, child custody, guardianship, migration 

status and assistance to navigate justice and policing 

responses are important in protecting the safety of women and 

girls.

As many women and girls experiencing violence need to flee 

without identity documents in order to remain safe, they may 

require support to create, recover or replace identity 

documents. Identity documents include those required for 

travel, employment, and access to services. 
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Help line

• Help lines provide an essential link to information, counseling and support services 

for women and girls experiencing violence. 

• A help line is part of a larger coordinated response to violence against women and 

children.

• Help lines provide support for survivors; serve as a means to access help in a 

situation of crisis and facilitate data collection. 

• Domestic violence help lines serve as part of the State’s response to combating 

violence and should serve as a complement to other important services. 
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Help lines: Response during Covid19 

As in-person activities were suspended, there was an increase in virtual services, and 

reliance on hotlines and online platforms. 

Across the Arab region, NGOs and governments noted an increase in calls through 

hotlines for reporting violence, as well as in the number of cases reported. 

In Tunisia, in the first weeks following the lockdown, calls to the toll-free numbers run by 

the Ministry of Women from families, children and seniors were 9 times higher than 

usual. Out of 9,800 calls, 2,700 were violence cases. 

A hotline in Lebanon received 155 calls in March, when the restrictive measures were 

first put in place and then 532 in April.

In some instances, Governments began instituting hotlines and other remote responses 

and support services for the first time, as was the case in Sudan and Egypt. 
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Safe Accommodation

* Report of the Special Rapporteur on violence against women, its causes and consequences, A/HRC/35/30, taken from: Women Against Violence Europe (WAVE) and 

Austrian Women’s Shelter Network, Away from Violence: Guidelines for Setting up and Running a Women’s Refuge (Vienna, 2004).

Shelters for survivors of violence are an essential component of a comprehensive and coordinated 

response and are globally recognized as a useful option for women escaping violence. 

A “shelter” or “refuge” denotes emergency and temporary “safe accommodation for women and 

children who have been exposed to, or are at risk of (usually male) violence in a domestic context.”*

Shelters provide survivors with the opportunity to distance themselves from abusive relationships and 

consider their choices for a life free from violence.

The provision of shelter is closely linked to State obligations under international human rights 

instruments to address violence against women and protect survivors.
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◦ While most of the States in the Arab region have shelters, their number 

and geographic distribution is extremely limited. Our research shows 

that the number of shelters in Arab States does not exceed 50.

◦ The scarcity of shelters and their services, combined with limited 

knowledge of their existence and sociocultural factors, restrict women’s 

access across the region. 

◦ There are concerns regarding the prevalence and accessibility of 

shelters; gaps in legislation; and the capacity, financing and service 

provision of shelters.

ESCWA’s Research on Shelters in the Region
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Foundational Elements

1. Comprehensive legislation and legal 

frameworks

2. Governance oversight and 

accountability

3. Resources and financing 

4. Training and workforce development

5. Monitoring and evaluation

Source: UNFPA Essential Services Package

8. Gender sensitive policies and 

practices 

9. Referral

10. Risk assessment and management

11. Appropriately trained staff and 

workplace development

12. System coordination and 

accountability
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The Impact of COVID-19

• In April 2020, The UN SG urged all governments to make the prevention and redress 

of violence against women a key part of their national response plan for Covid19. This 

was in response to the growing ‘shadow Pandemic’ of increased VAWG. 

• Survivors may not know about available services or have the ability to access 

services. Marginalized women faced increased difficulties accessing services. 

• VAW Services were also disrupted. Some countries failed to include domestic 

violence services, such as shelters, as ‘’essential services’ during the lockdowns. 

• Service providers had to adapt their activities to respond to the crisis, amid other 

challenges posed by the pandemic and lockdown. 
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What are the social services available for survivors in your country? 

Do you have any shelters AND/OR help lines for survivors available in your 
country? What is your assessment of these services, and why? 

How can the quality and availability of social services be improved in your 
country?  

How did the pandemic impact the provision of social services for survivors?

Questions
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Please share your reflections, with examples 
from your country. 



Thank you 


