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NOTE

Prior to its adjustment on 1% of January 2016, the UNRWA hospitalization policy
used to provide 100% coverage for secondary care in all contracted hospitals with
the exception of non WHO-listed medications & surgical accessories where UNRWA
covers 30% of the cost per procedure up to a maximum of $500. In the adjusted pol-
icy, coverage was adjusted to 95%, 85% and 80% for contracted PRCS, Lebanese
governmental hospitals and private hospitals respectively, with the exception of non
WHO-listed medications & surgical accessories where UNRWA covers 30% of the cost
per procedure up to a maximum of $500. As for tertiary care, the main adjustments
were in the Tertiary daily tariff that was raised to 60% up to 4165 per day up to 12
days with a ceiling of $5000 for medical admissions, and 60% of the MOPH surgical
code(s) at UNRWA priced rate of contracted admitting hospital up to a ceiling of $5000.

However, UNRWA released a “refined hospitalization policy” on June 1%t 2016 that
entails an amendment in the percentages of coverage by UNRWA for secondary care
as follows: 100% for PRCS hospitals and 90% for both Lebanese governmental and
private hospitals with the exception of non WHO-listed medications & surgical ac-
cessories where UNRWA covers 30% of the cost per procedure up to a maximum of
$500. This report doesn't address technical issues and coverage scheme of the hos-
pitalization policy but rather exposes points and findings related to the Palestinian
community’s perceptions vis a vis the general components of the adjusted policy
preceding the refined one which was released on June 1, 2016. It equally highlights
the communication situation between UNRWA and Palestinians in Lebanon.
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According to UNRWA, "its overall health policy entails provision of essential health
services to the registered Palestine refugee population in line with the basic principles
and concepts of the World Health Organization (WHO). UNRWA's health program centers
on providing primary health care services with the prime objective of protecting and
promoting the health status of the refugee population and meeting their basic health
needs. In addition, UNRWA aims at providing essential and affordable in-patient
medical care services to the refugee population. These services are available at locally
contracted hospitals”:.

As of January 2016, UNRWA introduced some adjustments to its hospitalization policy
as per the elements of eligibility, coverage and contracted hospitals among other
changes. As a result of these and other changes pertaining to other policies, such
as education, reactions of anger and frustration were triggered within a part of the
Palestinian community in Lebanon. Accordingly, Masar association was commissioned
to design and implement the project "Gauging Perceptions of Palestinian Youth on
Key Issues” during the period of April- June 2016. The emphasis of the project is to
capture the perceptions of youth of the adjusted hospitalization policy and overall
communication situation with UNRWA and other key stakeholders. To this effect,
FGDs were conducted with Palestinian youth groups (with health and non-health
backgrounds) in Beirut, Tyre, Tripoli, Bekaa and Saida where UNRWA has operational
offices. The aim of the FGDs is to assess the perceptions of Palestinian youth regarding
UNRWA's adjusted hospitalization policy and communication strategies, analyze the
findings, and formulate recommendations for UNRWA to consider.

1 Unrwa LFO Hospitalization Program Policy Document
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THE PROBLEM

Tensions between UNRWA and parts of the Palestinian community in Lebanon
have sparked off in recent months an open political conflict as a result of UNRWA's
announcement of applying an “adjusted hospitalization policy” requiring a financial
contribution by Palestinians in Lebanon to their hospitalization costs as mentioned
in the "note” above. In addition to the cost sharing element, the discontent of the
Palestinians was exacerbated yet by the fact that the development of the adjusted
policy was not consultative: Key Palestinian beneficiaries of UNRWA's health services
were engaged neither in the development process nor in the validation of the policy
document prior to its announcement. At the peak of the crisis, UNRWA approached
Masar association and the Human Security Division at the Embassy of Switzerland
in Lebanon with a request to assist in improving its communication/consultation
mechanisms with the Palestinian community.

MASAR'S RESPONSE

Masar has field and research expertise in empowering youth and promoting integration
in the aftermath of conflicts. Based on this experience, Masar showed readiness to
gauge the perceptions of the Palestinian community, namely the perceptions of
young Palestinian technical experts in the health sector and other youth with different
backgrounds of UNRWA, its service provision mechanisms, its communication strategy
taking the example of current events surrounding the tensions arising on the UNRWA's
adjusted health care policy.

During the discussion of the short term intervention by Masar, UNRWA has expressed
an interest in addressing the tensions arising around its adjusted health care/
hospitalization policy in Lebanon and the will to access Masar's product and incorporate
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it in its work should it see it convenient. UNRWA has also expressed interest in
improving its communication strategy through making it more contextualized and
open to the Palestinian community by means of better empowering and capacitating
its communication field officers.

On the long term, the outcome of this intervention may orient UNRWA and other
potential service providers in introducing better strategic and participatory approaches
to their work/ service provision addressed to the Palestinian community in Lebanon.
This intervention by Masar might also help the Palestinian community in Lebanon in
better conveying and presenting its needs and expectations from UNRWA and other
potential service providers. In the concrete case of UNRWA, the intervention may lead
to the establishment and institutionalization of consultation mechanisms between
UNRWA as the service provider and the Palestinian community as beneficiaries from
these services.




Masar recruited two consultants (Sarah Armoush, MPH, Licensed Dietitian and Nutri-
tionist and Mia Chartouni, MS in International Health Management, Licensed Dietitian
and Nutritionist) with the required expertise in public health and qualitative research
to conduct the FGDs. A qualitative methodology was adopted because it describes,
explains, and characterizes the subject of investigation by focusing on words rather
than on numbers. Through it, one can explore a wide array of dimensions of the so-
cial world, including its complexities, the understandings, experiences of participants,
the ways that social processes, institutions, discourses or relationships work, and the
significance of the meanings that they generate®. Focus groups specifically enrich the
research issue by allowing explicit differences and divergent ideas to emerge, thus to
have a viewpoint on the preponderant social norms related to the subject of discus-
sion2.

In the initial phase, two pilot FGDs were conducted with Palestinian youth in Bei-
rut; one with youth from diverse backgrounds and one with young technical ex-
perts in the health sector, with the aim to validate the questions of the focus group
guide and ensure that all the important points pertaining to the project objec-
tive are being tackled through the guide. Based on the pilot FGDs, the guide (see
Annex 1) was revised and questions were rephrased to capture in a more focused
and objective way the feedback and recommendations of young participants.

Nine FGDs were conducted; each lasted approximately 90 minutes, with an aver-
age number of 7 participants per focus group. To ensure representativeness, par-
ticipants were recruited from inside and outside the camps (cities), and from the

1 Mason, J. (2002) Qualitative Researching.
2 Ritchie, J. & Lewis, J. (2003). Qualitative research practice: A guide for social science students and researchers.
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different areas where Palestinians reside i.e. Beirut, Bekaa, Tyre, Saida and Tripoli.
However, FGDs were held outside camps, to avoid potential external interruption
or interference by community members who do not match participants’ selection
criteria. To recruit participants, Masar collaborated with 5 community mobilizers
who possess the relevant knowledge of camps and of the social and political fab-
ric of the Palestinian community, and who recruited participants through headhunt-
ing, not open announcement in camps, based on a set of criteria presented below:

. Youth aged 18- 30 or 35 as an upper limit;

« Youth are either students or fresh graduates with up to 7 years of experience;

. Youth studying or working in a health related sector (e.g. medicine, nursing, medi-
cal lab, hospital management...) but not limited to it; also youth with diverse back-
grounds;

. Youth living inside and outside camps;

«  Ensuring gender balance and diversity in terms of political affiliation.

Youth participants in the FGDs come from diverse backgrounds, namely: engineering,
media, education, medicine, pharmacy, nursing, vocational training, physiotherapy,
paramedics, social development, health management and quality control; and many
have civic engagement experience. Two FGDs were conducted per area; one with youth
from diverse backgrounds and one with youth from the health sector. Only in Tripolj,
both FGDs were merged since youth were from health and non-health backgrounds.
Overall, 71 participants (49 men and 22 women) attended. Although, there were more
men than women, gender representation did not have implications on the findings.
The distribution of participants by gender by area is summarized in the table below.
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Area Males Females

Beirut
From Health Background 80% 20%
From Different Background 100% 0%
Tyr
From Health Background 71% 29%
From Different Background 60% 40%
Saida
From Health Background 55% 45%
From Different Background 100% 0%
Bekaa
From Health Background 53% 47%
From Different Background 75% 25%
Tripoli
From all Backgrounds 86% 14%

As an introduction to the FGDs, Masar association’s representatives gave a brief
presentation on their work on Palestinian youth rights in Lebanon, and on the purpose
of the FGDs. Then, participants were asked to grant oral consent to participate in the
focus group and for it to be recorded.

The FGD started by asking participants about the role and circumstances under which
UNRWA was founded, as a baseline. Then, a power point presentation consisting of the
main components of the adjusted policy including the coverage scheme was presented
and discussed with participants, noting that the power point is based on the adjusted
hospitalization policy shared by UNRWA (see Annex 2).

Upon completion, the FGDs were transcribed verbatim and a thematic analysis was
performed to come up with concrete findings and recommendations.

11
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One of the main challenges of the projectis gender representation. Except for two focus
groups, one in Saida and one in Bekaa, overall, the presence of women was limited. The
fact that FGDs were held outside camps might have been a detriment to females’ level
of participation. Yet, certain points in the findings pertaining to women, in particular,
were identified. In Tripoli, exceptionally, one FGD was conducted, embracing youth
with both health and non-health backgrounds.

As for other emerging challenges, a leaflet was supposed to be circulated among
participants during the FGDs prior to the discussion in order to introduce them to
the content of the adjusted hospitalization policy and inform the dialogue. However,
UNRWA requested Masar association to amend some of the information in the leaflet
that was not stated in the policy text shared earlier. Due to time constraints, the leaflet
with the corrections could not be reprinted. Hence, the FGDs' facilitator relied on the
power point presentation solely.

Another challenge that emerged during FGDs, was the conviction of participants that
budget cuts in the hospitalization policy, among other policies, is a political decision
rather than a financial one. Hence, the facilitation of the FGDs required extra efforts to
avoid derailing the purpose of the discussion.

In addition, some of the participants from health backgrounds were hesitant to partake

in the discussions for fear that their participation might indirectly affect their tenure at
their current jobs that have contracts with UNRWA.

12



The findings of the FGDs revolved around the following themes:

1. Perceptions regarding the adjusted hospitalization policy

2. Participants’ recommendations for improvement of the policy

3. Perceptions regarding the communication with UNRWA

4. Participants’ recommendations for improving communication
mechanisms and channels

1 PERCEPTIONS REGARDING THE ADJUSTED HOSPITALIZATION POLICY

According to participants in the FGDs, the overall impression about the adjusted hospi-
talization policy is that it includes cuts in the coverage. Accepting the policy as is would
imply accepting further cuts, because UNRWA will continue reducing the coverage if
it senses that the community is not protesting or resisting. Participants stated that the
concept of having the patient pay a certain percentage of the cost is unjustifiable be-
cause the situation of Palestinians in Lebanon is different than that in other countries
where UNRWA operates (namely, Gaza, West Bank, Jordan and Syria). Here, they are
not entitled to work, and hence, have no secure income to pay the cost of healthcare.

13
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The sources of information regarding the policy were originally leaks from UNRWA staff,
messages circulated through social media (What's App and Facebook) to join the pro-
tests, notices from “the crisis cell *”, word of mouth, escalated protests, and personal
experiences of Palestinians with hospitals contracted by UNRWA. In one of the FGDs,
participants made the assumption that UNRWA purposefully leaks some information
regarding its policies to test the water before actually launching the policy, "UNRWA is
smart, they know how to manipulate the street”. Even the way the policy is formulated
shows that UNRWA is trying to protect itself; for example, by saying “some kinds of
cancer”, when explaining types of illness the policy covers. This way, if a Palestinian
complains about UNRWA's coverage, the latter would say "but we said some kinds of
cancer”. Similarly, for the phrasing of the coverage "up to 30% in the extent of cover-
age for some of the conditions” without stating a clear cut percentage of coverage.

After getting exposed to the components of the hospitalization policy in the power
point presentation, participants indicated that there are many grey areas in the policy.
They noted that UNRWA did not develop tools, such as leaflets, power points, etc. to
expound the policy which could have helped the people understand it better. UNRWA
lacks objectivity and credibility, according to participants, who believe that a written
policy is not the same as the actual implementation of that policy, especially in terms
of coverage. Coverage is manipulated by favoritism/nepotism, known as "Wasta"; this
"Wasta” is secured usually from UNRWA staff, doctors in clinics, political groups with
authority, and sometimes through gun threat. Even in the case of hospitals that are
contracted by UNRWA, participants reported that they still need to go to a PRCS hos-
pital first in order to seek treatment and that they need to receive a referral in order to

1 Consisting of Palestinian factions, the crisis cell was formed by the Palestinian Leadership in the after-
math of the announcement of the adjusted hospitalization policy by UNRWA in January 2016 with the
primary aim of lobbying UNRWA to eliminate the cost sharing element in its hospitalization costs.
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access a State or private hospital, yet getting a referral is very rare and Palestinians
only get treated in PRCS hospitals. Participants think that if this policy was applied
equally to everyone, it would be fair and they would not protest, but inequalities are
countless , which explains the lack of equitable opportunities.

A point which participants concurred on, is the lack of transparency among some of
the UNRWA staff and hospitals; the contracted hospitals tamper with bills. The cost is
inflated and the patient ends up paying more. One example by a participant illustrates
this issue: "One of the hospitals forced me stay overnight in order to charge for the
night, while the doctor has mentioned that what | have can be directly treated in the
Emergency Room (ER) and does not need hospital admission”. Some doctors take com-
missions from referrals to hospitals and from certain screening labs. Both the hospitals
and UNRWA staff are profiting from these arrangements, as said the participants.

Another point raised by a female participant in one of the FGDs, pointed out that "PRCS
hospitals impose specific doctors; and if a woman, for example, wants to be examined
by a woman gynecologist, she cannot because there isn't one, unless she goes to an-
other hospital and pays for it.”

When it comes to choosing doctors, participants reported that Palestinians are forced
to seek care from specific doctors available in UNRWA clinics and PRCS hospitals, they
have no choice, and the number of doctors, in UNRWA clinics or in PRCS hospitals, is
inadequate, there is understaffing, doctors see up to 100 patients per day, hence those
doctors cannot respond to the needs of a growing population. For example, there are
only 2 pediatricians in some hospitals. Over and above, participants in most FGDs,
underlined that the relationship with the doctor determines whether a patient gets a
referral and coverage or not, which is also a form of "Wasta".

15
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The issue of medications was common in all FGDs; participants complained that
Panadol is the sole treatment for all medical cases, or amoxicillin, in some cases, when
they expect to have more depth-in the examination of cases and a wider range of
medications. One of the participants mentioned that he broke his arm and yet they
gave him Panadol.

Moreover, UNRWA should contract hospitals known to provide good quality of
healthcare and not hospitals where you “enter and die”. If there is no control or
monitoring from the Ministry of Public Health in Lebanon, then UNRWA is responsible
for monitoring the quality of services supplied at its contracted hospitals.

Based on the FGDs, the Bekaa and North (Tripoli) areas seem to suffer the most of poor
services and the lack of contracted service providers. For instance, in all the Bekaa area,
there are no diagnostic centers for MRl and the Health Diagnostic Centers have very
limited coverage. In addition, Hrawi Hospital (sgl)o (raiiiuie) used to be contracted,
but not anymore. Participants unanimously agreed that Tatary Hospital (o s
s»-hh) is a death sentence “Cigog Jiga”

In Tripoli, the Islamic Charity Hospital (;sysall (ol (e diiuell) was reported
to have very poor quality of care; it was referred to as a slaughterhouse “d oalo”.
Based on participants’ input, Palestinians in Tripoli are the most vulnerable as compared
to their fellow Palestinians in Beirut and Saida.

Participants from both FGDs in Beirut mentioned that Haifa hospital
(Lasn e diiiwue) offers poor quality services and has a poor sanitation
system, describing it as the hospital of the dead “lilgodll (o duiwo”

16



The FGDs revealed that participants perceive the budget cuts in the hospitalization
policy as not financial but politically-influenced with the aim to strip Palestinians of all
theirrights and push them to give up, little by little, on their Right to Return. According to
participants, UNRWA might be hoarding some 100 million US dollars annually through
this adjusted policy. This amount is insignificant for an agency such as UNRWA; any
donor country could cover the budget deficit. Therefore, UNRWA did not need to cut
down its budget, it is all about politics. The budget allocation at UNRWA, as perceived
by participants, does not make sense. A big percentage is assigned for salaries of
expatriates and unnecessary equipment/supplies, while a small percentage goes to
finance the services provided to the Community.

2) PARTICIPANTS’ RECOMMENDATIONS FOR IMPROVEMENT OF THE POLICY

As noted by participants, while the Palestinian population is growing, UNRWA continues
to disregard this fact or to take into account the corresponding services it provides
nor the extent of coverage. They agreed that the policy has flaws because it was not
formulated in consultation with competent members of the Community.

According to participants, coverage priorities should go to:

. All children diseases, including chronic diseases, since children are among the
most vulnerable groups and need protection.

« Mental health (with a focus on youth), including depression treatment and
supporting addiction recovery services were perceived as the most crucial priority
inalmostallthe FGDs. Participants mentioned that substance use is widely common
in camps and youth suffer from mental health conditions, notably depression and
suicidal thoughts. They mentioned that there is frequently one case of suicide in
the camp.

« Home care and long term care for elderly was mentioned as a need to be observed
in the policy to preserve their human dignity.

17
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. All blood tests should be covered, not only CBC (the cheapest), since these tests
are essential for diagnostic reasons.

« Long term care for people who suffer from disability including physiotherapy is
deemed essential and need to be fully covered

« Cancerin allits stages, as the treatment is highly expensive.

«  Since Palestinians living in camps are prone to be injured due to acts of violence
(e.g. frequent shooting), participants stated that UNRWA should cover such issues,
especially that the person injured might be innocent.

« Advanced orthopedic surgeries, usually very expensive, should be covered.

« MRI and accessories needed after surgery, anesthesia and tests prior to surgery
should be included in the coverage, as they are highly needed.

Participants agreed that instead of relying on referrals for screening, UNRWA could
better equip the hospitals of PRCS (e.g. MRl machine) and as a result, all tests could be
performed at these hospitals at minimal or no cost instead of going to expensive labs.
One participant mentioned that, in theory, UNRWA should cover all cases, as they are
equally important and frequent. Another participant said that 30 years back, UNRWA
provided services that were very good in schools; health check-ups were conducted
routinely; there was a “"Cantine” in every school and services were fully and freely
provided.

Nowadays, UNRWA no longer cares about the Palestinian community, participants
noted. Despite all the protests against the '50 students per class’ policy, UNRWA ended
up implementing the said education policy; some Palestinians are not hopeful that the
hospitalization policy will be readdressed before its official implementation.

18



3) PERCEPTIONS REGARDING THE COMMUNICATION WITH UNRWA

Participantsinthe FGDs agreed thatcommunication between the Palestinian community
and UNRWA is lacking; the agency never consults with Palestinians before launching a
policy. It's lack of respect to the Palestinian community is clearly demonstrated in the
way it relays messages to them. There are no formal communication channels between
the two sides, and people interpret UNRWA messages differently, which prompts
reactions of desperation and frustration.

According to participants, UNRWA communicates with the popular committees
only. There is a so-called "camp director” normally an UNRWA staff, but participants
compared him to a “ghost”, for no one really knows where he is stationed nor his
role or duties. There are no official releases or memos shared by UNRWA with the
Community around decisions and general key information; people know about these
through personal experiences or information leaks.

Participants saw that UNRWA should show more transparency and objectivity, and that
it should enhance communication channels with the Palestinian community, in order
to win their trust. A quote by one participant highlights the relation with UNRWA as
currently perceived by Palestinians, “ Jcla jualg ay Jgean {aadlll” (A refugee is not a
player, but rather a passive target of UNRWA's policies).

Some participants complained that UNRWA had to be present during those FGDs if
it really cared about the Palestinians; but the representative of Masar association
clarified that such a step might affect the responses of young people, as some might
feelintimidated to speak candidly in the presence of UNRWA staff. However, this point
is clear sign that Palestinians need a direct encounter with UNRWA.

19
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4) PARTICIPANTS' RECOMMENDATIONS FOR IMPROVING COMMUNICATION

MECHANISMS AND CHANNELS

Participants suggested several ways to enhance the communication between UNRWA
and the Palestinians.

20

UNRWA should assign focal points i.e. representatives circulating inside camps
and gatherings need to be available if anyone wants to inquire about any issue or
present his/her case.

In addition, UNRWA can also conduct a needs’ assessment survey with the
Palestinian community to better inform its policies. However, participants in FGDs
expressed their wariness that even if UNRWA sets up a box or assigns a person
to receive comments or complaints, no one would look into their grievances, and
eventually, nothing would change.

Another idea devised holding monthly meetings or workshops to sustain and feed
into the communication between both parties. The attendees would represent
opposite poles: the independent youth (non-political, a growing trend inside camps
nowadays, and a sign of losing hope in political factions as agents of change) and
the politically affiliated ones.

In some of the FGDs, the idea of having a local committee or even a shadow
committee to the current "popular committee” in each camp was thrown out.
Members of the shadow committee should be specialized individuals with a role
to provide technical input for existing committees that feed into their discussions
and negotiations with UNRWA. For example, the ‘health’ file person acting on
behalf of the Palestinian community should be a doctor, nurse, or pharmacist, or
should be advised by someone from the health sector (not a baker, as is the case
in one of the camps) in order to properly advocate the rights of Palestinians in this
particular sector. Since the present demands raised by Palestinians in Lebanon are
fivefold (health, education, social assistance, Nahr el Bared camp reconstruction,
and residency of Palestinian refugees from neighboring Syria), qualified people
should be leading the discussions and negotiations with key stakeholders around



these issues to be able to make some breakthroughs. Yet, participants cited the
fact that UNRWA prefers incompetent mediators who can be easily manipulated or
offered incentives to influence their actions and divert them from the key demands
stated above. As such, this issue beefed up the mistrust towards UNRWA.

Other key recommendations that came out in the FGDs are:

Developing an application for smart phones; participants stated that most
Palestinians have similar phones and that it would be a direct way to reach out to
UNRWA.

Filming documentaries, to be promoted among donors, that objectively depicting
the needs and daily hardships of the Palestinian Community in Lebanon. These
documentaries can be commissioned to qualified Palestinian youth, experts in
multi-media.

Screening on TV an informative and interactive segment about UNRWA and the
living conditions of Palestinians; this segment would serve as a platform for
Palestinians to voice out their opinions and recommendations to UNRWA regarding
provision of services and means to improve them. Also, UNRWA can collaborate
with popular TV shows to disseminate information.

21
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In a context where Palestinians lack the basic rights (as was phrased in one of the
FGDs, “oliuly (uishowdall oo el gisdie gl (A dog has a more dignified life than
a Palestinian in Lebanon), UNRWA is a key service provider, yet it is perceived as being
detached from Palestinians’ daily anguish. The relationship between Palestinians and
UNRWA clearly seems to be a love/ hate relationship. On the one hand, Palestinians
perceive it as the witness to the Catastrophe that befell them in 1948 and enacted
their forced displacement from their country, and acts as their key service provider. On
the other hand, the Palestinian disappointment with UNRWA's budget cuts over the
years is growing, and many of the youth who are fortunate enough to get a job after
graduation, no longer seek the agency's services or prevent their parents from seeking
UNRWA services, opting to pay for similar services elsewhere to spare them the “hu-
miliation” at UNRWA's door.

The discussions with UNRWA should not be fragmented over the different issues; in-
stead, a comprehensive solution should be devised to tackle the five current priority
issues: health, education, social assistance, Nahr el Bared reconstruction and residency
of Palestinian refugees from neighboring Syria. These priorities are interlinked since
they affect all aspects of livelihood of Palestinians in Lebanon. Qualified experts from
the Palestinian community should do the negotiations with UNRWA and formulate an
integrative solution while not overriding but offering suggestions to the current rep-
resentatives of the community. The current power dynamics between UNRWA and the
Palestinian community is a relation of superiority and follows a top down approach.
Instead, the relation should be a partnership between both parties; the community
should be actively engaged in discussions with UNRWA leading the way for partici-
patory decision-making over policies and programs. The present state of affairs with
UNRWA is similar to the 'Berlin wall’, physically and metaphorically. Physically, UNRWA

22



field office in Lebanon is hard to access as it requires advance permission to enter the
building, and metaphorically, in allusion to the communication with the Palestinian
community which seems non-existent or very restricted.

UNRWA is funded by donor countries, and this funding is subject to misallocation
since services do not properly correspond to the needs of Palestinians. While, the case
of the "adjusted hospitalization policy”, along with other policies, is being framed by
UNRWA as a “financial issue”, the Palestinian community strongly believes that a polit-
ical agenda is underway with the aim to slowly wipe out the Palestinian cause.
Palestinians think that by shrinking its services, UNRWA is pushing them to look out
for new countries to settle in and give up on their Palestinian identity and belonging.
For this reason, UNRWA is asked to clarify this matter and provide evidence for budget
reduction. Financial transparency on funds allocation is important here, and perhaps
UNRWA should reallocate its funds for priority services, in consultation and coordina-
tion with the Palestinian community, in order to provide quality services that fulfill the
needs of Palestinians, in the best way possible. This would allow UNRWA to restore the
trust of the Palestinian community.

Another element highlighted in the findings, is the need to address the lack of a
multi-layered transparency at UNRWA. Favoritism, for example, one aspect of lack of
transparency, is not only limited to patients’ referrals, but extends to percentages of
coverage, nepotism in job vacancies, bribery (e.g. sometimes paying a certain amount
of money is a ticket to getting a referral), etc.... There is a pressing need for a multi-lay-
ered reform in this direction. A clear monitoring system needs to be installed, or the
current one activated and reformed. External experts could perhaps be solicited for
this job. This system would allow the detection of breach of ethics, funds misappropri-
ation, and would enhance transparency and services' effectiveness.
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Another issue worth underlining is that the Palestinian community, including the young
generation, is often being mobilized to protest against UNRWA in response to messa-
ges reaching them via WhatsApp. While acknowledging the effectiveness of such tool
in getting people organized, it should be noted that mobilizing the masses without
adequately informing on the causes of disagreement that led to the protests is risky
and could potentially lead to unplanned consequences.

UNRWA should invest in fostering the right to access information on issues that affect
people’s lives which is declared as a key human right. Nevertheless, UNRWA is cur-
rently disabling this right by not disseminating clear and essential information about
its policies. Hence, the responsibility of UNRWA lies in releasing official and public
statements through channels that are recognized by and accessible to Palestinians
whenever the agency has pertinent news or decisions to this effect.

Moreover, UNRWA should capitalize on Palestinian youth since many of them possess
the required skills and knowledge to come out with innovative solutions to current
problems that are pressuring the community. This could also spare UNRWA a consider-
able budget. Instead of seeking the expertise of expatriates solely; it could invest in
Palestinian youth who could deliver desired outputs at a much lower cost. As such,
UNRWA would be setting a participatory approach that fosters the sense of ownership
of the community towards the services it provides. Additionally, by engaging youth
with the needed expertise, UNRWA would be fulfilling its mandate of securing employ-
ment for Palestinians, particularly in the intricate context of Lebanon.

Based on the findings, recommendations of participants, and the analysis, we present
below several concrete and action-oriented recommendations, which, if taken into
consideration by UNRWA, would contribute to creating effective communication with
the Palestinian community.
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IMPROVING COMMUNICATION WITH UNRWA THROUGH A SERIES OF
CHANNELS AND PLATFORMS

Creating social media platforms: an official Facebook page and twitter account for
the dissemination of correct and official information;

Updating the Arabic website, and making it interactive i.e. a platform for opinion
exchange with the Community over UNRWA's various services;

Creating an application on smart phones to disseminate policies and decisions
by UNRWA. This application would also enable Palestinians to submit their com-
plaints and inquiries;

Planning a TV program with the aim to raise awareness on UNRWA's programs and
policies, and to discuss live with the community their needs, impact of services...
Organizing conferences and round tables with the community to validate their pol-
icies;

Using dashboard and databases to transfer all the information received from the
surveys conducted with Palestinians;

Setting or activating Communication offices in Palestinian camps and gatherings
and ensuring their effective operations and competencies of their staff;
Activating the role of ambulant representatives of UNRWA to conduct needs’ as-
sessments and monitor the performance of the operations’ staff.
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B. REVISING THE “ADJUSTED HOSPITALIZATION POLICY”

In order to have a policy that is up to the hopes and expectations of the Palestinians,
UNRWA should involve qualified and specialized community members in discussing
the components of the policy.

Several priorities should be incorporated in the coverage scheme of UNRWA's hospi-
talization policy, as shown below:

. Children diseases

«  Mental health services

« Drug addiction/ rehabilitation

« Long term care for people with cancer even in terminal stage

« Home care and long term treatment for elderly

. Longterm care for persons with disabilities

«  Orthopedic procedures

. Post- surgery accessories

The most significant priority for UNRWA should focus on the mental health of young
people particularly that in all conducted FGDs, there was an affirmation that youth
in camps suffer mental health problems, like depression and substance abuse, and
therefore need care. These issues are the result of the hard living conditions in camps,
notably overcrowding, poverty, violence, unemployment, instability in the security sit-
uation, etc... These are structural factors that might be challenging to overcome, yet
UNRWA can have a pivotal role in relieving the weight of such factors by responding to
some of the gaps through provision of proper care to youth in camps and creation of
processes to engage them in a positive way.

In terms of service providers within the hospitalization policy, the main recommenda-
tions are:
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1) To improve the quality of care in the hospitals contracted by UNRWA,;

2) To equip the hospitals of PCRS in order to save cost and meet the needs of the
community in terms of screening and testing

3) To monitor hospital billing.

The contracted hospitals, especially the state-run ones, suffer from poor quality of
services and are a death sentence rather than a place for cure. Consequently, UNRWA
is asked to monitor the quality of services provided in contracted hospitals through
conducting periodical assessments and audit of bills. If the quality of services does
not improve, UNRWA should contract alternative hospitals that are accredited and well
equipped to replace some of the current hospitals that do not even have proper an-
esthesia for surgeries. A periodical mapping of contracted hospitals needs to be con-
ducted for this purpose. If UNRWA does not have the power to influence hospitals in
terms of quality of care, it needs to report violations to the Ministry of Public Health to
take corrective measures.

C. FOR OTHER STAKEHOLDERS

The findings show that although many young people feel that the majority of the prob-
lems facing their community are the outcomes of UNRWA's under performance, vet,
they believe that these are aggravated as a result of the lack of competence of the
popular committees’ members in the camps who are appointed by the political author-
ities. The ideal situation would be that popular committees be elected not appointed
in order to ensure fair representation of the Palestinian political and ideological spec-
trum. Youth with relevant competences need to be represented in popular committees
since they constitute a large proportion of the Palestinian community, and need to be
given arole in decision making. Also, in case it is hard for independent youth (not affil-
iated with political factions) to be represented in popular committees at present, they
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should be encouraged and allowed to form shadow committees that provide technical
advice to existing popular committees over the set of Palestinian demands. This way,
the Palestinian community will be stronger, raising evidence based arguments, and
more professional in negotiating its demands with UNRWA and other service providers.

Although UNRWA is the service provider for the Palestinians and the primary agency
that can ensure their wellbeing, the Lebanese government remains the host country
and is responsible for ensuring their wellbeing on its territories.

The Lebanese government is requested to monitor the quality of services offered to
Palestinians in the hospitals contracted by UNRWA, and which fall under the jurisdic-
tion of MoPH. Also, MoPH should request from UNRWA to have financial transparency
and to audit billing in hospitals in order to report to the Ministry any cases of fraud or
tampering in bills.

Dialogue between all duty bearers, including relevant Lebanese decision makers,

should be fostered and ongoing, and should lead to the endorsement of human rights
for Palestinians in Lebanon, which would have positive impact on their lives.
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VIii. CONCLUSION

In conclusion, this report puts forward the perceptions of Palestinian youth
regarding the adjusted hospitalization policy suggested by UNRWA, and the extent
of communication between the Palestinian community and UNRWA, along with their
recommendations for improvement.

Yet, thekeyfindingsandrecommendationsofthisreportarerelatedtothe communication
component, which currently seems to have a jeopardized image in the eyes
of Palestinians. Unfortunately, Palestinians, excluding those directly benefiting
from UNRWA through favoritism, seem to be disappointed with UNRWA's shrinking
services and top down approach. The gaps in communication are significant and they
are exacerbating anger and frustration which could potentially explode into acts of
violence at any point.

In an already unjust and discriminatory context, Palestinians need UNRWA's services
for survival and expect UNRWA to be more transparent and accountable to them.
Thus, several mechanisms and tools have been proposed to enhance communication
between UNRWA and the Palestinian community, and ensure better coordinated
service provision and collaboration among relevant stakeholders.

Despite the current distrust expressed towards UNRWA, Palestinian youth will not give
up on UNRWA and still have hope that it will be able to improve its services' provision
and take their voices into account. Youth are vital players in this situation and could
be agents of change, if allowed, and therefore UNRWA should capitalize on them and
engage them actively in the proposed mechanisms and tools.
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ANNEX 1: FOCUS GROUP GUIDE

Thank you all for your participation in this discussion.

My name is (Mia Chartouni, Sarah Armoush) and this is my colleague (...).
We have been commissioned by Masar Association to carry out and facilitate
this discussion. (Sarah or Mia) will take notes during today's discussions.

The purpose of the focus group is to present and deliberate UNRWA's adjusted
hospitalization policy, and take note of your suggestions for improving means and
mechanisms of communication between service providers, led by UNRWA and the
Palestinian community. The results of this discussion, and other discussions with other
parties, will be expended in a written a report conveying your views and propositions
for improvement to involved authorities.

To guide our discussion today, we will bring you a series of questions, while valuing
all the presented viewpoints. We encourage you all to open up and exchange
ideas and opinions, without necessarily reaching a consensus on any retort.

Before we start, you have to understand that all what is said will remain extremely
confidential. The findings will be submitted in a report, without mentioning any names
or allusions to any of the participants. Your contribution is voluntary, and you have the
right to decline to answer any question or leave the discussion at any moment. We
would like to point out that the discussions will be tape recorded, ensuring that the
tapes will be damaged upon delivery of the report.
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QUESTIONS:

1. What do you know about UNRWA's adjusted hospitalization policy?

2. How did you hear about it?

3. After you knew about the said policy, what do you think of it?

4. What is the impact of this policy, in your opinion, on the Palestinian commun
ity? What triggered the wave of anger among Palestinians at the launch of this
adjusted policy?

5. What are your suggestions to modify or improve this policy? Please identify

the priorities that should be covered to this effect.

6. Do you think the Palestinian community has been consulted over the planning
and development of the said hospitalization policy?

7. Do you think the Palestinian community is consulted over the planning and
development of any of the policies and programs set by UNRWA? '

8. How do you evaluate the level of communication between local active players

and members of the Palestinian community?

9. Please suggest tools/mechanisms to improve communication with UNRWA.

10. What in your view are the obstacles that impede inter-communication
between the various Palestinian parties concerned? (an implicit, rather than a
direct, question: How can you be represented in these committees?)

11. How do you anticipate the nature of communication between the different
effective and influential players (UNRWA, Palestinian factions, associations ..

and the rest of the Palestinian community?
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