
1 Title Title Title • Subtitle Subtitle Subtitle 

 

 
 

EMERGENCY SOCIAL SAFETY NET 
(ESSN) PROGRAMME 

SATISFACTION AND  
FEEDBACK SURVEY RESULTS 

FIFTH ROUND I JULY 2023 

















Map 1: Sampling map of the survey
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SURVEY DESIGN
The survey adopted a cross-sectional design. This design was preferred because it involves the
formulation of data collection tools, data collection, processing, and analysis and reporting findings as
they are, without manipulation during the time the study was conducted. 

Respondents were selected from 173 districts, spread across 45 provinces in Türkiye (Map 1). A simple
random sampling technique was used to select the respondents for the study, giving each participant
aged between 18 and 49 an equal and independent chance of inclusion.

The sample size was calculated with a 10 per cent margin of error and 90 per cent confidence interval to
obtain a sample of 820 respondents (417 ESSN recipients and 403 non-recipients) of mainly Syrian
nationality (Figure 1).
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Figure 1. Breakdown of respondents by nationality and programme eligility
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Knowledge about the donor 

In terms of knowledge about the donor, 53 per cent of ESSN recipients and 63 per cent of non

recipients did not know who the funder of the programme is (Figure 5). Only 31 per cent of ESSN 

recipients and 25 per cent of non-recipients were aware that the EU and ECHO are the sole 

programme funder. Although somewhat poor knowledge of the programme donor does not impact 

the outcome of the ESSN Programme directly, it is still important to continue raising the visibility of 

the donor in order to prevent misinformation among both the affected population and the host 

community. Further study is also warranted to understand this decrease in knowledge compared 

with the previous survey round. 
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Figure s. Knowledge about the donor 
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Knowledge about the implementers 

There has been a noticeable decrease in knowledge about the programme implementers. Sixty-seven 

per cent of non-recipients and 55 per cent of recipients did not know the correct implementers of the 

ESSN Programme. Only 24 per cent of non-recipients and 35 per cent of recipients identified Turk 

K1z1lay as an implementer, which is surprising as they are very active and present in the field. 

Compared to the fourth round, knowledge of Turk K1z1lay as an implementer has decreased, along 

with overall knowledge of the implementers. None of the respondents knew about the IFRC as a 

programme implementer, and knowledge about the Turkish government, the Social Assistance and 

Solidarity Foundations (SASFs) and government ministries as programme implementers was also low, 

at 9 per cent for recipients and 10 per cent for non-recipients (Figure 6). 
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Figure 6. Knowledge about the programme implementers 
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There was high satisfaction with bank staff and with ESSN Turk 

K1z1lay Staff From The KIZILAYKART Programmes 
4

Most ESSN recipients (94 per cent) said they were satisfied with their interactions with bank staff, and 97 per 

cent were satisfied with their interactions with the Turk K121lay staff from the KIZILAYKART Programmes 
(Figure 13). These findings reflect that recipients were well assisted by qualified KIZILAYKART Programme 
and Halkbank staff in an appropriate manner. 

Figure 13. Satisfaction with interactions with Turk K1zllay staff and Halkbank staff 
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COMMUNICATION CHANNELS: 

AWARENESS AND PREFERENCES 
Among the ESSN Programme's communication channels that applicants are aware of, the 168 Turk K121lay 

call centre is the best-known channel (35 per cent of applicants), followed by SMS (14 per cent) Fifty-four 

per cent among both recipients and non-recipients did not know about the communication channels 

(Figure 14). 

4 • KIZILAYKART is a Turk K1zllay partnership platform bringing together the humanitarian, private andtiiublic sectors to ITrovide ree?enJ cash support
via banking infrastructure to vulnerable people who meet certain criteria. For more information, see !i os://platform kiz�aykart or 
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Figure 30. Requests for information: topics 

Are there any ESSN related topics that you would like 
to receive more information on? 
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Protection mainstreaming (PM) is the process of 
incorporating protection principles and promoting 
meaningful access, safety and dignity in humanitarian aid. 

According to PM, the following four principles should be 
considered in all humanitarian activities: 

PRIORITIZE SAFETY AND DIGNITY AND 
AVOID CAUSINCi HARM: Prevent and
minimize as much as possible any unintended negative 
effects of the intervention that can increase people's 
vulnerability to both physical and psychosocial risks. 

MEANINGFUL ACCESS: Arrange for people's
access to assistance and services - in proportion to 
need and without any barriers (e.g., discrimination). 
Pay special attention to individuals and groups who may 
be particularly vulnerable or have difficulty accessing 
assistance and services. 

■Total 

40% 50% 

73% 

60% 70% 80% 

28 Emergency Social Safety Net (ESSN) Programme Satisfaction and Feedback Survey results • Round 5 





Challenges in accessing 

ESSN Programme services 

When survey participants were asked if they 
experienced any issues in accessing ESSN services, 

almost all (99 per cent of both groups) said they did 
not experience any issues. This is a strong indicator 

of the programme's general accessibility. 

Applicants' perceptions about 

treatment by programme staff 

Respondents' overall perception about ESSN staffs 
treatment of applicants was highly positive. 
One hundred percent of total respondents indicated 

they were treated with respect by ESSN staff at all 
programme stages. 

Complaints and feedback on the programme 

The ESSN Programme has, among its strengths, both complaint and feedback mechanisms and standard 
operating procedures that outline a safe and accessible process for relaying complaints and sensitive 
issues. Findings regarding the mechanisms show that, while most respondents did not have complaints or 
feedback about the programme, 30 per cent of all respondents had made a complaint or provided 
feedback via these mechanisms. Ninety-two per cent were satisfied or very satisfied with the response they 
received about their complaint or feedback, and all who had complained or given feedback said they were 
treated with respect by ESSN staff during the intervention. This indicates a generally high level of 
confidence in the ESSN's complaint and feedback mechanisms compared to previous rounds of the survey. 

When those respondents who had not provided any complaint or feedback were asked why not, the 
majority (91 per cent) indicated they did not have any complaint to make or feedback to give. Six percent 
said they did not know how to complain or give feedback. As these mechanisms involve affected 
populations and are a significant tool in identifying barriers and challenges, there is a need to capture 
further information on the mechanisms' use. 

The fact that most of those who had not complained or provided feedback stated they felt no need for 
either, combined with the high satisfaction level reported by respondents who had complained or 
provided feedback, indicates general satisfaction with the programme. 

Feedback on protection 

The ESSN monitoring system is dedicated to measuring protection mainstreaming (PM). Programme 
activities are designed and revised based on findings of M&E activities. Besides the measurement of PM 
KOls embedded in this satisfaction and feedback survey (Annex II), the programme continues to monitor 
positive and negative changes among affected communities, including their capacities and ability to cope 
with risk. It also measures potential impacts of the programme by using qualitative information. 

According to the findings and calculation in Annex 11, the overall value of the PM indicator is 79 percent. 
This means that 79 percent of respondents indicated that humanitarian assistance is delivered in a 
manner that is safe, accessible, accountable and participatory. It is crucial to probe into the needs of the 
other 21 percent of respondents regarding where the PM principles appear to be unmet or only partially 
met, and to develop measures to address these gaps. Through the necessary probing, relevant actions can 
be identified and put in place to address barriers to safe, accessible, accountable and participatory 
delivery. 

A strength of the ESSN Programme in its efforts to mainstream PM principles is the existence of competent 
staff who work directly with the affected population. ESSN Programme staff designed a learning action 
plan and training curriculum to sensitize ESSN staff on gender, age and disability; on protection needs; and 
on how to communicate respectfully with people with different sensitivities. The training has begun and is 
ongoing. All staff hold core competencies in protection and the "Do no harm" principle. Programme staff 
continue to monitor PM and to focus on maintaining safe programming and a protective environment for 
the affected population. 
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