Mapping and challenges
of Civil Society Organizations
in providing social and family services
IN KOSOVO
2022

Linda Abazi Morina

Mapping and challenges
of Civil Society Organizations
in providing social and family services
IN KOSOVO
2022

This project is supported by the Balkan Trust for Democracy (BTD), a project of the German
Marshal Fund of the U.S. (GMF) through the United States Agency for International Development
(USAID) and is implemented by CIVIKOS. Opinions expresses in this publication do not necessarily
represent those of the Balkan Trust for Democracy, the German Marshall Fund of the U.S., USAID
or the U.S. Government.

The full report includes annexes with detailed information such as the capacities, type of the service,
and the needs of the individual service provider CSOs. CiviKos will use the data extracted from
annexes during the process of making the policy recommendations on contracting services.
This version for publication does not include these annexes.

Table of Contents
7

EXECUTIVE SUMMARY

8

  Key findings

9
10

Key recommendations
INTRODUCTION

10

Policy and legal framework

11

Licensing process and public funding practices for NGOs

13

RESEARCH FINDINGS

13

Descriptive data

14

State funding for social services

16

Covid-19 pandemic and its impact on services and funding

18

Findings from the validation workshop

21

MAPPING OF ORGANIZATIONS THAT PROVIDE WSOCIAL AND FAMILY SERVICES

21

Shelters for victims of domestic violence and other residential service providers

22

Organizations that provide residential services for children in need

23

Organizations that provide non-residential social and family services

24

Organizations that provide services to children and adults with special needs

25

Organizations that provide services mainly to Roma, Ashkali and Egyptian communities

26

Other organizations

26

CONCLUSIONS AND RECOMMENDATIONS

5

List of figures
13

Figure 1
The distribution of organizations’ work in municipalities

14

Figure 2
What was your organization’s annual budget in 2021?

15

Figure 3
How would you describe the nature of the government support to your organization?

16

Figure 4
How Covid-19 pandemic affected your funding from the government?

16

Figure 5
Main threats to your organization due to Covid-19 restrictions

17

Figure 6
What kind of support do you need to continue working under the current Covid-19
restrictions?

17

Figure 7
What are the opportunities arising from the Covid-19 pandemic?

6

1. EXECUTIVE SUMMARY
Civil Society Organizations (CSOs) play a crucial role in providing social services in Kosovo,
especially in areas where the state institutions lack the capacity to address the needs. Over the
past two decades, the profile of CSOs has significantly increased and have been recognized by
both the government and international donors.
Despite of their important work and increasing demand CSOs have been facing various difficulties
to fulfill their mission, especially since the beginning of the COVID-19 pandemic. Therefore, the
primary purpose of the present research is to identify and analyze the challenges and needs of civil
society organizations in providing social and family services to their beneficiaries, with the focus on
the impact of the COVID-19 pandemic in providing services.
The first part of the research is based on a survey that CIVIKOS conducted with social service CSOs.
In total 35 service provider CSOs participated in the survey. The survey gathered information on the
CSOs’ structure, personnel, and annual budget, and covered state funding for social services and
the impact of COVID-19 pandemic on services and funding.
The second part of this research aims at mapping out the spectrum of organizations licensed by the
Ministry of Labor and Social Welfare that provide social and family services. The organizations are
divided into several categories ranging from organizations that provide:
1. services to victims of domestic violence and trafficking;
2. residential services for children without parental care;
3. non-residential social and family services;
4. services to children and adults with special needs;
5. services mainly to Roma, Ashkali and Egyptian communities; and
6. slightly different scope of work.
This mapping of the existing practices is based on reviewing existing research, the type of support
CSOs have provided to their beneficiaries during the pandemic COVID-19, the specific needs in
the context of the pandemic, and the kind of assistance they received from the Kosovo government
and the international donor community.
The main aims are to address challenges arising from the Covid-19 pandemic, the lessons learned,
and how these could be potentially translated into actions and better resilience for future similar
situations. This assessment is part of a project mitigating the Impact of the COVID-19 Pandemic
on CSOs Providing Services implemented by the CiviKos Platform in partnership with the
European Center for Not-for-Profit Law Stichting (ECNL), and financed by the Balkan Trust for
Democracy, a project of the German Marshall Fund of the United States and the (USAID).
The findings of this research will help the implementation of the Government Strategy for
Cooperation with Civil Society 2019-2023 and the regulation of a sustainable system of
contracting services by public institutions for organizations that provide services in Kosovo.
The quantitative data from the survey have been coded and analyzed using SPSS (Statistical
Package for the Social Sciences). To meet the research objectives, desk research was utilized to
review policy documents, legal framework, and other available social and family service delivery
data. In-person meetings were conducted to validate the research findings. Lastly, a validation
workshop was organized with key participating stakeholders to validate the data and discuss the
recommendations.
The data collection for this research was conducted in February-March, 2022. After consultations
with the representatives from CiviKos, the final list of organizations has been compiled, which
consist of organizations that are licensed by the Ministry of Labor and Social Welfare (MLSW). As
of February 2020, a total of 47 organizations were in the database. Another seven organizations
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were added to the list as an added value of this research. After the questionnaire had been drafted
and cleared by CiviKos, it was translated into the Albanian and Serbian languages and was sent to
all organizations. In addition, each organization has been contacted through phone to ensure the
highest response rate. As a result, a total of 35 organizations have responded, covering 18 different
municipalities in Kosovo.
Key research findings:
-

National service providers have a clearly defined scope of work and are well-positioned
to provide services to their beneficiaries.

-

Most service provider organizations have more than 20 years of work experience, and
the average number of personnel working on a full-time basis was between four and ten
employees. Therefore, these organizations are considered stable and professional to
carry out their services.

-

The majority of organizations participating in the survey had a budget of over 60,000
euros. The top three finance sources for the organizations were: 1) funds from the
international donors, 2) funds from the national government and 3) funds from the local
government. There was no significant difference between national and local organizations
in this regard.

-

Regarding the support they receive from the government, 29 out of 35 organizations
declared that the received support is insufficient. The support they receive is mainly in the
form of a short-term grant, and free rent of office space (mainly from the local government
level).

-

Regarding their financial sustainability, 25 organizations reported not being financially
sustainable to provide long-term essential services for the beneficiaries. From this
number, 14 of them reported they would be able to provide services for approximately
7-12 months.

-

The majority of organizations (31) responded that the government support is vital; without
government support, they will not be able to survive in the long-term, whereas only two
organizations reported that the government funding is not vital but would highly contribute
to improving the quality of their services.

-

For the majority of organizations, government support is vital for their survival in the
long term. The best way for the government to support organizations is through longterm contracts where the government contracts them to provide specific services to the
beneficiaries.

The impact of COVID-19 pandemic on providing social services
-

Regarding the impact of the Covid-19 pandemic on services and funding, the majority of
organizations reported increased demand for services.

-

The main threats identified by the organizations due to Covid-19 restrictions were limited
opportunity to deliver services, followed by limited capacities to meet the increased needs
of the beneficiaries, and the threat for continuity and sustainability of the organization.

-

The vast majority of the organizations would need financial support to continue working
to provide services to their beneficiaries, even if organizations continue to operate under
Covid-19 restrictions. Other forms of support, such as capacity building for staff to use
online tools, and basic needs to work remotely such as internet and equipment, were
rated as less important.

-

More than half of the organizations reported that the main opportunities arising from the
Covid-19 pandemic were: 1) new project ideas, 2) better visibility of their work, and 3)
improved image and higher trust in their work.
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KEY RECOMMENDATIONS
For the Kosovo Government:
-

The government should contract organizations through long-term engagement to provide
specific social and family services to the beneficiaries. In this regard, the government
should engage in dialogue with CSOs to decide on the best practices and modalities for
long-term contractual engagement of CSOs in providing social and family services.

-

The government should cover the cost of the services per activity/program in the process
of licensing the organizations. Service fee should include all necessary cost elements,
including services for beneficiaries, staff, office space, operational ancillary equipment,
etc.

-

Government should not overlook newly established CSOs that might provide the skills
and capacities to compete with high-quality services.

-

The government should set standardized instruments to evaluate the capacities of
organizations and their programs to deliver services to the beneficiaries. The license
should prove that organizations should present and possess a certain level of quality.
Under this threshold, they should not be able to renew the license and be eligible for
contractual arrangements with the government.

-

The government should engage organizations to be part of the process of designing and
planning long-term contractual arrangements with the government. In this regard, the
government should prioritize organizations that work with marginalized and vulnerable
groups who need emergency care and whose services cannot be delayed, such as
survivors of domestic violence, children without parental care, children working in the
street, etc.

For the organizations:
-

Organizations should continuously assess the needs of beneficiaries through an internal
assessment of their social and family service provision. It involves talking through the
impact the work has on the organizations and exploring its impact on beneficiaries.

Covid-19 related specific recommendations:
-

The organizations need to work closely with the government in designing and planning
Covid-19 pandemic support measures.

-

Government funding should be tailored and directed towards supporting and filling the
gaps in service delivery for the organizations that have reported increased demand for
services, which should be closely evaluated and monitored.

-

Organizations need to create something similar to the Standard Operating Procedure,
how to act in cases where there is an increase in the flow of beneficiaries in emergency
situations. This should include the needs assessment of staff to cope with the sudden
changes and assess their skills to adapt to the new situation.

-

Organizations should increase their capacity to work online and provide services to
beneficiaries online (such as counseling).
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2. INTRODUCTION
Kosovo’s CSOs sector has developed dynamically since 1999 after the war. The latest data show
that more than 9,500 civil society organizations are registered in Kosovo (KCSF, 2018)1. The number
of organizations that have had any financial or employment activity during 2017 is estimated to be
around 1,000. Moreover, the report highlights that almost half of NGOs in Kosovo operate without
funding at all (46%), while the rest of the NGOs operate with less than 10,000 EUR per year (23%).
Civil society organizations have become significant players in the country’s development scenery
for the delivery of social and family services and implementation development programs to the most
marginalized groups. The Ministry of Labor and Social Welfare (MLSW) in Kosovo is responsible for
organizing the country’s provision and development of social and family services. Currently, there
are 49 non-government organizations licensed by the MLSW to provide social and family services2.
The scope of action of these organizations and their target are vulnerable groups of society, mainly
victims of domestic violence, trafficking, people with special needs, children without parental care,
and Roma, Ashkali and Egyptian communities.
CiviKos Platform is facilitating the process of cooperation between civil society and the government
in the implementation of the Government Strategy for Cooperation with Civil Society (2019-2023).
The strategy defines strategic objectives and policies that the Government of Kosovo intends to
achieve in the next medium-term period to improve the enabling environment for the development
of civil society and create pre-conditions for more effective cooperation of government bodies and
CSOs in key reform processes in the country. This Strategy was designed to help improve the
government’s cooperation with civil society in the context of four strategic objectives as follows:
1) Ensuring participation of civil society in drafting policies and legislation; 2) Creating a system
for civil society organizations in contracting public services; 3) Setting the financial system and
defining the criteria for supporting civil society with public funds; and 4) Promoting an integrated
approach for the development of volunteering in the country.

2.1 POLICY AND LEGAL FRAMEWORK
Regulation of Ministry of Finance number 04/20173 defines the Criteria, Standards, and Procedures
on Public Funding of Non-Government Organizations, with the purpose of establishing a transparent
and accountable system, for financing with public funds, non-governmental organizations’ programs
and projects pertaining to the public interest in Kosovo.
Article 3, paragraph 1.6 of this regulation states that “Beneficiary means a registered NGO in the
Republic of Kosovo in accordance with the provisions of the applicable legislation on freedom
of associations in non-governmental organizations, or other organizations and partners that are
contracted under the provisions of this regulation.”
The Law 01/L-17 on social and family services regulates the provision of social and family services
to persons and families in need in Kosovo. Article 1, paragraph 1.2 states that “In circumstances
where there is no support from the family or when it is not enough support ensuring the well-being
of an individual, the state has a duty to provide social and family services for those people who
otherwise would not be helped in the way, which would respect the dignity of them as human beings
and their fundamental rights based on the legislation of Kosovo and based on international human
rights conventions…”
In line with the Law on Social and Family Services4, the Ministry of Labour and Social Welfare
(MLSW) has the overall responsibility for the organization to provide social and family services
in Kosovo by non-governmental organizations, including shelters. The MLSW is responsible for
policy development, drafting legislation, standards, and strategic plans for the provision of social
1 https://www.kcsfoundation.org/wp-content/uploads/2018/12/Indeksi-Kosovar-i-Shoq%C3%ABris%C3%ABCivile-2018.pdf
2 Meeting with representative of Ministry of Labour and Social Welfare
3 https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=14831
4 https://childhub.org/sites/default/files/library/attachments/369_430_EN_original.pdf
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and family services to the population of Kosovo, and the proper implementation of policies by
municipalities and other organizations providing social services and family.
MLSW, through its Department of Social Welfare, is responsible for licensing the NGOs that provide
social and family services. The process of licensing NGOs has been further developed in the new
Administrative Instruction on the Licensing of Non-Governmental Organization and Private Legal
Entities Providing Social and Family Services5. The administrative instruction sets out the application
procedures, conditions, and criteria that must be met by non-governmental organizations and
private legal entities, which were not included in the previous administrative instruction, in order to
be licensed for the provision of social and family services through the government-funded services.
As specified within the document, the process is carried out by the General Council of Social and
Family Services, which is the authority responsible for maintaining standards and professional
discipline in the field of social and family services as well as the registration and licensing body for
professionals working in this field.

2.2 LICENSING PROCESS AND PUBLIC FUNDING PRACTICES FOR CSOs
Through the financial support of licensed non-governmental organizations, the Ministry of Labor
and Social Welfare aims to increase the availability, quality, and sustainability of social services
and expand the provision of services for persons living at risk of social exclusion. Categories that
benefit are vulnerable communities, especially children and adults in need, vulnerable persons
and excluded, victims of domestic violence, victims of trafficking, and the elderly. The project
implementation period allowed by MLSW is from 6 to 12 months. Lastly, it should be noted that
public calls for grants in social and family services are open only to licensed NGOs and not to
business entities, although they go through a very similar process of licensing.
As of March 2022, there are 52 licensed NGOs by MLSW, based on the new administrative
instruction no. 02/2020 on licensing of non-governmental organizations and private legal entities
providing social and family services. Regarding the funds distribution for the NGOs, as far as the
pandemic is concerned, there has not been any pause during this time in distributing the funds for
the organizations6. In 2021 there were 39 NGOs that benefited from these public funds, through
regular call for proposal.
As per the rules and procedures set out in the new administrative instruction, NGOs can apply or
partner in only one project under this call. It is important to note that the project implementation period
was 6 to 12 months. Considering that these projects are only short-term means that service
providers cannot guarantee constant service provision to the beneficiaries in the long-term.
Therefore, it is unclear how these services will continue to be provided to the beneficiaries if the
NGOs have no financial means to do so.  In addition, NGOs do not have an incentive to invest in a
service the funding for which may end soon.
For this year, the Ministry of Labor and Social Welfare has issued a public call7 for financial support for
licensed NGOs projects in social and family services. The call was published at the end of December
2021 and ended on 21st of January, 2022. The total planned value of the call is 1,000,000 euros (1
million euro). NGOs could apply with projects for the implementation of the following objectives and
activities: (1) residential and day care services for the protection of abused, abused and neglected
children, and (2) residential and daycare services for the protection of victims of domestic violence
and victims of trafficking. The minimum amount of financial support that could be provided
for a project was 30,000 euros, while the maximum amount for a project was 50,000 euros.
NGOs could apply with projects for the implementation of the following objectives and activities:
(1) Alternative services for children without parental care and counseling for foster families, for the
implementation of the family housing program, and (2) Residential services, daily and in families
for the elderly and without family care. The minimum amount of support for a project was 10,000
euros, while the maximum amount for a project was 30,000 euros.
In 2021 39 NGOs benefited from the grant scheme (based on the open call for proposal
which was opened in December 2021), including ten shelters (eight shelters for victims
of domestic violence and two shelters for victims of trafficking) and 29 NGOs. In 2022, 44
5 https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActID=36039
6 Meeting with Ylber Kokollari, Officer for licensing within the Department of Social and Family Policies
7 https://mpms.rks-gov.net/en/wpdm-package/thirrje-publike-per-mbeshtetje-te-ojq-ve-te-licencuara/
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NGOs benefited from the grants. Usually, the main portion of the budget goes to women shelters.
From the total number of beneficiary NGOs, 10 women shelters were supported in the amount of
400,000 euros; where the smallest amount was 35,000 euros, and the largest amount was 45,000
euros. The rest of the beneficiaries were 34 NGOs, which benefited from the amount of 600,000
euros, where the amount of grants ranged from 15,000 to 25,000 euros.
To understand how the process of funding NGOs for social and family services operate in ministries,
a meeting was organized also with a representative from the Ministry of Health - Department for
Strategic Health Development8. The Ministry of Health started in 2018 by supporting NGOs that
provide health education and promotion activities for the most vulnerable communities. The initiative
continued through 2019. However, it was cut short due to the COVID-19 pandemic as funds had to
be diverted to fight the COVID-19 pandemic. In 2018, a budget of 400,000 euros was distributed
to organizations, and the funds ranged from 1,500 to 99,000 euros. In contrast, in 2019, there was
a small budget of 150,000 euros, and in total, 22 organizations have benefited from this call. The
Ministry of Health, unlike MLSW, does not have an NGO licensing system, partly due to
the lack of professional organizations that can provide health services. However, it is in the
interest of the Ministry of Health to engage potential non-governmental organizations in the future
to provide vaccination services primarily through raising awareness of vulnerable populations,
preventing illnesses, and managing chronic diseases.

8 Meeting with Filloreta Gashi, Officer within the Department for Strategic Health Development

12

3. RESEARCH FINDINGS
The purpose of the survey is to identify and analyze the challenges and needs of civil society
organizations in providing social and family services to their beneficiaries. The survey gathered
information on NGOs’ structure, personnel, and annual budget. More specifically, it has covered
state funding for social services and the COVID-19 pandemic and its impact on services and
funding.
In the following section, the results of the survey will be presented. First, the general data of the
organizations will be described, followed by a detailed information for each section.

3.1 Descriptive data
In total, the number of Service provider CSOs that filled the questionnaire is 35. The majority of
organizations are based in Pristina, (national-based organizations) however, their work is not limited
to Prishtina only, such as the Kosovar Rehabilitation Center for Torture Victims, SOS Village, etc.
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Figure 1. The distribution of organizations’ work in municipalities

Regarding the scope of work, most organizations had a broad and not well-defined scope of work,
except for the national organizations9, which are well-positioned to provide specific services to
their beneficiaries. This also comes from the need for organizations to be competitive in receiving
funding from donors, thus leaving open the possibilities and scope of work in order to be eligible
for the majority of donor funds.

Organizational Scope of work
Provide support to children who are at risk of losing parental care or those who
have lost parental care
Provide services for people with disabilities
Psychosocial services for elderly, without family care and children with special
needs
Protection of human rights, empowering Roma, Ashkali and Egyptian communities

Number
1
10
1
2

9 National organizations are those who work in national level and their offices are based in Prishtina.
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Daily social services for children and young people with special needs
Psychosocial services to young people who abuse with drugs
Rehabilitation services
Housing, medical, legal and reintegration services
Housing and reintegration services for women survivors of domestic violence
Residential services for children in need (social protection)
Service provision for blind people
Psychosocial services for children in alternative foster care
Psychosocial, logopedics for children with special needs
Social protection
Support for people with down syndrome
Protection and prevention of human trafficking
Psychosocial services to people in need
Child protection

1
2
2
1
5
2
1
1
1
1
1
1
1
1

Table 1. Organizations’ scope of work

Most of the organizations participating in the research had more than 20 years of work experience
(19), followed by 11-20 years of experience (15) and 6-10 years of experience (1).
The average number of personnel working on a full-time basis is between 4 and 78. However, for
the majority of the participating organizations (23 organizations), the average number of personnel
working on a full-time basis is between four to ten employees.
At the same time, the average number of personnel working on a part-time basis for the majority
of organizations (25 organizations) falls between one and eight personnel. Lastly, the average
number of volunteers for the organizations falls between one and 76; half of them have between
one and six volunteers. The majority of organizations participating in this survey had a budget
of over 60,000 euros. Compared to other small organizations, which have a budget of less than
60,000 euros, these are relatively well-positioned and consolidated in service provision.

25

23

20
15
10
5
0

5

26,000-40,000 EUR4

7

1,000-60,000

Over 60,000

Figure 2. What was your organization’s annual budget in 2021?

3.2 State funding for social services
The first part of these findings will focus on presenting how the organizations finance their service
delivery, if they receive support from the government, and the nature of that support. Moreover,
it describes whether they are financially sustainable, how vital the government funding is for the
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organization’s long-term survival, and their recommendations on the best way for the government
to support them in the future.
In the question “How does your organization finance its service provision”? The top three finance
sources for organizations were:
1) Through funds from the international donors;
2) Through funds from the national government, and;
3) Through funds from the local government.
There was no significant difference among national and local organizations in this regard.
However, a small number of organizations have also reported that they secure funds from other
sources such as through: funds from the local donors, such as NGOs and foundations (4), through
funds from individual donations (1), funds from corporate donations (2), funds from other economic
activities generated by the organization (4), fees paid by the clients of the services provided (1).
Currently, 29 out of 35 organizations receive support from the government; however, only one of
them has declared that their support is sufficient. Of those who receive support and have answered
this question, 1) twenty organizations reported the support is in the form of a short-term grant, 2) six
organizations reported to have received an institutional grant, and five of them benefit from free rent
of office space. In the question of “How would you describe the nature of the government support to
your organization”, figure 3, provides detailed information on participants’ responses.

How would you describe the nature of the government support
16
14
12
10
8
6
4
2
0

15

15

1

1

It is mainly through small It is regular support through It is regular support through
scale projects for which we grants that we receive on a grants that we receive on a
yearly basis, and it is
yearly basis, but not
have to apply in a

It is not regular, and not
fully

Figure 3. How would you describe the nature of the government support to your organization?

Regarding their financial sustainability in the long-term, 25 NGOs reported not being financially
sustainable to provide services needed for the beneficiaries in the long term, whereas only five of
them consider their organizations as financially sustainable. All these five organizations have an
annual budget above 60,000 EUR.
For those who have reported not being financially sustainable and have answered this question,
fourteen (14) of them reported that they would be able to continue providing services for the
beneficiaries for approximately 7-12 months, seven (7) of them reported they will be able to provide
services for approximately 1-2 years, four (4) less for approximately 3-6 months, and two (2) less
than three months.
In the question “How vital is the government funding for your organization’s long-term survival”? The
majority of them (31) responded that it is vital; without government support, they will not be able to
survive in the long-term, whereas only two organizations reported that the government funding is not
vital, but would highly contribute to improving the quality of their services. The recommendations of
service provider organizations on what is the best way for the government to support organizations
are through long-term contracts where the government contracts them to provide specific services
to the beneficiaries (30 organizations), and long-term institutional grants (5 organizations).
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3.3 Covid-19 pandemic and its impact on services and funding
Since the start of the Covid-19 pandemic, the majority of organizations (30) have reported increased
demand for services, whereas five (5) of them reported no change in the demand for services.
Figure 4 shows the responses from the participants.

How did Covid18

8
5

3

1
We didn’t receive any
support at all

short-term projects

Financial assistance
provided under the
Emergency Fiscal
Package of the
Government

Regular grant scheme
We didn’t need
government support, as
we have had our own
donor-funded projects

Figure 4. How Covid-19 pandemic affected your funding from the government?

Regarding the question “What are the main threats to your organization due to Covid-19 restrictions?”
Figure 5 shows the responses, where the first –limited opportunity to deliver services- is ranked as
the most important threat. As shown, limited capacity to provide services is related to organizations’
feedback that there has been an increase in beneficiaries’ requests for services.

important threat)

-

20
14
8

6
33

Limited opportunity
to deliver services

Loss of donor funds Loss of government
Lack of
as a result of
to meet the
sustainability of the
funds as a result of infrastructure for
diverging funds to diverging funds to
increased needs of
operate remotely
pandemic
pandemic

Figure 5. Main threats to your organization due to Covid-19 restrictions.

As shown in Figure 5, more than half of the organizations consider limited opportunity to deliver
services as the main threat for their organization due to Covid-19 restrictions. There were no
differences among organizations with a different annual budgets in this regard.
It is important to highlight that within the Emergency Package of the Government of Kosovo
for Assistance to address the aftermath of the COVID 19 pandemic, not all non-governmental
organizations were eligible. Based on the explanations provided by the Ministry of Finances, Labor
and Transfers, “employer who is staffed with employment contracts and is experiencing difficulties
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as a result of the measures taken by the Government of the Republic of Kosovo may benefit from
emergency package measures. This also applies to NGOs (Non-Governmental Organizations) that
have experienced a decrease in their revenues as a result of government-imposed restrictions but
cannot be applied to those NGOs operating on donor-funded projects, which finances have not
been affected by government measures or decisions10.”
Since the start of the Covid-19 pandemic, the majority of organizations have extended their target
group of beneficiaries (20 of them), ten (10) of them are still working with their original group of
beneficiaries. In contrast, one has narrowed down its group of beneficiaries.
In the question, “What kind of support do you need to continue working under the current Covid-19
restrictions”?, the majority of organizations reported that they need financial support. Figure 6
shows the responses rated as most important by the participating organizations.

Covid33

6

Financial support

5

4

Basic needs to work remotely
such as internet and
equipment

use online tools for work

Figure 6. What kind of support do you need to continue working under the current Covid-19 restrictions?

The Covid-19 pandemic situation represented a threat to the long-term sustainability of the
organizations, sometimes due to the loss of donor funds as a result of diverging funds to fight the
Covid-19 pandemic. The impact of the loss of funds from the donors should be further explored.
However, the situation also presented opportunities for organizations, such as new project ideas,
better visibility of their work, improved image, and higher trust among beneficiaries in their work,
among others. Figure 6 provides detailed information on the organizations’ responses to this
question.

-19 pandemic?
22

13

13
9

6

New project ideas

work

Improved image and
Higher support from
higher trust in our work
the government

Figure 7. What are the opportunities arising from the Covid-19 pandemic?

10 Explanation provided by Ministry of Finances, Labor and Transfers: https://mf.rks-gov.net/page.
aspx?id=2,168
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3.4 Findings from the validation workshop
To validate the research findings that complement the final report with the key stakeholders, a
workshop was organized on the 22nd of February, 2022 in Prishtina. Seven organizations participated
in the workshop. The workshop started with the presentation of the preliminary findings, and then
the floor was open to discussions and recommendations from the organizations.
This section was organized around 3 topics and we summarize the key comments and suggestions
below:
1) Current challenges of government funding for organizations that provide services,
2) Covid-19 pandemic and its impact on services and financing, and
3) Opportunities arising from the Covid-19 pandemic
1) Current challenges of government funding for organizations that provide services
-

The first challenge of delivering government funds to the organizations are delays that
characterize the process. Many organizations that benefit from the government funds are
faced with slow bureaucratic procedures, which are often accompanied by delays in the
transfer of funds.

-

There are no differences in government funding for organizations depending on their place
of residence and scope of work, e.g., Handikos from Prishtina receives the same amount
of funds as Handikos in Deçan, although the number of beneficiaries for the organization in
Prishtina is significantly higher, and the challenges are unique.

-

Organizations must apply each year to the government call for funding, and this causes
problems for the organizations, as funds are not secure, and as a result, they cannot plan
activities for the upcoming year.

-

Organizations applying for licenses, which are then eligible for funding, are not licensed
programs but only those as organizations. Perceived unjust competitive process by the
newly established organizations, who may not be licensed. Given that the license is provided
to the organization, not for the program, this makes the competitiveness process unjust
and excludes new organizations that may offer adequate and qualified programs to provide
specific services.

-

Contracts signed between the government and organizations do not always follow the logic
of accounting services per capita.

-

Lack of sustainable donations and finances has created a problem in providing services for
special categories of beneficiaries, such as children without parental care.

-

There is no adequate system of using standardized instruments to monitor and evaluate
programs for organizations that benefit from government funding. Social services provided by
the organizations should be closely monitored, and their performance evaluated periodically
so that organizations work on improving their services and not take funds for granted.

2) Covid-19 pandemic and its impact on services and financing
-

There was an increased report of domestic violence cases in all municipalities. This has
been challenging for organizations (mainly women’s shelters) that provide services to this
category of beneficiaries.

-

A considerable number of organizations were faced with challenges of covering the staff
financially, and often the staff has worked on a voluntary basis.

-

In many organizations, especially those working with women victims of domestic violence
and children without parental care, the amount of work during the pandemic has increased,
and the challenges were unpredictable.
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-

Online work has also been a challenge. Not all organizations have been able to adapt to the
new online work system. This is because some of them must meet the beneficiaries or visit
them in the places they live.

-

Challenges of organizations who work with disadvantaged children of poor families, children
without parental care, children of Roma, Ashkali, and Egyptian communities to connect to
online classes.

-

Organizations often have to adapt to new working conditions and expand their scope of work.
For example, many organizations have also provided administrative and logistic support to
their beneficiaries in filling out the papers for government funding, part of the Emergency
Fiscal Package, including providing space for beneficiaries and using the office space as a
hub for collecting clothes, food, and other goods.

-

According to many of the rules/criteria set by the government during the pandemic, nongovernmental organizations have not been eligible for Emergency Fiscal Package provided
by the Government.

-

The need to build emergency response plans during emergency situations - Standard
Operating Procedures - at least create an emergency response line that can serve as a
general guide that other organizations can adapt.

-

There were delays in the application processes for the wartime sexual violence survivors.
During the pandemic, the verification commission did not meet properly, and as a result,
there were major delays in the process of applying for beneficiary status by the survivors.

3) Opportunities arising from the Covid-19 pandemic
-

There was donor flexibility to adapt to the new situation. Services were converted
into emergency services, and the organization’s credibility increased. In addition, few
organizations have experienced a return of donor funds after withdrawing support for Kosovo
for a few years now.

-

Most of the organizations realized their potential to adapt to new situations and provide
services for the beneficiaries without significant delay.

-

Organizations experienced increased staff capacities to use technology and online tools
to reach beneficiaries, among others. Moreover, there was increased volunteerism among
staff and flexibility in new working hours.

-

There was resource mobilization and increased cooperation between organizations and
communities to provide services for the beneficiaries.

-

Most organizations have reported improved image and higher trust in organizations by both
donors and beneficiaries.

-

Lastly, organizations have reported having had higher support from private donations
(philanthropy).
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MAPPING OF ORGANIZATIONS THAT PROVIDE SOCIAL AND
FAMILY SERVICES
In this section, organizations will be divided into several categories ranging from: (1) nongovernmental organizations that provide services to victims of domestic violence and
trafficking; (2) organizations that provide residential services for children without parental
care; 3) organizations that provide non-residential social and family services; 4) organizations
that provide services to children and adults with special needs; 5) organizations that provide
services mainly to Roma, Ashkali and Egyptian communities; 6) organizations that have a
slightly different scope of work.
This mapping of the existing practices is based on reviewing existing research, reviewing the type
of support NGOs have provided to their beneficiaries during the pandemic COVID-19, the specific
needs in the context of the pandemic, and the kind of assistance they received from the Kosovo
government and the international donor community. The following section aims at mapping the
landscape of organizations and services that provide social and family services among organizations
that are licensed by the MLSW.
This mapping section is divided into different parts. The first section provides contextual information
on the extent to which NGOs are active in social and family social delivery and the allocation of
responsibility for social and family service delivery among different levels of government. This study
shed light on the situation and needs identified in the social and family service delivery.

4.1 Shelters for victims of domestic violence in Kosovo and other
residential service providers
The data show that during the time of the pandemic, cases of domestic violence increased. The
Kosovo Police has announced that in 2021, 2,198 domestic violence cases were reported, where
1,744 were women and 498 men victims of domestic violence. In contrast, in 2020, there were
2,069 cases of domestic violence reported (1,636 women and 433 men), whereas in 2019 there
were 1,915 cases of domestic violence reported (1,593 women and 385 men). The need to support
and integrate victims of domestic violence is crucial for the victims.
Shelters for victims of domestic violence provide support services that allow for the victims’
protection, rehabilitation, and reintegration and have been shown to be effective in helping women
leave abusive relationships. There are currently eight women shelters in Kosovo located in Gjakovë,
Ferizaj, Prishtinë, Pejë, Gjilan, Prizren, and Mitrovica South. The eighth shelter is in Novobërdë.11
The shelters for women and children victims of domestic violence provide accommodation, clothing,
food, rehabilitation, medical check-up, and psycho-social services for women and their children (up
to 12 years old for boys). Most of the shelters have been operating since 2000, right after the war
in Kosovo, established through the support of international organizations in Kosovo. The average
number of personnel working on a full-time basis for these organizations was seven, whereas the
average number of personnel working on a part-time basis was three. The number of volunteers
engaged was very low. Out of eight organizations, only three have had volunteers in 2021. Women
and children’s shelters have approximately an annual budget of 41,000 – 60,000 euros.
Regarding state funding for their services, they all benefit from the public call for financial support
for NGO projects licensed by MLSW in providing social and family services. More specifically,
shelters benefit from the bulk of the budget allocated to this call, given the sensitivity of the needs
of the beneficiaries of their services.
Besides the support received from the government funding, shelters finance their service provision
11 Novobërde Shelter - Zenski Inkluzivni Centar, has been licensed since 2018, one year license for the
second time after the three-year re-licensing 27/12/2019 until 26/12/2022 and after the second re-licensing
with a new instruction from dt. 17/12/2021 until 16/12/2024.
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through funds from the international donors, followed by the local government, mainly in the form
of free rent office space and utilities. The support received from the government is regular, for
which they have to apply each year through an open competitive process. However, their financial
sustainability is endangered. Their finances are insufficient to continue providing services for the
beneficiaries in the long term. To address this gap, it is recommended by organizations that the
government support them in the form of long-term contracts.
Regarding the impact of the COVID-19 pandemic, organizations have reported an increase in
the number of requests for services. Despite this, apart from regular funding received from the
government, none of the organizations has received additional funding to deal with this situation.
Otherwise, most of them consider that they have encountered the understanding of international
donors, who have enabled you to re-allocate funds that have enabled you to meet specific needs
during the pandemic.
The organizations find it impossible to operate remotely for most of their services, given the nature
of their work. In emergencies such as COVID-19, organizations would need financial support and
capacity building for the staff to use online tools. However, some of the opportunities that have
arisen from the COVID-19 were new project ideas, improved image, and higher trust in their work.
More information for each individual organization is found in Annex 1 of this report, their scope of
work, their organizational structure, finances, sustainability, and the impact of pandemic COVID-19
on their overall functioning.

4.2 Organizations that provide residential services for children
in need
This group of organizations includes those whose main focus is on the provision of residential
services for abandoned children, children without parental care, children whose families are unable
to care for them, and children at risk of losing parental care. In MLSW, only two non-governmental
organizations are licensed that provide services to children in need. The only organization that
provides residential services for children who have lost parental care or are at risk of losing parental
care since the war is “SOS Village.” In recent years, the organization has expanded its scope to
provide services to parents of vulnerable families and mothers at risk of abandoning a child. The
other organization founded in recent years, in 2011, is “Hopes and Homes for Children,” which
mainly provides services to abused children aged 3-18, who may be at risk for various forms of
trafficking.
Although there are differences between organizations both in the specifics of the scope and in the
years of field experience, it is essential that organizations that provide services to children in need
have financial sustainability in the long run. Regarding the impact of the COVID-19 pandemic,
these organizations have reported an increase in demand for services, which has not always been
related to the scope of the organizations (e.g., food aid, clothing, technology for school-age children
to attend online tutorials, etc.).
It is also important to note that during the Covid-19 pandemic, the beneficiaries of these organizations
were more challenging to target precisely because of the closure. The staff of these organizations
has worked actively in the field throughout the pandemic, as this has been the only way to target
this group of children or identify children who may be at risk of various forms of abuse. More
information related to each of the organizations can be found in Annex 2.

4.3 Organizations that provide non-residential social and family
services
This group includes organizations that provide non-residential services to different categories
of society, starting from organizations that provide non-residential services to children without
parental care (Organization for Children without Parental Care), children who beg on the streets,
organizations that provide daily, regular, non-residency services for women victims of wartime sexual
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violence, and survivors of wartime torture in Kosovo. Although with different scopes, organizations
reported similar challenges in terms of financial sustainability over the long term. It is important to
note that these are mainly large organizations operating in Kosovo since the post-war period. Two
organizations operate only in the Dukagjini region (Medica Kosova and Medica Gjakova). The other
organization, “Terres des Hommes” works in Kosovo and has been operating for over 19 years in
the field of child rights and child protection. Mainly the organization runs projects to better protect
children against abuse, neglect, violence, delinquency, exploitation, and trafficking.
The budget of these organizations is mainly over 60,000 euros per year. The primary financial
sources of these organizations are funds from international organizations, followed by central
government funds (MLSW), and funds from local government.
Nevertheless, the support received from the government is considered insufficient and not regular
to provide sustainable and ongoing services for the beneficiaries. However, in this group, there
are organizations that consider themselves financially sustainable to provide services for their
beneficiaries (Medica Gjakova and The Kosova Rehabilitation Center for Torture Victims), and
funds come primarily from international donors.
Regarding the impact of the Covid-19 pandemic, the organization has had increased demand for
the services. Although they have not received additional support from the government, they have
found support from international donors, who have provided support and assistance in changing
the destination of funds as needed. However, some of the main threats from the organizations
addressed during the pandemic are limited opportunities to deliver services and sometimes the
limited capacities to meet the increased needs of the beneficiaries. Lastly, all the organizations saw
opportunities arising from the pandemic were new project ideas and better visibility of their work.
More information related to each of the organizations can be found in Annex 3.

4.4 Organizations that provide services to children and adults
with special needs
In Kosovo, most services for people with special needs are organized around the services provided
by Handikos. This is one of the organizations which provides services for more than 20 years in
the country. The organization is spread in all cities of Kosovo, where branch organizations with the
same name operate independently and provide specialized services to meet the needs of persons
with special needs in the respective municipalities. “Association of paraplegics and paralysis of
children in Kosovo” was established in 1983. The main objective of this Association was “improving
the rights and living standards of persons with disabilities in Kosovo” through activities in the field
of health, social protection, and employment.
Currently, HandiKos operates throughout Kosovo with 13 Local Offices and 14 Community Based
Rehabilitation Centers, including the northern part of Kosovo. HandiKos has a database of 18,000
members with physical disabilities combined of different ages, genders, and ethnicities.
From 1999 until today, HandiKos has provided primary rehabilitation services for about 2,900
children with disabilities by offering about 22,500 psycho-social and primary physical rehabilitation
treatments provided each year. HandiKos has provided nearly 6,300 different auxiliary equipment,
including wheelchairs, hoops, toilet carts, material for incontinence, material for the treatment of
decubitus wounds, etc. With the support of international organizations, HandiKos has managed
to improve access to physical infrastructure by fixing 96 slopes in public buildings and adapting
housing for people with disabilities. 1,550 children and adults from all over Kosovo have benefited
from the rehabilitation provided during active coastal camps; HandiKos has advocated, lobbied,
and participated in the creation, amendment, and monitoring of the implementation of the legal
infrastructure in the field of the rights of persons with disabilities; By organizing various campaigns,
documentaries, video presentations, TV debates, roundtables, HandiKos has raised the awareness
of people with disabilities and families about their rights, representatives of institutions and society
in Kosovo; HandiKos has published various guides and manuals on the rights of persons with
disabilities, becoming the only source of information on disability in Kosovo;
HandiKos, throughout these years, has increased the capacity of staff in line with the needs of
people with disabilities by adapting to the circumstances of the time; HandiKos is one of the
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organizations which employs mostly people with disabilities and mediates their employment in the
labor market by increasing their capacity; During this time HandiKos developed its capacities and
became a serious partner of donors and international, local organizations in the implementation
of projects, as well as strengthened cooperation with central and local level institutions in order to
improve the conditions and advance the position of persons with disabilities. On the other hand,

the report provides specific information on organizations targeting certain groups of people
with special needs, such as the Association of the Blind, Down Syndrome Kosovo, and the
Center for Counseling and Rehabilitation of Children with Disabilities “Floriani”, and Day
Care Center “PEMA.”

All branches of Handikos in Kosovo have in common that the bulk of the funding comes
from the central government, followed by funds from international organizations and local
government. However, even though they receive funding from the government, most of
them consider themselves financially unstable and will not be able to finance their services
for a long time.
In addition to an increased demand for the services, these organizations have faced
difficulties in providing services to their beneficiaries due to lack of mobility (of beneficiaries)
and lack of organizations’ additional financial resources to conduct regular home visits to
the beneficiaries in need. Most of the Handikos branches that have participated in this
reporting have reported having a budget of over 60,000 euros.
Like Handikos, other organizations face similar challenges in terms of financial sustainability.
As all of them are licensed by MLSW and are beneficiaries of annual grants allocated by
this ministry, all consider that the amount of support is insufficient to plan and implement
the provision of services to beneficiaries in the long run. For this reason, it is recommended
by them that the government start supporting them through long-term contracts, which
would ensure financial sustainability. Most organizations that provide services for people
with special needs (adults and children) have faced difficulties during the pandemic, mainly
due to the increasing demand for services by the beneficiaries. More information related to
each of the organizations can be found in Annex 4.

4.5 Organizations that provide services mainly to Roma, Ashkali,
and Egyptian communities
The latest official data on the representation of the Kosovo Roma, Kosovo Ashkali, and Kosovo
Egyptian communities in Kosovo is registered in the 2011 census, which indicates that 8,824 Kosovo
Roma, 15,436 Kosovo Ashkali, and 11,524 Kosovo Egyptians live in Kosovo12. Thus, Kosovo Roma
constitutes 0.51 percent of the population in Kosovo, Kosovo Ashkali 0.89 percent, and Kosovo
Egyptians 0.66 percent. However, this data should be viewed with caution, given that the census
was not conducted in four northern municipalities.
Two organizations have been identified in this group, one that works at the national level (Balkan
Sunflowers) and the other that works at the regional level, mainly in the Dukagjini region (Hands of
Mercy). In addition to the components for promoting the rights of the Roma, Ashkali, and Egyptian
communities, and the promotion of education, both organizations also provide direct services for
children in the field of education through daily activities. For example, Balkan Sunflowers operates
five learning centers in four municipalities in Kosovo, where they claim to serve approximately 500
children per day. Both organizations for 2021 have reported a budget of over 60,000 euros. In terms
of funding for their services, both organizations have international donors as their primary funding
source, followed by central government funding and, ultimately, local government funding. Although
organizations operate in a wide range of activities, they consider themselves not financially viable.
The projects are mostly short, which does not ensure the sustainability of service delivery over a
more extended period. Funds received from the government (through MLSW) are not considered
sufficient to cover organizations’ current needs, much less to plan sustainable interventions in the
long term. Organizations consider that the government should start contracting through long-term
contracts to address this gap. Regarding the impact of the COVID-19 pandemic on their work, both
organizations report increased demand for services and limited capacities to meet the increased
12 https://ask.rks-gov.net/media/2129/estimation-of-kosovo-population-2011.pdf
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needs of beneficiaries. Like other organizations, they consider that some opportunities that have
arisen from the pandemic were new project ideas, better visibility of their work, improved image,
and higher trust of beneficiaries in their work. More information related to each of the organization
can be found in Annex 5.

4.6 Other organizations
The last group of organizations includes organizations with a broader scope of work. Their scope is
mainly related to providing humanitarian services, health care, improving access to health services,
improving the social position of people in need, and the right to education and social services to a
vast group of beneficiaries. The specialized organization Labyrinth is also included in this group,
which offers services to prevent and treat drug and alcohol abuse and reduce drug-injected related
harm.
All organizations for 2021 have reported a budget of over 60,000 euros. Their primary source is
international donors, followed by central and local government funding.
Although all of these organizations currently have sufficient funds to operate, in the long run, it is
considered that government support is crucial to enable and ensure continued service delivery.
For this reason, organizations have recommended that the government establish mechanisms that
would allow them and similar organizations to provide services through long-term contracts.
Financial insecurity was observed especially during the Covid-19 pandemic, where there was an
increase in requests for services from beneficiaries, and they were faced with a lack of financial
capacity to respond to all requests for services and a lack of infrastructure to continue working
remotely. The most stable in this group of organizations is considered Caritas Kosova, which
is well-positioned to provide services. Moreover, this organization is among the few that have
received financial assistance provided under the Emergency Fiscal Package of the Government.
More information related to each of the organization can be found in Annex 6.
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5. CONCLUSIONS AND RECOMMENDATIONS
This study has provided important information on the challenges of organizations that provide
services, the impact of the Covid-19 pandemic on their work, lessons learned, and opportunities.
Furthermore, it has provided substantial information and suggestions that have emerged from
research findings, which policy-makers can use to improve and strengthen contractual services
with organizations. Although further research may be needed to understand the complexities of
each organization, this report demonstrates that the organizations, in general, have challenges
that are common to all and that there are no major differences among them in the way they see the
contracting of services by the government in the future.
Only a small, almost negligible number of organizations generate income from the organization’s
activities. As presented in the results section, most organizations are beneficiaries of shortterm government funding. Still, these funds are considered insufficient for optimal operation and
sustainability in providing services to beneficiaries. Moreover, most organizations reported that
they were not financially viable and that their survival depended on government support in the long
run. For this reason, all organizations, without exception, recommend that the form of government
support be in the form of long-term contracts, where organizations would be contracted to provide
specific services to beneficiaries.
In terms of the impact of the pandemic on services and funding, the findings showed that despite the
challenges, most organizations reported receiving little support with short-term projects. Moreover,
they reported that they were faced with limited opportunities to deliver services due to the increase
in the number of beneficiaries.
Most organizations reported that they need financial support if they continue to work under the
current Covid-19 restrictions and increase staff capacity to use online tools for work. Finally, more
than half of the organizations reported that the emerging opportunities from the Covid-19 pandemic
are mostly new project ideas, better visibility, higher trust, and improved public image. Moreover,
these findings were confirmed in the workshop organized to validate the research findings.
Furthermore, the increase in volunteering is considered one of the best opportunities that have
emerged from the pandemic situation. Organizations will try to exploit, develop, and empower this
further in the future.

Recommendations
The following section provides the recommendations, grouped in categories: 1) Recommendations
for the government, 2) Recommendations for the organizations, and 3) Covid-19 related specific
recommendations.
Recommendations for the government:
-

The government should contract organizations through long-term engagement where they
are contracted to provide specific social and family services to the beneficiaries. This should
be done in order to avoid gaps in the provision of services to beneficiaries and, at the same
time, ensure the sustainability of organizations in the long run. In this regard, the government
should be engaged in social dialogue with CSOs to decide on the best practices for long-term
contractual engagement of CSOs in providing social and family services.

-

The government should cost the services per activity/program in the process of licensing
the organizations. Service fee should include all necessary elements, including services for
beneficiaries, staff, office space, operational ancillary equipment, etc.

-

Government should not overlook newly established CSOs, who might provide the skills and
capacities to compete with high-quality services. They must have equal opportunities in an open
competitive process or be encouraged to work with larger and more experienced organizations
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in the beginning.
-

Government should engage organizations to be part of the process of designing and planning
long-term contractual arrangements with the government. Government should do a thorough
analysis of the programmatic outline of the organizations that might be potential service providers
to specific groups of beneficiaries. Moreover, the government should prioritize organizations that
work with marginalized and vulnerable groups who need emergency care and whose services
cannot be delayed, such as survivors of domestic violence, children without parental care,
children working in the street, etc.

-

Government funding should be tailored and directed towards supporting and filling the gaps in
service delivery for organizations with increased demand for services during the pandemics.
This should be closely evaluated and monitored.

-

The government should set standardized instruments to evaluate the capacities of organizations
and their programs to deliver services to the beneficiaries. The license should prove that
organizations should present and possess a certain level of quality. Under this threshold, they
should not be able to renew the license and be eligible for contractual arrangements with the
government. Moreover, the government should require an internal assessment of the needs
of beneficiaries at the beginning of the service delivery - and during this time, where the
organizations monitor the progress of beneficiaries, then report back to the line ministry.  

Recommendations for the organizations:
-

Organizations should continuously assess the needs of beneficiaries and, in cases where there
is an increase in beneficiaries, report them, even in proposals submitted to the government for
funding.

-

Organizations need to create something similar to the Standard Operating Procedure, how
to act in cases where there is an increase in the flow of beneficiaries. This should include the
needs assessment of staff to cope with the sudden changes and assess their skills to adapt to
the new situation. This is significantly related to work in pandemic times, but not only.

-

Regarding the situation with Covid-19, it is essential for the organizations to work closely with
the government in designing and planning Covid-19 pandemic support measures. Organizations
should increase their capacity to work online and provide services to beneficiaries online (such
as counseling).

-

Organizations should provide an internal assessment and supervision of their social and family
services. The supervision involves talking through the impact the work has on the organizations
and exploring its impact on beneficiaries. It is vital for organizations, their professional
development, and management oversight. Most importantly, supervision helps organizations to
achieve the best possible outcomes for their beneficiaries.

Covid-19 related specific recommendations:
-

The organizations need to work closely with the government in designing and planning Covid-19
pandemic support measures.

-

Government funding should be tailored and directed towards supporting and filling the gaps in
service delivery for the organizations that have reported increased demand for services, which
should be closely evaluated and monitored.

-

Organizations need to create something similar to the Standard Operating Procedure, how to
act in cases where there is an increase in the flow of beneficiaries in emergency situations. This
should include the needs assessment of staff to cope with the sudden changes and assess their
skills to adapt to the new situation.

-

It is essential for the organizations to work closely with the government in designing and planning
Covid-19 pandemic support measures. Organizations should increase their capacity to work
online and provide services to beneficiaries online (such as counseling).
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