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Call Center (Women’s and Children’s Protection Helpline 121)

The Call Center gives psychological counseling and support to anyone who requires it, no matter where in Palestine they are. In order to reach a larger number of people across the nation, Sawa cooperated with UNICEF—with the support of the government and people of Japan—to expand the Ramallah Call Center to accommodate 10 people. There is now space for the supervisor and the medical doctor who supports callers with health questions. The Center also continues to offer basic legal guidance and refer callers to a network of legal professionals and organizations. 


The launch of the expanded Call Center (121 Helpline)

During the latest attacks on Gaza, Sawa announced a situation of emergency, with the Helpline operating 24 hours a day. The expansion was in cooperation with UNICEF, and with the Jawwal mobile phone company, who allowed us to send 600,000 free text messages to residents of Gaza with Jawwal phones. These messages directed them to call Sawa’s Helpline to obtain preliminary psychological support, and gave safety tips and words of encouragement and solidarity. We cooperated with several local radio stations and television stations to promote the Helpline to Gaza citizens. 

Throughout the war, the toll-free Helpline contributed to strengthening displaced families, helped to direct emergency vehicles to places where injured people need them, and directing people to places where basic necessities were being distributed.


Sawa employees and volunteers worked day and night to support the people of Gaza

The recent war on Gaza was even harsher than previous ones. This posed challenges for Sawa, chief among them the issue of female employees and volunteers working during evening hours (midnight to 8am), when they may not feel safe going home after their shifts, the larger number of incoming calls, the lack of sufficient human resources to meet the need, and some gaps in communication with other organizations able to offer help to callers. Also, a greater number calls were especially painful to address. 

Sawa is proud to be able to contend with these challenges and to provide the best possible services to those who need it. During the war, the percentage of calls from Gaza rose to more than 75% of all calls. Sawa’s staff and volunteers counseled and supported more than 22,368, among them 11008 males and 11107 females.



Sawa’s phone counseling services are not limited to psycho-social support. We also provided medical guidance for 2420 cases and legal guidance for 141 cases, and supported 17 clients through e-mail.
Counseling Center
The Counseling Center held treatment and counseling sessions with 85 individuals throughout the year, mostly women. The majority were cases of violence and abuse. Two other sets of activities helped to promote the services of the Counseling Center. One was the Women’s Empowerment Groups, which strengthen women’s understanding of gender-based violence, and to educate them on how to share this knowledge with other women in the communities they live in, such as relatives and neighbors. Sawa also distributed Counseling Center brochures.

Another component was a capacity biuilding course to exchange information and expertise among organizations, focusing on how to create an intervention plan and define goals, and precedures for preliminary diagnosis. The course also facilitated communication and networking among different organizations.
Professional Committee 
The Professional Committee has met weekly throughout the year, in order to discuss general matters related to the Call Center, and to take decisions regarding intervention in the most difficult cases, including the emergency expansion.
Development of the Documentation Program
Sawa worked to further develop the Caller Information Database, based upon the categories and specifications used by Child Helpline International. The database program is now available in both Arabic and English. It willl soon be translated into a number of other languages, to make it easier to transfer our expertise to other countries.
Educational Awareness and Training
Workshops give women an important opportunity to gain understanding of their rights and healthy family relationships, and the space needed to express their feelings and escape the pressures of daily life. Throughout the year, 1086 women participated in these workshops, with groups meeting in Gaza, the West Bank, and Jerusalem.


Sawa also continues to work with children. The creative methods used by Sawa contribute greatly to teaching children basic information about their rights, the types of violence, sex education issues, and particular topics such as cyber-bulling, and AIDS. Also, we introduce the 121 Listening Center. These awareness-raising workshops are implemented in different areas of Palestine in schools and community and women’s centers, in addition to a number of interactive educational and relaxation activities.


During 2014, Sawa held 318 workshops for children in the Gaza Strip, the West Bank, and Jerusalem, and a total 3358 children benefitted, among them 1306 boys and 2052 girls.


Professional Training
Sawa aims to reach out to all relevant societal organizations to increase awareness about the various forms of violence. 

In 2014, Sawa held 10 trainings, benefitting 143 professionals, including 45 men and 98 women. They were attorneys, professionals in various organizations (Star Mountain Center, the Public Committee Against Torture in Israel) and professionals in different sectors such as the Ministry of Women’s Affairs, Ministry of Social Affairs, the Ministry of labor, UNRWA, and the police Family Protection Unit, members of security forces, teaching staff in various schools, and professionals working in shelters. The training discussed how to work with women and children victims of violence the participants might encounter in the course of their duties.


Hamzat Wasl
Volunteer recruitment and development are essential to Sawa’s effectiveness. During training, volunteers review the different types of violence, in addition to discussing the preconceived ideas about the two sexes in Palestinian society, sex education topics, as well as facilitation, discussion, and communication skills, and a number of the training methods volunteers will use in the field. 

During the year 2014, we prepared 18 volunteers to contribute to the organization’s different programs, such as providing psychological counseling and support through the 121 Women’s and Children’s Protection Helpline, and the Education Program.
Sawa in the Media
Sawa has distinguished itself over the past few years as an organization specialized in combating violence against women and children. This has afforded Sawa a prestigious position in society, and we are happy to be prominently featured in media. Media outlets have initiated interviews with us on special activities throughout the year, or subjects related to our field of work, like suicide, mental health, domestic violence, rape, harassment, bullying online, the war in Gaza and work during crisis periods, among others.

Sawa views social media, in particular Facebook, as an important way to spread information quickly, promote change, and communicate news about our work. Sawa’s Facebook page attracts much activity, and many of the materials we post get a high number of views. This demonstrates community interest in Sawa and the topics we address. 

Sawa builds close relationships with local and global media outlets and welcomes requests for media interviews as an integral part of our promotion of human rights in society. In 2014, Sawa was covered in written, audio, and visual media, including Palestine TV, Al-Watan TV, Television Al-Hurra, Palestine Today TV, Raya FM Radio, Marah Radio, Al-Hurriyya Radio, and Nisaa FM, which covers all Sawa’s activities. It is the only radio station devoted entirely to issues related to women. Our activities were also addressed by radio stations Palestine 24, Ajyal, Ingham, and Maan News Network. Sawa published news through a number of outlets, including Maan, Wafa, Ajyal, Raya, Sawt Al-Watan, Radio Bethlehem 2000, the website Panet, Al-Quds Newspaper, Al-Ayaam Newspaper, Al-Haya Al-Jadida newspaper, and more.
Likewise, Sawa broadcast ads on four stations covering all of Palestine, and has published print material on its services and activities, and on topics such as smoking and alcohol use, violence, human rights, and sex education.
Ensuring Continuous Work
Sawa has undertaken several projects to guarantee we will be able to continue providing our Helpline services regardless of external circumstances, including during emergencies.
Solar Power
Sawa completed the installation of a new solar power system to supply electricity for the organization’s operation, to help reduce running costs, and to make our work more environmentally friendly. The solar panels power an electricity generator obtained through the cooperation of the Jerusalem Power Company, and installed by Aksarjeen Company.
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Electricity Generator
The new generator, shown below, will also help Sawa to remain in operation even in the case of an electricity cut, during a snow emergency or other unexpected situations.
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Communication Technology Development
عملت سوا على تطوير استخدامها لتكنولوجيا الاتصال، فتم تفعيل خدمة ال VPN، وبالتالي يتيح امكانية الرد على المكالمات من خارج مركز الاستماع عند الضرورة.
 Sawa introduced some developments in the communications technologies we use. We began using the VPN system, and were able to have counselors support clients from outside the Call Center when needed.
Special Annual Events
Events and yearly actions give Sawa a meaningful opportunity to raise awareness, as an organization working to eliminate violence and spread a culture of non-violence, educate victims of violence about their rights and how to protect them. These events let us reach a greater swathe of society and spread the word about our services, especially the Helpline.
World Child Helpline Day—May 17
In tandem with World Communications Day, Sawa celebrated World Child Helpline Day on May 17, in partnership with Palestinian Telecommunications-PalTel. Our slogan was “Children Have a Right to Be Heard”. We promoted the Helpline by handing out 100,000 leaflets, and using social media platforms. We also took part in media interviews focused on the event.
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We also made a visiting tour around different schools in Ramallah, the vegetable market, and the city center, explaining the event and the 121 Helpline.
Global Day of the Girl
For the second consecutive year, Sawa held a Day of the Girl celebration, with the theme, “Empowering Girls: End the Cycle of Violence”. We visited several schools in Nablus, Tulkarem, and Qalqilya, telling girls about the Day, girls’ human rights, and our Helpline.
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Global Day to End Violence Against Women
For a second consecutive year, Sawa stood against the spiritual and physical murder of women, with the “Silent Scream” street performance depicting the violence experienced y women in society. Our slogan for this event was, “Women Are the Spirit of Life; to Destroy that Spirit is to End Life”. Performers stood in the form of the number 16, the number of women murdered in the year 2014. A crowd of passers-by were attracted by the tableau on the plaza outside the Al-Bireh Cultural Center.
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Building Our Network 
Sawa makes an effort to broaden its global sphere of influence, contribute to the success of other Helplines, and transfer our unique expertise to other nations in the area. During 2014, Sawa took part in many international meetings and conferences. We also held trainings for other organizations. Our long experience in managing a Helpline with high professionalism and on a scientific basis can make valuable contributions to other lines, building skills and capacities for the employees of these other organizations. Sawa gave a training course for the staff of a helpline in Dubai, strengthening their abilities to counsel callers with professionalism. Sawa also brought a helpline training course to Sudan, and installed the Caller Information Database program for the use of line employees there.
Our organization represented Child Helpline International at the first national conference on child protection. Titled “Children Are Our Present and Our Future and We Must Protect Them”, the conference was led by the Moroccan President Abdallah bin Kiran, and was held at the conference hall to discuss the preparation of a consolidated general child protection policy. 
فلنحمهم" والذي انعقد في قصر المؤتمرات، الصخيرات،  
We believe others can benefit from our experience and we were honored to represent the network at such a large gathering. This means regional and global recognition of Palestine’s capacity to manage a protection Helpline. 

Sawa took part in a meeting in New York to discuss methods of supporting victims of gender-based violence, and how to address the trauma of an assault on the physical and psychological levels so that the  survivor may recover. The meeting was the initiative of the UNFPA. Experts representing organizations from around the world attended, all from locations that had experienced conflict, such as Argentina, Kosovo, Palestine, Germany, Columbia, and others.

On the recommendation of Medecins du Monde, Sawa participated in a conference organized by FPC, a French organization for solidarity with Palestine. The conference was held to discuss Palestinian organizations’ different viewpoints on the effects of the occupation upon citizens, from various angles. Sawa spoke about the psychological effects of the recent wars, and about our work to support Gazans through the emergency expansion of the Helpline. We discussed how to deal with cases of bereavement, and professional intervention methods.
 Sawa also attended the Seventh Annual Consultation of Child Helpline International, which comprises members from over 172 countries. The conference was in London and lasted three days. The network elected regional representative and the working group for the Advisory Board for the years 2015-16. We also discussed the network strategy for 2016-20 and the “Free our Voices” campaign, which is based in Article 12 of the Convention on the Rights of the Child. It is a global campaign to encourage free expression for all children and youth.
Sawa organized a visit to the Greek helpline “Smile of a Child” to learn more about the operation of the line in order to improve upon our own work. We were particularly interested in new technologies, a basic ingredient in Sawa’s success at providing psychological support to all who need it, especially in remote and marginalized places.


 
Capacity Building

Sawa works hard to build the skills of its staff members, through special programming by Sawa alone, and in partnership with other local and international organizations. Staff and management attended a first aid course, training on gender issues, enrichment sessions about drug use, AIDS and its relationship with gender-based violence, and a course by an international expert on working with children who have experienced trauma. Staff and volunteers also had an enrichment session with the medical doctor who works part-time at Sawa, to learn how to give preliminary medical guidance to callers from Gaza during the war.

Supervision and Professional Development
All staff and volunteers working on Sawa’s programs have individual and group supervision meetings weekly—or more often during emergencies. This allows them to de-stress and receive psychological and professional support from the Counselling Officer
Annual Conference
Titled “Gaza… Hidden Wounds”, the annual conference this year addressed the effects of the repeated wars and their impact on the individual and society. Local and international experts took part. A documentary film was produced, with real-life testimony from people who lived through the latest war on Gaza. It was screened at the conference.
Sawa’s conference this year was not different from other conferences, but it incorporated some creative elements such as improvisational comedy, a performance by Ishtar Theatre, and alternative treatment methods. It was an interactive experience for participants. 

	
Sawa highlighted its experience as an emergency line during the latest war on Gaza, during which staff members worked night and day to provide care for the people of Gaza.


Future Plans
Sawa will continue in 2015 to develop its chat counseling component. We will also go through the process of obtaining an IZO 27001 information security certification. All the while, we will continue to develop our relationships around the world to export the Caller Information Database system to organizations in our own MENA region, and beyond.

Thank you, once more, to all our 2014 partners:
	
SAVE THE CHILDREN

SURGIR

UNDP

EUROPEAN COMMISSION

MEDECINS DU MONDE--SWITZERLAND



	BREAD FOR THE WORLD

KVINNA TILL KVINNA

UNICEF

OCHA

UNIFEM

GOVERNMENT AND PEOPLE OF JAPAN
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