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INTRODUCTION – 1
PROJECTS OVERVIEW (1)

• ACRLI has been providing legal aid services in Iraq through its 
local partner Dar El-Khibra, since 2013.

• ACRLI and Dar EL-Khibra have implemented two consecutives 
projects supported by UNDP- Iraq and in coordination with the 
High Judicial council and the Iraqi Bar Association: 

1- “Provision of Legal Assistance Services in Rusafa Justice
Palace, Baghdad, Iraq” which was extended to cover 
Basra and Karikh Justice Palace. (2013-2016) 

2- The second project was “Protection of Women and girl
IDP’s (Internal Displaced Persons  in Central and South of        
Iraq”. (2016-2017)
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• The projects consisted of providing free legal 
and psycho-social assistance services to 
underprivileged people unable to afford 
private lawyers’ fees, and marginalized, 
vulnerable persons including the internally 
displaced person (IDPs), women, girls and 
youth residing outside and inside the camps.

• Additional Health and medical assistance 
services were also provided to marginalized 
and vulnerable people, through referral 
mechanisms. 

• The help desk offices were created at the 
justice palaces in Rusafa, Basra and Karikh; 
and another office was established in Al 
Kasinzan Camp.

• Legal aid services were also provided through 
mobile clinics covering some large parts of 
Baghdad and adjacent districts.

• Awareness campaign was created and 
implemented to raise the knowledge of the 
vulnerable people on their rights to access 
justice and other care services

Projects 
Overview (2)

INTRODUCTION – 1

5



INTRODUCTION -1
INSTITUTIONS’ PROFILE

The Arab center for the Development 
of the Rule of Law and Integrity - ACRLI
ACRLI (www.arabruleoflaw.org) is a 
regional non-governmental and not-
for-profit organization that is 
headquartered in Beirut (Lebanon) 
with branches and representatives in 
several Arab countries. The overall 
mission of ACRLI is to contribute to the 
promotion of the international 
standards and norms of good 
governance on the Rule of Law, 
integrity and anti-corruption  combat, 
in the Arab region. ACRLI’s working 
experience includes judicial, 
parliamentary and media reforms; 
human rights matters; legal reforms 
including criminal law, civil and 
commercial law reform; and the role 
of civil society in rule of law reform.

Dar Al-Khibra (DKO)
Dar Al-Khibra (DKO) 
(www.dkoiraq.org) is a non-
governmental and not-for-profit 
organization located in Baghdad 
(Iraq). DKO works to contribute in 
the development of Iraq mainly in 
integrity, transparency, human 
rights, education, health, child and 
environment; improve the fight 
against financial and administrative 
corruption; promote the legislations 
development, control their 
enforcement and provide free 
legal assistance to ensure the 
respect of human rights and a 
democratic society.
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INTRODUCITON-2
PROJECTS’ OBJECTIVES

• Overall objectives:

1- To enforce the rule of law and protect citizen’s rights through providing the marginalized communities 
with better access to justice and advocacy, which in turn would lead to reinforcing the accountability 
and transparency of the judiciary.

2- To ensure an effective legal aid system to the Iraqi citizens, particularly to the vulnerable and 
marginalized groups, who are either not aware of their legal rights or unable to afford a private lawyer, 
namely: women, juveniles, poor and people with special needs, in an attempt to guarantee the quality, 
efficiency, accessibility and cost-effectiveness of legal assistance services

• Specific Objectives: the project will specifically achieve the following results:

1) Increase access to formal justice and provide greater protection and prevention. Vulnerable 
segment of internal displaced women and girls within and outside the camps will have the possibility to 
resort to the courts and secure their rights legally;

2) Promote a higher standard of justice and raise awareness on legal rights and on the assistance 
scheme, through developing a legal outreach program, and undertaking legal outreach and 
awareness raising activities.  

3) Build women and girls’ capacity (from among IDPs) on their legal rights and to advocate the subject 
matter.  

4) Ensure psycho-socio and medical assistance to victims in exceptional circumstances via a referral 
process, and to refer people requiring other types of assistance to suitable specialized organizations. 

5) Provide a general overview on the SGBV situation aiming to analyze and assess the types of SGBV 
cases and the needs of displaced women and SGBV survivors.     
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ESTABLISHING, OPERATING AND 
PROMOTING THE HELP DESK SERVICES 

IN IRAQ 

INTRODUCT ION - PROJECTS’  ACT IV I T IES
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INTRODUCTION -3
PROJECTS’ ACTIVITIES (1)

1- Establishing and Operating the Legal Help Desks:  to provide free legal assistance and 
advice; As mentioned previously three offices were established in Rusafa, Basra and Karikh
justice Palace and one office in Al Kasinzan Camp in addition to several mobile clinics 
covering several districts: 

2- Location and Set-up of the Legal Help Desk Offices of the legal help desks at the justice 
palaces were offered by the Iraqi Higher Judicial Council upon the request of UNDP-Iraq 
and were located at the entrance of the Justice Palaces (allowing an easy access for 
citizens). The location in itself constituted a form of advocacy as citizen would directly spot 
it. Their spaces have been expanded to include additional rooms which were used by 
lawyers and social workers. All offices were renovated (painting, electricity installation, etc.) 
furnished and electronically equipped, allowing people to be properly received and 
adequately processed. 

It should be noted that the location and set-up of the office have respected and highly 
considered the security and safety concerns. In fact, the project team has performed all 
the needed measures to ensure the personal security of the staff and citizen as well as 
the confidentiality of the data and information.

Baghdad Kut
Ninawa/Nineveh Diyala, 
Al-Anbar North of Babylon
Salaheddine/Saladin Yusufiyah
Kirkuk Najaf
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INTRODUCTION -3
PROJECTS’ ACTIVITIES (2)

3- Operation and Services of the Legal Help Desk

The legal help desk provided a wide range of Legal assistance services, including:
 Consultations on client’s legal rights and responsibilities; 
 Provision of Legal advice on the competent courts and the judicial and administrative procedures 

before them; 
 Drafting legal and official claims and motions and handling follow-up before the court’s clerks.

The Legal Help Desks also provided psycho-social, health and medical assistance through:
• Projects’ social services providers
• Referral mechanism to specialized institutions (shelters, centers, medical centers, Hospitals, NGOs)

Developping the case management system to archive all the clients’ records and files that
automates and tracks all aspects of a case life cycle from initial filing through disposition and appeal
(Sample of case record- Slide 12)

4- Elaborating a Manual on the Policies and Procedures of the Legal Assistance System:

This manual explained the intake procedures, clients’ record systems, case file structures and the 
client referral procedures. It included:
 A detailed overview on the operation and work methodology of the legal help desk;
 The templates and forms that should be filled by the clients to apply for its services;
 A general description on the system that was adopted to archive all the clients’ records and files 

and to track all aspects of a case life cycle from initial filing to first instance and appeal, etc. 
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INTRODUCTION -3
PROJECTS’ ACTIVITIES (3)

5- Developing a Legal Outreach Campaign to Promote Legal Rights and Awareness of the Legal 
Assistance Scheme:
This campaign started from the assumption that the underprivileged people often suffer from 
limited knowledge on legal related matters, and thus need to be continuously informed about their 
rights through media and outreach outlets, such as radio appearances, newspaper interview 
articles, printing publications, posters, brochures, banners.
Thus, a communication plan was developed, based on clearly-defined objectives, to convey a set 
of coordinated messages through specific activities, tools and products.

5.1- Developing Outreach Materials: pamphlets on the project’s services; large posters that were 
placed at the entrance of courts; Series of brochures entitled “know your rights” included a 
detailed explanation of very important topics in the field of personal status matters, such as 
marriage and divorce, custody and guardianship of minors. These brochures, were directed mainly 
at the vulnerable groups (targeting mainly women) who are mostly still ignorant of their basic legal 
rights, and were circulated to more than 2300 persons during the legal clinic sessions as well as in 
the courts, police stations, prisons, detention centers, universities, juvenile rehabilitation centers; 
relevant organizations of child, women, and vulnerable groups; as well as the under developed 
neighborhoods and poor areas.

 Brochure on marriage and divorce 

 Brochure on custody

 Brochure on guardianship of minors
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INTRODUCTION -3
PROJECTS’ ACTIVITIES (4) –

5.2 -DEVELOPING & IMPLEMENTING OUTREACH SERVICES 

An online blog for the project was 
developed on the following address: 
https://rusafalegalhelpdesk.wordpres
s.com/
Said blog provided an overview on 
the project, the legal assistance 
services, its objectives, main activities, 
as well as partners and allies. 

Also, each of  Dar El-Khibrah
(http://dkoiraq.org) and ACRLI 
(www.arabruleoflaw.org) have 
enabled a space on their website for 
the project and the blog, linking it to 
other related and useful websites 
such as the Iraqi Higher Judicial 
Council, Iraqi Ministry of Justice, Iraqi 
Human Rights Ministry, and other 
related sites. 
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INTRODUCTION -3
PROJECTS’ ACTIVITIES (5) –

5.2 -DEVELOPING & IMPLEMENTING OUTREACH SERVICES

A short movie was developed 
and posted on YouTube 
https://www.youtube.com/all
_comments?v=pKQ_4gNk2ak
to encourage citizens to visit 
the legal help desk and use its 
services. In the same line, a 
Facebook page was created 
to introduce its followers to 
the project and to their basic 
legal rights. Also, the News 
ticker of the Iraqiya TV 
channel included reference 
to the legal help desk of the 
project
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5.3 Implementing 12 
Legal Clinic Outreach 
Sessions to provide 
awareness on the legal 
help desk and its services 
to the citizen as well as 
the related policies and 
procedures 

INTRODUCTI
ON -3
PROJECTS’ ACTIVITIES 
(6)
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5.3 Implementing 12 
Legal Clinic Outreach 
Sessions to provide 
awareness on the legal 
help desk and its 
services to the citizen as 
well as the related 
policies and procedures 

INTRODUCTI
ON -3
PROJECTS’ 
ACTIVITIES (6)
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INTRODUCTION -3
PROJECTS’ ACTIVITIES (7) –

6. Creating a National Legal Aid Network to Provide Suitable Assistance to the 
Legal Help Desk Clients when needed: 
 Psycho-social and medical support, to the beneficiaries of the legal help desk 

clients. This network consisted of governmental institutions as well as non-
governmental organizations in the human rights field i.e. women, juvenile, 
etc… in addition to psychology departments and legal medicine. 

 Some of the CSOs: “Al Suruh for development organization”, “Women for 
Peace organization”, “Tammouz Organization for Social Development TOSD”, 
“Iraqi Organization for Woman and Future”, “the Organization for Justice and 
Peace”, “the Iraqi Council of Minorities”, “the Martyrs Organizations”, and “the 
Cultural Forum for the Iraqi Women Association”. Al-Safouh organization for 
Human Rights. Al-Rabie organization.

 The project has built strong relations with the Iraqi Bar association, the 
directorate of the family protection police, Psychological Research Center at 
the Ministry of Higher Education& Scientific Research, and chiefs of tribal in 
Samarra region, namely with elders at the private clan Nissan; chiefs of 
Jabbour clan in Baghdad
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APPROACH AND 
PRINCIPLES ADOPTED

I RAQI  HELP  DESKS
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APPROACH & PRINCIPLES ADOPTED BY THE 
LEGAL AID SYSTEM -1

1. Principles adopted by the Help desk team: The legal aid system 
should be based on the following principles:

• Accessibility of free legal aid services;
• Focus on the needs of free legal aid services’ beneficiaries;
• Equality in utilization of free legal aid and prohibition of 

discrimination of beneficiaries;
• Providing incentives for general dissemination of legal information 

and for counseling on the part of the organ providing free legal 
aid;

• Providing incentives for peaceful dispute resolution;
• Efficiency and sustainability;
• Transparency of all forms of activities regarding management and 

decision-making;
• Efficient monitoring, control and improvement of free legal aid 

services’ quality.
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APPROACH & PRINCIPLES ADOPTED BY THE LEGAL 
AID SYSTEM - 2

2. Quality Assurance mechanisms and measures:
In line with international norms and best practices, the project has created and followed a 
system of quality assurance in provision of legal aid services, guaranteeing a high level of 
professionalism and high quality of legal aid services, in to create and develop a culture of 
quality. Quality of outcome will depend on:

• The quality of legal advice (for example in terms of accuracy and completeness, as well as 
the absence of manifest errors)

• Service quality in terms of how the legal advice is being delivered to the client (i.e. client 
care).

• Quality Assurance (QA) involves confirming that (1) service meets all requirements when 
measured against the purpose of and targets for providing that service. For example: those 
seeking legal advice should feel that they have received the advice they expected in a 
timely way; and (2) legal aid providers maintain the highest standards of ethical conduct 
and the highest level of customer service by providing:

• a confidential and impartial environment to discuss the clients circumstances;
• a constant presence to ensure the provision of continuous legal advices;  
• a respectful, courteous, careful and professional service representative who will listen to the 

clients concerns;
• accurate and timely response time to the clients’ inquiries and requests for information and 

legal advice
21



APPROACH & PRINCIPLES ADOPTED BY THE LEGAL 
AID SYSTEM - 3

3. Providers of the legal aid and other assistance 
services

Qualified legal aid providers should be 
nominated, providing high-quality legal aid with 
optimal usage of available resources. Legal aid 
service should be offered by:
 Practicing lawyers, members of the bar 

association, having at least 5 years of 
experience in the field; or

 Retired Judges having the right of 
representation before the courts;

 Paralegals assisting clients by dedicating time 
to discuss information and facts with them and 
helping them to access other services, assist 
the lawyers for executing legal research as well 
as to promote and raise awareness of the legal 
assistance service; and 

 Social workers having a minimum of 2 years of 
experience in working with vulnerable people 
and have the right attitude toward community 
problems

Service providers’ team: 

Each help desk office includes: 

 4 lawyers who provided legal assistance and 
representation

 2 Two social workers who provided social and 
psychological support to the beneficiaries such 
as mental health assistance, social assistance, 
etc. and for additional services such medical 
assistance beneficiaries were referred to 
specialized institutions, etc… 

 An outreach communication officer who was 
responsible for raising awareness on the legal 
aid services.  

 In addition to the management and 
administrative staff.

All legal aid providers possess education, training, 
skills and experience commensurate with the 
nature of their work, including the gravity of the 
offences, and the rights and needs of women, 
children and groups with special needs.
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STATISTICS ON QUANTITY 
AND TYPE OF CASES

I RAQI  HELP  DESKS
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According to the statistics provided by 
the legal help desk, as revealed by the 
electronic records and files of the legal 
aid system: 

 The help desk provided legal 
consultations and advices for around 
386 cases over a period of 10 months; 
this amounts to an average of 32 new 
cases per month. 

 These cases were distributed among -
24 domestic violence cases,
- 25 marginalized and vulnerable
women cases, 

-158 labor cases (employees and
poor citizens), 

-148 personal status and civil cases,
- 25 cases for social groups with
special needs. 

Project “Provision of 
Legal Assistance 
Services in Iraqi 
Justice Palaces–
LHD”

QUANTITY AND 
TYPES OF 
CASES - 1
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QUANTITY AND TYPES OF CASES – 2
PROTECTION OF WOMEN AND GIRL IDP’S IN 

CENTRAL AND SOUTH OF IRAQ” (PWG) - 1

Repartition of Legal Assistance Services and Legal 
Representation Cases by Nature of Cases/Consultations

Nature of 
Cases/Consultations Number

Civil cases 25

Criminal cases 94

Gender-Based Violence 
cases

51

Loss of Document cases 233

Personal Status cases 117

Theft cases -

Fraud cases -

Administrative/Governme
nt Departments cases 

132

Social Assistance cases 33

TOTAL 685

Civil Cases
4%

Criminal Cases 
14%

Gender-
Based 

Violence 
Cases

7%

Loss of 
Document 

Cases
34%

Personal Status 
Cases
17%

Theft Cases
0%

Fraud 
Cases

0%

Administrative/G
overnment 

Departments 
Cases 
19%

Social Assistance 
Cases

5%

Percentage of Services/Cases
by Type of Case 

Civil Cases

Criminal Cases

Gender-Based
Violence Cases

Loss of Document
Cases

Personal Status Cases

Theft Cases

Fraud Cases

Administrative/Govern
ment Departments
Cases
Social Assistance Cases
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QUANTITY AND TYPES OF CASES – 2
PROTECTION OF WOMEN AND GIRL IDP’S IN CENTRAL AND 

SOUTH OF IRAQ” (PWG) - 2

Repartition of Legal Assistance Services and Legal Representation Cases 
by Geographical Areas 

Province/City Number

Baghdad 18

Ninawa/Nineveh 365

Al-Anbar 105

Salaheddine/Saladin 191

Kirkuk 2

Diyala 2

Babylon 1

Al-Kut 1

TOTAL 685

Baghdad 
3%

Ninawa/Ninev
eh

53%Al-Anbar
16%

Salaheddine/S
aladin

28%

Kirkuk
0%

Diyala
0%

Babylon
0%

Al-Kut
0%

 Percentage of Services/Cases
by Areas

Baghdad

Ninawa/Nineveh

Al-Anbar

Salaheddine/Sal
adin
Kirkuk

Diyala

Babylon

Al-Kut
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SUCCESS STORIES & CASES
I RAQI  HELP  DESKS
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SUCCESS STORIES & CASES
PROJECT “PROVISION OF LEGAL ASSISTANCE SERVICES IN JUSTICE 

PALACES– (LHD) - 1

Samples of some of the success stories:  
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SUCCESS STORIES & CASES
PROJECT “PROVISION OF LEGAL ASSISTANCE SERVICES IN JUSTICE 

PALACES– (LHD) - 2

Samples of some of the success stories:  
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SUCCESS STORIES & CASES
PROJECT “PROVISION OF LEGAL ASSISTANCE SERVICES IN JUSTICE 

PALACES– (LHD) - 3
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SUCCESS STORIES & CASES
PROJECT “PROVISION OF LEGAL ASSISTANCE SERVICES IN JUSTICE 

PALACES– (LHD) - 4
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SUCCESS STORIES & CASES
PROJECT “PROVISION OF LEGAL ASSISTANCE SERVICES IN JUSTICE 

PALACES– (LHD) - 5
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SUCCESS STORIES & CASES
PROTECTION OF WOMEN AND GIRL IDP’S IN CENTRAL AND SOUTH OF IRAQ -6 

1- The team of lawyers has provided a woman victim of gender-based violence with the adequate legal 
advise/consultation to file a complaint against her husband. The help desk lawyers have met the woman-
victim. She was mistreated by her husband and suffered from domestic violence, which led to take her to a 
hospital. The help desk team has also helped the woman to take all necessary measures to protect herself in 
order to avoid her exposure again to violence.

2- The help desk lawyers have met a divorced woman victim of domestic violence who was suffering from the 
absence of her children.  Her ex-husband has taken the children by force even though she has the custody in 
her favor. She was afraid to confront her husband and she was not aware about the legal procedure to follow 
in order to get back her children. The lawyers at the help desk have informed her about her rights and 
provided with the needed advise to file a complaint before the court. 

3 - A woman has asked for the assistance of the help desk office in order to inform her whether she can get a 
divorce from her husband or not. Her husband has refused to divorce her despite the fact that he was 
sentenced to death. The project team has provided the women with the needed legal consultation in order 
to get a judgment of divorce from the court.  

4- The team of lawyers has succeeded to inform a woman about her rights to get separated from her 
husband who left her for more than two years. The woman was in belief that she cannot present an official 
request of separation unless her husband is present and approves the separation. The team has provided the 
woman with the needed legal assistance.

5- The lawyers’ help desk have succeeded to provide a woman with the adequate legal consultation 
regarding her rights to get separated from her husband who left her for more than two years. The woman 
believed that she could not present an official request of separation. The team has informed her about her 
right to present a lawsuit and assisted her in following the legal and administrative procedures. 
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SUCCESS STORIES & CASES
PROTECTION OF WOMEN AND GIRL IDP’S IN CENTRAL AND SOUTH OF 

IRAQ -7

6- The project team has noticed that lot of women were subject to theft treat and even to theft actions 
in Najaf area. The help desk lawyers have met several women-victims and have provided them with the 
needed assistance. Th7 team has also succeeded to provide additional security measures to protect 
the IDPs. For this purpose, the team has coordinated with the head of the Appeal Court in Najaf and 
the competent police department. 

7- The lawyers’ help desk have provided the required legal assistance to a divorced woman who was 
afraid and in ignorance about her rights regarding the custody. The team has assisted the woman and 
informed her that she is legally entitled to have a right for the custody of her minor daughter. The team 
has also informed the woman of her right to request a financial compensation and other related rights. 
As a result, the woman may file a lawsuit case before the competent court in order to defend her rights.

8- The project team has positively managed and succeeded to coordinate with the judge of personal 
status in order to facilitate the procedures related to filiation and parental descendant chain cases, 
bearing in mind that such cases are presented by IDPs. In fact, the IDPs cases were collected, gathered 
and received, children were referred to the forensic medicine to fix their ages. It is noteworthy to 
mention that the courts were not accepting to register filiation and parental descendant chain cases; 
however, the project team has succeeded to reinstate the legal individual rights and adjust the 
situation. We consider this course of action by the project team as being an outstanding achievement 
of human rights implementation. 

9- The team of lawyers has succeeded to undertake and complete all the required procedures in order 
to enable many displaced families to return and resettle at their own homes, previously quitted due to 
force majeure/security reasons matters.
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CHALLENGES &  IMPEDIMENTS
I RAQI  HELP  DESKS
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CHALLENGES &  IMPEDIMENTS -1

Some impediments have delayed and halted certain activities of the project. The project team, succeeded in 
most of the times to overcome these impediments and resume the timely, efficient and effective operation

Challenges Risk Mitigation
1- Security  Situation has deteriorated during the project’s 
implementation. Al Kasinzan Camp was bombed several 
times and several IDPs were injured. The United Nations 
High Commissioner for Refugees (UNHCHR) has stated 
that Al Kasinzan Camp is one of the most dangerous and 
risky camps in Iraq.
The emerging bad security situation has created a sense 
of fear among women and has impeded the possibility to 
access the help desk office

The project team has increased and intensified the 
mobile clinics’ work in order to target the refugees and 
IDPs who were unable to access the office premises due 
to the security situation. The project’s lawyers, the social 
worker and the community mobilisers have deployed 
immense efforts and have provided their services as 
mobile teams i.e. they have visited the IDPs tents to 
provide the legal and psycho-social services. 

2- The non-receptiveness of the target groups to the 
activities of the project, especially in view of the existing 
trust crisis between the citizens and the actors of the 
justice system. 

The project team was attentive to this situation and 
addressed it though focusing on raising awareness as a 
basic component of the outreach campaign, whereby it 
introduced the citizens to the legal services of the project 
and focused on their ultimate goal which is increasing 
the access to justice and strengthening the transparency 
of the judiciary

3- The women non-receptiveness to benefit from the 
services:
a large number of refugees and displaced women were 

not aware of their legal rights and/or were unable to 
recourse to court and to afford to pay a lawyer.

An awareness campaign was launched focusing on 
women’s, refugees and IDPs rights, the importance of 
access to justice and the availability of the help desk 
services. The approach of the project’s mobile team has 
encouraged the clients to benefit from the help desk 
services. Tt is noteworthy to highlight that the project’s 
team awareness efforts have led to positive results. 
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Challenges Risk Mitigation

4- The target groups’ reluctance to benefit from the help 
desk because of their proud to ask for free services:
Due to the high self-esteem of many beneficiaries who 

viewed the project’s free services as damaging to their 
person ego, given the closed Iraqi community. A large 
number of displaced women were embarrassed to 
recourse to the help desk services. They were anxious 
and uncomfortable to seek free services.

The outreach campaign stressed the fact that the legal 
services  will be provided with utmost confidentiality 
while respecting the privacy of the recipient and the 
related case. The team has ensured the women’s relief 
while providing the services.  
The professionalism of the team who provided very 
smoothly and discreetly the services has progressively 
eliminated all concerns. 

5- The non-receptiveness and reluctant SGBV survivors to 
expose their real-life stories: Women victims of gender 
based violence, sexual violence, domestic violence or 
even any family related matters refuse to recourse to the 
help desk services. They are hesitant, unwilling and 
reluctant to expose their privacy to public.  

The project team has insisted on the confidentiality and 
privacy of the services. The team has worked very 
smoothly and discreetly and has ensured the women’s 
relief in the aim to gain their confidence

6- Hesitancy of the Iraqi Bar Association to cooperate 
with the project. Such position is believed to have 
resulted from the bar’s misconception that the project 
poses a competition to legal services offered by the Bar 
and the lawyers, and would eventually lead to a 
decrease in the work of many member lawyers

The project team, in cooperation with UNDP-Iraq, has 
exerted all efforts to meet with the representatives of the 
Bar Association in order to emphasize the idea that the 
legal help desk will restrict its services to specific low-
income beneficiaries who cannot afford a private 
lawyer; and thus will refuse to assist any individuals 
whose financial situation allows them to seek private 
representation. The Project team also suggested signing 
an agreement with the Bar Association for mutual 
referrals; this means that any client who is unable to 
afford a private lawyer would be referred to the legal 
help desk by the Bar Association and contrariwise any 
client whose financial situation enables him to afford 
private representation would be referred to a lawyer 
member of the Bar by the legal help desk.
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LESSONS LEARNED & 
RECOMMENDATIONS

I RAQI  HELP  DESKS
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LESSONS LEARNED & RECOMMENDATIONS 
-1-

The project team reached a number of experience-based generalizations 
that can be used for future projects; these are the lessons learned.

1- An effective reform project has to take a comprehensive and long-term perspective in defining 
its objectives and formulating its activities, and thus should set sustainability as a basic priority. This 
can be achieved mainly through capacity-building trainings and technical assistance, as well 
through advocacy and outreach campaigns.

2- Civil society actors play an important role in representing the views of local people and can 
provide analysis and insight into the informal practices of institutions and actors. Thus, engaging 
with CSOs is vital, especially in projects that set outputs at the community level and that aim to 
enhance governance and transparency in the justice service sector. This engagement should be 
done at the initial phases of the project in order to ensure a buy-in that would reflect in the active 
cooperation of the organizations all through.

3- For a reform project to achieve its desirable results, especially in the justice sector, a relaxed 
timeline should be set; i.e. the project activities should be implemented over a lengthy period of 
time and not compressed in one single year in order to leave room for assessment-based 
modifications and adaptations
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LESSONS LEARNED & RECOMMENDATIONS 
-2-

Lessons Learned
4- In post-conflict countries, especially those that still suffer from violence and instability, reform is 
viewed as a luxury. Thus, extra effort should be exerted in order to convince people of the 
importance of reform as, both, a consequence and introduction to security. The key is 
conducting awareness raising campaigns that underline the urgent need for judiciary 
modernization, which should not be mutually exclusive with the demand for security, and that 
introduce various reform initiatives

5- Outreach activities, which have a strong impact on the citizen’s awareness and lead to an 
increase in the number of beneficiaries, always benefit from the recruitment of a media expert as 
part of the project team. When planning an outreach campaign, determining ‘how, when and 
where’ information is to be disseminated is as critical as determining ‘what’ information is to be 
disseminated. Thus, allocating the necessary financial and human resources for media planning, 
purchasing and monitoring generally improves the efficacy of media campaigns. 

6- Communication with stakeholders is the key to success; this communication should start at the 
initial stages of project development. The lack of consultation with key local actors can 
unwittingly create obstacles and challenges during implementation; thus, all stakeholders and 
their opinions should be taken into account in the process of design, implementation and 
assessment
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NUMBER AND FIGURES
1- LEGAL SERVICES (1) 

Service provided during reporting period Total No. Female Male

Legal consultation (once-off meetings with lawyer) 183 179 4

Legal counselling (on-going assistance - counted
per service provided to client/ per problem assisted
with (not per person))
i.e. helping client with divorce = 1, helping client with
ID document = 1.

17 17 -

Overall how many people were helped by legal
consultation and counselling (here count people,
not services)

200 196 4

Case # Type of case Service provided by the help desk

Loss of Document cases Legal consultations and legal counselling

Personal status cases Legal consultations and legal counselling
Criminal cases Legal consultations
Administrative/Government Departments cases Legal consultations

Gender based violence cases Legal consultations

A- IDP camp:

Description of legal cases seen:  
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NUMBER AND FIGURES
1- LEGAL SERVICES (2)

B- Mobile Team:

Description of legal cases seen:

IDP Refugee
Service provided during reporting period Female Male Female Male Total
Legal consultation (once-off meetings with lawyer) 408 - - - 408

Legal counselling (on-going assistance - counted per
service provided to client/ per problem assisted

77 - - - 77

Overall how many people were helped by legal consultation
and counselling (here count people, not services)

485 - - - 485

Type of case Service provided by the help 
desk

Loss of Documents cases Legal consultations and
counselling

Personal status cases Legal consultations and
counselling

Criminal cases Legal consultations
Gender Based Violence
cases

Legal consultations

Administrative/Governm
ent Departments cases

Legal consultations

Social Assistance cases Legal consultations

Service
provided

No. Female Male

Total
consultation

591 587 4

Total
counselling

94 94 -

Cumulative legal service provided since the 
inception of the project (both camps and mobile 
included): 
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NUMBER AND FIGURES
2- PSYCHO-SOCIAL SERVICES

A- IDP camp: Description of psychosocial cases seen

Description of legal cases seen:  Service provided in 
reporting period Total No. Female Male

Psychosocial consultation 73 73 -
Psychosocial follow up - - -
House Visit - - -
Mediation - - -
Other - - -
Total 73 73

Type of case Service provided

Psychosocial consultation Advises, psychological
assistance, social
assistance

B- Mobile Team                                                                                   Description of psychosocial cases seen
IDP

Service provided in reporting 
period Female Male

Psychosocial consultation 25 -
Psychosocial follow up - -
House Visit - -
Mediation - -
Total 25 -

Type of case Service provided

Psychosocial consultation Advises,
psychological
assistance, social
assistance

CUMULATIVE PSYCHOSOCIAL SERVICES PROVIDED SINCE THE INCEPTION OF THE PROJECT (IN BOTH CAMPS AND MOBILE TEAM

Total no. Female Male
98 98 -
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NUMBER AND FIGURES
3- TYPE OF CASES

A- Sexual and Gender Based Violence (SGBV) cases during reporting period:
(note that SGBV includes both sexual and non-sexual violence.)

B- Other (non-SGBV) (specify) during reporting period

Service provided Number
Total Female Male

Legal consultation 49 49 -
Legal counselling 2 2 -
Psycho-social services 43 43 -
Investigative - - -

Service provided
Number

Type of matters   (criminal, documentation, etc.)
Total Female Male

Legal consultation 542 542 4
Civil cases, criminal cases, loss of documents cases, 
personal status cases, and administrative/government 
departments cases

Legal counselling 92 92 -
Civil cases, criminal cases, loss of documents cases, 
personal status cases, and administrative/government 
departments cases

Psycho-social services 55 55 - Advises, psychological assistance, social assistance.

45



NUMBER AND FIGURES
4- BENEFICIARIES

TOTAL NUMBER OF BENEFICIARIES DURING REPORTING PERIOD:

Activity or services Total Female Male How many of these 
were children?

Legal services 685 681 4 -

Psychosocial services 98 98 - -
Investigation - - - -
Flyers, brochures,
booklets disseminated

1180 880 300 -

Other if available
(specify)

- - - -
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