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Abstract  
This research focused on the mechanisms of Hotline in responding to GBV cases in 
Domestic violence. I proceeded with this topic because, despite the Hotline's 
significance and seriousness, not everyone is aware of it, and since both the reported 
and unreported victim counts are rising daily. It used a qualitative approach to gather 
information and conducted interviews with 10 hotline staff members and their 
supervisor. The investigation revealed that the hotline has had set procedures and 
mechanisms for dealing with the cases ever since it was established, and hat the 
employees are graduates of many different institutions and departments. The 
emphasis was on the employees' knowledge and experience when responding to 
victims, as well as the trainings and seminars they attended. The hotline employees 
helped and saved many cases and victims despite the shortcomings and gaps in the 
Hotline. 
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Chapter One 

List of abbreviation 

GBV                             Gender-Based Violence  

DCVAW                      General Directorate of Combating Violence against Women  

UNFPA                        United Nations Population Fund 

IT                                 Information Technology  

GPS                             Global Positioning System  

IDHS                           Illinois Department of Human Services 
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1.1 Introduction 
In the Kurdistan region, a directorate for combating violence has been informed and 
established since 2011 according to the Law and the policies of the government, yet 
cases of violations have been increased. Cases are often documented, but the main 
concern lies in in unreported ones. Focusing on the Hotline to highlight how the 
Directorate of Combating Violence against Women and Family (DCVAW) responds 
to such circumstances is the attempt that I am trying to figure out. Issues and 
difficulties between the employees, the mechanism of the work in the center, and the 
actual situation might also result from the overall lack of social awareness about 
Hotline. The significance of a hotline center in the Kurdish community is likewise 
not well known. Considering how much attention has gone into promoting 
awareness of the Hotline. 

In 2018, the hotline center in Erbil, Sulaymaniyah, and Duhok was financially 
supported by UNFPA1). The family counselor is an essential member of the 
DCVAW. The increase of violation cases and the need to mitigate it were the reason 
for the formation of the Hotline center. Therefore the initiative started with a 24-
hour free hotline to give legal, psychiatric, and social assistance to the rescue of 
violent situations. Employees are not all university graduates, they are either 
specialties or high school graduates, with one being legal and the other being 
psychiatric and social professionals. All employees have been trained as a result of 
the installation of the hotline. 

The General-Directorate for Combating Violence against Women and Families 
establishes the direction for how the center operates. However, It only has one local 
ministry order, and that one created the hotline division at the center and erected a 
memorial for the Family Counseling Centre. Legal and social therapy will be 
provided to survivors who require counseling. Those in danger of being sent to the 
relevant authorities, such as the police station, security, hospital or court, if they have 
a high risk of life, will be sent to the residence of the case. Employees often listen to 
cases first so they can examine them and determine how to assess the cases and to 
where they should be referred.  

In the hotline center, a database of all callers' basic information, the nature of the 
problem, the type of violence perpetrated against them, the perpetrator(s), and the 
                                                             
1 Ministry of Interior: General Directorate of Combating Violence Against Women. 2018 
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geographic location is documented, however, it is permitted to be accessed 
considering the confidentiality of these cases. Additionally, there is no set period of 
time after which the line must be closed, so they can continue speaking as long as 
they like, despite that it is a free line. Although the hotline center operates in 
accordance with instructions, there are occasionally some circumstances that go 
outside of the scope of the government's power, for example, if the attacker is outside 
the country and his identification is not disclosed or known, government 
authorities cannot assist the victim inside the country. 

One of the main challenges for the hotline center was that when it first started, many 
from traditional backgrounds as well as those who are closed-minded had different 
opinions on such facilities due to their beliefs and the social taboos. They often 
contacted the hotline and used abusive language complaining that they are 
sabotaging the community  

This hotline's mission is to lessen domestic abuse, especially violence against 
women. Through this facility, people can contact the hotline to request psychiatric, 
social, and legal help, as well as to demonstrate to them that there are rules and 
regulations on which they can rely.  
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1.2 Research Problem  

On a daily bases, people hear about so many GBV cases, Gender-based violence 
refers to damaging acts done towards a person based on their gender. It is based on 
gender inequity, and misuse of power, and it is a serious violation of human rights, 
and life-threatening, health, and protection issues. Inflicted physical, sexual, 
psychological, and financial harm can be categorized as gender-based violence. 
Female genital mutilation, child marriage, intimate relationship violence, and so-
called "Honor killing" are just a few examples of the numerous forms existed 
violations in Iraq (UNHCR,2022).  

Nevertheless, there are cases that are not reported even with the existence of the 
hotline. One might say that the reason for this is the lack of social awareness, and 
not realizing the existence of such center. Here we can meet the responses of Hotline 
to GBV cases, by using many mechanisms, which can be by providing them the 
legal, social, and psychological support, and counseling as well. While it can also 
cause difficulties and problems between the employees and the whole center, and 
the case itself, because of the lack of social awareness about the hotline, which is the 
main character in this situation2  

The lack of social awareness and not having enough information or even about the 
services and the background of the hotline center can cause real damage which is 
not realizing the importance and the seriousness of such centers and how helpful 
they can be. Furthermore, difficulties and threats against hotline staff can cause 
serious harm due to a lack of knowledge and social awareness in society. Also, not 
understanding the significance of a hotline center in the Kurdish community.  

Not trusting nor relying on the employees who are responsible in responding to the 
cases is also another challenge because the cases think if they call they might not 
find any response, also they might fear disseminating their information in public. 
As well as the limitation of time for the case when they contact the hotline 
employees as they’re afraid to be heard by their families and relatives. 

 

  

                                                             
2 Safin 2022 
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1.3 Research Objective  

This research aims to gain an understanding of the mechanisms of Hotline in 
responding to GBV cases and domestic violations, and I will accomplish this 
aim by meeting the following objectives: 

1. Explaining the mechanisms of Hotline when responding to GBV cases. 
2. To explain the background of the employees and their experiences and to 

make a link between the employees and how well they are trained and how 
effective it is. 

3. To what extent the center is responsive by its employees for reported cases.  
4. How practitioners in the hotline center provide services.  

 

1.4 Research Questions   

 

1. What are the mechanisms of responding to GBV cases (domestic violation)? 
2. What qualifications do employees have who are recruited and are responsible 

to respond to cases? 
3. Do employee practitioners receiving regular training in practicing their 

profession? 
4. What are the reasons that maintain some cases un-reported? 

 

 

  



6 
 

 1.5 Definition of concepts 
 

1.5.1 Response mechanism  

By response mechanism, I mean methods in which practitioners use to 
respond to GBV cases. It is the implementation process that practitioners 
apply on hotline 

 

1.5.2 Hotline 

Collins dictionary defined hotline as follows  “A hotline is a phone line that 
the public can use to contact an organization about a particular subject. 
Hotlines allow people to obtain information from an organization or to give the 
organization information.” (Collins English dictionary)  
Whereas the DCVAW hotline ISIS a phone line number where the public can 
reach a service provider, the person who answers the calls and provides 
counseling and assistance in addition to reporting their situation.  

 

 
 

1.5.3 GBV case 

Gender-based violence against women has been acknowledged as a worldwide 
health and development concern by the United Nations, and various policies, 
public education, and action initiatives aiming at reducing gender-based violence 
have been implemented around the world (Russo and Pirlott, 2006). 

The UNHCR defined GBV as follows “Gender-based violence (GBV) is a 
serious human rights violation and major public health issue.”3  

                                                             
3 (UNHCR, UNHCR Policy on the prevention of, risk mitigation, and response to Gender-
Based Violence (2020).  
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1.5.4 Domestic violence  

A word used to describe the physical, sexual, and emotional abuse of women by 
male partners. Man-made abuse can involve social isolation, intimidation, 
bullying, and demeaning behavior, as well as economic deprivation (Thomas and 
Pierson., 2010. P.178).  
 
There are several terms for domestic violence, including intimate partner abuse, 
family violence, wife pounding, battering, marital abuse, and partner abuse. 
Domestic violence is a pattern of several physical, sexual, and/or psychological 
actions committed by a current or former intimate partner rather than a single act 
(Hornor, 2005, p.206-212).  

  

 
However, in the Law in  Kurdistan region ofIraq defines :  domestic violence is 
any act, remark, or threat of an act based on gender in a family bond formed by 
marriage, blood to the fourth degree, or anyone else who is legally a member of 
the family, which may cause physical harm, sexual harm, psychological pain, or 
deprive a person of their freedom and liberties.4  
 

 

 

                                                             
4 Act No. 8 From 2011: The Act of Combating Domestic Violence in Kurdistan region of Iraq. 
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Chapter Two 

 Literature Review  

In this literature review I will present the mechanisms of Hotline, and demonstrate 
the reality to show the gap or the needs if there was any, as well as showing the 
reason why Hotline have been established. Then worldwide I found some researches 
and articles that argue about the Hotline and what mechanisms they use in general.  

Slem’s research in 1973 entitled ‘Crisis Phone Services: Evaluation of a Hotline 
Program’, showed that a Hotline telephone crisis intervention service was 
investigated in terms of its historical roots as well as its current orientation and 
operation. The hotline was described as a model of a modern community-based 
mental health service staffed by nonprofessionals. The program was evaluated by 
surveying consumers in the target population, analyzing data collected from the 
actual Hotline operation, and examining juvenile court records. Also mentioned that 
an estimated 500 crisis phone services now exist in the United States, and here more 
Hotline was needed. Slem’s research focuses on the direction and operation of a 
Hotline telephone service. It presents a paradigm for assessing such a program. He 
also highlighted that there are three types of phone services available to people 
suffering from mental illnesses. Type I is primarily informative and is regarded to 
be a development of social agency referral systems. Type II systems are found in 
larger multiservice businesses like crisis centers. Suicide Hotline is a type III system 
with no operational or financial ties to any other organization and no face-to-face 
services. By his research explained that the Hotline was established to achieve three 
key objectives. which include assisting callers in resolving general issues with living 
with family members and friends, assisting callers in dealing with immediate crises 
(drug problems, intense anxiety, suicidal thoughts), and serving as a resource for the 
community by providing information about current adolescent problems and 
potential grounds for further community action. For their methodology, they used A 
"Community Awareness Questionnaire" to assess Hotline's effectiveness. 
Respondents were asked to assess a variety of community services, including some 
purposefully obscure services. Questions were arranged so that recall questions 
preceded items requiring recognition and/or ratings (Slem, & Cotler, 1973,P 219). 
In contrast, the hotline in Iraqi Kurdistan was established due to a rise in the number 
of victims of gender-based violence and domestic violence. Moreover, they only 
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offer limited social, legal, and psychological help; in emergency situations, they may 
also direct clients to the hospital, police station, or judge's court, or sometimes they 
only provide some counselling services. Beside that we need Hotlines for several 
reasons, including Immediate assistance, Confidentiality, Information and referral 
and  Support and advocacy. Overall, hotlines play an important role in providing 
support, assistance, and resources to people in need, and can help to connect 
individuals with the help and services they need to overcome challenges and improve 
their lives.  

However, in a Journal of interpersonal violence, under a title of Effectiveness of 
Hotline, Advocacy, Counseling, and Shelter Services for Victims of Domestic 
Violence: A Statewide Evaluation which was first published online on July 2, 2016 
by Bennett, to proved that domestic violence programs for victims of domestic 
violence are an essential component of community-based violence prevention efforts 
(Bennett, 2016). The aim of the project was to collect and analyze one fiscal year's 
worth of data on how well these services served victims of domestic violence. The 
evaluation of these programs is both recent and restricted in scope. Program 
evaluation may necessitate scientific and administrative resources that are beyond 
the capabilities of small, local shelters. Domestic violence agencies offer a variety 
of services to victims of domestic violence, including, crisis phone number, 
guidance, emergency shelter, and advocacy Shelter stays can lessen the frequency 
and intensity of fresh violence, but the outcomes are dependent on whether the 
woman has made major adjustments in her life prior to entering the shelter. Data 
collection and analysis of data from 54 IDHS-funded domestic violence programs 
were carried out by staff at shelters, hotlines, and advocacy groups. Questionnaires 
were put in sealed even clients' sealed envelopes and mailed to the evaluation team 
by designated agency staff. The surveys were distributed by hotline and advocacy 
workers before and after each client's services. Women who received advocacy, 
shelter, a hotline, or counseling services from one of the 54 state-funded domestic 
violence programs in Illinois were eligible to participate in this study. The data 
support the effectiveness of domestic abuse interventions in all five service areas 
studied. The data were self-reported, there were no control groups, and large 
quantities of data were missing at the time of follow-up. By improving the outcome 
measure and employing comparison groups, the assessment of domestic violence 
treatments can be improved. Domestic violence service providers work with women 
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who have suffered much more than physical abuse. The modest effects discovered 
in this assessment of women's abuse programs were to be expected (Bennett & 
Wasco, 2004). The impact of advocacy, support, and counseling on women will 
depend on their individual circumstances and the specific services they receive. 
However, in general, women who receive these types of services may experience a 
range of positive outcomes, such as Improved emotional well-being, Increased 
safety and security, Improved social support and Increased empowerment and self-
efficacy. Furthermore, advocacy, support, and counseling can play a critical role in 
helping women, men and children to heal from trauma, violence and addiction.. etc, 
rebuild their lives, and move forward in a positive direction. 

An article published by Richard P. Kusserow in February 2014 about ‘Essential 
Policies and Procedures for Effective Hotline Programs’, which showed the 
importance of how the hotline employees have to be and the policy of the place. 
Richard focused that hotlines are an important communication route for healthcare 
businesses, and they play an important role in their compliance operations. 
Employees must be aware of and eager to use hotlines for them to be effective. As 
a result, procedures must be made to guarantee that the hotline is run 
professionally and that each contact is treated consistently. Establishing rules and 
processes with defined objectives and standards is one method to guarantee this. It 
is also worth noting that the Office of Inspector General (OIG) of the Department 
of Health and Human Services emphasizes the need of establishing documented 
policies and procedures in their compliance program guidance publications. He 
then discussed a number of hotline-related regulations and processes that help to 
develop and enhance the hotline program. Included that the Hotline Operation 
Policy gives workers more avenues to report any misconduct. Also, Managers and 
employees have a responsibility to disclose any suspected misconduct since failing 
to do so might result to adverse action. As well as the non-retaliation policy forbids 
retaliation against workers who in good faith disclose suspected misconduct or 
concerns, and any employee who does so will face disciplinary action up to and 
including termination. Organizations should have anonymity policy to ensure 
employees can report suspected wrong doing anonymously, fostering a sense of 
security and encouraging more willingness to report.  In addition to this as well 
that those who report issues and want that their identities be kept anonymous shall 
have their confidentially safeguarded under the Confidentiality Policy and 
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Anonymity Policy. The answering procedure should guarantee uniformity, 
accuracy, professionalism, and the secrecy and privacy of callers. The Compliance 
Office and the Human Resources Department are formally connected under the 
Coordination of Effort Policy to share reports and address pressing issues. And in 
his last two points was focusing on that the employees should report problems or 
information in "good faith" if they think it is factual, but misuse of the hotline 
policy should be discouraged. And finally, the Hotline Records Management 
Policy specifies how hotline reports and related materials are received, generated, 
and documented in both electronic and hardcopy modes. A typical document 
management policy dictates which records should be kept or destroyed and for 
how long. Some records must be kept for a specific amount of time (Kusserow, 
2014).  Hotline employees should be trained to handle sensitive situations and 
should have excellent communication skills, including active listening and 
empathy. They should be knowledgeable about the issues or topics that the hotline 
covers and should have the ability to remain calm and professional under pressure. 
In terms of policy, the hotline should have clear guidelines and protocols for 
handling different types of calls or situations, including escalation procedures if 
necessary. Confidentiality and data protection policies should also be in place to 
protect the privacy of callers and their information. Additionally, hotline 
employees should receive ongoing training and support to ensure they are equipped 
to handle the emotional toll that their work can take on them. This includes access 
to counseling or other resources as needed. Overall, the policies and procedures of 
a hotline should prioritize the well-being and safety of callers while also providing 
a supportive and empowering environment for employees. 

While in Kurdistan region Iraq hotline center has been established for the purpose 
of decreasing domestic violence and GBV cases, which are the most common cases 
in Kurdistan. The mechanisms of responding that have been used are either legal, 
psychological or counseling supports. However, for the urgent cases they use other 
methods and take different steps. From the beginning of the establishment of this 
center untill now the rate of connection of cases is increasing year by year. The data 
shows that 189 persons in 2018 had approached the Hotline in Erbil, then raised to 
1,269 persons in 2019, till it reached 3,415 persons by 2021. But in Sulaymaniyah 
the first data shows that it started with 685 persons in 2018, then got the highest rate 
which is 6,686 persons in 2020, then the reached cases decreased to 2950 by 2021 
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which maybe the Covid has affected the reported cases obviously, Domestic 
violence is more likely to occur as a result of COVID-19's conditions, which include 
lockdowns, social isolation strategies, and an increase in calls to Hotlines and 
support agencies. In Duhok in 2018 only 440 persons reached the hotline center, 
then it increased to 4,872 persons in 2019 then again decreased by 2021 to 1,709 
persons. So, these data prove that such Hotline are active in providing legal, 
psychological, and social support. People can rely on the hotline center to keep their 
life safe and trust them enough to share their cases with them. 

Relying on the previous studies and researches it is apparent that each hotline center 
has been established after facing a phenomenon such as mental illness, domestic 
violence, suicide, and GBV cases, etc. As a comparison it can be observed that in 
KRI we only have one official hotline center which is 24 hours 7 days a week works 
to serve for the cases. Meanwhile there are many different categories of the Hotline 
abroad, using different approaches and mechanisms to help the cases.  

The argument that I would like to build is whether the hotline center satisfies the 
needs of the cases by using their specific mechanisms or there should be changes in 
the methods, approaches and mechanisms. As well as the importance of capacity 
building for the employees. Moreover, one might argue that the lack of 
professionality in practicing in the field can also effect on the way of applying the 
mechanisms, they must commit to putting social professionals on the hotline. If we 
are to be realistic, the employees of the hotline, and even all those who reply to the 
case, must hold a scientific profession of social work with a skilled capacity, because 
they have studied and practiced this part to some level and know how to deal with 
the issue in all areas. Also,  the carelessness in the field of technology, IT and the 
communication network is always a major issue. Sometimes the concern is the 
location of some unreachable areas, as many might be out of the network coverage, 
which makes us question the seriousness of the available service as the 
circumstances of the case should be considered if they are under a severe risk or 
threat. . While another point is the lack of enough employees which creates pressure 
on the place and the employee at the same time, then the employee will not be able 
to respond to the case well.  

Although there is hotline center in KRI but still we can indicate that the number of 
GBV cases and domestic violence are increasing. Based on the given data and the 
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explanation for the obstacles and challenges in the hotline center, we can conclude 
that the gap lays in the mechanism itself and the implantation of it.  
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Chapter three 

Methodology  

3.1 Method  

It was preferable for the researcher to choose the qualitative method which is the 
most suitable approach because the ability of qualitative research to produce detailed 
textual descriptions of how people experience a given study subject is one of its 
strengths. Qualitative methods are effective in allowing for in-depth exploration of 
topics, providing valuable and rich insight. Also, noticed remarks during conducting 
open-ended interviews, and written documents are analyzed in qualitative research. 
(Patton, 2005.) 

For collecting the information, a qualitative approach was the best option. 
Therefore, I chose Semi-structured interview method because it was the most 
appropriate method to be used which combines a set of open questions with the 
possibility for the interviewer to go deeper into specific themes or responses. 
Moreover, I decide to choose my samples purposely, the participant should be 
those employees that deal with the GBV cases in the hotline center because they 
know the mechanisms and contact the cases directly, as well as the managers since 
they have the full information about the center and its employees.  

3.2 Sampling and Data Collection   

Hotline consists of 12 employees including the supervisor. Their time hours are 
multiplied to two shifts, the first shift (morning) is from 8:00 am to 3:00 pm. And 
the second shift (evening) is from 3:00 pm to 8:00 am. Throughout the shift, there 
are just two persons present. women in the morning shift and men in the evening 
shift.   Because of their shift timings, I had to visit them at different times for 
interviews. I interviewed two of them via the phone since they were unavailable at 
the hotline due to vacations, while the others I interviewed in person. One of the 
employees did not attend the interview due to personal reasons and a lack of time.  
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Hotline employee’s biography:  

Age Male Female Marital 
statues 

Grade 

32-36 4 4 7 married          
1 single 

4 Bachelor's degree in (Law and 
Politics, Computer science, 
Sociology, International Relations)  
 1 Diploma in (IT)  
 3 (12 grade graduated) 

36-40 3  Married 2 Bachelor’s degree in (Sociology)                               
1 (12 grade graduated) 

 

3.3 Research obstacles 
Each researcher faces different obstacles, depending on the type of research. In this 
research, I faced more than one problem, including the lack of previous research to 
rely on and use as a reference. In addition, I had difficulty accessing official papers 
and data regarding the establishment of the place. Also one of the employees gave 
me wrong information about the place and the employees, the limited access to some 
of the employees who worked in different shifts obliged me to revisit the location 
many times and set different timeline over and over until I was able to conduct my 
interviews. Despite that some of them where very concerned in providing me with 
information.  
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Chapter Four 
4.1 Data analysis  
I came across several significant data and information that need discussion when 
gathering information and questioning the employees in order to obtain information 
and ascertain the facts. Although they all operate in the same space and make use of 
the same processes, there were various points of view. I will try to analyze the data 
using some thematic approaches as following.  

None of the following names exist, they are only used in purpose to help analyze the 
data.  

Academic requirements for practicing in the Hotline 

As it is mentioned in the employee’s biography previously, none of the practitioners 
are certified from social work or any relevant profession. The lack of social work 
graduates or experts causes a invalidity in the process of dealing with and supporting 
the case, because the social worker's approach of thinking differs from the graduates 
of other departments. The social worker is able to think critically and effectively 
using the studies, research, and ideas that they have studied. The way an employee 
from the Faculty of Computer Science and an employee from the Faculty of Social 
Work respond differs depending on their academic, scientific, and practical 
experience. The case will undoubtedly affect the employee's experiences since the 
employee's response to the case will alter the psychology of the case and his life, 
thus it is necessary to have social workers in the field in hotline.   

Capacity building for the staff 

According to the encounter with hotline employees, they receive two trainings each 
year, once every six months, and this training focuses on law, psychology, and social 
support. Employees compile daily reports by entering case information into the 
database, which will be used to generate a monthly report to gather data more 
readily. They also stated that they have a supervisor that assists the hotline personnel 
with the collected cases and holds meetings as needed. However, in general, the 
supervisor does not provide them daily instructions or advise; instead, the 
instructions are only given when the employees require them. 

Lack of skills and acknowledge   
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It was clear from interviewing the employees and gathering and analyzing their 
information that some of the employees lacked strong information or background on 
the mechanisms and alternative methods, which means that if there is an exceptional 
case, there is a high probability that some of the employees won't be able to help the 
case completely or almost completely because, as I previously mentioned, the lack 
of social workers in the field in hotline can effect such exception cases. 
Unprofessionalism can have a significant negative impact on the response to cases 
of gender-based violence (GBV) and domestic violence. Unprofessionalism can 
manifest in various ways, such as inadequate training, lack of empathy or sensitivity, 
failure to follow established procedures, or engaging in behaviors that can re-
traumatize survivors. 

The mechanisms of responding to the cases 

The responses varied somewhat in terms of the mechanisms they use to approach 
the problem. Employees giving different response or inaccurate information casts 
doubt on this claim due to incompetence. As Sara, Ahmed, Karzan, Anna, and 
Marwa described their processes, "Our method consists of three phases, which are 
to introduce ourselves, the location and the services we offer in the second step, and 
then to listen to the case in order to understand their demands in the third step." The 
processes of their work are as follows: first, we introduce ourselves, then we inquire 
about the case's circumstances, and last, we describe our services, which include 
legal, social, and psychological assistance. This is where Mr. Azad and Mr. Yasir's 
answers diverged from the earlier responses. Then we request both general and 
specific information from them, which is then entered into the database. After that, 
we forward it to the proper ministry, center, or organization based on the problem. 
Then, in addition to their supervisor, I questioned two additional employees, and 
they detailed the methods in full and clearly, as follows: (To begin, when people 
contact us, they will receive information about the hotline and services in Arabic and 
Kurdish, and this will be in the waiting time until the staff answers, which is within 
50 seconds. When the employee responds, they identify themselves and ask the case, 
"How can I assist you?" After listening to the case, they explain the services they 
provide; if the case only requires guidance or instruction, the employee can provide 
it; if they require more, they will ask the case for personal and general information, 
enroll it in the database, prepare a report, and send it to people in higher positions 
than them and specialists. Although some staff stated that it is for 40 seconds, we 
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corrected the facts by phoning the helpline and timing the seconds.  The lack of vital 
information or failure to put it in the first place might be seen as neglect or 
unprofessionalism on the part of certain workers. On the other hand, they have a 
number of employees who have comprehensive knowledge and follow the necessary 
actions.  

Mechanism update  

When I questioned whether there had been any changes to the mechanisms since the 
hotline's inception up until this point, I received three different responses, which it 
implies that none of the employees have the same information or knowledge:  he 
first was "no, nothing has changed since the establishment of the place up until now," 
the second was "yes, only one thing has changed, which is the exchange of 
information that is given to the case within 50 seconds," and the third and final 
response was "As a result of the development of this department”. Because people's 
needs and mindset have changed, and since there are more working women and 
educated women now, not modifying or upgrading the processes will result in a gap 
being created. We must now have more organizations and sections, which implies 
more linkages with them and more subject-matter experts. 

Then we addressed the mechanism again in order to obtain more and more accurate 
information. In this we discussed the necessary changes or if they need any change 
in their mechanisms and steps, and the response was divided into two groups: some 
said we do not need any change because it is good as it is, while the second group 
demanded changes from the techniques, which is the lack of a system to locate (GPS) 
the aggressor or abuser. "We need a system that detects the location (GPS) of the 
caller when he phones us or to locate People who threaten victims through social 
media by using phony identities," each of Sara, Adam, Yasir, Amir, Marwa and Zana  
stated. They also advocated advancements in the place and develop it. The question 
about the employee's opinion on the positive changes needed for the hotline provided 
me with answers, but it also generated more questions, and from the answers they 
provided, they explained the changes they require, according to Azad, Adam, Zana, 
and Karzan, they demanded to attend more seminars and training for development 
and to provide their best. At the same time, Mr. Adam had other claims and 
proposals, such as offering more special services to our families, i.e. the families of 
the employees, as he indicated, and saying that other governments provide complete 
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support and services to hotline workers, as well as health insurance. They also 
requested increased emphasis and attention on social media platforms in order to 
raise awareness. Some even wanted the presence of a dedicated team to work on the 
GPS, while others agreed to create another hotline in the affected areas and 
communities. They also requested that the Ministry of Culture create a collaboration 
program on media and publications, the majority of which are uncensored. Also, to 
work on fixing their line because some cases are unable to contact them due to a 
poor connection. "There must be a complete system according to all agencies and 
ministries, i.e. the same number of contacts for all of them," one of the employees 
said. 

The gaps in the mechanisms  

When people want to change, there must be a gap, which some workers noted, and 
we have previously addressed one of them, which is the need for a system to discover 
places (GPS) s readily and quickly as feasible. Then Mr. Azad, Adam, and Mr. Yasir  
remarked that there is pressure on the staff, which he meant that they have a limited 
number of employees while there are many instances, therefore they need something 
to help and support them mentally. Then Azad, Anna and Zana stated that there are 
some difficulties with the calling lines and connections, particularly with Korek 
Telecom5they stated that some cases wanted to call us but were unable to reach us. 
This link can be a severe issue, since what if someone's life was in danger and they 
tried to phone the hotline but couldn't get through? How about them? Following that, 
Mr. Azad noted that there is a gap between their social media platform and general 
sharing awareness, which they need to focus on more in order to be recognized to 
more people. 

IT support from the administrative part  

When there is a chance of a serious situation at a time when the line may not operate 
or there is a defect in the communication network, the lack of efficiency or speed in 
fixing the malfunction and maintenance in the area endangers the lives of people. As 
the workers made clear, they repeatedly urged for the communication network to be 
fixed. They also sought the appearance of a whole team with expertise in computers 

                                                             
5 Korek Telecom is an Iraqi Kurdish mobile phone operator company in Erbil, Kurdistan Region.  
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to determine the victim's address, as soon as they phoned the hotline, by which they 
meant the GPS specialist.  

The mechanism effectiveness on the cases  

All the employees agreed that the hotline is very important for the citizen and they 
get to benefit from it one of the interviewees mentioned that “we have saved many 
lives, because when they call us they just need someone to talk to, so when they do 
with us they calm down and forget about all the bad thought just like suicide for 
example. The other good thing about here is that people feel more relaxed to express 
their feelings because it’s not face-to-face.”  

 

The collaboration and relationships with other relevant institutions  

We reached a conclusion after discussing their collaboration and communication 
with other ministries, governmental and non-governmental organizations, and 
departments, which is that they must maintain continuous relations with all 
Ministries of Interior and Foreign Affairs, the most important of which are the police 
and security forces, as well as the Ministry of Health. Furthermore, they have 
excellent relationships with organizations, the most significant coordination is 
UNFPA, which provides moral support to all staff as well as lectures, trainings, and 
workshops.  

 respondents highlighted the collaboration saying that: "The organizations send 
cases to us when they require our assistance, and at the same time they give seminars, 
trainings, workshops, and psychological support to the staff, as well as attorneys, 
psychological counselors, and social workers when we need them.  When the police 
and security forces are unable to access a case or when a case requires immediate 
assistance due to their critical circumstances, the security forces dispatch a 
detachment to bring or rescue the case. Hospitals and the Ministry of Health assist 
us by preparing medical reports for instances that require them to be sent to court or 
for inquiry. Also, when there are patients in the hospital who need to speak with 
someone, they phone the hotline. They also have links with the Ministry of Labor 
and Social Affairs, which sends women to shelters where they are safeguarded. 
However, depending on the situations, the obligations and contributions to each 
other might be adjusted.”  (Adam, male. 34 years old.). 
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Types of cases  

Then we had a comprehensive talk regarding the nature of the situations, all the 
employees agreed and mentioned the same points which are as follows "we have 
many various sorts of cases some of them only requires some instructions or 
counselling while some others are sever instances which demands an instant 
response. Those who are subjected to rape, assault, or abuse, as well as those who 
are imprisoned at home, require prompt assistance. As well as youngsters who are 
victims of street violence and are homeless."  

Some others also stated that they have seen several situations of persons who did not 
have Iraqi ID, and that they utilize the same process as Iraqis. However, in some 
severe cases, we must contact the ambassador of the country from which the non-
Iraqi citizen came from outside Iraq, or we must send urgent warnings to the nearest 
embassy or consulate, and vice versa, in some cases, the embassy or ambassador 
contacts us to send help to the non-Iraqi citizen. 

Reasons of the increasing number of cases  

Regarding the factors that might cause the increase of the GBV cases despite the 
existence of the hotline, one of the respondents said: "Family awareness in general 
and women awareness in particular have been reasons for issues, and today women 
are demanding greater rights and not taking insults. Through the fictitious account, 
social media abuse and girl deception have also risen, and one of the most significant 
aspects of the issue is that economic instability has become a concern for families.”   

Covid-19 and the increase number of the case   

The findings showed that between 2019 and 2021, the number of cases during the 
Corona epidemic increased from 3,474 to 5,220. The COVID-19 pandemic and the 
measures taken to control its spread have created conditions that can increase the 
risk of domestic violence. The pandemic has resulted in increased stress, financial 
insecurity, and social isolation, all of which can exacerbate pre-existing tensions and 
contribute to an increase in domestic violence incidents. Additionally, lockdowns 
and social distancing measures have made it difficult for victims of domestic 
violence to access support services and escape abusive situations. Similarly, some 
countries reported a significant increase in calls to helplines and support services 
related to domestic violence. However, it is important to note that COVID-19 is not 
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the cause of domestic violence. Rather, it has created conditions that make it more 
likely for incidents to occur. Domestic violence is a complex and pervasive issue 
that existed long before the pandemic and will require sustained efforts to address it. 
Here, it is the responsibility of the media and the government to constantly raise 
knowledge of the hotline's existence and how it can assist people 24/7 via social 
media platforms. 

The most frequent incident was the posting of images on social media, which 
increased significantly in frequency from 237 in 2020 to 931 in 2021 and resulted in 
either the victim's suicide or her relatives threatening cases lives. The second most 
common crime was domestic violence, which had 232 occurrences in 2020 and 718 
cases in 2021.   

Moreover, there are many other cases that should also be taken into consideration. 
From the perspective of the increase in cases and their abundance, we can say that it 
is good that there are those who report, that is, to inform the victim about their cases. 
Since we know that the hotline is trusted through well, the victim reports and the 
community as a whole is more aware of the severity of the circumstance as well as 
their rights and the protection of their lives.  

From a different perspective, we may argue that despite the advancement and 
openness of our society. it is regrettable to witness so many victims and challenging 
circumstances. Despite widespread awareness campaigns, the presence of hotlines 
like the one mentioned above, and other resources, violence and threats persist to 
this day. These numbers only include the depressing cases that were reported; 
however, if you include the cases that were not reported, you can safely assume that 
there are many more.  
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4.2 Findings  
Using a series of questions, this study sought to examine how Hotline respond to 
cases of domestic violence with GBV. I conducted interviews as my primary 
technique of data collection, and I was able to get answers to every question I had. 
According to the interviews I've conducted on the mechanisms of responding to the 
cases, the mechanisms were outlined. The case will receive information about the 
hotline and the services in Arabic and Kurdish when they contact them, and this will 
happen while they wait for employees to respond, which takes around 50 seconds. 
The employee introduces themselves and inquires, "How may I serve you?" when 
the customer answers. After hearing the case, they describe the services they offer; 
if the case only needs direction or instruction, the employee can give it; if more is 
needed, they will ask the case for personal and general information, enter it in the 
database, create a report, and send it to specialists in positions of authority higher 
than them. 

Interviews with the employees revealed that the majority of them had university 
degrees, with only 4 of the employees having simply received their high school 
diplomas. They didn't have any graduates of social work as far as their major was 
concerned; instead, they had graduates of sociology, IT, or international relations. 

In accordance with the hotline employees I have interviewed, they had trainings and 
seminars before beginning their jobs to help them comprehend and know how to 
handle and respond to the cases. Also, they attend twice a year, or every six months, 
training sessions with an emphasis on social, psychological, and legal support. 

From the start of the hotline's inception till today, there have been a variety of 
reasons why individuals haven't reported their situations since at first, neither the 
public nor society were aware of its existence. A place like the hotline was also 
regarded as taboo and embarrassing for society, particularly Kurdish society, which 
is seen as patriarchal and adheres to ancient customs and ideas, even when they are 
unjust toward women. Another issue is that individuals lack faith in the 
establishment and its personnel, wondering how a stranger could possibly assist 
them when they are inside their homes.  However, as time has gone on and more 
people have become aware of hotline, along with the work of numerous seminars in 
the ministries of education and elsewhere, the reasons for not reporting their cases 
have changed. One of these reasons is that people are skeptical of the location in that 
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they do not comprehend or recognize its significance and seriousness, or the benefits 
that the hotline can provide Due to the aggressor's presence at the victim's house or 
close by, most incidents do not afford the victim the time or chance to phone the 
hotline. Add to this the fact that in isolated and poor areas there is no hotline.  

Consequently, the causes differ according on the time, place, and the type of 
instance. Moreover, regardless of how much awareness is raised, there will always 
be a void within a certain population.  

 

 

 

 



25 
 

Chapter Five  

5.1 conclusion  
I reached these conclusions based on my research, which revealed that only a few 
details of the mechanisms have changed but not been updated regularly. Also, 
hotline staff members are not social workers, which may have an adverse effect 
on the effectiveness of their responses and their ability to offer aid. However, 
some employees lack the knowledge and skills necessary to handle severe 
instances because they don’t hold a profession degree that will enable them to 
practice properly. The trainings, workshops, and seminars in which the staff have 
attended so far, as well as their expertise and experience in responding to victims, 
are additional factors to be taken into account. Another point to be considered is 
and the is the existing needs and gaps that have not been appropriately addressed; 
as a result, the case’s need won't be met in whatsoever situation. We may also 
claim that some citizens and the tribal individual have an imprint of shame on the 
Hotline, and count hotline as taboo which prevents some from accepting the place 
and its services which shows the negative influence of the cultural aspect and the 
social norms. Despite all of this, the hotline workers were nevertheless able to 
assist many people, rescue many victims, prevent suicide attempts among 
teenagers and young adults, etc. In addition to divorce problem remedies, and 
share awareness on how individuals should be aware of the several ways that a 
person can defend themselves. 
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5.2 recommendation   

In light of the findings, the research makes the following recommendations: 

1. The first and most important point is to incorporate employees of Department 
of Social Work graduates to Hotline. 

2. Then there is a whole team of computer professionals to discover the victim's 
or aggressor's address. 

3. In addition, staff receiving ongoing qualified trainings, workshops, and 
seminars, not just twice a year to raise their capacity 

4. Repair and ongoing maintenance on communication networks due to the 
existence of ongoing communication line difficulties 

5. Increased emphasis on social networking platforms and promoting awareness 
via websites 

6. Spreading more awareness and holding seminars about the presence and 
significance of the hotline in all schools, colleges, and other institutions as 
well as in all private and public sectors. 

7. Focusing on the financial and psychological demands of employees 
8. Increasing the workforce since they are few in number 
9. The expansion of locations such as the Hotline, particularly in isolated and 

undeveloped regions. 
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Appendix (2)- DCVAW Respond to College Support Letter  

 

 



33 
 

Appendix (3)- Consent Form  

 



34 
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