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1. WINTER ASSISTANCE ELIGIBILITY 

 

1. Who is eligible for winter cash assistance? 

Cash assistance for winter is provided by UNHCR and other humanitarian organizations to assist 

economically vulnerable refugee families during winter months to overcome seasonal strains.  

 

‘Economic vulnerability’ means that you are unable to cover your basic household needs, such as 

food, health and rent, among other things. Vulnerabilities can be caused by various factors, 

including medical conditions, disabilities, being a victim of violence and exploitation or others 

circumstances that could lead to an economic vulnerability. 

 

Currently, there are a large number of refugee families who are in an economically vulnerable 

situation. However, due to resource constraints, UNHCR and other humanitarian organizations 

are only capable of assisting a limited number of families. Therefore, UNHCR and other 

organizations are assisting people who are assessed to be most in need of financial support. 

 

The decision regarding your eligibility for winter assistance does not affect your access to other 

forms of assistance, and your registration with UNHCR. Other assistance is still available to those 

who are most in need including: health care at reduced cost, educational support, psycho-social 

support, shelter support, and legal assistance.  

http://www.refugees-lebanon.org/
http://www.refugees-lebanon.org/
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2. I receive cash assistance from UNHCR, why am I not receiving winter assistance like last 

year? 

Unfortunately, if you already receive cash assistance from UNHCR or from another humanitarian 

agency you will not receive winter assistance this year due to limited financial resources. UNHCR 

will give priority to those families who currently do not receive cash assistance from UNHCR or 

partners. The cash assistance you already receive from UNHCR will not be affected. 

 

3. I was discontinued from cash assistance in September 2017. Am I eligible for winter cash 

assistance? 

If you are not currently receiving cash assistance you may be eligible to receive winter cash 

assistance. This will be determined upon by your economic vulnerability. UNHCR can only support 

the most economically vulnerable families (see Question 1). If you are eligible for winter cash 

assistance you will be notified by SMS with instructions on how to access the assistance. If you do 

not receive the SMS please contact the call centre on: 01-594250.  

 

4. Why have I never received winter cash assistance? When and how can I be considered?  

Humanitarian organizations are only able to provide winter cash assistance to a limited number of 

families for a limited period of time. You may not be eligible for winter cash assistance due to 

various factors  (see Question 1), including the fact that you are already receiving or will receive 

cash assistance from UNHCR or another agency as of November 2017.  

 

We acknowledge that many families are in an economically vulnerable situation which is not 

substantially different from those receiving financial help; however we are prioritizing the winter 

cash assistance to those families who are most in need and are not receiving regular cash 

assistance from humanitarian actors. Based on a survey conducted after the winter assistance 

campaign in 2016, many of the refugees interviewed expressed that winter assistance should be 

given to those families who did not receive any kind of regular cash assistance.  

 

The decision regarding your eligibility for winter cash assistance does not affect your access to 

other forms of assistance or your registration with UNHCR. If you do not receive winter cash 

assistance, this does not mean that your UNHCR certificate (if available) will be 

cancelled/inactivated. 

 

2. AMOUNTS AND DATES 

 

5. How many refugee families will receive winter cash assistance and when?  

138,000 refugee families will receive winter cash assistance from UNHCR between November and 

December this year, pending physical validation and card distribution. 
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6. How much will I receive, when and how?   

UNHCR will provide a one-off upload of USD 225 (approx. 340,000 LBP) to support refugee 

families during the winter season.  

 

In case you have been selected, you will be notified by UNHCR by SMS. The assistance will be 

provided in cash through the Red Card in November or December. If you do not have a Red Card, 

you will receive an SMS from UNHCR advising you when and where to receive it. Please present 

yourself at the location and time indicated in the SMS. 

 

In previous years, winter cash assistance uploads were made every month from November-March 

but at the moment this cannot be confirmed for 2017-2018. Please note that because of limited 

resources there are no further confirmed uploads planned after the one-off upload in November 

or December and families need to plan winter expenses accordingly.   

 

If you have changed your telephone number please contact the call centre on 01-594250 as soon 

as possible. 

 

7. I heard about some families that were receiving a different amount than USD 225, why is 

there a difference? 

UNHCR and partner organizations are providing winter cash assistance based on their available 

resources therefore amounts and duration of assistance might vary.  

 

8. I heard that some families also receive items to help them during the winter, instead of 

receiving support through the Red Card. Is this is correct? 

Yes, this is possible. Depending on the needs of those found to be eligible, refugees will receive 

winter assistance in cash through the Red Card or specific items in kind from other humanitarian 

agencies. In some cases, depending on the needs, some refugees may receive both.  

 

3. SMS AND UPLOADS ON THE RED CARD 

 

9. How do I know if I will receive cash assistance for winter?  

If you are found to be eligible to receive cash assistance for winter, you will receive an SMS from 

UNHCR with instructions on when and where to go for validation (if you have an active Red Card) 

or to receive a card (if you do not have a Red Card). 

 

10. Will I receive any additional uploads of winter assistance in 2017 or 2018? 

We cannot confirm more uploads of winter cash assistance to your Red Card for the winter 

season 2017/2018.  
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The decision regarding the transfers of winter assistance does not affect your access to other 

forms of assistance. Other forms of assistance remains available to those who are most in need 

and eligible for this assistance including: health care at reduced cost, educational support, 

psycho-social support, shelter support, and legal assistance. 

 

11. How long do I have to withdraw my cash assistance from the bank?  

You will be able to withdraw your monthly assistance within a period of three months only 

(November, December and January) after the assistance has been uploaded to your Red Card. 

After this, any remaining amount you have received from UNHCR, which has not been withdrawn, 

will be removed from your account. 

 

12. I have received a message that I am eligible, but did not receive a message that I received 

the uploads, what do I do? 

If you recently changed your phone number, please contact the call centre on 01-594250 

immediately to provide your new number. In case you are sharing your phone with others, it may 

also be that your friend/family member did not inform you about the message. Please make sure 

to check the messages received in your phone regularly.  

 

If you have any questions on your eligibility for winter assistance you can call the call centre for 

winter and cash assistance: 01-594250 

 

13. What SMS will I receive from UNHCR?  

UNHCR will send SMS depending on your situation: 

 

 To all families that are eligible for winter assistance 

File case number (or recorded number) You have been selected to receive winter 

assistance from UNHCR on the Red Card. You will soon receive an SMS with instructions on 

what to do in order to receive the assistance. Please note that it could take more than 3 

weeks to receive the assistance on the Red Card. For information call 01594250 Monday 

to Friday 8 am until 8 pm. 

This means that you will receive another SMS after this one, please carefully read the 

instructions in the SMS to receive the winter assistance.  

 To those families who will be invited for a physical validation  

File case number (or recorded number) Please approach (location) on (date) at (time) for 

physical validation to receive winter assistance. Please come with your UN paper (or 

barcode) and Red Card (if available). Only an adult person is required in this process. If you 

will not attend the validation, you will not receive the assistance. For information call 

(UNHCR hotline in the field).  
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 To those families who will not need physical validation 

File case number (or recorded number) Today you have received winter assistance on your 

Red Card for the winter period in one upload only. No further winter assistance will be 

uploaded on the Red Card. You can go to any Bank cash machine and use the Card to 

collect the assistance. Please check the SMS received from the bank for confirmation of 

the assistance.  For information call 01594250 Monday to Friday 8 am until 8 pm. 

 

 To those who have no Red Card, you will be receiving instructions to know where and 

when you can receive the Red Card.  

UNHCR would like to invite certificate holder (xxx-xxCxxxxx) to receive the Red Card for 
winter assistance. Please come to (location/time) with your UN paper. Only an adult 
member is required in this process. 

 

14. I received the SMS but I do not understand the instructions, can I call or approach UNHCR? 

Yes, for questions related to winter and cash assistance you can call the call centre at 01-594250.  

You can also go to any UNHCR Office, but you will get the information faster if you call the call 

centre at 01-594250.  

 

15. I received the SMS but I do not understand the instructions, can I ask support from other 

refugees or from refugee volunteers supporting UNHCR? 

If you do not understand the instructions, you may wish to ask a neighbour, friend or family 

member to help you understand the SMS sent to you by UNHCR. You can approach a refugee 

volunteer supporting UNHCR as they can also help. Please remember that the secret PIN of your 

Red Card is confidential; please do not share it with others.  

 

16. I tried to withdraw money, but the ATM swallowed my card/I lost my card/I forgot my pin 

code. What do I do? 

If you have any problems with your Red Card, please contact the BLF bank at 01-242477 / 03-

242477 or the call centre at 01-594250 (see section 6). 

4. OTHER 

 

17. Is the reduced winter cash assistance in 2017 an indication that refugees should or can 

return to Syria?  

No, the level of winter cash assistance is not connected to return to Syria.  

UNHCR respects the choice of refugees, whatever the choice may be. This should be based on 

individual circumstances. UNHCR is not organizing or having specific programmes for returns to 

Syria at this stage because, with the rest of the UN, UNHCR believes that conditions for refugees 

to return in safety and dignity are not yet in place in Syria the sustainability of security 

improvements in many areas remaining uncertain. Meanwhile, UNHCR continues to work with 
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the Government of Lebanon to advocate for continued hospitality and protection for Syrian 

refugees until return becomes possible for most.  
 

For more information on UNHCR’s position on returns, please see the related UNHCR Q&A on 

returns to Syria that you can find here https://www.refugees-lebanon.org/en/news/178/qa-on-

returns-to-syria 

 

18. I am not registered with UNHCR, can I benefit from winter cash assistance?  

If you have never approached UNHCR, you are encouraged to approach the Reception Centers to 

record share your basic family information. Although you will not be eligible this year for winter 

assistance, you may be eligible for other forms of assistance. 

 

5. WINTER ASSISTANCE FOR REFUGEES IN ARSAL 

 

19. I live in Arsal, will I receive any seasonal cash assistance? 

UNHCR will provide a one-off amount of USD 225 (approx. 340,000 LBP) to support refugee 

families in Arsal during the winter season. The winter assistance will be uploaded to the Red Card 

but can only be used to purchase fuel in selected petrol stations in Arsal (see below for locations 

and working hours). Please note that the winter assistance cannot be used for other purposes 

than purchasing fuel and that you cannot withdraw the winter assistance as cash from ATM 

machines.  

 

You do not have to use the entire amount at once but you can make multiple purchases of fuel. 
Whenever you redeem the assistance you will receive a receipt indicating your remaining balance 
so that you can easily keep track of your purchases. Please have this in mind so that you can avoid 
having to que when redeeming the assistance. The winter assistance funds will have to be used 
within a three-month period however.   
 

When you go to purchase the fuel please bring your own container as no containers will be 

provided by the petrol stations.  

 

The petrol stations are where you can use the assistance are: 

 Al Bedya Salam, open seven days a week from 06.00 to 23.00  

 Al Bedya Wadi Ata, open seven days a week from 06.00 to 23.00 
 
 

20. How many refugees in Arsal will receive winter assistance?  

Some 3,000 economically vulnerable refugee families in Arsal will receive winter assistance.  

If you receive other kinds of cash assistance from UNHCR or any humanitarian organization you 

will unfortunately not be eligible for winter assistance.  

 

https://www.refugees-lebanon.org/en/news/178/qa-on-returns-to-syria
https://www.refugees-lebanon.org/en/news/178/qa-on-returns-to-syria
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In case you have been selected, you will be notified by UNHCR by SMS. The assistance will be 

provided through the Red Card in November or December. If you do not have a Red Card, you will 

receive an SMS from UNHCR telling you where and when to receive it. Please present yourself at 

time and location indicated in the SMS. If you have changed your telephone number please 

contact the call centre on 01-594250 as soon as possible. 

 

For more information, you can also contact the UNHCR hotline in Bekaa: 76-611811 (Monday to 

Friday 8:30 – 16:00). 

 

21. What SMS will I receive? 

1. The first to confirm that you are eligible for winter assistance and that you can use 

the Red Card in selected patrol stations to purchase fuel. The message is as below: 

(File case number (or recorded number) You have been selected to receive winter assistance from 

UNHCR on the Red Card. You can now use the card at selected petrol stations to purchase fuel in 

Arsal only. Wait for the next SMS with names of the petrol stations where you can use the card. 

The assistance is only to purchase fuel and you cannot withdraw it as cash from any ATM 

machine. For information call 01-594250 Monday to Friday 8 am until 8 pm.   

2. The second SMS will be sent immediately after the previous SMS with the details of 

the petrol stations. The message is as below: 
 

(File case number xxx-xxCxxxxx) You can collect your winter assistance at the following petrol 

stations: Al Bedya Salam (open 7 days a week from 06.00-23.00) and Al Bedya Wadi Ata (open 7 

days a week from 06.00-23.00).  

 

22. Tips on how to safely handle and store heating fuel 

Please remember that the fuel for heating that you will get at the gas stations is a highly 

flammable liquid and therefore can be dangerous, so always use caution. This means they can 

easily start a fire that could destroy your property. 

 

Very Important: 

 Never smoke anywhere near where fuel is stored or handled, especially at the pump. 

 Fuel can be dangerous if not stored properly. It should only be stored when absolutely 

necessary in an appropriate container. 

 Keep fuel containers tightly sealed and handle them gently to avoid spills  

 Store fuel at room temperature, away from potential heat sources such as the sun, a hot 

water heater, a space heater or a furnace  

 Store fuel in a detached shed or garage 

 Keep children away from the fuel at all times 
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6. CONTACTS AND INFORMATION ON HOW TO REPORT ISSUES RELATED TO THE 

RED CARD AND/OR THE PIN NUMBER 

 

To report issues related to your Red Card and/or PIN number, you can only call 2 numbers: 

 

1: The Bank Libano-Francaise (BLF) at 01 24 24 77 or 03 24 24 77, available 24/7. 

2: The UNHCR/WFP Call Center 01 59 42 50, Monday to Friday 8 am until 8 pm (The operating 

hours of the call center may change. If this will happen we will inform you by SMS) 

o If your Red Card is lost or stolen please immediately call either BLF 01 24 24 77 or 03 24 
24 77 or UNHCR/WFP Call Center 01 59 42 50.Your Red Card will be stopped 
immediately.  

There is no need to call both phone numbers, either one or the other will be enough to stop 

the card and re-issue a new one.  

o If the PIN number of your Red Card is forgotten, lost or stolen please immediately call BLF 

01 24 24 77 or 03 24 24 77. 
 

o If your Red Card was retained by a cash machine 

         If the card was retained by a cash machine of a BLF bank, immediately call BLF 01 24 24 

77 or 03 24 24 77.  

 

You can also attempt to approach the BLF branch to ask about the retained card, but if you 

are not successful in retrieving your card then call BLF 01 24 24 77 or 03 24 24 77.  

         If the card was retained by a non BLF bank, call BLF 01 24 24 77 or 03 24 24 77 or 

UNHCR/WFP Call Center 01 59 42 50 and report your card as lost. 

VERY IMPORTANT 

o After calling either Option 1 or 2 depending on the scenarios above, your card and/or 

PIN number will be re-issued and you will receive an SMS within 2 months (60 days). 

Please wait for the SMS; and if an SMS is not received after 2 months, call 

UNHCR/WFP Call Center 01 59 42 50.  

 

Please WAIT until you receive an SMS that will tell you when and where to go to 

collect the new Red Card and/or PIN number. There is no need to approach the 

UNHCR reception centers or call any other hotline for card related issues. The cash 

assistance will not be removed from your card while you are waiting for the new card, 

and as soon as you receive the new card the assistance will be available to you again. 

 

o If you changed your phone number or your address, call UNHCR/WFP Call Center 01 

59 42 50 to update your contact details, or you will not receive the SMS. 
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Annex 

7. UPDATES AS OF DECEMBER 2017 

 

23. I receive monthly cash assistance and I was previously informed that I would not be receiving winter 
assistance like last year. I got an SMS saying that I have now received winter assistance from UNHCR 
on my Red Card. What does this mean? 

Additional funding was made available to UNHCR. UNHCR is now able to support those families who receive 
regular cash assistance in addition to those families who were previously prioritised for winter assistance. 
This will not affect your monthly cash assistance.  

 

24. How much will I receive, when and how?   

UNHCR will provide a one-off upload of USD 225 (approx. 340,000 LBP). You will be notified by UNHCR by 

SMS. The assistance will be uploaded on the Red Card in December.  

 

25. I heard about other families receiving USD 375 instead of USD 225. Why am I only receiving 

USD 225?  

There are two different winter assistance packages this year; USD 225 and USD 375. All families that receive 

monthly assistance uploads of 260,000 LBP to their Red Card will receive USD 225 as winter assistance, 

whereas families that do not benefit from regular assistance will receive USD 375 as winter assistance. The 

difference is because UNHCR gives priority to those families who currently do not receive cash assistance 

from UNHCR or partners in the winter assistance programme. The cash assistance you already receive from 

UNHCR will not be affected. 

  

26. I received the SMS but I do not understand it, can I call or approach UNHCR? 

Yes, for questions related to winter and cash assistance you can call the call centre at 01-594250.  

You can also go to any UNHCR Office, but you will get the information faster if you call the call centre at 01-

594250.  

 

27. I have not received monthly assistance of 260,000 LBP before December so why am I 

receiving only USD 225 and not USD 375? 

You were included in WFP programme to receive assistance on the Red Card as of December. Therefore, 

you are now eligible for the winter assistance package of USD 225 and no longer for the winter assistance 

package of USD 375.  

28. I got an SMS saying that I received an additional upload of winter assistance on my Red Card. Is this 

correct? 

Yes, additional funding was made available to UNHCR. UNHCR is now able to provide more winter support 

in addition to what you have already received. This is provided in one additional upload to your Red Card.  
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29. How much will I receive in addition to what I have already received? 

You will receive an additional amount of USD 150. This will make the total that you receive for winter 

assistance from UNHCR USD 375.  

 

30. I heard that some families received a higher amount of winter assistance, USD 375 instead of 

USD 225. Why is this?  

This is because they had not yet received any winter assistance for this year and therefore the entire 

amount was uploaded to their Red Card at once. All families who are receiving winter assistance from 

UNHCR will get the total amount of USD 375. If you did not already receive the additional upload, please 

wait for SMS that you should be receiving in the coming days. For any questions please call the call centre 

at 01-594250.   

 

31. I received the SMS but I do not understand it, can I call or approach UNHCR? 

Yes, for questions related to winter and cash assistance you can call the call centre at 01-594250.  

You can also go to any UNHCR Office, but you will get the information faster if you call the call centre at 01-

594250.  

 

WINTER ASSISTANCE FOR REFUGEES IN ARSAL 

 

32. I got an SMS saying that I received an additional upload of winter assistance on my Red Card. Is this 

correct? 

Yes, additional funding was made available to UNHCR. UNHCR is now able to provide more winter support 

in addition to what you have already received. This is provided in one additional upload to your Red Card 

and can only be used to purchase fuel in selected petrol stations in Arsal. Please note that the winter 

assistance cannot be withdrawn as cash from ATM machines.  

 

33. I hears that some families in Arsal can collect their winter assistance as cash in the ATMs. 

Why can I only use the winter assistance at petrol stations to buy fuel? 

Some families in Arsal are already receiving regular cash assistance that they can redeem at ATMs. 

Therefore they are also able to redeem their winter assistance at ATMs.  

 

34. How much will I receive in addition to what I have already received? 

You will receive an additional amount of USD 150. This will make the total that you receive for winter 

assistance USD 375.  

 

35. I received the SMS but I do not understand it, can I call or approach UNHCR? 

Yes, for questions related to winter and cash assistance you can call the call centre at 01-594250.  
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You can also go to any UNHCR Office, but you will get the information faster if you call the call centre at 01-

594250.  

 

36. I got an SMS from ICRC saying that I will receive winter assistance. What does this mean 

ICRC will provide a one-off amount of USD 225 (approx. 340,000 LBP) to support refugee families in Arsal 

during the winter season. The winter assistance will be uploaded to the Red Card but can only be used to 

purchase fuel in selected petrol stations in Arsal (see below for locations and working hours). Please note 

that the winter assistance cannot be used for other purposes than purchasing fuel and that you cannot 

withdraw the winter assistance as cash from ATM machines.  

You do not have to use the entire amount at once but you can make multiple purchases of fuel. Please have 

this in mind so that you can avoid having to que when redeeming the assistance. The winter assistance 

funds will have to be used within a three-month period however.   

When you go to purchase the fuel please bring your own container as no containers will be provided by the 

petrol stations.  

The petrol stations are where you can use the assistance are: 

 Al Bedya Salam, open seven days a week from 06.00 to 23.00  

 Al Bedya Wadi Ata, open seven days a week from 06.00 to 23.00 

 

37. How many families in Arsal will receive assistance form ICRC? 

1300 families will receive the winter assistance from ICRC. If you have been selected you will be notified by 

an SMS.  

 

 


