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anitarian response. W
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This initiative is currently funded by the U
K D

epartm
ent for 

international D
evelopm

ent (D
FID

) and supported by the 
G

SM
A

 and its m
em

bers. 

A
bout UN

HCR
The offi

ce of the U
nited N

ations H
igh Com

m
issioner 

for Refugees (U
N

H
CR) w

as created in 1950, during the 
afterm

ath of the Second W
orld W

ar, to help m
illions of 

Europeans w
ho had fled or lost their hom

es. W
e had three 

years to com
plete our w

ork and then disband. Today, 
over 67 years later, our organization is still hard at w

ork, 
protecting and assisting refugees around the w

orld. A
n 

unprecedented 65.6 m
illion people around the w

orld have 
been forced from

 hom
e. A

m
ong them

 are nearly 22.5 
m

illion refugees, over half of w
hom

 are under the age of 
18. W

e strive to ensure that everyone has the right to seek 
asylum

 and find safe refuge in another State, w
ith the 

option to eventually return hom
e, integrate or resettle. 

For m
ore inform

ation please go to: w
w

w
.unhcr.org

UN
HCR and Connectivity for Refugees

The Connectivity for Refugees program
 w

as established 
2 years ago w

ithin U
N

H
CR w

ith the aim
 to understand 

better how
 refugees w

ere connected around the w
orld. 

The first ever G
lobal Refugee connectivity assessm

ent 
w

as carried out, w
hich led to a new

 strategy direction 
w

ithin U
N

H
CR. Through creative partnerships and sm

art 
investm

ents, U
N

H
CR aim

s to ensure that all refugees, and 
the com

m
unities that host them

, are connected to m
obile 

netw
orks and the internet so that they can leverage these 

technologies to im
prove their lives. U

N
H

CR recognizes 
it cannot create a connected refugee population on its 
ow

n. Partnerships are key – betw
een refugees and host 

com
m

unities, and betw
een governm

ents, civil society and 
the private sector. 

For m
ore please visit:  

w
w

w
.unhcr.org/connectivity-for-refugees.htm

l
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Sum

m
ary

This report explores the socio-econom
ic im

pact 
of connectivity for refugees in a large, rural cam

p 
setting in Tanzania. N

yarugusu is one of three large 
refugee cam

ps in the Kigom
a region. Established 

in 1996, it now
 hosts m

ore than 136,000 refugees 
from

 the D
em

ocratic Republic of Congo (D
RC) and 

Burundi. In 2016, Vodacom
 installed a 3G

 tow
er 

in N
yarugusu cam

p for the first tim
e, providing 

an opportunity to assess the im
pact of m

obile 
connectivity on refugees. Today, A

irtel, H
alotel and 

Tigo also provide connectivity to refugees in the 
cam

p. N
yarugusu rem

ains the only cam
p in the 

Kigom
a region w

ith access to 3G
.

The purpose of this report is to provide robust 
evidence of the current use, value and im

pact of 
connectivity, and the barriers and challenges that 
refugees face in accessing and using m

obile devices. 
This research provides m

obile netw
ork operators 

(M
N

O
s) and hum

anitarian agencies w
ith key insights 

on the opportunities and barriers to enhancing the 
provision of m

obile services to refugees.

Vodacom
’s tow

er, currently shared w
ith Tigo and 

A
irtel 3, is reported to be operating at full capacity, 

w
ith a call volum

e of up to 180,000 calls per day. 4  
Furtherm

ore, refugee m
obile phone users report 

spending an average of 9,856 TSH
 (4.40 U

SD
)

5 
per m

onth on credit and data
6 - a m

onthly spend 
w

hich exceeds the estim
ated average revenue 

per subscriber in Tanzania (9,744 TSH
, 4.35 U

SD
)

7, 
despite lim

ited incom
e opportunities for refugees 

in the country. Refugees report m
aking significant 

sacrifices in order to purchase phones, including 
long-term

 saving. These findings therefore suggest 
that extending coverage to refugee cam

ps can be 
a sustainable business for M

N
O

s due to the cam
ps’ 

typically high population densities and refugees’ 
considerable dem

and for connection to the outside 
w

orld.

In total, tw
o thirds of households have access 

to at least one m
obile device and 56 per cent of 

respondents report regularly using a phone. The 
high level of household access to m

obile phones 
provides opportunities for hum

anitarian agencies 
to reach a large num

ber of households through 
m

obile com
m

unications and services. The disparity 
of phone access, how

ever, betw
een m

en (65 per 

cent) and w
om

en (47 per cent), and betw
een 

Congolese (69 per cent) and Burundian (43 per 
cent) populations, highlights the im

portance for all 
stakeholders to consider approaches to im

proving 
affordability and enhancing access to connectivity 
for vulnerable groups and those w

ithout access to 
m

obile devices, given the benefits that m
obile and 

internet can deliver.

A
s refugees are increasingly connected, every area 

of hum
anitarian w

ork can benefit as com
m

unication 
w

ith com
m

unities and individuals becom
es easier 

and m
ore reliable

8. A
 num

ber of hum
anitarian 

organisations are partnering w
ith M

N
O

s to leverage 
m

obile m
oney to deliver cash to refugees, and m

any 
m

ore are planning to follow
 this trend in the near 

future as focus m
oves aw

ay from
 in-kind aid to cash 

disbursem
ents

9. The W
orld Food Program

m
e (W

FP) 
has partnered w

ith A
irtel in Tanzania to deliver 

hum
anitarian cash transfers to 10,000 refugees 

and aim
s to expand the num

ber of beneficiaries 
to 80,000 by the end of 2017. Such partnerships 
provide M

N
O

s w
ith the com

m
ercial opportunity 

to expand their bulk paym
ents offerings w

hile 
attracting new

 custom
ers. D

igitising services can 
provide m

ore effi
cient w

ays of delivering assistance 
for hum

anitarian agencies and m
ore choice and 

dignity for beneficiaries. 

H
um

anitarian agencies and governm
ents should 

also consider how
 they can leverage m

obile to m
ore 

effectively com
m

unicate w
ith refugees, particularly 

given high access rates to m
obile phones and 

confidence levels (over 75 per cent of refugee phone 
users reported they w

ere confident w
ith calling and 

using SM
S). 

B
y the end

 o
f 20

16
, the num

b
er o

f d
isp

laced
 p

eo
p

le w
o

rld
w

id
e reached

 
a reco

rd
 6

5.6
 m

illio
n, includ

ing
 22.5 m

illio
n p

eo
p

le living
 as refug

ees
1, 

intensifying
 p

ressure o
n the hum

anitarian secto
r to

 find
 m

o
re eff

ective 
and

 effi
cient w

ays to
 m

eet the need
s o

f aff
ected

 p
o

p
ulatio

ns. D
isp

laced
 

p
o

p
ulatio

ns are b
eco

m
ing

 increasing
ly co

nnected
 as the m

o
b

ile ind
ustry 

co
ntinues to

 extend
 its coverag

e, to
d

ay p
rovid

ing
 services to

 5 b
illio

n
2 

p
eo

p
le acro

ss the g
lo

b
e. A

t the sam
e tim

e, d
isp

laced
 p

o
p

ulatio
ns co

ntinue 
to

 b
e d

isp
ro

p
o

rtio
nately aff

ected
 by aff

o
rd

ab
ility and

 accessib
ility 

co
nstraints. The uniq

ue need
s o

f refug
ees can sig

nificantly elevate the 
d

em
and

 fo
r m

o
b

ile and
 internet services. F

ro
m

 p
rovid

ing
 refug

ees w
ith the 

m
eans to

 co
m

m
unicate w

ith sep
arated

 fam
ily m

em
b

ers and
 co

nnect w
ith 

the w
id

er w
o

rld
, to

 receiving
 vital inco

m
e via rem

ittances and
 hum

anitarian 
cash transfers, m

o
b

ile techno
lo

g
y is ad

d
ressing

 these need
s. 

Key Insights
There is a significant business case for extending m

obile  
coverage to refugee cam

ps.

Tw
o thirds of households in N

yarugusu have access to at least one 
m

obile device, but access is notably low
er for m

ore vulnerable 
population segm

ents.

H
um

anitarian agencies are beginning to digitise their services to m
eet 

the needs of refugees, but there is great potential to further leverage 
m

obile technology.

11. 
U

N
H

CR, G
lobal Trends 2016, http://w

w
w

.unhcr.org/5943e8a34 
2. 

G
SM

A
, N

um
ber of m

obile subscribers w
orldw

ide hits 5 billion, https://w
w

w
.gsm

a.com
/new

sroom
/press-release/num

ber-m
obile-subscribers-w

orldw
ide-hits-5-billion/ 

3. 
This shared tow

er agreem
ent w

as set up betw
een Vodacom

, Tigo and A
irtel to enable the M

N
O

s to share sites in different areas of Tanzania to save costs by jointly running cell tow
ers.

4. 
A

s reported in the Vodacom
 Tanzania utility report, June and O

ctober 2016.
5. 

The exchange rate used in this report is 1 TSH
 to 0.00045 U

SD
, rounded to the nearest 0.10 U

SD
.

6. 
G

SM
A

 survey of 484 refugees in N
yarugusu

7. 
Average Revenue Per U

ser by subscriber, G
SM

A
 Intelligence, Q

2, 2017
8. 

G
SM

A
 com

m
unication w

ith A
lan Vernon, U

N
H

CR
9. 

W
orld Food Program

m
e, http://w

w
w

1.w
fp.org/cash-based-transfers 



1. Connecting w
ith fam

ily: 96 per cent of users 
m

ake calls to friends and fam
ily m

em
bers living in 

the cam
p and 81 per cent call friends and fam

ily 
outside of the cam

p. Refugees are using social 
m

edia to find m
issing loved ones; connect w

ith 
friends and fam

ily; relay new
s and inform

ation; 
and as a safety net during em

ergencies. H
igh 

dem
and for com

m
unication is the result of 

the unique and challenging circum
stances 

that refugees find them
selves in, w

ith m
any 

Congolese refugees having lived in the cam
p 

for m
ore than 20 years and m

obile connectivity 
being one of few

 w
ays they can com

m
unicate 

w
ith loved ones. 

2.  Econom
ic opportunity and m

obile m
oney: 

Establishing inform
al business activities can 

increase resilience and give refugees greater 
agency and choice. In N

yarugusu, 20 per cent 
of refugees are engaged in inform

al trade and 
connectivity provides them

 w
ith opportunities 

for identifying new
 clients; contacting suppliers; 

and accessing financial services through m
obile 

m
oney. In addition, 52 per cent of phone users 

access m
obile m

oney for rem
ittances, inform

al 
paym

ents, savings, or hum
anitarian cash 

transfers, w
ith 49 per cent of m

obile m
oney 

users using the service at least once a m
onth or 

m
ore frequently. Collaboration w

ith hum
anitarian 

agencies in their cash program
m

ing can increase 
the num

ber of m
obile m

oney users, facilitate 
econom

ic opportunity and enhance financial 
inclusion.

3.  Education: In 2016, the Vodafone Foundation 
launched its ‘connected classroom

s’ project 
in six schools in N

yarugusu, providing a W
i-Fi 

connection, projector and tablet devices for 
teachers and children. In addition, 28 per cent 
of adult internet users are using their phones 
to access inform

al education opportunities, 
including language learning and further 
education. Reduced sm

artphone costs, enhanced 
internet connectivity and the developm

ent of 
accessible, user-friendly applications has the 
potential to offer far-reaching benefits to refugee 
populations in term

s of education, inform
ation 

and opportunities. M
N

O
s and hum

anitarian 
agencies can w

ork together to use digital 
technology to m

eet the grow
ing dem

and for 
digital education services.

4.  Connectedness and w
ellbeing: The im

portance 
of new

s and entertainm
ent for refugees should 

not be underestim
ated. Connectivity can facilitate 

com
m

unity activities w
ithin the cam

p and enable 
refugees to feel better connected to their hom

e 
countries and to the w

orld outside the cam
p. 

For exam
ple, 65 per cent of internet users go 

online to search for new
s and inform

ation and 
35 per cent to access entertainm

ent. These 
applications can alleviate the distinct stresses 
and vulnerabilities experienced by confined cam

p 
populations. 

R
efugees have specific needs that are being addressed by m

obile 
netw

ork operators through their com
m

ercial and philanthropic off
erings.

Refugees in N
yarugusu face a num

ber of challenges, including separation from
 fam

ily and friends; lack of 
incom

e and livelihood opportunities; lack of education provision and resources; and the effects of traum
a, 

confinem
ent and boredom

 on m
ental health and w

ell-being. They are using m
obile devices to address these 

challenges in four key w
ays:

| E
xecutive S

um
m

ary
E

xecutive S
um

m
ary |

4
5

M
O

B
ILE IS A

 LIFELIN
E: R

ESEA
R

C
H

 FR
O

M
 N

YA
R

U
G

U
SU

 R
EFU

G
EE C

A
M

P, TA
N

Z
A

N
IA

M
O

B
ILE IS A

 LIFELIN
E: R

ESEA
R

C
H

 FR
O

M
 N

YA
R

U
G

U
SU

 R
EFU

G
EE C

A
M

P, TA
N

Z
A

N
IA

O
verall, the research found that the vast m

ajority 
of respondents w

ould like to increase their use 
of m

obiles and of the internet. 92 per cent of 
non-users said that the cost of handsets prevents 
them

 from
 ow

ning a phone. O
ther m

ajor barriers 
include the ability to m

eet SIM
 registration 

identity requirem
ents; cost of credit and phone 

charging; digital literacy; and poor netw
ork quality. 

G
endered barriers to access also exist, w

ith w
om

en 
significantly less likely to report using or ow

ning a 
phone (62 per cent of m

en report ow
ning a phone, 

com
pared to 36 per cent of w

om
en).

A
lthough each refugee context is unique, a num

ber 
of the barriers highlighted in this research are 
sim

ilar for refugees in other cam
p settings. M

N
O

s, 
hum

anitarian organisations and governm
ents can 

overcom
e barriers and continue to im

prove the lives 
of refugees by thinking creatively about how

 they 
can collaborate to: extend and im

prove 3G
 coverage; 

achieve enabling policy environm
ents in w

hich 
refugees can gain reliable connectivity access; and 
deliver innovative w

ays of ensuring refugees can 
use and afford the range of m

obile services they 
dem

and.

The barriers to getting and staying connected are m
ore acute for 

refugees due to their specific circum
stances. 
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O
ften set up in rem

ote and hard to reach areas, 
close to borders, m

any refugee cam
ps lack basic 

m
obile infrastructure, and very few

 have access to 
3G

 connectivity. H
ow

ever, separation from
 fam

ily 
and loved ones, confinem

ent, lack of opportunity 
and uncertainty for the future, can significantly 
elevate the need and dem

and for m
obile and 

internet services.

Consequently, the role of m
obile connectivity for 

refugees and displaced populations is becom
ing 

increasingly im
portant. M

N
O

s can address a 
range of the unique needs of refugees, including 
providing them

 w
ith the m

eans to com
m

unicate 
w

ith separated fam
ily m

em
bers, and connect w

ith 
the w

ider w
orld, through to receiving vital incom

e 
via rem

ittances. The m
obile industry is stepping 

up to the challenge of m
eeting the needs of these 

displaced populations by undertaking a range of 
initiatives utilising m

obile technology in innovative 
w

ays, 14 and partnering w
ith the hum

anitarian sector 
to deliver essential services such as hum

anitarian 

cash transfers, 15 exam
ples of w

hich this report w
ill 

address. H
ow

ever, as highlighted by evidence in 
this research, the m

arket opportunity to deliver 
both social and com

m
ercial value in serving refugee 

populations is significant and grow
ing, and m

ore 
can be done by investing in capital expenditure, 
operating expenditure and developm

ent of 
partnerships.

The G
SM

A
 is w

orking w
ith our M

N
O

 m
em

bers 
and hum

anitarian partners, notably U
N

H
CR, to 

provide robust evidence of the current usage of 
m

obile com
m

unication and value of connectivity 
for refugees. This w

ork seeks to inform
 and shape 

m
obile netw

ork operators’ and hum
anitarian 

partners’ strategies, to support them
 in delivering 

m
obile connectivity to refugees, and m

ake the case 
for the com

m
ercial value of doing so.

For M
N

O
s the m

otivation behind the provision 
of reliable connectivity and m

obile services 
for displaced populations is distinct across 
displacem

ent contexts and can range from
 a 

predom
inantly corporate social responsibility 

initiative to being driven by com
m

ercial benefit. 
The ideal scenario is one in w

hich M
N

O
s can m

ove 
tow

ards profitability in the longer term
 to ensure 

initiatives have a viable business m
odel to achieve 

scalability in order to reach a larger share of the 
grow

ing num
ber of refugees.

This report captures the socio-econom
ic im

pact 
of connectivity for refugees in a large, rural cam

p 
setting in Tanzania. It focuses on the experiences 
and perceptions of the refugee population in 
N

yarugusu cam
p in the Kigom

a region of north-
w

est Tanzania, and the im
plications of this for 

M
N

O
s, hum

anitarian agencies and governm
ents. 

N
yarugusu hosts tw

o distinct population groups: 
a long-term

 population of m
ore than 70,000 

Congolese refugees, and a m
ore recent population 

of 65,000 Burundian refugees, displaced follow
ing 

the outbreak of conflict in A
pril 2015. 15 A

round 250 
refugees from

 other East A
frican countries are also 

hosted in the cam
p.

Connectivity in N
yarugusu w

as significantly 
im

proved by Vodacom
’s installation of a m

obile 
tow

er w
ithin the cam

p in 2016, providing a valuable 
opportunity to understand the effects of enhanced 
m

obile and internet connectivity for the refugee 
population. A

irtel and H
alotel have also m

ade recent 
im

provem
ents to m

obile infrastructure serving the 
cam

p, including the construction of an A
irtel ‘cell on 

w
heels’ 17 and a H

alotel tow
er 5km

 from
 the cam

p, 
covering both the host com

m
unity and the cam

p. 

This study provides quantitative and qualitative 
evidence of the use, value and im

pact of 
connectivity, and the barriers and challenges that 
refugees face in accessing and using devices. 
Im

portantly, this research provides M
N

O
s, 

hum
anitarian agencies and governm

ents w
ith 

key insights and recom
m

endations of how
 they 

can better address the opportunities and barriers 
of enhancing the provision of m

obile services to 
refugees.

Q
uantitative data w

as collected through a survey of 484 refugee households, including 244 Burundian 
households across five zones and 240 Congolese households across six zones. In addition, participatory 
m

ethods w
ere used to gather qualitative data, including 25 focus group, 21 m

obile agent interview
s, 10 

m
arket observations, key inform

ant interview
s w

ith agency staff, and a series of case studies. Further details 
of the research m

ethodology are provided in A
nnex 1.
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B
y the end

 o
f 20

16
, m

o
re than 6

5.6
 m

illio
n p

eo
p

le w
ere d

isp
laced

 and
 22.5 

m
illio

n w
ere living

 as refug
ees. 10 P

ro
tracted

 co
nflicts and

 natural d
isasters 

have fo
rced

 m
any p

eo
p

le to
 leave their ho

m
e, co

m
m

unity and
 co

untry 
to

 seek refug
e and

 safety. W
hile 6

0
 p

er cent o
f refug

ees g
lo

b
ally seek 

asylum
 in urb

an areas, 11 a larg
e p

ro
p

o
rtio

n settle in refug
ee cam

p
s, w

here 
g

overnm
ents and

 hum
anitarian o

rg
anisatio

ns p
rovid

e b
asic necessities, 

such as fo
o

d
 and

 shelter. The averag
e leng

th o
f m

ajo
r p

ro
tracted

 refug
ee 

situatio
ns is now

 estim
ated

 to
 b

e 26
 years. 12 A

 num
b

er o
f larg

e cam
p

s in 
E

ast A
frica have b

een in o
p

eratio
n since the 19

9
0

s and
 co

ntinue to
 serve 

lo
ng

-term
 p

o
p

ulatio
ns. 13 E

ven w
here refug

ee p
o

p
ulatio

ns fluctuate, in term
s 

o
f num

b
ers and

 co
untry o

f o
rig

in, m
any cam

p
s rem

ain o
p

en to
 sup

p
o

rt 
evo

lving
 crises.

The objectives of the study in N
yarugusu w

ere to establish:  

1. 
The num

ber of refugees w
ith access to m

obile devices and connectivity; 

2. 
The value placed on connectivity by refugees;

3. 
H

ow
 refugees use and w

ould like to use m
obile phones;

4. 
The socio-econom

ic im
pact of m

obile phones and connectivity; 

5. 
D

rivers and barriers to refugees’ access to connectivity; and

6. 
Recom

m
endations for M

N
O

s, hum
anitarian agencies and governm

ents to better serve  
 

refugees through m
obile technology.

10. U
N

H
CR, G

lobal Trends 2016, http://w
w

w
.unhcr.org/5943e8a34 

11. 
U

N
H

CR, http://w
w

w
.unhcr.org/uk/urban-refugees.htm

l 
12. U

N
H

CR, G
lobal Trends 2015, http://w

w
w

.unhcr.org/uk/statistics/unhcrstats/576408cd7/unhcr-global-trends-2015.htm
l 

13. 
For exam

ple, D
adaab (1991), H

agadera (1992) and Kakum
a (1992) in Kenya, G

ihem
be (1997) and Kiziba (1996) in Rw

anda, and N
yarugusu (1996) in Tanzania.

14. G
SM

A
 Refugees and Connectivity Portal: https://w

w
w

.gsm
a.com

/refugee-connectivity/about/ 
15. 

For further inform
ation on this topic, see “Landscape Report: M

obile M
oney, H

um
anitarian Cash Transfers and D

isplaced Populations”, 2017, G
SM

A
: https://w

w
w

.gsm
a.com

/
m

obilefordevelopm
ent/program

m
e/disaster-response/m

obile-m
oney-hum

anitarian-cash-transfers

16. U
N

H
CR, N

yarugusu Cam
p Profile, A

pril 2017: https://data2.unhcr.org/en/docum
ents/dow

nload/57641 
17. 

This w
as set up in O

ctober 2016, but w
as adversely affected by a storm

 in early 2017 and is no longer in operation. A
irtel is instead sharing the Vodacom

 tow
er to provide coverage to 

the cam
p population.
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Previous research on refugee connectivity

This report com
plem

ents recent research undertaken by the G
SM

A
 that explores the current interest 

and activities of the m
obile industry and aid agencies in addressing the connectivity needs of 

refugees, providing a landscaping of new
 services and approaches from

 across the globe. 18 G
SM

A
 

research in this area has also focused m
ore specifically on hum

anitarian cash transfers, providing 
insights on the im

pacts, benefits and challenges of m
obile m

oney for displaced populations, 
w

ith evidence from
 H

aiti, Pakistan and Rw
anda. The research identifies key considerations for 

hum
anitarian organisations and the m

obile industry on the im
plem

entation of cash transfer 
program

m
es via m

obile m
oney. 19

N
otable end user research on refugee connectivity includes U

N
H

CR’s 2016 global study, w
hich 

found that refugees perceive connectivity to be a critical survival tool, and are w
illing to m

ake large 
sacrifices to get and stay connected. 20 The report found that 71 per cent of refugee households have 
access to a phone, and 17 per cent of rural refugees live in an area w

ith access to 3G
 connectivity. 

Com
m

unication w
ith friends and fam

ily w
as identified as the m

ost im
portant need for connectivity, 

follow
ed by access to inform

ation, education, entertainm
ent and livelihood opportunities.

Context 
3

N
yarugusu is one of three large refugee cam

ps 
in the Kigom

a region in north-w
est Tanzania. The 

cam
p is hom

e to m
ore than 136,000 refugees 

from
 D

RC and Burundi. Refugees live in 142 
villages across 28 square kilom

etres. 53 per cent 
are under the age of 18. 

N
yarugusu cam

p w
as established in N

ovem
ber 

1996 by U
N

H
CR and the Tanzanian governm

ent in 
response to an influx of refugees fleeing conflict in 
the D

em
ocratic Republic of Congo (D

RC). In A
pril 

2017, the cam
p w

as hom
e to m

ore than 136,000 
refugees, 21 including 70,000 Congolese refugees, 
m

ost of w
hom

 have been in the cam
p for 10 to 20 

years, and 65,000 Burundian refugees, the m
ajority 

of w
hom

 fled to the cam
p follow

ing the conflict that 
broke out in A

pril 2015. 

N
yarugusu is one of three cam

ps in the Kigom
a 

region. M
tendeli and N

duta w
ere opened in 2015 

to cope w
ith the influx of Burundian refugees into 

the country. M
tendeli now

 hosts m
ore than 51,000 

Burundian refugees, and N
duta hosts over 125,000. 

D
ue to capacity, N

yarugusu is no longer taking 

new
 arrivals from

 Burundi; all new
 arrivals are 

being settled in N
duta. Fam

ilies that crossed the 
Burundi border at different tim

es m
ay therefore be 

separated across the three cam
ps. The Tanzania Red 

Cross Society (TRCS) are w
orking to reunify fam

ilies 
that rem

ain separated.

N
yarugusu cam

p covers 28 square kilom
etres and is 

m
ade up of 12 distinct zones com

prising 142 villages. 
The zones are divided by population; Zones 1-7 are 
largely hom

e to Congolese refugees, and Zones 8-12 
house Burundian refugees.

The population is young, w
ith 53 per cent 

under the age of 18. Prim
ary and secondary 

education is provided in the cam
p, coordinated 

by the International Rescue Com
m

ittee (IRC). In 
Tanzania, refugees are taught in the curriculum

 
of their country of origin by refugee teachers. 
A

pproxim
ately one third of the adult refugee 

population is prim
ary educated, w

hile one third 
is secondary educated and 8 per cent tertiary 
educated.

3.1 
N

yarugusu refugee cam
p

18. G
SM

A
, 2017, “The Im

portance of M
obile for Refugees: A

 Landscape of N
ew

 Services and A
pproaches”

19. G
SM

A
, 2017, “A

 Landscape Report: M
obile M

oney, H
um

anitarian Cash Transfers and D
isplaced Populations”

20. U
N

H
CR, 2016, “Connecting Refugees: H

ow
 Internet and M

obile Connectivity Can Im
prove Refugee W

ell-Being and Transform
 H

um
anitarian A

ction”

21. 
U

N
H

CR, N
yarugusu Cam

p Profile, A
pril 2017: https://data2.unhcr.org/en/docum

ents/dow
nload/57641 

Burundian refugees collect food distributions from
 

the W
FP distribution centre.
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Tanzania is a com
petitive m

arket for the m
obile 

industry, w
ith eight M

N
O

s operating in the country. 
Vodacom

, A
irtel, Tigo and H

alotel together take up 
95 per cent of the m

arket share. 22 In 2016, Tanzania 
w

as one of the fastest grow
ing m

obile m
arkets 

globally. 23 Together, M
N

O
s in Tanzania have m

ore 
than 24.5 m

illion unique subscribers, or 44 per cent 
of the total population. In 2016, 19.9 m

illion people 
w

ere using the internet, and 18.1 m
illion w

ere using 
m

obile m
oney. 24 A

verage revenue per subscriber in 
Tanzania is approxim

ately 4.35 U
SD

, slightly low
er 

than the East A
frica average of 4.65 U

SD
. 25

U
rban areas rem

ain significantly better connected 
than rural areas, w

ith 4G
 netw

orks covering large 
cities such as D

ar es Salaam
. G

SM
A’s Connected 

Society team
 is w

orking together w
ith the Tanzanian 

G
overnm

ent and M
N

O
s to extend the roll-out of 

m
obile infrastructure to rural areas, to reduce the 

rural-urban divide and boost access for rem
ote, 

diffi
cult to access com

m
unities.

H
ouseholds receive m

onthly distributions of 
food and essential item

s from
 the W

orld Food 
Program

m
e (W

FP) and other agencies. In Tanzania, 
refugees are unable to access form

al em
ploym

ent 
and m

ovem
ent outside of the cam

p is restricted, 
leaving them

 w
ith lim

ited access to m
arkets or 

incom
e generating opportunities. 

N
evertheless, approxim

ately 20 per cent of refugees 
run inform

al business activities or participate in 
petty trade. O

ther refugees participate in inform
al 

labour activities, such as brick m
aking and building 

houses. H
um

anitarian agencies also em
ploy paid 

‘incentive w
orkers’ to assist w

ith distributions, 
building infrastructure, teaching and health w

ork.

The cam
p’s Com

m
on M

arket provides a m
arketplace 

at the entrance to the cam
p w

here both refugees 
and host com

m
unity m

em
bers are perm

itted to 
trade. The thriving m

arketplace operates on M
onday, 

W
ednesday and Friday every w

eek and attracts 
num

erous traders and sm
all business ow

ners, selling 
food, anim

als, clothes and electronics. 

Connectivity 
for refugees in 
Tanzania 

4
Tw

o
 third

s o
f refug

ees in N
yarug

usu rep
o

rt that their ho
useho

ld
 has access 

to
 a m

o
b

ile d
evice. P

eo
p

le m
ake sig

nificant sacrifices to
 p

urchase hand
sets 

and
 access co

nnectivity. 

4.1 
The m

obile m
arket in Tanzania

D
R

C

N
one
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D

iplom
a

D
egree

M
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B
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R
w

anda
O

ther
0
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O

ver 60

C
ountry of origin

Education Level

G
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A
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%
 of 

p
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%
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p

op
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%
 of 

p
op

ulation

22. G
SM

A
 Intelligence, Q

2, 2017
23. G

SM
A

, 2016, “M
obile Econom

y: A
frica”

24. Reuters, 2017, “Tanzania’s m
obile phone subscribers up 0.9 pct in 2016” http://w

w
w

.reuters.com
/article/tanzania-telecom

s-idU
SL8N

1FZ0YO
 

25. G
SM

A
 Intelligence Q

2, 2017
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Figure 2: G
SM

A
 N

yarug
usu household

 survey d
ata, M

ay 20
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Figure 1: U
N

H
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yarug
usu d
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rap
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ata, A
p
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In 2016, Vodacom
 installed a tow

er 
in N

yarugusu cam
p for the first 

tim
e, located in Zone 6. The tow

er is 
currently shared by Vodacom

, Tigo 
and A

irtel, under a shared agreem
ent 

w
hich enables the M

N
O

s to save costs 
by jointly running the cell tow

er. The 
tow

er provides 16 square kilom
etres of 

3G
 coverage across the cam

p, w
hich 

is approxim
ately 28 square kilom

etres 
in size. 

Prior to the installation of the tow
er, 

refugees w
ere able to connect via 

tow
ers located in villages outside the 

cam
p. The signal tended to be w

eak 
and unreliable, and often required 
refugees to w

alk to elevated areas or 
nearby villages to connect. The other 
tw

o cam
ps in the region, M

tendeli and 
N

duta, rem
ain unconnected to 3G

 and 
rely on m

obile netw
orks or 2G

 from
 

tow
ers located in nearby villages. For 

refugees in N
duta, the nearest tow

er 
is 18km

 aw
ay.

The installation of the tow
er in 

N
yarugusu has im

proved the netw
ork 

coverage and quality in the cam
p, 

enabling the m
ajority of users to 

access a good netw
ork signal in their 

zone, if not in their hom
e. 

M
oreover, dem

and is high. The tow
er 

is reported to be operating at full 
capacity, w

ith a record call volum
e of 

180,000 per day. The high dem
and 

can lim
it the strength and usability 

of the netw
ork during the day. Phone 

users report w
aiting until night 

to m
ake use of the m

ore reliable 
netw

ork.

Key: Levels of phone use 
in N

yarugusu, by zone

Figure 4 illustrates phone ow
nership and access 

am
ong the population in N

yarugusu. H
ousehold 

access to phones is high, w
ith tw

o thirds of refugee 
respondents reporting that their household has 
access to at least one m

obile device. O
f households 

w
ith m

obile access, 61 per cent have access to one 
or m

ore basic phones, 30 per cent one or m
ore 

feature phones and 31 per cent one or m
ore sm

art 
phones. 26 

A
lm

ost half of the respondents report ow
ning at 

least one device and 56 per cent report using a 
phone regularly. This is m

ost com
m

only a basic 
phone (47 per cent of users), w

hile 26 per cent use a 
feature phone as their m

ain device and 26 per cent 
a sm

art phone. There is a high dem
and for internet-

enabled phones that allow
 refugees to access new

s, 
inform

ation and social m
edia. The m

ajor barriers to 
connectivity, including handset costs, are discussed 
in Section 9 of this report.

In total, com
bining expenditure on both credit 

and data, phone users report an average spend of 
9,856 TSH

 per m
onth (4.40 U

SD
27), w

hile internet 
users spend on average 14,773 TSH

 (6.60 U
SD

) - a 

m
onthly spend w

hich exceeds the w
ider Tanzanian 

population (4.35 U
SD

). 28 O
n average, surveyed 

phone users spend 6,807 TSH
 on credit each m

onth  
(3 U

SD
), w

hich is approxim
ately 10 per cent of their 

reported household expenditure. Internet users 
spend on average 7,440 TSH

 on data each m
onth 

(3.30 U
SD

). 

Phone users charge their phones using personal 
solar pow

ered chargers or by taking their phone 
to a charging station. Charging stations operate in 
the m

arketplace and refugees’ hom
es, using solar 

panels. The usual price for one charge is 200 TSH
, 

but m
ost operators charge extra for sm

artphones. 
U

N
H

CR recently launched an initiative providing 
secure charging stations at different locations 
around the cam

p, equipped w
ith solar panels and 

plug sockets. The initiative is being im
plem

ented by 
G

ood N
eighbours Tanzania (G

N
T), and stations are 

m
anaged by trained refugee entrepreneurs, w

ho 
charge 100 TSH

 (0.05 U
SD

) to charge a basic phone 
and 200 TSH

 (0.10 U
SD

) for a sm
artphone. O

n 
average, phone users reported spending 1,765 TSH

 
(0.80 U

SD
) on charging per m

onth. 

4.2
 

Connectivity in N
yarugusu

4.3
 

M
obile ow

nership and usage
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26. A
 basic phone is defined as a non-internet enabled phone. A

 feature phone is an internet-enabled phone that m
ay have access to basic features such as a cam

era. A
 sm

art phone is 
defined as an internet-enabled phone w

ith an operating system
 capable of running dow

nloaded applications.
27. The exchange rate used in this report is 1 TSH

 to 0.00045 U
SD

, rounded to the nearest 0.10 U
SD

. 
28. G

SM
A

 Intelligence, Q
2, 2017

Figure 3: M
ob

ile p
hone use in N

yarug
usu  

 
refug

ee cam
p

Figure 4: Levels of p
hone access and

 ow
nership

 in N
yarug

usu
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Phones are seen as im
portant, valuable item

s, and 
for m

any, a necessity. People m
ake significant 

sacrifices in order to purchase phones, including 
long-term

 saving and selling food. Refugees place 
value on the tim

e and m
oney saved by using a 

phone to com
m

unicate w
ith loved ones, call for 

help in an em
ergency, m

ake business calls and 
transactions, receive rem

ittances from
 relatives, 

and m
ore. W

hen phones are lost, broken or stolen, 
saving for and purchasing a new

 phone is im
portant. 

Phone users feel that not having a phone w
ould be 

upsetting and problem
atic.

“N
ot having a phone w

ould be very troublesom
e! 

A
 phone should be am

ong the distributions - it 
is just as im

portant as the food and other item
s 

that are distributed.”  
Fem

ale, 25-50, Burundian basic phone user

There is a high dem
and for connectivity am

ong non-
users: 97 per cent of non-users desire access to a 
phone and 57 per cent desire access to the internet. 
N

on-users are able to describe w
hy they w

ould like 
access to connectivity, including to com

m
unicate 

w
ith fam

ily and friends w
ithin and outside the 

cam
p and to access new

s, inform
ation, educational 

content and entertainm
ent.

“I have m
any friends and children w

ho are still 
in Congo. I’d like to m

ake calls to com
m

unicate 
inform

ation and know
 w

hat is happening w
ith 

them
; their needs and their situation.”  

M
ale, 25-50, Congolese non-user

4.4
 

Value of connectivity
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O
ne of eight public m

obile phones provided by the Tanzanian Red 
Cross Society, enabling refugees to contact separated fam

ily m
em

bers.

Figure 5: U
ser freq

uency, p
urp

ose and
 confid

ence across four key 
 

uses of m
ob

ile p
hones in N

yarug
usu.
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Box 1. Perspectives of agencies and M
N

O
s

“A
s w

e achieve a reliably connected refugee population, the im
pact on hum

anitarian service delivery 
w

ill be enorm
ous. Enhanced inform

ation sharing, com
m

unication and delivery of services w
ill be 

possible in a w
ay that w

ill both em
pow

er refugees and im
prove effectiveness and effi

ciency. Every 
area of hum

anitarian w
ork w

ill benefit as com
m

unication w
ith com

m
unities and individuals w

ill be 
easier and m

ore reliable.”  
A

lan Vernon, Project Lead, Connectivity for Refugees Program
m

e, U
N

H
CR

“Connectivity has becom
e a necessity – there is a clear business case. Staying connected w

ith fam
ily 

m
em

bers is everything. W
hen the conflict broke out, m

any ran in different directions, and don’t know
 

w
here their fam

ily and friends have ended up. For their em
otional health, it is so im

portant for them
 

to know
 w

here their children are, w
here their fam

ily is, to settle their m
inds.”  

Carolyne A
kello, Tanzania Connectivity O

ffi
cer, U

N
H

CR

“Refugees face m
ajor issues of com

m
unication, both w

ithin the country and outside the country. W
e 

find m
any of them

 are using phones. There are particular benefits for students; they can really learn 
from

 internet connectivity.”  
N

yarugusu Cam
p Com

m
andant, Tanzania M

inistry of H
om

e A
ffairs

“Internet connectivity and sm
artphones are like a lifeline for refugees, providing an essential m

eans 
for them

 to give and receive vital inform
ation, com

m
unicate w

ith separated fam
ily m

em
bers, gain 

access to essential services, and reconnect to the local, national and global com
m

unities around them
. 

Vodacom
 has played a greater role in ensuring that refugees around N

yarugusu cam
p have access 

to m
obile connectivity … A

s Vodacom
, w

e see a bright future for refugees, as connectivity can help 
broaden the opportunities for them

 to im
prove their ow

n lives and pursue a vision of a future that 
w

ould otherw
ise be denied to them

.”  
A

hm
ed A

kbarali, Territory M
anager – Kigom

a, Vodacom

“W
e at A

irtel rem
ain com

m
itted to our com

m
unities to provide products and services that increase 

convenience, affordability, ease and financial inclusion. In the particular case of N
yarugusu our aim

 is 
to better refugees’ lives … [In particular] w

e believe the innovative ‘TapTap’ card gives them
 a sense of 

norm
alcy through convenient access to financial services.”  

Beatrice Singano, Regulatory and Corporate Com
m

unications D
irector, A

irtel
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Previous research has established that refugees 
prim

arily use m
obile devices to com

m
unicate w

ith 
their fam

ilies. 29 For exam
ple, research in cam

ps 
in G

reece and G
erm

any identified that refugees 
m

aintain connections through calls, Facebook and 
W

hatsA
pp. 30  

Sim
ilarly, this study has confirm

ed the im
portance of 

m
obile connectivity in N

yarugusu to allow
 refugees 

to com
m

unicate w
ith their fam

ilies and friends. It 
can take up to an hour to w

alk betw
een distant 

zones, and 96 per cent of users said they m
ake calls 

to fam
ily m

em
bers living in the cam

p. 81 per cent 
said they call fam

ily and friends outside of the cam
p, 

including fam
ily m

em
bers w

ho stayed in Burundi 
or D

RC, w
ere resettled by U

N
H

CR to the U
SA

 or 
Canada, 31 or w

ho live as refugees in third countries. 32 
Calling fam

ily is a priority for 94 per cent of the non-
users w

ho desire phone access.  

In focus groups, participants em
phasised six 

factors that drive the use of m
obile connectivity for 

com
m

unicating: 

Com
m

unicating 
w

ith friends and 
fam

ily
5

F
o

r m
o

st refug
ees, co

m
m

unicating
 w

ith friend
s and

 fam
ily insid

e and
 

o
utsid

e N
yarug

usu is the m
o

st im
p

o
rtant use o

f a p
ho

ne. R
efug

ees rep
o

rt 
using

 vo
ice and

 vid
eo

 calls, m
essag

ing
 ap

p
licatio

ns and
 so

cial m
ed

ia 
reg

ularly. This sectio
n exp

lo
res the w

ays that refug
ees are co

nnecting
 w

ith 
fam

ily and
 friend

s to
 relay new

s and
 info

rm
atio

n, and
 as a safety net d

uring
 

em
erg

encies.

“The phone helps so m
uch. A

 letter m
ay get lost, 

but not a text!”  
Fem

ale, 51+, Burundian basic phone user

M
obile com

m
unication is used to share im

portant 
inform

ation, find fam
ily m

em
bers or request help 

in an em
ergency. Refugees repeatedly em

phasised 

the speed and reliability of m
obile com

m
unication 

com
pared to w

ord-of-m
outh or letters, w

hich are 
delivered by the Tanzania Red Cross Society, but 
can take several w

eeks to arrive and m
ay get lost on 

route. 

1. M
obile com

m
unication is fast and reliable.

29. Betts, Bloom
, Kaplan and O

m
ata, 2014, “Refugee Econom

ies: Rethinking popular assum
ptions”, H

um
anitarian Innovation Project, U

niversity of O
xford

30. BBC, 2016, “Voices of Refugees: Inform
ation and Com

m
unication N

eeds of Refugees in G
reece and G

erm
any”

31. 
For m

ore inform
ation on resettlem

ent see https://tanzania.iom
.int/program

m
es/resettlem

ent 
32. Third country resettlem

ent is defined by U
N

H
CR as a process ‘in w

hich refugees are selected and transferred from
 the country of refuge to a third State w

hich has agreed to adm
it 

them
 as refugees w

ith perm
anent residence status’. http://w

w
w

.unhcr.org/46f7c0ee2.pdf 
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Facebook and other social m
edia platform

s are 
regularly used to locate m

issing friends and fam
ily. 

Refugees use Facebook to search for fam
ily 

m
em

bers from
 w

hom
 they w

ere separated w
hile 

fleeing their hom
es. M

others and fathers reported 
using Facebook to locate m

issing teenage children, 
and young people talked about searching for 
siblings, parents, cousins and friends. 

M
obile com

m
unications are increasingly being 

utilised to facilitate fam
ily reunification services. 

For exam
ple, REFU

N
ITE is a m

obile platform
, 

established in 2008 and supported by Ericsson and 
M

N
O

 partners, w
here refugees are able to register 

and search for m
issing fam

ily. REFU
N

ITE is used 
globally, w

ith a database of m
ore than 680,000 

m
em

bers. In N
yarugusu, the platform

 is available 
online and for free via Free Basics by Facebook. In 
Tanzania, the service w

as launched on Free Basics 
w

ith Tigo in 2015, and A
irtel and Vodacom

 in 2016, 
and is available in both English and Kisw

ahili.

“I feel m
ore safe w

ith a phone.” 
 Fem

ale, 18-25, Congolese basic phone user

Refugees em
phasised that phones give them

 
confidence of security in an em

ergency. Refugees 
describe calling friends in other parts of the cam

p to 
help care for sick fam

ily m
em

bers. Pregnant w
om

en 
said they w

ill call for help to reach hospital if they 
go into labour w

hile collecting firew
ood outside 

of the cam
p. O

thers talked of contacting fam
ily 

m
em

bers in Tanzania or elsew
here if they need 

m
oney for purchasing m

edicine or other urgent 
item

s. Com
m

unity leaders also talked of using their 
phones to provide advice or help to households 
experiencing diffi

culties. 

“To m
ake the fam

ily stable, you need assistance 
from

 every corner. W
hen I have a phone m

y 
m

ind is stable, because I know
, if there is an 

em
ergency, I can call som

eone to get help.”  
M

ale, 18-25, Burundian basic phone user

Together, these factors highlight the need for better 
connectivity am

ong the refugee population. M
aking 

video calls w
ith distant relatives, for exam

ple, 
relies on high-speed internet. A

t present, the video 
is often pixelated and calls often end abruptly. 
Increasing netw

ork quality w
ould therefore im

prove 
video calling applications and custom

er satisfaction. 

M
oreover, for the m

ajority of refugees using basic 
phones there is a case for offering special deals for 
international calls. In Lebanon, for exam

ple, local 
M

N
O

 Touch observed a sim
ilarly high dem

and for 

international calls am
ong Syrian refugees. Touch 

saw
 an opportunity both to deliver the hum

anitarian 
aim

s of their CSR program
m

e, and to reach out to a 
new

 and grow
ing custom

er base, offering refugees 
a special bundle for 11 U

SD
 per m

onth that included 
extra international call tim

e. This represented a 
significant saving com

pared to the standard 25 
U

SD
 bundle. The project w

as a success from
 both a 

com
m

ercial and CSR perspective. 33

“M
y fam

ily is betw
een Burundi and the other 

cam
ps - if I didn’t have a phone I w

ould feel like 
I didn’t have fam

ily m
em

bers ... not having a 
phone in the cam

p is like not having friends or 
fam

ily m
em

bers.”  
Fem

ale, 25-50, Burundian non-user

People older than 25 particularly em
phasised the 

im
portance of calling children w

ho w
ere living, 

studying or w
orking in other countries in the region 

or w
ho had stayed behind in Congo or Burundi. 

Younger people frequently talked of com
m

unicating 
w

ith parents or siblings w
ho had stayed in the 

hom
e country or of speaking w

ith friends or cousins 
resettled in the U

S or Europe.  

“It has been a long tim
e since w

ar broke out and 
people separated, but now

 they can use their 
phone to call and see videos and pictures of each 
other. People can be com

forted by this - it is as 
though they are together.”  
M

obile agent

The m
ajority of users have basic phones 

and purchase international call vouchers to 
com

m
unicate w

ith fam
ily living in other countries. 

H
ow

ever, those w
ith internet-enabled phones can 

send m
essages, photographs or video by em

ail or 
social m

edia. Refugees em
phasised the affordable 

cost of social m
edia for international m

essaging. 

V
ideo calls and photos also allow

 refugees to see 
fam

ily m
em

bers face-to-face: 

“I love using the video calls. I haven’t seen m
y 

relatives for 2 years so w
hen I com

m
unicate 

through video I feel closer to her or him
.”  

Fem
ale, 18-25, Congolese internet-enabled phone user

Refugees talked about using phones to relay 
im

portant inform
ation betw

een fam
ily and friends, 

including inform
ation of attacks in hom

e locations, 
new

s of sickness or death in the fam
ily, and 

inform
ation about the safety of fam

ily m
em

bers 
w

ho have also fled. Close fam
ily m

em
bers w

ho have 
been separated use their phones to com

m
unicate 

new
s about children or m

ake decisions together.  

For exam
ple:

“If I have a problem
 I com

m
unicate w

ith m
y 

husband on the other side [in Burundi]. I can talk 
to m

y husband and he can give the solution; if 
he has a problem

 he com
m

unicates w
ith m

e and 
w

e try to find a solution.” Fem
ale, 25-50, Burundian 

internet-enabled phone user

2. Social m
edia allow

s refugees to search for m
issing fam

ily m
em

bers.
6. M

obile provides a safety net during em
ergencies.

3. W
ith phones, refugees can m

aintain close fam
ily relationships.

4
. Social m

edia allow
s fam

ily m
em

bers to share photos and video.

5. M
obiles allow

 refugees to relay critical new
s.

33. G
SM

A
, “A

l Taw
asol, Lebanon - D

eveloping and m
arketing refugee specific products: Case study”, https://w

w
w

.gsm
a.com

/refugee-connectivity/case-study-al-taw
asol-lebanon-

developing-and-m
arketing-refugee-specific-products/ 
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Box 2. Tanzania Red Cross Society (TRCS) calling stations 

The TRCS is responsible for fam
ily link services, including fam

ily reunification, across the three 
cam

ps in Tanzania. A
m

ong other tools, TRCS provides calling services in each cam
p. The service w

as 
launched in 2013, offering every refugee fam

ily tw
o m

inutes of free call tim
e per m

onth to fam
ily 

m
em

bers anyw
here in the w

orld. 

There are eight outreach fam
ily link stations in N

yarugusu, equipped w
ith a basic m

obile phone and 
operating using either a Vodacom

 or A
irtel SIM

 card, depending on the best netw
ork at the station 

location. The station is m
anaged by a refugee recruited by TRCS. W

hen a successful call has been 
m

ade, a m
ark is m

ade on the fam
ily call card for the m

onth. In addition to calling, refugees can also 
go to the station to w

rite a letter to a relative or friend, or file for a m
issing person. The stations are 

open from
 9am

–3.30pm
 on w

orking days.

Betw
een January and A

pril 2017, 18,952 successful calls w
ere m

ade; an average of 5 hours 15 m
inutes 

every day. Refugees som
etim

es queue for several hours in order to reach loved ones, and each m
onth 

have to prioritise w
ho to phone. For m

any refugees, the calling stations are a priority service, and 
there is high dem

and for longer and m
ore frequent calls. 

There is scope for increased collaboration betw
een M

N
O

s and hum
anitarian agencies providing these 

types of services, to offer special rates for international calls to increase the frequency of users and 
calls, and reach vulnerable groups w

ithout access to a personal device. This w
ould not only positively 

im
pact refugees by expanding the service to a larger population, but w

ould also provide M
N

O
s w

ith 
a consistent stream

 of revenue. For exam
ple, TRCS currently spends over 20 m

illion TSH
 (9,000 U

SD
 

U
SD

) per m
onth on 23 phones available across the three cam

ps in Tanzania.

Case study 1.

Isaya fled Burundi in June 2015, crossing the border w
ith 

his w
ife and six of his children. H

is sixteen-year old son w
as 

not able to travel to Tanzania at the sam
e tim

e as his fam
ily. 

W
hen his son crossed the border in O

ctober 2016, he w
as 

m
oved to M

tendeli cam
p and is yet to be reunited w

ith the 
fam

ily. A
 m

ason by trade, Isaya w
orks inform

ally in the cam
p, 

building houses for refugees. 

Isaya uses a feature phone, w
hich has access to the 

Facebook Free Basics service. H
e describes the phone as 

being shared betw
een the w

hole fam
ily. 

In the m
orning, w

hen he first w
akes up, he checks for 

m
issed calls and m

essages, and throughout the day, he uses 
Facebook to chat and com

m
unicate w

ith friends and look at 
the new

s and inform
ation being shared.

In the evening, Isaya phones his son. H
e w

aits until the 
evening so that the w

hole fam
ily is together and he is able 

to pass the phone to his w
ife and children. Isaya describes 

how
 diffi

cult his separation from
 his son has been: “The love 

betw
een a son and father is so strong – m

y heart is burning – 
I need him

 to be here w
ith the fam

ily.”

W
hen he does not have enough airtim

e, Isaya uses the Red 
Cross phone service to call his son. H

ow
ever, the queues tend 

to be long and there is a tight tim
e lim

it on the call. U
sing 

his ow
n phone allow

s him
 to com

m
unicate at any given tim

e 
and for as long as he needs to.

In the late evening, before going to sleep, Isaya checks 
Facebook for updates. H

e enjoys sharing photos w
ith friends 

and fam
ilies to feel m

ore closely connected. Isaya describes 
how

 he has used Facebook to reconnect w
ith friends and 

relatives he w
as separated from

 m
any years ago, sim

ply by 
entering their nam

e and finding their profile.

D
evices

Services

U
ses

Refugees queue to use the TRCS calling station in 
the m

ain hospital in N
yarugusu.



| Liveliho
o

d
s and

 m
o

b
ile m

o
ney

Liveliho
o

d
s and

 m
o

b
ile m

o
ney |

22
23

M
O

B
ILE IS A

 LIFELIN
E: R

ESEA
R

C
H

 FR
O

M
 N

YA
R

U
G

U
SU

 R
EFU

G
EE C

A
M

P, TA
N

Z
A

N
IA

M
O

B
ILE IS A

 LIFELIN
E: R

ESEA
R

C
H

 FR
O

M
 N

YA
R

U
G

U
SU

 R
EFU

G
EE C

A
M

P, TA
N

Z
A

N
IA

A
ccess to

 a m
o

b
ile p

ho
ne can p

rovid
e sig

nificant eco
no

m
ic b

enefit 
fo

r refug
ee ho

useho
ld

s. S
m

all b
usiness ow

ners can co
m

m
unicate w

ith 
sup

p
liers and

 custo
m

ers and
 access m

arket info
rm

atio
n. M

o
re b

ro
ad

ly, 
m

o
b

ile m
o

ney also
 facilitates internatio

nal rem
ittances, p

erso
n-to

-p
erso

n 
(P

2P
) p

aym
ents, and

 hum
anitarian cash p

aym
ents. 

Livelihoods and 
m

obile m
oney

6
Econom

ic opportunities are lim
ited for refugees 

in N
yaragusu. Refugees are unable to seek form

al 
em

ploym
ent and have restricted m

ovem
ent 

outside the borders of the cam
p. The m

ajority 
of respondents (60 per cent) said that they do 
not have a regular source of incom

e, w
hile 20 

per cent gain their m
ain incom

e through running 

inform
al businesses and a further 20 per cent 

depend on dom
estic and international rem

ittances, 
inform

al labour, or incentive w
ork for hum

anitarian 
agencies. Respondents reported average household 
expenditure of 78,501 TSH

 (35.30 U
SD

) per m
onth, 

w
ith the average household consisting of 2.7 adults 

(any person 18 years and above). 

6.1 
Econom

ic opportunity

Focus group participants identified three im
portant w

ays that m
obile can increase their econom

ic 
opportunity: 

In N
yarugusu, 20 per cent of refugees run inform

al 
businesses or participate in the inform

al econom
y. 

They m
ost com

m
only trade in fish, sugarcane, fruit 

and vegetables, and clothing. O
thers sell services 

such as hairdressing, phone charging, and tailoring, 
or w

ork in the host com
m

unity. 

Previous research has established that refugees 
w

orldw
ide use m

obile phones to gain access 
to m

arket inform
ation, transfer m

oney and 
com

m
unicate w

ith custom
ers and suppliers (Betts 

2014). In N
yarugusu, 7 per cent of phone users 

report regularly using their phones to support 
incom

e-generating activities. For exam
ple, traders 

describe using their phones to m
ake purchases, talk 

to suppliers about stock and prices, and connect 
w

ith new
 custom

ers. Savings groups use phones 
to discuss and provide loans. Com

m
unication 

allow
s them

 to m
ake m

ore inform
ed decisions and 

facilitates greater econom
ic opportunity: 

“I bring fish from
 M

w
anza [tow

n] to the cam
p. 

The price of fish is fluctuating in M
w

anza 
com

pared to in the cam
p, so first you m

ust m
ake 

a phone call to ask about the price of the fish, so 
that you can m

ake sure it m
atches the price in 

the cam
p before you buy it.”  

M
ale, 25-50, Burundian sm

artphone user

Internet connectivity is used to identify new
 

clients and m
arkets and to search for inform

ation.  
This is especially valuable for skilled traders 
such as w

elders, tailors and others engaged 
in entrepreneurial activities. In focus groups, 
entrepreneurs discussed prom

oting clothing and 

crafts on social m
edia, searching for im

ages of 
w

elding or carpentry designs, and posting im
ages of 

handcrafted and tailored products online. Products 
sold to online custom

ers can be sent from
 the post 

offi
ce, a one-hour drive from

 the cam
p that requires 

special perm
ission. 

The introduction of connectivity has presented new
 

opportunities for refugees w
orking as m

obile agents 
and charging station operators. In the past tw

o 
years, the num

ber of m
obile agents w

orking in the 
cam

p has rapidly increased in line w
ith the grow

ing 
refugee population and a greater dem

and for data 

bundles. A
 m

ale m
obile agent reported: 

“For agents, the new
 tow

er has caused an 
increase in custom

ers. They used to buy voice call 
credit, but now

 they buy data – it has been very 
good for business.” M

ale, M
obile agent 

1. B
usiness ow

ners use their phones to com
m

unicate w
ith suppliers and search 

for m
arket inform

ation.

2. R
efugee entrepreneurs use their phones to identify and connect w

ith new
 

custom
ers.

3. C
onnectivity has increased business opportunities for m

obile agents.

M
ain source of incom

e
Fem
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B
urundian

M
ale

C
ongolese
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N
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O
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Figure 6: M
ain sources of incom

e for p
eop

le in N
yarug

usu
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M
obile m

oney is w
idely used in Tanzania, w

here 
the m

ajority of the population (92 per cent) 34 are 
unbanked. In N

yarugusu, just over half of phone users 
surveyed (52 per cent) reported using m

obile m
oney. 

O
f these users, 90 per cent reported using m

obile 
m

oney to receive m
oney, 41 per cent to send m

oney 
and 14 per cent to save. 

G
SM

A’s State of the Industry report on m
obile m

oney 
found that w

hen citizens gain access to life-enhancing 

financial products and services, they are better able to 
m

anage financial setbacks and shocks and, ultim
ately, 

transition out of poverty
35. M

obile m
oney services have 

the potential to provide financial inclusion for refugees 
living in cam

ps, w
here m

ovem
ent and liquidity of 

m
oney are especially lim

ited.

The research highlights four areas of opportunity for 
m

obile m
oney providers to serve this m

arket segm
ent: 

6.2
 

M
obile m

oney and financial inclusion 
Traders in focus group discussions reported 
using m

obile m
oney to m

ake purchases from
 

suppliers and receive m
oney from

 custom
ers and 

described using their devices as ‘a bank’. For this 
group, m

obile m
oney also facilitates im

proved 
m

anagem
ent of m

oney, by recording transactions 
and tracking paym

ents. 

“I can do a lot of business from
 m

y phone. People 
are m

aking paym
ents to m

e using m
obile m

oney, 
and I am

 also using it to pay for the goods and 
m

aterials that I purchase for the business. It 
reduces cost and tim

e – I don’t have to travel; I 
sim

ply m
ake a call or m

ake the paym
ent directly.” 

M
ale, 25-50, Congolese sm

artphone  
user and entrepreneur

A
 review

 of livelihoods in the three Tanzanian 
cam

ps found that the prim
ary barriers to incom

e 
generating activities are lack of capital, lack of tools, 
lack of land for crop production, lack of em

ploym
ent 

opportunities, and restriction of m
ovem

ent beyond 
the cam

p borders. 40  

H
um

anitarian agencies are responding to the first of 
these needs – the need for capital - by establishing 
saving groups including w

om
en’s savings groups. 

M
N

O
s can build on these initiatives by investing in 

the m
arketing of their financial services including 

savings and loans. Vodacom
 Tanzania, A

irtel and 
Tigo all offer savings products in Tanzania. A

lready, 

14 per cent of m
obile m

oney users report that they 
use m

obile m
oney accounts for savings. In focus 

groups, refugees em
phasised that m

obile m
oney 

accounts allow
 households to avoid carrying or 

storing cash and that the m
oney is safe even if the 

phone is stolen. For exam
ple, refugees described 

using M
-Paw

a (Vodacom
 Tanzania’s savings 

products) to save, record their transactions, and 
avoiding having cash in hand, w

hich could be m
ore 

easily m
isspent. 

“W
hen I have cash in hand I use it purposelessly, 

but in m
obile m

oney I can save and use it w
ell.” 

M
ale, 25-50, Congolese sm

artphone user 

1. D
om

estic and international rem
ittances

2. Inform
al m

erchant paym
ents (sm

all business paym
ents)

3. Savings and loans

Refugees in cam
p settings often have lim

ited 
m

eans to earn an incom
e. In N

yarugusu, 31 per 
cent of phone users report that they have received 
dom

estic rem
ittances, and 22 per cent report that 

they have received international rem
ittances via a 

m
obile phone. M

oney is m
ost com

m
only received 

through rem
ittances sent by friends or fam

ily living 
in Tanzania (67 per cent of receivers) or living 
abroad (47 per cent of receivers). Cash is transferred 
directly through m

obile m
oney, or indirectly via 

global m
oney transfer operators (M

TO
s) and 

W
estern U

nion. 

Rem
ittances are usually sent from

 fam
ily m

em
bers 

w
ho have rem

ained at hom
e, or w

ho are them
selves 

displaced or resettled refugees. For exam
ple, 

w
om

en describe their husbands sending m
obile 

m
oney from

 their country of origin in order to 
provide for children living in the cam

p. Young 
people sim

ilarly describe being sent m
oney by their 

parents. The rem
ittances tend to be irregular - the 

m
ajority of m

obile m
oney users (51 per cent) said 

that they receive m
obile m

oney less than once a 
m

onth. Focus group participants reported that 
cash is used to m

eet im
m

ediate needs - such as for 
m

edicines - as w
ell as to purchase food to substitute 

the W
FP distributions, including sm

all fish (D
agaa) 

and vegetables, clothes, and m
obile credit. For 

m
any refugees, m

obile m
oney also provides an 

im
portant safety net in em

ergency situations.

“If I fall sick and am
 hom

e alone, I can call 
som

eone inside or outside the cam
p to send 

m
oney, and then I can go to the hospital or the 

pharm
acy to get the m

edication.”  
Fem

ale, 25-50, Burundian phone user

Interoperability agreem
ents betw

een m
obile m

oney 
providers in Tanzania m

ake it easy for m
obile m

oney 
users to send m

oney across dom
estic netw

orks 
(Vodafone, Tigo and A

irtel). 36 This m
akes refugees’ 

lives easier as it avoids them
 having to use m

ultiple 
SIM

 cards and register for m
ultiple m

obile m
oney 

accounts. For international rem
ittances, new

 cross-
border inter-M

N
O

 partnerships are allow
ing m

oney 
to be sent via m

obile m
oney services across a 

grow
ing num

ber of international corridors. For 
exam

ple, M
TN

 G
roup and Vodafone G

roup entered 
into a partnership in 2015

37 in w
hich they com

m
itted 

to enable international rem
ittances betw

een M
-Pesa 

custom
ers in Kenya, Tanzania, the D

em
ocratic 

Republic of Congo and M
ozam

bique, benefitting 
refugees in all four m

arkets. 

M
obile m

oney is driving a price revolution in the 
cost of international rem

ittances. O
n average, 

using m
obile m

oney for international rem
ittance 

transfers is m
ore than 50 per cent cheaper than 

global M
TO

s (not including the cash out fee) and 
m

obile m
oney is the cheaper option in 39 of 45 

corridors. 38 A
ccording to the W

orld Bank G
roup, 

despite being the w
orld’s poorest region, Sub-

Saharan A
frica rem

ains the m
ost expensive place 

to send m
oney to. 39 This presents a significant 

opportunity for M
N

O
s to continue to evolve their 

m
obile m

oney offerings to include international 
rem

ittances, increasing com
petition and ultim

ately 
reducing rem

ittance fees for custom
ers, not least for 

refugees. 

34. Financial Inclusion Insights (FII) (2015)
35. G

SM
A

, 2016, “State of the Industry Report on M
obile M

oney, D
ecade Edition: 2006 – 2016”

36. Interoperability arrangem
ents in Tanzania include arrangem

ents betw
een Tigo and A

irtel in Septem
ber 2014, Zantel and Tigo in D

ecem
ber 2014, and Vodacom

, A
irtel and Tigo in 2016. 

37. Vodafone: http://w
w

w
.vodafone.com

/content/index/m
edia/vodafone-group-releases/2015/m

-pesa-m
tn.htm

l 
38. G

SM
A

, 2016, “D
riving a price revolution: M

obile m
oney in international rem

ittances” 
39. W

orld Bank, 13 A
pril 2015, “M

igration and Rem
ittances: Recent D

evelopm
ents and O

utlook. Special Topic: Financing for D
evelopm

ent”, M
igration D

evelopm
ent Brief 24, 

40. Baseline assessm
ent of livelihoods, skills gaps and m

arket opportunities in N
duta and M

tendeli refugee cam
ps, Tanzania, 2016
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Box 3. W
FP cash transfers and A

irtel Tap Tap

At the W
orld H

um
anitarian Sum

m
it in 2016, donors com

m
itted to increase the use and 

coordination of cash-based program
m

ing and G
SM

A
 m

ade a com
m

itm
ent to expand the rem

it of 
the H

um
anitarian Connectivity Charter to include a focus on this em

erging topic. Cash transfers 
give refugees greater control over w

hen purchases are m
ade, the food and and N

on Food Item
s 

(N
FIs) they choose to buy and the choice to save. 41 In M

ay, G
SM

A
 launched a report on this topic 

that explored the potential for cash disbursem
ent via m

obile m
oney and the added benefits of a 

functioning m
obile m

oney paym
ents ecosystem

. 42

In N
yarugusu, the W

orld Food Program
m

e (W
FP) is com

pleting a pilot program
m

e to provide cash 
to 10,000 of the m

ost vulnerable individuals replacing food distributions. Cash transfers are only 
effective w

here refugees have access to a functioning m
arket. In N

yaragusu, each houshold is given 
20,000 TSH

 per person (9 U
SD

) each m
onth to replace distributions of m

aize flour, salt and pulses. 
The local m

arkets for fortified oil and corn soya blend are poorly developed and therefore W
FP has 

continued to distribute these com
m

odities in-kind. 

The cash is distributed via A
irtel’s Tap Tap solution, an N

FC enabled card linked to a m
obile m

oney 
account. Recipients do not require a m

obile device because the m
oney is loaded onto the A

irtel 
‘Tap Tap’ card each m

onth. Recipients can then use their card, along w
ith a unique PIN

, to cash-out 
funds at an A

irtel m
obile m

oney agent. M
aintaining a liquid agent netw

ork is a challenge for A
irtel, 

w
hich delivers cash and dedicated agents into the cam

p in order to ensure successful distribution 
of W

FP funds to its beneficiaries. O
ther im

plem
entation challenges have included low

 literacy 
levels am

ong w
om

en from
 Burundi in particular, charges for refugees checking their balance, and 

security. H
ow

ever, refugees have been very positive about the cash program
m

e and post-distribution 
m

onitoring has found that over 90 per cent of the cash is used to purchase food.

4
. B

ulk paym
ents – hum

anitarian cash transfers
Case study 2.

M
sam

bya is originally from
 D

RC. H
e lived in Lugufu 

refugee cam
p from

 1997-2009 and w
as resettled to 

N
yarugusu in 2009. M

sam
bya trained as a tailor at 

a young age and w
as able to continue this trade in 

Lugufu and N
yarugusu. 

In N
yarugusu, M

sam
bya is part of a V

illage Savings 
and Loans G

roup (VSLG
) run by G

ood N
eighbours, 

and is currently training tw
o apprentices. H

e ow
ns 

a feature phone and a sm
art phone, both of w

hich 
play an im

portant role in doing business.

D
uring the m

orning, M
sam

bya uses his phone to 
com

m
unicate w

ith custom
ers and m

em
bers of the 

VSLG
 over voice calls. If he needs to m

ake business 
transactions, he uses his phone to access M

-Pesa. A
t 

the close of business, he m
ay go to a m

obile m
oney 

agent to w
ithdraw

 m
oney from

 his M
-Pesa account.

In the early evening, M
sam

bya uses his sm
artphone 

to search the internet for new
s and inform

ation. 
H

e looks up inform
ation about different tailoring 

m
aterials and equipm

ent, and uses applications 
dow

nloaded from
 the Play Store to look at im

ages of 
the latest fashion designs. 

Later in the evening, M
sam

bya uses IM
O

 and 
W

hatsA
pp to com

m
unicate w

ith fam
ily and friends 

and share photos. This includes friends in Belgium
 

and the U
K, and his brother, w

ho w
as resettled 

to the U
S in Septem

ber 2016. D
ue to the tim

e 
difference, M

sam
bya w

aits until 10.00pm
 to talk to 

friends and relatives living overseas. 

D
evices

Services

U
ses

41. 
O

D
I, 2016, “Cash transfers: w

hat does the evidence say? A
 rigorous review

 of program
m

e im
pact and of the role of design and im

plem
entation features”

42. G
SM

A
, 2017, “A

 Landscape Report: M
obile M

oney, H
um

anitarian Cash Transfers and D
isplaced Populations”

A
 m

obile agent assists a custom
er in one of the 

central m
arket areas in the cam

p.
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Stud
ents and

 ad
ults are using

 co
nnectivity to

 help
 them

 learn. A
d

ult 
refug

ees rep
o

rt using
 d

ictio
nary ap

p
licatio

ns and
 lang

uag
e w

eb
sites to

 
learn F

rench and
 E

ng
lish. R

ecent g
rad

uates rep
o

rt searching
 the internet 

to
 find

 new
 ed

ucatio
nal co

ntent, refresh know
led

g
e, and

 co
ntinue their 

stud
ies. A

ccess to
 learning

 m
aterials is asso

ciated
 w

ith asp
iratio

n and
 ho

p
e 

fo
r the future - fo

r find
ing

 a jo
b

 and
 resettlem

ent .

Education
7

“M
aking internet available [to refugees] is very im

portant. It w
ill enable access to education that is tailor-

m
ade to them

.” Sandra O
sw

ald, Vodacom
 Tanzania Foundation

Beyond secondary school there is no form
al 

provision of education in refugee cam
ps in Tanzania. 

W
hile agencies such as G

ood N
eighbours Tanzania 

(G
N

T) provide vocational training to selected 
groups, m

any other adults are keen to access 
educational resources and learn new

 skills. M
obile 

phones and the internet can be useful tools for 
doing this. 36 per cent of phone users consider 
education to be one of the m

ost im
portant uses 

of their phone, and a further 28 per cent feel it is 
im

portant. O
f internet users, 28 per cent report 

using their device to access educational content. 

In focus groups, refugees em
phasised using m

obile 
devices for learning languages. In N

yarugusu, 
refugees speak Kisw

ahili, French, Kirundi 
(Burundian), Bem

be (Congolese) and a range of 
local dialects, w

hile agencies operate largely in 
Kisw

ahili, French and English. A
 num

ber of refugees 
are keen to develop their French and English skills, 
and report using dictionary applications on their 
phone, as w

ell as other language learning w
ebsites 

and applications, such as vocabulary and gram
m

ar 
focussed sites. 

Recent secondary school graduates also report 
using their phone and the internet to retain 
know

ledge and continue their education. In the final 
years of secondary school, students specialise in a 

particular subject. G
raduates report searching online 

to continue building skills and learning in these 
subjects. 

“I access inform
ation through a navigation search 

for the subject I am
 interested in. If I need to read 

from
 a specific book I can search for it. I study 

because I don’t w
ant to forget w

hat I learnt from
 

school.” Fem
ale, 25-50, Congolese sm

artphone user

In addition to using phones for education, refugees 
are able to use the tablets available at the six IN

S 
classroom

s set up in prim
ary and secondary schools 

in the Congolese part of the cam
p (see Box 4). 

Tw
ice a day, the classroom

 is open to m
em

bers of 
the public, w

ho use the tablets for com
m

unication, 
entertainm

ent and educational purposes. 

O
ne user describes using a tablet to continue 

his studies follow
ing his Bachelor’s and M

aster’s 
degrees, w

hich he com
pleted in Tanzania as a 

D
A

FI Scholar, one of several refugees sponsored 
to com

plete higher education courses outside the 
cam

p (see Box 5). 43 H
e is now

 using the tablet to 
apply for further study in Business A

dm
inistration in 

the U
S. V

isiting the IN
S classroom

 on a daily basis, 
he searches the internet to find m

aterials relating to 
business adm

inistration, such as reading m
aterials 

and video content.

7.1 
Connectivity in the classroom

7.2
 

A
ccess to inform

al education 
opportunities

Box 4. Vodafone Foundation Instant N
etw

ork School classroom

In 2016, Vodafone Foundation launched its Instant N
etw

ork Schools (IN
S) initiative in N

yarugusu, 
establishing six connected classroom

s in three prim
ary schools and three secondary schools in 

Congolese zones of the cam
p. 

The IN
S classroom

 provides a VSAT W
i-Fi connection, laptop, projector, 25 tablets and charging 

equipm
ent, together w

ith a solar pow
ered battery. Each classroom

 is m
anaged by an IN

S coach, 
a refugee recruited to oversee the use of the classroom

, train teachers and offer daily support to 
teachers and students.

Each class is scheduled one or m
ore lessons in the IN

S classroom
 per w

eek. Before the class, the 
teacher is able to use the tablet to search for and dow

nload content to incorporate into their lesson 
plan, such as im

ages, audio clips, videos or reading m
aterials. D

uring the lesson, this content is then 
displayed using the projector. Teachers can also hand out tablets to students to search for their ow

n 
content online.

The launch of the IN
S classroom

s has brought 
connectivity into the classroom

 for the first tim
e in 

N
yarugusu. Schools in N

yarugusu suffer from
 a lack 

of resources and textbooks, and teachers experience 
daily challenges of large class sizes and lim

ited tim
e. 

The initiative is intended to m
ake lesson planning 

easier and to increase the resources available to 
teachers, to enhance lesson content.

Teachers and students are positive about the 
program

m
e, describing how

 connectivity has 
m

ade lessons m
ore enjoyable and interesting. The 

introduction of visual content that goes beyond 
the confines of the cam

p, such as m
aps and 

photographs, is of particular value, especially for 
students born in the cam

p. Students describe how
 

visual content has m
ade concepts easier to grasp, in 

particular for specialist subjects at higher secondary 
level, such as engineering, agriculture or sciences.

“There’s an im
provem

ent because w
e used to 

learn and not see, but now
 w

e can see w
hat w

e’re 
learning about. Especially for veterinary studies 
and agriculture I can look at the plants and 
anim

als, and it is m
uch easier learning through 

this m
ethod.” Fem

ale student, Secondary school

The Vodafone Foundation has scheduled an 
independent evaluation of the program

m
e to assess 

the effectiveness of the IN
S program

m
e. Teachers 

interview
ed during this study reported that students 

w
ere m

ore engaged in IN
S lessons and that access 

to technology had increased confidence in teaching 
unfam

iliar content. 

43. For m
ore inform

ation: http://w
w

w
.unhcr.org/uk/dafi-scholarships.htm

l 

Tw
o IN

S coaches use the tablet devices outside 
the IN

S classroom
 in A

m
ani Secondary School.
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Box 5. 

“U
N

H
CR has been running a [D

A
FI Scholar] program

m
e w

here they select 2 or 3 outstanding 
refugees w

ho have com
pleted Form

 6, and they are sponsored to go to one of the universities in 
Tanzania. These students are now

 qualified, and have form
ed an association in the cam

p. They have 
been accessing the internet at the IN

S centres, and using it to do research and m
arket proposals 

for com
m

unity w
ork. They are com

ing up w
ith proposals and w

ant to access funding online.” Paul 
Tim

othy M
w

ebe, International Rescue Com
m

ittee (IRC)

A
ccess to education is closely associated w

ith hope 
and aspiration for the future. It is talked about in 
connection w

ith resettlem
ent opportunities and 

finding a job. 

“I w
ant to be a journalist. [The internet] is 

helping m
e to achieve this by teaching m

e about 
the w

orld, and being able to access new
s and 

inform
ation about different countries.”  

M
ale, secondary school student

For the last 3-4 years, U
N

H
CR’s resettlem

ent 
program

m
e has resettled Congolese refugees in 

third countries including the U
S and Canada. The 

ability to get online to im
prove language skills, learn 

com
puter skills and gain vocational certificates, is 

particularly sought after by refugees that hope to be 
resettled. Staff

 at the IRC, responsible for education 
in the cam

p, describe:

“Young people are interested in online study and 
online skills training. M

any young people have 
expressed interest in com

puter skills, because 
they feel this w

ill be an asset w
hen they are 

resettled. They have expressed interest in online 
courses, including com

puter training and getting 
certificates.” 

Case study 3.

G
race is 21 years old and originally from

 Burundi. H
er 

fam
ily fled to D

RC before she w
as born, but in 1996, 

w
hen G

race w
as a baby, her m

other fled again to 
Tanzania due to conflict in D

RC. G
race and her three 

siblings w
ere raised in N

yarugusu by her m
other’s 

sister, a w
idow

 and m
other of three children. G

race 
is now

 in her final year of secondary school and 
specialising in biology. She hopes to be resettled so 
that she can train to be a doctor. 

G
race uses her aunt’s sm

artphone, w
hich she has 

access to full-tim
e. In the m

orning, the first thing 
G

race does is read the new
s online, looking in 

particular for new
s on conflict and peace processes 

in Burundi and D
RC. Later in the m

orning, she 
calls fam

ily and friends to m
ake greetings and 

arrangem
ents.

A
t m

idday, G
race goes to school. Before school 

starts she spends 45 m
inutes in the IN

S classroom
 

using the tablets. She uses the W
i-Fi connection to 

listen to gospel m
usic, w

atch m
usic videos and look 

at new
 fashion designs on the Fashion A

frica app.

In the afternoon, G
race attends lessons from

 1-5pm
. 

If she has an IN
S lesson, the class is able to use 

the tablets to search for im
ages, inform

ation and 
reading m

aterials. She describes using the tablet in 
biology class to read about different health issues 
and look at im

ages and videos of internal organs 
and the hum

an body.

A
fter school, in the evening, G

race uses her phone 
to help w

ith hom
ew

ork, using G
oogle to do extra 

research. O
nce her hom

ew
ork is com

plete, she uses 
Facebook to chat to her friends living in Burundi, 
and friends w

ho have been resettled to the U
S. 

Before going to sleep, she checks YouTube to w
atch 

the new
s from

 the day.

“I w
ould like to becom

e a surgical doctor specialising 
w

ith the head. Surgical operations are very 
expensive, and m

any poor fam
ilies cannot afford 

it. If I becom
e a doctor, I w

ould like to be able to 
assist those people. U

sing the tablet, I can search 
for m

aterials relating to the brain and the head, so it 
facilitates m

y learning tow
ards this goal. I w

ould like 
to have m

y ow
n tablet, so that I can study in m

y ow
n 

tim
e.”

D
evices

Services

U
ses

D
A

FI scholar and M
asters graduate, using internet 

at the IN
S classroom

 to continue his studies.
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Connectedness and 
w

ell-being
8

C
o

nfinem
ent to

 the cam
p

 and
 sep

aratio
n fro

m
 fam

ily, friend
s and

 
neig

hb
o

urs can have a neg
ative im

p
act o

n refug
ees’ w

ell-b
eing

. R
efug

ees 
are interested

 in w
hat is hap

p
ening

 in the ‘w
id

er w
o

rld
’ o

utsid
e the cam

p
 

and
 rep

o
rt using

 their p
ho

nes to
 search fo

r g
lo

b
al new

s, and
 info

rm
atio

n 
o

n relig
io

n, p
o

litics, m
usic, fashio

n, and
 sp

o
rts. They also

 d
ow

nlo
ad

 and
 

share m
usic and

 m
ovies fo

r relaxatio
n. 

Pre-flight traum
a, confinem

ent to the cam
p, and 

separation from
 fam

ily, friends and neighbours can 
have a profoundly negative im

pact on refugees’ 
health and w

ell-being during a protracted 
crisis. A

ctivating social netw
orks and traditional 

com
m

unity support system
s plays an im

portant 
role in refugee psychosocial w

ell-being. The 
establishm

ent of m
eaningful relationships and 

participation in com
m

unity activities has been found 
to have a positive im

pact on the m
ental health of 

encam
ped populations, alongside specialist social 

support services. 44 

Com
m

unity leaders describe using their phones to 
pass on inform

ation and m
obilise group m

eetings. 

O
ther refugees report using voice calls and 

m
essaging apps to contact church m

em
bers to 

coordinate church m
eetings and organise w

elcom
e 

groups for new
 m

em
bers, as w

ell as form
ing 

netw
orks w

ith church groups in the host com
m

unity. 

“W
e give our phone num

bers to com
m

unity 
m

em
bers and so if they have any concerns or 

an em
ergency they can call or text us so w

e 
can advise over the phone or m

ake a visit if 
necessary.” Congolese com

m
unity leader

“W
ith a phone I feel able to do a better job 

as a com
m

unity leader - I can provide for m
y 

com
m

unity.” Congolese com
m

unity leader

In addition to being able to com
m

unicate w
ith 

friends and fam
ily outside the cam

p, as described 
in Section 5, connectivity can help people access 
international netw

orks through m
utual interests and 

associations. Young people, for exam
ple, particularly 

value social m
edia for access to inform

ation 
about fashion, sports and m

usic. O
ne 25 year old 

Congolese m
an, w

ho grew
 up in the cam

p and is 

part of a refugee football team
, describes using 3G

 
data each w

eek to read new
s about the football 

m
atches that have taken place around the w

orld 
over the w

eekend.

“Social m
edia has connected the w

hole w
orld 

and brought it into m
y hands.”  

M
ale, 25-50, Burundian sm

artphone user

Entertainm
ent, such as listening to m

usic, w
atching 

m
ovies and playing gam

es, is also used by refugees 
to relax. Phones are used for entertainm

ent by 14 
per cent of phone users, and 35 per cent of internet 
users go online to access entertainm

ent. For phone 
users, 30 per cent feel that entertainm

ent is one 
of the m

ost im
portant uses of their phone, and 

a further 29 per cent report it to be im
portant. 

M
ale users and young people value entertainm

ent 
particularly highly. 

People reported that listening to religious m
usic, 

for exam
ple, helped to take their m

ind off
 w

orries 
and concerns. O

ne w
om

an described how
 this had 

helped her to relax w
hile she w

as recovering:

“I w
as paralysed on one side and had to stay in 

m
y hom

e on m
y ow

n. The w
orry w

as w
orsening 

the condition - the doctor advised that I needed 
to relax and not w

orry. U
sing m

y phone I w
as 

able to listen to m
usic and it relaxed m

e - I 
enjoyed it and I stopped w

orrying about m
y 

condition. I think it is w
hat cured m

e.”  
Fem

ale, 25-50, Congolese feature phone user

Phones and m
em

ory cards preloaded w
ith m

usic 
and m

ovies can be purchased in the cam
p. Friends 

and fam
ily also use m

em
ory cards and Bluetooth 

to share dow
nloads, and people can go to m

obile 
agents and other m

arket vendors to exchange 
content. 

“M
any people buy phones to enjoy it even 

w
ithout airtim

e, enjoying the m
usic or gam

es 
on it. The reason is because people have 
experienced m

any diffi
culties and trouble before 

they cam
e to the cam

p, and so a phone and 
m

em
ory card full of m

usic and entertainm
ent can 

help to entertain him
 or her, and help to relax and 

forget the trouble from
 the past.”  

Fem
ale, 25-50, Congolese feature phone user

In N
yarugusu, m

ost refugees do not have access to 
TV, and instead rely on w

ord of m
outh, radio, or their 

phone for new
s and inform

ation. A
m

ong phone 
users, 65 per cent report using voice calls and 57 per 
cent report using SM

S to find out new
s from

 fam
ily 

and friends. A
m

ong internet users, 65 per cent go 
online to search for new

s and inform
ation. 

Reading and w
atching new

s from
 the country 

of asylum
, country of origin and other countries 

around the w
orld can help refugees to feel m

ore 
connected w

ith the outside w
orld. 62 per cent 

of phone users report that accessing new
s and 

inform
ation is one of the m

ost im
portant uses of 

their phone, and a further 20 per cent report that it 
is im

portant. 

In sum
m

ary, new
s, inform

ation and entertainm
ent 

are im
portant services for refugees and present an 

em
erging opportunity for M

N
O

s. A
m

ong non-phone 
users, 56 per cent of those w

ho desire access to a 
phone, and 68 per cent of those w

ho desire access 
to the internet, said they w

ould use it to find out 
new

s and inform
ation. Sim

ilarly, 30 per cent of non-
phone users report that they w

ould use a phone to 
access entertainm

ent. 

For hum
anitarian agencies, the findings indicate 

that access to connectivity can support existing 
social netw

orks and traditional com
m

unity 
support system

s. H
um

anitarian agencies should 
explore options for using m

obile to increase 
the new

s and inform
ation available to refugees, 

such as collaborating w
ith technology vendors 

to dissem
inate inform

ation through bulk SM
S 

m
essaging and Instant Voice Recognition (IV

R). 
Section 10 highlights how

 M
N

O
s and agencies 

can support the m
ost vulnerable groups to access 

m
obile services.

1. A
ccess to connectivity can contribute to the form

ation and preservation 
of com

m
unity groups, such as religious groups, sports groups and other 

com
m

unity netw
orks. 

2. C
onnectivity can also enable refugees to connect to netw

orks outside the cam
p.

3. Stakeholders should not underestim
ate the im

portance of entertainm
ent for 

this custom
er base.

4
. R

efugees also express the im
portance of accessing new

s and inform
ation 

about the w
ider w

orld. 

44. M
eyers, S., 2016, “H

ealth and w
ell-being in refugee cam

ps”, in Thom
as, F., H

andbook of M
igration and H

ealth, Edw
ard Elgar. https://books.google.co.uk/books?id=cxW
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U
se o

f m
o

b
ile d

evices is lim
ited

 by co
sts related

 to
 ow

nership
 and

 use, 
includ

ing
 the co

st o
f hand

sets, cred
it, d

ata and
 charg

ing
. R

efug
ees also

 
id

entified
 issues fro

m
 p

o
o

r netw
o

rk q
uality, literacy levels, internet literacy 

and
 safety, id

entificatio
n and

 S
IM

 card
s, and

 liq
uid

ity fo
r m

o
b

ile m
o

ney 
services.

B
arriers and 

challenges 
9

92 per cent of non-users reported that the cost of 
handsets prevents them

 from
 ow

ning or using a 
phone. Sim

ilarly, 78 per cent of non-internet users 
said the cost of a feature or sm

artphone prevents 
them

 from
 accessing the internet.

“W
e have to cut the ration and sell som

e of the 
ration to buy a phone.… You can sell half of the 
beans, half of the flour and the oil, but even then 
it w

ill still take som
e tim

e to get enough for a 
phone.” Burundian, Com

m
unity leader

This is supported by survey data, w
hich illustrates 

that households w
ith a higher average m

onthly 
household expenditure are m

ore likely to ow
n 

a device. H
ouseholds w

ith no device report an 

average m
onthly expenditure of 67,765 TSH

 (30.50 
U

SD
), w

hile households w
ith one, tw

o or three 
devices report an average expenditure of 74,811 TSH

 
(33.70 U

SD
), 87,985 TSH

 (39.60 U
SD

), and 105,455 
TSH

 (47.50 U
SD

) respectively.  

Recent research from
 G

SM
A

45 states that there 
is am

ple opportunity for the m
obile industry 

and ecosystem
 players to im

prove sm
artphone 

affordability for the m
any m

illions of people 
currently unable to afford a device, w

ith 
recom

m
endations of w

ays to spread the financial 
load outlined in Section 10.

9.1 
H

andset cost

Case study 4.
D

evices
Services

U
ses

Fatum
a settled in N

yarugusu in Septem
ber 

2015 after crossing the Burundian border 
w

ith her three children. In Burundi, 
Fatum

a w
orked as a tailor, but w

as not able 
to bring her equipm

ent w
ith her w

hen 
she fled, so is not able to w

ork in the 
cam

p. 

Fatum
a uses an Itel feature phone, w

hich 
gives her access to the Facebook free basics 
service. Fatum

a describes how
 her phone is 

alw
ays near her, so that she can use it w

henever 
she needs it. 

In the m
orning, she uses her phone to check 

the tim
e, so that she can plan for the day. She 

checks m
issed calls and m

essages, and if she has 
enough airtim

e, she also m
akes calls to greet 

fam
ily and friends living in other parts of the 

cam
p. Fatum

a describes how
 im

portant it is for 
her to be able to keep in touch w

ith fam
ily and 

friends even w
ithin the cam

p, as she is not able to 
w

alk to visit them
 easily.

In the afternoon, after lunch, Fatum
a uses her 

phone to relax. She listens to m
usic and w

atches 
videos that she has saved on her phone. H

er and 
her friends use Bluetooth to share m

usic and 
videos w

ith one another. She also looks at new
s 

and inform
ation that has been shared by friends on 

Facebook.

In the early evening, Fatum
a uses Facebook to 

m
essage loved ones and share photos. Fatum

a has 
a friend that has been resettled to the U

S and a 
nephew

 living in D
ar es Salaam

, w
ho she has not 

seen for m
ore than five years. She describes the joy 

of sharing and receiving pictures from
 them

.

A
t night, Fatum

a continues to keep her phone close, 
so that she can use it as a torch if she needs to get 
up and m

ove around the house.

45. G
SM

A
, 2017, A

ccelerating affordable sm
artphone ow

nership in em
erging m

arkets
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A
m

ong survey respondents, 78 per cent of users 
and 70 per cent of non-users describe the cost of 
credit as a significant barrier to use and ow

nership 
respectively. In particular, the cost of international 
calls is prohibitively expensive and prevents people 
from

 speaking to fam
ily m

em
bers living in other 

countries. 

“I have m
any relatives abroad but I can’t afford to 

call them
.” M

ale, 51+, Congolese basic phone user

73 per cent of users report charging as a barrier to 
frequent phone use. M

ost hom
es in N

yarugusu have 
no electricity and so refugees charge their phones 
in the m

arket or at a local solar-charging site for a 
cost of 200 TSH

 for basic phones and 500 TSH
 for 

sm
artphones. Reliance on solar pow

er can m
ake 

charging slow
 during the rainy season. 

O
ne w

ay to provide affordable off
-grid energy 

services to refugees is to collaborate w
ith pay-as-

you-go solar providers to provide lease-to-ow
n 

solar hom
e system

 products that can be paid for 
in instalm

ents via m
obile m

oney, scratch cards 
or airtim

e (see Section 10). It w
ill be im

portant to 
invest in further research in this area to understand 
the tailored business m

odels that can unlock this 

opportunity for refugee populations. 

A
ccess to cash is particularly lim

ited for w
om

en. 
For exam

ple, 93 per cent of w
om

en said the cost of 
credit w

as a barrier to use, com
pared to 68 per cent 

of m
en. Som

e m
en access cash by participating in 

physical incentive w
ork for N

G
O

s, such as unloading 
vehicles, digging latrines, or constructing houses. 
O

ther m
en m

ay do inform
al labour in areas outside 

the cam
p or purchase fish to sell in the m

arket. 
G

reater access to cash enables m
en to spend 

slightly m
ore on average for phone credit and 

charging - 7,183 TSH
 (3.20 U

SD
) on credit and 2,199 

TSH
 (1.00 U

SD
) on charging per m

onth - com
pared 

to 6,423 TSH
 (2.90 U

SD
) and 1,176 TSH

 (0.50 U
SD

) 
respectively for w

om
en.

Partnerships betw
een M

N
O

s and hum
anitarian 

agencies can increase refugee access to m
obile 

financial services, and boost access to cash across 
the population. For exam

ple, M
N

O
s already play 

an im
portant role in delivering digital hum

anitarian 
cash transfers. N

ew
 collaborations w

ith agencies 
that establish refugee savings groups could increase 
access to loans and savings services for vulnerable 
groups. 

9.2
 

Credit and charging

H
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C
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on-p

hone users

M
ale

Fem
ale

M
ale

Fem
ale

B
arriers to use 

P
hone U

sers

0
%

0
%

10
0

%

Figure 7: B
arriers to access and

 usag
e of m

ob
ile p

hones for  
 

p
eop

le in N
yarug

usu

Figure 8: B
arriers to access and

 usag
e of m

ob
ile p

hones for p
eop

le in  
 

N
yarug

usu w
ith g

end
er b

reakd
ow

n

10
0

%

H
andset cost

C
redit cost

D
igital literacy

N
etw

ork quality

B
arriers to access 

N
on-p

hone users

O
ne of the m

ain b
arriers 

to access
N

ot one of the m
ain 

b
arriers to access

O
ne of the m

ain b
arriers 

to use
N

ot one of the m
ain 

b
arriers to use

B
arriers to use 

P
hone U

sers

C
harging cost

%
 of 

p
hone 

users

%
 of 

p
hone 

users

%
 of 

p
hone 

users

%
 of 

p
hone 

users

%
 of 

non-p
hone 

users

%
 of 

non-p
hone 

users

%
 of 

non-p
hone 

users

%
 of 

non-p
hone 

users

%
 of 

non-p
hone 

users

20-35,000 TSH
9-16 USD

A
verag

e m
onthly 

exp
end

iture

6,865 TSH
3 USD

A
verag

e m
onthly 

exp
end

iture

1,765 TSH
0.8 USD

100-300,000 TSH
45-135 USD

92%
8%

70%
78%

73%

16%32%

12%

7%

88%

93%

100%

30%
22%

27%

84%

68%

91%

68%

66%

15%

39%

44%

8%

5%

0%

93%

93%

82%

18%22%

88%

15%

9%

1%



| B
arriers and

 challeng
es

B
arriers and

 challeng
es |

38
39

M
O

B
ILE IS A

 LIFELIN
E: R

ESEA
R

C
H

 FR
O

M
 N

YA
R

U
G

U
SU

 R
EFU

G
EE C

A
M

P, TA
N

Z
A

N
IA

M
O

B
ILE IS A

 LIFELIN
E: R

ESEA
R

C
H

 FR
O

M
 N

YA
R

U
G

U
SU

 R
EFU

G
EE C

A
M

P, TA
N

Z
A

N
IA

The cost of data w
as cited as a barrier to use by 

76 per cent of internet-users and 53 per cent of 
non-internet users. In focus groups the m

ajority of 
participants talked of purchasing data interm

ittently 
rather than regularly. For exam

ple: 

“Som
etim

es I purchase no data bundles for 
tw

o m
onths, because there is no w

ay of getting 
m

oney.” Fem
ale, 25-50, sm

artphone user

To overcom
e such cost barriers, Vodacom

 Tanzania 
are planning to provide special offers w

hereby 
refugees can call their fam

ilies and friends, and 
access internet at an affordable price. This w

ill 
increase com

petition, helping to drive costs dow
n. 

O
ne quarter of phone users report netw

ork 
coverage as one of the m

ain barriers to using their 
phone, and 32 per cent report netw

ork quality as 
a barrier. Refugees’ hom

es are arranged in tw
elve 

zones, and basic coverage extends to the m
ajority 

of zones. H
ow

ever, m
ost people are unable to m

ake 
phone calls from

 their ow
n hom

es during the day: 
refugees described ‘w

alking up a hill’, ‘clim
bing 

trees’ and ‘w
aving the phone in the air’ in order 

to m
ake a call or send an SM

S. Som
e also raised 

problem
s w

ith w
eakened signals inside the hom

e, 
due to brick w

alls and iron sheeting. 

Younger people (18-25 year olds) and internet users 
w

ere m
ost concerned about netw

ork coverage 
and quality. D

ata bundles are sold w
ith tim

e lim
its 

that m
ay expire before signal strength im

proves. In 
focus groups, young people said they w

ould stay 
aw

ake to access the internet betw
een m

idnight 
and 5am

, w
hen dem

and is low
er. D

uring the day, 
recorded dow

nload speeds ranged betw
een 

0.4M
bps (indoors in Zone 1) and 19.2M

bps (next to 
the tow

er). 

64 per cent of non-users m
entioned the cost of 

a SIM
 card as a barrier to phone ow

nership, and 
6 per cent m

entioned problem
s w

ith identity 
docum

ents. 46 SIM
 card registration requires a 

photo, personal inform
ation, and scan of an offi

cial 
identification docum

ent to m
eet m

andatory SIM
 

registration requirem
ents involving proof-of-identity. 

U
N

H
CR identity docum

ents are provided to all 
refugees but are no longer recognised as legitim

ate 
registration docum

ents for SIM
 cards. SIM

 cards 
purchased w

ithin the last year (since 16th June 2016) 
function tem

porarily w
ithout offi

cial registration (for 
30 days), but are then deactivated. U

sers m
ust then 

either re-register as a tem
porary user or purchase 

a new
 tem

porary SIM
 card. D

uring five of the ten 
m

arket observations, custom
ers approached m

obile 
agents w

ith deactivated SIM
 cards in order to re-

register, one agent com
m

enting that he w
as seeing 

an “alarm
ing rate of turn over”. Som

e agents spent 
a long tim

e (m
ore than 10 m

inutes per user) on the 
phone to custom

er support in an attem
pt to resolve 

the issue, and did not them
selves have a good 

understanding of the problem
.

“O
nce it is deactivated… I have to buy another 

tem
porary SIM

 and I m
ight not have the m

oney 
to buy it” M

ale, 25-50, Burundian, basic phone user

The Tanzanian G
overnm

ent’s recent decision in 
June 2017 to roll out N

ational ID
 N

um
bers (N

ID
) to 

refugees, w
hich they can use for KYC purposes, is 

a significant step tow
ards closing the identification 

gap am
ong refugees enabling m

obile access 
for refugees in Tanzania. The initial N

ID
 roll out 

aim
s to register 9,000 refugees in N

yarugusu. 

These developm
ents are an exam

ple of how
 

hum
anitarian organisations and governm

ents can 
w

ork collaboratively to navigate identity-related 
KYC barriers and ensure that refugees have access 
to a m

obile SIM
 card and a range of value-added 

identity-linked m
obile services.

“I bought a phone in January this year. It has 
internet, w

hich I didn’t have before. But I don’t 
use it - I don’t know

 how
 to use it. I w

ould like to 
though, m

ainly to get inform
ation about w

hat is 
happening in Burundi.”  
Fem

ale, 51+, Burundian feature phone user

D
igital literacy is a particular challenge for older 

people (51 years and above). 14 per cent of older 
non-users said that poor digital skills prevent them

 
from

 using a phone com
pared to just 4 per cent of 

under-25s. A
m

ong phone users, 35 per cent of older 
users report digital skills as a challenge, com

pared 
to 11 per cent of under-25 users. In focus groups, 
com

m
unity leaders and older people frequently said 

that they don’t understand how
 to search for new

s 
and inform

ation on the internet and are unable to 
use social m

edia. 

The rate of phone use increases w
ith a refugee’s 

education level. For exam
ple, 27 per cent of non-

educated respondents report using a phone, 
com

pared to 75 per cent of secondary school 
educated respondents. Sim

ilarly, 27 per cent of 
non literate respondents report using a phone, 
com

pared to 66 per cent of literate users. This 
m

ay be a contributing factor to the higher levels of 
access am

ong younger people and m
en, w

ho tend 
to have higher levels of education.

Introducing digital literacy into the school 
curriculum

 and adult education program
m

es has the 
potential to im

prove the num
ber of people able to 

benefit from
 m

obile connectivity. M
N

O
s can partner 

w
ith N

G
O

s and U
N

 agencies to deliver digital 
education services, as evidenced by Vodafone 
Foundation’s Instant N

etw
ork Schools (Box 4). 

Such philanthropic investm
ents can im

prove the 
lives of refugees, how

ever further m
onitoring and 

evaluation of such projects is needed to quantify the 
im

pacts. 47 

Som
e participants express concern about access 

to harm
ful content online, including violent im

ages 
from

 hom
e. Young girls said they had received 

unw
anted com

m
unication and im

ages from
 

strangers that m
ade them

 feel upset or w
orried. 

O
lder people said they w

ould like m
ore inform

ation 
and education on how

 to use the internet safely. 

“If som
eone has run from

 w
ar, then they have 

been through bad experiences. If they go online, 
they m

ay see things in videos or pictures that 
builds em

otions and angers or upsets them
, 

and it can m
ake them

 depressed or m
ake them

 
act out. It can m

ake them
 lose hope about their 

country and w
hether they can ever go back – it 

m
akes them

 think they have no country left to go 
back to.” M

ale m
obile agent

The Tanzania Com
m

unications Regulatory A
uthority 

(TCRA
) has provided U

N
H

CR w
ith a short leaflet 

on internet safety, w
hich has been translated into 

Kisw
ahili and Kirundi and distributed to 4,000 

refugees across the three cam
ps in the Kigom

a 
region. Facebook has also produced an internet 
safety guide, w

hich w
ill also be distributed by 

U
N

H
CR.

9.3
 

Internet connectivity

9.4
 

N
etw

ork quality

9.5
 

SIM
s and identification

9.6
 

D
igital skills, literacy and safety online

46. It is possible that m
ost non-users have not attem

pted to purchase a SIM
 card, due to other barriers, and therefore are not aw

are of the registration issues.
47. A

 large research study assessing the im
pact of Vodafone Foundation’s IN

S schools in refugee cam
ps across East A

frica is currently being conducted. The findings of the study w
ill be 

published in D
ecem

ber 2017.
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Retrieving cash at m
obile m

oney agent locations 
w

as not a problem
 reported by m

any refugees 
in survey responses. H

ow
ever, during m

arket 
observations, five of the ten observed agents 
had insuffi

cient cash for their custom
ers to m

ake 
requested m

obile m
oney w

ithdraw
als. A

s the use 
of m

obile m
oney increases and U

N
 agencies and 

N
G

O
s expand their deploym

ent of hum
anitarian 

cash transfer projects, ensuring liquidity in the cam
p 

w
ill becom

e increasingly challenging. There are a 
num

ber of m
ethods that M

N
O

s and hum
anitarian 

organisations can adopt to ensure liquidity, 
including strengthening the m

aster agent m
odel, 

deploying m
ore agents – including fixed and roving 

agents - and staggering paym
ents. 48

For M
obile N

etw
ork O

perators 

• 
Recognise that there is significant m

arket dem
and from

 refugee populations. Think creatively about 
how

 to extend coverage to refugee populations including exploring w
ays to share com

m
ercial risk.  

Evidence from
 N

yarugusu refugee cam
p suggests that there can be a significant business case for 

extending m
obile coverage to refugee cam

ps. The presence of refugees adds significant m
arket size to 

locations that otherw
ise m

ight not be considered com
m

ercially sustainable for M
N

O
s, as has been borne 

out in the case of N
yarugusu cam

p in Tanzania.  
 In cases w

here the capital expenditure m
ay be deem

ed too high to build a tow
er due to perceived low

 
returns on investm

ent, M
N

O
s should consider collaborating w

ith interested stakeholders to explore 
innovative w

ays to extend coverage. Exam
ples include U

nited N
ations Capital D

evelopm
ent Fund 

(U
N

CD
F’s) collaboration w

ith an M
N

O
 in U

ganda to em
bark on a ‘Loss G

uarantee’ agreem
ent approach. 

The prom
ise of a loss guarantee, by w

hich the U
N

CD
F w

ould reim
burse the M

N
O

 for any losses suffered 
through the site on a quarterly basis, for a set period of tim

e, enabled the M
N

O
 to invest w

ithout financial 
risk. N

o reim
bursem

ent w
as required, as the site becam

e im
m

ediately profitable. 49 
 A

s part of the G
SM

A
 Connected Society program

m
e’s rural connectivity project, three M

N
O

s in Tanzania 
(A

irtel, M
illicom

 and Vodacom
) have em

barked on a tripartite national roam
ing agreem

ent. In this m
odel, 

pilot sites jointly provide broadband connectivity to all operator custom
ers from

 a single tow
er, allow

ing 
subscribers to roam

 on each other’s netw
orks in selected rural locations. 50 Such a m

odel could be applied 
in areas w

here refugees reside.  

• 
Consider a blended m

odel of com
m

ercial and philanthropic offerings that can co-exist to m
eet 

the unique needs of refugee populations, including those in the m
ost vulnerable segm

ents of the 
population.  
The socio-econom

ic im
pact of m

obile services through the investm
ent of tow

ers can be significant. 
H

ow
ever, M

N
O

s should also consider how
 to ensure m

obile access and usage for m
arginalised groups 

through investing in philanthropic initiatives such as the provision of education or w
elfare services, 

ensuring that all groups can benefit from
 the sam

e services. Vodacom
 Tanzania has achieved this 

blended m
odel, investing in a tow

er in N
yarugusu cam

p that delivers 3G
 connectivity, as w

ell as offering 
philanthropic initiatives, such as the Instant N

etw
ork Schools, w

hich provide digital learning to students 
and free internet access to m

em
bers of the w

ider refugee com
m

unity. Such enterprises can deliver social 
im

pact resulting in w
ide-ranging advocacy benefits for M

N
O

s.  

9.7
 

Liquidity
10.1 Recom

m
endations

The research p
rovid

es evid
ence that there is a m

arket o
p

p
o

rtunity to
 

d
eliver b

o
th so

cial and
 co

m
m

ercial value in serving
 refug

ee p
o

p
ulatio

ns, 
and

 investing
 in the cap

ital exp
end

iture, o
p

erating
 exp

end
iture and

 
p

artnership
s req

uired
. Refugee 
connectivity and 
the future 

10A
lthough each refugee context is unique, a num

ber 
of key takeaw

ays from
 this report can be applied 

to other refugee settings. The grow
ing num

ber 
of refugees w

orldw
ide and their unique needs - 

w
hich significantly elevate their dem

and for m
obile 

and internet services - suggests that the social 
and com

m
ercial opportunities and challenges of 

providing these services are likely here to stay. 
Stakeholders m

ust redouble efforts to collaborate 
and innovate to deliver services that have viable 

business m
odels w

hich can achieve scalability in 
order to reach a larger share of the grow

ing refugee 
population, thereby extending digital inclusion and 
im

proving the delivery of dignified hum
anitarian 

assistance. 

To realise the opportunity and benefits of im
proved 

connectivity for refugees, M
N

O
s, hum

anitarian 
organisations and G

overnm
ents should consider the 

follow
ing recom

m
endations:

48. G
SM

A
, 2017, “A

 Landscape Report: M
obile M

oney, H
um

anitarian Cash Transfers and D
isplaced Populations”

49. To find out m
ore about this Loss G

uarantee see: G
SM

A
, 2017, “A

 Landscape Report: M
obile M

oney, H
um

anitarian Cash Transfers and D
isplaced Populations

50. G
SM

A
 announces Tanzania rural connectivity project, https://w

w
w

.gsm
a.com

/new
sroom

/press-release/gsm
a-announces-tanzania-rural-connectivity-project/ 
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• 
A

lign w
ith donors and hum

anitarian agencies to address barriers to m
axim

ising m
obile financial 

services in refugee contexts. 
52 per cent of phone users in N

yarugusu have used m
obile m

oney to receive rem
ittances and 

hum
anitarian cash transfers, m

ake paym
ents, save, or m

anage m
oney. U

sage of m
obile m

oney in 
N

yarugusu suggests that M
N

O
s should focus on prom

oting their rem
ittance services to refugees  

(dom
estic and international), w

hile also investing in savings and loans products.  
 A

s hum
anitarian organisations increasingly seek to digitise cash paym

ents, M
N

O
s should offer their bulk 

paym
ent services, advocating the value of m

obile m
oney over cards, w

hich can offer refugees access to a 
w

hole suite of financial services that can help them
 to build m

ore sustainable livelihoods. 51 M
N

O
s should 

seek to collaborate w
ith donors and regulators early to assess project feasibility, 52 and address regulatory 

and logistical barriers, in order to create and support the infrastructure required to serve those in need, in 
a tim

ely m
anner.  

• 
Consider providing special bundle services to m

eet the particular needs of refugees and hum
anitarian 

organisations w
hile expanding the custom

er base. 
Contacting and staying in touch w

ith fam
ily and friends is a priority for refugees confined to a cam

p 
setting. Refugees w

ith basic phones report that the costs of international calls are prohibitively expensive, 
preventing them

 from
 speaking w

ith fam
ily m

em
bers in other countries. M

N
O

s should consider 
developing specific products explicitly targeting refugees, to include a set am

ount of international call 
m

inutes and SM
S, for exam

ple. O
perating in Lebanon, M

N
O

 Touch catered to the needs of Syrian refugees, 
seeing an opportunity both to deliver the hum

anitarian aim
s of their CSR program

, and to reach out to a 
new

 and grow
ing custom

er base. Touch launched A
l Taw

asol, a bundle priced at 11 U
SD

 per m
onth w

hich 
included 40 call m

inutes and 30 SM
S to Syria, in addition to local Lebanese calls and SM

S.  
 Sim

ilarly, M
N

O
s should consider collaborating w

ith N
G

O
s w

ho are providing call services for refugees, to 
offer them

 special bundles. This w
ould not only positively im

pact refugees by expanding the service to a 
larger population, but w

ould also provide M
N

O
s w

ith a consistent stream
 of revenue. 

For H
um

anitarian O
rganisations 

• 
Ensure there is organisational capacity and suffi

cient know
ledge to successfully im

plem
ent m

obile 
technology into program

m
e design. 

A
s hum

anitarian operations becom
e m

ore digitised, partnerships w
ith M

N
O

s and technology players 
becom

e increasingly necessary and having suffi
cient in-house technical know

ledge becom
es m

ore 
im

portant. W
ith hum

anitarian cash transfer program
m

es, for exam
ple, a com

m
on and realistic 

understanding of the challenges, opportunities and costs associated w
ith serving displaced populations 

via m
obile m

oney w
ill help determ

ine project feasibility, as w
ell as operational and financial sustainability. 

H
um

anitarian organisations and their paym
ent partners m

ust be aligned on their objectives – a process 
that can be m

ade sm
oother if there is suffi

cient expertise w
ithin hum

anitarian organisations of the private 
sector and the com

plexities of m
obile m

oney ecosystem
s.  

• 
Consider collaborating w

ith technology vendors to enhance engagem
ent, including tw

o-w
ay 

com
m

unication, w
ith refugees. 

The high level of household access to m
obile phones am

ong refugees provides an opportunity to reach 
a large num

ber of households w
ith key inform

ation through bulk SM
S m

essaging and IV
R (Instant 

Voice Recognition). Through m
obile-based platform

s, hum
anitarian agencies can also send out voice 

questionnaires to refugees in order to collect basic inform
ation about refugees and their fam

ilies, to better 
understand their short-term

 and longer-term
 needs, w

hilst reducing the literacy barrier to participation.  
Call centres, designed specifically to provide hum

anitarian inform
ation, can provide a channel for refugees 

to proactively request the inform
ation or advice they deem

 im
portant to them

selves. 53 The hum
anitarian 

com
m

unity should approach such initiatives in a coordinated and effi
cient m

anner to avoid duplicating 
efforts.    

• 
Explore options for boosting digital skills and literacy. 
Phone use in N

yarugusu increases w
ith education level (27 per cent of non-educated respondents report 

using a phone, com
pared to 75 per cent of secondary school educated respondents), and digital literacy 

w
as reported as a barrier to phone use by 16 per cent of phone users and a barrier to internet use by 22 

per cent of basic phone users. G
iven the socio-econom

ic benefits that m
obile technology can provide 

refugees, hum
anitarian agencies running educational program

m
es could consider options for enhancing 

digital literacy am
ong the refugee population, such as integrating digital skills training into existing 

education technology program
m

es (such as IN
S) and offering training sessions to users of com

m
unity 

technology access centres. 

• 
Consider w

ays to co-develop and increase access to appropriate internet safety inform
ation.  

A
lthough staying safe online is a w

orldw
ide issue, refugee populations can be particularly at risk, due to 

lim
ited education opportunities, low

 digital literacy and lim
ited access to the outside w

orld. In N
yarugusu, 

refugees reported receiving inappropriate content on social m
edia platform

s. H
um

anitarian organisations 
should w

ork w
ith stakeholders such as regulators and social m

edia providers to develop key m
essages 

tailored to a refugee audience on how
 to stay safe online. A

gencies should seek to dissem
inate these 

m
essages though training sessions, com

m
unity discussion groups and distribution of w

ritten inform
ation 

and guidance. 

51. G
SM

A
, 2017, “A

 Landscape Report: M
obile M

oney, H
um

anitarian Cash Transfers and D
isplaced Populations”

52. Project feasibility considerations include: N
etw

ork and agent coverage, agent liquidity, device ow
nership, gender gaps and the lead tim

e required to establish effective partnerships 
m

ust be taken into consideration by both parties. 

53. See exam
ple of call centre in Iraq: Relief W

eb, 2015, “U
N

 agencies launch call centre to provide displaced com
m

unities across Iraq w
ith inform

ation on hum
anitarian assistance”
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For all stakeholders (M
N

O
s, m

obile m
oney providers, hum

anitarian 
organisations, governm

ents, service providers, financial institutions). 

• 
Support refugees to spread the financial load of purchasing handsets 
A
ffordability of handsets w

as reported as one of the m
ajor barriers to phone ow

nership and usage in 
N

yarugusu, and particularly problem
atic for m

ore vulnerable groups. Recent G
SM

A
 research into the 

sm
artphone ecosystem

 landscape  identified key strategies for how
 the m

obile industry and ecosystem
 

players can im
prove sm

artphone affordability for the m
any m

illions of people currently unable to afford a 
device. For exam

ple:

 –
Partnering w

ith m
icrofinance institutions, banks and other financial institutions to offer device loans to 

a broader group of people. These could for instance be offered in partnership w
ith an M

N
O

’s m
obile 

m
oney platform

, w
ith the credit specialist backing the schem

e and providing the capital but the m
obile 

m
oney platform

 providing the channel for paym
ents.

 –
Enhancing consum

ers’ ability to save tow
ards a handset. D

esign sim
ple savings products that are easy 

to im
plem

ent and com
pel custom

ers to put aw
ay funds for a specific product. Leverage the pow

er of 
savings groups and/or Savings and Credit Co-operative O

rganisations, often active in refugee cam
p 

environm
ents, w

hich can support disciplined saving.

• 
 Partner w

ith service providers to deliver affordable m
obile-enabled off

 grid energy services to 
refugees. 
O

f m
obile users in N

yarugusu, 73 per cent report that the cost of charging is a barrier to frequent phone 
use, spending up to 500 TSH

 (0.20 U
SD

) for a sm
artphone to be fully charged. Refugee hom

es com
m

only 
have no electricity, leaving refugees w

ith lim
ited options for charging phones. There is an opportunity 

for pay-as-you-go solar providers to provide lease-to-ow
n solar hom

e system
 products that can be paid 

for in instalm
ents via m

obile m
oney, scratch cards and som

etim
es airtim

e, in partnership w
ith M

N
O

s. 
These system

s can provide lighting, charging facilities, radios, TVs and even hair cutters, providing 
entrepreneurial opportunities for refugees. The benefits for refugees of having access to clean energy are 
clear. 57 Partnering w

ith service providers also enables M
N

O
s to pursue new

 ecosystem
 opportunities and 

expand revenue stream
s through m

obile m
oney, w

hile also ensuring custom
ers increase their phone use 

due to a charged battery. 58 
 Looking ahead, it w

ill be im
portant to understand w

hat the offering of m
obile-enabled off

 grid energy 
services could m

ean in term
s of supporting connectivity by im

proving charging and m
ore broadly 

supporting livelihoods and incom
e generating activities for refugees. Building on research

59 in this area 
should be a priority for hum

anitarian organisations to understand how
 exactly to unlock this opportunity.

For G
overnm

ents
• 

W
ork w

ith the m
obile industry and other stakeholders to ensure the regulatory environm

ent and 
policies enable refugees to have reliable access to m

obile services. 
H

aving a m
ore connected refugee population could have significant benefits for host G

overnm
ents 

including; cost savings, as a result of m
igrating certain refugee activities online

54; a tw
o-w

ay 
com

m
unication channel w

ith refugees; and increased com
pliance w

ith governm
ent requirem

ents for 
registration and m

onitoring. 55 

 G
overnm

ents should seek to: 
 Create an enabling environm

ent to extend m
obile coverage to areas w

here refugees reside:  
G

overnm
ents can accelerate broadband coverage by releasing low

-frequency spectrum
, incentivising 

com
m

ercial sharing arrangem
ents to facilitate infrastructure roll-out, w

hile creating an enabling taxation 
environm

ent in order to deliver connectivity to challenging places. 
 Ensure easy access for M

N
O

s to establish and m
aintain services:  

Infrastructure m
aintenance is key for delivering reliable services to custom

ers. M
N

O
s in N

yarugusu have 
experienced infrastructure dam

age due to storm
s. It is essential that G

overnm
ents ensure that engineers 

can gain easy access to refugee cam
ps to fix and m

aintain their services as quickly as possible.  
 Im

plem
ent special Know

 Your Custom
er (KYC) processes to ensure refugees can 

benefit from
 m

obile services: 
W

here m
obile SIM

 registration is m
andatory, regulators m

ay need to prioritise im
plem

enting form
al 

identification processes for refugees or adopt a m
ore relaxed approach to ‘proof-of-identity’ requirem

ents 
to ensure persons w

ithout form
al identification are able to benefit from

 m
obile services. In Tanzania, 

the im
pact of U

N
H

CR ID
 docum

entation no longer being legally acceptable for SIM
 registration created 

significant challenges for refugees to stay connected. The G
overnm

ent’s recent decision to roll out 
N

ational ID
 N

um
bers (N

ID
) to refugees, w

hich they can use for SIM
 registration/KYC purposes, is a 

significant step tow
ards m

itigating the risk of refugees being excluded from
 m

obile services. It is an 
exam

ple of how
 hum

anitarian organisations and governm
ents can w

ork collaboratively to navigate 
identity-related KYC barriers and ensure that refugees have access to a range of m

obile services. In other 
m

arkets such as H
aiti and Iraq, the adoption of tiered KYC fram

ew
orks has  eased the registration process 

for disaster affected populations. 56 The pow
er of harm

onised advocacy m
essaging from

 interested 
stakeholders can also result in positive changes in policy and regulation.

54. U
N

H
CR, 2016, “Connecting Refugees”

55. ibid
56. G

SM
A

, 2017, “Refugees and Identity: Considerations for M
obile-enabled Registration and A

id D
elivery”

57. Reuters, 2017, http://new
s.trust.org/item

/20170623120212-ystkp/ 
58. G

SM
A

, 2016, “M
obisol: Pay-as-you-go Solar for Entrepreneurs in Rw

anda”
59. Chatham

 H
ouse, 2015, “H

eat, Light and Pow
er for Refugees Saving Lives, Reducing Costs”
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A
nnex 1

R
esearch m

ethodology

The quantitative and qualitative data presented in 
this report w

as gathered by Jigsaw
 Consult in A

pril 
and M

ay 2017. A
 m

ixed m
ethods approach w

as 
used to gather the perceptions and experiences 
of different stakeholders, including the refugee 
population, m

obile agents and hum
anitarian agency 

staff. 

Prior to conducting field research, a kick-off
 

w
orkshop w

as conducted by the Jigsaw
 Consult 

team
 together w

ith m
em

bers of the G
SM

A
 team

 to 
discuss priority research questions, identify existing 
research m

aterials and finalise the m
ethodological 

approach. A
 desk review

 and series of rem
ote 

interview
s w

ith M
N

O
s, U

N
H

CR and partner agencies 
w

as conducted to understand the insights and 
priorities of key stakeholders, and gaps in current 
know

ledge and research. 
 

Field research w
as conducted by the Jigsaw

 Consult 
team

 in N
yarugusu cam

p in M
ay 2017, facilitated by 

U
N

H
CR. The approach consisted of the follow

ing 
m

ethods:

Tw
enty-five focus group discussions of six to ten 

participants, grouped by gender, nationality and 
phone use. Through a series of open questions 
and group activities, the discussions explored 
the view

points and experiences of different 
phone users. The group w

as facilitated to enable 
participants to discuss and feedback on different 
areas, such as types of phone use, the value of 
connectivity, and the barriers and challenges they 
experience. The m

obilisation of participants w
as 

coordinated by U
N

H
CR together w

ith IRC and 
G

ood N
eighbours Tanzania. In total, 154 m

em
bers 

of the refugee population participated in discussion 
groups.

G
S

M
A

 w
o

uld
 like to

 thank Jig
saw

 C
o

nsult fo
r their co

llab
o

ratio
n 

o
n this p

ro
ject and

 fo
r their invaluab

le co
ntrib

utio
ns to

 the d
esig

n, 
im

p
lem

entatio
n, and

 analysis o
f the research. 

The follow
ing m

obile phone user groups w
ere 

included in individual focus groups. A
ll groups w

ere 
separated by gender and nationality.

 –
N

on-internet enabled phone users, young people

 –
N

on-internet enabled phone users, adults

 –
N

on-internet enabled phone users, elderly

 –
Internet enabled phone users, young people

 –
Internet enabled phone users, adults

 –
Internet enabled phone users, elderly

 –
 N

on-phone users, all ages

In addition, the research team
 facilitated discussions 

w
ith the follow

ing special user groups:

 –
Com

m
unity leaders

 –
VSLG

 group m
em

bers and entrepreneurs

 –
M

obile agents

 –
Charging station operators

 –
IN

S school students, aged 12-18

 –
IN

S school teachers

H
ousehold survey of 484 refugee households, 

including 244 Burundian refugees, 240 Congolese 
refugees, 243 m

en and 241 w
om

en, across 11 of the 
12 cam

p zones. A
 stratified random

 sam
ple w

as 
used to ensure a representative sam

ple of gender, 
age and nationality. A

ll respondents w
ere over the 

age of 18. Responses w
ere gathered from

 three age 
strata, including 176 18-25 year olds (36 per cent), 
240 26-50 year olds (50 per cent) and 68 51 years 
and over (14 per cent), corresponding to the age 
dem

ographic of the total cam
p population. The 

survey collected quantitative data on household and 
personal access to, use of and ow

nership of m
obile 

devices, as w
ell as use cases, expenditure and 

confidence. The survey w
as adm

inistered digitally 
by a team

 of eight trained local researchers, over 
five consecutive days.

M
obile agent survey of 21 refugee agents 

operating in the cam
p and Com

m
on M

arket. 
The survey collected the dem

ographics and 
business experiences of agents, their perceptions 
of the use and dem

and for m
obile and internet 

connectivity am
ong the refugee population, and 

their understanding of the associated barriers. 
A

dm
inistered digitally by a trained local researcher, 

the survey w
as conducted to gather insights from

 
operators interacting w

ith phone users on a daily 
basis, to supplem

ent and triangulate findings from
 

focus group discussions and the household survey.

M
arket observations of 10 m

obile agent stalls. 
Locations w

ere selected at random
, and included 

5 of the 12 cam
p zones, and the Com

m
on M

arket 
area. The observation w

as conducted by a trained 
local researcher. O

ver a period of 45 m
inutes, 

the researcher recorded observations about 
public phone use in the surrounding area, the 
dem

ographic, frequency and expenditure of 
custom

ers at the m
obile agent stall, and questions 

asked to the agent. The observation tool facilitates 
insights into the lived experiences of the refugee 
population and phone users outside a controlled 
environm

ent.
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