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PREFACE AND ACKNOWLEDGEMENTS 
 
 
Economic and Political Development (EPD) is one of the seven functional concentrations at Columbia 
University’s School of International and Public Affairs1. Students in EPD learn about the structural causes 
of poverty and inequity and study theories of poverty reduction and alleviation. Second year EPD students 
are eligible to take a year-long sequence of courses: Project and Program Management for Economic and 
Political Development in the fall semester, which emphasizes tools and techniques necessary for 
conducting research in the developing world, and the EPD Workshop in the spring. The Workshop allows 
students the opportunity to apply skills learned in Project Management. Under the guidance of a faculty 
advisor, students work together in teams and act as consultants to clients in international development 
agencies. Students and clients identify objectives including researching and evaluating programs and 
producing deliverables such as assessment tools, brochures, and policy papers. 
 
Many Workshop projects evaluate "traditional" development projects, such as micro-finance schemes, 
public health programs, civil society, and so forth, while others tug at the traditional borders of 
development. Our team’s project, an assessment of the International Organization for Migration’s 
(IOM’s) reintegration program for former combatants (FCs) in Kosovo, falls into the latter category. 
IOM’s program offers FCs job referrals, career counseling and micro-grants to start businesses. This is 
not a typical development project, in that it is short-term and was created in response to a humanitarian 
disaster.  However, a growing number of internal and regional conflicts affect the developing world. 
Moreover, peace and security are crucial foundations for economic and political development. Thus, our 
team concluded that the IOM project was indeed within the scope of the Economic and Political 
Development concentration. 
 
IOM, an intergovernmental organization devoted to peaceful and orderly migration, is becoming 
increasingly involved with reintegration in post-war environments, in light of the inter-twining issues of 
forced migration and conflict. Over the years, IOM personnel recognized that jobless former soldiers were 
a vulnerable population, crucial for building peace and stability. In response, they created the Information 
and Referral Service designed exclusively for former combatants. Since then, the program has evolved 
into the Information, Counseling and Referral Service (ICRS) and IOM is one of the main providers of 
reintegration services for former combatants. As the program continues to evolve, IOM wanted an 
independent, objective, assessment of ICRS and invited the CU team to assess the program. 
 
This report documents ICRS evolution and implementation in Kosovo. We have consolidated our 
background research, analyzed our observations and proposed recommendations for IOM to improve an 
already well-functioning program.   
 
All six team members traveled to Kosovo, where we spoke with former combatants, IOM staff and 
international aid workers about the ICRS program. The experience was invaluable. 
 

                                                           
1 The others are Environmental Policy Studies, Human Rights and Humanitarian Affairs, International Economic 

Policy, International Finance and Business, International Media and Communications and International Security 
Policy. 
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We would like to thank IOM staff in New York and Kosovo for not only providing us with such a 
worthwhile opportunity, but also for giving us the necessary logistical support and resources to do our 
fieldwork. We would also like to express our gratitude to Ashok Gurung, our faculty supervisor, for his 
insightful advice and thoughtful guidance. Finally, we would like to thank Coralie Bryant, the Director of 
the Economic and Political Development concentration, for providing students with an opportunity to 
gain valuable field experience. We send our sincere thanks as well to the former combatants and people of 
Kosovo who shared their candid insights and hospitality with the Columbia University team. 
 
We hope the results of our study will contribute to Kosovo’s post-conflict reintegration. We hope, too, 
that this report will be useful to IOM staff, as a set of observations, analyses and recommendations about 
ICRS. Finally, we hope this paper will contribute to the post-conflict literature.



EXECUTIVE SUMMARY 
 
 
In this report, a team from Columbia University’s School of International and Public Affairs presents its 
findings on the Information, Counseling and Referral Service (ICRS), a program designed by the 
International Organization for Migration (IOM) to help former combatants (FCs) reintegrate into civilian 
life. Specifically, researchers studied the ICRS program and beneficiary satisfaction in Kosovo. This 
assessment comes halfway through the 18-month ICRS program, as implementers face a larger than 
expected caseload and anticipate a back-flow of former combatants rejected from the Kosovo Protection 
Corps (KPC). 
 
Overall, ICRS is working well in Kosovo, but the Columbia University team believes it could be further 
improved during the next nine months, in particular by reaching out to young and rural former combatants 
(FCs), as well as those who applied for but were not admitted to the KPC. This report outlines key 
strategic and programmatic recommendations for ICRS based upon the team’s ICRS survey of client 
satisfaction, in-depth field interviews, and other primary and secondary data. 
 
IOM’s reintegration strategy in Kosovo focuses on quick-impact, high visibility activities designed to 
provide FCs with the income-generating resources necessary for creating sustainable livelihoods. ICRS 
provides referrals to existing employment, educational and training opportunities; as well as financial and 
technical support for creating new opportunities. The ultimate goal is to offer former combatants 
emergency assistance to enable them to create alternate, peaceful livelihoods—an important foundation 
for sustainable development. 
 
Former combatants are a vulnerable group; failure to provide them with viable job opportunities and 
alternatives to fighting will ultimately threaten the fragile peace and stability of post-conflict societies. 
IOM first developed its reintegration framework for aiding former combatants in Mozambique. This 
framework has evolved in post-conflict situations around the world, including Angola, Guatemala and 
Haiti. IOM’s current reintegration program in Kosovo rests upon three pillars, each subsumed beneath the 
ICRS umbrella. These are: 
 

• The Information, Counseling and Referral Service (ICRS): The ICRS provides access to timely 
information regarding reintegration benefits; counseling opportunities to discuss job opportunities 
and referrals; training opportunities; and project proposals to start small businesses. There is also 
a component to assist FCs with special needs by referring them to organizations providing 
psycho-social counseling, medical evacuation and services for the physically challenged. 

 
• The Reintegration Fund (RF): The RF underwrites ICRS. It pays for stipends, scholarships and 

production inputs. This is separate from the ICRS operations budget, which covers administrative 
and personnel costs. 

 
Capacity Building (CB): CB is an overall approach built into all ICRS and RF activities to ensure 
that even quick-impact emergency activities contribute to the long-term development of 
individuals and societies. 



From Warring to Working   2

This report details key findings about ICRS operations and client satisfaction and offers three main 
recommendations: 
 
1. Expand ICRS outreach to FCs who have not yet accessed ICRS benefits, especially young adults, 

those in rural communities and those rejected from the KPC. 
 

Based on information in the ICRS reintegration database, almost half of all FCs stated that further 
training would allow them to return to and perform better in their pre-war jobs. Other groups in 
need of targeted assistance from ICRS are FCs living in remote, rural areas and those rejected 
from the active service in the Kosovo Protection Corps, an unarmed civilian emergency response 
team. 

 
2. Continue adapting the reintegration framework to meet Kosovo’s unique characteristics and the 

specific needs of each sub-office. 
 

Each sub-office enjoys a substantial amount of freedom to respond to the needs of its community 
and individual former combatants, while financial decisions are centralized in Pristina. This 
flexibility is one of the strengths of the ICRS program. 

 
3. Mobilize resources more strategically to meet the current and anticipated demand for ICRS 

assistance.  
 

Given an almost 300% increase in the number of projected versus actual beneficiaries, IOM will 
not be able to assist all former combatants. Therefore, it must use its reintegration database and 
mapping system to target the most vulnerable cases. 
 
3.1 Staffing is fundamental to ICRS implementation and success, so IOM should fill ICRS 

vacancies and reduce rotations among international staff. 

The team observed staff shortages in most of sub-offices.  This may be a cause of delayed 
service delivery. 

3.2 Improve both internal and external information sharing and communication. 
 

Kosovo’s weak communications infrastructure means that IOM staff must constantly 
search for creative ways to communicate and share information with each other and with 
other stakeholders such as implementing partners. While IOM staff members are doing 
an admirable job in difficult conditions, perhaps IOM central could devote more 
resources to this issue, given its important role in ICRS’s long-term success. 

 
This report is based on findings and observations gathered in New York and two ten-day visits to Kosovo. 
The first group traveled to Kosovo in January 2000 and visited all of the sub-offices (seven at that time) 
to gather baseline data and to explore how to best frame our research questions. Following this visit and 
subsequent discussions with IOM New York, the second team traveled to Kosovo in March 2000 to 
assess client satisfaction among FCs who had already accessed IOM’s services. 
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PART I:  INTRODUCTION 
 
 
In autumn 1999 the International Organization for Migration (IOM) contracted six graduate students from 
Columbia University’s School of International and Public Affairs (hereafter referred to as "the CU team") 
to study the organization’s post-conflict reintegration services for former combatants (FCs) from the 
Kosovo Liberation Army (KLA or UÇK in Albanian). The CU team was tasked with assessing IOM’s 
Information, Counseling and Referral Service (ICRS), as well as measuring client satisfaction in Kosovo  
 
Overall, the CU team found that the ICRS is working well in Kosovo, but believes it could be further 
improved by reaching out to young and rural former combatants (FCs), as well as those who were not 
selected for the Kosovo Protection Corps (KPC). This report presents key strategic and programmatic 
recommendations for ICRS based upon the team’s survey of client satisfaction, in-depth field interviews, 
and other primary and secondary data. This comes halfway through the 18-month ICRS program, as 
implementers face a larger than expected caseload and anticipate a back-flow of FCs not selected for the 
KPC. 
 
Thus, after laying-out IOM’s reintegration theory and the particulars of its implementation in post-conflict 
Kosovo, the report then presents supporting evidence for each recommendation, before outlining the 
team’s research methodology. A collection of annexes includes copies of survey and focus group 
questions, maps and other pertinent information. 
 
The report provides important information for several stakeholders including IOM, former combatants 
themselves, and Kosovar society at large. Documenting and analyzing how IOM envisions its 
reintegration services—as well as its actual implementation—could help IOM's continual effort to 
improve its services in Kosovo and elsewhere across the globe. 
 
As IOM becomes increasingly in post-conflict programming2, they are interested in assessing client 
satisfaction with the ICRS and documenting how the reintegration framework manifests itself in Kosovo. 
These services are broadly divided into two divisions: administering the ICRS; and testing, admitting and 
training FCs selected for KPC (TMK in Albanian). 
 
The ICRS is the package of benefits available to FCs after they have disarmed and disbanded. These 
services include job referrals, education, small business grants, vocational training and special needs. The 
Reintegration Fund (RF) is the ICRS funding mechanism to underwrite these opportunities. IOM also 
provides services for non-combatants in Kosovo. (See Annex 1 for a list of these services.) 
 
Finally, a word about place names in this report. As in many post-conflict areas, language is an extremely 
sensitive issue in Kosovo. Most names thus have different spellings in Albanian and Serbian. For 
example, Kosovo is Serbian; Kosova is Albanian. The CU team has deferred to the spellings adopted by 
IOM staff as of April 2000. See Annex 2 for a list of pertinent Albanian/Serbian synonyms. 

                                                           
2  As a Geneva-based inter-governmental organization devoted to fostering humane and orderly migration, IOM is a 

leader among international humanitarian organizations devoted to migration issues. The organization is known for 
its logistical expertise and emergency responsiveness. Now IOM is also gaining expertise in post-conflict 
reintegration and is now beginning to bridge the gap to sustainable development. During the last decade IOM has 
designed and implemented post-conflict reintegration services for FCs in Angola, Cambodia, Haiti, Guatemala, 
Mozambique and the Philippines, among other places. 
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Based on key findings detailed in Part V of this report, the team offers what we feel to be the most salient 
strategic and programmatic recommendations for ICRS policy: 
 
1. Expand ICRS outreach to FCs who have not yet accessed ICRS benefits, especially young adults, 

those in rural communities and those rejected from the KPC. 
 
2. IOM should continue its current practice of adapting its reintegration framework to meet 

Kosovo’s unique characteristics and the specific needs of each sub-office. 
 
3. Mobilize resources more strategically to meet the current and anticipated demand for ICRS 

assistance. 
 

3.1 Fill ICRS vacancies and reduce rotations among international staff. 
 

3.2 Improve both internal and external information sharing and communication. 
 

Box 1: Timeline For IOM Activities In Kosovo 
Date Event 

 
June 10, 1999 UN Security Council Resolution 1244 Paragraph 15 calls for the 

demilitarization of all Kosovo Albanian para-military groups and 
the KLA. 
 

July 6, 1999 IOM begins return of Kosovar refugees to Kosovo. 
 

July 9–July 23, 1999 First registration period—3,700 registered. 
 

August 1, 1999 Official opening of the ICRS program; scheduled for 18 months. 
 

August 1–7, 1999 Second registration period—5,239 registered. 
 

August 20–September 20, 
1999 

Third registration period—1,723 registered. 
 

September 15, 1999 IOM publicizes the KPC registration process. 
 

September 20, 1999 IOM processes applications for the Kosovo Protection Corps. 
 

September 25– 
November 30, 1999 

Fourth registration period—12,860 registered. 
 

December 9,1999 1,290 tests for the KPC have been administered and graded. 
 

December 12, 1999 Pristina concludes KPC testing. 
 

December 13, 1999 12,989 of 18,560 applicants have taken KPC test. 
 

December 13, 1999 98 RF proposals approved and begun; 197 projects in the pipeline. 
 

December 20, 1999–
January 10, 2000 

IOM offices on operational break for holidays. 
 

February, 2000 Skenderaj sub-office opens. 
 



PART II:  ICRS FRAMEWORK 
 
 
What is ICRS? 
 
IOM’s reintegration mechanism is based upon three integrated pillars with a host of services which FCs 
may access: 
 

• The Information, Counseling and Referral Service (ICRS): This provides FCs with access to 
timely information regarding their reintegration benefits; counseling opportunities to discuss job 
opportunities and job referrals; training opportunities; and project proposals to start small 
businesses. There is also a component to assist FCs with special needs by providing referrals for 
psycho-social counseling, the physically challenged and medical evacuation. 

 
• The Reintegration Fund (RF): RF underwrites ICRS programs. It pays for stipends, scholarships 

and production inputs. Note: this is separate from sub-office operations budgets, which cover 
administrative and personnel costs. 

 
• Capacity Building (CB): CB is an approach built into all ICRS and RF activities to ensure that 

even quick impact emergency activities contribute to the long-term development of individuals 
and societies. 

 
As IOM's activities have progressed over the last nine months in Kosovo, the "ICRS" has become an 
umbrella term to refer to all three services listed above. Therefore, "ICRS", as used by IOM staff and by 
our team, refers to the range of services, including job referrals, grant opportunities through the 
reintegration fund and capacity-building projects as listed below. ICRS card-holders are eligible to 
receive these services: 
 

When shaping strategies to reintegrate 
FCs, one must consider that 98% of 
all KLA combatants were mobilized 
for less than two years.3 This contrasts 
sharply with countries such as 
Mozambique and Angola, where 
soldiers have been mobilized for years 
and know no other way of life. As 
field officers discuss, this relatively 
brief mobilization period in the KLA 
could imply that reintegration will be 
easier in Kosovo, as combatants are 
less detached from their roots in civil 
society. However, such a quick 
victory (with NATO's intervention) 
may also mean FCs are not yet war-
weary, and therefore may resist 
attempts to reintegrate them. 

 

                                                           
3 IOM Socio-Economic Survey, January 19, 2000. 

Vocational Training

Formal Education

Job Referral

Civilian Police

Micro Grants

Special Needs

Apprenticeship

Employment Opportunities

Why Am I Here?
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Although attempts at reintegration seem to be working, events to date suggest that there are some FCs 
who may be resistant. IOM extended the ICRS registration deadline twice partly because of hesitance on 
the part of some FCs to give up their arms and demobilize. Subtle indicators of this trend are still evident.  
For example, the transitional KPC uniforms and patches mimic the color and design of the KLA 
uniforms. This may indicate an unwillingness to renounce their military affiliation. 
 
For ICRS, this means that staff members must be alert to individual and group dynamics on the 
ground that may affect the efficacy of ICRS. Although Kosovo still suffers from spot violence 
and crime, ICRS participants and others interviewed in the field suggest that IOM’s approach to 
reintegrating former KLA combatants has the potential to help mitigate renewed violence. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Box 2: The Theory 
 
In the wake of a war, combatants must first be disarmed and demobilized before they can be 
reintegrated into civil society. Disarmament and demobilization are handled by military forces; 
reintegration is handled by humanitarian organizations. 
 
Thus, reintegration is the final step in a three-step process known as Disarmament, 
Demobilization and Reintegration (DDR). 
 

• Disarmament—when combatants relinquish their weapons  
 This was done in Kosovo by NATO's Kosovo Protection Force (KFOR). 
• Demobilization—when armies disband 

This, too, was overseen by KFOR. 
• Reintegration—when former combatants are absorbed into civil society  
 IOM is the only organization providing these services exclusively for FCs in Kosovo. 

 
Disarming, demobilizing and reintegrating FCs is crucial for establishing and maintaining peace 
in post-conflict communities such as Kosovo. DDR programs aim to bring FCs back into 
society’s economic and social fabric. DDR clearly sits at the crossroads between emergency 
intervention and sustainable development. Failure to integrate FCs could lead to the 
marginalization of groups that have previously displayed the willingness and ability to use 
force—not a situation conducive to peace. 
 
IOM's reintegration services are considered "emergency relief", not long-term development 
assistance. By providing the inputs to develop small enterprises and paying stipends for a fixed 
period of time, the program provides quick-impact opportunities to meet the immediate needs of 
people in post-conflict situations. As the World Bank and USAID have observed in their 
literature on reintegration, income-generating initiatives, broadly and rapidly implemented 
throughout a given area, have contributed to stabilizing large numbers of civilian populations in 
previously contested areas. Such interventions offer FCs income-generating alternatives to armed 
conflict and provide economic opportunities to war-devastated communities. The sudden and 
rapid arrival of a critical mass of opportunities significantly contributes towards developing 
stability. While some FCs express concern about job security, it should be noted that IOM is 
providing emergency services, not ensuring long-term employment opportunities. 
 
1 Summary Project Outline, p. 2. 
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Influences of a post-war environment 
 
As documented in field notes, in-depth 
interviews, surveys and the vast 
literature, conditions in Kosovo present 
daunting obstacles for the most seasoned 
international relief and development 
organizations. In Kosovo, ICRS 
operates in difficult conditions common 
to war-devastated areas but also faces 
challenges unique to Kosovo. The team 
observed five external environmental 
factors that directly affect the delivery 
of ICRS services: 1) governance 2) 
security 3) infrastructure 4) economic 
and 5) psychological/cultural. 
 
Governance: 
 
While Kosovo technically remains an 
autonomous republic of the Federal 
Republic of Yugoslavia, its official legal 
status is ambiguous. Belgrade has no 
direct input into governance of the 
territory which is temporarily being 
governed by the United Nations Mission 
to Kosovo (UNMIK). UNMIK has 
created a number of joint councils that 
are supposed to set the foundation for a 
fully-participatory system, but the 
Serbian minority has only recently sent 
its first representative to these bodies, 
and politics are fractured at the moment. 
Moreover, the former KLA and its 
supporters feel they fought for 
independence—not autonomy—from 
Belgrade.  
 
Having created parallel governing 
institutions alongside the ones created 
by Belgrade (as Belgrade had excluded 
Kosovar Albanians from most state 
positions since 1989), Kosovar 
Albanians have resurrected these local 
governmental structures since the war to 
institute de-facto independence. 
 
Kosovo’s judiciary and law enforcement 
mechanisms are noticeably weak and 
ineffectual. As explained below, this 
means KFOR soldiers are often 

Registration of former combatants in the
Assembly Areas

Project Proposal Counseling between former
combatants and ICRS staff and preliminary

approval of project viability

ICRS staff visits business site, photographs the
site for the project proposal

ICRS submits project proposal toPristina for approval

Procurement of production input by IOM

Equipment arrives and former combatants can begin work

ICRS sub-office staff members conduct regular site visits

Box 4: Grant Proposal Process 
 
In order to access the Reintegration Fund, former 
combatants must first be registered with IOM and have 
an ICRS card during the Registration period in the 
Assembly Areas. During counseling sessions, the ICRS 
staff assists FCs in creating the project proposal 
including a budget. The sub-office does the 
preliminary approval, visits the work site and works 
with the FC to make changes in the proposal so that it 
is economically viable. 
 
The Pristina Head Office gives the final approval. 
Once this is given, IOM purchases production inputs, 
usually procured via the IOM/Skopje office or from 
international business entities. 
 
The average length of time for the grant approval 
process is approximately 7.5 weeks from the initial 
counseling session to obtaining the Head Office 
approval. A Roving Technical Advisor position has 
been created to assist the ICRS Programme Manager in 
the project proposal process.
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compelled into policing duties. UNMIK is trying to establish a judicial system and create new laws to 
address questions such as property rights, in order to determine, for example, the ownership of public enterprises. 
But even finding international judges willing to work in insecure environments, like the ethnically divided city of 
Mitrovicë, is difficult. 
 
Clearly, this impacts the manner in which ICRS operates, particularly in relation to RF business projects. 
In Ferizaj, for example, a bread factory manager will not invest in new equipment as he does not own the 
factory. Moreover, he cannot solicit funds or loans for capital improvements on the machinery because 
ownership laws are unclear. 
 
Security: 
 
NATO’s KFOR is responsible for ensuring security within Kosovo as well as in the five km. territorial 
boundary between Serbia and Kosovo. As press coverage and field reports continue to chronicle, security 
is tenuous in Kosovo, with sporadic violence between Serbs and Albanians, and between both of these 
groups and KFOR troops. 
 
KFOR has partitioned Kosovo into five Multi National Brigade sectors: French command the northern 
sector, British troops command the northeast (including Pristina), the US patrols the southeast, the 
Germans are in the southwest and the Italians control the west (see map).4 Additional troops from Russia, 
Greece and other nations work within these sectors. As in other international peacekeeping missions, 
KFOR soldiers also serve as policemen. Many soldiers, for instance, escort and stand guard over the 
Serbian minority still living within Kosovo. Although the United Nations fields an international police 
force, it is woefully understaffed and at the mercy of donor nations. Moreover, NATO is deeply vested in 
Kosovo and is unlikely to withdraw forces any time soon, despite political battles being waged in Europe 
and North America. 
 
Infrastructure: 
 
Physical infrastructure problems exist throughout Kosovo, impacting ICRS and all other activities in the 
territory. Although many main roads and bridges have been repaired since the war, Kosovo's road 
network was limited even before the hostilities. The presence of KFOR and other international groups 
have further congested the few roads that exist.  Bad weather, security checkpoints and KFOR patrols 
frequently slow travel and communication. Rural roads are largely unpaved and difficult to traverse, 
especially in the mountainous areas ringing Kosovo. Further, remote areas are even more inaccessible in 
bad weather. 
 
Electricity and water outages are frequent, though gas-powered generators dot the region. Kosovo’s 
communist-era plants have been neglected for years and often break down. In the fall of 1999, there 
seemed to be a regular schedule of power outages so that businesses and private citizens could anticipate 
electrical outages.  However, since January, the supply has been intermittent and unpredictable. Each 
IOM office has a generator to mitigate these problems, but generators often fail in extreme weather. 
 
Kosovo does not have a functioning postal system. The following modes of communication are used 
instead: direct contact; hand-held radios; land-, cellular- and satellite-phone calls; and email. These 
methods are neither necessarily speedy nor reliable in Kosovo. 
 

                                                           
4 "UNMIK & NATO Areas of Responsibility"; Humanitarian Community Information Centre. Sources: NIMA, 

WEU, KFOR, UNHCR. On www.reliefweb.int/hcic. 
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Telecommunications are particularly problematic. As in most post-conflict situation, radios are a frequent 
communication method. ICRS uses radios at all staff levels. Radio transmissions, however, depend upon 
clear signals and staffing on both ends of the radio. Landline telephone connections tend to work inside 
limited local areas but remain sporadic as a reliable means of international communication. Few if any 
rural villages enjoy telephone service. International organizations, including IOM, often use satellite 
telephones to connect internationally. Mountainous terrain, however, inhibits satellite telephone reception. 
Email and Internet connection depend upon the availability of electricity and telecommunication systems. 
In addition, imported computer hardware is often delayed. Chaotic customs procedures, transportation 
problems and limited technical experts contribute to the varied Internet access across Kosovo. 
 
As a result of these challenges, IOM has wisely gone back to basics: daily shuttles between sub-offices 
help maintain sub-office communication. In addition, heads of sub-offices visit the head office at least 
once a week. Since Kosovo is a relatively small territory, these are viable communication options given 
the aforementioned constraints. 
 
Economic Situation: 
 
Kosovo’s pre-war economy was weak. Economic growth steadily contracted during the post-Tito years. 
In fact, Kosovo has been FYR's poorest province, with unemployment reaching 35% in 1995 (the 
unemployment rate was disproportionately high among ethnic Albanians). Minerals and agriculture 
accounted for 37% and 34% of GDP5 respectively. The war therefore exacerbated an already bad 
situation, although millions of dollars' worth of foreign aid is now rolling into the economy.  According to 
the World Bank, the immediate economic goals for Kosovo are to reduce the high levels of 
unemployment and restart economic activity. The challenge is to rebuild an economy that was weak prior 
to the conflict, ensuring a smooth transition from humanitarian aid to reconstruction, as well as continuing 
to move the economy from a socialist system to a market-oriented economy. 
 
The economy is beginning to recover, although problems remain. Certain products such as machinery and 
raw materials must still be procured abroad—typically through Macedonia. Infrastructure problems such 
as the unreliable source of electricity inhibit business productivity. Both the January and March groups 
observed idle employees (including FCs) waiting for electricity to restart in order to resume work. Many 
businesses cannot afford generators to keep their business operating when the electricity stops. Finally, 
the economy can only grow so far without viable judicial and legal institutions. 
 
Psychological/Cultural Factors: 
 
As with all situations involving armed conflict and forced migration, there are psychological problems 
that individuals, families and society as a whole must face during the process of reconstruction. 
Individuals must reconcile the loss of family members and homes. FCs must also reconcile their activities 
during the war in the post-conflict environment. Moreover, national reconciliation is a prerequisite for 
effective peace building and reconstruction. In Kosovo, this will be a major challenge given deep-rooted 
ethnic hostilities between the Albanian and Serbs (and other minorities including Roma, Bosniaks and 
Turks). This is particularly true in wake of Operation Horseshoe (Belgrade’s policy of ethnic cleansing 
just prior to and during the war).  
 
In Kosovo, the dominant ethnic Albanian culture follows a strong clan-based structure. Individuals and 
families still function within this structure. Given this, it is crucial that IOM retain flexibility to tailor the 
ICRS program accordingly. Each sub-office needs to respond to the specific requirements of people in 
different geographical regions. 
                                                           
5 World Bank, June 1999 
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Box 5: A Brief History of the Kosovo Liberation Army (KLA) 
 
The KLA, the armed force formed by Kosovars to respond to growing repression from Belgrade 
against ethnic Albanians, was formed in late 1992. Financially backed by Albanians in Albania and 
America sympathetic to the cause of an independent Kosovo, the KLA began military training to 
prepare for an inevitable conflict with the Yugoslav army. The force remained relatively small and 
clandestine until the mid-1990s, unknown to most of the Kosovar population. 
 
In 1996, when the KLA began attacks on Serbian policemen in Kosovo, the army still only 
numbered approximately 200 soldiers. Many students and young Kosovars signed up for the KLA 
in 1997 following massive student protests against Milosevic’s discriminatory policies. The bulk of 
KLA combatants joined in 1998 and 1999 following a massacre of Kosovars civilians by the 
Serbian military. KFOR estimated that a total of 12,000-15,000 Kosovars had joined the KLA as 
soldiers, commanders, logistics and support. However, 25,723 Kosovars claimed to have been in 
the KLA—and have received official KFOR sanctioning—to receive post-military benefits offered 
exclusively to former combatants.1 
 
The KLA has been described as resembling “more an association of clans than a hierarchical 
military force…in which each member will typically be loyal to an individual”2. Those units which 
drifted away from the mainstream were allegedly often responsible for crime and harassment of 
ethnic minorities. 
 
This loose command structure enabled the KLA to go through the KFOR-sponsored process of 
disarming and demobilizing while still splitting off into three new, internationally-sanctioned 
components: a political party, the Partia e Progresit Demokratik te Kosoves–(PPDK or the Party of 
Democratic Progress of Kosovo)3, the Kosovo Police Service (KPS); and a civilian corps, the 
Kosovo Protection Corps (KPC). The fourth, underground destination for former KLA combatants 
is organized crime, allegedly responsible for many of the attacks on Roma and Serbs since the end 
of the war. 
 
The KPC or Trupat Mbrojtëse të Kosovës (TMK) in Albanian, is an unarmed force of 5,000 
Kosovars trained to respond to natural disasters. It is modeled on the French Securité Civile. 
Registration for the program, which began in September 1999, was open to all Kosovars. However, 
few Serbs and Roma registered for the corps, perhaps fearing for their safety or pride. The KPC 
still has many of the same trappings as the KLA did. The red-black shoulder patch of the KPC 
looks very similar to the shoulder patch of the KLA. At the organizational level, the structure of the 
KPC was drawn directly from the KLA with former zone commanders serving as KPC regional 
Task Group commanders and their staff drawn from their original KLA units. Moreover, “Mbrojtje 
can mean protection but it also means defence (sic)4.” Many international observers are convinced 
that the KPC has not renounced its goal of militarily defending Kosovo and fighting for 
independence. Indeed, as the International Crisis Group states, “even UNMIK’s own officials and 
some KFOR officers admit (though never in public) that the KPC is, and will probably remain, a 
military-style organization”.5 
 
1 Information from IOM. 
2 What Happened to the KLA?  International Crisis Group Balkans Report No. 88, 3 March, 2000. 
3 Ibid. 
4 Ibid. 
5 Ibid 
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PART III:  RECOMMENDATIONS AND KEY FINDINGS 
 
 
Recommendation #1: Expand ICRS outreach to FCs who have not yet accessed ICRS benefits, 

especially young adults, those in rural communities and those rejected from the 
KPC. 

 
Key Findings: 
 
This section will examine the results of the surveys we conducted with FCs to measure their level of 
satisfaction with the ICRS services. Overall, our results show that those who did access the services were 
pleased with them. Approximately 20,000 FCs received job counseling from the ICRS staff. ICRS has 
served approximately 10,000 FCs to date, including 5,000 in the KPC6. Based on IOM's data and the 
information we gathered in the field, IOM should focus on expanding outreach to the following groups: 
young FCs, FCs living in rural areas and those who registered, but were not chosen for the KPC. This 
recommendation results from the instruction from our client, IOM, to focus our research on determining 
levels of satisfaction among clients. 
 
Our target population was the 5,000 FCs who had already accessed ICRS services. From this target group, 
we sampled 42 FCs for the survey, conducted in-depth interviews with 20 FCs and engaged nine FCs in 
focus groups. We interviewed and surveyed FCs from every sub-office region except Mitrovicë, where 
the team did not visit due to continuing security concerns. It is important at the onset to note that this 
assessment was conducted at the anticipated mid-point of the ICRS implementation process and thus it 
may be too early to make categorical statements about the success of the program. Nonetheless, the 
results indicate that the program is working well so far. 
 
Indeed, the survey indicated that FCs were generally satisfied with the ICRS. As shown in the pie chart 
below, 74% of the respondents were either satisfied or very satisfied with the services provided compared 
with only 9% who were dissatisfied or very dissatisfied. Seventeen percent said that they felt neutral 
when asked about their level of satisfaction with the program. 
 
These sentiments were also echoed in interviews and focus group sessions.  

                                                           
6 Funds Appeal. 
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Another strong indicator of the level of satisfaction with ICRS is that 95% of the respondents said they 
would recommend the ICRS to their family, friends and any other FCs in need.  

 
We also queried the FCs about how many times they had gone to the ICRS sub-office to speak with an 
IOM staff member. There was a wide range of responses; some had not been to the office since they 
registered for the card, while others reported that they had visited as many as 25 times. It is hard to know 
how to interpret this data. Some FCs live in rural areas far enough away from the sub-offices that the trip 
there may be costly and inconvenient. Others live nearby, allowing them to drop by often. Indeed, by 
visiting the office frequently, FCs become friendly and comfortable with the ICRS staff. This is important 
as the demobilizing soldiers were not at the Assembly Areas long enough—when being disarmed and 
demobilized—to bond with IOM staff. 
 
We also wanted to find out how long it took for FCs to access services. Before documenting the results, 
we should first outline the steps involved between the original submission of a project proposal and its 
acceptance. When an FC comes to the ICRS office to apply for an ICRS card, the staff explains the menu 
of reintegration benefits available to him. If the FC indicates that he is interested in a micro-grant, he is 
asked to complete a form in Albanian requesting information about the proposed project. ICRS staff 
members then read and modify the submitted proposal to ensure its viability and sustainability. ICRS staff 

WOULD YOU RECOMMEND ICRS 
SERVICES TO OTHERS?

YES
95%

NO
5%

Box 6: Interview with a Reintegration Fund Recipient 
 
In Prizren, an FC with his four-year old son led us into the yard where long strips of white plastic 
sheeting covered plastic tubing arched into the ground. He lifted up the plastic to show us the dark 
earth where he had planted seeds four days ago. 
 
"My family has been growing seedlings to sell to other farmers for 30 years," the farmer explained 
to us. But everything was destroyed in the war. I bought the seedlings myself and started planting, 
and then the grant was approved and IOM bought more plastic and seedlings." 
 
The farmer invited us in for tea and expressed his gratitude to IOM. "I am grateful to IOM for 
buying the seeds and plastic for me and letting me start my business again."
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must then visit the site of the proposed project and take pictures of the site for records. The proposal is 
then sent to Pristina for approval. Once approved, ICRS staff find at least three price quotes for the 
requested materials, purchase the supplies and wait for its delivery via Skopje, Macedonia. 
 
FCs reported waiting an average of 7.5 weeks to access ICRS services. There was a positive relationship, 
though weak, between the number of times FCs visited the office, and the length of time to access the 
service. The scatter diagram below illustrates the correlation between the two variables: 
 

 
The positive correlation between the two variables suggest that both variables were moving in the same 
direction; the number of times an FC visited the office was related to the number of weeks waited. From 
this correlation, one may be tempted to erroneously conclude that the transaction costs are high. However, 
based on information from other sources—interviews and focus groups, it was clear that the time staff 
spend with FCs is productive and adds value for the clients. The length of time required to access ICRS 
services, therefore, may not be a reflection of inefficiencies in the system, but is required to ensure 
capacity development and long-term sustainability of the projects. 
 
However, there were several FCs with whom we spoke who had to wait a considerable amount of time 
before they accessed their benefits. One waited almost six months, while five others waited between four 
and five months. Many of these delays were due to the difficulties of procuring certain equipment or 
materials from Macedonia or challenges because of the weather.7 We do not have data to determine how 
many of these long delays were due to inefficiencies in the ICRS program or bottlenecks in Pristina. For 
those projects that were slowed down because of backlogs in Pristina, IOM should take steps to ensure 
that fewer projects are delayed due to administrative inefficiencies. It is likely that staff time spent 
conducting KPC testing might have also contributed to the delays. 
 
Thirty-two percent of our sample thought that the processing time was too long. This may perhaps be an 
indication that the FCs did not fully understand the many steps of the process increase the chances of 
                                                           
7  Another notable delay is that the FCs in the vocational school we visited in Ferizaj were still waiting for auto-

machinery that they had ordered in the fall. 
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project success. It may therefore be useful for ICRS staff to explain the intricacies of the approval 
process, as well as the reason for any delays, to the FCs. This may be a cost-effective way for staff to 
mitigate dissatisfaction over the sometimes lengthy approval time. Also, given the fact that this project is 
designed to deliver quick relief, great attention should be paid to the length of time it takes to deliver 
services. 

 
Survey results also illustrate that FCs are amenable to receiving in-kind grants in lieu of cash. According 
to the results, nearly 80% preferred the in-kind grant. From interviews, FCs indicated that the in-kind 
grant would enable them to invest in projects that would provide future income streams. A few candidly 
told us that they might have used a cash grant to buy consumer goods to satisfy immediate family needs 
rather than invest it in a venture to provide a sustainable livelihood. The in-kind grant is well-suited to 
Kosovo, too, as there is no banking system and therefore no way of cashing checks (a micro-credit bank 
had just opened when we visited in March). For these reasons, it is advisable for IOM to continue giving 
in-kind grants in the form of production inputs. 
 
Consistent with IOM's data, a perusal of the statistics from our sample also indicated that the "average" 
FC was young and male. Indeed, the modal age in our sample was 24 years while the mean age was 28. 
Whatever the measure, the population of FCs is quite young. In addition, the FCs are relatively well-
educated; 74% of the total number of FCs had at least a high school education, and 47% of our sample 
were university graduates. 
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These statistics are very significant in light of staff concerns about creating training opportunities for FCs. 
IOM has emphasized the small business and livelihood projects. However, 28% of the FCs from our 
sample requested training options, while of the entire FC population, 43.5% indicated that training would 
allow them to return to and perform better at their jobs and 15% said that further training would allow 
them to get a job in a different profession.8 Given the youthful profile of the FCs and their level of 
education, more emphasis should be placed on training, particularly vocational training. Although the 
IOM has acknowledged that training was an important component to the reintegration of a substantial 
number of FCs, there are still inadequate opportunities. In fact, the ICRS Second Quarter Report (which 
covers the period November 1999 to January 2000), lists fewer than 10 vocational training and formal 
education projects compared to 82 livelihood and enterprise projects.  
 
In anticipation of the skills needed for the future reconstruction of the economy, IOM may want to 
explore other collaborative initiatives, (like the ones with USAID and the International Rescue 
Committee), to increase the number of available training opportunities. 
 
Another recommendation to improve client satisfaction is to increase outreach into more rural and 
isolated areas of Kosovo. Admittedly, the harsh winter conditions has hampered progress in terms of 
project verification as some areas were almost inaccessible given the blinding fog, the icy roads and the 
shortage of vehicles to do outreach. Indeed, one staff member indicated that he did not have a vehicle, 
which slowed the verification process since site visits were mandatory before any approval could be 
granted. In addition, the staff shortage would have also contributed to the failure to reach as many 
beneficiaries as projected for the second quarter (November 1999–January 2000).  
 
According to World Bank data, agriculture contributed approximately 34% to the domestic economy. 
This is slightly lower than the share of the largest component of output: metals and energy. In recognition 
of agriculture as an important source of pre-conflict income, this sector should be targeted in expanding 
rural outreach. 

 
 
In the coming months, agriculture and agro-business in the rural areas should be emphasized as well, as 
one literally has to make hay while the sun shines in Kosovo. Indeed, ICRS should take full advantage of 
the spring and summer months to enable reintegration of these vulnerable groups. 

                                                           
8 Socio-Economic Profile, January 19, 2000. 
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Another key recommendation in terms of improving outreach is to target the approximately 2,000 FCs 
who will not be selected for the KPC. KPC selection falls under the referral section of the ICRS. The 
KPC will compose of 5,052 members who will respond to disasters including earthquakes, fires and 
hazardous spills. Of the 17,348 FCs who applied to join the KPC, 12,796 were not successful in their 
application. From the 5,052 available positions within the KPC (after May 2000), 1,798 will be reservists. 
This means that they will not receive a full-time salary and will most probably resort to the ICRS for 
employment opportunities. IOM has estimated that approximately 13,000 FCs are still in need of 
reintegration assistance. This will pose a real challenge given the constraints on resources, and means that 
additional funding mechanisms must be explored. 
 
Indeed, as succinctly put by one former KLA commander, “I am pleased with the (ICRS) program, it is 
working well, but the IOM still has a lot to do". 
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Recommendation #2: IOM should continue adapting its reintegration framework to meet Kosovo's 
unique characteristics and the specific needs of each sub-office. 

 
Key Findings: 
 
Researchers make this recommendation after exploring the pull between centralized and de-centralized 
modes of emergency intervention; and the specific factors involved in Kosovo where the ICRS 
Programme Manager is pursuing a coherent strategy from Pristina, while simultaneously allowing sub-
office managers to adapt the program to local demands. The operational and strategic factors outlined 
below suggest that ICRS should maintain an approach of managed flexibility. 
 
The Pristina-based ICRS Programme Manager and the newly hired Roving Technical Coordinator 
disseminate ICRS project guidelines and funding criteria and retain the right to approve or reject 
reintegration fund proposals. Sub-offices operate with a certain amount of autonomy and are able to adapt 
guidelines/criteria to local conditions as long as activities suit ICRS’s stated goals, and field officers 
adhere to basic standards such as fully documenting project proposals and following transparent auditing 
rules. Given the chaotic, rapidly changing situation on the ground in Kosovo, this has proved sensible 
thus far. Moreover, the new Roving Technical Coordinator may be able to visit sub-offices frequently, 
thus mitigating potential problems such as misinterpreting criteria. Such monitoring seems as though it 
could be a sensible component of ICRS's adaptable framework. 
 
Operational Factors: 
 
IOM is also attempting to manage the growing pains associated with the incorporation of a KPC Unit into 
its reintegration operations. While IOM was not originally tasked with the selection and training of the 
KPC, they have taken on an increasingly larger role in the project, which interfered with the staffs' ability 
to fulfill their ICRS duties. During the winter, IOM staff members concentrated on the KPC testing. There 
were periods early in the new year when IOM staff was working around the clock (in three shifts) and 
hired temporary staff to help encode KPC testing data. ICRS services suffered as a result. In response, 
IOM created a separate KPC unit alongside the ICRS unit, and started hiring KPC staff. 
 
The fact that UNMIK and KFOR, the two largest and most influential organizations in the Kosovo effort, 
have entrusted IOM with such an important role indicates that key international players hold IOM in high 
esteem. 
 
IOM opened its eighth sub-office in Skenderaj to accommodate large numbers of KLA-loyal FCs in the 
center of the province. The new office will assume some of the caseload from neighboring sub-offices, 
thus lightening the load on those other offices. 
 
Most local and international staff appear motivated, committed, and creative. However, the CU team 
noted understaffing in almost all sub-offices in January and March. When we inquired, we learned that 
international staff are frequently rotated among sub-offices as needs arise. These frequent relocations can 
disrupt the continuity of local operations, and creates distance between international and local staff. While 
it is preferable for staff relocations to be kept to a minimum, if such rotations continue, local staff should 
be trained and empowered to take more initiative in offices where they are not already so empowered. 
This will decrease the risk of the ICRS program suffering because of insufficient staff. 
 
Another ICRS policy that is well-adapted to Kosovo is the policy of purchasing the machinery and 
materials that FCs request rather than cash. This is a common practice in the reintegration literature. If 
one hands a person with no job and many needs a large amount of cash, they are likely to spend it all 
immediately on consumer goods rather than making long-term investments. Therefore, it is more 
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productive to give in-kind grants. This system is well suited to Kosovo as the territory has no viable 
banking system. However, there are some negatives associated with this process. First, it demands 
considerable staff time and effort to price and purchase the goods. It adds to the time necessary for FCs to 
wait before they receive their goods. Finally, it presents a security risk as sub-offices must hold large 
amounts of cash. 
 
Strategic Factors: 
 
In Kosovo, the ICRS strategy emphasizing quick-impact, high visibility income-generating projects, it is 
not designed to reach all FCs, but to affect a critical mass. It is a means to show FCs that reintegration is 
not only possible but is also more lucrative than fighting. 
 
As of March 22, ICRS had assisted approximately 10,000 FCs and aimed to assist approximately 13,000 
more. It currently has the funds to assist only 4,000 more FCs. This means that IOM will need to continue 
soliciting funds to provide services for approximately 9,000 additional FCs. Many of the income-
generating projects would conceivably lay a foundation for the European proposed “Stability Pact,” aimed 
at transforming the Balkans into market economies. 
 
As mentioned, ICRS has reduced average grants by 10% to cope with a higher than anticipated caseload.9 
In response, at least one sub-office is encouraging group projects in lieu of individual projects. While this 
may have the positive intended effect of increasing outreach, as well as purchasing power and 
sustainability, it may also create unintended negative consequences such as excluding viable project 
proposals. Or, perhaps more of an issue, allowing numerous group projects might threaten stability, as 
groups of FCs may be more likely to remobilize than would individual FCs. 
 
This also raises the issue of whether IOM should seek the help of former KLA commanders to reach 
lower-level soldiers. The sense among most field staff is that while commanders can be useful for 
motivating and accessing FCs, they should be handled with caution lest they undermine the goal of 
reintegrating an already disbanded and demobilized KLA. 
 
As previously outlined, economic conditions prior to the war were quite difficult in Kosovo. Ten years of 
repressive rule by Belgrade in which Kosovar Albanians had been forced out of state-run enterprises 
meant that unemployment was high overall (35%), and even higher amongst ethnic Albanians10. Because 
there were few existing opportunities for FCs (job referrals) after the war, most ICRS opportunities focus 
on grant and employment-generating projects rather than job referrals. This is wise because Albanians 
developed a strong entrepreneurial spirit after being excluded from the formal sector for more than a 
decade. 
 
Such projects range from paying a portion of the construction costs of a luxury hotel in Gjakove (and 
providing stipends to 31 FCs trained as hotel maids, receptionists and waiters), to replacing stolen or 
damaged wood-working machines for an extended-family woodworking business in Suha Reka. ICRS is 
pursuing a mixture of industrial-, agricultural- and service-oriented projects, which reflect Kosovo’s 
existing and potential economic sectors. For example, grants by the Ferizaj sub-office helped a war-
damaged metal pipe factory resume operations; Prizren has supplied seedlings to a farmer; and Gjilane 
has set up service projects such as restaurants and beauty salons. (See Annex 1 for a sample list of 
projects.) 
 

                                                           
9 Based on percent change from the Second Quarter Report. 
10 World Bank Group, Response to Post Conflict Reconstruction in Kosovo, p. 2. 
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Given the youthfulness and high-literacy level of most FCs, vocational training, ICRS is encouraging 
apprenticeships and formal education. ICRS is complementing this supply-side strategy with a concerted 
effort to assist potential future employers. For example, they are interested in funding reintegration-fund 
projects that will eventually be able to absorb the trained labor. 
 
ICRS projects are also sensitive to cultural aspects of Kosovar Albanian culture by promoting cooperative 
projects among extended family-members. It is also encouraging new directions such as establishing 
Internet/computing centers. 
 
Women encompass a small, but larger-than-anticipated portion of the caseload. While they only comprise 
3.3% of the entire FC caseload, this still represents 857 women. ICRS staff has been responsive by 
attempting to target programs according to the women’s needs and experience. For instance, Gjakove 
started a sewing shop. (This also complements Gjakove’s legacy as a local textile center.) In Gjilane, 
female FCs were easily absorbed into a successful printing press operation. 
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Recommendation # 3:  Substantially increase or mobilize resources more strategically to meet the 
current and anticipated demand for ICRS assistance.  

 
Key Findings: 
 
The challenges facing IOM in the second half of the implementation phase of the ICRS program are 
complex and interrelated. A greater than anticipated caseload, understaffing in almost all offices 
throughout Kosovo, and the need to provide services for those rejected or chosen as reservists from the 
KPC, combined with limited funds mean that IOM must allocate its limited resources strategically. 
 
IOM has traversed major hurdles since the beginning of its involvement in Kosovo. According to KFOR 
estimates of KLA's size, IOM’s preliminary projected FC caseload was 8,982. However, ICRS 
registration only required KFOR approval and verification by a KLA commander. Thus, it is not 
surprising that 25,723 Kosovars claimed that they had served in the KLA and were therefore eligible for 
the free, attractive ICRS benefits. IOM accepted all KFOR/KLA approved troops, and thus faced a 
caseload more than two times as large as anticipated. 
 
Critics should note that IOM policymakers made the prudent decision to take this opportunity to reaffirm 
the distinction between humanitarian and military roles—i.e. KFOR verifies former KLA military service. 
To do otherwise would pose a security threat to IOM personnel and would call into question the 
impartiality of IOM services. 
 
With finite resources and nine months remaining in the program, IOM must decide how to divide its 
remaining funds to best serve approximately 13,000 FCs who still need reintegration assistance. While 
IOM seeks to increase reintegration funding, it currently has enough operational funds to support 
approximately 4,000 more FCs11, thus leaving almost 9,000 FCs without assistance unless a creative 
solution is found. Because the CU team did not access IOM's books, this issue cannot be detailed in this 
report but circumstantial evidence does support IOM's claim. 
 
It should be noted that the level of stipends was one of the biggest complaints voiced by FCs in the CU 
team's interviews and surveys. When asked for recommendations to improve the ICRS program, FCs 
overwhelmingly requested bigger grants (47% of responses). However, while the CU team recognizes 
that many FCs support multiple dependents, and are sympathetic to their needs, the CU team concluded 
that the average stipend levels are comparable with wages in the wider economy. Sources say teachers in 
Kosovo earn approximately 350 DM/month and doctors command about 600 DM/month. FCs employed 
as waiters and metal-workers reported earning 300 DM/month and carpenters were making between 300–
400 DM/month. The problem lies in the fact that the very presence of the international community in 
Kosovo has skewed wages in the domestic economy. Kosovars who speak English are commanding as 
much as 1,000 DM/month as the demand for proficient English–Albanian interpreters outweighs the 
supply. These wages are artificially inflated by the wage structure of the UN, and while English speakers 
are in high demand now, the international community will not remain in Kosovo indefinitely. Therefore, 
this skewing of the local economy is temporary. Thus, the CU team recommends that IOM should 
maintain the current grant/stipend level despite FC requests.  
 
However, while IOM projects benefited many more FCs this quarter than last, this quarter also saw an 
average decline of 26% in the amount allocated to each project. This decline in expenditure per project is 
expected to continue in the third quarter as illustrated in the following graph. 
 
 
                                                           
11 Funds Appeal 
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IOM needs to optimize use of its existing resources, particularly its reintegration database and mapping 
system. Used together, these form a powerful tool for identifying individual and community needs, and 
for creating high-visibility projects that will assist the greatest number of FCs. The Reintegration 
Database, located in Pristina, includes invaluable socio-economic data on all of the FCs, including their 
age, educational attainment, occupation prior to the war, and desired occupation. The database is best 
used in conjunction with the mapping scheme, a large-scale map of Kosovo which is hung in the head 
office in Pristina, marked with relative concentrations of FCs and sites of potential projects. 
 
According to interviews and ICRS regional reports, the mapping/database system provides information 
that “is proving to be crucial in the effective implementation of the ICRS program and is helping to 
identify the specific reintegration needs and expectations of the caseload in question”12. During 
interviews, key ICRS staff also underscored the importance of this mechanism. For instance, the ICRS 
programme manager noted that IOM opened its new sub-office in Skenderaj to serve the high 
concentration of former KLA members in the region and to relieve some of the pressure on the 
surrounding sub-offices. 
 
Another invaluable insight from the database is the relative youth of the FCs. Eighty-eight percent FCs 
are under 39 and 62% are 29 or younger. While Kosovars are a highly literate population (75% possess 
high school education and above), 43% of FCs indicated that training would allow them to return to and 
perform better in their former jobs, while 15% felt further training would allow them to get a new job in a 
different profession. A smaller number, six percent, indicated an interest to return to formal education in 
order to complete their studies.13 These figures complement the CU team’s own survey of FCs, as well as 
primary qualitative data. 
 
By combining the socio-economic data—age, educational attainment and vocational goals—with the map 
indicating where young FCs are concentrated, IOM can identify the most strategic places to foster training 
institutes where FCs could improve existing skills or learn new trades. IOM has already targeted this 
population for the next quarter: “Efforts are ongoing to rehabilitate more vocational training institutes in 

                                                           
12 Funds Appeal , p. 3. 
13 IOM 2nd Quarter Report, p. 8. 
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the up-coming quarter, especially in areas with high populations of FCs.”14 By funding more vocational 
training, IOM will be responding to an often-expressed desire of FCs to improve their skill base. Most 
FCs receive a small stipend of 150 DM/month while completing vocational training. 
 
The CU team agrees that the database and mapping are crucial elements for a successful ICRS program. 
The team cautions, however, that the database is a politically sensitive tool that should continue to be 
used with discretion. According to interviews with IOM staff and at least one former combatant, some 
observers are worried that the database information might fall into unfriendly hands and be used to target 
former combatants for less altruistic reasons. Database managers in Pristina are aware of this potential 
danger and have set strict rules limiting access to certain staff. In addition, IOM staff confirm that 
information is shared only with legitimate agencies such as KFOR. 
 
Strategic use of the database and mapping system will be especially crucial in wake of the announcements 
of those accepted into and rejected by the KPC, as well as those chosen as reservists. These 
approximately 14,500 FCs (those rejected plus those designated as reservists) represent a highly 
vulnerable population of FCs, as many applied to the KPC because they wanted to remain in a military-
type service. IOM staff has astutely noted that these FCs, who thought that they would be able to continue 
serving in a military-type organization (many of whom have not renounced the aims of the KLA) are now 
left without any jobs at all. They therefore represent a potential threat to peace and stability in Kosovo. 
Once again, the CU team recommends that IOM match the socio-economic data of those 12,796 with 
their geographical locations to design projects that will help the greatest numbers of FCs while 
maintaining reasonable costs and ensuring the sustainability and viability of each project. 
 
In its second quarter report, IOM noted a shift in funding from group to individual projects and concluded 
that, while individual projects “offer better prospects for sustainable long-term employment,” funding 
individual projects has resulted in the reduction of the number of beneficiaries assisted by any one 
project. Thus, IOM concluded it still prefers cooperative ventures to single-beneficiary projects. The CU 
team agrees despite potential risks previously discussed in this report. 
 
Given the large number of FCs still needing assistance, approximately 13,000, and ICRS’s limited funds 
and time-frame, the CU team recommends that IOM concentrate its RF spending on group projects which 
employ more FCs and cost less per beneficiary. Several sub-offices are already taking this approach. In 
Prizren, IOM staff only accepts group proposals. Peje had four macro-projects employing a total of 114 
FCs (between 10–50 FCs per project). For example, Caritas worked with IOM to train 30 FCs to 
reconstruct houses; IOM also paid a monthly stipend to the FCs during training. (All of the macro-
projects in Peje were reconstruction ventures as approximately 60% of the area’s houses were heavily 
damaged or destroyed during the war.) 
 
While all sub-offices must follow a set of general guidelines for the funding of an RF project, it is a 
strength of the ICRS project that each sub-office has a fair amount of autonomy and flexibility to tailor 
RF projects to specific individual and the community needs. However, Pristina controls all funding 
decisions to increase and ensure accountability and transparency. Project approvals take an average of 7.5 
weeks.15 While this is not an unreasonable length of time in a traditional development framework, ICRS 
is conceived as a quick-impact project. Therefore, lengthy delays may be detrimental to the success of the 
program. 

                                                           
14 Ibid. 
15 Survey results. 



From Warring to Working   24

Recommendation # 3.1: Fill ICRS vacancies and reduce rotations among international staff. 
 
Key Findings: 
 
Adequate staffing is crucial to ICRS success. IOM must manage this asset strategically in the upcoming 
phase of the ICRS program. IOM could explore hiring more local staff as local salaries are lower than 
international salaries. Moreover this would contribute to capacity building. With limited funds, it may be 
necessary to examine the needs of each sub-office to determine whether to hire more international or local 
staff members. 
 
The ICRS staff structure (see box 5 below) for each sub-office consists of a head of the ICRS program, a 
community development specialist and several community development/counseling assistants to manage 
the ICRS program. The Head of Sub-Office, Head of ICRS and Community Development Specialists 
(CDS) positions are filled by international staff, while the community development/counseling assistants 
(CDA), drivers and other support staff positions are filled by Kosovar Albanians. 
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CU team members in both the January and March groups were impressed with the level of dedication 
among international and local staff. Our survey results also confirmed that FCs are pleased with the ICRS 
staff. According to the survey, 48% of FCs felt very comfortable with the ICRS staff and 43% felt 
comfortable with the ICRS staff. Only nine percent felt neutral, and none answered that they felt 
uncomfortable or very uncomfortable with ICRS staff. 
 

 
ICRS staff said they believe maintaining close contact with the community is important for fostering trust 
between IOM and the FCs. The CU team's survey results confirmed that FCs are in frequent contact with 
the ICRS staff. Among the FCs participating in the survey, 34% stated that they meet with ICRS staff 
once a week and 33% stated they meet with ICRS staff once every two weeks, either visiting the IOM 
sub-offices or receiving ICRS staff at their homes or work-sites. Building close relationships between 
staff and FCs is important to the success of ICRS; IOM wants a client-driven program. 
 
Staff vacancies and frequent staff rotations pose problems for ICRS. Simply put, implementation is 
difficult without enough personnel. Moreover, the team anticipates that insufficient staffing may become 
an even greater issue as those rejected from full-time KPC service demand other income-generating 
services. 
 
In March, all CDS and head of ICRS positions were vacant, except in Skenderaj (where there was a CDS) 
and Prizren (where there was an head of ICRS). The number of CDAs varied amongst offices, ranging 
from one to three. Local staff could, theoretically, be empowered to fill some of these vacancies. This 
happens to some degree depending on the availability of qualified staff, and prior experience in a post-
conflict environment. However, while local staff can infuse local knowledge and nuances into a program, 
they do not always possess the technical know-how to operate a program like ICRS. Therefore ICRS 
cannot just replace all vacant positions with local hires. 
 
When there is a vacancy in a sub-office head of ICRS position, the head of sub-office bears the burden as 
ICRS is but one of many IOM programs that he or she must administer. Because of ICRS vacancies one 
head of sub-office mentioned that he has to visit FC work-sites to evaluate facilities as part of the project 
proposal process. 
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In addition to vacancies, international staff are frequently reassigned. Since virtually all international staff 
work in management positions, this is unsettling for local staff. It also contributes to breaks in ICRS 
implementation. After all, experience suggests that the longer one is in a community the better he or she 
will know it and therefore be able to serve it. While there have been personnel changes in nearly all of the 
positions, these changes have been mainly internal changes—i.e. the number of staff members has not 
increased. For example, the position of roving technical advisor was filled internally which left a vacancy 
in another position. 
 
IOM's international field officers are acutely aware of the staffing problems and repeatedly expressed 
concern to researchers about filling these vacant positions. 
 
Some ICRS international staff also said they were concerned that an expansion of the Reintegration Unit 
to include the Kosovo Protection Corps, (KPC)—an unarmed civilian emergency response corps to meet 
domestic emergencies or natural disasters—would add to their already heavy responsibilities. Indeed, this 
seems to have happened to some degree: Initially, the Reintegration Unit consisted solely of the ICRS 
program; now it includes both. (See box 5 for the Reintegration Unit staffing chart.) 
 
KPC testing stymied ICRS implementation across Kosovo for nearly two months at the end of 1999. In 
January, ICRS managers said they were only then resuming normal ICRS activities after spending weeks 
on KPC testing. However, the fact that ICRS staff members were able to effectively redirect their energies 
to KPC testing and then resume ICRS operations in January is a testament to the staff's flexibility. Given 
how adroitly staff resumed normal ICRS operations in January, the attention paid to KPC testing further 
illustrates the rapid flexibility with which ICRS staff are able to respond to changing needs on the ground. 
A few weeks later, KFOR asked IOM to train KPC as well. Thus, KPC Training has been integrated into 
the Reintegration Unit as a parallel program to ICRS. This new structure, though subject to change, is 
illustrated is box 5. 
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Conducting training for the KPC is atypical for IOM, in that IOM is a humanitarian organization 
and KPC, although a civilian force, maintains a largely military structure and is mainly composed 
of FCs. 
 
If understaffing reduces ICRS’s impact, this could be very problematic in the wake of the KPC 
eliminating applicants from its roster. KFOR and ICRS officers are coordinating to cope with the 
flood of FCs, who are likely to be disappointed about not being selected for the KPC. The team is 
unaware of any security problems that may have emerged as a direct result of being excluded from 
the KPC roster. However, crime remains a concern in Kosovo, and one researcher saw an ICRS 
card among rubble aired on CNN in March, reportedly left over from an alleged attack on ethnic 
Serbian Kosovar civilians. 
 
It is unclear whether the staffing problems are caused by budgetary or other constraints. As IOM in 
Kosovo is a post-war, non-family post, attracting international staff may be difficult. Whatever the 
limitations, it is clear that filling ICRS staff vacancies, decreasing staff rotations, and finding ways 
to deal with the higher than anticipated demand for ICRS services would increase ICRS’s 
operational capacity.  
 
More staff could, for example, increase basic communication with FCs, as well as expand rural 
outreach. Many ICRS staff members mentioned their desire to increase outreach in the rural areas 
to ensure a more equitable distribution of ICRS funds and assistance. 
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Recommendation #3.2: Improve both internal and external information sharing and communication. 
 
Key Findings: 
 
This section will discuss how communications among ICRS offices and with other international 
organizations are negatively impacted by Kosovo's weak communication structure. This means that IOM 
must seek innovative ways to share information within the organization and beyond. 
 
While Kosovo's long-neglected and war-torn communications infrastructure is being rapidly improved, 
many obstacles remain. Although Kosovo is a small region compared to other ICRS project sites such as 
Mozambique and Angola, its communications problems result in high transaction costs for the ICRS. For 
instance, international sub-office staff members often spend four to six hours in transit in a single day; 
just to deliver a simple message, collect payroll or project funding cash, or consult with lead managers in 
Pristina. This wastes valuable time and is another reason to grant the sub-offices more independence in 
decision making. 
 
ICRS staff are entitled to travel on the shuttle between Pristina and the sub-office, but because the shuttle 
schedules are restrictive, managers usually drive their personally-assigned vehicles to and from the 
capital. Shuttles are often the most reliable way of transmitting messages and delivering mail (collected in 
Skopje, Macedonia). 
 
Email access is becoming more available, although still subject to power-outages. It is a useful tool and 
will likely become instrumental to ICRS communication and information sharing. Currently IOM is 
opening free, public Internet centers in Kosovo's major towns. Many of these are attached to the ICRS 
program and could be a magnet for attracting young FCs. ICRS may be able to harness the Internet 
centers to improve internal and external information sharing. 
 
Meanwhile, interviews and observations suggest that sub-offices communicate with Pristina, but rarely 
with each other. An internal reporting mechanism exists but is not always used consistently, largely 
dependent upon individual staff members and the day-to-day pressures of daily field operations in a 
rapidly changing environment. 
 
ICRS staff told the CU team that this lack of communication among sub-offices may impede useful 
information sharing and peer learning. This is especially true for the local staff members who travel 
infrequently out of their regions. It would probably be quite valuable for local staff to have regular 
opportunities to interact with each other. This lack of face-to-face communication, coupled by difficult 
communication via phone or email, may also contribute to the variations in criteria used by different sub-
offices for funding reintegration projects. 
 
One CDA said she received excellent training during an intensive ICRS registration period workshop. 
The team recommends that ICRS conduct more workshops to increase staff capacity building, and fill any 
internal information gaps. Doing so would certainly further enhance ICRS implementation. 
 
Kosovo's unreliable communications infrastructure also interferes with the ability of ICRS to share 
information with local and international organizations. (See the first recommendation for a discussion of 
ICRS-FC information sharing.) IOM is one of the largest international actors in Kosovo, following 
UNMIK, KFOR and the Organization for Security and Cooperation in Europe. IOM appears to have 
developed close relationships with these groups, as well as the Joint Civil Commission, which allows 
IOM to receive the logistical and diplomatic support necessary for conducting its activities. 
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Yet interviews in the field suggest that some key colleagues in both local and international organizations 
are not fully informed about the ICRS program. This situation needs to be remedied as the support of 
implementing partners and community leaders is crucial for ICRS success. NGOs and other operational 
agencies and services providers “identify and provide reintegration opportunities, exchange information 
on services offered and gaps that need to be filled, including specialized assistance to sub-groups of 
beneficiaries.”16 The team did not interview anyone from IOM’s public information office, but perhaps 
this small unit could be expanded, thereby aiding the communication-sharing with external partners. 
 
Service providers—the people providing jobs, educational opportunities and special-needs services—are 
an important part of the referral network and must be kept current with information about the program 
that is relevant to them. Anecdotal evidence suggests that successful joint efforts, such as the Prizren 
International Rescue Committee-ICRS roofing project, share a common attribute: direct and frequent 
communication among staff members in both organizations. The CU team noted, too, that ICRS staff 
members use both formal (inter-agency meetings or local administrative meetings) and informal (social 
gatherings) methods to foster this exchange and promote communication.

                                                           
16 IOM Funds Appeal, March 22, 2000, p.14 



PART IV: METHODOLOGY 
 
The six-person CU team used a combination of quantitative and qualitative research methods. It used the 
following techniques (see annex for copies of specific research tools): 
 

• Literature review; 
• In-depth interviews; 
• Focus groups; 
• Survey instrument; and 
• Field observations. 

 
The New York City-based CU team conducted two research trips in Kosovo of approximately ten days 
each in January and March 2000. All together, researchers spoke with more than 60 FCs, about 25 IOM 
staff-members, and approximately 10 international civilian and military personnel, as well as numerous 
Kosovars Albanian civilians. 
 
The first trip was exploratory in nature. Researchers focused on IOM operations, collecting empirical data 
through first-hand observation, in-depth interviews, and document analysis. The second trip focused on 
how FCs view ICRS services. To asses this, the team used focus groups and a survey instrument in 
addition to observation and in-depth interviews to assess this. 
 
Researchers used secondary literature, primary documents, in-depth interviews, and observations to 
gather qualitative data about ICRS operations on the ground. For instance, researchers read studies about 
post-conflict reconstruction; collected IOM documents such as project proposals and criteria; interviewed 
both managers and support staff; and sat in on job counselling sessions with FCs. Focus groups with FCs 
added to this qualitative data. Surveys added a quantitative dimension to the study. 
 
The team faced several daunting challenges and decisions in determining a methodology. The most 
salient issues included limited field time, survey design, use of interpreters, site selection and access to 
FCs. Initially the team wanted to survey at least 50 FCs, but this was impossible because of time 
constraints; as academic schedules and IOM Kosovo's operational demands, combined with Kosovar 
holidays, limited the time each group could spend in the field. However, the March group did survey 42 
FCs, a statistically significant number.  
 
The CU team designed the survey in New York City, where an Albanian national translated it. While the 
language was technically correct, there are subtle but important differences between Albanian dialects in 
Albania and Kosovo. Upon field testing the survey, the CU team realized one question had been 
incorrectly translated and two other questions had to be adapted to reflect local nuances. 
 
While the CU team hired an independent translator, IOM staff members interpreted during a significant 
number of survey interviews. This may have contributed to a bias in the surveys and interviews, as FCs 
may have been reluctant to express their views to ICRS staff. However, most FCs said that they were 
comfortable speaking in front of ICRS staff and did not hesitate to voice criticisms of ICRS. In addition, 
interviews and focus groups supported the survey results. Thus, the team believes that using ICRS staff as 
interpreters had a negligible impact on survey responses. 
 
Although Kosovo is a relatively small area, site selection presented another challenge. The CU team 
based both their January and March trips out of IOM's Kosovo Head Office in Pristina, where there is also 
an ICRS sub-office. In January, three of the CU team also visited sub-offices in Gjilane, Gjakove, Ferizaj, 
Mitrovicë, Peje, and Prizren. In March, the remaining three CU team members visited sub-offices in 
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Pristina, Ferizaj, Gjakove, Gjilane, Peje, Prizren and Skenderaj (an eighth sub-office added in February). 
Site selection was narrowed to most efficiently capture a geographical and demographic balance. Security 
was a secondary but important constraint; the March group did not visit the Mitrovicë sub-office because 
of violence in the area. 
 
Several factors constrained the CU team's access to FCs for in-depth interviews, surveys and focus 
groups.  For instance, IOM sub-office staff selected most of the project sites to visit. This put researchers 
in contact only with FCs who had already registered and accessed ICRS services, and ICRS staff might 
have selected projects that were working well. 
 
The team then compiled and analyzed the statistical and qualitative data gathered during the two trips 
upon their return to New York City. This report synthesizes and interprets those findings. 
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PART V: CONCLUSION 
 
 
While it is too early to evaluate the overall impact of ICRS in Kosovo—especially in terms of its long 
term contribution to peace and security—several indicators make the team think that the program is on the 
right track. ICRS has already helped approximately 10,000 former combatants resume civilian life. 
Challenges facing ICRS, however, are still tremendous. The lack of infrastructure, the uncertain 
economic, political, and legal context, and the caseload still in need of assistance will certainly continue 
to demand constant efforts from IOM staff.  
 
The CU team assumes that these challenges will not jeopardize the task undertaken if ICRS keeps its 
adaptability to each particular situation and persists in devising more and more creative answers to 
communication difficulties. The team has even thought of a potential strategy that ICRS could adopt in 
order to reach the most vulnerable part of the former combatants still needing assistance. IOM could more 
effectively mobilize its strategic resources such as the database and the local staff. In the mean time, it 
could turn its focus towards young and/or rural adults. 
 
ICRS program has been developed, modified, enriched, and adapted all along the different missions that 
IOM has undertaken. Its implementation in Kosovo is but one more step in the constant improvement of a 
program indispensable in post-conflict societies. The team hopes that its report will contribute to this 
process.



 
 
 
 
 
 
 
 
 
 

ANNEXES
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Annex 1: Current IOM/Kosovo Projects 
 
 
Ongoing 

Transport Assistance to Returning Kosovars (KHRP) 
Direct Assistance to Kosovar Returnees 
Transitional Regional Management Programs for Complex Medical and Surgical Cases 
Intensive Training in Health Management and Health Administration 
Kosovo Transition Initiative (KTI) 
Information Counseling & Referral Service (ICRS) & Reintegration Fund for Former Combatants 
Kosovo Information Assistance Initiative (KIAI): Internet Access & Training 
Psychosocial and Trauma Response in Kosovo  
Transitional Information Programme 

 
Advanced Planning 

IOM/UNFPA Socio-demographic Survey 
Return & Reintegration of Kosovars for Micro-enterprise development 
Property Reconstruction for Kosovar Albanians 

 
Project Formulation 

Measures to Counteract Trafficking in Migrants 
Return and Economic Reintegration of Kosovars (RERK) from Third Countries 
Documentation and Civil Registry 

 
Completed 

Capacity Building: Emergency Supplying of Haemodialysis Equipment 
Supply of civilian Clothing to Former KLA Combatants 
Registration of Former UCK/KLA Combatants 
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Annex 2: List of Albanian and Serbian City Names 
 
 

Albanian Serbian 
Ferizaj  
Gjakove 
Gjilane 
Peje 
Preshevë 
Pristina 
Prizren 
Mitrovicë 
Skenderaj 

Urosevac  
Djakovica 
Gnjilane 
Pec 
Prišovo 
Priština 
Prizren 
Mitrovica 
Srbica 
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Annex 3: Survey Instrument and Focus Group Questions 
UNIVESITETI I KOLUMBIAS, SIPA- EKIPI PER PROJCTIN E ORGANIZATES 

INTERNACIONALE TE MIGRIMIT( IOM)  
STUDIMI MBI ISH- LUTETEARET 

Columbia University/SIPA—IOM Project 
Survey to Former Combatants 

 
 Today’s Date:____________________________ 

District:_______________________________         
Administered by: __________client____ 

PJESA E I: INFORMACIONI I PERGJITHSHEM I POPULLSISE (DEMOGRAFIK) 
Part I: Basic demographic information: 
 
1. Gjinia (sex): M_____  F_______ 
2. Mosha (age):     ______ 
3. Gjendja Civile (marital status): 

 Beqar (single) 
 e/i Martuar (married) 

 i/e Divorcuar (divorced) 
 e/i Ve (widow/er)

 
4. Numri I Antarve te Familjes  per te cilet jeni pergjegjes______ 
    Number of dependents you support. 
 
5a. Ne Cilin Rreth keni Jetuar Perpara Pjesmarrjes Ne UCK?_____________ 
       Which district did you live in prior to joining the KLA? 
5b. A Keni jetuar bashke me antaret e tjere te familjes ?  Po (Yes)_____   Jo (No)_____ 
        Were your dependents living with you? 
 
6a. Ne cilin rreth jetoni tash?In which district do you currently live?_____________ 
6b.A jetojne me ju tani antaret e tjere te familjes?            Po______ Jo_____ 
      Are your dependents currently living with you? 
 
7a. A jetoni ne te njejten shtepi qe keni jetuar me perpara? Po______ Jo_____ 
       Are you living in your former home? 
7b.Ne qofte se Jo, ju lutem shpjegohuni. If not, please explain. 
___________________________________________________________________  
____________________________________________________________________   
 
 8a. Sa vjet shkolle keni kryer?  What level of education have you completed? 

 Me pak se shkollen e mesme  less than high 
school 

 Gjysmen E shkolles se mesme some  high 
school 

 Shkollen e mesme  high school graduate 

 Shkollen Sezonale (Verore) vocational 
school 

 Gjysmen e universitetit some university 
 Universitetin e kryer university  graduate 
 Studimet pas universitare post university 
 Te tjera other 

8b. cili ka qene profesioni juaj perpara pjesemarrejes suaj ne UCK?______________ 
       What was your occupation prior to joining the KLA? 
9a. Sa kohe keni sherbyer ne UCK? How long did you serve in the KLA?_______________________ 
9b.Cila ka qene detyra (Pozita) qe keni pasur.What rank did you hold? __________________  
 
Survey-al draft 3 
3/14/00:cak 
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10. Cili eshte profesioni juaj I tanishem?What is your current occupation?____________________   
 
11a. Si e keni gjetur kete profesion? How did you find this occupation? 

 Vete  On your own 
 Neprmejet Shokeve/Familjes Through 

friends/family 
 Nepermjet ICRS Through ICRS 

 Nepermjet nje organizate tjeter 
Internacionale Through another 
international organization 

 Neprmjet lidhjeve me UCK Through a KLA 
connection 

 Te tjera Other
11b. Sa kohe keni qe punoni ne te njejtin profesion , me te njejtin Sipermarres? How long have you been 
in this job or with this employer?

 Me pak se nje muaj Less than 1 
month 

 1-3 muaj 1-2 months 

 4-6 muaj 4-6 months 
 Me Teper se 6 muaj More than 6 

months 
 
Pjesa II:  Sherbimet e IOM  Part II: IOM Services 
 
12.  Si jeni Informuar per sherbimet dhe keshillat informuase te (ICRS)? How did you hear about the 

Information Counseling Referral Service, the ICRS? 
 Shoke ( Jo nga UCK) Friend (non-KLA) 
 Ish komandante te UCK Former KLA 

commander 
 Shoke bashkeluftetare te UCK Fellow KLA 

combatant 
 Specialiste per zhvillimin e 

komunitetit/ICRS CDS/ICRS 

 Gjate procesit te registrimit During the 
registration process 

 Fletushkave dhe Broshurave. 
Fliers/brochures 

 Te tjera Other 

 
13. A e keni patur lehte te merrni informacion per ICRS?   Po____    Jo____ 
      Was the information about ICRS easy to obtain? 
 
14. Ju lutemi pershkruani veshtersite qe keni pasur, ne marjen e numrit te ICRS. Please rate the degree of 

difficulty of registering for the ICRS number. 
 Shume lehte Very Easy                                                         
 Lehte  Easy                                           
 Mesatarisht lehte Average 

 Veshtire Difficult 
 Shume veshtire Very difficult

 
15.Pse jeni regjistruar ne programin e ICRS? Shikoni cila prej pergjegjeve iu pershtatet, duke vendosur 

numrin 1 per me te rendesishmen. Why did you register for the ICRS program? Check all that apply 
and rank your answers with #1 being the most important. 

 Te holla per te filluar nje biznes. Grant to 
start a business   

 Kurs sezonal Vocation training                                                      
 Kurs tjeter Retraining  
 Arsimi i kryer Formal education   
 Antarsia ne TMK Join the KPC 

 Kerkese Punesimi  Job search 
 Stazh Pune apprenticeship 
 Nevoja Speciale Special Needs 
 Vetepunesim Self-employment 
 Tjera Other 

 
16a.  A ka institucione te tjera qe ju ofrojne keto sherbime? Po______       Jo_______ 
        Are there other institutions providing these services?If no, go to 17. 
Survey-al draft 3 
3/14/00:cak 
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16b.Nese Po, cilat jane ato dhe cfare sherbimesh ju ofrojne? Permendni TRE(3). If yes, who and what 
services do they offer? Please list 3: 
____________________________________________________________________________________ 
 
16c.  A keni marre ndonje ndihme te ngjashme me sherbimet qe ju ofron ICRS nga nje 

orgaqnizate tjeter, ne kohen qe ju  keni  degjuar  per sherbimet  IOM?    Po____  Jo____ 
Were you receiving services similar to those provided by ICRS by another organization 
when you learned about IOM’s services?If no, go to 17. 

16d.  Nese PO, nga cila Org… dhe cfare sherbimesh ju kane ofruar?  Ju lutem shenoni Tri (3). If yes, who 
and what services did you use? Please list 3. 

____________________________________________________________________________________  
 
17.  Cilave prej sherbimeue te ICRS keni arritur t’i qasgni?In the ICRS, which service did you access? 

 Te holla per te filluar nje biznes (shkoni te 
numri 20-te) Grant to start a business (go to 
# 19)  

 Kurs Sezonal (shkoni te numri 29a) 
Vocational Training (go to #29) 

 Kurs Tjeter (shkonin te numri 29a) 
Retraining (go to #29) 

 Arsimim I Kryer (shkoni te numri 29a) 
Formal education (go to #29) 

 Trupat per Mbrojtjen e Kosoves (shkoni te 
numri 29a) KPC (go to #29) 

 Referim Punesimi (shk. #29a) Job referral 
(go to #29) 

 Stazh Pune (shk. #29a) Apprenticeship (go 
to #29) 

 Nevoja Speciale(shk.#29a) Special Needs 
(go to #29) 

 Vetepunesim (shk. #29a) Self-employment 
(go to #29)

 
18.  A keni bere kerkesen per te holla? Po_____, Jo_____ nese jo, shkoni te numri 24. Did you apply for a 

grant? (If no, go to #29). 
 
19a.  A keni mare te holla? Po_____, Jo_____ nese jo, shkoni te numri 24. Did you receive a grant .If no, 

go to #29). 
19b.  Nese Po, kur________(dita, muaji, viti) Shuma_______. If yes, when (mo/dy/yr) and how much. 
 
Per ata qe kane mare te holla: For those who received a grant: 
20. Ju lutem pershkruani shkallen e veshtersise ne marrjen e te hollave. Please rate the degree of 

difficulty in getting a grant. 
 Shume lehte Very easy   
 Lehte Easy     
 Mesatarisht lehte Average 

 Veshtire Difficult 
 Shume veshtire Very difficult

 
21. Te hollat I keni marre si individ, apo si pjesetare I ndonje grupi?_______________ 

Did you receive the grant as an individual or as part of a group? 
 

22.  Ju lutem na tregoni tri arsyet me kryesore qe ju jeni zgjedhur, per te mare te holla: Please tell us 3 
reasons you think you were selected to receive a grant. 
_________________________________________________________________________________
_________________________________________________________________________________ 

 
23.  Cfare keni bere me te holla? What did you do with the grant? 

_______________________________________________________________________________ 
_________________________________________________________________________________ 
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24a. A preferoni qe te pranoni te holla drejt per se drejti, apo deshironi qe ne vend te te hollave te merni    
gjera me vlere. Would you have preferred to receive cash directly instead of the in-kind value of the 
grant? Po________, Jo_______. 

24b.  Ju lutem na tregoni njeren nga dy arsyet? Please give us one to two reasons.________________ 
________________________________________________________________________________ 

25.  A ishte shuma e te hollave e mjaftueshme? Was the amount sufficient? Po_____ Jo______ 
 
26a. A e kishte ndryshuar propozimin e projektit ICRS? Po_____ Jo_____ Was your project proposal 

changed by ICRS? 
26b. Nese Po, ju lutemi shpjegohuni. If yes, please explain._________________________________ 
___________________________________________________________________________________ 
 
27. A ka familja juaj te ardhura te mjaftueshme per te jetuar? Does your family have enough income to 

support itself? 
 Me shume se qe eshte e nevojshme More than enough 
 Mjaftueshem Enough 
 Me pak se qe eshte e nevoja Less than enough 

 
28. Cfare perqindje mesatarisht, ploteson te ardhurat nga variantet e ICRS ne familjen tuaj. What 

approximate percentage of your family’s income is met by ICRS opportunities? 
 Me pak se 25% Less than 25% 
 25% deri 50% 25% - 50% 

 51% deri 75% 51%-75% 
 Me shume seb 75% More than 75

 
Per ata qe kane marre sherbime te tjera, perveq te hollave: For those who received services other 
than a grant: 
29a. Sa jave iu eshte dashur qe te prisni, te kontaktoni per marjen e sherbimit dhe per aprovimin e te 

hollave? How many week did you have to wait to access the service/get the grant approved? ______ 
29b.  A mendoni se sherbimi ka qene mjaft I shpejt?  Do you think it was fast enough? Po____Jo_____ 
 
30a  A kane pesuar ndryshime sherbimet e ICRS-se? Were changes were made in the ICRS services? 

Po____, Jo______. 
30b. Nese kane pesuar ndryshime, a ju kane spjeguar per keto ndryshim? If there were changes made, 

were they explained to you?  Po____, Jo______. 
 
31. Deri tani a jeni te kenaqur me sherbimet e ofruara nga ICRS? Up to now, are you satisfied with the 

services provided by ICRS? 
 Shume te kenaqur Very satisfied 
 Te kenaqur Satisfied 
 Neutral Neutral 

 Te pakenaqur Unsatisfied 
 Shume te pakenaqur Very unsatisfied

 
32a. A takoheni gjithemone me te njejtin perfaqesues te IOMIT si dhe te ICRS? Do you always meet with 

the same IOM/ICRS staff member? Po____, Jo_____. 
32b.A ka rendesi kjo per ju? Does this matter to you? PO_____, Jo______ 
 
33a.Sa shpesh keni kontakt me perfaqesuesit e ICRS? How often do you have contact with the ICRS staff? 

 Nje here ne jave. Once a week 
 Nje here ne dy jave. Once every two weeks 
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 Nj here ne muaj. Once a month 
 Me pak se nje muay Less than once a month 
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33b. Tregoni saktesisht numrin e vizitave nga CDS-ja gjate kohes qe ju keni punuar?What is the number 
of times that the CDS has visited you at your work site?___________ 

33c. Tregoni saktesisht se sa here keni qene ne zyren e ICRS-se. What is the number of times that you 
have gone to the ICRS office?___________ 

 
34. Cfare mardhanjesh keni me punetoret e ICRS? How comfortable do you feel with the ICRS staff? 

 Shume te lirshem Very Comfortable 
 Te lirshem Comfortable   
 Neutrale Neutral 

 Jo te lira Uncomfortable 
 Aspak te lira Very Uncomfortable

Ju lutem shpjegoni.__________________________________________________ 
 
Pjesa III.   Komente te ndryshme: Part III: Feedback/Comments 
 
35a.  Ne kete kohe a do te ua rekomandoni sherbimet e ICRS te tjereve? At this time, would you 

recommend the ICRS services to others? Po_____, Jo______. 
35b.  Ju lutem shpjegoni. Please explain._______________________________________________ 
 
36a. Cila eshte arsyeja ne mbarevajtjen e punes te ICRS? What is working well with ICRS?  
____________________________________________________________________________________
__ _________________________________________________________________________________ 
36b. Cila eshte pengesa ne mbarevajtjen e punes te ICRS? What is not? 

 
 
37. A keni ndonje sugjerim specifik apo rekomandim per mabrevajtjen e ICRS? Do you have specific 

suggestions or recommendations for improving the ICRS? 

 
 
Pyesni vetem nje ose dy persona. Ask with only one or two people only. 
 
38. Ju lutem pershkruani procesin qe duhet te ndiqet per te ardhur deri tek te hollat. Please describe the 

process involved in accessing a grant? 
_____________________________________________________________________________________  
_____________________________________________________________________________________ 
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ICRS FOCUS GROUP QUESTIONS 
Reintegration Fund Clients 

 
Thank you all for coming.  I wanted to first explain why we have invited you here today and what we will 
be doing. The International Organization for Migration (IOM), the organization you registered with to 
receive your benefits and services (called the Information, Counseling and Referral Service or ICRS), has 
asked an independent group of researchers from the School of International and Public Affairs in New 
York City to evaluate its services for former soldiers, to figure out what has been working in the program 
and what could be improved.   
 
So we have asked you to come here today to share your experiences with the ICRS program. We will ask 
you questions and invite you all to discuss them honestly and openly.  This will take about 2 hours. All of 
the information you share will be kept confidential; IOM will not be told who said what. So you should 
feel comfortable to talk about problems you may have encountered, etc. The researchers will use your 
thoughts along with surveys they are conducting with other former combatants, interviews with IOM staff 
and other international organizations as well as interviews with community members to make 
recommendations to IOM for improving their services. 
 
 
Introductory Questions: 
 
1.  Please tell the group a little bit about yourself – your name and where you live 
2.  What are you doing currently; studying, working? 
3.  How did you hear about the ICRS? 
4.  How was the registration process? 
5.  What was your first impression of ICRS? 
 a. Has it changed? 
 b. If so, how and why? 
 
Questions about the Referral Fund: 
 
6.  Please explain the process of getting the grant. 

Did ICRS staff help you write the business plan? 
How long did it take you from filing the application to receiving the machinery, salaries, etc.? 
Was the amount sufficient? 

7.  Does the ICRS staff come to visit you at your worksite? 
8.  I’d like to discuss how satisfied you are with your project? 
 a. Have you encountered any difficulties? 

b. Is it profitable? 
c. How long do you expect to stay in this occupation? 

9.  Have you asked ICRS for further technical or financial assistance? 
 a. If so, what happened when you asked? 
11.  Are you satisfied with the ICRS? 
 a. Why or why not? 
 b. Are there other organizations offering the same or similar services? 
12. What do you think ICRS could do to improve their services? 
 



From Warring to Working   40

ICRS FOCUS GROUP QUESTIONS 
Job Referral and Apprenticeship Clients 

 
Thank you all for coming.  I wanted to first explain why we have invited you here today and what we will 
be doing. The International Organization for Migration (IOM), the organization you registered with to 
receive your benefits and services (called the Information, Counseling and Referral Service or ICRS), has 
asked an independent group of researchers from the School of International and Public Affairs in New 
York City to evaluate its services for former soldiers, to figure out what has been working in the program 
and what could be improved.   
 
So we have asked you to come here today to share your experiences with the ICRS program.  We will ask 
you questions and invite you all to discuss them honestly and openly.  This will take about 2 hours. All of 
the information you share will be kept confidential; IOM will not be told who said what. So you should 
feel comfortable to talk about problems you may have encountered, etc. The researchers will use your 
thoughts along with surveys they are conducting with other former combatants, interviews with IOM staff 
and other international organizations as well as interviews with community members to make 
recommendations to IOM for improving their services. 
 
Introductory Questions: 
 
1.  Please tell the group a little bit about yourself – your name and where you live 
2.  What are you doing currently; studying, working? 
3.  How did you hear about the ICRS? 
4.  How was the registration process? 
5.  What was your first impression of ICRS? 
 a. Has it changed? 
 b. If so, how and why? 
 
Questions about ICRS Job Referral 
 
6. Please explain the process of getting the job referral or apprenticeship 

a. How long did it take to be referred to a job / apprenticeship? 
 b. Did you go to the office or would the ICRS contact you with opportunities? 
 c. What kind of assistance did you receive at the office? 
7.  I’d like to ask you if you feel satisfied with your job / apprenticeship? 

a. Is it appropriate for your skills and training? 
 b. Are you earning enough income to support your dependents? 
 c. Is this just temporary or do you plan on staying at this job for the long term? 
8.  Is this a job that you would have chose in peacetime? 
9. Do you feel comfortable at your job? 
 a. Do the other employees or managers treat you differently that the others? 
10. Have you been in contact with ICRS since you got the job? 

a. If so, why? 
 b. Was the staff there helpful? 
11. Are you satisfied with the ICRS? 

a. Why or why not? 
 b. What could they do to improve it? 
 c. Are there other organizations offering these services? 
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ICRS FOCUS GROUP QUESTIONS 
Vocational and Educational Clients 

 
Thank you all for coming. I wanted to first explain why we have invited you here today and what we will 
be doing. The International Organization for Migration (IOM), the organization you registered with to 
receive your benefits and services (called the Information, Counseling and Referral Service or ICRS), has 
asked an independent group of researchers from the School of International and Public Affairs in New 
York City to evaluate its services for former soldiers, to figure out what has been working in the program 
and what could be improved. 
 
So we have asked you to come here today to share your experiences with the ICRS program.  We will ask 
you questions and invite you all to discuss them honestly and openly. This will take about 2 hours. All of 
the information you share will be kept confidential; IOM will not be told who said what. So you should 
feel comfortable to talk about problems you may have encountered, etc. The researchers will use your 
thoughts along with surveys they are conducting with other former combatants, interviews with IOM staff 
and other international organizations as well as interviews with community members to make 
recommendations to IOM for improving their services. 
 
Introductory Questions: 
 
1.  Please tell the group a little bit about yourself – your name and where you live 
2.  What are you doing currently; studying, working? 
3.  How did you hear about the ICRS? 
4.  How was the registration process? 
5.  What was your first impression of ICRS? 
 a. Has it changed? 
 b. If so, how and why? 
 
Questions about Vocational and Educational Training: 
6. Please explain the process of registering for educational and vocational opportunities. 
7. Could you please tell the group about your former educational and vocational experiences? 
8. What are you learning now? 
9.  Is your current training related to your past experience? 

a. Are you learning new skills? 
10.  Were these opportunities available to you before the war? 
11.  I want to ask you how satisfied you feel with the training you are receiving. 

a. Is the training at an appropriate level? 
b. Are you satisfied with it? 

 c. How long will it last? 
11. Were all materials provided?   

a. Did you have to pay for them? 
12.  Do you / did you receive a stipend? 
 a. Is it sufficient? 
 b. How many dependents are you supporting with it? 
13. If you have finished the training, have you been able to find a job? 
14. Are you using the skills you learned in this training? 
15. Are you satisfied with the ICRS? 

a. Why or why not? 
b. What could they do to improve their services? 
c. Are there any other organizations offering the same or similar services?
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