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This document outlines an urban based, holistic support service for migrants in the centre of Athens. 
It describes the reasoning processes behind such a decision, the underlying guiding principles, the 
service structure and policies, and phases of implementation.  
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Rationale for an urban, social center with specialised services  
 

Much has been written about the extraordinary number of migrants who have risked their lives and 

their livelihoods to undertake the perilous journey into Europe1.   

Historically Greece has been seen as a transit country and not a country of destination. However, 

shifting political landscapes in Europe have led to migrant policy changes, impacting on the immediate 

futures of the migrants’ current in Greece. The EU-Turkey statement, the increased securitization of 

country borders, and increased maritime patrols are obvious examples of these shifts.  

As one migrant in a camp in Greece stated “we don’t know what is going on or what will happen to 

us” (personal communication). The political policy changes, ongoing uncertainty around the future 

and concern over where to access basic support and help, are the typical concerns currently expressed 

by migrants in Greece. These people will clearly need a holistic psychosocial support and assistance in 

facilitating any potential integration. A strategy clearly stated in “The regional refugee and migrant 

response plan for Europe 2017” in the section for Greece2; 

 “Protection-centred humanitarian assistance including dignified and safe reception and 

accommodation is accessible, with particular attention to prioritising support to people with 

specific needs, using urban based approaches and two-way feedback mechanisms”; 

 “Refugees and migrants in Greece receive comprehensive, audience-specific information and 

have access to effective protection and legal pathways (registration, asylum, family 

reunification, relocation, assisted voluntary return and reintegration)”; 

In the context of Athens, migrants are accommodated in Athens organised and administered through 

Municipality of Athens and financially supported by UNHCR or EU. As adequate shelters are not 

enough, some refugees are still residing in camps or unofficial squats where services and information 

are limited.  The Hellenic Red Cross has for a number of years been operating a number of holistic 

services for migrants and other vulnerable people. These include the “multi-functional centre” a social 

service that consists of a multi lingual telephone hotline and advice service, a kindergarten and 

educational support to school children and adults. This demonstrates their experience and capacity to 

run such services.   

A communal social space from which secondary services can be facilitated, offers a number of 

significant advantages. These include improved possibility for staff to get to know people and their 

situation ensuing in a personalised and accommodated support. Additionally, the social space allows 

people to connect and support each other in finding solutions to challenges and to establish positive 

relations for themselves and their children. This will facilitate personal recovery and help the process 

of integration into a new society. 

                                                           
1 Desperate Journeys, Refugees and Migrants arriving in Europe and at Europe’s borders, January-August 2018, 

UNHCR available at  https://data2.unhcr.org/en/documents/download/65373   
 

https://data2.unhcr.org/en/documents/download/65373
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The social space will also facilitate access to secondary services and support such as legal advice, 

health, mental health referrals, and other forms of organised assistance.  

Following the refugee crisis and the huge demand for assistance to refugees the existing multi-

functional centre moved to a bigger and more assessable place in the centre of Athens in April 2017. 

The new location is easily accessible for the majority of refugees residing in Athens and close to other 

actors operating in the same field, allowing collaboration and complementary services. The MFC has 

been expanded and transformed into a social centre/meeting point from which the previous services 

and additional ones are offered providing more holistic and comprehensive support to migrants within 

a social ecological framework in an urban setting.  

Target population  

The main beneficiaries are refugees and migrants in Greece in need of assistance, irrespective of their 

legal status. Vulnerable men, women and children affected by traumatic experiences in the past and 

their present uncertain situation in Greece will be assisted by the services. Special attention will be 

given to, children, parents, single headed families, women traveling alone, elderly and disabled who 

may have specific protection needs.  

The nature of this urban holistic support means that these services can be extended and adjusted to 

cover vulnerable Greek nationals as well, although certain services are more tailored to the needs of 

migrants, e.g. telephone Hotline information service provided in relevant languages and a variety of 

activities endorsing integration.    

 

Theoretical foundations: Risks to psychosocial well-being of migrants 

It is too simplistic to view the risks to the migrants’ psychosocial well-being as being solely related to 

the current environmental and social situation. They carry with them personal histories, which cover 

pre-flight and in-flight histories.  In the situations of forced displacement and migration, threats to 

psychosocial well-being can be classified into 5 broad categories; 

 

 Pre-flight stressors- the situations that are experienced in the home countries that are likely to 

have influenced the decision to take flight. These may include arbitrary detention, war, abuse and 

threats to health and well-being. 

 In flight stressors- the hardships associated with the journeys that people have undertaken. This 

includes hardships experienced in transit. 

 Post flight stressors- these include difficulties in the social and economic inclusion into 

destination countries.  

 Integration stressors- the difficulties that arise when you have to form a future within new and 

unfamiliar context. This will include new or transformed skills to function well within your job, 

community, family (supporting your children to cope with the new challenges), and children’s 

school. At the same time, you need to reform your identity in a way you feel comfortable with. 

This is called Life skills; abilities for adaptive and positive behaviour that enable humans to deal 

effectively with the demands and challenges of life. The concept is also termed as psychosocial 

competency. 
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The migration journey is a physical, mental and social journey. Cognitive elements such as hope, 

expectations of safety and support, faith in a better future, and reconnecting with family or friends in 

destination countries are also important to recognise3 4.                                                                                                                                                                                          

War and displacement create disruption on multiple levels of a person’s wellbeing.  The model below 

(Strang and Agger, 2003)5  illustrates the broad elements that are considered important to a persons’ 

wellbeing. The inner 3 circles represent elements which protect and maintain wellbeing for an 

individual. The outside of the circle is represented by the events and circumstances that a person has 

experienced and continues to experience, for example the pre, during and post flight stressors.    

 

 
 

The human capacity refers to the health and mental health, the abilities and the skills of an individual. 

War and loss can create reactions such as depression in which the ability to think rationally and 

objectively becomes reduced, thus reducing the human capacity of the individual to cope, and 

increasing the vulnerability of the individual to develop problems. According to the authors, 

“improving physical and mental health, or education and training in support of increased knowledge, 

enhances human capacity and thus psychosocial well-being”.  So mental health awareness campaigns, 

coping skills workshops are part of a mental health intervention. 

 

The social ecology refers to the social network that a person interacts with. This means anything from 

seeing a friend, to participating in religious practices, to attending any kind of social structure or 

gathering that creates a sense of community. Mental health has been linked to the presence of 

effective social engagement or participation, so people who have a good social ecology tend to be 

positioned more on the healthy end of the continuum illustrated in diagram one. In addition, the 

presence of social support can protect a person from sliding across the continuum towards being ill, 

and can also help a person recover more effectively and efficiently.  

                                                           
3 Wanche, S, An Assessment of the Iraqi Community in Greece, commissioned by UNHCR accessed online 

14.6.2016 http://www.aina.org/reports/aoticig.pdf 
4 REACH Assessment report: Migration trends & patterns of Syrian asylum seekers travelling to the European 
Union, September 2015 accessed online 15/6/2016  data.unhcr.org/mediterranean/download.php?id=125  

5 Intervention 2003, Volume 1, Number 3, Page 02 – 12 Psychosocial interventions: some key issues facing practitioners5  

 

http://www.aina.org/reports/aoticig.pdf
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The culture and values represent the sets of beliefs, behaviours and traditions that help a person 

maintain a sense of right and wrong. They help to give a sense of meaning and belonging that is 

considered important to a person’s wellbeing. War and displacement can disrupt traditions, challenge 

values, and create a sense of losing one’s purpose. For example, a person who comes from a culture 

that places create value on the family may become displaced from their family during war and find 

themselves in an alien environment that is distinctly different from where they came from. This can 

add an extra stress and difficulty on this person, threatening their wellbeing. For this person 

reconnecting with their family would have a profound impact on their psychosocial wellbeing.  

 

This model is particularly useful when used to ground psychosocial service design as it emphasises the 

domains of psychological wellbeing beyond a medicalised mental health approach. Positioning itself 

within an ecological approach to wellbeing and psychosocial suffering, it does not seek to minimalize 

mental health phenomena and difficulties, but rather suggests the benefits of a more holistic and 

complementary approach that will benefit all and not just those suffering from mental health 

problems. Of course, those persons with more serious and clinical mental health problems will also 

benefits from activities that strengthen social ecology and protect culture and values.  

 

Placing the service within the IASC pyramid of psychosocial interventions 

The interagency standing committee, an inter-agency forum for coordination, policy development, and 

decision-making involving UN agencies and humanitarian organisations, developed a set of guidelines 

that help shape mental health program development and intervention. The pyramid below highlights 

the kinds of interventions that should be implemented during an emergency. The model is in a shape of 

the pyramid because it represents the proportion of the population who would benefit from such 

interventions. This pyramid corresponds to the figures given by the WHO estimations, with specialised 

clinical services serving a small percentage of people needing psychiatric interventions at the top, 

dropping down to the general population who would benefit from social considerations when delivering 

basic services, such as treating people with respect and in a dignified way.  
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The social centre and its activities can be seen to operate on a number of the levels of the pyramid. 

Ideally all activities will conform to good practice standards in a safe and appropriate manner. By 

definition, creating a social centre that offers psycho social activities will strengthen social and 

community support. Depending on need and interest of the service users, specific and focused 

psychosocial support could be included, e.g. case management, reconnecting families, cash assistance, 

or brief counselling and psychological support sessions.  

 

Theory behind personal recovery approach  
 

Being a refugee or a migrant is an emotional, intellectual, behavioural and social experience that often 

involves loss, coping and adaptation. A potentially useful framework is the personal recovery 

framework from mental illness. Anthony (1993)6 is credited with the most widely accepted 

contemporary definition of recovery. For Anthony, recovery from mental illness is “a deeply personal, 

unique process of changing one’s attitudes, values, feelings, goals, skills and roles. It is a way of living 

a satisfying, hopeful, and contributing life even with limitations caused by the illness. Recovery involves 

the development of new meaning and purpose in one’s life as one grows beyond the catastrophic 

effects of mental illness.” 

 

If we replace the words “illness” and “mental illness” in Anthony’s definition with “displacement” or 

“forced displacement” conceptual parallels can be drawn to the refugee experience. Can a refugee 

‘recover’ from the refugee experience despite still living under challenging circumstances? Typical 

complaints of refugees include feelings of shame, anger, frustration, and confusion around their 

personal situation. They suffer from worry about their situation; feel stigmatised; complain about 

increased conflicts and arguments; report on distressing reflections on the past; feel hopelessness; or 

live with uncertainty & confusion about the future. Finding new meaning and purpose in life is further 

challenged by the fact that many refugees have limited control over their futures. “Powerful” others 

decide on their future with limited opportunities to access or have an influence on decision making. 

 

Undoubtedly many refugees are experiencing great loss. This may be loss of status, familiar identity, 

loss of self-esteem, and material loss. Many are well educated and previously had a high standard of 

living with a great deal of independence prior to their flight/migration or they carefully planned their 

journeys and therefore have great expectations for the future. The change has been drastic and many 

feel disappointed about their situation, and that they have “landed” very far from what they wanted 

and expected.  They feel humiliated and ashamed of their vulnerability and lack of independence or 

sense of action.  

 

Coming to terms with loss is a process that progresses through a number of stages. Ultimately it ends 

up with the experience being processed and integrated into a life narrative. Many have experienced 

profound loss and face profound challenges in coping with a new and alien environment and suffer a 

                                                           
6 Anthony, W. A. (1993). Recovery from mental illness: The guiding vision of the mental health service 

system in the 1990s. Psychosocial rehabilitation journal, 16(4), 11. 
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real sense of marginalisation. These kinds of issues share many similarities with people overcoming 

serious health and mental health problems.   

 

The literature on personal recovery in mental health highlight a number of key elements that have 

been identified as important in assisting someone to recover from refugee/migrant related stress 

symptoms.  

 

These include: 

 

Hope as a frequent self-reported component of recovery, also identified by Hobfall (2004) as an 

evidenced based factor that helps to promote recovery in people recovering from humanitarian 

emergencies. 

 

Self-identity, which includes current and future self-image, that helps to assimilate the experience 

into the personal narrative. On an individual psychological level this is important to consider given the 

difficult mental journeys that migrants and refugees undertake. A successful integration requires the 

preservation of your identity; where you are aware of your background and what is important for you 

to be you. Simultaneously you need to be curious towards the new society its values, characteristics 

and find a balance between assimilation and dissimilation, and which you feel comfortable with. 

 

Re-defining the Meaning in life; people should be encouraged to focus on the ‘here and now’, find 

meaning in life and explore ways of coping with distressing experiences.  

They should reflect on: 

• What helped to get through difficulties until now 

• What helped to keep the mind clear and focus on the future 

• How to deal with negative emotions 

• How to maintain a positive image and ability to influence the future 

 

Personal Responsibility in the ability to take personal responsibility for one’s own life and to battle 

against the consequences of aid and charity dependency. It increases the sense of action (the belief in 

oneself as an agent of change that promotes active engagement and coping), a theme recurring in the 

IASC and Sphere guides that encourage participation of the affected populations in programs.  

 

Using these themes described above within an individual or group focused psychosocial support can 

offer a useful alternative to a clinical approach. Inevitable clinical approaches to non-western 

populations have been subject of great debate and caution, when attempted to apply this approach 

to conflict affected populations7. Adopting a personal recovery informed approach can go some way 

in avoiding these theoretical and practical challenges yet still provide focused psychosocial support. 

A holistic psychosocial service model of the Multi-Functional Centre  

The overall philosophy of a multi-functional social centre is to enable refugees and migrants to stay 

safe, connected and informed. The MFC is a social centre that strives to provide a wide range of 

                                                           
7 Summerfield, D. (2000). War and mental health: a brief overview. BMJ: British Medical Journal, 321(7255), 

232–235. 
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services and support to migrants in strengthening their ability to cope and manage their needs and 

overcome daily challenges.  

The MFC works with a holistic approach that aims to build resilience and empower migrants to regain 

autonomy in everyday living.  Additionally, the MFC aims to help people to establish new networks 

among people in a similar situation, generating a sense of community, which may otherwise be 

difficult to obtain in urban settings. Furthermore, MFC arranges learning and recreational activities 

that will help people feeling confidence and capable to integrate into a new society.  

The core element in psychosocial interventions of MFC is to empower people to care for themselves 

and each other; then the individual and communal self-confidence and resilience gradually improves 

along with the ability to deal with challenges. 

The elements of psychological first aid8 (PFA is often regarded as an activity provided to survivals of 

emergencies. From another perspective psychological first aid can be seen as a set of skills and actions 

that transcend all humanitarian activities and services. According to Sphere (2011) and IASC (2007), 

psychological first aid (PFA) describes a humane, supportive response to a fellow human being who is 

misery and who may need support.  

PFA involves the following themes: 

• Providing practical care and support, which does not intrude; 

• Assessing needs and concerns; 

• Helping people to address basic needs, 

• Listening to people, but not pressuring them to talk; 

• Comforting people and helping them to feel supported; 

• Helping people connect to information, services and social supports; 

• Protecting people from further harm; 

 

These guiding principles could easily be transformed and utilised in a multidisciplinary service 

provision. Additionally, the seven themes mentioned could be delivered through the creation of a safe 

and friendly social space that respects the dignity and culture of the affected people and facilitates 

access to more specialised services. Obviously, there is a great deal of crosscutting elements and one 

service activity would often satisfy and comply with more than one principle, for example assessing 

needs and concerns would happen alongside helping people to address their needs. For experienced 

health and social work professionals, these principles are at the core of their professional training and 

practice.  

The diagram outlines the services that correspond closely with the themes of a holistic approach of 

empowering refugees and migrants to manage the everyday life within a new society. The 

psychosocial methodology will be based on the psychological first aid model mentioned above. 

                                                           
8 Psychological first aid: a guide for humanitarian workers 

http://apps.who.int/iris/bitstream/10665/44615/1/9789241548205_eng.pdf 
 

http://apps.who.int/iris/bitstream/10665/44615/1/9789241548205_eng.pdf
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Services offered or facilitated by the social centre 
 

 

 

In terms of ownership of the activities, and in the interest of good coordination and collaboration, it 

is not necessary for one agency to deliver all the services. Other agencies offering similar or 

complementary services, for example legal aid and advice, language classes, recreational and skill 

training activities can form part of a holistic support to refugees coordinated and organised by the 

MFC staff. The centre can be viewed as vehicle from which assistance can be facilitated, and not 

necessarily delivered only by the Red Cross.  

The overall purpose of the services of the MFC is to support migrants by strengthening their ability to 

cope with their current situation and find ways to manage their own needs. The MFC acts as a channel 

that facilitates access to appropriate support and effective integration into society. The services focus 

on increasing the confidence of migrants to live in the Greek society; to feel enabled to independently 

access the services they need including appropriate health and mental health services; to enable them 

to make informed decisions for themselves and their families; and to understand their legal status and 

rights.  

On an operational level the types of services offered or facilitated through the centre can be classified 

as falling under the above-mentioned service areas; social work/protection, psychological recovery, 

and social ecology. Activities typically associated with the social work profession would include case 

management, referral into cash assistance or for legal aid or restoring family links. Psychology would 

normally cover the more psychotherapeutic activities such as specific individual and group work, and 
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mental wellbeing sensitisation and educational workshops. The social ecology aspect could focus more 

on the facilitation of the recreational and group dynamics, with technical support and supervision 

given by the social workers, psychologist, teachers and the pedagogue.   

The current MFC services include: 

A safe social space / drop-in facility for adults with attached child friendly rooms. It is 

centred around a culturally appropriate social space that will attract migrant visitors to the centre. It 

provides an area in which migrants can connect physically with each other, reconnect with elements 

of their culture, and provide a platform from which information and other services can be delivered. 

The social space will also link visitors with more specialised social work and structured  activities 

delivered by the other pillars of action. The management of this pillar falls under  the reception team. 

Migrant volunteers assist in ensuring  a calm and friendly atmosphere in the social area and provide 

basic translations if needed. Social visits to the centre will be considered as participation in social and 

recreational activities where adults and children can create networks, play games or use internet and 

the available computers. Measurement will be done via a registration sheet and uploaded via the 

current data system (ODK system) at the end of each day.  

 

Indicator is: Number of visits attending the centre. 

A telephone and internet information service (Hotline) provides migrants with 

information about rights and services in 12 different languages. The service is using 4 different 

communication platforms – namely landline, mobile, WhatsApp and Viber messaging and calls. The 

service also provides telephone interpretation to other agencies and to migrants upon request. It  

functions as a remote assistance support and a point of first contact for beneficiaries. It forms part of 

an information reference point for migrants and is complimented by the onsite information board and 

individual case management service. The service can be physically integrated into the multi functional 

centre or be physically located outside of the centre. There are advantages in locating the hotline 

within the multi functional centre in terms enhancing the holistic interdisiplinary approach . The 

migrant service directory which is available for all staff at the MFC,  is also used by the hotline, and is 

kept up to date by appointed staff members. The platform is available on the HRC web-site. 

Detailed description of the service available in the SOP and the Hotline Service Description 

Indicator is: Number of interactions of the MFC hotline 

Paralegal support provides general awareness on relevant laws and procedures: e.g. Asylum law, 

Family reunification law, Integration law and return perspectives (rights and opportunities). This is 

done in one-to-one sessions or in groups and it also includes referrals to legal service providers. The 

service includes helping people understanding their documents, status and current situation, clarifying 

the different options related to the specific situation and making sure that the person is prepared for 

an eventual legal aid consultation. 

Further details available in the SOP and the Migrant advice bureau service (MABS) portfolio 

Indicator is: Number of migrants who receive information on relevant rights, legal aid and 

documentation. 
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The Social Welfare Service provides individual case-work assisting people with social concerns 

such as housing, non-food and food items, domestic problems, protection issues, access to health 

facilities, mental health support etc.  

The general appointment with the social worker is accessible to all. The appointment can be booked 

through the hotline or through the self-referal forms available in the social space. The social work 

case-management will include individual assessment that will identifiy the expressed needs 

whereafter a plan will be made with the beneficiary on how to address the differet issues and what 

they can manage themselves with guidence, what the Social Worker needs to do and what will be 

dicussed at the follow up session. The system aims at empowering people to be more autonomous in 

their daily life. 

Indicator is:  Number of migrants attend individual sessions 

 

Case sequense 

 

 
 

Detailed description of the service available in the SOP and the Social Work Portfolio. 

 

To help protect against burn out and improve quality service a system of professional supervision will 

be put into place organised by the MFC manager.  

Education pillar covers educational activities for preschool, school age and adults. The pedagogue 

and the language teacher deliver the sessions. Additional educational activities are added or adjusted 

according to the ongoing monitoring of needs and the feasibility of implementing such activities (HR, 

collaboration with other organisations, funding).  Frequently the waiting list and criteria are evaluated 

to ensure a fair enrolment process and the full use of the existing resources.  

Greek & English conversation courses designed to increase the ability of the migrants to cope and 

manage their current situation by improving their ability to understand and communicate in the 2 

major languages (Greek and English).  

Objectives: To promote resilience and coping through the provision of age specific educational life 

skills and language skills. 

The language learning for adults available into three levels  

After completion of each level the students will be able to: 

• A1 - to understand and use familiar everyday expressions and very basic phrases aimed at the 

satisfaction of needs of a concrete type. Introduce him/her and others and can ask and answer 

questions about personal details such as where he/she lives, people he/she knows and things 

Request for interview            initial assessment             referral facilitated      follow up sessions                                                                                                            
by self or others                      needs  identified                 & tracked                             services accessed                           

                                                   case management file 
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he/she has. Interact in a simple way provided the other person talks slowly and clearly and is 

prepared to help. 

• A2 - to understand sentences and frequently used expressions related to areas of most 

immediate relevance (e.g. very basic personal and family information, shopping, local 

geography, employment). Communicate in simple and routine tasks requiring a simple and 

direct exchange of information on familiar and routine matters. Describe in simple terms 

aspects of his/her background, immediate environment and matters in areas of immediate 

need. 

• B1 - to understand the main points of clear standard input on familiar matters regularly 

encountered in work, school, leisure, etc. Deal with most situations likely to arise whilst 

travelling in an area where the language is spoken. Produce simple connected text on topics 

which are familiar or of personal interest. Describe experiences and events, dreams, hopes 

and ambitions and briefly give reasons and explanations for opinions and plans. 

 

The teacher needs to build a strong educational relationship with the students and work as educators, 

facilitators, supporters and encourage an open mind and curiosity towards the environment in which 

they find themselves. The teachers play an important role for the social, educational and professional 

integration of refugees and immigrants which leads to social inclusion.  

 

Each module will last for 2 months, where after the students are assessed in a small test that will 

decide if the students can continue the learning at the next level.  

Additional information available in the educational portfolio, the syllabus and SOP  

Indicators are: Number of participants attending the classes 

Psychological counselling to individual and groups  

The theoretical framework follows an adapted personal recovery model, which avoids many of the 

cross-cultural issues that arise when working with non-western populations.  

Refocusing of the Psychological Support  

Individual psychological counselling has shown to be a challenging service to deliver as part of a holistic 

psychosocial model. Reasons for this are related to: 

• Daily issues of survival are preventing people from prioritising their mental wellbeing. 

• Lack of awareness of the consequences not being able to keep focused and cope effectively 

with all the challenges 

• Lack of knowledge on how the parent’s psychological stress affects the children and their 

behaviour 

• Fears of being culturally stigmatised or an embarrassed of not matching up to the role as a 

parent, a partner etc. 

Consequently, the service has been transformed to include only psycho-education wellbeing initiatives 

for groups.  
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Knowing that people are very concerned about their future both for themselves, but also to a high 

degree for their children, initiatives were taken to reach parents through their children to support and 

build awareness on both children’s wellbeing, but also how parents stress affects children.  Structured 

psycho-education sessions for groups have been established for parents building resilience e.g. on 

parenthood, coping with emotions, understanding children’s’ emotions, up-bringing and cultural 

awareness concerning integration. Additionally, specific groups for women have been formed to 

address worries and stress symptoms. Both initiatives have been successful and most parents are 

greatly interested to understand the underlying factors of their own stress and links to the children’s 

well-being.  

The people who are in need of a more long-term therapeutic process at an individual level will be 

referred to partner NGO’s or the public services, where specialised clinical services are provided by 

mental health professionals.  

This service could be reinstalled in the MFC based on the needs at that time. 

Psychosocial Support to children 

 “School-project: supporting new enrolments of refugee children, their parents 

and the teachers. This multidisciplinary initiative has been developed in cooperation with a 

neighbouring primary school based on the needs expressed both by the school and from experience 

with children visiting the MFC. The main purpose of the initiative is to support children and parents of 

the “new school enrolments” in getting familiar with the Greek school system including rules and 

obligations. Simultaneously the project provides support to the teachers involved with the new 

enrolments both in terms of cultural mediation and joint meetings with parents. 

Structured PSS and recreational activities for children and youth. The pedagogue and 

teacher organise structured activities for school children including Greek language, home-work 

support, cultural awarenes, excursions, out-door activities,  group games/learning activities,  PSS and 

Life Skills for youth and teenagers.  

The lives of the refugee children are characterized by constant change and uncertainties, without 

much structure or purpose, other than following their parents’ choices and decisions. They have come 

to live in a state of emotional alertness. The unpredictability in the lives of the children is also reflected 

in the way they meet up in school, activity sessions – some days all the children come to the sessions, 

the next day half, often related to the parents’ priorities and mood. The children are in desperate need 

for some structures and routines; essential factors for children’s emotional wellbeing and which 

support children to cope with stress and uncertainties. They need a place where rules are clear, they 

can relax, have fun and learn. If there is a recognisable structure and familiar elements to the sessions, 

it is also easier to seize the moment where they can feel (sad, excited, quiet, etc.). 

After the enrolment in school the children difficulties understanding the language, surroundings, 

behaviours, let alone to their school books. Hence, there is a great need for support, emotionally and 

academically. A variety of psychosocial and skill building activities are being offered with the aim of 

giving the children the opportunity to express their feelings, share their distress with other children in 



14 
 

the same situation, and discuss the cultural differences they experience. The activities are created to 

meet these needs, but can be adjusted if needs and reality change. 

• Greek language/homework support:  The children can come to the centre and receive Greek 

language conversations in a fun and productive induction to the Greek language and culture.   

This activity is primarily attended by children waiting for enrolment in the public-school 

system and children with a need to practise and enlarge their Greek vocabulary.   

The majority of the children enrolled in the project from the neighbouring school are assisted 

in a Homework Support Programme offered by a UNICEF supported NGO ELIX located in the 

area. 

• Cultural awareness, excursions, out-door activities, group games/learning activities: 

Activities in after-school hours, which give the possibility to the children to participate in 

activities that strengthen their creative sense and do some sport (be part of a team), have fun 

and make new friends. It is important to not forget that we’re dealing with children, and they 

need to laugh, be active, have fun and socialise. Furthermore, the intention is to attract not 

only refugee children, but also local children and through their socialisation in fun activities, 

to promote integration.  

 

• PSS activities  

Children, who have experienced war, a perilous journey from their home country to Greece 

and an unsecure living environment e.g. in camps or in crowded shelters, often have reactions 

to these events. These reactions can be nervousness or high alertness, inability to focus and 

concentrate on one thing, fear to be alone, difficulty to sleep, embarrassing bed-wedding and 

many more. Often, the children do not have the possibility to speak about these matters with 

anyone, and are afraid to burden their parents with their own issues. In other words, the 

children have a need for a safe space where they have the possibility to share, if they want to, 

or listen to other children who are in the distressful state of the children, even more so when 

translation is needed. During the sessions, the children discuss about feelings, fears, the 

people they have to support them, and many other things, have fun, cooperate, make new 

friends.  

 

• Life Skill activities for youth and teen agers  

 Based on feedback received by teenagers attending the language support, a skill training 

 program on culture and current situation in which they find themselves (in-between two) 

 cultures, was established. The main content consists of 3 main elements:  

a) Introduction to Greek/European culture: Visits to main sites/museums; discussion on 

important historical events, religion, customs etc. 

b) The concept of socialisation and culture; life skills workshops on values, behaviour, gender, 

up-bringing, peer groups etc. (exercises; discussions and group work). 

c) Concrete situation of ‘in-betweens’: exercises and discussions on difficulties, opportunities, 

perceptions, identity, integration (assimilation/dissimilation).   
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The focus will be on the participants’ situation and will differ from group to group and the ages; the 

focus will be on life skills such as gender roles, communication, negotiation, problem solving, and 

conflict management. 

 

Life Skills themes that could be covered:  

 Independence of young people/gender relations 

 Teambuilding, trust and mutual respect 

 Decision-making and rumours 

 Non-discrimination and equality/racism 

 Marriage/Child raising/Up-bringing values 

 History, Philosophy, Religion & beliefs 

 Philosophy and democracy  

 Employability, Labour market rights  

Indicators are:  No of children being supported by the programme 

  No of meetings with parents and teachers 

Kindergarten preparation programme 

The kindergarten preparation project attends to a very specific and important need: to prepare 

refugee children to be integrated into the public educational system, and thereby, into Greek society. 

The children (aged 3-5) have rarely before attended a kindergarten, or participated in organised 

activities. Furthermore, they have spent a large part of their short lives on the road, in camps, in squats 

or other chaotic living conditions – this means the child is unfamiliar with structure, coherence and 

rules. However, a public kindergarten is exactly that: structure and rules. That makes the change all 

the more sudden and extreme for the children. The project aims at making this transition easier and 

less traumatic. It is also a big change for the parents and the role of the parents is fundamental for the 

work we do with the children.  The involvement the parents are therefore prioritised and encouraged. 

The parents’ idea of a kindergarten rarely corresponds exactly with that offered by a Greek public 

kindergarten, and perhaps most importantly, the parents have been through many difficult 

experiences and live in an utter uncertainty about the future. This affects them and thereby also their 

children. These, and other parenting matters, are shared and discussed in parent meetings, held 

frequently. 

The pedagogical work is focused on three pillars: 

 

• Socialisation 

The child is integrated into a group of children and is supported in the interaction with the others. The 

most important in a child’s development in these ages is the socialisation with other children: Learning 

to share, respect, make friendships and to understand one’s role within a group. As mentioned above, 

the children have not prior been a member of a structured group, so this is a new world to them. 

• Structure, rules and stability 

The children have a huge need for structure in their life, but it can also be difficult to adjust to, having 

spent so much time without it. It is paramount to provide this structure for the children (and the 

parents), accomplished through regular attendance, stable volunteers (adults the children can relate 
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to), recurring activities and traditions (such as eating fruit all together, goodbye-song, etc.). Rules that 

ensure the smooth running of the activities and the respect for each child are also very important to 

learn before entering a public kindergarten.  

• Greek language 

The majority of the children know no Greek before attending the project, and would start kindergarten 

without any language to communicate in. It is therefore one of the aims of the project, that each child 

learns some basic words (toilet, sit, come here, please, thank you, etc.) and is familiarised with Greek. 

It is important that when it starts in a public kindergarten, it doesn’t begin from zero. This is 

accomplished through repetition, games and an appreciation of languages – words are often 

translated into 3 or 4 different languages as a game and an encouragement to view language as such, 

in order to motivate the children to learn and speak. 

 The activities are planned and facilitated by a child-pedagogue assisted by Greek and migrant 

volunteers. 

 

Indicators are: Number of participants attending the activities 

Psychosocial support to families and parents 

 

The MFC Pedagogue and a teacher offer parenting psychoeducation groups with specific focus on child 

resilience and other awareness rising psychosocial and protection related topics. The aim of the 

sessions is to support parents on how to help their children integrating into a new society. Signs of 

stress, related to provoking reactions or behaviour are discussed both how their own worries and 

uncertainty can affect the children’s mood and behaviour, and how parents can help their children to 

build resilience and be curious on the new sorouindings. The expected role of parents within the Greek 

educational system is often an issue of misunderstanding between teachers/pedagouges and parents 

and the cultural differnces needs to be discussed and ways of communication and collaboration 

agreed upon. The activities are assisted by MFC interpreters/cultural mediators.  

 

Indicators are: Number of participants attending the meetings 

Integration and social inclusion project of refugee mothers/women 

Specially designed discussion groups for women, are held within the framework of the structured 

psychosocial activities for parents. The main aim of the sessions is to offer mothers some practical and 

ethical support as they try to integrate and raise their children in the Greek society context through 

helping them to become confident and well-prepared.  

 

 Women’s discussion groups are focusing on solving everyday practicalities, resilience and social 

inclusion of women in the Greek context. Noticing the profile of the existing groups, it has been 

concluded that the groups consist of mothers –most of them single- who are worried about their 

children’s social inclusion and daily life in Greece. The agenda of the sessions, is decided by the 

participants and focuses on the mother’s role and the family in general as well as the challenges of 

raising a child. During the weekly meetings, mothers are given the chance: 
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• to get useful information on children’s upbringing  

• to get guidance on everyday practicalities of family life 

• to be familiar with the Greek context related to children’s’ lifeto relax while discussing with 

other mothers within a safe and peaceful environment 

The impressive interest for the sessions, participatory conclusions such as the consistency, the active 

involvement have led to the initiative of forming a more extensive micro-program at the MFC: The 

Mama Integration Project. 

 The program aims at:  

• Providing refugee mothers who live in Greece with information on the Greek cultural and 

social context.  

• Offering practical solutions to issues by connecting the women to the social service of the 

center (referrals to pediatricians, subscription of children at school etc) 

• Discussing topics related to motherhood and the woman’s role 

• Encouraging mothers to regain confidence and improve skills related to employability 

opportunities  

 

The sessions are conducted by the Pedagogue and a teacher under supervison of the HRC PSS 

coordinator and supported by qualified interpreters. 

 

Indicators are: Number of participants attending the sessions 

Employability preparation Programme 

The Employability Preparation Programme had been developed with the aim of giving structured 

support to refugees and migrants who want to integrate into the Greek society, to find their identity 

within the new culture, make realistic plans for the future and be economical self-reliant.   

Employability has been defined as “the capability for gaining and maintaining employment”. 

Employability skills are built on life skills developed throughout one’s lives; skills that can be 

transferred to the workplace through the ability to identify suitable job opportunities and self-

presentation for applications and interviews.  

 

The Employability Preparedness module consists of four parts/modules: 

 

• CV workshops 

• Cover Letter workshops 

• Job Interview skills training 

• Language learning 

• Life Skills training 

• Link to partners who provides vocational training, career counselling and other relevant 

service in terms of employability 
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The Employability Preparation Programme is designed to support immigrants and refugees -of all ages 

and educational backgrounds- in their integration process, career explorations and decision-making. 

Employment forms a key aspect of refugee integration, although it is also an important component of 

the poverty alleviation agenda for disadvantaged groups, including minority ethnic groups. Integration 

takes place when refugees achieve their full potential as members of Greek society, contribute to the 

community and access the services to which they are entitled. In terms of achieving the full 

prospective, one of the factors that are crucial is the ability to gain employment appropriate to their 

skills and ability. 

Employability Preparation Training is essential for those who wish to enter the Greek labour market. 

Being able to function effectively within the society and on a European work place some skills, values 

and attitudes might needs to be considered and transformed, in order to maintain self-confidence, 

personal identity, motivation, curiosity and a positive attitude. 

Detailed modules and presentation available within the Language Portfolio and SOPs 

Indicators are: Number of participants attending the sessions 

 

Collaboration with other HRC Divisions and Services 

MFC has established a close collaboration with other relevant services of HRC to support and 

supplement the holistic approach in the best possible way. Other Divisions of HRC offer services very 

relevant for many refugees and migrants visiting MFC. To fully utilise human resources, space and easy 

access, MFC is hosting activities facilitated by staff of the respective HRC service. MFC provides the 

space, interpreter or volunteer and the HRC service provides staff and professional sparring with MFC 

employees.   

Beside the benefit for the refugees and migrants, the collaboration can open up the very fragmented 

interpretation of role and tasks. It could contribute to a clearer understanding of how different 

professions can complement each other and find new ways of solving a job. It is the idea that 

structures and procedures developed for MFC can be utilised in other services of HRC. To deliver 

professional and quality services it is vital to create a well-functioning workplace with common visions 
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and goals. There needs to be room and support to use all the potentials of the employees, and at the 

same time there must be a well-known management style with clear communication and information 

lines.  

After-school homework assistance is offered to migrant children attending public schools by Greek 

speaking volunteers at the MFC premises. The Home work activity and management of the volunteers 

are organised by the Social Welfare Service (SWS) for vulnerable Migrants and Greeks. Joint activities 

between this service and the MFC children’s activities are organised by the MFC pedagogue and the 

SWS manager.  

Restoring Family Links (RFL) services are delivered at the MFC premises by HRC RFL staff and supported 

by MFC interpreters. The appointments are booked directly through the RFL department, through 

MFC Hot-Line service or the self-referral system.  

Nursing Division Health Education Station (EHS) in Ampelokipi provides health services through a 

mobile health clinic at the MFC premises to refugees without access to the public health system 

(without AMKA card). The unit consists of a GP and a nurse and it is provided at a weekly basis. MFC 

provides interpreters and the social workers assist with planning the appointments and referrals to 

hospitals and specialists. In the EHS, there is a small pool of interpreters (ACCREF) who can accompany 

the refugees to hospital appointments. Additionally, the EHS in Ampelokipi offers Health Education 

sessions and free vaccinations to all migrants and refugees.  

The Samaritan Department offers free First Training for staff and volunteers. The MFC manager and 

the head of Samaritan Department jointly organise the schedule, level and needed materials. 

HRC Fundraising Department supports the MFC in promoting MFC as potential receiver of available 

funding’s. The department is responsible for searching opportunities for national funding-calls in 

collaboration with relevant ministries/municipality (auxiliary role), international calls through EU and 

national private trusts. The MFC management will ensure a close collaboration and information flow 

in order to keep the department updated with the latest progress, needs and challenges within the 

service. In this way HRC can build a mutual cooperation between the HQ and MFC, which will benefit 

HRC in restoring its credibility and trust and MFC in being promoted as a well-functioning service very 

much needed to overcome the challenge with the many refugees residing in Athens. 

 

Structures developed for the Multi-functional centre in Athens 

To secure an interdiciplanary holistic approach at the  MFC a Employee Manual has been developed. 

The manual consists of all nessecary information on how the centre functions, Red Cross movement, 

values (RC, SWD and MFC), policies, organnogram, HR spesifics, volunteers, trainings (Cources, E-

learning), workplace culture, leadership-style and obligations for both staff and management. 

MFC has a well organised working environment which is essential for the holistic approach towards the 

beneficiaries. All staff have to work from the same set of values and a common understanding of the 

main objective of the MFC. 
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As procedures (SOPs’) have been developed for all the services, there are similarly a need to have 

transparent management structures with tools ensuring a two-way communication between the 

management and the employees and between the different professional services. 

The  overall rationale for the management at the MFC is Relational Communication, an ideology  that 

develops professional relations and communication around the daily work, enhancing job-satisfaction, 

higher effectiveness and better quality within the services. The definition of Relational Coordination is: 

“Coordination of work relations through common goals, shared knowledge and mutual respect”9 

 

 

 

 

 

 

 

 

 

 

 

Dimensions of relational coordination 

Relational coordination theory makes visible the social processes, the human interactions, that underly 

the technical process of coordinating complex work. It describes the management of interdependence 

not only between tasks but also between the people who perform those tasks. 

Relational coordination theory starts by conceptualising the coordination of work as taking place 

through a network of relationships among participants in a work process. The theory specifies three 

attributes of relationships that support the highest levels of coordination and performance: 

 

• shared goals that transcend participants’ specific functional goals 

• shared knowledge that enables participants to see how their specific tasks interrelate with the 

 whole process, and 

• mutual respect that enables participants to overcome the status barriers that might otherwise 

prevent them from seeing and taking account of the work of others. 

 

These three relational dimensions reinforce and are reinforced by specific dimensions of communication 

that support coordination and high performance, namely frequency, timeliness, accuracy and, when 

                                                           
9  “New Directions for Relational Coordination Theory” by Jody Hoffer Gittell 

Common Goal 

Values/Vision 

Shared knowledge 

Mutual respect 

 

 

The communication is: 

Frequent/Timely 

Precise and easily understood 

Problem solving 
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problems arise, a focus on problem-solving rather than blaming. Knowledge of each staff’s contribution 

to the overall work process enables everyone to communicate across functions, grounded in an 

understanding of who needs to know what, why, and with what degree of urgency. Shared knowledge 

also enables staffs to communicate with each other with greater accuracy, based on an understanding 

of how their own tasks relate to the tasks of others functions. 

 

Shared goals increase staffs motivation to engage in high quality communication and predispose them 

towards problem-solving rather than blaming when things go wrong. Mutual respect increases the 

likelihood that participants will be receptive to communication from their colleagues irrespective of 

their relative status, thus increasing the opportunity for shared knowledge and problem solving. This 

mutual reinforcement between relationship and communication forms the basis for coordinated 

collective action. 

The relational dimensions of relational coordination are not personal relationships of “liking” or “not 

liking” but rather are task-based relationship ties. They are conceptualised as ties between work roles 

rather than personal ties between discrete individuals who inhabit those work roles. 

 

Employment Conversations 

 

A tool ‘employment conversation’ has been developed to formalise a dialogue between the manager 

and the employee. The filosophy behind the tool is that dialogue makes a difference for the work-place 

culture and dialogue creates results and job satisfaction. 

 

Regular individual dialogue with each employee aim at guiding and encouraging each employee to reach 

a satisfying and greatest level of performance, through the continuous support of the manager and 

Hellenic Red Cross.  

Regular talks guarantee the personal development of the personnel, which contributes to increasing the 

efficiency, motivation and dedication towards the MFC, Hellenic Red Cross and the aims that it serves. 

Furthermore, it gives each staff member a chance to express their opinion about the work-place 

environment, and whether they feel that they get the expected and acquired guidance and support from 

the manager. 

It is important to note that the intention of the employee conversations is not to criticise or evaluate 

the personality of people. It entirely aims to objectively examine to which extend each employee is 

corresponding to the tasks of its position (knowledge, skills, behaviour) according to the operating 

framework of the MFC and Hellenic Red Cross. 

At the same time it open- up a dialogue between the employee and the manager, where the employee 

freely can express his/her job-satisfaction, personal well-being, affiliation within the team and 

acknowledgement from the manager; as these issues can affect the outcome of people’s ability to act 

professionally and efficiently in their day to day duties.  

The Employee conversations/dialogues will be noted and planned beforehand for both parties to 

prepare, think-over and consider what they want to bring forward. This is important to ensure a positive 

and fruitful outcome.  

The regular conversation with each individual is considered important in MFC as the team counts 17 

people, and it can therefore therefore be difficult to listen carefully and with empathy to all details and 

take in all the different issues in a way that each team-member feel supported, acknowledged and 

appreciated .  



22 
 

The conversations will take place half-yearly. Creating a standard conversation structure guarantees the 

homogeneity and the systematisation during the conversation to document and evaluate progress and 

changes over time. 

 

The Conversation will be focusing on specific themes, like; 

• Current and future work duties 

• Personal goals 

• Training Plan  

• Collaboration/ Team work  

• Responsibilities 

• The role of the manager/deputies/administrator/delegate and the relationship  

• Monitoring and action plan  

  

Standard operating  Procedures (SOP) and Service Portfolio 

Standard Operating Procedures (SOPs) are a significant aspect for the effective and homogenised 

operation of humanitarian programs. They are documents of strategic methodology that are meant to 

describe the regular, repeated procedures, activities and actions, according to which the quality and 

effectiveness of the program will be achieved.  

 SOPs are meant to present as guidelines for good practices that a staff member should follow while 

employed at the MFC. The use of SOPs could possibly increase the self-confidence of the staff in their 

role, thus ensuring overall effective service delivery. 

SOPs will describe roles and responsibilities between staff and will facilitate clear communication lines. 

They should provide answers to a) who does what, b) the role of each discipline, c) expected result and 

outcome of the project, d) what are the needs to be covered. 

MFC has a General Portfolio that covers following documents: MFC Concept Paper, Manual for staff 

members, Policies, SOP’s for all services including the management, service descriptions, forms, 

monitoring and reporting tools, book-keeping/procurement procedures, supervision, trainings and 

employment conversations.  The Portfolio will ensure that all tasks and proceedures are available and 

known to all employees and it will safegard an indistinguishable service delivery.  

Reporting and monitoring tool 

Reporting 
 
The monitoring of the activities is achieved by using new technologies and applications. MFC staff has 

gained experience in using the ODK (Open Data Kit) application for data entry, collection and analysis 

during the emergency operation. Through the ODK, the measurable elements of the indicators were 

collected and analysed.  

Complementary each service of the MFC will send a narrative report to the management. The report 

includes, apart from the numbers that come from the ODK, narratives covering all the activities that 

were carried out during the month; reflecting positive achievements, challenges and how issues were 

dealt with. Furthermore, the report will include plans for next month, thoughts for new ideas or ways 
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of carry out activities or organising the service. Pictures that illustrate the way an activity is carried out 

can also be included.   

Taking advantage of the experience gained through the usage of the ODK tool, a similar database 

COMBO, is being introduced for data entry, collection and analysis at MFC. COMBO was selected as it 

is a cloud-based tool and is not connected to a specific server. This will give a sense of autonomy as it 

can be used and controlled directly by staff who will able to enter data continuously and also analyse 

their own data for the narrative report.  

 
Book keeping/procurement systems for MFC come under HRC respective services 

Training plan for staff. Based on needs and wishes from staff discussed at the employment 

conversation, a plan for relevant trainings for staff will be developed and adjusted bi-yearly. New 

possibilities for e-learning and trainings offered by public services, NGO’s or universities will be 

discussed at staff meetings. 

 The management is responsible to ensure that all current employees have the the basic training in 

topics as confidentiality and safe practices, protection and child protection, support to migrants in an 

urban context, psychological first aid, communication skills enhancing mental well-being and traditional 

First Aid. 

 The same applies for supervision for social workers, legal advisor, the pedagogue and who else of the 

employees who needs specific attention and guidance in how to handle stress and difficult situations. 

Professional support and guidance of the volunteers will be carried out by a specific appointed 

“volunteer responsible” employee under supervision from the manager.  

The Management Tools, Service Portefolio , SOP’s and the Reporting and Monitoring tool can be 

introduced to other HRC SWD services and amended accordingly. The tools willl over time build 

harmonaised, effektive and quality standards of the humanitarian interventions. 
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Residence of migrants/refugees in Greece 

 

Athens Areas based on map 

 

 

 

D1: Exarcheia, Kolonaki, Place, Koukaki 

D2: Neos Kosmos, Ilisia, Mets 

D3: Petralona, Rouf, Votanikos 

D4: Sepolia, Kolonos, Akadimia Platonos 

D5: Rizoupoli, Patisia, Agios Eleftherios 

D6: Amerikis square, Kipseli, Attikis square 

D7: Ampelokipoi, Gkizi, Poligono, Ellinoroson, Red Cross Hospital 
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Accommodation for asylum seekers and recognized refugees is provided in 14 cities in mainland and 7 

islands. Over half, 58% of the accommodation places are located in Athens, 36% in the rest of 

mainland, and 6% on the islands.   

Social Programs for migrants in Athens  

ACCMR (Athens Coordination Centre for Migrants and Refugees)  

The ACCMR functions as a coordination hub for the fruitful exchange of good practices and know-how 

between local and international NGOs, international organizations and municipal bodies on issues 

ranging from temporary accommodation to integration of newcomers. 

The Centre aims mainly to encourage the development and implementation of innovative tools and 

initiatives which promote integration, while also liaising with potential donors for funding. The ACCMR 

has developed a Strategic Action Plan for the smooth integration of migrants and refugees in the city. 

Importantly, ACCMR in collaboration with key stakeholders has produced the first Guide for the 

development of a 'Preparedness and Response Mechanism for effective contingency planning in the 

event of refugee-related emergencies in Athens'. The Centre is liaising with other municipalities in 

order to exchange and transfer know-how and experience.  

ACCMR’s operation is organized around 6 Working Committees with the participation of both 

municipal and other actors involved in the provision of services to migrants and refugees. 

Each committee is focusing on a specific set of services (housing, employment, health, education, legal 

support, gender aspects), and all working towards defining a comprehensive service delivery system 

that takes into consideration the short-term and long-term goals of integration. The Centre currently 

counts more than 90 members, while over 200 representatives of the members are actively involved 

in ACCMR’s operations. 

 
KEM (The Migrant Integration Centre) plans to offer social services, language classes, career support, 

interpretation, legal aid, information and counselling on integration and referral to relevant services. 

The rationale behind a KEM is similar to the approach of the MFC.  

However, the full-service capacity will be available upon completion of the staff recruitment. Due to 

the bureaucracy and legislation of the public sector, this process is still pending. Currently, KEM 

accepts applications for Social Solidarity Income (KEA), manages the first application for Disability 

Benefits, and provides information /counselling and referral to other agencies.  

Although, there are two KEMs in the Municipality of Athens both close to the MFC and close to the 

living areas where the majority of migrants reside, the huge needs for these services justify the 

necessity of complimentary actions between KEM and MFC. Setting up a clear and concrete 

collaboration framework is required for preventing overlapping and waste of recourses.  

To ensure the best interest of the beneficiaries it is of great importance to build strong partnerships 

with other organisations (NGO’s and public) providing services within the same field. As organisations 

capacity and funding constantly change, MFC prioritise clear guidelines for the terms of 

communication and collaboration e.g. a Letter of Intent. Synergies with partners are highly validated 
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by the target group as close collaboration secure commentary services and strengthen 

professionalism. 

Selection for the MFC location 
 
As with all services, access is of great importance. Access is a multi-factorial concept that includes: 

1) Physical access- can the beneficiaries physically and easily reach the service and what are the 
obstacles that they face? 

2) Knowledge and awareness- Are people aware that the service exists and what is on offer?  
3) Acceptability? Are the services and premises offered culturally acceptable to the target 

populations? 
4) Synergies? Is the centre located in an area where other providers are, so complementarity 

will be facilitated? 
 
As the majority of the migrant population resides in the centre of Athens, the location of the MFC 
seems a logical choice. Rental cost and running costs have been minimalized for sustainability.    

Opening hours 

The centre is open from 9 am until 8 pm.    

Sustainability 

A large percentage of the running costs will be taken by human resources and location costs. Using 

existing HRC buildings would provide HRC with significant assets in the long term and go along way in 

helping minimalise future running costs. Currently this has not been possible, as HRC as an 

organisation will within the near future undergo a intense revision of its structure, financial assets,  

support services and prioritising their core activities in a strategic operational plan.  

Development of  material such as press releases and newsletter will aim to increase visibility of the 

program. Providing user friendly communications to the general population will hopefully attract 

potential donors for further funding. The publications will be complimented by internal monthly, 

quarterly and yearly reports that evaluate specific quantitative and qualitative indicators.  

In terms of human resources, the cost of the core team will be provided by the Hellenic Red Cross.  

Resources  

Cost item 

Location costs Rental (if not HRC building)  

 Electricity 

 Water 

 Internet 

 Cleaning  

 Free telephone line for hotline 

 Building maintenance 

Supplies and 
Materials 

Teaching materials 



27 
 

 Material for activities 

 Stationary 

 Refreshments for activities 

 Maintenance and replacement of furniture etc 

Human resources MFC Manager 

 1 Administrator 

currently  2 SW 2 Social Workers (case management) 

 1 Para Legal Advisor 

 8 Hotline Workers (cultural mediators) 

 2 Teachers (responsible for educational programs and volunteer 
management) 

 1 Pedagouge (responsible for the children/school programs) 

 1 Cleaner 

 Incentives for 20 volunteers 
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Organogram for MFC Athens  

      

                                                                                                                                                     

 

COMMUNICATION CHANNEL 

 

 

          

Social Worker   

 

 

  

 

Deputy Manager 

Manager 

PSS/Children Service 
Reception Team-

leader 

Education 

Team-leader 

Hotline  

Team-leader 
MABS 

Service 

Social Service 
Education 

Service 

Hotline  

Service 

PSS, Life Skills and 
Integration 

 

Service 

Social worker 

Team-leader 

Reception Service 
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Appendix: Log Frame for a multi-functional social centre MFC and relevant monthly Budget: 
 

Overall Goal: To enable refugees and migrants to stay safe connected and informed. 

Objectives: migrants have access to accurate information and receive support in accessing relevant and available resources.  

 

Outcome:1 
MFC enables refugees to stay safe, 
connected and informed at all the 
stages of their social inclusion 

 

 
 
 

 

Output 1. 
The MFCs provide relevant, timely 
and reliable information connected to 
the main information needs of 
migrant communities 

 
 

 
 

 

Output 1.1 
Ensure service directory is updated, 
available and used by social workers, 
and telephone hotline 

 
 
Information displayed is relevant and 
accurate 

Updated version on HRC Website 

 
 
Relevant information will be updated 
by the partners registered in the base  

Output 1.2 
Conduct social work case -
management and follow up 

Number of migrants attend individual 
sessions 

Data system), case management 
forms 

Language specific interpreters are 
available  

Output 1.3 
Conduct para-legal advice services  
for orienting and supporting refugees 
to understand their status, 
documents and current situation and 
help them clarify their options 

Number of migrants who receive 
information on relevant rights, legal 
aid and documentation 

Data system  

Language specific interpreters are 
available  
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Output 1.4  
Operate telephone hotline (including 
WhatsApp, Viber and e-mail) with 
multi-lingual interpreters 

No of interactions of the MFC hotline 

 
Data system  

 

Output 2.  
Psycho-social support services are 
provided  including individual and 
group counselling and structured 
group activities 

  

 

Output 2.1 
Conduct group psychoeducation, 
health education and other topics to 
develop resilience 

Number and type of psychological 
support provided 

No of participants in individual and 
group counselling 

Attendance sheet 
Consultation records 
Data system  

Migrants are aware of the services 
and consider them as useful in coping 
with their challenges 
 
Agencies refer migrants to and 
promote the services 

 

Output 2.2 
Conduct focused/ structured 
activities for children at different age 
groups 

No of participants attending 
structured and specific activities 

 

Attendance sheet 
Data system 

Volunteer resources are available to 
support homework assistance and 
activities for different age groups 

Output 2.3 
Conduct preparation sessions to the 
labour market by proving trainings 
tailored to the needs including 
CV/cover letter, Job interviews, life 
skills, referral to skill training 
activities and language learning     

 
No of participations attending life 
skills and educational classes 
 
No of referrals to other partners 
 
 

 

Attendance sheet 

 

Data system  

Partners are willing to build 
complimentary collaborations  
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Output 2.4 
Provide Greek and English language 
classes 

No of participants accessing classes 
Attendance sheet 
Data system  

Migrants are committed to attend 
planned educational activities 

 

Output 2.5 
Facilitate children integrating into the 
public education system and assist 
parents and teachers to deal with the 
challenges (collaborating with a 
neighbouring school) 
 

No of children being supported 
No of meetings with parents and 
teachers 

Attendance sheet 
Data system  
Keep records of meetings 

 
Parents value the service and 
contribute to its smooth function  
 

Output 2.6 
Facilitate small children integrating 
into the public Kindergartens and 
thus into Greek society 

 

No of children being supported 
No of meetings with parents and 
teachers 

Attendance sheet 
Data system  
Keep records of meetings 

 
 
Parents value the service and 
contribute to its smooth function  
 

Output 2.7 
Offer a social space to socialise, play 
and create networks with access to 
internet connection, computers, 
information and assistance from staff 

 

Number of visits attending the centre 

 

Registration sheet 

Data system 

 
 
Migrants value the centre and there is 
a calm and relaxing atmosphere 
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 Human Resources  
Per 
month 

 
Unit 
Price 

27.338 

MFC-
Athens 

Administrative 
assistant/receptionist 

1 Person Month EUR 1.630 1.630 

MFC-
Athens 

Centre Manager 1 Person Month EUR 1.950 1.950 

MFC-
Athens 

Child space worker/ pedagogical 1 Person Month EUR 1.700 1.700 

MFC-
Athens 

Cleaner/ office assistant 1 Person Month EUR 1.694 1.694 

MFC-
Athens 

Hotline workers 
2 
Persons 

Month EUR 1.990 3.979 

MFC-
Athens 

Hotline/ intercultural mediators 
6 
Persons 

Month EUR 1.390 8.340 

MFC-
Athens 

Language teacher 
2 
Persons 

Month EUR 1.700 3.400 

MFC-
Athens 

Migrant Advice Bureau worker 1 Person Month EUR 1.700 1.700 

MFC-
Athens 

Case Worker 1 Person Month EUR 1.390 1.390 

MFC-
Athens 

Social workers 1 Person Month EUR 1.555 1.555 
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 Running costs     2.777 

MFC-
Athens 

Printing of brochures 2.000 Month EUR 42 42 

MFC-
Athens 

Rent 1 Month EUR 1.100 1.100 

MFC-
Athens 

Electricity 1 Month EUR 600 600 

MFC-
Athens 

Small-scale maintenance 1 Month EUR 50 50 

MFC-
Athens 

Stationary & other office supplies 1 Month EUR 250 250 

MFC-
Athens 

Telephone and Internet 1 Month EUR 675 675 

MFC-
Athens 

Software for data security 1 Month EUR 60 60 

 Supplies and materials     1.236 

MFC-
Athens 

Promotional material 1 Month EUR 42 42 

MFC-
Athens 

Cost recovery for Volunteers 1 Month EUR 400 400 
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MFC-
Athens 

Material for activities 1 Month EUR 209 209 

MFC-
Athens 

Refreshments for activities incl. 
Social space 

1 Month EUR 200 200 

MFC-
Athens 

Renewal of toys for playroom 1 Month EUR 50 50 

MFC-
Athens 

Teaching material 1 Month EUR 335 335 

 GRAND TOTAL     31.351 

 


