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Welcome to Hellenic Red 
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The International Federation of Red Cross 
and Red Crescent Societies (IFRC)

The International Federation of Red Cross 
and Red Crescent Societies (IFRC) is a global 
humanitarian organization, which coordinates 
and directs international assistance following 
natural and man-made disasters in non-
conflict situations. Its mission is to improve 
the lives of vulnerable people by mobilizing 
the power of humanity.

The IFRC works with National Societies 
in responding to catastrophes around the 
world. Its relief operations are combined 
with development work, including disaster 
preparedness programmes, health and care 
activities, and the promotion of humanitarian 
values.

In particular, it supports programmes on risk 
reduction and fighting the spread of diseases, 
such as HIV, tuberculosis, avian influenza 
and malaria. The organization also works 
to combat discrimination and violence, and 
promote human rights and assistance for 
migrants.

The strategic aims of the IFRC are:
• Save lives, protect livelihoods, and 
strengthen recovery from disasters and crises
• Enable healthy and safe living
• Promote social inclusion and a culture 
of non-violence and peace
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The International Committee of the Red Cross 
(ICRC)

The International Committee of the Red 
Cross (ICRC) is an impartial, neutral and 
independent organization whose exclusively 
humanitarian mission is to protect the lives 
and dignity of victims of war and internal 
violence and to provide them with assistance.

During situations of conflict, the ICRC is 
responsible for directing and coordinating the 
Movement’s international relief activities. It 
also promotes the importance of international 
humanitarian law and draws attention to 
universal humanitarian principles.

As the custodian of the Geneva Conventions, 
the ICRC has a permanent mandate under 
international law to visit prisons, organize 
relief operations, reunite separated families 
and undertake other humanitarian activities 
during armed conflicts.

The ICRC also works to meet the needs of 
internally displaced persons, raise public 
awareness of the dangers of mines and 
explosive remnants of war and trace people 
who have gone missing during conflicts.

The ICRC’s headquarters are in Geneva, 
Switzerland, and the organization has more 
than 12,000 staff in 80 countries around 
the globe. About 30 per cent of the ICRC’s 
operational activities are carried out in 
cooperation with National Societies.

National Societies

There are 190 National Red Cross and Red 
Crescent Societies around the world, with more 
currently being formed. This unique network 
forms the backbone of the International Red 
Cross and Red Crescent Movement.

Each National Society is made up of 
volunteers and staff, who provide a wide 

variety of services, ranging from disaster relief 
and assistance for the victims of war, to first 
aid training and restoring family links.

National Societies support the public 
authorities in their own countries as 
independent auxiliaries to the government in 
the humanitarian field. Their local knowledge 
and expertise, access to communities, and 
infrastructure enable the Movement to get the 
right kind of help where it’s needed, fast.

National Society volunteers are often the first 
on the scene when a disaster strikes and 
remain active within affected communities 
long after everyone else has come and gone.



Alleviating human suffering and restoring 
family links
Promotes mutual understanding, friendship, 
cooperation and advocating peace amongst 
people

Assisting vulnerable people 
Relieve the suffering of individuals, being 
guided solely by their needs, and to give 
priority to the most urgent cases of distress.

Advocating human rights 
National Society while auxiliary in the 
humanitarian services of their governments 
and subject to the laws of their respective 
countries, must always maintain their 
autonomy so that they may be able at all times 
to act in accordance with the principles of the 
Movement.

Voluntary Service
It is a voluntary relief movement not prompted 
in any manner by desire for gain.
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MFC is a department within Social Welfare 
Division

SWD part of Hellenic Red Cross

HRC is a member of the International 
Federation of the Red Cross

IFRC is part of the Red Cross Movement 

 
The best interest of the 
service users should 
determine any decision of 
the staff.

Strict confidentiality and protection of any 
received data. 

Empathy- Respect of the individual through 
the provision of a personalized approach in 
accordance with the individual claim. 

Objectivity and respect of diversity- 
Acceptance of the person regardless of 
personality characteristics, social identity 
and lifestyle chosen with or without their will 
and equal treatment towards beneficiaries 
regardless of gender, religion and ethnicity.

Reduce vulnerability of refugees and migrants 
by:

Building capacity to manage daily life

Providing access to correct information

Enhancing integration and resilience through 
provision of trainings and social support 
groups

Offering professionalism in adherence to the 
RC Code of Conduct

IFRC

HRC (NS)

SWD

MFC/ 
Shelters



Humanity 
The International Red Cross and Red Crescent 
Movement, born of a desire to bring assistance 
without discrimination to the wounded on the 
battlefield,endeavours, in its international and national 
capacity, to prevent and alleviate human suffering 
wherever it may be found. Its purpose is to protect 
life and health and to ensure respect for the human 
being. It promotes mutual understanding, friendship, 
cooperation and lasting peace amongst all peoples.

Impartiality 
It makes no discrimination as to nationality, race, religious 
beliefs, class or political opinions. It endeavours to 
relieve the suffering of individuals, being guided solely 
by their needs, and to give priority to the most urgent 
cases of distress.

Neutrality 
In order to enjoy the confidence of all, the Movement 
may not take sides in hostilities or engage at any 
time in controversies of a political, racial, religious or 
ideological nature.

Independence 
The Movement is independent. The National Societies, 
while auxiliaries in the humanitarian services of their 
governments and subject to the laws of their respective 
countries, must always maintain their autonomy so that 
they may be able at all times to act in accordance with 
the principles of the Movement.

Voluntary service 
It is a voluntary relief movement not prompted in any 
manner by desire for gain. 

Unity 
There can be only one Red Cross or Red Crescent 
Society in any one country. It must be open to all. It must 
carry on its humanitarian work throughout its territory. 

Universality 
The International Red Cross and Red Crescent 
Movement, in which all societies have equal status and 
share equal responsibilities and duties in helping each 
other, is worldwide.Th
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HRC has two MFCs. One is based in Athens 
to serve Central Athens intensively and 
the Attica region, while the other is set up 
in Thessaloniki to serve the urban area of 
the city and the Northern region of Greece. 
The philosophy of a multi-functional social 
centre targeting refugees and migrants has 
existed for more than 20 years. The Athens 
MFC has been functioning since 1997.  The 
Thessaloniki MFC was established as an 
aftermath to the” refugee crises” of 2015 and 
has been operational since end of November 
2017. 

The MFC is a social centre that strives to 
provide a wide range of services and support 
to migrants to help them to cope with their 
current situation through counselling and 
guidance on their way through procedures 
and available services. This includes obtaining 
the necessary registration and documentation 
in order to be eligible for employment, have 
access social services, education and medical 
care in the Greek society. 

The MFCs work with a holistic approach 
that aims to build resilience and empower 
migrants to regain autonomy in everyday 
living. The MFCs also aim to help people to 
create new networks with people in similar 
situations which provide the users with a 
sense of community, which may otherwise be 
difficult to obtain in urban setting. The MFC’s 
additionally arrange learning and recreational 
activities that help people to feel confidence 
and capable integrating into a new society. 

The HRC and MFC’s has puts a great 
emphasis on psychosocial wellbeing. 
Psychosocial support focuses on the social 
and psychological aspects of people’s lives. 
The term ‘psychosocial’ refers to the dynamic 
relationship between the psychological and 
social dimension of a person and how these 
interact. The psychological dimensions include 
internal, emotional and thought processes, 
feelings and reactions. The social dimensions 
include relationships, family and community 
networks, social values and cultural practices 
and focus on an approach for individuals, 
families and communities.

The core element in psychosocial interventions 
is that people are empowered to care for 
themselves and each other as well as their 
individual and communal self-confidence and 
recourses will improve and along with the 
ability to deal with challenges.
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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 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. MFC arrange 
learning and recreational activities that help 
people feeling confidence and capable to 
integrate into a new society.

The MFC puts a great emphasis on 
psychosocial wellbeing. Psychosocial 
support emphasise on the social and 
psychological aspects of people’s lives. The 
term ‘psychosocial’ refers to the dynamic 
relationship between the psychological and 
social dimension of a person and how these 
interact. The psychological dimensions include 
internal, emotional feelings and reactions. The 
social dimensions include relationships, family 
and community networks, social values and 
cultural practices and focus on a resilience 
based approach for individuals and families.
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Hotline Legal Advice

Language Lessons

Workshops

PSS Children Service

Social Service

Social Space



The employees are obliged to:

1. Keep themselves up-dated and informed
2. Take responsibility and learn to refuse and say 

no
3. Involve themselves and bring forward 

suggestions themselves
4. Be acknowledging towards managers and 

colleges 
5. Accept offers on development and new tasks
6. Organise work life and private life in a balanced 

way
7. Share positive stories with colleagues and 

managers.

The managers are obliged to:

1. Lay down clear guidelines for the work place
2. Show the employees which role each of them 

play achieving the goal
3. Involve the employees in decisions and invite 

for dialogues
4. Show interest and acknowledgement for the 

effort they do 
5. Develop the employees
6. Help the employees to balance work life and 

private life
7. Give the employees reasons to be proud of the 

work place 

MFC’s have a well organised 
working environment
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Will be delivered by 
HRC staff in face to face 
training sessions

E-learning modules on the 
IFRC learning platform

• Hellenic Red Cross Foundation Course
• New starters have to shadow MFC ser-

vices
• MFC Policy and Procedures
• MFC concept paper/job descriptions
• MFC Security Guidelines (draft)
• MFC Data Protection Policy (draft)
• MFC SOPs 

IFRC Document to be found on the IFRC 
website. 

• Minimum Standard Commitments to 
gender and diversity in emergency pro-
gramming 

• Code of Conduct
• Stay Safe (3ώρες)
• Child Protection HRC Child Protection 

Policy
• Principles and Rules for Red Cross and 

Red Crescent Humanitarian Assistance 
(60min)

• Introduction to Protection from Sexual 
Exploitation and Abuse (PSEA)  (30min)

• How can we keep our information safe? 
(45min)

• World of Red Cross (20hours)
• Restoring Family Links (RFL) & Psy-

chosocial Support (PSS) - Module 1: in 
Emergencies(1,5 hour)

• Restoring Family Links - Core Skills (2 
hours)
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Workplace culture plays a powerful role in 
determining the work satisfaction, team-spirit, 
performance and progression. It is the mix of 
the organisation’s leadership, values, traditions, 
interactions, behaviours and attitudes that 
contribute to the environment of the MFC. These 
factors are generally unspoken and unwritten 
rules that help to form bonds between colleagues.   
Culture is a powerful element that shapes work 
environment, enjoyment, work relationships and 
work processes, although it is something that you 
cannot actually see. Culture is represented in MFC 
team: language-- decision making-- job-jargon-
-stories and legends--level of empowerment—
celebrations—daily work. A particular culture 
already exists in MFC developed by the employees 
who work there, though each new employee will 
add their diversity to the culture. So, while a culture 
exists when a new employee joins, he or she will 
soon add and influence the culture. It is never fixed.  

Culture is like personality. In a person, the 
personality is made up of the values, underlying 
assumptions, interests, educations, experiences, 
upbringing, and habits that create a person’s 
behaviour. The work-place culture is in the same 
way made up of the values (Red Cross/Red 
Crescent Movement-Hellenic Red Cross -Social 
Well-fare Division, MFC), underlying assumptions, 
attitudes, and behaviours shared by a group of 
people working together and a set of—generally 
unspoken and unwritten—rules for how they 
perform and work together. Culture is influenced by 
the organisation’s principals, values, governance 
and other managerial staff because of their role in 
decision making and strategic direction. 

The deputies and team-leaders are also significant 
in the forming of the MFC culture, as they are the 
glue that holds all of the rest of your employees in 
a manner that allows them to coordinate tasks and 
receive information and direction.

The visual and verbal components of MFC’s culture 
are noticeable every day at work. Whether you are 
walking through a work area, sitting in an office, 
attending a meeting, or eating in the staff corner, 
the work-place culture surrounds you and infiltrates 
into your working life.

The manager can take a culture walk and talk with 
the staff to see, acknowledge and observe the 
current culture within MFC. The manager can also 
try to empower change of the work environment, if 
the culture that has developed is unsupportive of 
reaching the MFC goals or the environment is not 
providing the intended atmosphere in supporting 
the employees in the anticipated way. 

MFC welcomes new employees with an induction 
plan and the MFC Manual that will help the new 
person learn about MFC, their obligation within 
their specific tasks as well as the role as a team 
member of MFC. The MFC Manual also engages 
the new employee in the most important aspects of 
MFC’s work-place culture. 

Why it is important

Work-place culture is an important factor to all 
workplaces. It determines how pleasant or toxic 
the work environment is, it has a direct influence 
on how the employee fits into the MFC team and 
the ability to attract and retain the right people for 
the specific positions. Work-place culture attracts 
and keeps capable staff, drives engagement and 
creates an environment for healthy development. 

What is a Work-place Culture? 



A leadership style refers to a leader’s characteristic 
behaviours when directing, motivating, guiding, 
and managing groups of people.

Democratic/Participative or Shared leadership is a 
type of leadership style in which members of the 
team take a more participative role in the decision-
making process. It is considered as the most 
effective leadership style and it matches with the 
MFC work place culture and in an interdisciplinary 
humanitarian service. 

The leadership style in the MFC is built on following 
principals: 

a) the management emphasises collaboration 
and free flow of ideas, that build mutual respect 
and creates a frank and open communication. 
b) the employees have clear roles and 
communication lines as well as knowledge in 
accordance with their tasks to make quality 
contributions to the decision-making process.
c) the management will ensure that new 
employees match the workplace culture and have 
the personality and competences vital to participate 
in making decisions
d) responsibility is shared among all members 
of staff with the leader/manager noticeable to offer 
guidance at all times. She/he will encourage them 
to participate and allow input from all professions.
Through these principals, leaders allow employees 
to have autonomy and provide input past their 
regular duties. Employees feel engaged in the 
process, are more motivated and creative and 
they reach high productivity and professionalism. 
However, it is important to stress that the final say 
in the decision- making process is retained by the 
participative leader to prevent confusion.
Best Practices of Participative/Democratic 
Leadership

Keep a Record of all ideas suggested, as not every 
approach or suggestion can be utilised, but it would 
be an asset keeping track of ideas throughout the 
decision-making process. Something may not work 
today, it could be beneficial in the future.

According to the problem, involve employees with 
an expertise in the issue. Ensure that the most 
technical competent staff members are involved in 
the innovative and option finding process and be 
open to invite outside professionals to enlighten 
the task as well.

The participative/democratic leader is going to 
have to reject some of the ideas. The management 
should become skilful at communicating this 
respectfully and carefully. They should inform 
employees why their approach was not utilised, 
and how it could be used in the future if applicable.

Communication lines

a) the management will build trust and frequently 
share relevant information, progress and updates. 
Goals and objectives will be emphasised regularly.  
b) the leaders of the professional teams will have 
regular meetings without the managers presence.
c) the manager will have weekly meetings with 
the different professional teams.
d) the information from various meetings will 
be utilised in planning, adjusting and prioritising 
activities and for monthly reporting. 

Participative (Democratic) Leadership style



Dialogue that makes a difference for the work-
place culture

Dialogue that creates results and job satisfaction

The employee conversation will be arranged bi-
annually by the manager so the employee has 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. The aim is to guide and 
encourage each employee to reach a satisfying 
and greatest level of performance, through the 

continuous support of the 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. The Job Satisfaction Barometer (see next 
page) is to be completed by the employee prior 
to the conversation and will be used to promote 
dialogue.  The Employee Conversation Worksheet 
will also be provided several days prior to the 
scheduled conversation so that the employee has 
an understanding of the themes of discussion but 
will be completed by the manager on the day.   

Employee Conversation 



Οργανόγραμμα

MFCs Coordinator

MFC Athens 
Manager

Hotline Team - Leader

Hotline Service

Education Service

Social Service

Reception Service

Education 
Team - Leader

PSS / Children
Service

Social worker
Team - Leader

Reception 
Team - Leader

MABS
Service

Psychological
Service

MFC Thessaloniki
Manager

Case work Service

Reception Service

Cultural Mediation 
Service

Greek Language
Lessons Service



Working hours

Our general working hours in the MFC Thessaloniki 
are 9:00 – 17:00. MFC Athens working hours are 
8:00 -20:00. Services operate 9:00-16:00, while the 
Social Area and a few other activities are running 
until 20:00.

Breach of the Code of Conduct 

We know that effectively identifying, reporting, 
managing incidents is an important part of managing 
risk, improving our services, and protecting our 
people and those who use our services is a key 
part of our services.

If you have to report any possible breaches such as 
corruption, fraud, dishonesty, harassment, sexual 
violence and abuse, unethical behaviour and 
abuse of child labour, do (when possible) talk to 
your line manager and/or  HR representative about 
any concerns you may have. However, when –for 
whatever reason – you do not wish to share and/or 
discuss your concerns with these individuals then 
send an e-mail to staff@ifrc.org.

Security Policy

MFC has a security concept paper and a written 
document with specific procedures that guide 
employees through different kind security risks. 
MFC has selected security focal persons who have 
been trained to take lead in any kind of security 
incidents. All staffs are obliged to be familiar with 
the guidelines and instructions to ensure adequate 
reaction, behaviour and actions in case of a security 
risk.  It is of great importance for all parties involved 
to avoid confusion and panic during the incidence. 
All staff will be informed about how to use the 
security guidelines and how to care for each 
other prior, during and after the incident. All staff 
will currently receive training in psychological first 
aid to be able to know how to handle emotions 
and reactions during a security risk. The centre 
manager will additionally organise ordinary First 
Aid training for 16 hours obtaining a certificate 
through the Nursing Division of HRC. 

Data Protection Policy

Protecting individuals’ personal data is an integral 
part of protecting their life, integrity and dignity. 
The protection of natural persons in relation to 
the processing of personal data is a fundamental 
right. The processing of personal data should be 
designed to serve mankind. Rapid technological 
developments and globalisation have brought new 
challenges for the protection of personal data. 
On 25 May 2018, the European data protection 
legislation came into force. The General Data 
Protection Regulation strengthens the rights that 
individuals have regarding personal data relating 
to them and seeks to unify data protection laws 
across Europe, regardless of where that data is 
processed. As part of its social responsibility, the 
MultiFunctional Center is committed to European 
compliance with data protection laws. The Data 
Protection Policy provides one of the necessary 
framework conditions for data protection. The 
Multi-Functional Center needs to collect personal 
information about people with whom it supports 
in order to carry out its services. Such people 
include staff, volunteers, migrants and refugees. 
The information includes name, address, email 
address, data of birth, nationality and other private, 
sensitive and confidential information.

Volunteer Guidelines

MFC has developed (to be finalised) guidelines for 
the training volunteers regarding the procedures 
and selection criteria, that are necessary in order 
for someone to be a volunteer in the MFC. This 
document includes the Core training modules 
of HRC Volunteer Service, as well as additional 
modules developed for specific activities (PSS, life 
skills, translation, CEA, Protection and Security 
policies, PFA) implemented in the MFC. 



Resource Library 

Movement Recourses

IFRC E-learning Platform:
https://ifrc.csod.com/client/ifrc/default.aspx 
 
Smart practices 
http://media.ifrc.org/global-review-on-migration/
view-smart-practice-database/ 

http://media.ifrc.org/ifrc/what-we-do/migration/
policy-strategy/ 

CEA
What is CEA?

http://media.ifrc.org/ifrc/wp-content/uploads/
sites/5/2016/12/CEA-general-description.pdf 

Minimum Actions
http://media.ifrc.org/ifrc/wp-content/uploads/
sites/5/2016/12/CEA-in-programme-cycle.pdf 

CEA Guide
http://media.ifrc.org/ifrc/wp-content/uploads/
sites/5/2017/12/IFRC-CEA-GUIDE-0612-LR.pdf 

CEA Toolkit
http://media.ifrc.org/ifrc/document/community-
engagement-and-accountability-toolkit/ 

Protection 
External Resources

Trafficking Awareness

https://www.stopthetraffik.org/awareness-courses/
resources-for-schools/ 

http://www.thea21campaign.net/greecead/ 

https://ifrc.csod.com/client/ifrc/default.aspx 
http://media.ifrc.org/global-review-on-migration/view-smart-practice-database/ 
http://media.ifrc.org/global-review-on-migration/view-smart-practice-database/ 
http://media.ifrc.org/ifrc/what-we-do/migration/policy-strategy/ 
http://media.ifrc.org/ifrc/what-we-do/migration/policy-strategy/ 
http://media.ifrc.org/ifrc/wp-content/uploads/sites/5/2016/12/CEA-general-description.pdf 
http://media.ifrc.org/ifrc/wp-content/uploads/sites/5/2016/12/CEA-general-description.pdf 
http://media.ifrc.org/ifrc/wp-content/uploads/sites/5/2016/12/CEA-in-programme-cycle.pdf 
http://media.ifrc.org/ifrc/wp-content/uploads/sites/5/2016/12/CEA-in-programme-cycle.pdf 
http://media.ifrc.org/ifrc/wp-content/uploads/sites/5/2017/12/IFRC-CEA-GUIDE-0612-LR.pdf 
http://media.ifrc.org/ifrc/wp-content/uploads/sites/5/2017/12/IFRC-CEA-GUIDE-0612-LR.pdf 
http://media.ifrc.org/ifrc/document/community-engagement-and-accountability-toolkit/ 
http://media.ifrc.org/ifrc/document/community-engagement-and-accountability-toolkit/ 
https://www.stopthetraffik.org/awareness-courses/resources-for-schools/ 
https://www.stopthetraffik.org/awareness-courses/resources-for-schools/ 
http://www.thea21campaign.net/greecead/ 



