
   

 Bulgaria Red Cross / January 2026 

Public 

THE BRANCH LEADS ON FEEDBACK IN BULGARIA 
From listening to action - how teamwork and leadership in the Bulgaria Red Cross helps turn 

community feedback into real change 

 

Introduction  

The Bulgaria Red Cross (BRC) Plovdiv Regional 

Branch’s clear and structured approach to 

managing community feedback, demonstrates 

how good communication, teamwork, and 

leadership, can help ensure feedback leads to 

action.  

The branch manages BRC’s national helpline, 

the Greenline, which was initially set up to 

provide information and support to displaced 

Ukrainians in Bulgaria, including on cash and 

voucher assistance programmes. Today, the 

Greenline is a free helpline available to anyone 

in Bulgaria. It is operated by displaced people 

from Ukraine and provides information about BRC services and programmes and connects callers 

with trained psychologists who offer psychological first aid (PFA). 

 

The branch approach to managing feedback 

Each week a branch working group comprising project staff, the regional director, and volunteers, 

meet to discuss all the community feedback received, make sense of it together, and decide what 

action to take. As Antoaneta Saraliyska, Community Engagement and Accountability (CEA) focal point 

for the Plovdiv Branch, explains, “Analysing the feedback as a team allows us to make shared decisions 

on what to priortise and how to respond – it’s not all on one person’s shoulders. Good analysis makes it 

easier to take good actions.” Strong leadership within the Plovdiv branch also helps to ensure good 

teamworking and enables the flexibility needed to address issues raised through feedback. As Toni 

explains, “We have a good regional director who provides clear leadership and manages resources in a 

way that lets us act on feedback.” 

Once the Plovdiv Branch have analysed the feedback, issues that need to be addressed at the 

national level are shared with BRC HQ in Sofia. The branch also shares feedback with other 

organisations through local interagency coordination meetings. Fast and informal channels, 

including WhatsApp, email and phone calls, help to ensure these issues can be shared and resolved 

Antoaneta Saraliyska, CEA focal point for the Plovdiv Branch, 

helps facilitate an art therapy session for children, March 2024.  
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easily and quickly. As Toni reflects, “The first 9 months were difficult, but the process became more 

streamlined as we went, and we got much better at managing feedback.” 

At HQ level BRC staff and the IFRC Operations Manager also play a key role in helping to find solutions 

to address feedback, including identifying flexibility within the appeal budget to respond to new 

issues and needs. Desislava Ilieva, BRC Mental Health and Psychosocial Support Coordinator, 

explains, “The roles and responsibilities within the feedback process are very clear. This is important and 

helps the system to work well. Everyone has a role to play.” 

 

Contact information 

For more information on this case study please contact:           

                                                                         

 

 

Bulgaria Red Cross Society: Polly Hristova, CEA focal point, p.hristova@redcross.bg 

IFRC Europe and Central Asia: Fatma Nur Bakkalbasi, Senior Office Community Engagement 

and Accountability, FatmaNur.BAKKALBASI@ifrc.org  
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