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1. MISSION AND GOALS

The first Bureau for Information and Services for Third-country Nationals in Bulgaria is a
coordination point for foreigners and migrants who want to access information and
specialized services. The Bureau offers referrals to employment service providers, legal
protection, health care, cultural orientation, psychological assistance, and much more.
Consultations and information provision at the Bureau are offered in several languages.

Sofia Development Association (SDA) identified the need for an information center for
migrants in 2018 and in September 2021, within the CONNECTION project, co-financed by
the EU’s Asylum, Migration and Integration Fund, the idea was realized in practice. The Bureau
is the result of the joint efforts, resources and expertise of Sofia Municipality, Sofia
Development Association, the Bulgarian Red Cross and “Vazrazhdane” Markets, with the
support of UNHCR and the participation of over 13 local NGOs. This one-stop-shop initiative
confirms the existing global consensus that municipal authorities are at the core of the
integration processes of migrants and are most able to meet their needs?.

The Bureau is located at 111 Hristo Botev Blvd. It is a place where foreign-speaking citizens of
Sofia can get information about the country's legal system and culture; receive legal, social
and psychological assistance, while Bulgarian citizens can meet and learn more about their
new neighbors.

2. WHO RUNS THE BUREAU?

1 City Integration Audit Report for Sofia, Bulgaria. Integration of Third Country Nationals through Urban
Partnerships — INTEGRA, Sofia Development Association, 2018, p. 10 http://www.sofia-
da.eu/images/resources/Integra CIAR Sofia eng.pdf

2 UN Global Compact on Refugees, Report of the UN High Commissioner for Refugees, UN General Assembly
73rd session, Supplement No. 12, A/73/12 (Part Il), para. 37 at https://www.unhcr.org/gcr/GCR_English.pdf




The Bureau for information and services for third-country nationals is run by the staff of SDA
and Bulgarian Red Cross (BRC), which coordinate the activities, the daily communication with
partner organizations and the provided services.

The monthly program for the Bureau is developed by Sofia Development Association. The final
schedule is published at the end of each month for the following month in six languages:
Bulgarian, English, French, Ukrainian, Arabic and Farsi/Dari. The current coordinator of the
Bureau, Mr. Yordan Kerelezov from the Bulgarian Red Cross, can be contacted by e-mail:
d.kerelezov@redcross.bg or by phone: 0882 66 00 56, and Adel Alexandrova (SDA),
a.alexandrova@sofia-da.eu, for specific requests.

Requests for additional events are reviewed and approved by SDA and BRC.

At the end of each month, the Bureau provides public information on the number of users,
the types of services provided and events held at the office.

3. WHAT SERVICES ARE OFFERED BY THE BUREAU?

In the Bureau you can meet and talk with representatives of Sofia Municipality, SDA, BRC and
local NGOs and receive the following services:

- Information on integration procedures, legislation and existing support according to
your needs

- Legal aid (for international protection procedures, detention, access to services,
signing leases and employment contracts, and many more.)

- Information and referrals to available humanitarian and financial assistance

- Signing up for free Bulgarian language courses

- Psychological support

- Information about the healthcare system, escort to medical facilities, applying for
retroactive health insurance coverage

- Referrals to educational activities for children

- Information and assistance regarding access to the labor market

- Information and housing assistance

- Referrals to mentoring programs and other opportunities for informal meetings with
Bulgarian citizens

- Assistance for applying for Bulgarian citizenship.

All services provided at the Bureau are free of charge. Most services are provided by different
organizations. Staff from SDA or BRC will inform you whom to contact depending on your
specific case. The schedule for the on-site services provided by the different organizations is
listed in the Bureau program and is also published on the Bureau website.

4. TERMS OF USE

- In order for the relevant service provider to start working with you, it is necessary to
read the Bureau’s privacy policy and sign a data protection information sheet. This is
required by law.

- Ask the Bureau staff for information which services are provided.



If you are visiting the Bureau with one or more of your children, it is your responsibility
to ensure their safety and appropriate behavior in the office.

When you request a specific service, please formulate it clearly, providing detailed
information about what has been done so far and whether someone else has assisted
you. Please make sure you understand the process and the services that are available
in your case, since it is your responsibility to decide what happens next and how.
Some of the services provided by the Bureau depend on meeting certain requirements
and having certain documents, therefore not all services are unconditionally available
to each client.

When Bureau staff accompany you outside the Bureau, they are responsible for
ensuring that you receive the specific service; the client is expected to comply with the
current laws and rules regarding administrative practices, personal behavior,
transportation, etc.

When attending a meeting or a class at the Bureau, you must follow certain rules:

Please, arrive on time!

During the meeting/class, don’t use your phone and turn off the sound. If you have an
urgent phone call, please leave the room without disturbing the other attendants.
Smoking is forbidden.

Wear a face mask when required by health authorities.

The Bureau staff reserve the right to impose a fine on you in case you damage or break the
Bureau's furniture. The fine will be used to repair the damages.

In case of non-compliance with the above-mentioned rules, the Bureau staff reserve their right
to refuse working with you and to terminate your access to the services you are currently
using. Before you are denied access to services, your will receive 3 (three) verbal or written
warnings.

Please

read carefully this documents and ask an employee of the Bureau for further

clarifications. By signing the document your confirm your acceptance of the rules of the
Bureau.

I have read the rules and | agree to abide by them.

Date:

Name:

Signature:



