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About

The projectixo¥ dzy RSR o6& GKS 9dzNRBLISIY /2YYAadaaAizyQa |2
framework programme. Spanning through three years, ACROSS consists of a consortium of 10
partners from 7 countries: Athens Technology Center (coordinatbecnalia Dataport

Engneering, Fraunhofer, GRNET, TimeLex, The Lisbon Council, Waag and VARAM. The project
kicked off its activities in February 2021, with an energising online meeting, where all partners

took the floor to present their plans to make the project a great success

Disclaimer

The information and views set out in this publication are those of the author(s) and do not
necessarily reflect the official opinion of the European Commission. The Commission does not
guarantee the accuracy of the @aincluded in this study. Neither the Commission nor any person
FOUAY3 2y (KS [/ 2YYAaaArz2yQa oSKIEF YIe 0SS KSER
the information contained therein.

6 H JgtEwopean Union. All rights reserved. Certain paréslimensed under conditions to the
EU.
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Executive Summary

This report documentthe g 2 NJ R2Yy S Ay ¢ | Mdthodoldgy defihitidifs NB dAReRdyNT/ S
the first 12 monthsaiming to overseethe development of user journeys in ACROSS. It also
establishes a shared approach to participation in ACROSS which places citizens, their needs and
their rights (particularly data rights) at the forefront.

To these ends, we produced tiha@lowing:

- Inventory of existing serviceg In February 2021, ACROSS partners began gathering an
AYOBSY(i2NE 270 ONERSINIANEI REONR EBIIA OS & écaseF 2 NJ S|
countries. WP2 partners reviewed this list in April 2021 and organisedeb®urces
gathered thus far towards preparing for subsequent interviews with citizen participants.
¢KS FdzZt AyoSyid2NB 2F SEAaGAY3 asSbuarOSa 6 A
servicegapanalysi. Y A G A f ¢ @

- Workshop Preparatory Materialg A set of materials (se8ection 2.1land Appendix )
regarding Task 2.1 and participatory approach was created to prepare partners for the
first co-creation Wakshop which was held orftbf June.

- 18t Cocreation Workshop (I June 2021 Waag hosted a workshop aiming to share
participatory methods amongst consortium members, to establish-areative culture
in ACROSS, and prepare pilot partners to condtetirews with people who have moved
across borders (Segection 2.2

- Interview Starter Pack; Waag created an Interview Starter Pack (§eetion 2.3and
Appendix 4 to help partners embark on the interview and survey process.

- Interviews ¢ Pilot partners conducted interviews with people who have recently moved
across borders or who are currently doing so. This wase diuring summer 2021 to
gather information for user journeys.

The outcome of the previous steps was the development of a shared user journey in ACROSS (see
Section 4and Appendix 5. Based on these (draft) user journeys we created a number of
WIISNBE2YF&aQ | NRPdzyR 6 KA OK (bdrded derdices (Se&pSendiz®).S NJ 2 2 dzN.

Task T2.1 laid the foundation for further work T2.2 and T2.3. The interviews, inventory of
SEA&GAY3T aSNBAOS&ST |yR dzZASNI 22dzNy Se F2NX (KS
for crossborder service gap analysid y A G A | fcr@ative précEss idittated in this task is
carried forh in T2.3 and presented in D2.5, most specifically through a secowdeatve
workshop hosted by Waag in Amsterdam in November, 2021 $8egon ).
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List of Terms and Abbreviations

Cocreation

Crossborder services

EU

GDPR

Pilot partners

Cocreation is a interdisciplinary procesand design methodlogy
that is central to the ACROS$fBoject. It aims to bring togethe
different societal actors aroundnatters of shared concern. As
generative method, careation brings relevance, ownership, ager
and sustainability to the project.

Crossborder services are the services that help people m
between countries. In the ACROSS gxtjthe crossborder services
help EU residents move from one EU country to another EU coi
for work or study purposes. For example, one can think about ser
that help with locating job opportunities, finding accommodation
opening bank accounts.

European Union

The General Data Protection RegulatiGiDPRis a legal framewor|
that sets guidelines for the collection and processing ofspeal
information from individuals who live in thEuropean Union (EU
Since the Regulation applies reg@s of where websites are base
it must be heeded by all sites that attract European visitors, evi
they don't specifically market goods or services to EU residents.

These are the partners of the ACROSS project that prc
information, conduct research, and organise-a@ation workshops
among other activities, in the pilot countries. The pilot partners
Dataport, GRNET, and VARAM in respectively Germany, Greec
Latvia.

L https://gdpr.eu/
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1. Introduction

1.1.Approach to Task 2.1

ACROSS has the pntial to meaningfully involve people in the decisions that are made about
them, their data, and their rights when using digital services. As the project progresses, we intend
that the scope of careation and participation grows in this way. T2.1 is tinst fstep in this
direction and provides the foundation for deeper participation in the future.

The process documented in this deliverable specified which information was needed to create
gualitative user journeys; and introduced key questions and methfmisgathering that
information. Most importantly, this task (T2.1) set the basis for -coeation in ACROSBy
introducing pilot partners to participatory practices which in turn root the user journeys (around
which further development is based) in the texperiences of real people.

To this end, Task T2.1

- Initiates involvement with people who move across EU borders in the process-of co
creating relevant user journeys that are based on-idalexperiences.

- Establishesa foundation for cecreation in AROSShat prioritises citizen and other
stakeholder involvemenbeyonduser journeys This cecreative foundation will also be
applied to the developmentof gap analysis (T2.2), the -design of the ACROSS
government framework (T2.3), and perhaps in othegas of the project as well.

Cocreation occurs first within the consortium (to develop a coherent strategy), then with people
who have or had experience in moving across European borders either for working or studying.
In the future, cecreation will aso occur with other relevant stakeholders suchtlaisd-party
service providers, universities, and public administrators. The Task requires particular
coordination with WP6 (pilots), as well as coordination with WP3, WP4 (user support tools), WP5
(architedure and platform), and WP7 (communication and dissemination) (see further
dependencies iChapter 9.

1.2.Methodology and Structure of the Deliverable

This deliverable documents on our initial participatory steps in@&R Within T2.1, this process
included the following activities:

- Developing arinventory of existing(crossborder)services

- Writing aWorkshop Preparatory Materialsvhich introduced participatory concepts and
approaches iIIRCROSS

- Hosting a workshop odune 1sto share relevant resources and-ceceative strategies

Deliverable 2.X, User Journey Methodology descriptiemitial
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- Compiling arinterview Starter Packhat prepared pilot partners to bring citizens into a
participatory process during summer 2021

- Aiding pilot partners in conductingterviews and/or surveys

- DevelopingShared User Journey Scenariossed on findings from all pilot areas

- Preparing for T2.2 and T218 ensure continuity of the progress in T2.1

Chapter Aescribes the preparatiorbection 2.}, execution $ection 2.%, and followup (Section
2.3) to the workshop held on June 1, 2021. The workshojpd®a an introduction to cereative

strategies and methods; a discussion in which pilot partners considered and documented aspects
of their own experiences moving across borders; a collaborative session that identified shared
requirements for developingser journeys; and a presentation (accompanied by resources) for
ensuring ethical, legal and GDPR compliance during the participatory process.

Chapter 3delves into the interview methodology and the initialnemunity engagement that

have taken place in the first 12 months of the ACROSS project. Three ACROSS partners are tasked
with the use case research in their respective countries: VARAM in LRataportin Germany,

and GRNET in Greece. Each of these psstinterviewed between Q4 citizens who are
potential endusers of the prospective ACROSS platform. These interviews formed the basis for
the user journey scenarios. To build these scenarios, the three pilot partners collected their
interview results irm commonly agreed template that was organised into the journey that a user
must go through in order to move abroad. Each pilot partner produced two of these templates:
one for the user journey for a student and one for a worker, as the selected scenamiosl) a
student planning to study abroad and 2) a worker willing to work abroad. On September 3rd
2021, the partners collaboratively went through the three templates for each user journey and
created a common user journey that can be generalized foattegage journey of the users. The
results of this session can be foundilLlJLIS Y RA E ¢S &Y [ { Z05NJ | W dzNsj/Q

As a final step in the user journey methodology, the pilot partners were asked to reflect on their
methodology and community engagemeftection 3.2lescribes what went well and what could
have be@ improved in the methodology, as presented by the three pilot partners.

Chapter 4hen briefly introduces the results of the user journey methodology and outlines which
services the interviewees used and whéhey encountered pain points with those services. The
comprehensive and complete user journeys scenarios can be foun&pimrndix 6 More
information can also be found in deliverable D6.1, sections 3.1.1 and 3.1.2.

Finally,chapter Soutlines the next steps that the ACROSS partners will undertake regahging t
user journey research. Moreover, this chapter also documents the connections and
interdependencies between this deliverable and other deliverables in the ACROSS project.

Deliverable 2.X, User Journey Methodology descriptiemitial
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2. First CeQreationWorkshop

The first cecreation Workshop on June 1st was anpopunity for pilot partners to come
together in an interactive setting. The workshop was held online due to health and travel
restrictions, and was attended by representatives from all consortium partners. The workshop
generally consisted of three partsie Workshop Preparatory Materials, the workshop itself, and
the Interview Starter Pack which followed up on the workshop.

2.1.Workshop Preparatory Materials

The Workshop Preparatory Materials were the first introduction to participation arcteation

in AQROSSAs such, the preparatory materials began by introducing relevant concepts and
NBE&a2dz2NOSaxz tA1S GUKS ! NYaGSAyYyQaand theRdecsehtion2 T LJ- N
navigato?. The document then discusses participation in ACROSS and consigetsaproutes

for co-creation in the project. The preparatory materials also included tentative plans for
participation in each of the pilots (one plan per pilot partner), to be iterated further during the
workshop. The Workshop Preparatory Materials dade with next steps and an agenda to be
addressed during the workshop.

The Workshop Preparatory Materials can be foundjpmendixl.

2.2.Documentation of Workshop

2.2.1. Introduction to CeCreation

The workshopstarted with an introduction to cecreation led by Meia Wippoo of Waag. This
interactive presentation began with a short participatory exercise, and introduced key concepts
surrounding processes, mindsets, strategiegps, and methods for coreation. The full
presentation is available iAppendix 2

2.2.2. Considering Our Own User Journeys

This session consisted of a reflective conversation between the participants. MénrgyAXEROSS
team members have been in a situation similar to that of potential users: they have moved across
European borders for work and/or study. By sharing our own experiences and listening to each

2 Arnstein, S.R. (1969). "A ladder of citizen participation”. Journal of the American Institute of Planners. 3%;(4): 216
224. doi:10.1080/01944366908977225. hdl:11250/2444598

3 https://ccn.waag.og/
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20KSNDaz (GKAA &aSaaizy io SfftHai® Rve alrdito bep thOy Guk R S NJ
project.

One outcome of this conversation was that the start and end of a journey across borders is not
always clear. Does a journey begin when a decision is made to move? Or does it begin when the
first administratve work is filed? Does a journey end once a person has arrived in a new country?
Once they have found an apartment? Once they are a permanent resident? Moreover, the
process is not always successful: sometimes it begins but does not end. This points #dgain

need to base the starts and ends of the ACROSS user journeys as much as possible on the real
life experiences of those potential entgsers, who later on participated in the interviews and
surveys that we conducted.

The discussion also confirmetiat moving across borders is most often a confusing and
frustrating process. In this way, it prepared us for certain topics that interviewees and those
surveyed may want to address, including the lack of clear guidelines about which steps to take,
potentiaf WO 4(sDdh asreqairdg a local address to open a local bank account, while also
requiring a local bank account to acquire a local address), and concerns regarding the widespread
dissemination of personal information that is required to delivervarious public and private
parties.

2.2.3. Identifying Shared Requirements for User Journeys

We held an exercise to identify which specific information needed to be obtained via the
interview and survey process by all pilot partners. While partners weretérdand additional
information, this exercise identified theecessaryand sharedpieces of information to gather.

4 https://en.wikipedia.org/wiki/Catch22 (logic)
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Figurel: The shared digital workspace for identifying shared requirements User Journeys

Previous discussions with pilot partners and the aforementioned activities during the workshop

led us to create the shared digital worksjga as seen above in figure 1. The workspace included

pieces of information that we may want to obtain in interviews (seen on the roaloured

cards) and were organized into categories. All participants had access to the board. People could
movethecard O LA SOSA 2F AYF2NXNIGA2Yy 0 (2 GKS Wb2(0G N&X
column. If one person disagreed with a card being placed in either of those columns, that card
gla GKSY Y2@0SR (2 GKS WLAf Il YR 2aHiscRskidnlomtheBeS YSy (i
WOl NRAQ O0LIASOSE 2F AYTF2NXNIGA2Yy0 Ay GKS WwWLatly
FofS G2 0SS LIXIFOSR Ay SAGKSNI 6KS WNEBIjdzA NSBRQ 21
concrete list of information that hadotbe gathered by all partners through interviews and/or

surveys during the summer. This, in turn, allowed us to develop a common framework (presented

in the form of the Interview Starter Packection 2.3 for doing so across all pilots.

Deliverable 2.X, User Journey Methodology descriptiemitial
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2.2.4. GDPR, Legal and Ethical Compliance

Hans Graux fronTimelLexgave a presentation with practical guidance on how to behave in
ACROSS which focused on legal requirements and ethical expectations. The presentation was
also accompaed by relevant templates for use by partners. The presentation was followed by

a discussion on the types of challenges that partners could face in a participatory process. The
full slides of this presentation are includedAppendix 3

2.3.Interview Starter Pack

The Interview Starter Pack provided concrete resources to follow up from the workshop and help
pilot partners to conduct their interviews with citizens who have experience moving across
borders. It begis with a list of minimum requirements for holding interviews and provides
methods for doing so. The starter pack also introduces a common format for introducing the
project and for requesting consent. Resources and steps are presented for collectingedequir
data points, quantitative data and qualitative data. The Interview Starter Pack is included in

Appendix4.

Deliverable 2.X, User Journey Methodology descriptiemitial
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3. Interviews and Initial Community Engagement

In this section, we briefly introduce and reflect on the interviews and initial community
engagement that have taken place in the first 12 months of the ACROSS project. For more
detailed information regarding the use case scenarios and the methods for the intsn\péease
NEFSNI i2 5com o0a!asS OFrasS alOSylFNAR2a |FyR NRIR'
descriptions of all three use cases, including their execution scenarios, involved stakeholders,
planned activities on engaging the private sector and-egdis of the ACROSS platform in the
co-design of the services, as well as a detailed roadmap for use case execution.

3.1.The user journey interviews

Within the ACROSS project, three partners are tasked with the use case research in their
respective countriedataportin GermanyGRNET in Greecand VARAM in Latvikach of these
partners interviewed between 104 citizens who are potential engsers of the prospective
ACROSS platform. They were chosen because of their experience with moving abroad within the
EUfor work or study purposes.

Before the interviews were conducted, the pilot partners agreed to write protocols for each
interview and to collect data privacy agreements. All pilot partners compiled the interview results
into a template as provided Wyataport. Collecting the data this way eased the comparison and
compilation of the interview results from the different pilot countrié3ataportdid not record

nor transcribe the interviews. Rather, they immediately entered their results into the agreed
upon template. However, GRNET did record and temporarily save the interviews, to ease the
completion of the templates and to ensure the accuracy, consistency and completeness of the
feedback given by the interviewees. Moreover, VARAM outsourced their intes\aad/ received

the transcriptions of the interviews in the original language (either Latvian or English). However,
as this was merely for internal use, VARAM also presented their results in the form of the said
template.

TheDataportACROSS team conduct&8l interviews, of which ten interviewees moved abroad
for studying and the other three moved abroad for work. All of the interviewees moved from
Germany to another country in the EU; this is to say that they did not interview anysard
whose destinabn country was Germany. User research experts from witataportconsulted

the Dataport ACROSS team with the preparation and execution of the interviews. During the
processing of the interview results, the previously agrepdn template deemed inapprofate
different situations and approaches. Consequently, BregaportACROSS team slightly adjusted
their template.

Deliverable 2.X, User Journey Methodology descriptiemitial
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The VARAM ACROSS team chose to approach the interviews slightly differently. As they did not
have internal experts on user research, thaytsmurced the conduction of the interviews. The
interviews were all irdepth and lasted for more than an hour. In total, they interviewed ten
people; half of them moved for study and the other half moved for work purposes. In this pilot,
for five of the inerviewees Latvia was their source country, for the other five Latvia was their
destination country.

The GRNET ACROSS team conducted 12 interviews; of which five interviewees moved for
studying, five moved for working and two actually moved for bothstadies and for work. Two

of the interviewees moved to Greece for studies/work, while the mestved from Greece to
another EU country in the last five years, which means that their experiences are relatively
recent.

The GRNET interviews were recordedd aemporarily saved, with the consent from the
interviewees, as a backup for ensuring the accuracy of the notes and that all the necessary
information would be included. The results were inputted in the predetermined interview
template, however, it neededlight adjustment due to the different personal situations and
approaches. However, this did mean that three of the interviews lack feedback regarding data
privacy, as the final interview template was completed after GRNET had started with the
interviews.

3.2.Internal cecreation session to create one common user scenario

The three pilot partners collected their interview results in a template that was organized into
the journey that a user must go through in order to move abroad (see figure 2 for the empty
template and a larger version ppendix5). Per moment in the journey, the information was
split into three classes: the action that the user must go through, the impbdapects in that
action (think of: which stakeholders must they deal with? And which platforms can they use?),
and the pain points that the users might experience during that action. Each pilot partner
produced two of these templates: one for the userijoey for a student and one for a worker.

Deliverable 2.X, User Journey Methodology descriptiemitial
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TEMPLATE: User/Customer Journey for WORKING ABROAD
Persona: Name + Picture (+ Age + Situation + Attributes + Aftitude) Example statement
from an interview"
@
Enotons ® ] O ] O o ® ®
-]

Searching for Recognition of Apply for jobs Find accommodation Opening a bank Find information Officially registering  Managing long-term
relevant information  qualifications and moving account about health the new address stay, find childcare or
and job offerings insurance (and other) schools (for families)

Looking for general Handing in all Transmitting Checking housing In case you need to Check if you need to Check if you need to Registration of vehicles

information on job necessary documents,  application including market independently, have a national bank  have an additional register to the (mobility), pets, sort out

market or specific job gaining additional requested documents utilize services of account, open one new health insurance municipality/city taxation, pensions.

opportunities, checking  certificates and certificates in the housing agencies and and if so, apply and

job platforms correct format logistics companies obtain Gather information on
Check for other educational system
important insurances and sign up children

Action

. icati Housing platforms,
Company's application n |
Qualified institutions  platforms, job platform _housing agents, Banks Health L Public istrati Diverse
logistics services oy s

Touch Paints/
Stakeholders/
Platforms

Info pages, job
platform

Pain Points/
Statements

Phase P

Figurell: Template for the user journey for working abroad

On September 3rd 2021, the partners in WP2 came together to collect and compare the interview
results. As the results were albllected in the templates, it was easy to see which aspects and
pain points were mentioned in more than one country and which needed to be added to the list.
During an online meeting, the partners collaboratively went through the three templates for each
user journey and created a common user journey that can be generalized for the average journey

of the users. The results of this session can be foundlidlLJS Yy RAE ¢ W' & S.NJ W2 dzNJ/ S

However, it is importanto mention here that this average journey is not representative of the
journeys of all possible users. As mentioned above, the pilot partners interviewed between 10
14 people who have moved within the EU for either work or study purposes. The group was
relatively homogenous: there was not a lot of variation in the s@donomic, cultural, ethnic,

and educational backgrounds within the group of interviewees. However, the experiences of a
highly educated person from a walff family are significantly diffent from the experiences of

a refugee who does not have a residency, bank account or even a passport. This is a limitation of
the ACROSS project that we must acknowledge and keep in mind. The ACROSS project and
proposed platform is merely a prototype with design bias that might exclude people from
marginalized groups. If the platform were to be implemented and used, it would need to be
significantly extended in order to facilitate the experiences and thresholds of all the people in
the EU who wish to m@vabroad for work or study purposes.
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3.3.Reflection on the user journey methodology

After the completion of the interviews and the collection and compilation of the data, the pilot
partners were asked to reflect on their experiences with this methodologg.sHution describes
what went well and what could have been improved in the methodology, as presented by the
three pilot partners.

3.3.1. Reflection of the user journey researchlptaport

According toDataport there were three main positive aspects of the ugairney research:
storytelling had an impact, stelpy-step thinking helped, and the desires for 2030 triggered a lot
of associations. The interviewees were asked to tell their stories of moving abroad through their
own eyes. This revealed many pain potitist were directly linked to the user journey questions.
Moreover, having the potential user journey in mind while interviewing helped the interviewer
to predict and better understand the individual steps in the journey and the corresponding
challenges. iRally, making the interviewees think of the best possible as well as an imaginable
solution in the future €.9.,2030) let them think freely without biases. This way, their imagination
was not limited by feasibility constraints or concerns regarding detaurity. This resulted in a
wide variety of imagined platforms and futures.

However, there were also negative aspects to the user journey research methodology. The first
was the fact that they interviewed an extremely homogenous group; all interviewees from
Germany towards another European country and came from similar socioeconomic and
educational backgrounds. They experienced difficulty in accessing interviewees from other
countries that came to Germany for work or study purposes.

Second, due tahe COVIEL9 pandemic, all interviews had to be conducted via a video
conference tool. This limited the connection and interaction between the interviewer and the
interviewee. If the interviews could be conducted in person, the interviewee might have felt
more comfortable sharing more information.

Third, the research merely consisted of qualitative tools and personal exchanges. There was a
lack of quantitative data, whichin combination with the homogenous groupmight give a
skewed perspective of theser journey.

Finally, the interviewees all moved abroad in the last five years. On the one hand, this means that
the experiences might be outdated, seeing as the systems and procedures might have changed
over the last five years. Moreover, it can almean that the memories are not clear and that the
interviewees cannot remember the full scope of their experience.

Deliverable 2.X, User Journey Methodology descriptiemitial
959157t ACROSE H2020SC6GOVERNANED1820192020 Pagell of 66



Horizon 2020 Project ACROSS. ACR/()\/—\SS

H2020SC6GOVERNANED182019-2020 N~

3.3.2. Reflection on the user journey research by VARAM

VARAM agreed witlbataport that the questions regarding desires and suggestions for 2030
adivated their interviewees as the discussion was not limited by feasibility constraints. They
could let their imagination run wild which was helpful for designing a platform from scratch.
Moreover, VARAM also experienced the limitations in place due toothlene interviews.
However, VARAM mentioned that remote interviews would be a reality regardless of the-COVID
19 pandemic as many of their respondents were not physically in Latvia. Therefore, we have to
take into account that a project such as ACROSStafdy calls for hybrid research methods.
Nevertheless, iperson interviews are still the desirable method.

UnlikeDataport VARAM had a more mixed group of interviewees; five of the interviewees were
Latvians who moved to Greece or Germany, and thesofive were foreigners who came to
Latvia. Moreover, the interviewees had relatively recently moved, which meant that their
experiences were quite uf-date and their memories were fresh.

Regarding the lack of quantitative data, VARAM would have tixetb online polls, based on
data collected from qualitative interviews. However, this wish manifested itself after the
completion of the user journey research and could thus not be executed.

Moreover, VARAM emphasized that doing user research mustilbega to seasons of economic
activity. As the interviews were planned and executed during the summer, it was hard to reach
out to respondents as they were absent. This was specifically the case for international students
who were not physically present Riga during the university summer holidays.

Whereas theDataport ACROSS team conducted the interviews themselves, VARAM chose to
outsource their interviews. This experience had both positive and negative consequences. On the
one hand, the interviews werexecuted by qualitative research professionals, and the results
were not influenced by the agenda of the ACROSS partners. On the other hand, the VARAM
ACROSS team could have asked extra and matepth questions if they would have felt that

the intervievee might have been able to supply more specific information. Moreover,
outsourcing the interviews made it more difficult to control the process of recruitment and
deadlines.

3.3.3. Reflection on the user journey research by GRNET

GRNET agreed witlbataport that the storytelling method had an impact. Letting the
interviewees tell their story of moving abroad through their own eyes revealed many positive
and negative points that were directly linked to the interview questions. Moreover, the
introduction to the pupose of the interview and its structure, as well as the provision of
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clarifications on what kind of feedback we are looking for, helped the interviewees to gain a
better understanding of the process and to provide as much detailed information as possible.

However, some interviews suffered from poor internet connectivity which created minor
communication gaps. Additionally, thigov.gr portél was launched relatively recently (in March
2019) with the COVHD9 pandemichaving accelerated its development, which offered Greek
citizens a wide spectrum of digitized services for the first time. This rendered some of the
interview feedback obsolete.

Similar to the case of the interviews carried out Dgtaport the group of pople who were
interviewed by GRNET was rather homogeneous in terms of their educational level, hpwever
there was age diversity and two of the interviews provided feedback regarding the moving
experience with Greece being the destination country.

5 https://www.gov.gr/
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4. Initial User Journeys

This chapter briefly outlines the initial user journeys that were found through the methodology
outlined above. The comprehensive and complete user journeys scenarios can be found in
Appendix 6 More information can also be found in deliverable D6.1, sections 3.1.1 and 3.1.2.
While the interviewees were also asked to outline their desires and suggestions for the ACROSS
LI I GF2NY AY HnonX (KIFG gAff 2yt & ssbdderRenic® dza a
gapanalysisLYAGALFE €0 & F LINIH 2F GKS 3JFHLI FylFfeaa
the interviewees used and where they encountered pain points with those services.

SR
ad

Before the start of the interview process, theqtipartners created an initial user journey based

on personal experiences and literature and internet research. This helped create appropriate
interview questions. For example, they categorised a user journey for studying aintodd/e
phases. The firgs theexploration phase this entails that a student needs to find a program, a
university, and a country they are interested in. The second phase re$karch into whether

they meet the requirements,how the studies will be financed, how the credill be
transferred. Next, the students need to organise the paperwork and formalities in their home
country, as well as apply for the program in the destination country. When it is time to actually
move abroad, the students need to enrol at their destinatuniversity, find accommodation and
organise the formalities and paperwork abroad. Finally, after the program has ended and the
student is planning to move back to their country of origin, they need to get their courses
accredited and their diploma offially recognized.

This was the original journey that students moving abroad must go through as described by the
pilot partners. The partners also worked on an imagined user journey for people who are moving
abroad to work. Many of the steps such as anowodation, formalities and necessary paperwork
FNBE &AYAfLFNI 02 (GKS &a0dzRSyidQa SELISNASYyOSao | 2¢
have other responsibilities such as finding appropriate schools for their children, registering their
cars, and gettig bank accounts for their income to be deposited into. For more information on
the user journey scenario for working abroad, please refeippendix 2and deliverable D6.1,
section 3.1.1. The next sectiondlwutline which services are most used during the user journeys
for both the working abroad and the studying abroad use cases. These inputs were gathered
during the internal cecreation session as described gection 3.20f this deliverable; the
respective results can be foundAmppendix 2
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4.1.User Journeyworking abroad

This section outlines the crod®rder services that most people use when movitgoad for
working purposes, and which pain points arise from them. The most used services include:
Housing services: citizens often search for housing via real estate agencies and websites,
job-specific websitese(g.,"au pairworld"), or even social medi
- European health insurance: people often contact their home country insurance provider
via telephone or email for information on whether their health insurance is valid abroad.
This includes the registration with a general practitionertheir destiration
country
Often, movers take up an additional travel insurance
- Liability insurance
- Registration at local authorities, including the registration of place of residency,
deregistration from their home country and updating contact details
" Registratiorfor taxes (based on country of residency) and employment (based on
type of employment)
Tax declaration (public and private)
- Social benefits: people must request a social insurance number service and look into
benefits such as pension rights and caldolas
- Opening a bank accounthis is especially important for new employees, as they must
have a local bank account to receive their salary.

The following services were still often mentioned but less crucial for a successful move and stay
in a new coutry:
- Getting a local SIM card (not strictly necessary due to European roaming)
- Acquisition of a public transportation ticket
- Registration of a privately owned car
- Recognition of professional and private certificates (work and academic qualifications,
marriage certificate)
- Information on local language course opportunities, local life, the average cost of the rent,
average cost of living

Many interviewees experienced difficulties with the aforementioned services, as the services
were, for examplenot accessible digitally or in different languages. The most mentioned pain
points include:
- Searching for housing while still being abroad is a very complicated anetéinseiming
process, as osite visits are often demanded and many flat offers or lardqroved to
be unreliable.
- There were too many bureaucratic obstacles, where again mapgnson visits at local
authorities were needed.
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959157t ACROSE H2020SC6GOVERNANED1820192020 Pagel5 of 66



Horizon 2020 Project ACROSS. ACR/()\/—\SS

H2020SC6GOVERNANED182019-2020 N~

- Aot of people experienced language barriers in communicating with local authorities or
concerning required €igal) documents.

- The terms and conditions of the services and the access to sew&esunclear.

- There were unexpected and unclear expenses related to public services

4.2.User journey studying abroad

This section outlines the cro®®rder services thamost people use when moving abroad for
study purposes, and which pain points arise from them. The most used services include:

- Information about studying abroad: where to study, what requirements the students
need to meet, which documents to fill out, exqted costs of living, experience reports of
former students and guidance regarding the initial steps of moving abroad.

This includes how to register for residence, health insurance, mobility cards, and
bank accounts.

- Getting financial funding for the sflies: via mail and paper documents

- Formal application to the destination university and the recognition of academic and
professional diplomas. This is often done via online forms as well as paper documents.

- Housing services: searching for flats via thetthation university, real estate websites or
social media.

The following services were still often mentioned but less crucial for a successful move and stay
in a new country:
- Mobility: the acquisition of public transportation tickets. This service seduby all
students, but is often not too complex. This includes bike renting, bike/car sharing, buying
a bike, etc.
- Health insurance: the acquisition of European health insurance or additional travel
insurance.
- Registration of place of residence.
- Translaions of official (legal) documentation.
- Opening a bank account: this is mainly for pirie jobs.
- Obtaining a SIM card: not strictly necessary as European roaming often suffices, but
sometimes you need it for public/private digital services).
- Some peopl@eeded to postpone their army duties: this depends on the country of origin.

Many interviewees experienced difficulties with the aforementioned services, as the services
were, for example, not accessible digitally or in different languages. The mostamedtpain
points include:
- Submission of university application documents to the universities in their home country
as well as thir destination country.

Deliverable 2.X, User Journey Methodology descriptiemitial
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- Many processes were papbased and required osite visits at local authoritiesThe
processes for the application to Erasmus for selecting study courses, creating the learning
agreement, matching courses, adapting grades, dmetking the relevance of the courses
in a common languageere often complex and not possible to do digitally.

- Languagéarrier concerning official registration and application documents.

- Difficulty with accessing the experience reports of former student

- Regarding the Erasmus learning agreement, it was difficult to get a comprehensive
overview of the courses (credits and content, etc.)

- Differences in cost of living.@.,renting conditions, prices).

- Housing: finding, application, and confirmationg#tting a house often works in circles
and you need to be there in person.
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5. Next Steps and Connections to Other Tasks

Task T2.1 creates a base forareation in ACROSS by rooting the user journeys (around which

further development is based) in the gariences of the endisers. These eoreation methods

and sessions are first held within the consortium in order to develop a coherent strategy. These
methods were then facilitated with people who have or had experience in moving across
European borders fowork or study purposes, and will include other stakeholders in the future.

As this Task forms the foundation of the ACROSSeaiion methods, it has overlap with many

2F GKS 20KSNJ g2N] LI O1F3Sad ¢KA& ¢l al NBIdz
GIOSNY I yOS FNIYSE2N] €3 24w 0! 7w { palaRwRilf Sa! I
tf T 0F2NY LYGSIAINIGA2YE0S 2tc 6a'aS OlFasSa RSLI z
2t 1 64a5A8aSYAYIGAZ2YyS O2YYdzyAOlF A2y FyR SELX 2A

On a lower level, this taskisy Of 2aS NBf I G A@FNKENIcE SN MEST  Dlald
Based on the initial inventory of existing crdssrder services as created by the WP6 partners,

we have collaboratively created two draft user journeys: one dtudy abroadand one for

working abroad® ¢ KS&AS dzaSNJ 22dzNySeada GKSyYy AyF2N¥ GKS
use cases of people who might be interested in moving abroad for work or study purposes. To
0S80 6KSGKSNI 1KS&aS WLISNA 2 Y | -ds€rs e pilbt parthelisthavél KS S E
conducted interviews with people who have previously worked or studied abroad. We have used

the input from these sessions to validate and finalize the gaps in-basker services in each

step of the individual user journeys. Tlegentually informs the technical aspects and modules

2F (GUKS 2to a5F4lF D2@SNYyIFyOS CNIYSg2Nl£€Z | &
C NJ Y S gThidlifleréti®e process can be visualized as follows:

final user
journeys /
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inventarisa- draft user interviews / input for

tion of journeys / co-creation governance
services personas framework

missing
gaps in
services

Figurelll: The relation of WP2asks
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2022, we will hostthe first of three cocreation sessions with the prospective easers in

Germany, Greece, anidatvia.The other two will be held at later stages of the projeafter a

round of analysis and evaluatiofhe workshopin April/Maywill primarily help tovalidate and

finalize the gaps we have identified in the crdesder service, as this will inforthe direction

2T GKS NBadG 2F GKS '/ wh{{ LINE=2SOIi-bordérkeivice o A f f
gapanalysisCAY £ €0 Ay Y2y UK MyX WdzZ & HAHH® | 245SOSNE
of the user journey during the ecreationsession in April/May 2022. This will inform the D2.2

Ga! ASNJ W2dzNy Se ag§UKPRRERICIREFRYARAABARY S AYy Y2y
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Workshop Preparatory
Materials

Subtask 2.1.1
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About this document

This document prepares ACROSS pilot partners for the June 1 workshop by providing brief,
relevant background information on participation generally, and proposing approaches to
participation in ACROSS both generally and specifically to T2.1. The ideas presented are not
intended to be the final form of our participatory methodology. Rather, this document
should take a tangible step towards such a methodology, which is to be elaborated further
together during the June 1 workshop, and iterated and improved throughout the project

Background resources

8 Citizen Control
Arnstein’s ladder of participation

Sherry Arnstein created her ladder of participation in 1969, and it
is still a useful tool for making discussions about participation 6

7 Delegation Citizen Control

Partnership

more concrete.

5 Placation
The ladder has 8 rungs, with each step higher representing a
deeper form of participation. Facilitators of a participatory process Consultation Tokenism
should keep in mind that going higher on the ladder is not always ; informing
better. Sometimes a project will sit at multiple levels of the ladder with
some citizens being very highly involved and others being merely 2 Therapy
informed. It can be good to consider how to make options for Nonparticipation
various levels of such participation in a project. As is the case with a ! e
real ladder, progress often happens moving upward one step at a
time.

Arnstein’s Ladder (1969)
How h'-gh up the faddef WOU‘d you "ke tO go in Degrees of Citizen Participation

ACROSS?

Co-creation navigator

The co-creation navigator is an online guide to co-creation developed in previous Waag

projects (Cities-4-People and MUV).

It uses the metaphor of a metro line, with five ‘stations’
representing various stages in a co-creative process.
Each station includes a short description and includes $ f
tools and methods that can be applied in that
particular stage.

In addition to providing tools and methods, the co-
creation navigator also provides a general
methodology for co-creation through its five stages,
which are open to being applied and tailored in other
projects, including ACROSS.

Page 2 of 12
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In addition to providing tools and methods, the co-creation navigator also provides a general
methodology for co-creation through its five stages, which are open to being applied and
tailored in other projects, including ACROSS. Under this lens, co-creation generally involves:

« foundation - building a balanced team, with clear tasks and values and a
shared understanding of goals

« context - challenging assumptions and opening up through immersion into the
world of the subject and its stakeholders

« community - strategically involving the various stakeholders who represent a
variety of experts on the topic

«  workspace - co-creatively exploring, iterating, and improving concepts with
stakeholders

«  wrap up - evaluating the process and looking ahead

Participation in ACROSS

ACROSS is not a fully co-creative project, in that there are clearly defined outputs and
expectations (for example, in the form of project deliverables). It is the project team’s
responsibility (and opportunity!) to make room for participation where possible, and within the
limits allowed by existing obligations, time, resources, and Covid-19.

Why make ACROSS participatory? ACROSS has the potential to meaningfully involve people
in the decisions that are made about them, their data, their movement, and their rights. As the
project progresses, we hope that the scope of co-creation and participation grow as well so
that our project contributes to a more open, ethical, and relevant Single Digital Gateway in
Europe. T2.1 is a first step in this direction and a foundation for deeper participation in the
future.

Specifically regarding Task 2.1 (User Journey Methodology), ACROSS can apply lessons from
the context and community stages of co-creation. Defining user journeys is about
understanding the contexts in which people move across borders, and thus the context of our
future work. To help facilitate this, we present a preliminary set of necessary input to gather
(to be finalized during the workshop) and a set of example scenarios for how these needs can
be addressed through different participatory routes.

Page 3 of 12
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Necessary input to gather in Task 2.1

In recent weeks, pilot partners submitted answers to the following questions:

« Who would you like to participate or co-create with to develop user journeys?

« How would you like to find them?

« What questions would you like to ask them?

« What method would you like to use to gather their input (e.g. survey, phone interview, co-

creation session)?

The full responses to these questions can be found in full in Appendices 1, 2, and 3. The
following bullets provide an overview of these answers:

The full responses to these
questions can be found in full in
Appendices 1, 2, and 3. The
following bullets provide an
overview of these answers:

Information to gather:

« Basic demographic info
. age

« gender

« nationality

Scenario specifications

« Which country moving to and
from

« When the move occurs

«and how long does the
moving process [ast?

« when does it start and when
does it end?

« Why the move occurred (e.g.
university, work, etc.)

« Whether the move occurred
alone or wit amily,
colleagues, etc

General info and open
questions

« What steps have you taken to
study/work abroad? (Open
question)

« Were you assisted in your
move (e‘g’. by an employer or
university?)

« What materials did you need
to provide as part of your
move?

« What was your experience in
your own user journey?

« What difficulties did you face
during the journey?

« What would have improved
your user journey?

- What are the expectations of
the government services  in
another country when moving
abroad?

Experiences with cross-border
services

« travel
« residence

« Consumer rights (energy,
telecoms, bank|gng) ( b

« vehicles

» education

« work

« taxes

« healthcare

« social security/benefits

« visas for family

« elections

» other

Who to participate with

« The ‘end user’

« People who move from other
use case countries to own use
case country (e.g. from Latvia
or Germany to Greece).

« People who are currently
moving, or who have done so
in the past 2 years

« » preference for these groups,

but not exclusion - depends
on availability etc.

« Sponsoring institutions
« Employer
« University

.intternational student groups,
etc

« Public authorities

« Regulatory authorities

« Related authorities that assist
and handle |mm|%rat|on (e.g.
immigration department)

« Service providers

« Banks

« Housing companies

« Governmental agencies who
provide services

« Any provider of cross-border
services

How to find and contact
participants

« Find through
« Universities
« International businesses

« State actors (e.g. embassies,
immigration department)

« Social media groups (e.g. for
students abroa%) Ps (&9

« Personal networks
« Through other interviewees
« Participatory methods

« Surveys (utilising market
research tools)

« Interviews
« One-on-one conversation

« Co-creation sessions (held
digitally)
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The bullet points on the previous page provide a comprehensive view of the type of content
partners wish to gather. It is presented in full - partners are not expected to address each piece
of information and participant listed above. Rather, we will consider this list together and
collectively identify the ‘common denominators’ - those things that all partners must align. From
there, partners are able to expand and tailor their own approach based on their own context and
needs.

Preparation and checklists can of course keep things on track and ensure that the necessary
bases are covered, but it is also recommended to include space for open gquestions: often the
most vivid way to understand some else’s experience is through open conversation.
Participation strategies towards user journeys should strike a balance in this regard.

Keep in mind that the focus of this task is on understanding the journey. Where does cross-
border movement start? Does it ever end? And if so, when? What are the steps in between?
Surveys, interviews, and co-creation sessions may expand upon this (for example, by providing
insight into the gap analysis), but the goal of this task is to understand the key points in people’s
journeys, and illuminate the nuances of such journeys.

Example scenarios of participatory routes

The scenarios below aim to shed light on options for participatory approaches in T2.1 and to
provide the consortium with a more concrete basis for conversation about our approaches.
These scenarios intend to communicate that there is a range of possibilities, and to highlight the
types of tradeoffs that you may encounter when deciding to take a certain route. The middle
three routes are more in line with our ambitions; the lowest level route illustrates too little
participation, the highest level route too much participation.

The actual routes that partners take will likely be different than the scenarios below. Keep in mind
that partners’ routes do not have to be the same, so long as certain necessary input (see
previous section) is gathered.

Lowest Level (manipulation, therapy) This scenario is not ambitious enough for Task 2.1. In this
scenario, ACROSS partners create a user journey based on their own assumptions and
experiences. This user journey is shared with five students and employees who recently moved,
who provide their opinions on the draft user journey in an online survey developed by pilot
partners. Partners consult the survey and make minor changes to the user journey.

Lower Level (informing, consultation) - In this scenario, pilot partners submit a questionnaire to a
minimum of 10 people who have recently moved across European borders, or who have
facilitated someone in doing so (e.g. as an educational institution or an employer). More or less
half of the group of respondents consists of study-related moves, and half of work-related moves.
The questions are a mix of multiple choice, ranking, and written answers. After receiving
feedback from the first five respondents, partners update the questions they ask in order to
gradually become more specific. The answers they received form the basis of the user journey
scenarios and personas developed by partners.
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Pros lower level:

«  Conversation allows for more nuanced questions and answers

« Interviews can be done without meeting in person, in cases where physical distancing is
needed

«  Low-threshold / simple to produce and execute
Cons lower level:
«  Allows for dialogue, but not co-design

«  Questions driven by assumptions (to an extent)

Mid level (consultation) Pilot partners hold 30-minute one-on-one interviews with six citizens
who recently moved across borders. Attention is paid explicitly to striving for a high level of
representation diversity amongst interviewees (in addition to including both study- and work-
related moves). Through these initial interviews, partners identify additional stakeholders - other
citizens, as well as business owners and university employees - who are interviewed with a new
set of questions based off of lessons learned from the initial interviews. Partners develop their
user journeys and personas based on these conversations.

pros mid level:

«  Conversation allows for more nuanced questions and answers

« Interviews can be done without meeting in person, in cases where physical distancing is
needed

«  Low-threshold / simple to produce and execute

cons mid level:
«  Allows for dialogue, but not co-design

*  Questions driven by assumptions (to an extent)
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Higher level (consultation towards collaboration and partnership) - Pilot partners hold the
interviews from the previous (mid-level) scenario. They create a draft user journey aligned with
other consortium partners based upon these interviews. This draft is then brought to a series of
co-creation sessions with stakeholders (including a mix of study-related movers, work-related
movers, educational institutions and employers). The first two co-creation sessions define the
definite user journey scenario and create personas. Based on these co-created user journeys and
personas, a third co-creation session identifies gaps towards building the service gap analysis in
Task 2.2,

Pros higher level:

«  Collaboration allows for nuance and personal knowledge to emerge
»  Conducive to building a community for further collaboration

« Leaves room for assumptions to be challenged, and more directly bases user journeys off
of real life experiences

Cons higher level:

»  High-threshold / intensive to produce and execute
+  Collaboration best suited to a real life setting (although also possible in online settings)
+«  More difficult to align outcomes among pilots

Highest level (partnership, delegated power). This scenario is unrealistic for pilot partners to
achieve given limitations. Following the co-creation sessions in the previous (higher-level)
example, pilot partners hold further sessions to transfer ownership of project tasks to citizens.
Partners reconsider project deliverables and deadlines based on user-input. The gap analysis and
governance model (in T2.2 and T2.3) are developed entirely during collaborative sessions with
stakeholders.
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Next steps

Next steps will most immediately occur during the June 1 workshop. Here, partners will:

« Undertake a co-creative exercise to both explore possible facilitation methods and
explore our own cross-border experiences

« Agree on the necessary input to gather in T2.1 so that partners can plan their
participation routes, questions, and sessions accordingly .

« Receive clarification for GDPR compliance for participation.

+ |dentify areas in the project where further participation can occur (in other ACROSS
tasks and work packages)

Immediately following the workshop, partners will develop and execute their plans (host the
actual interviews, co-creation sessions, etc) towards co-developing user journeys by the end
of summer 2021. Partners will meet again at the end of summer (late August or early
September) to confirm alignment of personas/user journeys based on this input and consider
any next steps for participation.

AGENDA
08:45 - 09.00 - Walk in, coffee and hellos

09:00 - 09:25 - Intro to co-creation by Meia Wippoo, Waag

09:25 - 10:05 - Our own cross-border experiences by Timo Behrmann, Dataport

10:05-10:10 - Break

10:10 - 10:40 - Agreeing upon information to gather through participation in T2.1 by Max
Kortlander, Waag

10:40 - 11:25 - GDPR compliance by Hans Graux, Timelex

11:25 - 11:30 - Break

11:30 - 12:00 - Open questions, next steps, and expanding participation in ACROSS by Max
Kortlander, Waag
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ACROSS Use Cases
Proposal for Greek Questionnaire

« Age?

» Sex?

« Which EU country are you from (citizenship)?
« Which EU country did you move to?

« When did you move to this country?

+ How long did you stay?

« For which reason?

«» Did any relatives of yours also move with you?

« If yes, which relatives? (spouse, children, parents, siblings, other:...)

» Note on the table the cross-border services that you needed, answering also the following

questions:

+ In which category belongs each service?

«  Were they digitized or you had to follow the procedures in person?

« Did you get any help from your employer/university/embassy/other...?
+  How hard was it for you to complete the procedures?

«  Were there a need to translate documents?
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Travel / No/Employer (scale 1:very  (Y/N) ID / Passport /
Residence / / University /  easy to 5: very Certificate of
Consumer Embassy / hard) Marital

rights (Energy, Other... Status /
Telecoms, Driving
Banking etc) / License / Job
Vehicles / contract /
Education / University
Work / Taxes / certificate /
Health / Social Other...
Security -

Benefits /

Visas for

relatives /

Elections

abroad /

Other...

«  Who would you like to participate or co-create with the develop user journeys?
People with German and Latvian citizenship mainly (others could also participate), who
moved to Greece as workers, students or retired, alone or with their families, during the last
10 years and stayed at least 6 months.

+ How would you like to find them?

Email to universities, foreign corporations, embassies, social media relevant groups to share
the questionnaire with whoever might be interested.

+  What questions would you like to ask them?
See questionnaire above. It also needs a description of the goals of the project and that we
might contact them for more information on the subject if they give us their email or
phone.

+  What method would you like to use to gather their input (e.g. survey, phone interview,

co-creation session)?

Survey and then Interview with some to elaborate on interesting cases
Page 10 of 12
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i Who would you like to participate or co-create with the develop user journeys?

a. Two levels:

I First of all, friends and acquaintances from our personal network (“easy to
reach out to”) that aim at studying/working abroad or have studied/worked
abroad recently (within the last two years

Il. Then students and employees that are either willing to study/work abroad
from universities or employers in Hamburg or experienced this in their past
already (within the last two years too)

2. How would you like to find them?

a. Again two levels:

|.  Reaching out personally (WhatsApp, Phone, Facebook, Instagram etc.) by
using a short, standardized contact template

Il. Reaching out preferably via mail & phone & LinkedIn (target area: Hamburg)
in order to encourage people to participate (by using a short, standardised
contact template)

3. What questions would you like to ask them?

a. What steps are you taking/have you taken to study/work abroad?

b.  What services are you using/have you used? (private/public)

I. What was positive?

II.  What could be improved?

c. Which institution do you contact/have you contacted to organise

studying/working abroad?

d.  What do you need/did you need to study/work abroad?

4. What method would you like to use to gather their input (e.g. survey, phone
interview, co-creation session)?

a. Mostly phone/video interviews,

|.  But probably also small co-creation sessions, organized by us and executed
digitally (by using e.g. Padlet or MURAL - digital workspace for visual
collaboration

Il. And, maybe also surveys (depends on quantitative or qualitative tendency of
questions; e.g. by using market research tools such as Appinio - Market
research within minutes)
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1) Who would you like to participate or co-create with the develop user journeys?

To create user journeys, we will need collaboration with:
* the end user: other EU country citizens who has already went through LV services with the
purpose of studying, working or living in Latvia.
* service provider:

- different institutions (higher education institutions, non-governmental organisations or
student associations e.t.c.)

- employers (an employer who offers a job to other EU citizens)
* Public administration representatives (those who define regulations and determine regulatory
enactments, service owners)

2) How would you like to find them?

If we use our existing resources, we will look for the necessary persons and institutions by
addressing people we know, as well as by reviewing the services offered by the state and
addressing the persons related to the provision of these services. We would also look for them
through universities.

If that would be acceptable in terms of project - we would like to use recruitment or research
institution services to select those whom we need to interview.

In order to achieve a more objective result, the technical recruitment part should be organised
with the involvement of professionals in order to avoid limited responses and scenarios from
acquaintances in our private circle.

3) What questions would you like to ask them?

The questions should be the ones that will help us to define user journeys.

The purpose of the questions would be:

* to understand the experience of these people or the actual user journey;

* to find out what difficulties and support have they faced during the user journey;
* to find out what improvements would be needed to improve user journey.

4) What method would you like to use to gather their input (e.g. survey, phone interview, co-

creation session)?
VARAM would prefer quality methods - interviews and discussions.
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Appendix 2: Introduction to ecreation (presentation)

waag
technology & society

Co-creation and participation

Meia Wippoo
lead co-creation lab

ah

0 What is co-creation?

Co-creation starts from the idea that everyone is an expert on one
issue or another, first and foremost on their own life. Different levels
of expertise are equally valuable in co-creation.

Co-creation focuses on bringing together different societal actors
around matters of shared concern.

Its interdisciplinary process emphasizes the complex web of
relations surrounding any issue, ensuring fuller understanding of
challenges.

As a generative method, co-creation allows for more Ilatent
knowledge to emerge, and brings relevance, ownership, agency and
sustainability to development.

Co-creation is not a one off event, like a referendum in which the
community decides what should be done. [...]

Nor is co-creation just a question of formal consultation in which

professionals give users a chance to voice their views on a limited number

of alternatives.

It is a more creative and interactive process which challenges the views of

all parties and seeks to combine professional and local expertise in new
ways.

(Cottam, Leadbeater, 2004)
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0 Value of co-creation

Co-creation ensures relevance,
ownership, agency and sustainability

in a design process.

0 Warning!

(i}

Don’t do co-creation if you want to control the outcome e

0 What is co-creation?

Co-creation starts from the idea that everyone is an expert on one
issue or another, first and foremost on their own life.

Different levels of expertise are equally valuable in co-creation.

0 What is co-creation?

Co-creation focuses on bringing together different societal actors
around matters of shared concern.

Its interdisciplinary process emphasizes the complex web of

relations surrounding any issue, ensuring fuller understanding of
challenges.
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0 Social innovation

5 bl
el

academic research public research industry research
matters of fact matters of concern matters of interest
Disciplinary heritage Interdisciplinary Solutionist approach
Scientific community Society as research community Market validation
Scientific questions Ethical questions Entrepreneurial questions
Objectivity framing Cultural framing Utilitarian framing
Peer review/falsification Societal impact Commercial viability

0 Social innovation

public research
matters of concern

Interdisciplinary
Society as research community
Ethical questions
Cultural framing
Societal impact

m Social innovation . ;

; imagination ' practices

! research, invention, mindset | design, context, validation
' future !
systems

transformation, innovation, sustainability
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0 Expectations and participation

Citizen Control

7 Delegation Citizen Control
- trust
= priority 6 Partnership
- availability 5 Placation
- accessibility
4 C
- goals
: * 3 Inf i
- diversity ot
- sentiments 2 Therapy
- communication 5 sischiolin Nonparticipation
- interests

Arnstein’s Ladder (1969)
Degrees of Citizen Participation

0 Design questions

Design a bridge How to get to the other side?

0 Mindsets

Flexible
Hands-on
Experimental
Fearless

Sensitive

Critical

I IAVLSD

O ptlmistiC (Mindsets) Methods
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ccn.waag.org

Mindsets ‘Methods
rocess SRDEEES

0 Latent knowledge

surface what people techniques knowledge
‘ / say, /
¢ think interviews ,," 2 explicit
2 o
do, use X observation obs::é;ble,
\ = e | - 7 / =
\ \ generative / / \
Vv / know, feel, \ _techniques latent \
[ dream ) % / [
deep

Different levels of knowledge are accessed by different methods (Sleeswijk Vissi
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0 What is co-creation?

Co-creation starts from the idea that everyone is an expert on one
issue or another, first and foremost on their own life. Different levels
of expertise are equally valuable in co-creation.

Co-creation focuses on bringing together different societal actors
around matters of shared concern.

Its interdisciplinary process emphasizes the complex web of
relations surrounding any issue, ensuring fuller understanding of
challenges.

As a generative method, co-creation allows for more latent
knowledge to emerge, and brings relevance, ownership, agency and
sustainability to development.

It's like cooking not for your guests but with your guests.
This allows you to find out what their tastes are, their skills and preferences,
and you can share yours. You make them feel more like protagonists, even if
the ingredients, the house, the appliances are made available by you.

It is different if you prepare everything yourself, imagining what their tastes
might be, or how to prepare the table or dishes. That might be more
comfortable and maybe faster, but co-creation is more creative, participatory,
socializing.

It is not necessarily that everything always works perfectly, but it offers
surprises and solutions that you could not have imagined.

Gabriele Rinaldi, Director Bergamo Botanical Garden
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Appendix 3: Presentation on Legal and Ethical Guidelines (presented by
TimeLexat June 1 Workshop)

WP2

GDPR and ethics guidelines in
participatory practices

ACROSS

Towards user journeys for the delivery of
cross-border services ensuring data
sovereignty

Presenter: Hans Graux
Organisation: Timelex

ACROSS Workshop
Remote, 1 June 2021
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