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About 
The project is co-ŦǳƴŘŜŘ ōȅ ǘƘŜ 9ǳǊƻǇŜŀƴ /ƻƳƳƛǎǎƛƻƴΩǎ IƻǊƛȊƻƴ нлнл ǊŜǎŜŀǊŎƘ ŀƴŘ ƛƴƴƻǾŀǘƛƻƴ 
framework programme. Spanning through three years, ACROSS consists of a consortium of 10 
partners from 7 countries: Athens Technology Center (coordinator), Tecnalia, Dataport, 
Engineering, 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 data included in this study. Neither the Commission nor any person 
ŀŎǘƛƴƎ ƻƴ ǘƘŜ /ƻƳƳƛǎǎƛƻƴΩǎ ōŜƘŀƭŦ Ƴŀȅ ōŜ ƘŜƭŘ ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊ ǘƘŜ ǳǎŜΣ ǿƘƛŎƘ Ƴŀȅ ōŜ ƳŀŘŜ ƻŦ 
the information contained therein.  
  
ϭ нлнм ς European Union. All rights reserved. Certain parts are licensed under conditions to the 
EU. 
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Executive Summary 
 
This report documents the ǿƻǊƪ ŘƻƴŜ ƛƴ ¢ŀǎƪ нΦм Ψ¦ǎŜǊ WƻǳǊƴŜȅ Methodology definitionΩ ŘǳǊƛƴƎ 
the first 12 months aiming to oversee the 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 the following: 

- Inventory of existing services ς In February 2021, ACROSS partners began gathering an 
ƛƴǾŜƴǘƻǊȅ ƻŦ ŜȄƛǎǘƛƴƎ άŎǊƻǎǎ-ōƻǊŘŜǊ ǊŜŀŘȅ ǎŜǊǾƛŎŜǎέ ŦƻǊ ŜŀŎƘ ƻŦ ǘƘŜ ǘƘǊŜŜ ǳǎŜ-case 
countries. WP2 partners reviewed this list in April 2021 and organised the resources 
gathered thus far towards preparing for subsequent interviews with citizen participants. 
¢ƘŜ Ŧǳƭƭ ƛƴǾŜƴǘƻǊȅ ƻŦ ŜȄƛǎǘƛƴƎ ǎŜǊǾƛŎŜǎ ǿƛƭƭ ōŜ ǇǳōƭƛǎƘŜŘ ƛƴ 5ŜƭƛǾŜǊŀōƭŜ нΦо ά/Ǌƻǎǎ-border 
service gap analysis - LƴƛǘƛŀƭέΦ  

- Workshop Preparatory Materials ς A set of materials (see Section 2.1 and Appendix 1) 
regarding Task 2.1 and participatory approach was created to prepare partners for the 
first co-creation Workshop which was held on 1st of June. 

- 1st Co-creation Workshop (1st June 2021) ς Waag hosted a workshop aiming to share 
participatory methods amongst consortium members, to establish a co-creative culture 
in ACROSS, and prepare pilot partners to conduct interviews with people who have moved 
across borders (See Section 2.2).  

- Interview Starter Pack ς Waag created an Interview Starter Pack (see Section 2.3 and 
Appendix 4) to help partners embark on the interview and survey process. 

- Interviews ς Pilot partners conducted interviews with people who have recently moved 
across borders or who are currently doing so. This was done during 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 4 and Appendix 5). Based on these (draft) user journeys we created a number of 
ΨǇŜǊǎƻƴŀǎΩ ŀǊƻǳƴŘ ǿƘƛŎƘ ǘƻ ōŀǎŜ ǘƘŜ ǳǎŜǊ ƧƻǳǊƴŜȅǎ ŦƻǊ ŎǊƻǎǎ-border services (see Appendix 6). 
 
Task T2.1 laid the foundation for further work in T2.2 and T2.3. The interviews, inventory of 
ŜȄƛǎǘƛƴƎ ǎŜǊǾƛŎŜǎΣ ŀƴŘ ǳǎŜǊ ƧƻǳǊƴŜȅ ŦƻǊƳ ǘƘŜ ōŀǎƛǎ ŦƻǊ ǘƘŜ ƎŀǇ ŀƴŀƭȅǎƛǎ ǇǊŜǎŜƴǘŜŘ ƛƴ 5нΦо ΨwŜǇƻǊǘ 
for cross-border service gap analysis - LƴƛǘƛŀƭΩΦ ¢ƘŜ Ŏƻ-creative process initiated in this task is 
carried forth in T2.3 and presented in D2.5, most specifically through a second co-creative 
workshop hosted by Waag in Amsterdam in November, 2021 (See Section 5). 
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List of Terms and Abbreviations 
 

Abbreviation/Term Definition 

Co-creation Co-creation is an interdisciplinary process and design methodology 
that is central to the ACROSS project. It aims to bring together 
different societal actors around matters of shared concern. As a 
generative method, co-creation brings relevance, ownership, agency 
and sustainability to the project. 

Cross-border services Cross-border services are the services that help people move 
between countries. In the ACROSS project, the cross-border services 
help EU residents move from one EU country to another EU country 
for work or study purposes. For example, one can think about services 
that help with locating job opportunities, finding accommodation or 
opening bank accounts.  

EU European Union 

GDPR The General Data Protection Regulation (GDPR) is a legal framework 
that sets guidelines for the collection and processing of personal 
information from individuals who live in the European Union (EU). 
Since the Regulation applies regardless of where websites are based, 
it must be heeded by all sites that attract European visitors, even if 
they don't specifically market goods or services to EU residents.1 

Pilot partners These are the partners of the ACROSS project that provide 
information, conduct research, and organise co-creation workshops, 
among other activities, in the pilot countries. The pilot partners are 
Dataport, GRNET, and VARAM in respectively Germany, Greece, and 
Latvia.  

   

                                                      
1 https://gdpr.eu/  

https://www.investopedia.com/investing/all-you-need-know-about-gdpr-new-data-law/
https://www.investopedia.com/terms/e/europeanunion.asp
https://www.investopedia.com/terms/e/europeanunion.asp
https://gdpr.eu/
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1. Introduction 

1.1. Approach to Task 2.1 

ACROSS has the potential 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 co-creation and participation grows in this way. T2.1 is the first step 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 
qualitative user journeys; and introduced key questions and methods for gathering that 
information. Most importantly, this task (T2.1) set the basis for co-creation in ACROSS by 
introducing pilot partners to participatory practices which in turn root the user journeys (around 
which further development is based) in the real experiences 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 real-life experiences. 

- Establishes a foundation for co-creation in ACROSS that prioritises citizen and other 
stakeholder involvement beyond user journeys. This co-creative foundation will also be 
applied to the development of gap analysis (T2.2), the co-design of the ACROSS 
government framework (T2.3), and perhaps in other areas of the project as well. 
 

Co-creation 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, co-creation will also occur with other relevant stakeholders such as third-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 
(architecture and platform), and WP7 (communication and dissemination) (see further 
dependencies in Chapter 5).  
 

1.2. Methodology and Structure of the Deliverable 

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

- Developing an Inventory of existing (cross-border) services  
- Writing a Workshop Preparatory Materials which introduced participatory concepts and 

approaches in ACROSS 
- Hosting a workshop on June 1st to share relevant resources and co-creative strategies 
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- Compiling an Interview Starter Pack that prepared pilot partners to bring citizens into a 
participatory process during summer 2021 

- Aiding pilot partners in conducting interviews and/or surveys 
- Developing Shared User Journey Scenarios based on findings from all pilot areas 
- Preparing for T2.2 and T2.3 to ensure continuity of the progress in T2.1 

 
Chapter 2 describes the preparation (Section 2.1), execution (Section 2.2), and follow-up (Section 
2.3) to the workshop held on June 1, 2021. The workshop included an introduction to co-creative 
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 developing user journeys; and a presentation (accompanied by resources) for 
ensuring ethical, legal and GDPR compliance during the participatory process.  
 
Chapter 3 delves into the interview methodology and the initial community 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 Latvia, Dataport in Germany, 
and GRNET in Greece. Each of these partners interviewed between 10-14 citizens who are 
potential end-users 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 in a 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 scenarios were 1) 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 for the average journey of the users. The 
results of this session can be found in !ǇǇŜƴŘƛȄ с Ψ¦ǎŜǊ WƻǳǊƴŜȅ {ŎŜƴŀǊƛƻǎΩ.  
 
As a final step in the user journey methodology, the pilot partners were asked to reflect on their 
methodology and community engagement. Section 3.3 describes what went well and what could 
have been improved in the methodology, as presented by the three pilot partners. 
  

Chapter 4 then briefly introduces the results of the user journey methodology and outlines which 
services the interviewees used and where they encountered pain points with those services. 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. 
  
Finally, chapter 5 outlines the next steps that the ACROSS partners will undertake regarding the 
user journey research. Moreover, this chapter also documents the connections and 
interdependencies between this deliverable and other deliverables in the ACROSS project. 

  

https://docs.google.com/document/d/1PuLFEF4gFZgA3WGqHHVl6euQBuwiHwRH/edit#heading=h.prqexo3yu3wp
https://docs.google.com/document/d/1PuLFEF4gFZgA3WGqHHVl6euQBuwiHwRH/edit#heading=h.prqexo3yu3wp
https://docs.google.com/document/d/1PuLFEF4gFZgA3WGqHHVl6euQBuwiHwRH/edit#heading=h.prqexo3yu3wp
https://docs.google.com/document/d/1PuLFEF4gFZgA3WGqHHVl6euQBuwiHwRH/edit#heading=h.prqexo3yu3wp
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2. First Co-Creation Workshop  
 
The first co-creation Workshop on June 1st was an opportunity 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 parts: the 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 and co-creation 
in ACROSS. As such, the preparatory materials began by introducing relevant concepts and 
ǊŜǎƻǳǊŎŜǎΣ ƭƛƪŜ ǘƘŜ !ǊƴǎǘŜƛƴΩǎ ƭŀŘŘŜǊ ƻŦ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ό!ǊƴǎǘŜƛƴΣ мфсфύ2 and the co-creation 
navigator3. The document then discusses participation in ACROSS and considers potential routes 
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 conclude with next steps and an agenda to be 
addressed during the workshop.  

 

The Workshop Preparatory Materials can be found in Appendix 1. 
 

2.2. Documentation of Workshop 

2.2.1. Introduction to Co-Creation 

The workshop started with an introduction to co-creation led by Meia Wippoo of Waag. This 
interactive presentation began with a short participatory exercise, and introduced key concepts 
surrounding processes, mindsets, strategies, tips, and methods for co-creation. The full 
presentation is available in Appendix 2. 
 

2.2.2. Considering Our Own User Journeys 

This session consisted of a reflective conversation between the participants. Many of the ACROSS 
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. 35 (4): 216ς

224. doi:10.1080/01944366908977225. hdl:11250/2444598 
3 https://ccn.waag.org/  

https://ccn.waag.org/
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ƻǘƘŜǊΩǎΣ ǘƘƛǎ ǎŜǎǎƛƻƴ ƘŜƭǇŜŘ ǳǎ ǘƻ ŎƻƴǎƛŘŜǊ ǘƘŜ Ǉƻǎƛǘion of those we aim to help through our 
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 administrative 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 again to the 
need to base the starts and ends of the ACROSS user journeys as much as possible on the real-
life experiences of those potential end-users, who later on participated in the interviews and 
surveys that we conducted.  
 
The discussion also confirmed that 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, 
potentiaƭ ΨŎŀǘŎƘ ннǎΩ4 (such as requiring 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 deliver to various 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 were free to find additional 
information, this exercise identified the necessary and shared pieces of information to gather. 

                                                      
4 https://en.wikipedia.org/wiki/Catch-22_(logic)  

https://en.wikipedia.org/wiki/Catch-22_(logic)
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Previous discussions with pilot partners and the aforementioned activities during the workshop 
led us to create the shared digital workspace, as seen above in figure 1. The workspace included 
pieces of information that we may want to obtain in interviews (seen on the multi-coloured 
cards) and were organized into categories. All participants had access to the board. People could 
move the cardǎ όǇƛŜŎŜǎ ƻŦ ƛƴŦƻǊƳŀǘƛƻƴύ ǘƻ ǘƘŜ Ψbƻǘ ǊŜǉǳƛǊŜŘ ōȅ ŀƭƭΩ ŎƻƭǳƳƴ ƻǊ ǘƘŜ ΨwŜǉǳƛǊŜŘ ōȅ ŀƭƭΩ 
column. If one person disagreed with a card being placed in either of those columns, that card 
ǿŀǎ ǘƘŜƴ ƳƻǾŜŘ ǘƻ ǘƘŜ ΨLǎƭŀƴŘ ƻŦ ŘƛǎŀƎǊŜŜƳŜƴǘΩ ǘƻ ōŜ ŘƛǎŎǳǎǎŜŘΦ CƻƭƭƻǿƛƴƎ a discussion on those 
ΨŎŀǊŘǎΩ όǇƛŜŎŜǎ ƻŦ ƛƴŦƻǊƳŀǘƛƻƴύ ƛƴ ǘƘŜ ΨLǎƭŀƴŘ ƻŦ ŘƛǎŀƎǊŜŜƳŜƴǘΩΣ ŜŀŎƘ ŘŜōŀǘŜŘ ŎŀǊŘ ǿŀǎ ǳƭǘƛƳŀǘŜƭȅ 
ŀōƭŜ ǘƻ ōŜ ǇƭŀŎŜŘ ƛƴ ŜƛǘƘŜǊ ǘƘŜ ΨǊŜǉǳƛǊŜŘΩ ƻǊ Ψƴƻǘ ǊŜǉǳƛǊŜŘΩ ŎƻƭǳƳƴΦ ¢ƘŜ ŜȄŜǊŎƛǎŜ ƭŜŦǘ ǳǎ ǿƛǘƘ ŀ 
concrete list of information that had to be 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 Pack, Section 2.3) for doing so across all pilots. 
 

Figure SEQ Figure \* ARABIC1: Shared digital workspace for the co-creation workshop Figure I: The shared digital workspace for identifying shared requirements for User Journeys 
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2.2.4. GDPR, Legal and Ethical Compliance 

Hans Graux from TimeLex gave a presentation with practical guidance on how to behave in 
ACROSS which focused on legal requirements and ethical expectations. The presentation was 
also accompanied 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 included in Appendix 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 begins 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 collecting required 
data points, quantitative data and qualitative data. The Interview Starter Pack is included in 
Appendix 4. 
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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 interviews, please 
ǊŜŦŜǊ ǘƻ 5сΦм όά¦ǎŜ ŎŀǎŜ ǎŎŜƴŀǊƛƻǎ ŀƴŘ ǊƻŀŘƳŀǇέύΦ ¢ƘŜ 5сΦм ŘƻŎǳƳŜƴǘ Ŏƻƴǘŀƛƴǎ ŘŜǘŀƛƭŜŘ 
descriptions of all three use cases, including their execution scenarios, involved stakeholders, 
planned activities on engaging the private sector and end-users 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 countries: Dataport in Germany, GRNET in Greece, and VARAM in Latvia. Each of these 
partners interviewed between 10-14 citizens who are potential end-users of the prospective 
ACROSS platform. They were chosen because of their experience with moving abroad within the 
EU for 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 by Dataport. Collecting the data this way eased the comparison and 
compilation of the interview results from the different pilot countries. Dataport did 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 interviews and 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. 
 
The Dataport ACROSS team conducted 13 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 any end-users 
whose destination country was Germany. User research experts from within Dataport consulted 
the Dataport ACROSS team with the preparation and execution of the interviews. During the 
processing of the interview results, the previously agreed-upon template deemed inappropriate 
different situations and approaches. Consequently, the Dataport ACROSS team slightly adjusted 
their template.  
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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, they outsourced the conduction of the interviews. The 
interviews were all in-depth 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 interviewees 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 both for studies and for work. Two 
of the interviewees moved to Greece for studies/work, while the rest moved from Greece to 
another EU country in the last five years, which means that their experiences are relatively 
recent.  

 
The GRNET interviews were recorded and temporarily 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 needed slight 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 co-creation 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 in Appendix 5). Per moment in the journey, the information was 
split into three classes: the action that the user must go through, the important aspects 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 user journey for a student and one for a worker.  
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Figure II: 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 all collected 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 found in !ǇǇŜƴŘƛȄ с Ψ¦ǎŜǊ WƻǳǊƴŜȅ {ŎŜƴŀǊƛƻǎΩ.  
 
However, it is important to 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 socio-economic, cultural, ethnic, 
and educational backgrounds within the group of interviewees. However, the experiences of a 
highly educated person from a well-off family are significantly different 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 a 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 move abroad 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 methodology. This section 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 research by Dataport 

According to Dataport, there were three main positive aspects of the user journey research: 
storytelling had an impact, step-by-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 points that 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. Finally, making the interviewees think of the best possible as well as an imaginable 
solution in the future (e.g., 2030) let them think freely without biases. This way, their imagination 
was not limited by feasibility constraints or concerns regarding data security. 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 went 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 to the COVID-19 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, which - in combination with the homogenous group - might give a 
skewed perspective of the user 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 also mean that the memories are not clear and that the 
interviewees cannot remember the full scope of their experience. 
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3.3.2. Reflection on the user journey research by VARAM 

VARAM agreed with Dataport that the questions regarding desires and suggestions for 2030 
activated 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 to the online 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 ACROSS inevitably calls for hybrid research methods. 
Nevertheless, in-person interviews are still the desirable method. 

 
Unlike Dataport, VARAM had a more mixed group of interviewees; five of the interviewees were 
Latvians who moved to Greece or Germany, and the other five were foreigners who came to 
Latvia. Moreover, the interviewees had relatively recently moved, which meant that their 
experiences were quite up-to-date and their memories were fresh.  
 
Regarding the lack of quantitative data, VARAM would have liked to do 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 must be tailored 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 in Riga during the university summer holidays. 

 
Whereas the Dataport 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 were executed 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 more in-depth questions if they would have felt that 
the interviewee 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 with Dataport 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 purpose 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, the Gov.gr portal5 was launched relatively recently (in March 
2019) with the COVID-19 pandemic having 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 by Dataport, the group of people who were 
interviewed by GRNET was rather homogeneous in terms of their educational level, however, 
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/ 

https://www.gov.gr/
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 
ǇƭŀǘŦƻǊƳ ƛƴ нлолΣ ǘƘŀǘ ǿƛƭƭ ƻƴƭȅ ōŜ ŘƛǎŎǳǎǎŜŘ ƛƴ 5ŜƭƛǾŜǊŀōƭŜ нΦо όάwŜǇƻǊǘ ŦƻǊ ŎǊƻss-border service 
gap analysis - Lƴƛǘƛŀƭέύ ŀǎ ŀ ǇŀǊǘ ƻŦ ǘƘŜ ƎŀǇ ŀƴŀƭȅǎƛǎΦ ¢Ƙƛǎ ŎƘŀǇǘŜǊ ǿƛƭƭ ƳŜǊŜƭȅ ƻǳǘƭƛƴŜ ǿƘƛŎƘ ǎŜǊǾƛŎŜǎ 
the interviewees used and where they encountered pain points with those services.  
 
Before the start of the interview process, the pilot partners 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 abroad into five 
phases. The first is the exploration phase, this entails that a student needs to find a program, a 
university, and a country they are interested in. The second phase is the research into whether 
they meet the requirements, how the studies will be financed, how the credits will 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 destination university, 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 officially 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 accommodation, formalities and necessary paperwork 
ŀǊŜ ǎƛƳƛƭŀǊ ǘƻ ǘƘŜ ǎǘǳŘŜƴǘΩǎ ŜȄǇŜǊƛŜƴŎŜǎΦ IƻǿŜǾŜǊΣ ǘƘŜ ǇŜƻǇƭŜ ǿƘƻ ŀǊŜ ǿƻǊƪƛƴƎ ŀōǊƻŀŘ ƻŦǘŜƴ 
have other responsibilities such as finding appropriate schools for their children, registering their 
cars, and getting bank accounts for their income to be deposited into. For more information on 
the user journey scenario for working abroad, please refer to Appendix 2 and deliverable D6.1, 
section 3.1.1. The next sections will outline 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 co-creation session as described in section 3.2 of this deliverable; the 
respective results can be found in Appendix 2.  
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4.1. User Journey - working abroad 

This section outlines the cross-border services that most people use when moving abroad 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 websites (e.g., "au pair-world"), or even social media.  

- 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 practitioner in their destination 
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. 
 ֙ Registration for 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 calculations 

- Opening a bank account: this 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 country: 

- 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 example, not accessible digitally or in different languages. The most mentioned pain 
points include: 

- Searching for housing while still being abroad is a very complicated and time-consuming 
process, as on-site visits are often demanded and many flat offers or landlords proved to 
be unreliable.  

- There were too many bureaucratic obstacles, where again many in-person visits at local 
authorities were needed.  
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- A lot of people experienced language barriers in communicating with local authorities or 
concerning required (legal) documents. 

- The terms and conditions of the services and the access to services were unclear. 
- There were unexpected and unclear expenses related to public services. 

 

4.2. User journey - studying abroad 

This section outlines the cross-border services that most 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, expected 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 studies: 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 the destination 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 is used by 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. 
- Translations of official (legal) documentation. 
- Opening a bank account: this is mainly for part-time jobs. 
- Obtaining a SIM card: not strictly necessary as European roaming often suffices, but 

sometimes you need it for public/private digital services). 
- Some people needed 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 most mentioned pain 
points include: 

- Submission of university application documents to the universities in their home country 
as well as their destination country. 
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- Many processes were paper-based and required on-site visits at local authorities. The 
processes for the application to Erasmus for selecting study courses, creating the learning 
agreement, matching courses, adapting grades, and checking the relevance of the courses 
in a common language were often complex and not possible to do digitally. 

- Language-barrier concerning official registration and application documents. 
- Difficulty with accessing the experience reports of former students. 
- 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 (e.g., renting conditions, prices). 
- Housing: finding, application, and confirmation of getting 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 for co-creation in ACROSS by rooting the user journeys (around which 
further development is based) in the experiences of the end-users. These co-creation 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 for work or study purposes, and will include other stakeholders in the future. 
As this Task forms the foundation of the ACROSS co-creation methods, it has overlap with many 
ƻŦ ǘƘŜ ƻǘƘŜǊ ǿƻǊƪ ǇŀŎƪŀƎŜǎΦ ¢Ƙƛǎ ¢ŀǎƪ ǊŜǉǳƛǊŜǎ ŎƻƻǊŘƛƴŀǘƛƻƴ ǿƛǘƘ ²tо όά!/wh{{ 5ŀǘŀ 
GoǾŜǊƴŀƴŎŜ ŦǊŀƳŜǿƻǊƪέΣ ²tп όά!/wh{{ aƻŘǳƭŜǎ {Ŝǘ-¦ǇέύΣ ²tр όά!/wh{{ !ǇǇƭƛŎŀǘƛƻƴǎ ϧ 
tƭŀǘŦƻǊƳ LƴǘŜƎǊŀǘƛƻƴέύΣ ²tс όά¦ǎŜ ŎŀǎŜǎ ŘŜǇƭƻȅƳŜƴǘΣ ŜǾŀƭǳŀǘƛƻƴ ϧ ƛƳǇŀŎǘ ŀǎǎŜǎǎƳŜƴǘέύΣ ŀƴŘ 
²tт όά5ƛǎǎŜƳƛƴŀǘƛƻƴΣ ŎƻƳƳǳƴƛŎŀǘƛƻƴ ŀƴŘ ŜȄǇƭƻƛǘŀǘƛƻƴέύΦ 

 
On a lower level, this task is ƛƴ ŎƭƻǎŜ ǊŜƭŀǘƛƻƴ ǘƻ ¢ŀǎƪ нΦн όά/Ǌƻǎǎ-ōƻǊŘŜǊ ǎŜǊǾƛŎŜ ƎŀǇ ŀƴŀƭȅǎƛǎέύΦ 
Based on the initial inventory of existing cross-border services as created by the WP6 partners, 
we have collaboratively created two draft user journeys: one for study abroad and one for 
working abroadΦ ¢ƘŜǎŜ ǳǎŜǊ ƧƻǳǊƴŜȅǎ ǘƘŜƴ ƛƴŦƻǊƳ ǘƘŜ ΨǇŜǊǎƻƴŀǎΩΣ ǿƘƛŎƘ ŀǊŜ ōŀǎŜŘ ƻƴ ŎƻƳƳƻƴ 
use cases of people who might be interested in moving abroad for work or study purposes. To 
ǘŜǎǘ ǿƘŜǘƘŜǊ ǘƘŜǎŜ ΨǇŜǊǎƻƴŀǎΩ Ŧƛǘ ǿƛǘƘ ǘƘŜ ŜȄǇŜǊƛŜƴŎŜǎ ƻŦ ǘƘŜ ŜƴŘ-users, the pilot partners have 
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 cross-border services in each 
step of the individual user journeys. This eventually informs the technical aspects and modules 
ƻŦ ǘƘŜ ²tо ά5ŀǘŀ DƻǾŜǊƴŀƴŎŜ CǊŀƳŜǿƻǊƪέΣ ŀǎ ǿŜƭƭ ŀǎ ǘƘŜ ¢нΦо ά!/wh{{ DƻǾŜǊƴŀƴŎŜ 
CǊŀƳŜǿƻǊƪέΦ This iterative process can be visualized as follows:  
 

 

Figure III: The relation of WP2 tasks 

¢ƘŜ ǇǊƻŎŜǎǎ ŀǎ ǾƛǎǳŀƭƛȊŜŘ ƛƴ ŦƛƎǳǊŜ о Ƙŀǎ ǊŜǎǳƭǘŜŘ ƛƴ ǘƘŜ ŎǳǊǊŜƴǘ ŘŜƭƛǾŜǊŀōƭŜ 5нΦм όά¦ǎŜǊ WƻǳǊƴŜȅ 
Methodology definition ς LƴƛǘƛŀƭέύΣ ŀǎ ǿŜƭƭ ŀǎ ŘŜƭƛǾŜǊŀōƭŜǎ 5нΦо όάwŜǇƻǊǘ ŦƻǊ ŎǊƻǎǎ-border service 
gap analysis ς Lƴƛǘƛŀƭέύ ŀƴŘ 5нΦр όά!/wh{{ DƻǾŜǊƴŀƴŎe framework including service design 
approach ς LƴƛǘƛŀƭέύΦ ¢ƘŜǎŜ ǘƘǊŜŜ ŘŜƭƛǾŜǊŀōƭŜǎ ŀǊŜ ŀƭƭ ŘǳŜ ƛƴ ƳƻƴǘƘ мнΣ WŀƴǳŀǊȅ нлннΦ Lƴ !ǇǊƛƭκaŀȅ 
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2022, we will host the first of three co-creation sessions with the prospective end-users in 
Germany, Greece, and Latvia. The other two will be held at later stages of the project, after a 
round of analysis and evaluation. The workshop in April/May will primarily help to validate and 
finalize the gaps we have identified in the cross-border service, as this will inform the direction 
ƻŦ ǘƘŜ ǊŜǎǘ ƻŦ ǘƘŜ !/wh{{ ǇǊƻƧŜŎǘΦ ¢Ƙƛǎ ǿƛƭƭ ǘƘŜƴ ǊŜǎǳƭǘ ƛƴ 5нΦп όάwŜǇƻǊǘ ŦƻǊ ŎǊƻǎǎ-border service 
gap analysis ς Cƛƴŀƭέύ ƛƴ ƳƻƴǘƘ муΣ Wǳƭȅ нлннΦ IƻǿŜǾŜǊΣ ǿŜ ǿƛƭƭ ŀƭǎƻ ǎǇŜƴŘ ǘƛƳŜ ƻƴ ǘƘŜ ǾŜǊƛŦƛŎŀǘƛƻƴ 
of the user journey during the co-creation session in April/May 2022. This will inform the D2.2 
όά¦ǎŜǊ WƻǳǊƴŜȅ aŜǘƘƻŘƻƭƻƎȅ ŘŜŦƛƴƛǘƛƻƴ ς CƛƴŀƭέύΣ ǿƘƛŎƘ ƛǎ ŘǳŜ ƛƴ ƳƻƴǘƘ орΣ 5ŜŎŜƳōŜǊ нлноΦ  
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Appendix 1: Workshop #1 Preparatory Materials 
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Appendix 2: Introduction to co-creation (presentation) 
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Appendix 3: Presentation on Legal and Ethical Guidelines (presented by 
TimeLex at June 1 Workshop) 

 
 

 

 
































