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What is the Mediation Grammar?

A collection of minimum requirements for enforcing the informational rights of
foreign (non-EU) immigrants, asylum seekers and refugees legally entitled 1o
stay in the territory of a Member State of the European Union.
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Some background definitions

HumanICiviI I'IghtS (a" * Universal Declaration (UNHR)

. . . ; » European Convention (ECHR)

Immlgra.nts’ mCI'. I.rregl'"ar’ * Charter of Fundamental Rights of
& native EU C|t|zens) the EU (ECFR)

Socio-economic rights - Common European Asylum System
(all regular immigrants, &  (CEAS)

f " * National (MS) legislations
native EU citizens, * EU Tampere Program (1999)

including those witha .y Ec Action Plan on Integration and
migrant background) Inclusion 2021-2027

Informati onal ri ghts * Access to generic/specific

information on how to exercise
(same groups, and rights

preliminary to the full « Advice and guidance on how to use

exercise of the above (digital) public services
* Protection of privacy, freedom of

rights) expression, data security etc.

-> Informational rights are (part of) human rights!



Evidence from the
easyRights project

A mapping of public services for the
migrants done in the four pilot locations
of Birmingham (UK), Larissa (EL), Malaga
(ES) and Palermo (IT) showed that there
is a direct association between the
deployment of each service and a list
of human rights, which are at risk of not
being enforced if the concrete
instantiation of the corresponding
service does not materialise in full or
with the right fiming.

-> Informational rights are (part of) human rights!

Pale

Pale

Malz

Malz

Connected

general rights

Legal basis of
protected rights

List of individual
rights

Consequences of i
lack of recognition
of rights|

Larissa CERTIFICATE OF Right to Art. 15 Universal Right to identity non- enjoyment of
NATIONALITY citizenship Declaration of Right to the fundamental rights
Right to Human Rights development of provided for in the
privacy and Resolution no. one's personality Constitutions of
personal 50/152 of the and enjoyment of Countries where
protection United Nations all cl?ll rights the certificate is
General Assembly provided by the requested
Art. 8 European Constitutions of the
Convention on countries for which
Human Rights it is requested
Larissa CERTIFICATION Right to Art. 8 European Right to family In the case of
OF RESIDENCE respect for Convention of reunification service denial, the
private and human rights. Right to the possible
family life Art. 7 EU Charter of  protection of the consequences are
Fundamental family unit non-integration,
Rights. right to the lack of stability, lack
development of of protection of
one's personality his/her domicile,
and fulfilment and possible family
Right to integration  breakdown
Birmingham  VEHICLES Freedom of Art. 1,2, 7 EU Right to livein a Discriminatory
COMPLIANCE movement Charter of healthy inhibition of
WITH CLEAN AIR Right to life Fundamental Rights  environment, freedom of
ZONE Art. 2 European Obligation of States  movement
CONSTRAINTS Right to Convention of and the European Air toxicity, with
health human rights. Union to make the consequences on
Rightto a environment health
healthy healthy
environment Freedom of
movement
Birmingham  RIGHT TO Right of Art. 11 European Right of assembly In the case of
PARTICIPATE TO assembly Convention of Right to service denial, the
PUBLIC Right to human rights integration, possible
CONSULTATIONS integration Art. 12 EU Charter Right to vote consequences are
of Fundamental non-participation
Righttovote  pights to a community
Art. 3 Protocol 1 and
annexed to non-integration
European

Convention of
human rights




Evidence from the
easyRights project

We suspect, although we cannot prove it,
that due to the heterogeneous status of
service supply (eco)systems across the EU
Member States and within each of them,
the basic tenet of the EU CEAS (Common
European Asylum System), which is to
guarantee that regular migrants, refugees
and asylum seekers are treated fairly and
equally wherever they apply, is not
enacted in the same way in different EU
locations and/or at different points in time.

-> Informational rights are (part of) human rights!




International evidence Tk

for refugee integration: '

A comparative analysis of the National Integration t!"!' IE“M
Evaluation Mechanism in 14 EU countries

Baseline Report

“The quality of integration policies for
beneficiaries of international protection varies
widely across European countries, in spite of the
standards set out by EU and international law”

The NIEM project was co-funded by the European
Union through the Asylum, Migration and Integration
Fund, the International Visegrad Fund and Foundation
Open Society Institute.

It was led and coordinated by the Institute of Public
Affairs (Poland), with the Migration Policy Group as the
coordinating research partner.

The evaluated dimensions of infegration included:

» Legal integration: residency, family reunification,
access to citizenship

» Socioeconomic integration: housing, employment,
vocational training, health and social security

» Sociocultural integration: education, language
learning and social orientation and building bridges




International evidence Benchmarking -
ntegration sovernance
(2008) in Efrope’s Cities @

“Faced with more pressing concerns - finding LESSONS FROM THE INTI-CITIES PROJECT
work and housing, and schools for their children -
for many migrants, and newcomers in particular,
learning the language of the host society is not
considered a top priority. Nor are language
courses a priority for employers who may make
arrangements for workers’ accommodation but
are less concerned about providing support for
language learning”.

“Some cities face a challenge in reaching some
migrant groups to inform them of language
learning opportunities, and how to access them.
This lack of awareness has been identified as a
major reason for the low intake in language
courses in some cities. Migrants are sometimes
reluctant to take language courses if they have a
job already, or if they have children to take care
of”.




International evidence : Benchmarking -
ntegration sovernance
(2008) foll. in Efrope’s Cities @

“Engaging in a benchmarking exercise with LESSONS FROM THE INTI-CITIES PROJECT
other municipalities and with counterparts at
national and European levels, municipalities can
develop indicators as a means to monitor their
performance and with a view to raising standards
in migrant integration. Once good practices
have been identified, leading municipalities,
national associations of cities and government
ministries have a key role to play in sharing
practices”.

“Performance management mechanisms should
be designed in consultation with partners and
performance reviewed collectively. It is
important that partner organisations have a clear
understanding of their performance and of where
the municipality sees potential for progress”.
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The current approach to QoS e
(2015 — 2017) LS

34. Total quality management R N

The quality of the public administration is } = o Sao -5 l?.\. i o

important for economic competitiveress and | | Using quality management models ( e SEER

societal well-being. In the context of increasing sl

demands and diminishing resources, public . 3 . RO <

sector organisations need to become more | ) Stimulatinga quality management culture >

effective and effident Total quality management F= _

{TOM] is about the permanent mobilisation of all the resources to improve - in I | | f i | i 5 &

a continuous way - all the aspects of an organisation, the quality of goods and | ¥ . J Quallty of Public
sorvices delivered, the satisfaction of its stakeholders and its integration into the _ Administration

ervironment. In this respect, quality management has become synonymous with
organisational development

4.5. Cormmitting to service standards
and measuring satisfaction
Ultimately, the test of good service delivery is whether }'

it has lived up to the needs and expectations of the ous- ,-l SRaviehariers | o fEEE

tomer. This brings us full drcle back to the first step - /’f- - - - -

urderstanding what users want (topic 41). Aéminis- | |Measuring & managing satisfaction | Quality of Public

trations have two potential instruments to define and + il .
check performance. The first is to codify user expectations in the form of service Administration
charters: committing to a2 set of standards against which services can be judged. A Tolbios for Practitioners
The second is to engage in measuring customer satisfaction to ensure performance 2017 edition

levels are being reached, and ideally exceeded. In both cases, these tools can be a

< % 2 ABRIDGED VERSION
catalyst for action and further innovation.



Our proposed
approach

Preliminary orientation, ie. giving
to newbies or unaware migrants
and refugees a global overview
of where to find answers to
which questions/needs;

Specific advice, putting
prospective beneficiaries in the
best possible condition to
overcome the technical and
educational/cultural barriers to
access and/or utilise available
services in full;

Helpdesk and troubleshooting,
ie. providing continuous support
to the fruition of (especially the
natively digital or digitalised)
local public services made
available to them.

» Basic vocabulary learning, to avoid the risk of not even grasping the meaning of what
is being asked to the migrant in the framework of the host country’s legal, social and
cultural context;

» Pronunciation training, to help the non-native speakers overcome some issues that
result from a different spelling habit or even the absence of some sounds from the
spoken vocabulary of the country of origin.

Linguistic

empowerment

« The capacity, or empowerment, to take

Med ation benefit of:

Szl i The full range of available services to the
asylum seekers (Horizontal actualisation);

' The full extent (coverage or intensity) of a
certain service, identified as target for

Informational Actualisation
guidance of rights fruition (Vertical actualisation);

i The possibility of conditional access to
additional/derived services, that is the
fruition of another range of services, which
are conditional on accessing the first. Ex.:
until an ID card is obtained there will be
no way to formalise a regular work
contract (Extended actualization of
rights).
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How can we measure it?

INFORMATIONAL GUIDANCE

A-BASIC

fEnows whom to ask for the
fnformation needed on the
ofthe service
providers of his/her interest.

B - INDEPENDENT

[Can interact with orientation
Eervice providers in a redatively
[chear and self

C - AUTONOMOUS

Can make deep guestions to the|
prientation service providers on|

franner. Does not seem to run

g face to face
jor remote/virtual) Q&A s
fawever limited and made
ifficult by several

risks of being

in

full. During conversations.

fmost of his/her wording

fshe can still be hesitant
Wwhen searching for patterns

problems.

with a fairfy even
[empa.

and this may
generate quite a few noticeably
long pauses.

SPECIFIC ADVICE

[inows generically what to do
jput has doubts and concerns
fon how to do it, in which

jprocedural order, using which

[Has a sufficient knowledge of
banguage and procedures to be
[pble to make precise requests
ffior clarification. However the
of the current

which deadlines

fotc. He or she may nat be in

feceived advice in full.

may be too tight far
fpim ar her to give a complete

fthe condition of understandingjand timely esecution to them,

falso because of lack of some
kpecific knowledge and

xperiance.

5 able to fulfil most of the
Wuties imposed by the specific
Reministrative procedures and |
may only be prompted to
making very specific questions
in case of limited and localised
poncerns or dilemmas on how
to proceed. Generally will not
support to the|
Rnalization of his or her tasks.

|Has very imited capacity of

[Can interact with help desk and

Is able to take full benefit from

with
kuppart services during his o
frer coaration of procedural
ftasks. Such circumstance may
|p2 source of mistakes that are
either neglected or can
jparalyze execoution.

vice stafi

lumely and effectively, although

the
support services and still lead

receiving

jray be

verbal anesto full

the tasks
Can also ask

and even in that case, some
iegree of misunderstanding
may survive.

for advice on behalf of third
parties and be effective in
transferring it appropriately.

Informational
guidance

Linguistic
empowerment

Mediation
Grammar

LINGUISTIC EMPOWERMENT

VODCABULARY

A - BASIC

IGrasps the general meaning of

B - INDEPENDENT

[Can make questions and ask for

€ - AUTONDMOUS

[Has a good command of

broad range of terms but has
Wifficulties with intonation and
tcorrect spelling due to
idifferences in his or her
lspoken language hahits.

LEARNING legal and regulatery texts and |precise clarifications while at ratic jargon and the
knows a small number of the same time not being Imeaning of technical
lessential words associated tcompletely famillar with all the jexpressions and procedural
fwith the different procedures fterms and sources of tasks, requirements and
fof his or her interest. information related to lacal ideadlines.

|bureaucracy.
PRONUNCIATION TRAINING  (Holds a good command of a  (Can produce clear, smoathly  |Is able to pronounce all the

flowing, well-structured speech|
however still with occasional or
recurrent errors, which are not

lalways carrected when they

lsounds of the new language
fluently and almost effartlessly,
lalthough problems in
understanding the most difficult]

joccur.

lconcepts can stay.

Actualisation
rights

A~ BASIC

s largely unaware of the full
range of services available to
fiim / her in dependence of
hoth legal status and locl or
pontingent situation. Same
froes for related third parties
eg. relatives).

B - INDEPENDENT

ICan navigate the full range of
fvailable services to locate his
pr her needs and requirements

€ - AUTONOMOUS

s perfectly aware of the range
fof services available to him /
fher and the conditions for their

fput is not. informed
fof the full content and potential
ntarest / value of sach of them.|

fruition. Knows.
falso a lot about the evolution
lacrass time af the configuration|
of each service and the cases of|
ew entries or variation of
|eisting anes.

Has had a complate
experience, or only a very
partial one, of the full process
ptarting from the preparation
of an application and ending
inta the acknowledgment of
the right to a certain service.
Can make a limited number of
e ploratory questions.

Has gained a full o« almost full

[Has had previous, i net alsa

f the process
fnd its either

Hiple
ple

fto that andis

pecaise of previous trials or a
good level of comprehension.
ICan initiate dis helpthe

[therefare able to make only the
jneeded requests for spacific
he or

[iscussion along track and be.
fancrete and up to the peint in
fsking fior what he or she

EXTENDED ACTUALISATION

lgnores that in case of partial
or lacking recognition of a
certain service or right, there
may be athers in jeopardy for
him / her seif and/or for ather
members of his / her family or
fcommunity.

lcan identfy a non immediately
visible pattern of reciprocally
fconditioning services or rights
land act accordingly to prevent

fshe also takes the leadership of
la group of beneficiaries, for the
nterest of whom may be
Jinduced to interact further.

[Has gained a beoad and full
picture of his or her rights and
fthose of his or her famiby or
feommunity members. Can

ertain
lor consegquences from
fraterializng.

real coherant
jpatterns to create opp i
[that are not iImmediately or
[ebviously availsble to grasp.




Suggested pathway
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Step 1 Step 2 Step 3
- ldentify a service in a - Aggregate received answers - With or without an
certain (pilot) location from the respondents panel intervention from the
- Gather a number of actual - Calculate statistics and service provider (in @
or potential beneficiaries of compare them with those of continuous
that service from within the a) same services in other improvement logic),
migrant population locations, b) same migrant reiterate the
- Make guestions associated population in other exercise and
to the 3 dimensions of the locations/services, c) other compare new with

MG services in the same location old results



Suggested pathway

Step 1

- ldentify a service in
certain (pilot) locati
- Gather a number o
or potential benefic
that service from wi
migrant population —
- Make questions associated population in other
to the 3 dimensions of the locations/services, c) other

MG services in the same location

s

or without an
vention from the
ce provider (in a
finuous
ovement logic),
rate the

exercise and

compare new with

old results 17



Next steps

« C @ boss.cen.eu

=
‘E TECHNICAL STRUCTURES STARTING NEW WORK

DEVELOPING DELIVERABLES

Business Operations

Support System

The Business Operations Support System (BOSS) aims at
providing practical information to those actively
contributing to the development of deliverables within the
CEN system. It clearly describes processes and gives access

to instructions and guidance for their day-to-day work.

&.M

Proposal for new work using the 'New

Work Item proposal' form

The 'New Work Item proposal' Form

is sent to the Secretary of the relevant TC

Within
scope of
TC?

Yes

No

The TC Secretary treats the
proposal in accordance with
the Guidance - Adoption of a
new work item in a CEN
Technical Committee

The TC referes the proposal to
CCMC for reintroduction
using an alternative route
(go to 'New activity field

proposal' Form)

i

stage
or

The TC takes a Decision in order to
- assign a proposed work item to the preliminary

- include a new work item in its programme of work

application

The TC Secretary registers the work item in
the CEN database via the Projex-Online




In sum, the Mediation Grammar is...

...A user centred tool for benchmarking and evaluating EU MS integration policies.

- A voluntary standard, focused on user empowerment (WHAT) rather than the delivery machine
(HOW)
- Service providers are left free to organise services at their best
- However, the mechanism forces public authorities to understand and meet the needs of
beneficiaries
- A maturity model, showing progression in capacities (CAN DO) and integration (HAS RIGHTS)
- Leaving room for continuous improvement
- Supporting equal access to services (rights) in diverse conditions/locations/times
- Based on the easyRights experience, we think of the Mediation Grammar as supportive of digital
transformation of the public sector, thanks to Artificial Intelligence and other ICT solutions.



4

¢ . , y
_ . ‘
- | Whatreally.Onifes Us is notigtihnicity,-er nationality, orreligion..:
- It is the idea that you can come from humble circumstances
and do great things. That it doesn’'t matter where you come
from, but where you are going.
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THANK YOU

Francesco Molinari,
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