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Abstract
There is evidence that the construction of
integration and inclusion in the hosting societies, as well as the
recognition and management of cultural diversities, are more and more defined and implemented at the local level.
There, municipal authorities and other local government bodies play a decisive role in building inclusion as well as
exclusion patterns by simply facilitating or making more complex what Isin and Nielsen (2008) call
of
which include both the outcomes of discretionary decisions and compliance with implementations of
mandatory national or supranational administrative procedures. Consequently,
integration is challenged
by both the diffuse, albeit wrong, feeling that immigrants have about themselves as illegal citizens . This acts as an
impediment to a broader and fuller exercise of their acknowledged and endorsed rights, fueled by the complexities of
international, national and local norms that differentiate its mechanisms across the countries.
This paper starts with an introduction presenting the issue of existing services accessibility for immigrants. In the
second part, the authors introduce the
Horizon2020 project and the work carried out for a hackathon
event dedicated to the ideation and prototyping of an ICT based solution devoted to facilitate the request for family
reunification in Milan. Finally, the article describes MyJourney the solution awarded during the hackathon, which
was finalized throughout a collaborative work among the developers, the Municipality and the Prefecture of Milan.
Key words: immigration, inclusive processes, social integration

1 | Integration: a multifaceted problem of access to rights
The migration phenomenon has assumed a strong structural dimension in the European Union in recent
years although on a (very recent) download trend. This is made evident by the continuous increase in the
presence of immigrants, through the combined processes of recomposed family units, the significant inflow
of unaccompanied minor children and the growing insertion of immigrants into the labor market. More
recently, EU countries have had to manage the arrival of a large number of refugees from war zones. From
2008 to 2017, the total number of asylum applicants has reached more than five million from 146 different
countries. A record 1.3 million migrants applied for asylum in the 28 Member States of the European Union,
Norway and Switzerland in 2015 nearly twice the previous peak of roughly 700,000 that was set in 1992
after the fall of the Iron Curtain and the collapse of the Soviet Union (Eurostat, 2019). This new situation
is challenging both national governments and local authorities in the implementation of inclusive policies
in general and shows its complexity during the early stages of
presence in a territory. As soon
as they arrive, they should be oriented and advised about their rights and the ways to access public services,
which is not simple for public authorities.
made it,
managed to leave your country. You are
in Europe, but your travel
finished yet. You still have a long journey ahead of you to get to know the
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new hosting
societal institutions, culture, socio-economic settings.
have to orient yourself
and try to grasp how to live where you are, accessing the different kinds of resources required for your daily
life.
have to learn a new language.
have to understand what your rights and duties are. And
need to be oriented in this journey». These words have been pronounced in October 2017 by a
member of a big NGO working with migrants in Milan. They are clear in highlighting the complexity of
issues that are part of the experience of migrants, and of the volunteer and administrative staff dealing with
them.
Generally speaking, research has so far addressed the dimensions and factors that affect
decisions
to leave their country and migrate. Only to a lesser extent issues like the integration of foreign individuals
and their families into unknown, diverse, distant and sometimes rather hostile societies have been studied.
This limitation is even more surprising if one considers that, particularly over the last decade, very important
efforts have been made by governments around the world in developing new policies, administrative rules
and affirmative actions to promote and procure
integration in the receiving countries. Indeed,
the concept of
integration has changed in the meantime, from being merely
as
newcomers, to the goal of letting them become acknowledged parts of the hosting
society, labor
market, welfare system, cultural environment etc. albeit with different possible schemes, adopting a more
assimilationist, multiculturalist, or post-multiculturalist perspective. Some research has been dedicated to
practical issues, related to these processes.
(2007) definition of
introduced a decade ago to related to the extremely high
complexity of the UK diverse society, can easily be extended to the majority of EU countries today. It makes
implicit reference to the dynamic interplay (if not clash) of a huge number of aspects displayed by the
immigrant profiles and the receiving
laws and regulations, which plays an important role in
determining integration obstacles. Such aspects include: differences in the countries of origin, cultural values
and practices, migration channels, human and social capital specificities (including language and digital
literacy), as well as differences in the legal status (i.e. refugees and asylum seekers vs. socioeconomic and
even irregular migrants, each with their own set of entitlements and restrictions). As a result of that interplay,
the various national policies and programs designed to cope with
needs have determined, de
facto, a plethora of heterogeneous forms and levels of integration.
To complete this picture, there is evidence that the construction of
integration and inclusion,
as well as the recognition and management of cultural diversities (Foner, 2007), are more and more defined
and implemented at the local level. The local scale is crucial when it comes to dealing with migration
phenomena, problems, issues and policies (Schiller and Caglar, 2011; Caponio, 2018) as well as a ground of
policy innovation (Scholten et al., 2017). Municipal authorities and other local government bodies play a
decisive role in building inclusion as well as exclusion patterns by simply facilitating or making more
complex what Isin and Nielsen (2008) call
of
which include both the outcomes of
discretionary decisions and compliance with implementations of mandatory national or supranational
administrative procedures. Increasingly, the margins for interpretation or
at the local level of
the superimposed regulations from the national level lead to further differentiate the actual pathways of
inclusion and create new and substantial gaps between the dimensions of citizenship and integration. In this
sense, cities can be or not be
(Heitmeyer, 2002).
In such a landscape, two key aspects appear as crucial to determine the
integration level: on the one
side,
integration is challenged by the complexities of international, national and local norms
that differentiate its mechanisms across the countries, and sometimes also across the country itself. On the
other side, it is also the diffuse albeit wrong feeling that immigrants have about themselves as illegal
citizens that acts as impediment to a broader and fuller exercise of their acknowledged and endorsed rights.
These two aspects create dangerous paradoxes: for instance, if we look at Italy, a special paragraph of a
national law allows doctors in the
emergency rooms to provide assistance to people who refuse
identification. How known is that paragraph by irregular immigrants? Still today, we read stories in the press
reporting about pregnant, sick or injured (irregular) immigrants who prefer not to go to the hospital for
treatment, with all the consequences that this decision may have.
It is clear that for a better integration of immigrants it is fundamental to improve both the understanding
of their rights and the easiness to exercise their rights. To help disentangle the easiness to exercise
concept and its requirements even further, one can also note the following:
due to the hyper-complexity of most immigration situations, the problem of communication does not
only involve the immigrants, but also the service providers. It is a problem of a cultural nature, deeply
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rooted in the different degrees of civic and political maturity of the immigrants and of the hosting
actors and stakeholders. It requires systemic, not simple ad hoc solutions;
as the previous example of emergency hospitalisation in Italy shows, improving the knowledge of (basic)
rights is a precondition for accessing local welfare services, which broadly comprise many forms of
assistance to the integration process, from social housing to public healthcare, from schooling to family
support (including minors and families reunification), up to language and technical training courses to
prepare for effective inclusion in the labor market.

E
rights is the complexity of bureaucratic procedures, which are often difficult to understand also for the
native residents in the hosting countries, not to speak of people with little literacy and/or familiarity with
administrative mechanisms. As a result, most welfare services turn out to be inaccessible as related
information is locked in complex, legal-jargon-filled-in texts of difficult readability and comprehensibility.
Or, their access gateways involve so many actors and steps that no-one can easily find a direction unless
supported by face to face interactions and a strong, not discretionary, street-level bureaucratic system
(Lipsky, 1971).

2 | The Milan context
Milan is
(Van Aken, 2008), a city of refuge, a pole of attraction, a place of
transit, circulation and settlement. The city (and its metropolitan area) attracted immigrants in a higher
proportion of other Italian cities because of its vibrant labour market since Italy started to clearly be a
country of immigration (fig.1). Milan has been classified as having a medium-high international migration
in the last years (Costa and Ewert, 2014).
The number of immigrants grew constantly, at list till the recrudescence of the economic crisis, in 20112012, when the presence of foreign individuals decreased for a couple of years. In 2017 there were 5,329
million regular immigrants in Italy plus half a million in an irregular position (estimates show that around
8,2% of immigrants are irregular, a proportion that has been decreasing along the years).
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Figure 1 | Percentage of immigrants residing in Milan and in Italy by year
Source: www.comuni-italiani.it

About 22,6% of the total immigrants in Italy live in Lombardy. Its capital, Milan hosts the 39,2% of the
regional immigrant population. In 2018, there were around 262.000 foreign people living in the city.
The largest foreign community in the city
(15.6% of all immigrants), followed by the
Egyptian (14.3%) and Chinese one (11.0%). The vast
been estimated that in Italy around 8,2% of immigrants are in an irregular position.
The high presence of immigrants in Milan is accompanied by a great density of migrant associations in the
city. In fact, in Milan there is the highest number of organizations led by immigrants in the country. In 2014,
there were as many as 313 out of a total of 4114 at the national level (Centro Studi e Ricerche IDOS, 2015).
It is also very active in terms of organizations pro-migrants; it is the seat of very strong organizations that
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provide legal protection, fight for full access to health care, do sound research on migratory phenomena
and so on with impacts at the regional and at the national level, participating to policy making.
Most of these associations work in reducing the distance between immigrants and the urban services which
are hard to access for several reasons: complexity of the bureaucracy, high complexity of ad hoc norms, not
yet friendly language. Immigrants services are very complex and working in the direction to facilitate their
accessibility to their users appeared crucial to the Open4citizens team and to several organizations and to
the Municipality of Milan (Centro Studi e Ricerche IDOS, 2015).
Referring to some interviews and meetings carried out with volunteering organizations, services available to
immigrants are many, diverse, highly complex and depend extremely on the citizenship/right conditions
immigrants experience. The most difficult situations are when they may be under 18 without parents, they
can be asking for asylum, they can be refugees, they can be temporary resident in the city, they can be
onded and many refer to services access.
, there are available services that are supplied to achieve
a minimum decent life but they should know, should be informed about these. A large part of support is
provided
services. A large number of associations and public institutions work to support their presence in the
municipal reality: either when they have full citizenship rights or when
seekers, demanding for protection. Their needs vary from very basic when they have just arrived in the city,
to very specific ones when they have full citizenships. There is a very synthetic list of support activities
supplied by volunteering organizations:
giving information and hints about rights and duties, especially new comers;
support access to services conceived by age (for example, basic shelter);
support specific groups, for example pregnant women and new mothers to find specific services in the
city conceived for them;
support young migrants when they change their status from
, losing many benefits and protection rights;
structuring the access to medical cure and assistance for migrants, in particular for those which status is
in some way irregular, in order to achieve the correct contacts and paths to reach it;
support the networking between existing services in town and make them more accessible by migrants.
«Integration is essentially a local process» (Borkert and Caponio, 2010: 11) and public policies are crucial to
implement it. Milan in this sense, is a pragmatic city (Costa and Ewert, 2014) because it responded quite
creating a special desk to deal with immigrants as well as participating to a huge number of European
projects for migrants inclusion and integration in cooperation with local NGOs. In general terms, it treated
the fast increase in the immigrants presence as a structural phenomenon, dealing with cultural diversity for
example, introducing mediation roles in most public services and building long-term relationships with pro
migrants non for-profit organizations.
remember that Milan had a very important role over the last years, having seen the passing
of thousands of migrants fleeing from their countries. It has been estimated that 107,000 refugees reached
- in
Italian called transitanti - that is, refugees who stayed in the city a few days to then continue their journey to
Northern Europe where they sought asylum. As happened in the whole country, Milan, since 2016, lived
the transition from being a city of transit to be a city of (obliged) reference for applying for asylum or
settlement. The Municipality of Milan has managed the high number of people in transit or asylum seekers
the political stability in the 2014-2016 period and to the experience accumulated while dealing with the
North African Emergency, the Municipality created a city network composed of associations, foundations
and cooperatives supplying joint activities aimed to deal with problems related to the reception of refugees
and asylum seekers. The network was created in 2015 through three public calls launched by the
Municipality, to which 102 different subjects responded with the aim to work together (Costa, 2019).
The soin facing immigration issues is related to the integration of those who are already in the city, improving their
quality of life, ensuring the same chances and the same opportunities of access to the resources that the city
can offer compared to autochthonous. Four are the main issues in the policy agenda: dealing with the second
generation of migrants (trying to cope with their legitimate demands of participation and belonging in a
country were ius sanguinis citizenship is in place), fighting against discrimination (in the housing market but
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also at a societal level), avoid phenomena of school segregation on an ethnic basis and facilitate family
reunification paths, the channel through which most immigrants in the country arrive. This last issue has
been the object of our projects, as described in the following pages.
3 | Towards MyJourney
3.1 | Services4Migrants: a hackathon to support migrants to easily exercise their rights
Open4citizens is an EU funded project that took place from 2015 to 2018 to make the potentials of open
data recognizable and accessible to lay persons, by engaging them in the co-creation and early
experimentation of open data-based applications and services. It run ten (5+5) independent hackathons
(coding marathons) in five European cities: Barcelona, Copenhagen, Karlstad, Rotterdam and Milan. They
aimed at exploring solutions and prototypes that, using open data, could respond to ten detailed challenges
(2 per each city) identified by citizens or active organizations. The special characteristics of those hacking
events resided with the explicit and structured addition of normal citizens i.e., people who do not have
coding skills to the technical experts who are otherwise the usual protagonists of such coding marathons.
Keeping peripherical to the current focus of this paper the specific dimension of open data, the second
hackathon event in Milano, Services4Migrants, was oriented to develop solutions to support immigrants to
request the familiar reunification.

Figure 2.1, 2.2 | The guide for Volunteers and public offices; the guide for immigrants

The open4citizens team prepared several documents to support hackathon participants: the first was a clear
definition of the challenge to be presented to the participants, including the goals of the desired solutions
and specific needs to be addressed (Figure 3).
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Figure 3 | Presentation of the challenge

The second was a set of personas (Figure 4) representing fake but operational descriptions of individuals
experiencing specific problems related to specific aspects of the procedure or to personal specific
conditions.

Figure 4 | Personas

Third, the presentations of very peculiar needs have been prepared to highlight some very special
requirements to be respected by the created solutions (Figures 5.1, 5.2, 5.3).
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Figure 5.1, 5.2, 5.3 | Needs descriptions with requirements and experiential examples.
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Five teams were involved in the hackaton. The participant teams produced the following proposals.
Unio
Here the applicant defines and understands, step by step,
his own path of family reunification through simplified
wizards and information tools. The platform stands as a
real personal assistant along the entire process: informing
on the suitability of the applicant to start the procedure,
providing information on the production and delivery of
documents, helping in completing online forms,
indicating the contact details of the offices and the
relevant bodies.
4Mi
The platform is an open source project: all the data used
and the technologies with which the platform will be
implemented are free and open. The aim is to provide a
guide that simplifies the bureaucratic and nonbureaucratic practices that the migrant faces during his
stay in the country. Initially the application will
implement the "Family reunification" wizard and
through this, the migrant will be guided through the steps
customized according to his situation (user-specific).

EquaMi
A platform that shows and explains the steps to follow in
order to a family reunification, shortening the distances
between the foreign community and the public
administration.
It is a dynamic way to support migrants: a model that can
be adapted to different places and users and that connect
in a simple way user and the institutions.

HiNoi
HiNoi wants to make this procedure as simple as
possible. The user is followed during his process: first of
all, she or he is profiled to understand if the requirements
of the procedure are satisfied, then a personalized path is
created, organized by step on a timeline that can be
shared even with relatives abroad. The proposed model
that can be exported and it is also a tool that works for
different profiles: articulated for migrants and mediators.
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MyJourney
Development of a guide for family reunification that is
simplified, personalized and intuitive, using data in a
conscious way to provide useful and specific
information. Every single user will be profiled through a
simple interactive questionnaire, based on gamification.

3.2 | The
solution
The web-app MyJourney is the winning project of the "Services4MIgrants" hackathon 10-11 March 2018,
organized by the Politecnico di Milano and the Municipality of Milan, starting from data that have
specifically scraped, mined and made o
The open data-set were subsequently published on the website of the Municipality of Milan, at this address:
https://dati.comune.milano.it/hackathon2018.

Figure 6 | MyJourney homepage

The purpose of MyJourney is to provide an information support tool for the request of family reunification
by non-EU migrants. Therefore, the web-app provides help in order to collect the documents needed to
ication (Nulla Osta).
The project is structured in a survey that collects information about the user and dynamically identifies path
to collect only the information specific for the user and his/her family so reducing the effort for the user to
understand the entire procedure which is obviously designed to respond to a large variety of cases. At the
end of the survey, if the user has the requested requirements, the web-app produces a personalized guide
based on the user's needs, so as to allow her/him to download her/his personal report.
Differently, if during the filling out of the survey some information emerge about the user that prevent
him/her from successfully complete the procedure (for example, a too short duration of her/his residence
permit, an insufficient annual income, an unhealthy housing condition, etc.), the web-app as well as
1

their rights).

(see paragraph 3.1 Services4Migrants: a hackathon to support migrants to easily exercise

This Guide has been recently modified into a more agile hyper-text by the OnDATA team who gave support to teams during the
"Services4MIgrants" hackathon.
1

Atti della XXII Conferenza Nazionale SIU | L'urbanistica italiana di fronte all'Agenda 2030
71

Figure 7 | MyJourney: a fac-simile final report

Figure 8 | MyJourney: screenshot of the error message with the link to the Guide for Volunteers and public office

The MyJourney web-app will be accessible from the city portal We.Mi (http://wemi.milano.it/) dedicated
to Welfare; and it has been developed using Python technologies 3.5 with support for the Django2.1.2
framework for the backend part , while for the front-end were used Html5, CSS and JavaScript with JQuery,
Bootstrap and VueJS.
The web-app was tested on Ubuntu Server 16.04, while it was later moved to GitHub to allow a collaborative
test phase between the original developers, the hackathon's winner team, and the ICT staff of the
Municipality of Milan who will manage the maintenance and future updates.
In the spirit of the open-data culture and the requirements of the Open4citizens EU funded project,
MyJourney uses exclusively free and open source software as well as open data-sets, from the public ones
of the Municipality of Milan to the cartographic base made available by Open Street Map.
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Figure 9 | MyJourney: the multilingual welcome page

The web-app MyJourney is multi-language and allows the user, since the initial screen, to choose which
language to display for the interactive survey. The available languages are Italian, English, French, Spanish,
Arabic and Chinese.
Using the smartphone as a means of information aid for migrants is seen as an effective way to activate the
spreading of the web-app adoption; this is supported by the statistics (OECD International Migration
Outlook, 2017) which show it in the top places along with the classic word of mouth.
Precisely for this reason, from the point of view of the front-end interface design, much importance was
given to the fact that the web-app could be recognized as institutional, reiterating in every screen the logo
of the Municipality of Milan. In the same way, a lot of importance was given to non-verbal communication
thanks to an original graphic work that emphasizes the concepts, screen by screen, through simple and
intuitive drawings.

Figure 10 | MyJourney: a drop-down menu page of the interactive survey and its progress bar in the bottom

In addition, the user filling out the interactive survey, is helped both by the gray progress bar at the bottom
of each screen, which lets you know at what point in the procedure you
button that allows you to go back to the previous step to correct any incorrect answers or to perform tests.
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Figure 11 | MyJourney: screenshot of a calendar menu page of the interactive survey

button and also a certain humor in communicating errors in the procedure or lack of
requirements by the user, are an important part of the UX design of the web-app, because MyJourney is on
the user's side, without discouraging her/him or presenting in a difficult way a procedure that is already
complicated itself. Following the same line, the steps of MyJourney related to the duration of the residence
permit of those who want to bring their own relative to Italy, the amount of their annual income and their
housing situation are particularly critical because the requirements of Italian legislation are very strict.
4 | Conclusions
State policies are implemented and, to a certain extent, adapted to the local political and organizational
context. Immigrants integration hosting has become, primarily, a matter of local governance as well as a
field of policy innovation (Borkert and Caponio, 2010; Scholten et al., 2017; Schiller and Caglar, 2011). It is
evident the reason why the Municipality of Milan fully joined the projects presented above and wished to
positively take possession of the results produced by the hackathons related to the simplification of the
family reunification procedures for immigrants. In a context of very restrictive migration policies in which
a few thousand people can enter the country each year through legal channels, connected to the needs of
the Italian labor market, family reunification is now, alongside the asylum request, the main channel of entry
into the Italian territory. It is therefore a very delicate issue that requires us to rethink the complex
procedures that have characterized it so far so to avoid frustrations and difficulties in the lives of immigrants
who already live out of their own country.
The finalization of the MyJourney web-app is now entering the testing phase following a test plan that
involves the Municipal office giving support to migrants and some volunteers organizations supporting
migrants throughout the procedure on a daily base.
Once the we-app will enter a routinary use and adoption, the Municipality of Milano together with the team
of Politecnico will activate a scaling-up strategy towards a larger adoption of the solution as well as the
search for new similar initiatives. The experience of the ideation and development of MyJournay, in fact,
opened a larger perspective in the reflection on mig
access to citizenships rights and will represent a
field for new experiences and initiatives in the future.
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