An Assessment Standard of Service Accessibility
The Mediation Grammar
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What is the Mediation Grammar?
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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 to
stay in the territory of a Member State of the European Union.
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Some background definitions
Human/Civil rights (all

immigrants, incl. irregular,
& native EU citizens)

• Universal Declaration (UNHR)
• European Convention (ECHR)
• Charter of Fundamental Rights of
the EU (ECFR)

Socio-economic rights

• Common European Asylum System
(CEAS)
• National (MS) legislations
• EU Tampere Program (1999)
• II EC Action Plan on Integration and
Inclusion 2021-2027

Informational rights

• Access to generic/specific
information on how to exercise
rights
• Advice and guidance on how to use
(digital) public services
• Protection of privacy, freedom of
expression, data security etc.

(all regular immigrants, &
native EU citizens,
including those with a
migrant background)
(same groups, and
preliminary to the full
exercise of the above
rights)

! Informational rights are (part of) human rights!
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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 timing.

! Informational rights are (part of) human rights!
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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!
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International evidence
(2019)
“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 integration 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
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International evidence
(2008)
“Faced with more pressing concerns – finding
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”.
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International evidence
(2008) foll.
“Engaging in a benchmarking exercise with
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
(2015 – 2017)
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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.

•

The capacity, or empowerment, to take
benefit of:

•

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
fruition (Vertical actualisation);

•

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?

Suggested pathway

Step 1

Identify a service in a
certain (pilot) location
• Gather a number of actual
or potential beneficiaries of
that service from within the
migrant population
• Make questions associated
to the 3 dimensions of the
MG
•

Step 2

Aggregate received answers
from the respondents panel
• Calculate statistics and
compare them with those of
a) same services in other
locations, b) same migrant
population in other
locations/services, c) other
services in the same location
•

Step 3
•

With or without an
intervention from the
service provider (in a
continuous
improvement logic),
reiterate the
exercise and
compare new with
old results
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Next steps
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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.
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CONDOLEEZZA RICE, FORMER US SECRETARY OF STATE

“

“

What really unites us is not ethnicity, or nationality, or religion…
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
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