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Abstract 
This study explores how trauma-informed information systems (IS) can better support 
the integration of refugees in Finland. Drawing on 35 in-depth interviews, we examine 
how refugees interact with digital systems to access essential services such as housing, 
healthcare, employment, and education. Findings reveal that while IS offer 
administrative efficiencies, they often fail to address emotional safety, linguistic 
accessibility, and psychological readiness—factors critical for displaced populations. We 
argue that dominant IS frameworks overlook trauma-related barriers, contributing to 
exclusion despite the digital availability of services. By integrating digital divide theory 
with trauma-informed design principles, we highlight how inclusive, culturally sensitive 
systems can enhance refugee trust, agency, and participation. This paper contributes to 
IS research by theorizing trauma as a factor shaping digital engagement and by offering 
practical recommendations for more equitable system design. Our findings underscore 
the urgent need for co-designed, multilingual, and psychologically attuned IS in 
humanitarian and public-sector contexts.  

Keywords:  Trauma-informed design, refugee integration, information systems,  
human-centered design, digital divide 

Introduction 
In recent years, digital public services have become central to the governance of refugee reception and 
integration, shaping core processes such as identity registration, healthcare access, and legal integration 
(AbuJarour et al., 2021; Schreieck et al., 2024). However, these systems often overlook the complex needs 
of forcibly displaced individuals, who face barriers like digital illiteracy, linguistic mismatches, and trauma-
related challenges that call for more inclusive and trauma-sensitive design (Andrade & Doolin, 2016; Pethig 
& Kroenung, 2019). Since the beginning of the conflict in February 2022, countries of the European Union 
in general have been more open to Ukrainian refugees. The European Union has activated the temporary 
protection directive (TPD) for the first time, which is designed to address mass resettlement issues by 
granting refugees basic rights, including residence permits, access to employment, housing, education, and 
health care. As of March 2023, more than 4 million Ukrainians have benefited from this protection 
(European Commission, 2023). Since February 2022, about 65,515 Ukrainian refugees have registered in 
Finland. In this context IS mediate critical interactions between asylum seekers, public authorities, and 
host societies: from the registration of personal data to navigating entitlements and accessing integration 
services (AbuJarour et al., 2021; Pethig & Kroenung, 2019). According to data from the Finnish immigration 
service (Migri) on applications for temporary protection, Finland processed 47,302 applications for 
temporary protection, of which 45,358 were approved in 2022 (Finnish Immigration Service, 2024).  
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The majority of applications, 46,641, came from Ukrainian nationals who were affected by conflict in their 
home country. Yet, despite their potential to streamline administrative processes and enhance 
transparency, these systems also risk amplifying digital inequalities if not attuned to the specific 
vulnerabilities and lived realities of forcibly displaced individuals (Pethig & Kroenung, 2019). Refugees 
often face barriers such as limited digital literacy, trauma-induced cognitive burdens, linguistic constraints, 
and institutional opacity (Andrade & Doolin, 2016; Schreieck et al., 2024). These challenges call into 
question the assumption that access to digital services automatically leads to meaningful use or social 
inclusion (Andrade & Doolin, 2016; DiMaggio & Hargittai, 2001; Warschauer, 2003). Recent IS scholarship 
has moved beyond simplistic notions of the digital divide, i.e. focused solely on access, to explore how 
individuals engage with digital systems in ways that enable (or inhibit) social participation, agency, and 
integration (Venkatesh & Sykes, 2013; Zheng & Walsham, 2008). In refugee contexts, researchers have 
examined how IS can serve as both lifelines and barriers, mediating access to education (AbuJarour, 2022), 
employment (Förster et al., 2022), and cultural participation (Schreieck et al., 2024). Still, few studies 
consider how the design of IS itself may inadvertently retraumatize users or obstruct access by failing to 
accommodate the psychological and social consequences of forced displacement. 

Ukrainians in Finland have the option of either staying in reception centers or arranging their own 
accommodation. Reception centers offer a range of support services, including health care, financial 
assistance, social support, translation services, and counseling. The Finnish government promotes 
integration, which provides access to employment and training opportunities. Ukrainian refugees also have 
full access to Finnish health and social services equivalent to those available to Finnish residents. Despite 
well-organized humanitarian feedback mechanisms in Finland, participation of Ukrainian refugees remains 
low (Myllylä et al., 2024). Many appreciate the support they receive and actively integrate into Finnish 
society but may hesitate to utilize formal information and feedback channels due to feelings of gratitude. 
As a result, these mechanisms do not always work as intended in facilitating community engagement and 
participation. To address this gap, we propose a trauma-informed lens on IS for refugee integration. 
Trauma-informed design acknowledges how past adverse experiences (common among forcibly displaced 
populations) shape users’ trust in institutions, and engagement with bureaucratic systems (Chen et al., 
2022; Huang et al., 2014; Randazzo et al., 2023). When applied to IS, this lens draws attention to emotional 
safety, predictability, and cultural responsiveness; features often overlooked in digital services built for 
efficiency rather than empathy. Moreover, recent IS research on digital platforms highlights their dual 
potential: while platforms like Integreat (Schreieck et al., 2024) demonstrate how openness, generativity, 
and network effects can support both access and participation, other systems risk reinforcing exclusion 
through design opacity, linguistic complexity, or stigmatizing content (Pethig & Kroenung, 2019). This 
tension between inclusion and marginalization makes the refugee integration context a critical site for 
rethinking what it means to build socially just IS. This study investigates the opportunities and limitations 
of IS in supporting the consistent and systematic integration of Ukrainian refugees into Finnish society. 
Drawing on qualitative interviews with Ukrainian beneficiaries, we explore how IS mediate refugee-state 
interactions, what barriers persist, and how trauma-informed and inclusive principles can reorient the 
development of public digital services. Our contributions are threefold: We extend digital divide theory by 
incorporating a trauma-informed perspective that centers users' psychological readiness and socio-
institutional context. We empirically contextualize refugee-system interactions within Finland’s highly 
digitized public sector, highlighting both administrative efficiencies and lived frictions. We offer 
implications for trauma-informed, participatory, and socially responsive IS that support integration 
without retraumatization or exclusion. 

Literature review 
IS have become critical tools in the governance and facilitation of refugee integration across Europe and 
globally. In the wake of mass displacement events, such as the war in Ukraine, IS are employed not only for 
administrative coordination but also for enabling access to key services including housing, healthcare, and 
education (AbuJarour et al., 2021; Andrade & Doolin, 2016; Schreieck et al., 2024). However, for forcibly 
displaced populations, the digital environment is often fraught with barriers that go beyond technical 
provision. IS has already theorized the way technology helps both, the possibilities and the limitations of IS 
in this domain, with particular emphasis on digital inequality, e-government, and sociotechnical systems 
design (AbuJarour et al., 2021; Andrade & Doolin, 2016; Pethig & Kroenung, 2019; Schreieck et al., 2024). 
A foundational concept in this space is digital divide theory (van Dijk, 2013), which initially referred to 
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disparities in access to computing infrastructure but has since evolved to account for more complex 
dynamics of inequality (DiMaggio & Hargittai, 2001; van Dijk, 2013). Warschauer (2003) critiqued access-
focused models and argued for a multidimensional understanding of digital inclusion, emphasizing the role 
of social, cultural, and institutional capital. In IS research, this evolution is mirrored by studies that 
distinguish between access, skills, and usage divides. These layers of inequality are particularly salient for 
refugees, who often experience constrained access to infrastructure, limited digital literacy, and significant 
sociocultural dislocation that limits meaningful engagement with digital systems (Andrade & Doolin, 2016; 
Venkatesh & Sykes, 2013). Refugee integration poses significant challenges for both refugees and host 
societies, and the use of technology is frequently suggested as a means to facilitate this process (Förster et 
al., 2022). Theories of digital inclusion emphasize the importance of ensuring equal access to technology, 
implementing digital literacy programs, and developing culturally sensitive digital solutions to overcome 
structural and cognitive barriers (Vassilakopoulou & Hustad, 2023). To address these inequalities, scholars 
have emphasized the role of IS in enabling social inclusion. Drawing on Sen's (1999) capability approach, 
Andrade & Doolin (2016) framed IS as a tool for expanding individuals’ capabilities to lead the kinds of lives 
they value. In their empirical work with resettled refugees in New Zealand, they showed that inclusion is 
not merely a function of system access, but also of how well systems align with users’ goals, expectations, 
and lived realities (Andrade & Doolin, 2016). In this sense, IS that mediate refugee-state interactions must 
be sensitive to users’ social identities, ling stic needs, and past experiences of institutional mistrust. 
Sociotechnical systems theory (Bostrom & Heinen, 1977) reinforces this view by highlighting the 
interdependencies between technological infrastructure and social systems. Effective IS interventions must 
be designed with attention to both technological affordances and organizational practices.  

Public digital services in Finland, such as those provided by Migri and other e-government platforms, aim 
to streamline processes for integration and support. However, sociotechnical misalignments, such as non-
intuitive interfaces, insufficient language support, or opaque decision-making, can exacerbate exclusion 
(Pethig & Kroenung, 2019). These frictions are not just usability issues but are deeply entangled with power, 
representation, and institutional legitimacy. This is particularly evident in trauma-affected populations, 
where design assumptions embedded in digital systems may fail to account for users’ psychological and 
emotional states. The emerging concept of trauma-informed design, initially rooted in healthcare and 
public policy, is mostly discussed in the human-computer interaction (HCI)-discipline and related fields 
(Chen et al., 2022; Randazzo et al., 2023). These approaches build on the U.S. Substance Abuse and Mental 
Health Services Administration’s (SAMHSA) framework, which defines trauma-informed care as grounded 
in six key principles: safety, trustworthiness, collaboration, peer support, empowerment, and cultural 
responsiveness. Trauma-informed design recognizes that technology can inadvertently re-trigger trauma 
or reinforce marginalization, particularly when systems are rigid, opaque, or culturally insensitive (Chen et 
al., 2022). For example, systems that require repeated disclosure of personal information or that ignore 
cultural preferences in interface design may exacerbate feelings of disempowerment. Chen et al. (2022) 
argue that trauma-informed systems must shift away from a "default user" model and instead incorporate 
adaptive, respectful, and emotionally supportive design strategies. Furthermore, there is a need for 
participatory methods, peer support features, and culturally aware moderation in digital platforms; 
principles that can be adapted to public-sector IS (Randazzo et al., 2023). 

Within the IS field, these ideas intersect with calls for contextualized design and inclusive innovation 
(Kvasny, 2006). There is growing recognition that generic design frameworks and adoption models (e.g., 
the technology acceptance model) fall short in explaining the behavior of marginalized users, particularly 
those affected by displacement and trauma (Andrade & Doolin, 2016; Pethig & Kroenung, 2019). Scholars 
such as Venkatesh & Sykes (2013) have thus advocated for a more situated understanding of user needs, 
taking into account power dynamics, stigma, and social identity. Against this background, the e-
government maturity model (Layne & Lee, 2001) offers insight into how refugee-related IS evolve. This 
model identifies stages of development from cataloguing services to full integration and citizen-centricity. 
While Finland is considered a leader in digital government, questions remain about the inclusiveness of its 
platforms for non-native users or those with complex legal and personal histories. Schreieck et al. (2024), 
in their study of the Integreat platform in Germany, illustrate how openness, network effects, and 
modularity can foster refugee agency, but only when systems are actively co-designed with end users and 
embedded within supportive ecosystems. Finally, emerging IS research also highlights innovative solutions, 
such as AI-powered translation tools, adaptive chatbots, and community-driven platforms, which offer 
promise for improving accessibility (AbuJarour, 2022). However, the implementation of such technologies 
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must be tempered by attention to trauma sensitivity, user trust, and systemic accountability. In sum, the IS 
literature provides a set of theories for understanding refugee integration, yet significant gaps remain. 
Trauma-informed design remains under-theorized in IS scholarship, and few studies empirically examine 
how refugees’ past experiences shape their interactions with digital systems. Understanding the theories 
related to the digital information divide, sociotechnical systems, allows organizations and governments to 
develop more inclusive and effective information strategies to better integrate and manage refugees. The 
long-term implications of the TPD remain uncertain. Overcoming existing challenges and capitalizing on 
new opportunities will be key to ensuring equitable information access to verified information and 
increasing accessibility and participation in the Finnish information system. 

Conceptual Framework 
This study integrates digital divide theory and trauma-informed design principles to create a novel 
framework for understanding and improving refugee-facing IS. Digital divide theory, which has evolved 
from focusing solely on access disparities (first-level divide) to encompassing digital skills (second-level) 
and outcome inequalities (third-level), highlights how refugees face barriers beyond infrastructure, 
including linguistic, cultural, and institutional constraints (van Dijk, 2013; DiMaggio & Hargittai, 2001; 
Warschauer, 2003). In highly digitized environments such as Finland’s, second- and third-level divides 
become especially significant, as access alone does not guarantee meaningful participation (Venkatesh & 
Sykes, 2013). Trauma-informed design emphasizes safety, trustworthiness, collaboration, peer support, 
empowerment, and cultural responsiveness (Chen et al., 2022; Randazzo et al., 2023). Applied to IS, it 
ensures that efficiency and usefulness do not override empathy, and that systems are sensitive to users’ 
psychological readiness, emotional safety, and socio-cultural identities. This integration advances digital 
divide theory by emphasizing psychological readiness and trust in digital inclusion, while expanding 
trauma-informed design to address how institutional structures and governance affect refugees. This dual 
lens informed the research design, data collection, and analysis by examining both technical barriers and 
affective dimensions of system use. Specifically, it enabled the study to identify how authentication 
requirements, language interfaces, and bureaucratic opacity interact with trauma-related vulnerabilities to 
either bridge or deepen divides.  

Methodology 

Interview Participants and Recruitment 

For our study, we conducted online interviews with 35 Ukrainian refugees from 22 cities in Finland using 
Google Meet, Microsoft Teams and offline meetings in Ukrainian and Russian languages. Our study 
population includes Ukrainians over the age of 18 who have fled to Finland and have been granted 
temporary protection status since February 2022. To ensure a robust and inclusive dataset, we adopted a 
purposive sampling strategy guided by the principle of theoretical saturation. Saturation was achieved after 
25 interviews, as no substantially new themes were emerging. However, an additional 10 interviews were 
conducted to honor previously established recruitment commitments and to enhance the demographic and 
experiential diversity of the sample. These additional interviews allowed for broader representation across 
key variables, including age, geographic region within Finland, and accommodation type (e.g., reception 
center vs. independent housing), thereby enriching the analytical depth and contextual validity of the study 
(Fusch & Ness, 2015; Rowlands et al., 2016). We selected and recruited interview participants through 
multiple channels, combining both in-person outreach and digital communication. One strategy involved 
collaboration with intermediaries—individuals of Ukrainian origin volunteering as interpreters and support 
personnel for refugees in Finland—who distributed study information and invited potential participants to 
take part. In addition to these in-person efforts, recruitment was supported through online announcements 
posted in Ukrainian-language WhatsApp and Telegram groups, which provided details about the project 
and contact information for interested individuals. One of the project researchers, who is a Ukrainian 
refugee, also facilitated recruitment through personal networks. Furthermore, a snowball sampling 
approach was employed, as some participants referred friends and acquaintances who met the study 
criteria. While our approach shares similarities with thematic analysis, we explicitly adopted qualitative 
content analysis (Mayring, 2014) because it provided a systematic framework for combining deductive 
coding, guided by digital divide theory (van Dijk, 2013; Warschauer, 2003) and trauma-informed design 
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principles (Chen et al., 2022; Randazzo et al., 2023), with inductive coding to capture context-specific 
patterns emerging from the interviews. This method allowed us to develop categories and themes in a 
structured manner while maintaining flexibility to integrate unanticipated insights. The coding schema 
presented in the appendix A. Participants represented all parts of Ukraine (north, south, east, west, center), 
including large cities and small towns. They came from cities such as Donetsk, Mariupol, Kharkiv, Kherson, 
Dnipro, Zaporizhzhia, Kyiv, Odesa, Chernihiv, Khmelnytskyi, Ivano-Frankivsk, Mykolaiv, Kropyvnytskyi, 
Luhansk, Sumy, Poltava, Kupiansk, Berdiansk, Nikopol, Pokrovsk, Melitopol, Vinnytsia, Chernivtsi, Lviv 
and Sievierodonetsk. The age of Ukranians ranged from 20 to 63 years old. Distribution by age groups: 20-
29 years (11 percent), 30-44 years (62 percent), 45-59 years (22 percent) and 60 years and older (5 percent). 
Throughout the paper and our data analysis, we distinguish recruited interviewees in the following way: 
interviewees are mentioned only under the participant number, for example: (U1). Each interviewee's 
number is mentioned in all subsequent references to individual interviews. 

Data Collection and Interview Guide 

The interview guide was informed by digital divide theory (van Dijk, 2013; Warschauer, 2003) and trauma-
informed design (Chen et al., 2022; Randazzo et al., 2023), with the aim of examining both access-related 
and affective dimensions of refugee interactions with public IS. Digital divide theory shaped our decision 
to recruit participants across varied age groups, geographic regions, and digital skill levels, ensuring 
representation of infrastructure, skills, and usage divides. Trauma-informed design influenced our 
methodological safeguards, such as offering participants the choice of interview language, the option of 
online or offline interviews, and a two-researcher team structure to ensure emotional safety during sensitive 
discussions. Questions (in total 14 open-ended questions) addressed participants’ experiences using digital 
tools for integration-related tasks—such as accessing housing, employment, or education—and explored 
challenges related to language, usability, emotional stress, and perceived inclusivity. This structure enabled 
the identification of systemic barriers as well as design shortcomings that may affect the psychological well-
being and agency of refugees.All interviews were conducted between February 1 and April 8, 2025 and 
lasted between 25 minutes and 60 minutes. They were video and audio recorded, then fully transcribed and 
translated into English and coded accordingly. Prior to the interviews, all participants received an 
information about the study and links to official information. The recordings of the interviews were 
transcribed and translated from Ukrainian and Russian into English. In addition, we translated information 
materials and consent forms (i.e., containing general information about the research design, voluntary 
participation, participants' rights regarding refusal, researcher's obligations regarding data storage, etc.) 
into Ukrainian. All respondents were informed that participation in the interview was voluntary and that 
the information they provided would be processed anonymously and at an aggregate level so that 
individuals could not be identified. Interview participants were also told that participation was voluntary, 
that information that could identify them would not be used in the report, and that we would ensure their 
anonymity and privacy. Throughout the analysis, we endeavored to handle the interview data in a way that 
guaranteed confidentiality.  

Since one of the researchers was fluent in Ukrainian and Russian, respondents could choose the language 
of the interview - English, Ukrainian or Russian. All interviews were recorded so that the researchers could 
listen to them later for more detailed notes. Transcriptions were transcribed using Transkriptor1, a digital 
tool for converting video and audio to text. The transcripts were originally in the original language 
(Ukrainian or Russian) and then translated into English using DeepL2. Based on the notes and transcripts, 
the researchers prepared 8–10-page summaries for each interview. These summaries were reviewed by the 
research team in a four-phase collective analysis in April 2025. A difficult topic for Ukrainians was the 
experience of trauma due to relatives and friends remaining in Ukraine, a transferable trauma experience. 
Thus, it was important for the project researchers to be prepared for the emotional reactions of Ukrainian 
refugees. All the research participants saw the interviews as a good opportunity to share their needs and 
experiences so that we can communicate this to the Finnish authorities and help others in their new life in 
Finland. 

 
1 https://transkriptor.com/  
2 https://www.deepl.com/de/translator  

https://transkriptor.com/
https://www.deepl.com/de/translator
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Data Analysis 

We conducted qualitative analysis of the transcribed interviews using Atlas.ti, a computer-assisted 
qualitative data analysis software, following Mayring (2014) guidelines for qualitative content analysis. 
Deductive coding was informed by our interview guide, which was developed based on key concepts of 
digital divide theory (van Dijk, 2013; Warschauer, 2003) and trauma-informed design (Chen et al., 2022; 
Randazzo et al., 2023). Inductive codes emerged directly from participants’ narratives, capturing context-
specific insights that extended or refined the theoretical framework. These theoretical foundations shaped 
the initial coding framework, enabling us to identify patterns consistent with existing knowledge. In 
parallel, we applied inductive coding to uncover new, unanticipated themes emerging directly from the 
data, ensuring that context-specific experiences and insights beyond the initial framework were captured. 
The two authors independently coded the interviews, after which coding results were compared and 
discussed. The coding schema combines 10 deductive categories drawn from digital divide theory 
(information sources, technology solutions innovations, access to essential services, employment 
opportunities, legal and immigration) and trauma-informed design (mental health and wellbeing, 
communication and cultural integration, challenges and barriers, language and education, community and 
social participation) with six inductive codes that emerged from the data (community support, 
language/translation challenges, psychological stress and uncertainty, volunteer/church assistance, AI and 
quick information retrieval, hybrid online-offline events), producing a total of 16 codes. Once coding was 
complete, related codes were grouped into categories that reflected common patterns in the data. These 
categories were iteratively reviewed and refined into themes and sub-themes through collaborative analysis 
sessions. This process ensured that the thematic structure was both grounded in empirical data and 
theoretically informed, capturing the intersection of refugees’ lived experiences and the socio-technical 
systems shaping their integration. This collaborative process was intended to enhance the reliability of the 
findings and minimize the impact of individual bias. 

Results 
Trauma-informed IS design account not only for the individual vulnerabilities of refugees but also for the 
institutional and political environments that shape service delivery. Systems designed for efficiency may 
unintentionally replicate exclusionary dynamics if they do not address the broader socio-political structures 
that influence refugees’ access to resources and trust in public institutions. In this context, building socially 
just IS requires a dual awareness of both user needs and the governance landscapes in which digital IS 
operate (Wahlbeck, 2019). Overall, participants' experiences in Finland were consistently positive. 
Interviewees positively mentioned good and extremely appreciative feedback. In particular, the interviews 
emphasized the inclusion of Ukrainians in the decisions made and the information provided, e.g., in case 
of upcoming events. A reminder of the opportunity to participate in the interviews was also noted: “I'm so 
glad to take part in your research...” [U2]. The good treatment of people in Finland was also one of the 
reasons cited by respondents for coming here: “I am very grateful to Finland, to the volunteers, to the 
ordinary Finns…who helped us a lot…really the simple people Finns helps a lot with the furniture” [U25]. 

Moreover, some stated that they had previously dreamed of visiting Finland or had already been here as 
tourists or worked here. Some respondents noted that their decision to come to Finland was a conscious 
choice based on information received from other Ukrainian refugees who were already living in Finland or 
from searching for information on the internet. Some described how they went through the selection 
process: “I googled and ...we decided to come to this particular country...” [U7]. Other respondents could 
only leave via Russia because, as the interviewee explained, it was the only way to leave the city: “...we could 
only leave through Russia...” [U6] Ukrainians have a clear preference for online and primary sources, and 
describe effective ways to navigate channels and verify information. They regularly use official pages of 
humanitarian organizations, government social media and messaging apps and prefer these official groups 
(Migri, Info Finland, FinUA) over community or private social media groups: “I try to use trusted 
sites...Facebook groups are sometimes useful...” [U6]. The most used source of information on services for 
refugees is the Migri website (85% of Ukrainians mentioned in the interviews). It provides a high standard 
of accurate and timely information from government and humanitarian organizations, and responds to 
complaints/inaccurate information tracked to clarify requests with relevant sources (e.g., relevant 
ministries). In particular, refugees prefer to search, access, share and create information in hyperlocal and 
localized online groups. Table 1. shows information needs of Ukrainian refugees in Finland. 



 Toward Trauma-Informed Information Systems for Refugee Integration 
  

 Forty-Sixth International Conference on Information Systems, Nashville, Tennessee, USA 2025
 7 

Themati
c area  

Information 
needs 

Citations 

Websites, 
apps, or 
systems to 
get help or 
find 
informatio
n 

Legal and 
Immigration 
Information 
Rights and 
obligations 
under EU laws 
Registration 
process, 
residency 
status, ID 

“We started using the apps right away... on the site MIGRI...also on Facebook 
was 'Ukrainians in Finland' site, YLE news…” [U7] 
“I started looking for information on how to get settled... I found Telegram 
channels. 1. Finland to Ukrainians... they had a lot of information.” [U2] 
“Initially, I received absolutely all information either from some newly 
acquired Finnish acquaintances...from social workers.” [U3] 
“I have three groups of Ukrainians in …., Ukrainians in the … where social 
workers created a group...there are quite a few groups to support all”[U19] 
“I don't even know. Google, Google, Google, Google again. And it directs you to 
where you need to go.”[U8] 

Social Services “I even went to the social worker, asked to be booked into the doctors. The 
social worker called me in front of me.”[U26] 
“When we contacted the municipality, we used Google translate and we tried to 
explain on our fingers with gestures what we needed…It was a little confusing 
[U35] 

Employment 
Opportunities 
 
Job search 
platforms and 
career 
counseling 
Finnish labor 
laws and 
workers’ rights 

“I was looking on my own, I was advised where I could go. For example, 
Ukrainians here who have lived in Finland for quite a long time advised me 
where I could go for a while.”[U22] 
“We tried to find a job through the city and various sites, for example, such as 
Duunitory, but almost everywhere you needed to know Finnish.” [U7] 
“I was looking for a job at the same time, that is, I'm more interested in finding 
a job, but since the world crisis has affected Finland too, about four thousand 
enterprises have closed down here in the last three years.” [U9] 
“I started doing things a little differently, but it came later. You need to use 
official websites, you need to read, but then everything is clear.” [U8] 

Communi
cation 

Cultural and 
Community 
Integration 

“I was always helped. Many thanks to the Finns, to the local people, and to the 
Ukrainians in Finland for accepting us.” [U30] 
“It's hard for people to find communication to even try something.” [U14] 

Mental health 
and wellbeing 
 
Access to 
trauma 
support, 
psychological 
help 

“I was given a psychologist who specializes in traumatic cases. My loved ones 
were specifically looking for a Ukrainian-speaking, Russian or English  
psychologist.” [U31] 
“I realized, and so I was looking for some alternative opportunity or other. 
Then later, when I started college, I started seeing a psychologist.” [U3] 
“I asked the receptionist to arrange a meeting with a psychologist or someone 
who could professionally assess the depth of the problem.” [U6] 
“I think that all centers should ask and help with these…psychologists. They 
are needed not only for children without parents, but also.” [U17] 
“I was looking for it from some of our psychologists, who are online or at the 
meetings.” [U13] “In short, a psychologist should work with everyone.”[U35] 
“I didn't complain about medicine in my country, because I paid for it always. I 
didn't use free medicine, we have it too, free medicine, but I never used it. I 
had insurance, I also paid money separately, as if in case of some serious injury 
or some surgical case, I was insured by two insurances and I was not afraid of 
surgery, hospitalization…Here, too, it is possible to do all this for money 
quickly, qualitatively, well, also there within a week to pass the examination, 
cool. But, since our material and social situation is on the lowest order, since 
we are rabid, we use state medicine. Well, I can say, it is very qualified and very 
high quality. Stretched in time, everybody complains…But it's quality”  [U33] 
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Language and 
Education 
 
Where and 
how to take 
free language 
courses 
 
 
Schooling 
options for 
children and 
vocational 
education for 
adults 

“The language barrier had an impact, so it was quite difficult to get to a doctor 
when there was a need.” [U1] 
“It was not clear who to address, on what issue. It is not clear who should, well, 
who can explain.” [U7] 
“The only problem was that these sites were in Finnish or Swedish. Sometimes 
these sites were in English.” [U 9] 
“The difficulty was that we didn't understand the language, and Google 
translator quite often translated all the information incorrectly.” [U13] 
“I was looking for information, I asked my workers, okay, what should I do, 
what should I do...” [U7] 
“I had problems with my studies, because I could not go to a regular school, 
because I was already quite an adult.” [U11] 
“I graduated from the basic language, yes, and now I'm currently studying for 
the medical assistant”[U23] 
“I was sent to an intensive course. And now I am studying logistics.” [U15] 

Places to meet 
others, attend 
community 
events, groups 

“We also had help from groups on Viber. Ukrainians are all about yoga and 
helping us because we are Ukrainians.” [U6] 
“Church gave us food…when we came…it was very good, because the prices 
were too high” [U35] 

Faced 
challenges 
or 
difficulties 
when 
using 
websites 
or apps 

The biggest 
challenges, 
problem 

“The biggest problem is this… the psychological state, because my children 
have already started school and they don't want to go back.” [U7] 
“The biggest problem is healthcare and the ability to make an appointment 
with a doctor for a necessary treatment.” [U18] 
“The biggest problem initially was probably the lack of information. We did not 
understand how the system works.” [U8] 
“The biggest problem for me was the lack of information initially, as I already 
said. The biggest problem is the lack of structure, the lack of clear sources of 
this information.” [U27] 

Access to 
housing, 
healthcare, 
financial aid 

“I arrived, well, I stayed with a friend, because it was the middle of the week 
and we went the next day to the Red Cross and registered, but they said they 
didn't have any flat or place… I wish they had a free one.” [U26] 
“In short, word of mouth from other Ukrainians, I ask. On Facebook I looked 
at, well, well, that's kind of how it is. Well, I don't remember much, well, 
exactly, but there were no sites…there was nothing. It was the beginning, I 
understand. A large number of people came, the state needs to be 
promoted…Volunteers helped. At church. We went to church, had some 
food…” [U31] 

Bank account “I opened my card in March, when I arrived, because my Finns helped me, but 
it was impossible for others. If I remember correctly, because you could open 
the card only when you got a residence permit.” [U17] 
“But I also had an online banking account. But I didn't have any money there. 
They just told me to open an account.” [U14] 

Job center “Then they slowly coordinated us into an office where we could go and ask 
questions.” [U8] 
“well, as if they did not help anyone to do anything. They just ask, well, Here 
we go, Give us something, a schedule, a report. What do I need you for if you 
don't provide me with a job...You have a set of those occupations. Well, it's 
kind of like the state…The state pays you money for it. No, there's some kind 
of, uh…Nothing…The municipality helped. The municipality.” [U34] 
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Technolog
y could 
make life 
easier for 
refugees 
in Finland 

“I think that any application, any quality website is available in the language that you 
understand, when you don't have to stress and translate it, when you can just go and find all 
the necessary information there.” [U6] 
“It would be interesting to have some platform where you can find any information about the 
help of mining.”[U27] 

Table 1. Information Needs of Ukrainian Refugees in Finland 

Accessing and sharing response-related information is not without barriers, especially for young and elderly 
people. While this section notes an overall increase in the ease of access to information, there are still gaps 
in meeting the diverse information needs of refugees. In particular, the elderly and people with disabilities, 
have less access to information, face greater barriers in accessing and sharing information, and are 
consequently at greater risk: “...I lived with the Finns in the forest...it was hard to get anywhere...thank 
them for taking me once a month to the center...I knew nothing...I had no information...it was only after a 
year that I found out that it was possible to take Finnish language courses...it was a big problem...lack of 
information...”[U6]. Overall, the data from Ukrainians highlights specific information gaps and preferences 
of particular communities, including lack of trust in and unreliability of information on Facebook, little or 
no information in the first year of arrival, getting more information about mental health services and self-
employment. Thus, there is an ongoing critical need for targeted interventions and inclusive approaches to 
ensure equal access to necessary information for all refugees, including at-risk groups: “I think…that for 
people from the war experience…they need to ask and provide specialists, like psychologists…” [U11]. 

People from Ukraine rely heavily on word of mouth, often considering it more accessible than official 
channels, because of the difficulty in accessing and verifying information online. They are already familiar 
with social media and messaging applications, and even if they have cell phones and an Internet connection, 
they usually ask others to help them find information online. Few of them use the available IS, although 
most of them know of their existence from others: “It's mostly word of mouth, people who have been 
somewhere tell each other, that's how we find out.”[35] According to the interviews, people would like more 
information about temporary protection status, medical services, employment opportunities, daily life, 
mental health and self-employment in general. Most government services in Finland require strong 
authentication via the national electronic identification system (such as Suomi.fi). However, newly arrived 
refugees often struggle to obtain the necessary identification credentials, making it difficult to access 
healthcare, employment services, and even banking. The lack of design knowledge for bottom-up, while 
most digital participation tools are top-down (government-initiated), this study focuses on citizen-driven 
initiatives where stakeholders create and manage participation projects relevant to their communities 
(Becker, F., Siemon, D., & Robra-Bissantz, S., 2022). Additionally, while Finland offers free public Wi-Fi 
and widespread internet access, and some interviewees mentioned that public libraries and community 
centers were helpful in providing internet access and digital guidance. Main sources of information are 
described in Figure 1 

 
Figure 1. Participants IS 

The assessment revealed a rather high level of overall trust in official information sources: on average 85 
percent Ukrainians positively assessed the trust components of key sources. However, based on these 
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different assessments, we see an inherently contradictory picture of trust in information for refugees and 
host communities in Finland: “I trusted YLE news and Migri” [U9]. Ukrainians doubt the transparency of 
some sources, there is a consistent low understanding of who the source of information is or what 
organization is behind it, and a low sense of security regarding privacy protection: “sometimes I can find  a 
lot of information on Facebook…but I can't trust it a lot” [U31]. Perception and evaluation of information 
about various services related to reception, settlement and integration in Finland is confusing and 
discouraging due to the involvement of multiple authorities with overlapping jurisdictions and multiple 
sources of information that sometimes contradicted each other. General assessment of information 
problems and descriptions of the main sources Ukrainians use to find information. After analyzing and 
assessing whether Ukrainians had sufficient information about specific services related to their stay in 
Finland, we can provide the positive experiences. Volunteers have played a key role in helping people settle 
in: "Before we arrived, we were afraid. A Finnish volunteer called and wrote to us every day. She told us we 
should come and she would help with everything."[U5]. The biggest help came from the Finnish people: 
“They helped with housing, documents, clothes, food, furniture, information and medicine.”[U26].  

Access to psychological support is available: "We have a psychologist at our vocational school. If necessary, 
we can use an interpreter."[U32]. Many expressed gratitude to Finland: “I am very grateful to the people of 
Finland.”[U7]. Overcrowded housing is a common problem, but not prioritized in reception centers. It’s 
very important and  should be taken into account for future providing trauma-informed design in the 
reception centers: “first year it was very difficult…when you had a stress after war…then you can't 
understand nothing….you have a lot of problems with documents…you don't know with whom you need to 
communicate…and you can't communicate….and plus all of this you need to leave in one flat with unknown 
people…with different problems, you know….it was very hard for me….”[U8]. “There should be a centralized 
information platform for Ukrainians from day one. It should include: step-by-step information on what to 
do after arrival and what not to do. Resources nearby (e.g., where to get free food, location of pharmacies, 
etc.).”[U17] Many Ukrainians talked about everyday life: “The ability to integrate is critical. Those who really 
want to become part of Finnish society should be given the chance. Temporary protection and hopelessness 
from thinking about it...every day...We think about it every day. It bothers us all the time.”[U6]. “Finding 
housing is a challenge. Professionals need to be allocated to help with accommodation when transitioning 
to a municipality”.[U33]. Human factors affect integration: “Sometimes counselors don't want to help. After 
receiving kotikunta I waited three months to open a bank account. No one helped.”[U18]. A driver's license 
is essential: “It is almost impossible to live in Finland without a driving license.”[U24] 

The Finnish language presents significant challenges for Ukrainian refugees, with many facing language 
barriers that hinder their employment and social integration. Common difficulties include a lack of fluency 
in Finnish or English, which limits access to education, the labor market, and essential public services. The 
need for information in Ukrainian or Russian is also critical, as refugees struggle to adjust to Finnish 
cultural norms and values, navigate differences in social systems and work practices, and face social 
isolation. Building relationships with locals is often challenging, and many refugees experience difficulties 
securing stable housing. Reception centers, frequently located in remote areas, limit access to essential 
services and job opportunities, while long waiting periods for permanent housing, housing shortages in 
urban areas, and a complex welfare and integration system further complicate their situation. 
Misinformation, often spread through informal networks rather than official channels, adds to the 
confusion and lack of clarity regarding rights and services (Bergmanis & Pinnis, 2022; ELY-keskus, 2025; 
Finnish Red Cross, 2025). Limited access to national e-identification systems as an infrastructure access 
barrier (first-level digital divide). Dependence on hyperlocal digital networks despite official IS availability 
as a sign of usage-level inequality rooted in trust deficits. Reliance on word-of-mouth and informal social 
media groups due to language barriers as a skills and usage divide (second- and third-level divides). 
Dependence on hyperlocal digital networks despite official IS availability as a sign of usage-level inequality 
rooted in trust deficits. We now also identify findings that align with trauma-informed principles: lack of 
multilingual onboarding is interpreted as undermining empowerment and cultural responsiveness 
(Randazzo et al., 2023). Participants in our study predominantly accessed legal and immigration-related 
information through informal channels such as Telegram groups, Facebook communities, and Google 
searches. Refugees often initiated contact with social workers, rather than being proactively reached out to, 
and while some successfully accessed psychological care through municipal services, others struggled due 
to language barriers, often relying on tools like Google Translate or non-verbal communication. Job-seeking 
was largely self-directed, with refugees using platforms like Barona, Duunitori, and TE-toimisto, often 
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guided by advice from other Ukrainians, but limited proficiency in Finnish restricted their opportunities. 
Refugees also faced bureaucratic inefficiencies and economic downturns, highlighting the need for 
personalized, multilingual career counseling and more accessible transitional employment. Churches and 
local ethnic communities played a crucial role in facilitating integration, providing emotional, social, and 
practical support where institutional structures fell short. Mental health care, particularly trauma-informed 
services in Ukrainian, Russian, or English, was identified as a significant need, with many refugees 
expressing that these services should be routinely available to all, not just those who request them. The lack 
of structured, multilingual information was seen as a primary barrier to successful integration, with 
widespread demand for a centralized, user-friendly digital platform that consolidates resources across legal, 
social, educational, and health domains. Additional challenges included uncertainty about residency status, 
limited access to housing, and inefficiencies in job centers. Effective integration requires improving 
language support, ensuring accessible services, and fostering collaboration between NGOs, government 
bodies, refugees and local communities to enhance the well-being and adaptation in Finland. 

Discussion 
Our study revealed significant disparities, coupled with a lack of important information provided during or 
after arrival, resulting in unmet informational and support needs among Ukrainians living in Finland. This 
highlights the need for socio-technical alignment between IS design and refugees' lived realities (Andrade 
& Doolin, 2016), underscoring previous findings that access to digital infrastructure alone is insufficient for 
equitable participation (DiMaggio & Hargittai, 2001; Warschauer, 2003). In addition, our finding are 
particularly relevant given that many Ukrainians express a desire to settle in Finland long-term, as 
evidenced by recent interviews. Additionally, the reliance on informal information channels, as noted in 
other international studies (Finnish Ministry of the Interior, 2024), exacerbates this issue. Urgent changes 
are needed to improve services and facilitate refugee access to support systems. While there is substantial 
information available online in Ukrainian and Russian, created by various organizations, it does not seem 
to reach all refugees. This observation resonates with concerns that fragmented digital ecosystems without 
integration strategies (Layne & Lee, 2001; Schreieck et al., 2024) risk reinforcing digital inequalities rather 
than mitigating them.  Efforts to improve the dissemination of this information should begin at the moment 
of arrival, such as during registration at reception centers, and extend to medical institutions and schools. 
Psychiatrist Arash Javanbakht emphasizes the critical need for mental health support for Ukrainian 
refugees, highlighting the high risk of PTSD, depression, and anxiety among displaced individuals, 
including children (Javanbakht, 2022). He underscores that trauma-related symptoms often persist long 
after physical safety is secured, and calls for mental health care to be prioritized in host countries, offering 
practical strategies for implementation (Javanbakht, 2022). 

Similarly, our study participants, consistent with findings from other research (Kulmala, 2024), expressed 
a strong need for information and support regarding communication in healthcare settings. Many reported 
that their attending physicians used telephone interpreters, while some refugees questioned the 
effectiveness of complaints, doubting the resolution of their issues or feeling it contradicted the belief that 
they should be grateful for assistance. It is crucial to recognize that refugees differ from traditional migrants 
(AbuJarour et al., 2021), which necessitates understanding the unique communication challenges they face. 
These findings align with trauma-informed design principles (Chen et al., 2022; Randazzo et al., 2023), 
which stress that emotional safety, trust, and agency must be built into all refugee-facing IS. Digital 
communication is central to Ukrainians’ experiences, and it is important to acknowledge the risks 
associated with digital platforms. The proliferation of large online groups formed during the refugee influx, 
with membership now numbering in the thousands, raises concerns about the safety and privacy of personal 
information. This again highlights the need for trauma-sensitive moderation and adaptive governance 
mechanisms in IS (Chen et al., 2022). As these groups grow, it becomes harder for users to track their 
transformation from small, trusted circles to large, impersonal communities. Refugees, initially 
comfortable sharing personal details within these groups, may continue to do so until they no longer feel 
safe. Numerous studies address the key barriers to the labor market integration of Ukrainians, such as 
limited language proficiency, lengthy qualification recognition processes, and skill-job mismatches 
(Duszczyk et al., 2023; European Union Agency for Fundamental Rights, 2023; Fóti, 2024; Fóti et al., 
2023). Notably, care responsibilities are a significant factor, particularly among Ukrainian women, many 
of whom are accompanied by children or elderly family members who require additional support. Language 
barriers were cited by all interview’s participants, and for those seeking employment, the most frequent 
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challenge was finding only temporary work. This barrier is not unique to Finland but is reported across 
various countries. In France, for instance, language difficulties are identified as the primary obstacle to 
labor market access, with only 11,000 of 85,000 adult arrivals attending French language courses by 
November 2022. The lack of language proficiency also negatively affects highly skilled refugees, who 
experience social decline due to insufficient language skills. In Romania, 88% of respondents cited language 
as a barrier (Fine, 2019), and in Sweden, 85% of jobseeker respondents mentioned it as a significant 
challenge. Similarly, Germany faces inefficiencies in processing asylum applications due to a fragmented 
system involving various agencies and disparate IT systems. Prior to the FLORA initiative, information 
exchange relied on inefficient Excel-based lists (Amend et al., 2025).In countries where English is widely 
spoken (e.g., Ireland and Malta), English proficiency can facilitate labor market access. In Finland, English 
knowledge is particularly helpful in professions such as information technology, where Finnish is not always 
required. Similarly, in Luxembourg, English-speaking refugees, as well as those proficient in French or 
German, experience easier integration. However, in Greece, the lack of English proficiency, particularly 
among older refugees, is considered one of the greatest barriers to labor market access. In Malta, the 
absence of English skills, even among educated and experienced older refugees, hinders their ability to find 
work. English proficiency may also influence refugees' country choices, particularly among younger 
individuals. In Finland, a B1 level of Finnish is generally required for most employment, including for highly 
skilled workers. Through a series of expert interviews, we gained valuable insights and user stories 
regarding the integration experiences of Ukrainian refugees in Finland. These interviews helped identify 
key requirements for developing IS that can support efficient integration processes. We also explored the 
potential role of digital platforms in facilitating refugee participation and integration, with an emphasis on 
trauma-informed design.  

The findings both exemplify digital divide theory (van Dijk, 2013; Warschauer, 2003) by showing how 
infrastructure access (e.g., free Wi-Fi, national e-ID systems) failed to yield meaningful use due to 
authentication hurdles, language barriers, and fragmented service pathways, and extend trauma-informed 
design (Chen et al., 2022; Randazzo et al., 2023) by highlighting the need for multilingual, low-cognitive-
load, culturally responsive interfaces—along with centralized, step-by-step platforms and proactive 
outreach—from the very first point of arrival. The reliance on informal networks over official IS, barriers 
from language and authentication requirements, and the emotional toll of bureaucratic opacity are not just 
practical challenges, they directly illustrate how trauma amplifies second- and third-level digital divides, 
challenging the assumption that access equates to meaningful use. Trauma-informed perspectives expand 
digital divide theory from a focus on infrastructure, skills, and usage toward a holistic model that also 
incorporates trust, safety, and autonomy as prerequisites for inclusion. Our research contributes to the 
growing field of bottom-up, digitally mediated refugee participation. This complements previous calls for 
more participatory, inclusive, and context-sensitive digital government initiatives (Schreieck et al., 2024; 
Vassilakopoulou & Hustad, 2023), moving beyond purely administrative logic toward empowerment and 
co-creation. Our findings stress the importance of tailoring IS environments to meet individual needs, 
especially by allowing refugees to self-select and use digital tools. This level of autonomy is challenging to 
achieve in top-down systems, which often prioritize administrative control over user agency. This aligns 
with self-determination theory (Ryan & Deci, 2000), which posits that autonomy, competence, and 
relatedness are essential for meaningful participation. Among Ukrainian refugees, the desire to contribute 
to their host communities and actively shape their futures underscores the need for participatory systems 
that are structured yet flexible enough to support these psychological needs. According to our deep 
interviews we can provide the next recommendations: 

1) Provide immediate access to multilingual information from day one. All Ukrainians arriving in Finland 
should have access to essential information in their own language from their first day in the country. Early 
access to information is totally important for enabling informed decision-making and effective integration 
for unaccompanied adults, individuals with war experience trauma and elderly people who may face 
misunderstandings situations due to digital challenges and language barriers. Important information 
should be available both online and offline, using accessible formats such as printed information, telephone 
helplines, in-person consultants and community events. Moreover, Ukrainian refugees and local Finnish 
communities should be actively involved in co-designing, creating and delivering information services. 

2) Provide information on data protection and rights. Fear of the future and misinformation about how 
personal data is used can discourage refugees from registering for services or engaging with authorities. It 
is essential to develop clear, culturally appropriate materials and training courses that explain how personal 
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data is collected, stored and used by Finnish authorities and different types of organizations. These efforts 
should prioritize online and offline communication, including forums and community discussions, where 
Ukrainians can ask questions and express concerns. This approach can reduce fear and misconceptions, 
build trust line and improve access to necessary social and legal support systems. 

3) Strengthen coordination between official media channels, services, and communities. A well building 
informational system is needed to ensure that accurate and accessible information about refugee support 
reaches both parts, people and host communities. This requires better coordination between government 
authorities, non-government organizations and official media channels to produce and provide clear and 
understandable information. Suggested actions include: organizing regular coordination meetings with 
local authorities and organizations across all Finnish municipalities, not only in Helsinki region; creating 
database of expert contacts and distributing this information through verified channels to support refugee 
information needs; creating simple, easy-to-understand audio and video content through official platforms 
that reflect the priorities and concerns of Ukrainian refugees; establishing a monitoring system to detect 
and respond to misinformation, which can reveal key information gaps and emerging community concerns. 

4) Provide mental health and psychosocial support for people with war backgrounds. It’s totally important 
for Ukrainians arriving in Finland with experienced trauma due to war, loss, and displacement to provide 
access to mental health and psychosocial support from day one. It must be a priority and should be made 
available immediately upon arrival in country or during first month. Services should be designed with 
trauma-informed designed framework, culturally sensitive, providing in the refugees language.  

5) Clarify long-term plans for people under temporary protection. It is critically important to provide clear, 
transparent information guidance on the TPD and future opportunities and obligations for Ukrainians, who 
planning to stay at country permanently. This step-by-step way can include information on easiest way from 
temporary protection to permanent residency. Establishing structured and clear planning procedures will 
enable refugees to make informed decisions about their futures and actively participate in building a life in 
Finland. Our design recommendations offer actionable guidance for building IS that facilitate inclusive, 
participatory integration in the everyday lives of migrants. Methodologically, our work demonstrates the 
value of integrating social science approaches with a design-oriented research paradigm. This combination 
enables the creation of testable, practice-oriented design knowledge. Through future implementation and 
empirical evaluation, this prescriptive knowledge can further enhance its validity and practical relevance, 
ultimately contributing to the development of more inclusive and effective IS for refugee integration. 

Limitations 
This study provides rich, qualitative insights into the experiences of Ukrainian refugees interacting with IS 
in Finland; however, several limitations should be acknowledged to situate its findings. First, as a 
qualitative study based on in-depth interviews, the results are not necessarily generalisable to all Ukrainian 
refugees in Finland or to other refugee populations in different national contexts (Andrade & Doolin, 2016). 
Instead, the findings offer context-specific understandings that may inform theory-building and guide 
future comparative research. Second, recruitment through community networks, online messaging groups, 
and snowball sampling may have introduced sampling bias toward participants who are more digitally 
connected, socially active, or engaged with support networks (Fusch & Ness, 2015; Rowlands et al., 2016). 
While the sample was geographically diverse across Finland, it may underrepresent refugees in more 
isolated settings, those with limited digital literacy, or those disengaged from community structures 
(Vassilakopoulou & Hustad, 2023).  

Conclusions 
Integration of refugees into the host society is a complex and important process that increasingly relies on 
IS. In Finland, the use of IS to manage refugee integration has significant potential: such systems can help 
optimize service delivery, improve communication between stakeholders and support the development of 
policies based on data analysis. However, the digital transition also poses a number of ethical, technical and 
social challenges. Refugees often face barriers such as lack of information, limited digital literacy, language 
barriers and unequal access to information technology, which can increase their marginalization (Andrade 
& Doolin, 2016; DiMaggio & Hargittai, 2001; Vassilakopoulou & Hustad, 2023). At the same time, public 
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authorities and service providers face challenges in adapting technological tools to inclusive, people-
centered approaches to integration. Given the specificities of different contexts, IS in each case face unique 
ethical challenges that need to be taken into account. In addition, the practical implementation of IS for 
refugee management in humanitarian settings remains a challenge. In this context, it is particularly 
important to integrate ethical principles into IS designed to manage refugee-related issues. These principles 
should inform both the design and development of such systems in order to mitigate potential risks. While 
general ethical standards are often present in modern systems, they are often too abstract for real-world 
implementation. To have a tangible effect, these principles need to be translated into concrete technical and 
organizational measures that can be implemented by the developers and designers of such tools. This article 
examines the role of IS as tools to facilitate accessibility, integration management, and as potential sources 
of barriers to this process in Finnish society. Key opportunities for effective implementation and use of IS 
are identified, emphasizing the importance of ethical design, cross-organizational collaboration, and 
context-sensitive implementation of information. Bridging the digital divide requires a deep understanding 
of the refugee experience and a commitment to equity in IS. 

The findings from this study highlight that Ukrainian refugee in Finland navigate a fragmented and 
linguistically inaccessible support system, often turning to informal networks and digital tools to meet their 
information and integration needs. Despite the availability of official resources, barriers such as limited 
language options, bureaucratic complexity, and inconsistent service provision significantly hinder access to 
legal guidance, employment opportunities, healthcare, and education. The widespread reliance on social 
media, word-of-mouth communication, and volunteer-led initiatives underscores the inadequacy of 
institutional outreach and the urgent need for more user-centered, multilingual public services. To foster 
more effective integration, Finnish authorities and partner organizations must prioritize the development 
of centralized, multilingual digital platforms, expand culturally and linguistically competent mental health 
and interpretation services, and actively engage community-based actors in the design and delivery of 
services. By acknowledging and integrating the informal support structures already in use by refugees, 
public systems can become more inclusive, responsive, and adaptive to the real needs of displaced 
populations. These insights are essential for shaping more equitable and sustainable integration strategies 
in Finland and across other European host countries. 

This study provides important and new information about the IS of Ukrainians in Finland, gaps in the IS 
and emerging information and support needs from the perspective of perspective and better integration 
into Finnish society. Participants' experiences in Finland were predominantly positive, especially because 
of the mentality and assistance of individual Finnish citizens and the high quality of services. Nevertheless, 
differences in IS regarding responsibilities, structure, distribution channels, and quality of services for 
Ukrainian refugees in Finland affect their accessibility and utilization of services. Dissemination of 
information immediately after the arrival of Ukrainians in Finland is a crucial step for the subsequent 
successful integration. Educational activities and overcoming the language barrier are necessary for 
successful integration, but for persons with temporary protection status there is an acute need related to 
temporary protection status. Ukrainians who participated in the interviews were extremely grateful to 
Finland and wanted to be heard about the seriousness of this problem. This inclusive approach will foster 
greater trust, integration, and mutual understanding between refugees and host communities (Safarov, 
2024). By implementing these measures, Finland can ensure that Ukrainians not only receive essential 
services but also actively participate in shaping the policies and programs that affect their lives.  

References 
AbuJarour, S. (2022). Integration Through Education: Using ICT in Education to Promote the Social 

Inclusion of Refugees in Germany. Journal of Information Systems Education, 33(1), 51–60. 
AbuJarour, S., Ajjan, H., Fedorowicz, J., & Köster, A. (2021). ICT Support for Refugees and Undocumented 

Immigrants. Communications of the Association for Information Systems, 48(1). 
https://doi.org/10.17705/1CAIS.04840 

Amend, J., Feulner, S., Rieger, A., Roth, T., Fridgen, G., & Guggenberger, T. (2025). How Germany 
Successfully Implemented Its Intergovernmental FLORA System. MIS Quarterly Executive, 24(1). 
https://aisel.aisnet.org/misqe/vol24/iss1/8 

Andrade, A. D., & Doolin, B. (2016). Information and Communication Technology and the Social Inclusion 
of Refugees. MIS Quarterly, 40(2), 405–416. 



 Toward Trauma-Informed Information Systems for Refugee Integration 
  

 Forty-Sixth International Conference on Information Systems, Nashville, Tennessee, USA 2025
 15 

Bergmanis, T., & Pinnis, M. (2022). From zero to production: Baltic-Ukrainian machine translation 
systems to aid refugees. arXiv. https://arxiv.org/abs/2209.14142 

Bostrom, R., & Heinen, J. (1977). MIS Problems and Failures: A Socio-Technical Perspective PART 1: THE 
CAUSES. Management Information Systems Quarterly, 1(1). 
https://aisel.aisnet.org/misq/vol1/iss1/9 

Chen, J. X., McDonald, A., Zou, Y., Tseng, E., Roundy, K. A., Tamersoy, A., Schaub, F., Ristenpart, T., & 
Dell, N. (2022). Trauma-Informed Computing: Towards Safer Technology Experiences for All. 
Proceedings of the 2022 CHI Conference on Human Factors in Computing Systems, 1–20. 
https://doi.org/10.1145/3491102.3517475 

DiMaggio, P., & Hargittai, E. (2001). From the “digital divide” to “digital inequality”: Studying internet 
use as penetration increases (Working Paper). Princeton University, Center for Arts and Cultural Policy 
Studies. 

Duszczyk, M., Górny, A., Kaczmarczyk, P., & Kubisiak, A. (2023). War refugees from Ukraine in Poland–
one year after the Russian aggression. Socioeconomic consequences and challenges. Regional Science 
Policy & Practice, 15(1), 181–200. 

ELY-keskus. (2025). Etusivu—Ely—ELY-keskus. https://www.ely-keskus.fi/etusivu 
European Commission. (2023). EU Solidarity with Ukraine: One year of temporary protection for people 

fleeing Russian aggression against Ukraine - European Commission. 
https://enlargement.ec.europa.eu/news/eu-solidarity-ukraine-one-year-temporary-protection-
people-fleeing-russian-aggression-against-2023-03-09_en 

European Union Agency for Fundamental Rights. (2023, January 30). Fleeing Ukraine: Displaced people’s 
experiences in the EU | European Union Agency for Fundamental Rights. 
https://fra.europa.eu/en/publication/2023/ukraine-survey 

Fine, S. (2019). The integration of refugees in France. Publications Office of the European Union. 
https://data.europa.eu/doi/10.2861/942011 

Finnish Immigration Service. (2024). Immigration statistics 2023: The effects of international conflicts 
and of the economic downturn on immigration to Finland. Maahanmuuttovirasto. https://migri.fi/-
/maahanmuuton-tilastot-2023-maailman-konfliktien-ja-talouden-taantuman-vaikutukset-
maahanmuuttoon 

Finnish Ministry of the Interior. (2024). Report on Ukrainians who fled to Finland published. Finnish 
Government. https://valtioneuvosto.fi/en/-/1410869/report-on-ukrainians-who-fled-to-finland-
published 

Finnish Red Cross. (2025). Follow our work in helping people affected by the humanitarian crisis in 
Ukraine. https://www.redcross.fi/the-red-cross-is-helping-in-ukraine/ 

Förster, M., Klier, J., Klier, M., Schäfer-Siebert, K., & Sigler, I. (2022). Leveraging the Power of Peer Groups 
for Refugee Integration. Business & Information Systems Engineering, 64(4), 441–457. 

Fóti, K. (2024). Social impact of migration: Addressing the challenges of receiving and integrating 
Ukrainian refugees. Publications Office of the European Union. 

Fóti, K., Consolini, M., & Anzillotti, M. (2023). Promoting social cohesion and convergence: Barriers to 
employment of displaced Ukrainians. Publications Office of the European Union. 

Fusch, P. I., & Ness, L. R. (2015). Are we there yet? Data saturation in qualitative research. The Qualitative 
Report, 20(9), 1408. 

Huang, L. N., Flatow, R., Biggs, T., Afayee, S., Smith, K., Clark, T., & Blake, M. (2014). SAMHSA’s concept 
of trauma and guidance for a trauma-informed approach. Substance Abuse and Mental Health 
Services Administration. 

Javanbakht, A. (2022). Addressing war trauma in Ukrainian refugees before it is too late. In European 
Journal of Psychotraumatology (Vol. 13, Issue 2, p. 2104009). Taylor & Francis. 

Kulmala, M. (2024). Barriers to accessing social and health services in the context of older migrants in 
Finland. https://www.euro.centre.org/news/detail/5056 

Kvasny, L. (2006). Cultural (Re)production of digital inequality in a US community technology initiative. 
Information, Communication & Society, 9(2), 160–181. https://doi.org/10.1080/13691180600630740 

Layne, K., & Lee, J. (2001). Developing fully functional E-government: A four stage model. Government 
Information Quarterly, 18(2), 122–136. 

Mayring, P. (2014). Qualitative content analysis: Theoretical foundation, basic procedures and software 
solution. Social Science Open Access Repository. https://nbn-resolving.org/urn:nbn:de:0168-ssoar-
395173 



 Toward Trauma-Informed Information Systems for Refugee Integration 
  

 Forty-Sixth International Conference on Information Systems, Nashville, Tennessee, USA 2025
 16 

Myllylä, M., Pantti, M., & Kivijärvi, A. (2024). Participation paradox: Asylum seekers’ everyday 
participation in Finland. Nordic Journal of Migration Research, 15(2). 
https://doi.org/10.33134/njmr.686 

Pethig, F., & Kroenung, J. (2019). Specialized Information Systems for the Digitally Disadvantaged. Journal 
of the Association for Information Systems, 20(10). https://doi.org/10.17705/1jais.00573 

Randazzo, C., Scott, C. F., Bellini, R., Ammari, T., Devito, M. A., Semaan, B., & Andalibi, N. (2023). Trauma-
Informed Design: A Collaborative Approach to Building Safer Online Spaces. Companion Publication 
of the 2023 Conference on Computer Supported Cooperative Work and Social Computing, 470–475. 
https://doi.org/10.1145/3584931.3611277 

Rowlands, T., Waddell, N., & McKenna, B. (2016). Are we there yet? A technique to determine theoretical 
saturation. Journal of Computer Information Systems, 56(1), 40–47. 

Ryan, R. M., & Deci, E. L. (2000). Self-determination theory and the facilitation of intrinsic motivation, 
social development, and well-being. The American Psychologist, 55(1), 68–78. 

Safarov, N. (2024). Administrative literacy in the digital welfare state: Migrants navigating access to public 
services in Finland. Social Policy and Society, 23(4), 908–921. 

Schreieck, M., Wiesche, M., Usachova, O., & Krcmar, H. (2024). Digital Platforms for Social Inclusion: The 
Case of an Information Platform for Refugees. MIS Quarterly, 48(4), 1835. 
https://doi.org/10.25300/misq/2024/19277 

Sen, A. (1999). Development as Freedom. Knopf. 
van Dijk, J. A. G. M. (2013). A theory of the digital divide. In The Digital Divide. Routledge. 
Vassilakopoulou, P., & Hustad, E. (2023). Bridging digital divides: A literature review and research agenda 

for information systems research. Information Systems Frontiers, 25(3), 955–969. 
Venkatesh, V., & Sykes, T. A. (2013). Digital Divide Initiative Success in Developing Countries: A 

Longitudinal Field Study in a Village in India. Information Systems Research, 24(2), 239–260. 
https://doi.org/10.1287/isre.1110.0409 

Wahlbeck, Ö. R. (2019). National report on the governance of the asylum reception system in Finland. 
University of Helsinki. https://hdl.handle.net/10138/308974 

Warschauer, M. (2003). Technology and Social Inclusion: Rethinking the Digital Divide. The MIT Press. 
https://doi.org/10.7551/mitpress/6699.001.0001 

Zheng, Y., & Walsham, G. (2008). Inequality of what? Social exclusion in the e‐society as capability 
deprivation. Information Technology & People, 21(3), 222–243. 
https://doi.org/10.1108/09593840810896000 

 
This research was funded by the Research Council of Finland, decision number 365952. 
 
Appendix A. Coding Schema 
 

Coding 
type Code Description Citation Theme 

Deductive 
(digital 
divide 
theory) 

Information 
sources 

Platforms or 
channels used to get 
help or information 

“We started using the apps right 
away… on the site MIGRI...also on 
Facebook was 'Ukrainians in Finland' 
site” [U7] 

Accessibilit
y and 
usability 

Technology 
solutions 

Digital solutions to 
support integration 

“I use artificial intelligence very 
often…especially when studying, 
translating some text” [U7] 

Access to 
essential 
services 

Housing, healthcare, 
bank account, job 
center 

“I went to the reception center…had no 
possibility to get there myself” [U9] 

Employment 
opportunities 

Job search, labor 
laws, career 
counseling, TE-
toimisto registration 

“I registered there (TE-toimisto) as a 
job seeker” [U19] 

Systemic 
barriers 

https://doi.org/10.33134/njmr.686
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Legal & 
immigration 

Information about 
residency, TP, rights 
under EU law 

“We talked to the same immigrants... 
They were very thorough in telling us 
what to do, where to go, where to 
apply, and what websites to use.” [U1]” 

Trust and 
legitimacy 

Deductive 
(trauma-
informed 
design) 

Mental 
health and 
wellbeing 

Trauma support, 
psychological help 

“I was given a psychologist who 
specializes in traumatic cases” [U11] 

Trauma 
and 
emotional 
readiness 

Communicati
on and 
cultural 
integration 

Community 
participation and 
cultural adaptation 

“I was always helped…accepting us” 
[U30] 

Trust and 
legitimacy 

Challenges 
and barriers 

Obstacles refugees 
face in accessing 
services 

“The biggest problem initially was 
probably the lack of information. We 
did not understand how the system 
works” [U8] 

Language 
and 
education 

Finnish courses, 
schooling, 
vocational training 

“We were enrolled in Finnish language 
courses…went to a college” [U18] 

Accessibilit
y and 
usability 

Community 
and social 
participation 

Places to meet 
others, attend 
events, join groups 

“The church organized such three-day 
trips for children and adults” [U8] 

Systemic 
barriers 

Inductive 
(emergent 
from data) 

Community 
support 

Information shared 
by other refugees or 
community 
members 

“We talked to the same 
immigrants...They were very thorough 
in telling us what to do” [U1] 

Community 
support 

Language/tra
nslation 
challenges 

Misunderstandings 
due to language 
barriers or poor 
translations 

“The difficulty was that we didn't 
understand the language, and Google 
translator…translated incorrectly” 
[U13] 

Systemic 
barriers 

Psychological 
stress and 
uncertainty 

Emotional impact of 
the refugee 
experience, 
uncertainty about 
the future 

“I think that the biggest problem is the 
uncertainty about what will happen to 
us next” [U24] 

Trauma 
and 
emotional 
readiness 

Volunteer/ch
urch 
assistance 

Support received 
from volunteers, 
churches, or civil 
society 

“In short, word of mouth from other 
Ukrainians…Volunteers helped. At 
church. We went to church, had some 
food…” [U31] 

Community 
support 

AI and quick 
information 
retrieval 

Use of AI tools 
(ChatGPT) for rapid 
answers 

“I use this chat GPT and similar, when 
I need a quick, quick answer to a 
question” [U31] 

Hybrid 
online-offline 
events 

Suggestions for 
integrated events to 
improve access and 
social inclusion 

“Maybe an event both offline and 
online” [U9] 

Table A. Deductive and Inductive Coding Categories 

 


