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EXECUTIVE SUMMARY

This deliverable contains the detailed description of realized procedures and gathered results of
the evaluation activities under the frame of the final field triaMASELTOV.

Within Task 9.4 MASELTOV realized a strong involvement of end usassthe final main
assessment activities of thest and evaluation phaséthin the project.In this task the fully
integrated MASELTOV system including all technological congras achieved by developing
partners was evaluated with target users in the field. Infmallong term field studies and an
outdoor evaluation studyere conducted involving different MASELTOV user groups i.e.,
Turkish immigrants in Austria, as well aamigrants from Latin American and Arabic countries
in the United Kingdom.

By the strongand successfutollaboration betweeNGOs (DAN, MRC),technical partners
(AIT, PP, COV, TI, FLU CTU and JR, the lead partner of user involvement AH&d the
researchers from Ofbur long term field studies with over 60 participants in totate realised,

in which immigrantswere using the MASELTOV (MApp) servicas their dailylife. Beside
partners” contribution additional personnel supported the trialorin of native speakers
(Turkish, Spanish, Arabic) for workshop and study facilitation, support and realistic deployment
of the target scenarios (i.e. volunteers for the Help Radar services).

Trials lasted between three and eight weeks, qualitative anditatise data were collected
from participants in form of discussion feedback, standardized questionnaires, regular online
guestionnaires (modified experience sampling) as well as usage activity logging.

Research questions focused on user experience gatgfaction, privacy) and usage behaviour
(e.g., usage frequency, variability), as well as on ithpact of MApp service usagen
immigrants’language and communication skills and cultural understanding

In the course of this deliverable MAp@ $ Vv i strengtls and limitationare identified in

respect with the preferences and experiences of the involved representatives of the three
immigrants groups. Recommendations for the further improvement of the services towards
higher technology readiness levebrh a usability and (learning) experience point of vene
presented in this deliverableFinal considerations on methodological achievements and
challenges accomplish the report towards useful set of implications for future investigation.
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1. INTRODUCTION

1.1 BACKGROUND

Usability issuesand user experience resultst were analyseduring the evaluation of selected
services in a first integrated MApp version have been reported in [B&8ed on the
recommendationseported in 3.3 the functional prototypes of the MASELTOV (MApp)
services were improved and finalized during Summer 20l list of comprehensive
recommendations based on the user feed{a@k3) was provided and worked through together
with the developing partners order to eliminate the remaining bugs and usability problems as
well as realizdinal improvementso the services and components for the finals. By theend

of SeptembeR014all improvements on the componentsrecompletedn the work package3,

5 to 8 including iterative system integration (D3.3.3), recommendation services (D5.4.2), mobile
assistance and information services (D6.1.2), POI navigation (D6.3.2), playful cultural services
(D7.4.2) and social learning of language for immigrants .88.8.3.3). Finalization of
implementation activitiesllowedusto prepare and set up the MApp services for the long term
final field trials.

These trials took place based in 3 cities (London, Graz and Milton Kefmoes)he end of
October2014until the end ofFebruary 20150ver the series of trialse gatheredhew insights
about motivating immigrants to practice the target languatge,move around unfamiliar
surroundingsto engage them in social networks and from this into concrete communication in
the host language.

This deliverablgD9.4) describes how the final evaluation study was conduatedreports the
results of the study.

1.2 SCOPE OF THIS DELIVERABLE

This deliverable contains thaetaileddescription of realized procedures and gatheesdlts of
the evaluation activities under the frame of the final field trials in MASELTOV

A long term user experience evaluation study with immigrants from Turkey-Aaterican and
Arabic countriesvasconducted over a eight weeks duration in LonddK)(and Graz (AT)see
Section 2.User &perienceof MApp). Usage activity withMApp services andong term user
experience of the MApp services were investigated in contrast to sockdemographic
characteristics and aspects of subjective -welhg Beside theProfile and Recommendations
(WP5) we evaluated services for enhanced

0 communication and community buildingelp Radar(WP8),Forum(WP8),

o orienation and mobility, Navigation service(WP6), Pedestrian navigation
(WP4),Places of interefWP6),

o information accessnformation servic WP6),

o language and cultural learningranslation tool(WP4), Language lesson8VP7,
WP8),and theGame(WP7).

A learning experience evaluation study with immigsafrom LatirAmerican countriesvas
conduded over three week duratiom Milton Keynes (UK)(see Section 3.anguagdearning
with MApp). The study focused on thepact of MApp service usage immigrants’language
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and communication skills and cultural understandBegside theProfile and Recommendations
(WP5) we evaluatedervices for

o language learning;ranslation tool(\WP4),Forum (WP8),
o0 orientation and mobilityPedestrian navigatiofWP4), Places of interesfWP6),
Language lesson&VP7, WP8) and theGame(WP7)

Qualitative and quantitative evaluation methods tauthniques were used to answer the main
research questions addressed in Section 2.1 and@ch. as usage data logging, questionnaires,
and discussion roundsn workshops Evaluation proceduresfor thesefinal user involving
activitiesin theMASELTOV project are presented in Sectio2 2nd 3.2

Results from conducted studies are preserdad discussedin order to reacha better
understanding of the overall user experieand aspects of learning in relation with the MApp
services (see Section 2.3 an8)3Resultson MApp services usability (i.e., effectiveness, ease of
use, efficiency)participants” user experien@ee., satisfaction, expectation, trydf)eir learning
experience, and implications for the impact of MASELTOV on their quality ofitdgresented.
Finally aspects on the methodological challenges and achievements aseededled discussed
in section 4.

The final evaluatiosreported in this deliverabldosethe User Centred design process followed
in the MASELTOQV projec(see D9.1.1 D9.1.3)
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2. USER EXPERIENCE OF MAPP

For a better overviewnithe followingsectionthe main design of the final field trials is presented
as predefined in the assessment and evaluation plan which was delivered earlier in the project
(D9.1.3).

In T9.4 the fully integrated MASELTOV systewnsevaluated with target users in the fiefar

the trials the services wer e dnheirfihabversiomthee n t he
prototypes for the access to all services developed ih W weretested onedst time in a real

world context with the goal to investigaisability and user experience aspetisanglong term

usage of the main service components. A special fa@ssset on the evolution of different
learning and user experice aspects over time. Hence, the purpose of thisvasto evaluate

not only the functionality of the services but also the infrastructure they are based upon which
serve to fostering the empowerment and social inclusion of the immigrant target. Jrablpd

depicts the services and components, whvelne evaluated in T9.4With the support of ATE

and OU, the two remaining MASELTOV NGOs DAN in Austria and MR@mted Kingdom
conducedthe trials in their country with relevant users in the appropriate langsegj€ablel).

Table 1. Overview of locaion and language settings for theonductedservice evaluations.

evaluated in py participants)

Services and Modules KliJnrggeodm pnited Austria
(Latin | ingdom | & hich)
American) (ATEEE)

Profil e X X X
Translation tool X X X
Help Radar X X X
Forum X X
Navigation service X X
Pedestrian navigation X X X
Places of interest X X X
Information service X
Language lessons X X X
Game X X
Recommendations X X X

A detailed guideline for théeld evaluationwas provided byATE and reviewed for ethical
issues by ICMPD before the ustudiestook place.
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In the following sectionsthe research questions armdanned methodological approache®
describé in more detail.

2.1 BACKGROUND AND RESEARCH QUESTIONS

With the following mainresearch questionae aimed at investigatinthe user experience,
learning experience immigrantschduring the interaction with the MASELTOV services over
the duration of eight week3able 2 depicts the list omain research questiofimapped to the
planned method)hich wereinvestigated irthe trial.

Table 2. Mapping research questions to methods and data sources

Research question Data souce/ methods

1. Are there differences in thasage activity of immigrants with
different origins in different European countries when ug
MASELTOV services over time?

1.1. Which services of the system do immigrants use? Data logging

1.2. Which services do thalifferent immigrant groups prefel Closing workshop (open
Why? What combinations? discussion)

2. What user experience do immigrants have when usif
MASELTOV services over time?

2.1. How satisfied are immigrants when using the provided sery ESMweek 1, 4, 8 (User
over time? experience questionnaire

2.2. Do immigrants have privacy concerns towards the use o] Data logging Profile i
MApp services? If yes what are they? setting$

Closing workshop
(privacy questionnaire)

2.2 METHOD AND PARTICIPANTS

2.2.1 STUDY PREPARATION
2211 FACILITATOR AND VOLUNTEER INVOLVEMENT

To be able to communicate wittmmigrants having different mother tongues i.e. Turkish,
Spanish and Arabic a network of local supporters and volunietiraaccording language skills
had to bebuilt up in tre test cities i.e. Graz, London, and Milton Keynes.

As direct communication was not possible due to the language backercaltural groupvas
supported by a facilitator who actesd aliaison officer between the leading researchers at ATE
and recruitmen coordindors at NGOs As for the evaluation of the Help Radar service under
real world conditions, in addition two volunteers were acquired for the Tiahle 3 shows the
main tasks and responsibilities of the involved persommehore detail.Both facilitators and
volunteers were introduced in using the MApp serviddwey were instructed by ATE ah
NGOsaboutthe purpose and functionality of easérviceto make sure that they woulbke able

to provide support tparticipantsn case of problemat any moment of the field phase
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Facilitators who had access to the local immigrant community wespomsible for the
recruitment of study participants (se2.2). As the central contact person between the study
researchers and participarfecilitators moderated the introduction and closing workshops in the

mother tongue of the immigraunsers.

As further preparatiowork facilitators were engaged in translating study materials including the
update of the informed consent forms, -greestionaire, questionnaires (ESM, privacy) in
Spanish, Turkish and Arabi&igure 1 illustrates the applied translation procedure during the

trial. In the preparation phasnaterials were produced in English.

Table 3. Roles and tasks dedicated to involved facilitators and volunteers

Facilitator Vol unteer s
|l ntrodu(Y Learn how to u/fLearn how to wu
MApp ap

T Check services |fTTraining in ho
T Training in ho field trial
Prepar at field trial f Baetkr ansl ati on
T Transl ation of materials (que
(questionnaire
Recruit T Recruitment of]|-
only speak mot
T Participant i n|-
e eel workshop brief
wor ks ho .
conduction
T Organmadinfgx pelr ijf Respondi ng For |
Sampling Metho|fWalking out to
coll ection, se seekers with H
Field vi aFbhem for meietteinght
IO‘ﬂResponding For participants)
T Acting as hel p|TActing as helop
stuck and need stuck and need
services" services
Final wl Participants f|-
briefing and c¢
D T Transcription f Document ariaosl
atba € | Fipnal workshop| Forpmsts/ disc
ProcessSia Facilitator fi|fVolunteer final
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Materials
develop
ment in
English
Translation
Analysis in into Spanish,
English Turkish,
Arabic
Study
Translation Ci?]ngzﬁte'?jn
into English Kingdom and
Data Austria
collection in
United
Kingdom and
Austria

Figure 1. Procedure for the translation ofstudy materials

After internal approvals and review by the ICMPB board they were translated from English into
the target language in order to enable immigrant participants to use them. After completion and
provided feedback in the target language, mostenas$ were translated back into English
(except the Turkish closing workshop due the lacking availability of the Turkish facilitator).

2.2.2 PARTICIPANT RECRUITMENT

The criteria for the recruitmenwere defined according to the adapted characteristics of the
MASELTOV target groupsas follows:

a. Number of participants total

0
0
0

b.

C.

d.

e.

f.
0
0
0
0

18-24 participants with an Arabic background
18-24 participants with a Latin American background
18-24 participants with d&urkish background

Working ag€(i.e. between 18 and 60 years old)
Education level: max 8 years in school
Sex:equally distributed

1 to5 years of stay in the UKAustria

Language skills

Arabic speaking pdrcipants from Arabic countries

Spanish speaking participants from Latin American countries
Turkish speaking padipants from Turkey

Experience with using smartphones
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Following the exit of one of the end user partners in Summer 2014 (FUNDESO, Spain), final
field trials were not conducted in Spain, respectively with immigrants from Arabic countries in
Spain. Insteadhtough additional efforts were invested from the side of MRC in order to involve
that user group within the final trials in London.

An Arabic-speaking facilitatorwas recruited by MRC in LondonMRC advertised the
opportunity via MRC6s Facebook and that of
station here in London. Through that one candidatginterviewed and selecte@he facilitator

a

was responsible for recruitment. She advertisedtheero vi a MRCO6s own net wor

media but also through her own friends and other contacts, other migrant organisations in
London, including those working specifically with Arabic speakers.

A Colombian social worker in London who formerly had abtirated with MRC in the course
of the MASELTOQOV project (T9.3)vas recruited to involve Latin American participants, who she
recruited through her network and al so via

2.2.3 METHODS

In the final field trial a mixed methodapproachwas used in ordeto address the exact target
groups and tgather qualitative and quantitative data through-@getflumentationinterrogation
in workshopsandmobile data logging mechanisrog researchers.

Usedmethodsand techniquewere:

Questionnaires: In a short paperpencil prequestionnaire participants proviiebasic
demographics and information about their usage habits with different mobile technologies.
Additionally, after the first week of MApp service usage a user experience assesgsent
conducted usinghe UMUX scale (Finstad, 201(Further sefassessment instruments aimed to
collect participants” feedback on privacy concerns toward the MASELTOV services (Malhotra,
2004), subjective welbbeing and selesteem (Schnell, 2014).

Usage activity logsApp logswere collected via event logging in the User Profile (provided by
the partner AIT) andonsised of the usage events of all MApp services, including system apps
(Do et al., 2011)Each time the user accesse$MApp servicethe client software captes the
event and stores it together with the timestaifipe usage duratiois consideed while the
analysisalso focusson usage frequencyrhe rumberand duratiorof MApp service accesses
are analysed to find out about thmopularity of each service,sathe ratio of the time spent
interacting with the service and the total time spent interacting with the smartphone.

Experience Sampling Method.The Experience Sampling Methd&SM) is a mehod for
collecting information about both the context and content of the daily life of individualse
study a modified approackasused to gather subjective udeedback inthe course of the field
phaseon a regular baséJsers receiveweekly notifications on their test device (Motorola Moto
G) via text messaging and the MASELTORbrum sent from the facilitatorsAfter having
followed the link they answeed to 3 to 7 short questions about subjective satisfaction and
usability aspects (se&able 4). Triggers of notificationswere time-basedaccording to a
predefined time schedu{karson et al., 1983).
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Figure 2. Screenshots from amini-questionnaire (all three language) sent to participants by facilitators.

Questionnaires were implemented online using fitee and open source -4ine survey
applicationLimeSurvey which allows to conducting surveys in different languages including
Turkish, Spanish and Arabic. Data from online ngoestionnaires were stored online and
extracted at the end of the field phaseFigure2 screenshots of the thré&snguage versions are
shown.

Content analysis.The qualitative feedback whialiasprovided by users during the workshops
wascontent analysed in order to deepen and accomplish findings from quantitative data.

2.2.3.1 STUDY PROCEDURE

The overall study procedure followedf@aur phase approach: a fat®face introduction with
participants, a field phase for the duration of eight weskseliminary analysis of MApp usage
data, and finally a series of closing workshops with a reduced selectednumber of
participants.

Introduction Workshops

An introduction workshovas held in each target city (LondofGra? at the NGOs facilities.
Workshopsvereheld in the mother tongue of the participants.

T in Spanish for the Lati\merican participats
T in Arabicfor theArab participants
T in Turkishfor the Turkish participants

Participantsvereinvited to appear at prgefined time slots in small groups-§4people) in order
to avoid too much crowdingn total four workshops with each six participants were held on one

! https://www.limesurvey.org/de/start
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day at the NGOs facilitieRResearchers and supportéxam NGOswere present the whole day
to present the project, the study as well as the services to all participants. Particigahas fill
shortquestionnaire on basic demographic information and previous technology expd@cite.
workshop followed the same procedure:

1 Introduction
0 Welcome and introduction the MASELTOV project
o Informed consent: explanation and signature
o Filling questionnaire@n demographics
o Information on data logging
91 Device and service introduction
o Profile: Filling of preferences section
0 Introduction and training d1App services
Explanation of the overaltsdy procedure
o Online questionnaires, final workshops
o Rewards andtudy failreconditions
1 Questions & answers
1 Workshop end

After a brief ntroduction to MASELTOV andhe study backgroundfacilitators handd out the

test devicegMotorola Moto G to the participantsAll services (system language) to be used by
participants in the following field phaseereintroducedin their mother tongue (s€kable 1).
Serviceswere shownon asmartphone display which was mirrored from the smartphone to a
projector. Appinteractionwastrained, starting with a guided registration process irPitiudile.

Then all servicewereintroduced subsequently with room for questions and answers.

=

As in the first field trials proceduresgée D9.3), participantsvere asked to anticipate their
personal goals that could be achieved with the help of the MASELTOV services. To support
participants in the elaboration of their personal goals omsals, a list of sggested goalwas

sentto them (n form of a miniquestionnaire, sekable4). Each participanivas asked techoose
among thegoalsto focus on.

Figure 3. Introduction workshop with Arabic immigrants: Translated informed consent forms were
distrib uted to participants (left) before devices and MApp services were introduced (right)

Participantswere instructed that when they receivtext messages arféorum posts from
facilitators during the field phase they should follow the instructions (e.g. follow a link in a text
message and fill a short online questionnaire in the smartphone).

After final remarks on the handling of data voluared devices participantgere dismissed to

use the MApp services for timexteightweeks.Participants were informed thidie exact date of

the closing workshops would be announced by facilitators by the end the field phase (i.e. around
week 7).
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Evaluation in the field

Participantswere touse the MApp services between the mid of October and the mid of
December 2014 in their daily life. In this period facilitators and voluntererg available for
giving support.

On a weekly base the technicaltpars (AIT, FLU) providd log file data to ATE and the NGOs

in order to be able to monitor user activities with MApp, and, if necessary motivating the users to
interact via the developed services, e.g. by raising an interesting discussion topi€anuthe
Furthermore participants reced/ashort questions on their smartphoneattow them togive
immediate and real time feedback (e.g. on their experience, mood or locatibie4 depicts

the different phases along with the study duration, methods and related measures.

Table 4. Overview d the modified ESM procedure and related design

Related measures Timing Method Instrument
Experlen_ce Wlth mobile _ Start Introduction Pre questionnairgorint)
communication technologies workshop

Subjective usability weekd, 4,7 | ESM(mini- UMUX questionnaire

guestionnaires) | (online)

Questionon subjective

: . . ESM(mini- . . .
User Experience:Satisfaction week 2,5, 8 . , satisfaction with MA
P questionnaires) serviceqonline) PP
. L ESM (mini- Privacy questionnaire
User Experience: Privacy concerns| Week 6 guestionnaires) (online, print)
closing workshop P
_— Questions on personal
Personal goals Week 1,8 ESM (mini goals (emphasized,

guestionnaires)

achieved)nline

Preliminary analysis of results

At the end of the field phase, in a preliminary analysis Af@cessedhe collected log files and
data from weekly questionnaires to extrénetfirst results.Usage activity otll paticipantswas
screened according to their participation in the field phEss.first overview servetioth

1 To select participants for the closing workshops enabling us to gather feedback from both
types of userghose who had used the services nfoeguently and those who had used
them less.

1 To deal with study exclusion criteria according to the overall usage frequency (Users who
had used the services less than 120 minutes during the field phases did not receive any
additionalreward in theform of shopping vouchers).

Final workshops

After thepreliminary analys of the field study results final workshop®uld be conducted with

a reduced numbaef participantgselected on the basis of a screening of user activities from the
preliminary analysisin order to deepen and further elaborate the findings on the user experience
of the MASELTOV servicesin the workshops participants should be enabled to share thoughts
and reflect on each otherds activities.
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Figure 4. Final Workshops with Turkish (left) and Arabic participants (right)

2.2.4 VALIDATION
The validation of the trials results contained quatitie and qualitative analyses:

Quantitative AnalysesThe data outputs from weekly miguestionnaires (modified ESM) were
collected in a cumulated data file and preprocessed including data cleaning (missing entries,
duplicate entries) for each measure i.e. UMUX, satisfaction, privacy questions, goal aemievem
(seeTable4). Further the logging data which had been extracted from stored events in the User
Profile were preprocessed by AIT and provided ATE for further analysesWherethe data
allowed parametric analysikis was conducted (ANOVAtest), otherwise Kruskal Walli§est

was used to compare the results between the cultural gieoipselected measures the sample
sizes differ due to missingntries or invalid feedback from some of the participantshis case

the actual sample size is indicated next to the results in the following sections.

Qualitative AnalysesVideo files fromthe closing workshops withatin American participants
(Spanish) and Arabic participants (English) weranscribed and documented@he rmain
outcomes from the workshops were extracted including reported likes, dislikes, and preferences
towards the MASELTOV serviceselected userprovided additional feedbackrom closing
interviews (those who could not attend the closing workshop but wanted to provide more
detailed feedback).

Validation activities lasted from January until March 2015.

2.2.5 RISK AND ETHICAL MANAGEMENT

In this section the risks especially relatedthe final field trials are presented and the risk
managemergtrategiesareintroduced.

Damage of thedevicesused infield trial

MApp prototypeswerestandard Android applications théitd not pose any particular danger to

t he (privacy. $1dreover participants received test devices (Motorola Moto G) and so the
trial did not affect the use of any of thgirivate devicesAt the introduction workshops
participants weré¢old that theywould be giverthe test devicéo keepat the endf the trial. In
exchange participants gasdditionalwritten consent to:

1 Use the MApp services over the trials duration
1 Respond td-orumposts and messages from facilitators
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1 Allow the MASELTOV consortium to use the logging data from MApp usage stored in
the User Profile for the analysis of the study results.

Risk of financial or physical harm for participants
Using the MApp services caubro particular risks to the participants.

Financially, usersvereprovided witha data plan with sufficient datarlits. Theywereinformed

about the average data consumption of the applicationvangladvised that thewould not be

compensated for any costs arising from exceeding their data plan limits grthsirsystem
outside of Austria othe United Kingdom.

Drop-out risk avoidance
Concerning the long period of the trial the following dimg avoidance strategyasapplied:

1 Balanced study workload: Although the study comprised the interaction with multiple
componentgeight to eleven MApp servicef)e workload required by the users during
the field trials such as gs#onnaires or workshops wasranged so that itvould not
cause frustrations and therefore dropouts.

1 Voluntariness of participation: Participation in the final field trialesasvoluntary al
participantscould terminate their participatioanytimewithout having to give a reason.
Participants only siged up for the final trial.

1 Activity monitoring : Facilitators sent weekly reminders in form short messages to
remind participants to engagethre usage of the MApp servicé¥herea participantdid
not use the services (as visible frauarvey tool monitoring the fillings of the mini
guestionnaires, ansleekly activity logs provided by AIT) following procedunasused:

Table 5. Participant engagement procedure.

Week of Communication channel Message
inactivity (done by facilitator) 9
0 ForumPost / fi C o| Announcement

ForumPrivate message | Friendly reminder to use MApp more

1
Text message frequently
Friendly reminder to use MApp more
2 Call
frequently
3 Call Failure to complete the trial
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2.3 FINDINGS

2.3.1 DEMOGRAPHICS

Originally sixty-two participants joined the introduction workshof#x participants from Latin
American countries were not able to fill the jopgestionnaire on the spdtntroduction
workshop) and did not provide the requiiatbrmation latey this is whyTable7 comprises the
data fromfifty -six participantswho wereenrolled for the purpose of thgudy Out of these,
twenty-onewere part of the Turkish groufhirteenof the LatirAmerican group and the rest of
the Arabic group57.81% were female, 29.69% were men and the rest was not determined.

Although it turned out that somparticipants quit the trial during the field phase (i.e. by not
making use of the MApp servicesgemographic information from all initially invited
participants are shown ifiable7. As for thefollowing sectionsyeported data were taken from

varying samplesizes between the user groupse to partly missing datdo always keephe

user base transpardantthe following the exact sample sizes are indicated in each depiation

results (seeTable 7). Thedi stri buti onds comparison across
KruskatWallis test

Age. The mean age of the participants was 34952 with a minimum of 19 and a maximum
of 64. No significant differences betweealtural groups or men and women were fouipd>
0.05) Age of the participants was ranged betw&8rand 60 years (sdable6). As clarified in
D2.3.2 Use Cases and Service Scenariosfantier in the Appendix 1 of the D9.3 First Field
Trials report participants should not be younger than 18 and not older thgeaée

Table 6. Age distribution among the final sample

Age (years)
Under 20 21-30 31-40 41-50 Over 51
User group
Turkish - 8 5 8 -
Lat.American 1 1
Arabic - 1
TOTAL 1 19 17 13 1

Overallamong the initial samplef immigrantswho came tolntroduction Workshopandwho
provided demographic informatipage distribution of the Latin American participants was quite
balanced for the age categories between 20 and 50 years. Most Arabivamsensder 41 years
old while the Turkish samplecontained younger participants (30) and middle-aged
participants (4450).

Sex At the beginning of the field phase in total 47 female and 19 male immigrants came to the
introduction workshops in Graz andondon. Especially the Turkish group in Graz was
dominantly female which can be explained by the fact that mainly women join the courses
offered by the local NGO Danaida.

After the first field trials theearch for male participants wagsendghened For example in Graz
women in Danaid&ourses were invited to distribute the informatgireets in their circle of
friends and acquaintances with a specific emphasis on male friends andntaroes.
Additionally other NGOs(namely Omega, Somm]Jsop, Jukus and the fiMarienstiibed at
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Caritag were contacted with mails and personally, informasbeets were provided to several
other NGOs working with the target group and they agreed to spread the information especially
to maleimmigrants. Informationsheets wex alsoleft in waitingrooms ofthe NGOs working

with immigrants and cevorkers of the NGOs agreed to spread the information

As Danaida is an organisation for women, men are not very familiar with the name and the cause
of Danaida. Most husbands and fayrfiliends of women who take courses at Danaida came to
Austria before their wies and therefordid not meet the inclusion criteria. As the information

day was taking place during working hours, it is possible that some could not take part due to
work. Thaugh an informatiorsheet was very usdfut seemed not enough to gain trust of people,
who did not know Danaida. After the end of the final field trials some men asked for
participation, because they had heard about the compensation from other pasticipant

Table 7. Demographics of the final study sample

Turk ish Latin -American Arabic p value
(N=21) (N=13) (N=22)

Female 18 8 11

Male 3 5 11

Length of stay in

the hosting country 455+ 2.06N(22) 1.93+ 0.96N(15) 5.19+ 5.78N(21) 0.001

Language skills| 2.4+ 0.94n(0) 2.31+1.11 3.89+ 1.29\(19) 0.001
Education levef | 1.64+ 1.14y(2 3.38+0.87 5+0.53 0.000
Years in school| 5.85+2.80n0) - 17.33+3.12y9 | 0.000
* education level: 0é no school att a3ién nueprpte;r 1sée cpornidmaarryy, s4céh ocha
5é bachelor or equivalent; 6é master or equivalent; 7¢é docto

** Sx participants fronmLatin American countries were not able to fill the opgestionnaire on the spot and did not provide
these information later.

Length of stay in the host country. The average length of stay in the hosting country was
significantly lower for the LatirAmerican group [§ < 0.05).Among the Turkish group there was

one 49 year old woman who had been in Austria already for 11 years. With low language and
education levels (five years in school) she

Language skills and ducation. Regarding the average languagélskthe education level and
theyearsspentin school, were significantly higher for the Arabic grotipis deviation from the
initially defined user group characteristic was caused by the following conditions for
recruitment:
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1 Due to the exit of the parer FUNDESO from the project in Summer 2014, the
consortium lost the contaetith the target group of Arabic immigrants in Spain, who
were planned to be involved within the final trials. As a consequence the consortium
decided tatry to include Arabicimmigrantsin the London trigl which was realized by
MRC in London.

1 By investingintense search and recruiting efforts MRC managed to acquire Arabic
immigrant users However due to lacking access to the low educated immigrant
community,the Arabic immigrants in the final field trials were better educated than the
initial recruitment criteria would hav&uggested

Regarding these significant differences between the participants from Arabic speaking countries
compared to those from Turkey and Latin Americanintries, direct comparison between the
three groups would be illegitimate. On average Arabic participants had a significant higher
education level, better host language skills and more years in school than the two other groups. It
can be assumed that $iee facts might have direct impact on mobile technolagy app
experiencebut more importantly on the MApp services usage and user experience feddback.

a consequence in the following sections, the results for the Arabic groups will be reported but
differently visualized (greyed) in order #dert the readerand to reduce the possibility of
misleading interpretations of the between group differences.

From the total of participants, 38.46% rated their language skills as poor/very poor, 30.77% as
acceptale and 30.7% as good/very good. 52.6% of the participants finished high school and got

a bachelor/ mastero6s degree or equivalent, 21%
not complete compulsory schooling

Comparing the g¢en e@mographicalddatapn averdge, twonoeRasy) bave d
significantly been living longer than m@pgyi n t he hosti t@. 6Quman#y Il ( 3. 4
5.94,p value 0037) and meny@g) have spent more years in school than wormesn ( | 8. 10 +
5. 86 andb5.67plaie ®A).

2.3.2 MOBILE TECHNOLOGY EXPERIENCE

The information in this regard was collected through the-gpestionnaires during the
introduction workshop.

From the whole sampldN=56), 71.9% owns a smartphone, 14.1% does not own one and 14.1%

did not answer. 73.4% uses a smartphone and 12.5% does not ugse®mable 8). The

di stributionds compari son &raskab\Wallis taptt Theurpean wa s
frequency and length of usage (in months) of a smartphone are equally distributed across the
groups(p > 0.05) 70.0% usethe smartphone at least once per hour, followed by at least once a

day with 15.69% and the rest uses it less frequently.
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Table 8. Descriptive results on preexperience with mobile (smartphone) technology usage

Turk ish Latin -American Arabic value
(N=21) (N=13) (N=22) P
owns a Yes: 71.9% Yes: 50% Yes: 95%
smartphone No: 14.1% No: 10%n2) No0:5%
Yes: 71.9% Yes: 50%
Uses a smartphone Yes: 100%
No: 14.1% No: lO%N(lz)
Frequency of usage
= Sm;’rtphone? 3.28+1.18yas | 3.82+ 0.40nay 3.45+1.01 0.429
Months usin
smartphong 22.5+19.88nu6) | 22.29+ 16.14N¢7) | 34.59+ 30.72ya7) | 0.159
Uses mob”e Yes: 54.54% Yes: 45% Yes: 86.36%
Internet | No: 22.72%\q7) No: 10%n11) NoO: 4.54%n 20
Frequency of usage
e e | 256+ 1.625ag | 3.73+0.65way | 3.5+0.890 | 0.028
Yes: 59.09% Yes: 55%
Uses apps Yes: 100%
No: 31.81%(0) No: 10%
Yes: 54.54% Yes: 50%
Downloads apps Yes: 100%
No: 36.360/0\120) No: 10%N(12)
*Answerf or mats ranged from 1 for fAat | east once per houro

4 for fless oftend to 5 for Anever o.

Regarding thanobile internet, the 62.5% uses it, 12.5% does not use it and the rest did not
answer. 61.22% s it at least once per hour and 18.37% at least once a day, the rest uses it less
frequently.

Regarding applications (apps) on the smartphone, 71.9% does use them and 14.1% does not, the
remainder did not answer. The 68.8% have already downloaded apips $onartphone and
15.6% have not.

Furthermore participants were asked about what kind of mobile apps they have been using in the
past. As shown ifrigure5 overall Arabic usersvere most familiar in using various mobile apps.

Main differences betweenatinrAmericanand Turkish participants occurred for navigation and
route planning appas well as the use of digital libraries and information serviglesutthe half

of the Turkish and more than half of thatin-Americanusers were experienced with playing
games on the smartphone.

Overall Latin -American users had more experience with the use of selected mobile a@gss
collected in the preuestionnaireln addition onelLatin-Americanuser reported to be used to
watching TV on the smartphone, while five Arabic users also mentioned that they are used to
listening to musi@and do mobile shopping.
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Figure 5. Pre-experience of mobileapps usage

2.3.3 FIRST USAGE MAPP SERVICES

After having been introduced to the MApp serviabkparticipants answered a short question on
their subjectiveexpectations towarthe integratedsystem ¢ase of use and usefulness

To the quest isedoydulhmkithe@rasented seovices should be for future users?,

the LatirAmerican and the Arabic groups answered through a six points Likert scale, where 1
stood for Anot easy at Thag valde, wasbcalculated thifowgle they e a s
KruskatWallis test.

Table 9. Subjective assessment of expected ease of use of MApp services (LA, Arabic participants)

Service| Latin-American Arabic p value

Profile | 4,08+ 1.38y12 4.33+ 0.49n(15) 0.905

Forum | 458+ 0.79yu 4.27+ 0.465) 0.114

Help Radar 4.33+ 0.89n(12) 4.31+ 0.48n16) 0.568
Translation tool 3.92+ 1.62n12) 4+ 1.21Na6) 0.507
Pedestrian navigation| 433+ 1.07yq2) 3.69+ 1.49y13) 0.168
Places of interest 4 55+ 0.69n(11) 4+ 1.0na3) 0.134
Language lessons 258+ 2.19y.y 3.08+ 1.98n12) 0.713
Game 2+ 1.79na1) 4+ 1.25y05) 0.006
Recommendations 2+ 2,31 3.42+ 1.68n(12) 0.254

Looking atTable 9 after having been introduced to the services for the first timeng the
introduction workshopLatin American participantansweredhat they expectediost MApp
servicedo be easy to useespecially thé-orum, Pedestrian navigatioandPlaces of interesas
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well as theHelp Radar.The Gameseems to afford more personal effort. The purpose of the
Recommendationgas more difficult to anticipate as to that moment, no recommendations were
shown on the devices so far and so the service could not berlgrogroduced to participants,
which might have influenced overall expectations.

As this service was not avail@bht the moment of the assessmeatings for theLanguage
lessonswverebetween 2.58 and 3.08 showing that participarfsected this service twe neither
easy nor difficult to use.

Arabic users expected ti@amebeing significantly easier to use thdre tLatinAmerican users.
They were more familiar in using mobile apps (i.e. games) on the smartphone.

2.3.4 SUBJECTIVE ASSESSMENT OF SOCIAL WELLBEING

In the literaturesocial weltbeing has been associated with separate indicators stiebliags
of belonging,out-group trust and individual seffsteem(Schnell, 2014) Theseindicators of
social wetbbei ng ar e #fAi mportant in determining s
strongly related to prsocial behaviour and social ties atlale v el s 0 ,QD9:0h et al

These indicators were collected in order xplere patterns of social welbeing andsubjective
perceptionof belonging within the Turkiskkommunityin Graz, as well as the Latdéimerican
and Arabic communities in Londotit is noteworthythat the analysis focused on differences
between the three cultural groups, at this poinirtfieence ofgender and other soegzonomic
aspectsvasnot analyzed in detail here.

2.34.1 SELF-ESTEEM

The information was collectad the ESMquestionnairén the first weekof the field phaseThe

degrees of agreement of the second statement were reversed in order to calculate the overall
degree of agreement. The results were then averaged for each stakeorard. 4 point Likert

scale, where 1 stood fdistrongly dsagre® and 4 forfistrongly agre@ the mean degree of
agreement was 3.2 Table 10 subjective assessments concerning the selected statements are
listed. Beside man and standard deviatisasults the percentage of participants is shown who

ocC

actually agreed to the statements (i.-e. chos
agreeo) .
Table 10. Subjective assessent of perceived slf-esteem.
Turkish Latin -American Arabic
Mean+ SD | Agree | Mean+ SD | Agree | Mean+ SD | Agree
Statement (%) (%) (%)
inthe V\(hole lanf 3.4+0.88 85 3.82+0.40 100 2.83+1.11 66.7
satisfied with myseli N(20) N(11) N(12)
At times | think | am
not good at al(score 3.1520.93 75 3.92+0.28 100 245+ 1.21 45.4
reversed) N(20) N(13) N(11)
| am able to do thing
as well as othe 2.95+ 1,05 75 4+ 0Ny 100 | 3+1.10nuy | 81.8
people N(20)
Average | 3.17+0.96 3.91+0.23 2.76+1.14
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The averageself-esteem of the Latimerican group was significantly higher than the one of
the Turkish or the Arabic group € 0.05).

2.3.4.2 FEELING OF BELONGING

The measure of i fwasenhde of@ surveyfitems:dHbwostranglyndg you feel
t hat y ou b lo$t ocaugtry AuetridUnited iKingdomp and At he Ssur v

(Graz/Londol 0 nsweing categories ranged from 1 fdr N o t atdfalr|l diveoy str
(Schnell 2014)

1 From this four level response scaled average value for feelings of belonging in the
category fAcountryo Wwa §eo 3.4 f@rihe LabrAmeticanguoy Tur ki s
and 3.25 for the Arabig2), for the group in general was 3.05.

T I'n the cat e gnean yalugiwas 8.y for, the (Turkesho), 3 for the Latin
Americanyy and 3.64 for the Arabigi1), the general one was 3.45

Overall Turkish and Arabic immigrants reportsieghtly stronger feelings of belonging to their
host country than Latihmerican Immigrantsdid.

2.3.4.3 OUTGROUP TRUST

The participants were asked to indicate their feelings towards the Austrian/English population
through a 0° to 100° Celsius thermometer. The average degree of outgroup trust was 65.11
26.88n45) with an equal distribution across the groups (0.05). The Turkish group had a mean

of 64.85+ 27.4n0), the LatinAmerican group of 63.7% 20.91na4) and the Arabic group had

the highest mean of 67.2724.88n(11).

2.3.5 LONG TERM MAPP USAGE

In the folowing part of the document the analysis of the quantitative data i.e. data logs and
responses to mirguestionnaires from participants collecting during the 9 weeks field phase are
reported. Main research questions formulated in Se&ibwere addressed in order to identify

i) how frequenty andfor how longdid the partici@nts use the MASELTOV services, and ii)
how did the user experiencethe usability of the MASELTOV Toolbox for smartphones that
provides immigrants with various aids such as ubiquitous language translation, navigation,
administrative and emergency health services deedlopver the project timeFinally we
emphasize the discussion abouiiethh demographical factors are associated with ugegreence

and usage preferences in relation with the MApp services.

2.35.1 DATA LOGGING AND PRE-PROCESSING
Log files were made available per webkgeneral easons fomissing data could be:

1 the user did not add the particular information in their profile
1 the backend server did not receive the event (maybe due to network problems)
9 the event might contain wrong data

Furthermore dring the first weeks we experienced a temof problems with the data Mapp
components were sending to the User Profile Content Provider. These problems caused wrong
data from Translation tool for several weeks, wrong data from at timestamp that was transmitted
using the Arabic format, and othproblems either in the mobile app or the api (webservice).
Later we discovered a hidden character transmitted by a MApp compba¢naused wrong
reporting for earned coing.he first few weeks the translation tool (due to that bug) reported
crazy numbes.
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During these two weeks in question (week 3 and 4) we experienced a problem that was logging
incorrectly the duration in all MApp components (a webservice problem), thus the data in our
database report zeros in the excel log. Hence for the weeks 3adndgidata collection there
areno data available for analysis of results presented in the following sedsns.week 3
introduction workshops for LattAmerican and Arabic participants took place, usage data from
these two groups in the early fieltiagse is missing and could not be processed in the following
results sections.

2.3.5.2 MAPP USAGE

In this study we characterized usage of MApp services by the main migtoesrall MApp

access time, defined as the total usage duration summed across weekeddyettad logs in
the user Profile, and ii) overall MApp service usage, defined as the total usatjerdaf each
evaluated service by the groups.

Before engaging in the interpretation of the quantitative datae technical aspectand
organizational ggectsthathave to be considereate outlined

1 Due to the missing data logs for the week 3 the absolute values for usage, duration results
do not reflect the exact usage duration. However these logs were not available for all
groups.

1 By week 2 Turkishaswell as UKparticipants had spent their data credits which were not
upgraded automaticallgue toa mistake at theetwork providers UK and ATData
volume was immediately upgraded.

1 In week 9 the trial with Turkish users was finalized. Due to private reasons the Arabic
facilitator had to leave the trial in week 8. Arabic users were informed viaattuen and
text messages that they would not be supported by Aspleiaking facilitatorfor the
remaining field phase.

Overall MApp access time

The Turkish group used the system the most completing 95 hours and 56 minutes, followed by
the LatirAmerican with 36 hours and 32 minutes and at least the Arabic group with 18 hours
and six minutesas shown in the graphi¢he p value was calculated though the KkatWallis

test for independent samplddsage duration differed significantly between the groyps (
0.001).

40,000,007 o]
E 30,000,00=
;I —_ *
=
® 20.000,00-
=
10,000,007 o
= -
0,00 T T
Turkish Latin American Arabic
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Figure 6. Overall MApp usage durationin secondsfrom week 1 to week2, from week 5 to week 9.
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Figure6 shows thafTurkish participants used the MApp services significantly longer (istde
time: 5756:09 min. mean + SD 261:39+ 235:32min.) than the LatirAmerican (totalusage
time: 2192:® min; mean + SD 109:36 + 12341 min.) and the Arabic(total usagetime:
1086:43min.; mean + SD 49:24+ 92:52min.) group Usage duration for Arabic participants
was shorter than for LatiAmerican users. A possible explanation for this result cahdtehey
were more familiar in using various mobile apps before (Sgere 5), hence other usage
routines existed and the MApp services were used less often.

Looking atFigure7 the significant drop of usage duration by Turkish users in week 2 can be
explained by the issues concerning reached maximum data consumptioblevebd logging
issues there are no data available from Latin American and Arabic users in week 3.

Weekly time spent on the MASELTQOV services in total and avg. per

group

1728:00 86:24
S 1440:00 72:00 €
= e
£ 1152:00 57:36 =
1) ()
£ 864:00 43:12 E
T 576:00 28:48 5
o >
F  288:00 i 14:24 <

00:00 = 0| = 00:00

1 2 3 4 5 6 7 8 9

Week

mm Total Time (T Total Time (L)mmmm Total Time (A)
Average (T) == Average (L) Average (A)

Figure 7. Overall MApp usage duration per week and immigrant group

For further analysis, the people that used the system moréwbdrours were chosen. Twenty
five people remained as follows: 12 of the Turkish group, 9 of the {fatiarican group and 4
of the Arabicgroup From these, 18 are women, 5 are men and the rest are unknown.

Overalhe systembs us a ghe fifth week vitle 26 hauts and P3arankisse n t
Figure 7). From the people who used the system the most, 22 hours and four minutes were
completed.

Overall MApp service usage

For further analysis, only data from participants who had used the system more than two hours in
total were chosenrThis processing step was decided in order to be able to provide a clearer
pictureof the actual usage patterns by users who watvated to using the services. Logging

data revealed that not all participants who initially had committed to the study did actually use
the tools during the field phase. After extraction of invaluable aetati-five people remained

as follows:

1 12 ofthe Turkish group,
1 9 of the LatinrAmerican group and
1 4 of the Arabic group.
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From these, 18 are women, 5 are men and the rest are unkfigure 8 below showghe ime
spent oreach servicérom the wholesample
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Figure 8. Overall usage duration per service.
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Figure 9. Usage duration(total, averagein min.) of each MApp service per grougirom week 4 to week 9.
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Figure 9 shows the time in total and in average the whole sample spent on the MASELTOV
services filtered by groups. It is important to bear in mind that the -Batierican and the
Arabic groups joinedhe triatphase two weeks after the Turkish group; as well as the lack of
data for the third week for the Latfamerican and the Arabic groups. In order to be able to
compare usage activity over tirkggure9 covers only weeks 4 to 9 of the field phase, in which
activity logging data for all three groups was produced.

Among all provided services theorumwas frequented most, where participants were engaged
in online dscussions with members of their group. Especially the Turkish community profited
from the social network tool to keep connected with each ofhersecond most used service

was theLanguage lessonservice, used most by Turkish and Lafimerican users. As Arabic
users in London had better English skills, they probktuked themotives to using the language
learning tool.

Help Radarwas most frequented by the Latin American groiatiowed by Turksh and then
Arabic participantsWhile Latin American userprofited from theHelp Radarservice in their
everyday life,Arabic users barely asked for assistance from a volunteer. As Arabic users had
higher education level (and English language skillg) flzadd been in the host country for a longer
period than the other two groups, tregparentlydid nothave the neetbr external help as much

as one year arrival Latin American immigrants and Turkish immigrants indBtaz

Turkish participantsengaged mdsin Game play compared to Latin American and Arabic
participants.Some women reported that they had given®aeneto their children to play, so
they were not too enthusiastic themselves to play.

The Translation toolwas mody explored by Turkish userslowever die tomissing datdrom
Latin American and Arabiasers for usage activity imeek 3 exploration and usage of the tools
in the first week of trial are noeflected in thigesult

Places of interesivere preferably used by Turkish users and Aralsers, less by Latin
American, similar with théedestrian navigatioservice.Navigationservice worked in London
only and was mostly used by the Latin American group. Arabic users pointed theypseigid
to useGoogle Mapshence they perceived nemefit for usinganothernavigation tool.

Information service (available in Spanish only) was not used at all by Latin American users.
Recommendatiorservice wadbarelyused only by Turkish users.

2.3.6 USER EXPERIENCE OF MAPP SERVICES

Within mini-questionnaires repetitively sent odiiring the field phase, participants estimated
their perceived user experience in terms of satisfaction with ehithe tested MApp services.
Analysis of results aimed at finding obhbdw did the user expegnce and the usability of the
MASELTOV Toolbox for smartphones that provides immigrants with various aids such as
ubiquitous language translation, navigation, administrative and emergency health services
developover time.Results on satisfaction, priva@nd trust are reported for each participant
group, depending on the availability of valid data.

2.3.6.1 SATISFACTION

Satisfaction was measured for each service at the end of the second, the fifth and the final weeks
through a 5 degree Likert scale, whergtoodbr fAvery sldpbrsfinetdosandstf.i
The results have been averaged from the respondents who used the system more than two hours
and are presented together with the standard deviation.
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Figure 10. Overall satisfadion per service, full study sample.

Satisfaction was assessed via online mumestionnaires (using the modified ESM approach).
Looking at the overall sample, mean comparisaegg Friedman Tesshowed significant
differences between the measurement points (week 2, 5 and 8) feratie (p= 0.006) the
Places of interestervice(p=0.031)and theGame(p=0.034)

Mostassessments from i mmigrants rangdd firamhi@nm
s at i .Olerad shitsfactiomosefor the majorityof the services over time, except therum,
Places of interesind theGame(seeFigure10).

Overdl reported satisfaction over time from 62 participants (summed over groups) varied across
the tools:

Increase of satisfaction was reported by for the

1 Profile, was not needed nor used anymore in the last period, however the last assessment
was agairmore positive.

Help Radar after having learned how to use the tool (how to contact someone for
assistance), the benefit of the service became more clear to participants.
Pedestriannavigation,satisfactionscorewas above average astightly increased osr

time.

Languaye lessonssatisfaction clearly increased due to progress in the learning modules
and achieved learnings.

Recommendationservice provided information only after a certain duration, feedback
remained around average satisfaction level, Wewdhe result conflicts a bit with
gualitative feedback

= == = =

For other servicesasisfaction varied over time but overall showed an increase over the whole
study duration such abranslation tool, Pedestrian navigatioand Places of interestBeside
these vaations only the reported satisfaction of tBamedropped over time, which might
reflect experienced frustrations regarding the inability to proceed in the play.
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2.3.6.2

TRUST AND PRIVACY
At the end of the sixth week, the participants of the Turkish and the-Aatarican groups were

sent a questionnaire on privacy issues and trust in the MASELTOV system. Due to the loss of

the Arabic facilitator in week 5 this mhguestionnairen trust ssues and privacy concenvas

not sent Arabic users.

Trust

Participants were requested to indicate the level of agreement wikateenents seen ifable

11, thrau g h

agreeo.

a

fi
The

vV e

poi nt
resul ts

Likert

presented

displayed together with the standard deviation.

scal e,

Table 11. Security and trust issues towards MApp services.

wer e

wher e

Turkish Ar;aétrlir:::an p value
Statement
| feel secure when | use tMASELTOV system 3'41(i )1'42 4'25(12?'97 0.132
N(17 N(1
| am concerned that the MASELTOV system is
collecting too muclpersonal information about 2.31+1.20 | 2.83+140 0.314
me N(16) N(12)

Overall Latin American immigrants felt more secure when using the MApp services than
Turkish immigrants and were slightly more concerned about the amount of personal information
the MApp services collect from themhowever assessments from both groups stayed below

average value of. I here were no significant differences between the groups.

Privacy

The respondents were asked if they would be concerned if a system like MASELTOWscollec

1

personal information in derse regards (s€able12). The results are presented in frequencies

and percentages.

Table 12. Study participants” concerns toward the collection of personal data.

Turkish Latin -
N(L7) American N(12)
Personainformation (e.g.,name, address, phone number, 0 0
date of birthy 13 (76.5%) 6 (50%)
Financial informatior(e.g.,monthly income, land tenuye 12 (70.6%) 9 (75%)
Locatlon_ informatione.g.,places | have visited, places | am 10 (58.8%) 3 (25%)
frequenting ofteh
Healf[h mformatlor(e.g.,prewous diseases, allergies, 10 (58.8%) 4 (33.3%)
vaccination¥
Info_rmanon on personal beliee.g.,religion or poltical 9 (52.9%) 3 (25%)
positiong
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7 Aca
6,33 6,546,586

All things Comparedto Tome,itisthe |believe other Compared with |am concerned
considered, the others, | am more most important people are too other subjects on about threats to
MApp services sensitive about thing to keep my much concernedmy mind, personal my personal

would cause  the way MApp privacy intact fronwith privacy issues privacy is very  privacy today

serious privacy handle my MApp service important
problems personal providers
information
m Turkish N(20) m Latin-American N(13) = Arabic N(12)

Figure 11. Subjective agreement on statements about individual privacy concerns.

During the closing workshop, the attendees filled out a privacy questionnaire with the statements
presented irfrigure1l. They rated each one of the statem#émisugh a seven point Likert scale,
were 1 was for Astrongly disagreedo and 7 for
for each group and the standard deviation was calculated.

All together Arabic immigrants were the most concerned regarding pnzacy and the
handling of personal information by other parties.

2.3.6.3 USABILITY

Usability metric of user experience

Similar to previous trials (T9.3Rn objective measurement tool for the usabititye Usability

Metric for User Experience (UMUXyas usd. The UMUX is a foufitem Likert scale used for

the subjective assessment of an application's perceived usability [Finstad, 2010], comprising the
four scales of perceived effectiveness, perceived satisfaction with the system, perceived overall
usability and perceived efficiency. It was designed to provide results similar to those obtained
with the 10item System Usability Scale, and is organized around the ISOBRdgfinition of
usability.
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Participants in our study filled the UMUX questionnaire viar@iminkquestionnaires in weeks

1, 4 and 7 (sed@able4). Participants rated on ap/o i n't Li kert scale indic
di sagreeo to 7 .fToe resiiting scarehgvie yoeena ayveragedofrom the
respondents who used the system more than two hours and are presented together with the
standard deviation. The degrees of agreement of the second and the fourth statements were
reversed in order to cal@aik the overall degree of agreement.

Table 13. Usability components andUMUX scale itemgFinstad, 2010)

Usability component UMUX item
Effectiveness MApp services” capabilities meet my requirements.
Satisfaction Using MApp is drustrating experience.

MApp is easy to use.

Overall efficiency _ _ _ )
| have to spend too much time correcting things with MApy

High UMUX scores reflect high perception of effectiveness, satisfaction and overall efficiency
by the participants (s€kable13). Results for all evaluated services are described in more detalil
in the following for each user group as well as for each UMUX scale sepaftglye 12 and

11 below illustrate the temporal evolution of the UMUX assessments for Turkish and Latin
American participantsAs only very few Arabic participan{® usershad filled theUMUX scale

at measurement point 2 and 3, ithecoresare not further presented and interpreted due to
limited explanatory power.

Turkish immigrants perceived MApp to be more effective over time, after getting more familiar
with the usage of the differea components. During the field phase they did not perceive
interaction with MApp as a frustrating experience. Subjective assessments on satisfaction and
overall efficiency remained stable over time.

5,00

4,00 " —
_ —0

o
@]
(&)
w .
é 3,00 o— Effectiveness
% == Satisfaction
2,00 =>=Qverall efficiency

1,00 T T 1
1 2 3

Measurement points

Figure 12. Quantitative usability assessment from Turkish participants in Graz (UMUX scale)
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For Latin-Americanparticipants scores did nearly not vary over time. They consistently rated
average effectiveness, satisfaction and overall efficiency regarding the interaction with the
MApp system.

5,00
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o
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1,00 . . )
1 2 3
Measurement points

Figure 13. Quantitative usability assessment from Latin Anerican participants in London (UMUX scale).

According to quantitative measures conducted over time in the first, the fourth and the last week
of the field phase, subjectively perceived usability of the MApp services as a holistic integrated
system was avage for LatinrAmerican participants and slightly beyond average in the opinion

of the Turkish users.

2.3.6.4 LIKES, SHORTCOMINGS AND RECOMMENDATIONS

Qualitative feedback from participants gathered in the closing workshops isasiz®d in the
following tables(seeFigure14). Expressed likes, experienced probleshasing long term usage
and related shortcomings of the different components are presented and undentaspddiive
guotations from participants.
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Figure 14. Latin American participants” feedback on the servicesGame,Translation tool,Help Radayj
documented on flip chartsduring the closing workshop

PROFILE

The Profile was available in Turkish, Spanish and Arabic and was used by all groups. Overall
the Profile was well accepted, the main purpose was clear. Most participants filled the
preferences section once and never went back to change the settings. Arabic useresivere
skeptical about the purpose of some sections (Preferences, About you). Most Latin American had
no concerns regarding their privacy, while some of them including the majority of Turkish users
seemed to not having understood the meaning of the differ@egories. However, one
participant (Arabic) disabled GPS Tracking in the settings section.

Likes - fil did use it once and never needed it agélurkish)
- simpleto use(Turkish,Arabic)

Problems, - purpose of thé’referencess not clear(e.g., entering current jol
shortcomings full name) (Arabic)
o - About you: entry options for the year of birth start with 1975
s possibility for older people to enter their gg@atin American)
o - Preferences: only a few nationalities can be entefedtin
Americarois not a nationalityLatin American)
Recommendation| - provide the option tadd aProfile picture
- explain why and for what personal information is needed: e.g
screenshot or link tRecommendations
FORUM

The Service was used by Latin Americans in London and Turkish users in Graz. No Arabic
version was available, however the Arabic facilitator made use ofdhem for sending out
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mini-questionnaires and motivating people to use the tbtdssages were semm English as all
of the Arabic participants were able to read and write English text.

Latin American participants found that tRerumis a powerful tool for people who are new in
the country to be able to socialize through. Providing access to asgiseommunity is seen as

great benefit to connect with people and share experiences.

However they felt that at the end therumwas not being used as much by participants and that
didndét really take advantage fully of
the problems with the connection and people were communicating with the facilitator on her
personal phonaumber instead via the MApp. Some kind of notifications to know when people
have replied to your posts or have messages would be essential for the improvement of the

we

Forum
Likes - fimmediate ability to share an information and everybody
joinstheForumhas a positive impag{Latin American)
- meet new people, learn abownterestingevents (Latin American)
- finice to have replies from volunteemsaking jokeé ( Ar a f
Problems, - connection problems (all)

Forum

shortcomings

- participants did not know each othmafore(Arabic)

- Lack of personal information pictures, name, professior|
(Arabic)

- Lack of motivation (Arabic)

- Content density and structur@: | mi ssed some
was hard to catch up in th@rum who wrote what and where,
was difficult for me to foll

- Trust and confidence issues to contribute to the predefined t¢
Adid not | ike talking about

Recommendation

- pattern:most receninessages on top

- notifications:addaudicvisual notificationfor incoming message
- provide archive of read messages (e.g., per month)

- add option to save or tag contacts

NAVIGATION

The Service was used by Latin American and Arabitigpantsin London. Someeported that
they tried to look up addresses while on the road but thedidalotwork, it kept showing the

loading sign and dinot give any addresBarticipants reported later on the trial that this tool got

t hi

better but that it was éitislow. Others were familiar with using Google Maps and stressed that
some features are missing,
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1 A like the service, bwever today | used it to get to Viktoria's coach station and it led me
to the train station instead. | think it might be bettdetadd more details to place’s
names, give optionstoletth user choose the correct place

Likes - useful (Latin American, Arabic)
< | Problems, - connectivity problems Aocation information unavailabdg
-% shortcomings especially impublic places (Latin American, Arabic)
-g’ - does not display bus roads (Latin American, Arabic)
§ Recommendation| - entry format:add option to search for post codes
- providerecentqueryand custonsuggestions during search
HELP RADAR

The Help Radarservice was available in Turkish, Spanish and Arabic and could be used by all
groups.Table 15 shows the effected assistance requests from study participants \kgelthe
Radarservice within the trial duration. Turkish immigrants did not make much use ofetpe
Radar tool (highlighted in brown). Feedback related to user acceptance from the closing
workshop was e.g.:

T Al would | i ke to go éry tmy siethgr dwe trhye G@Gercrmhal
why | did not use the service éfelp Radab
T Al have friends they attend to the doctor

comfortable in making a dialogue with them instead of talkirg person whom | have
never met o0

Further reasons for unsuccessful assistance were that volunteers did not show up in the list of
available volunteers. In some caddselp Radarcould not connect to the network due to
connectivity problems. In other cases the scheduled avdikedbitif volunteers did not cover the
whole week. In case a participant looked for assistance at a time where no volunteer had checked
his/her availability, the participant might have had the impression that the service did not work
properly. As a consequed volunteers were asked to extend their availabilities in the volunteer
profile of Help Radar

Arabic participants shared quite similar experiences as the Turkish. However as they were
already more adapted in London, had sufficient English skills and aleyady following their
training coursesthey probably did not have the need for assistance by an external volunteer. The
realized use case with théelp Radardid not meet the needs of the involved Arabic users.
However they appreciated the coptef the service saying e.g.,

T Al t hi nk t hHelp Radaris hot abbut askng questions or information,
information you can get from the app in a lot of things thetmain point of theHelp
Radaris to help you wit something that you are stugk or that you are having a
problem with something, need someone with you, need someone to give you a solution
for a problem not just informatian.
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On the other hand Latin Americamnticipants really liked this toplsthey felt it wasfivery
useful for peoplewmo need the hel po. They felt that thi
like and purchase.

Table 15 further shows the given ratings of received assistances by participants. Ratings could
reach 5 stars in case the assistance was perceived as very helpful by the participant. In case of the
value A00 the participant had skipped the rat

The reasons for assistance requests by Latin American participants were manifold, to outline a
few in theTable14:

Latin American immigrants made use of thelp Radarfor various reasons including translation

of documents, real time translation on school or legal behalf. As reported from the facilitator
Paula, participants often rang her on the phone to receive support without using the MApp
service. They were udeto directly contact her from previous exchange within the Latin
American immigrant community.

Table 14. Help Radar assistances

MApp user | Reason of contact Support given
32 Mother in hospital, participant asked f Guidance over phone about tk
support necessary steps
26 Appointment for the change of school | Meeting with school directoratg
participants” children. Children started school a week aftg
28 Parents evening in child's school Participated for translatiof2hrs)
26 Appointment at the Job centre Translation and support
29 motor bike was stolen Follow up calls to sort out insuranc
28 Housing office Call the office and settlin
appointment
39 Help to translate a document from wqg Translation
(English-Spanish)
25 Do mini-questionnaires for the trial Guidance over phone how to f
guestionnaire
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Table 15. Provided assistance via Help Radar (brown: Turkish; green: Arabic; red: Latin American).

MApp

Facilitator,

Requested

user volunteer Da?e IS G volunteer Assis_tance
name name assistance request competency rating
MApp12 | sibelyigit 2014/10/30 18:14:58 Law 5
MApp11 | sibelyigit 2014/11/10 16:26:30 commerce 2
MApp11 | sibelyigit 2014/11/10 18:27:46 commerce 0
MAppO7 | sibelyigit | 2014/11/30 12:43:40 health 0
MApp50 | BaselZz 2014/12/20 17:34:32 5
MApp28 | jaydee 2014/11/12 14:22:20 Law 4
MApp39 | jaydee 2014/11/18 17:58:09 4
MApp34 | jaydee 2014/11/19 18:17:24 health 5
MApp26 | jaydee 2014/11/20 17:04:34 commerce 0
MApp33 | jaydee 2014/11/20 19:22:25 Law 0
MApp60 | Marina 2014/11/07 14:13:01 health 0
MApp60 | Norbz 2014/11/07 14:11:11] Law 0
MApp39 | Norbz 2014/11/24 12:20:48 0
MApp32 | Paula 2014/11/03 13:31:11 Law 3
MApp27 | Paula 2014/11/03 15:23:55 Law 3
MApp33 | Paula 2014/11/03 15:23:58 Law 4
MApp34 | Paula 2014/11/03 15:24:01] Law 5
MApp37 | Paula 2014/11/03 16:53:44 commerce 0
MApp33 | Paula 2014/11/05 10:19:36 Law 2
MApp33 | Paula 2014/11/05 17:48:22 Law 0
MApp39 | Paula 2014/11/07 11:37:05 5
MApp28 | Paula 2014/11/1313:01:21 | Law 5
MApp28 | Paula 2014/11/13 15:13:39 Law 5
MApp60 | Paula 2014/11/14 18:49:57| Law 0
MApp28 | Paula 2014/11/16 22:00:49 commerce 5
MApp32 | Paula 2014/11/17 10:08:58 commerce 0
MApp34 | Paula 2014/11/17 12:20:37, commerce 5
MApp71 | Paula 2014/12/291:14:34 | commerce 3
MApp39 | Paula 2014/11/27 12:15:10 0
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Help Radar

Likes - fito get in contact with the volunteer, who made an appoint
for the doctod (Turkish)
-l f I coul d notwoudhdwe used tlersetvi
to get help fromsomebody who speaks the host langoas
(Arabic)
-iserved me-Amedcan) 0 (Latin
- competences categories are useful and important (more s
e.g. housing)
Problems, - Trust and Confidencé&i | was shy wusing i
shortcomings -Usability:il had problems to unde

- Volunteer availability:

-Al tried t o 1idsawthévolanteer thdt st
was available and | contacted her by writing a message
there came no reactiono (

- Al | ooked for as s i Alhawas
marked availableo nl 'y 15 hours dur
(Arabic)

-Aiit was not al ways showi
hel p. Then | rang the vaqg

(Latin Americar)

- Trud: there wasno personal contact with the volunteer bef
(Arabic, Turkish)

-Privacy: Al can see where
who el se can s @mbiagne on the n
Recommendation| - Usability:

- Provide instructioomanualfi h o wu steo Hel p H
- Privacy:

- Places should not be shown on the map to all (privéd
only by messaging

- Provide the option to making oneself visible to the othg¢

- Provide volunteer details to reduce the barrier of
knowing each other

- Volunteer setup
- Make sure volunteers availability overall covers the we

- Allow volunteers to meet up personally with users
advance

- it needs a largguool of volunteers thaane or two
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TRANSLATION TOOL

Most participants could use tAeanslation toolsuccessfully for the recognition and translation

of a single word and short expressioAkhough a more detailed instruction on how to use the
tool successfully would have been beneficial for some users, adifieds different angles,
different lightingconditions for capturing text partBarticipants explored the usage of thel to

by trying out many different formats and text contents (e.g., handwritten text, whole text pages
of a document, web page contgntSome participants somehow missed to watah tideo
tutorial.

For Latin American and Turkish participants the designed use case met their requirements, there
were attempts for the incidental and spontaneous usage of the tool on the move to explore the
host language. London participants concludeel tbol often didnot work on the road.Some

would have liked to use it while killingnhe on the busses to study newases and words

Likes - single words can be translated

- worked also well with short articles
- appealing design

- can be used on the streem, the move

Problems, - translation is not corrected, mixes up German and Turkish w
shortcomings (Turkish)

- long sentences could not be translated properly

- low efficiency: need to correct a lot afterwardsyrecting lad
captured content is annoying

Translation tool

-Aidid not see any tutorial v

Recommendation| - improvetext recognition quality

- provide detailedand easy to understand manualh o w
successfully usebo

- add optiorto spell the wordor entry

LANGUAGE LESSONS

The Language lessonservice was the most preferred service in all three groups. The tool was
introduced later in the trial, available in Turkish for learning German, Spanish and Arabic for
learning EnglishA lot of the Latin Americanparticipants reported that they had problems with
installing and successfully activatiniis tool. It had to benstalledlocally on the device by
every participant, which caused some delay. The Latin American facilRatdawas asked for
support and met up with some participants erstiuced most of the participants on th&rum
abouthow to update their MAppMost participants realized the worth of this tool too late on the
trial and weredisappointedhat they could notse it longer as it was really helping them learn
more EnglishBeside the very few wrong translations, treguage lessordid not provoke any
serious usability problems in long term usage.
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Language lessons

Likes

- very useful (all groups)

- fimost impatant things when you first come into a country, I¢
the idead (Arabic)

-l 1 i keigrhaed delvieyl sgoes upo (

-A | tfils thaigaps in my head like which preposition/vocabula
have to useo (Turkish)

-Ail used it to pmepgpaBbgemgsam
-iThe tests in the service a

-AThe topics | ike public tra
were really wuseful for my da

-Ailf you have made a yomabsutibakes g
whil e again, so it was a go¢
(Turkish)

-iCan | download it again?o

Problems,
shortcomings

- if the phonesettings are set tArabic, thekeyboardremains in
Arabic for theservicel needed to set it every time (Arabic)

- translation quality{Arabic):
- Diabetes translated as Asthma
- Mumps as pneumonia/ lung infection
- immunization not very clear needs more than one worg
- too basic (Arabic)

Recommendation

-fAlt supdate Itodnew vocabulary, after you learned
existing one; it should be |
-AAfter you completed a top
added something new to the r

- Provideadditionalmodules/ extensior&atin American, Arabic)

GAME

ASPLI TO

Latin Americanparticipants reported that they could not workout the game after trying it for
hours and asking other young family members to try it. Only a few participants reported they

understood how to play th€ameand played to certain point until they got borédany

participants especially the female immigrants from Graz as well as female Arabic immigrants in

London pointed that they are usually not playing any games at all.

Most of the Turkish participants did not understand the purpose @ahee Having rathetow

reading skills Turkish immigrants had difficulties understanding the dialogues and expressions.

Active Arabic participants tried to play through tBame As most had sufficient reading skills
in English they played the English version. Some did n#eawith the overall concept that the
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external world (and people) is changing as in reality the change and awareness toward adaptation
has to be done by the immigrant him/herself. Characteristics, roles and peculiarities of the two
fictitiouscultures weralistorted in terms of exaggeration and polarisation.

After a walkthrough document was provided by COV to participants via the facilitators,
participants engaged again in the play. With the help of the walkthrough some users could
proceed, but no participaplayed the&Gameto the end. Some participants recognised that earned
coins are to be spent in t&ame by visiting the shopping centre. However no participant could
buy something in the shop.

Likes - fiworked well, rurfluentlyo (Latin American)

Problems, il came to the hotel room,
shortcomings unfortunately not able to do so, | tried everything out, char
i mensions etc., but 1t sent

o

=]

I was mpdtayablle dtial not under

A | went up and down in the
after awhile I gaveuptryingd ( Tur ki s h)

-Adi fficuldt and boring, rat
(Arabic)

-Aichangi ng di men gjddnnst resognize thg
dimensions could be switoh ( Ar abi c)

ASplito

-ino clear purpose of the ga

Game

-irol es are too exaggerated?o
-Ainot | ogically correct, not

- fiyou get to theshopping centeand you cannot do anythi@g
(Arabic)

-Ail am not a gamer o (Arabic)

Recommendation| - provide introduction in the target language
- keep objectivesJpurnal) upto date

- provide more details on the purpose of dimension switching

PEDESTRIAN NAVIGATION

Latin Americanparticipantsenjoyed using this tool when it worked but perceived that it was
rather slow. Participants complained on the long processing time.

In the course of the tool development activities in WP4 an additional outdoor study was
conducted in Task 4.2 which aimed to evaluate the Pedestrian navigation with Turkish
immigrant usersThe detailed description of applied procedure and gathered remulbeedound

in the Appendix 7.3mmigrantnavigation sudy.
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Arabic participant sveny good &hewaputecidted ¢hat the AR/viewe a s
providedlittle details about where to gand the toohccepédthe post codas entryery well

Likes -Ail't was kind a fun using th
easilyo (Turkish)
-A used the map to or i away the
destination is and which dir
-ivery useful, provides cl ea
Problems, - Al did not need it mu c h, b

shortcomings h us b érarkish)

-Adoes not p r o gpiiohse ded hot providewtls
shortest way, rush hours like Google Maps ( Ar abi c)

- Aidid not found the arrow view, | only used with the méjpatin
American)

Pedestrian navigation

Recommendation| - Affordance: highlight théink (destination pointjo open AR view
moreclearly

- provide options for setting route quality preferences ({
distancesafety,crowding)

PLACES OF INTEREST

The Places of interesservice was available in English only. No translated Ul elements were
available. Nevertheless most participants tried out the service to find important places of their
entourage. Although in English only, the purpose of the service was clear to all gmaufise

usage was easy to adopt.

Arabic participants pointed that tiaced of interestvould be well directed for new immigrants
to get a good overview on nearby places which could become relevant in the future.

Latin American usergeported that they &re able to use this tool successfully and it helped them
find the places they needed much quicker and also helped someone to not get lost (orientation).

1 AThe Places of intereshelped, as for me I here for about a year. There is a lot of
places that tlon't know about, so whenever I'm in a new area | justhankthe places
of interest and it can giveethat there is a post office, there is a hospital, there is all the
thingsonthearema ( Lat i n Ameri can).

T Al tried many si t es ate Moderny Thie ButainKLendon G@or d e n s
However the problem with the tool is that you spend most of the time searching for the
lollypop sign or else you have to know the approximate area, which defeats the object of
the exerciseo (Arabic).

The service was vg much recommended to be furtheeveloped according to
recommendations
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Likes -Al't shows everything | need
supermarkets | liked it a lot. | could easily find places | wzg
| ooking foro (Turkish)

-AMy neighbour had bad toot|
dentisto (Tur ki sh)

-iThe aim of the service 1is
us and it does it very good.

Problems, Usability:

‘g}' shortcomings -ifafter having entered a
o that indicates whether the query has been finalized
£ search results are avail a
o -fafter having entered a
= actual position of the user armdbes not refocus othe
g locationof theplace of interest

-icould not find address inf

Recommendation| - Affordance: highlight the link (destination point) to open AR vi
more clearly
- Orientation: zoom out map view tshow query results in th
surrounding
- Visibility : only show a few categories at first view in favor o
less dense overview of the place
- Interlinkage: to Navigation service

INFORMATION

The Information service was available in English and Spanish for participants in London.
Information content was available for the topics health, employment and education (English and
Computer skills classes). Latin American participants did not commethieoservice neither

with critics nor with suggestions for improvement.

Likes - useful information about employment (Latin American)
- liked the active links (Latin American)

Problems,
shortcomings

Information

Recommendation

RECOMMENDATIONS

The Recommendatiorservice was available at all sites, in English only. Due to the nature of the
tool recommendations were not immediately created on the first day, but only as first user data
was gathered during the first weeks. Hence the service coulct m@rbonstrated in real time to
participants during the introduction workshops. This probably caused the reduced awareness of
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the existence and especially the potential benefit of this service. Most participants neglected the
Recommendatiorompletely.

Turkish participants who did not understand English writing did not benefit from the
recommendations. Also Latin American immigrants had difficulties due to the language barrier
and did merely look at thRecommendationdNone of the users reported to hayireceived
notifications about new recommendations from MApp. However in workshops participants
anticipated the usefulness of such service, in contrast to the majority of Arabic users who
understand the English text parts reported they would know thesptatd would not have a
need of such service.

Likes -

Problems, -il't was in English, so | onl
shortcomings

-inot usef ul for me | know t

Recommendation| - provideactivelinks tothe straight information

- notification: provide message for new incoming recommendé
in the Android notification bar

Recommendations

- settings: provide option to activate and deactivate notification

2.3.7 GOAL ACHIEVEMENT THROUGH MAPP SERVICES

In the study we wanted participants to reflect about some personal goals that could be achieved
by using the MASELTOV services$n the first mintquestionnaire provided via onlii@k on

the smartphone the participants were presentdda questionnaire abothe goals they wanted

to work towards by using the MASELTOV servicas; options were presented as seen in the
Table 16, participants were free to check zero tosaljgested goaldhe results are shown as
frequency and percentage.

Table 16. Goals set at the beginning of the field phase.

. Latin - :
Set gpals VUL American Al
N(20) N(12)
N(15)
To receive practical information regarding jsbeking, 15 12 (80%) 10
legal information, healtservices é (75%) 0 (83.3%)
To share my experience with other people in my situat 10 (50%)| 4 (26.7%) (831??% )

To meet people who can help me get access to local 12 (60%)| 8 (53.3%) | 6 (50%)

services

'CF;(;nmeael;Epneé)"p:ﬁ with whom | can practice (751/0) 10 (66.7%) | 6 (50%)
'brgf;ergl confident about visiting places | haéidmeen to 9 (45%) | 7 (46.7%) (66?7%)
To learn about cultural differences/ about the local cull 10 (50%)| 10 (66.7%) (66?7%)
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At the beginning of the triainost of theTurkish immigrants and people from La#mmerican
countries were interested in receiving practical information for their everyday life such as how to
get information on legal advices or medical servioe&raz(Information service, Help Radar

They further aimed at meet up with people to learn the host country langbagen
Translation tool,Language lessofsTwo thirds of Latin American participants were further
interested in learning about culalirdifferences and getting familiar witthe local culture
(Gamg. At the end of the triaparticipants receive@ mini-questionnaire on the goals they
accomplished through the MASELTOV services. The presented options were the same as the
guestionnaire othe first week

Reliable data could be collected from 14 Laiimerican participantsTurkish users checked all
answering options which might not reflect their personal goal achievements but ratlaér soci
desirable answering tendenoy missing understamty of the task itselfAlthough only four
Arabic usershad really used the MApp services, 14 users replied to this questiommaime
course of the final workshop\s these answers cannot be reliable in terms of the impact the use
of the MApp tools hadhis group was excluded from further interpretations.

After having used the MApp services for eight weeks in their everyday6lilegf 14 Latin
American usersansweredthey had received useful information regarding job seeking
(Information servick and halth related servicesHelp Radaj. Six of them met people who
helped them to get access to local services usingH#ip Radar Additional achievements
mentioned by this group were

1 learnt English
1 learnt the valuef the other’s opinion

2.3.8 SOCIAL INTERACTION WITH MAPP

During the study th&orumoffered participants, facilitators and volunteers a private and suitable
media for communication and exchange.

LONDON ARABIC LONDON SPANISH

Figure 15. Social graph showing the interaction in thé=orum during th e field phase
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In the social graphareaprovided by the Social Network Analysis tool (D8.1tBg graphical
representation of interactions between users is displayed. The edges are labelled with the number
of reply posts exchanged between the two users.tAlee groups of trials can be recognized

(see Figure 15). Users from trials appear with their predefined MApp number (MApp
registration user name), beside facilitators and volunteers additional supporters of the study used
the Forum for learning more about participant’s problems and experiences with the tdélpp

(e.g. Morad).

1 Arabic group:the graph clearly shows that the Arabic facilitalan&h?) is at the centre
of activity. Most direct linkexist betweeiinah7 and the participants.

1 Latin-American group: While the facilitator Paula (Paula) was drivimgussions in the
Forum, the graph shows that participants communicated with each other. Volunteers
Norbz and Jaydee were less involved in the discussions of the group

1 Turkish group:the facilitatorSerpil (serpilk) initiated discussions, while the volunsee
Sibel (sibelyigit) and Deniz (Deniz) replied to requests from participdrass links
between participants

Some individuals belong to more than one group because they have relationships with
individualsfrom different groug. As the discussion topiceom the LatinrAmerican group were
visible to Arabic users too Paula hadiationships with both London users groups

Exemplarily theForum entries from Latin American participants were exported teawascribed
by the Spanish speaking facilitatorget arunderstanding of the main discussion topics

The Forum structure contained a selection of jolefined topics particgnts were invited to
comment on. Some discussions,

About your work: Most participants commented, all cleaners looking to better their Erglish
better their lives in the UK:

o MApp 34U | wotk ifor a cleaning company and am currently contracted in a
theater, | like it because | get to see the in and outs of how aetleattions. My
supervisor is Colombian and a very good person. My work censistleaning
backstage and offices within the thea . 0
o MApp26: Al't is interesting working in a
world. | am aMakeupArtist, | paint in festivals and parties. When in Colombia |
painted the medellin ballet team and | was in a competition in Amsterdam over here |
do the same as you cleaning and someti me
o MApp28: Al work in cl e aitihatgucth Notbecaulsésit t r ut |
cleaning but because of my boss. But im trying to learn this language so | can try get
work in what | actually 1like. o
o MApp32: AHel |l o my peopl el My work is si mi
for a better life the iference is | work with old people and | have another job that |
like less because | have to wake up at 3am. | am stuéyiglish so | can get a better
job and have a better quality in life. Thisiba t about my || ifel! o

Life in the UK: Participants feel that life in the UK has a lot to offer with great possibilities for
all weather you want to educate yourself or just work but they find that people lose their warmth.
In this section participants also recommended books to each other.

o MApp28: AThe | ife in UK iIis good economic
human heat. o
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o MApp46: Al agree with the comment above,
money, but it’s to spend more money on materialistic things and loo$®imanity
and value of | ife. The people are very cc
o MApp31: At is complicated adapting beca

cold. Not everyone can cope those that have work withrtreeit gets better and you
getuselt o it . O

Topics relatedto the use of the MApp services:

Participants reported that they were having problems with the connection while on the road but
could access the MApp better whanhame connected to the Wi. Participants reported that

the application closed frequentyd they could not access most of the tesisecially theHelp

Radar. Volunteers also reported they were having problems with connection and to report we
were not receiving help request.

Participants mentioned they could tell the system was getting lbettause as the trial was
finishing they were being able to connect better and realized that the problem weasmibe

phone then the MAppParticipants also said they felt thigolsetshould have come with a
manual for them to work out the tools as not all participants were smart phone savvy.

The followingtopics were discussed:

Language lessonsmany participants reported that they had problems with getting this tool to be
installed. Paulawasasked for help and could instruct most of the participants oRdhen how

to update their MApp. Most participants realized the worth of this tool too late on the trial and
were disappointecthat they could not use it longer as it was reakyping them learn more
English. However theydiscused the language learning tool as being very good for them and
being able to learn through it but that they would have liked it to have more advance learning.
They liked the factttat the tool had illusations.

Help Radar: one prticipant needetielp and had to go through tkerum because she could
not access volunteers through tHelp Radar Volunteers and participants replied atie
participant receivedssistancéhrough the phone.

T MApp28: i Herm Maria, Patsairieeded assistance and | could not get it, on
the street the connection is terrible and | was only able to use the Mapp over the
weekend from home. o

T MApp32: AHI I am Stell a, |  h ameene,mplpasanu m i |
help me. My mother is a little delicadé®d | need some translationatih k s 0

Translation Tool: Participants reported that they were having problems with having access to

the tool on the road and that the translations were poor. Somepaantschad emergencies with
children and other family members at hospital
get help through the radar neither because of connectivity while out. Most participants reported
they could only use it at home Witvi-fi.

1T MApp34.: AThe transl ator doesn't work wel/l
1T MApp26: A Wh at I can say is that the prog
have | i ked to use it while killing time ¢

Navigation: Participants reported that they tried to look up addresses while on the road but the
t ool didndét wor k, it kept showing the | oadin
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reported that most of the applications would work for her at hehmke connected to the wi
but not on the road. Participants reported later on the trial that this tool got better but that it was
still slow.

Game Participants reported that they could not workout@aeneafter trying it for hours and
asking other gung family members to try it. Only a few participants reported they understood
the Gameand played to certain point because they got bored.

T MApp30: AMany ti mes t heGanaepoplllicanreot mogen c | 0
forward, has anyone been able to move froc
1 MApp32: Hi Guys, | have been trying to play tBamefor days and the truth is |
haven't been able to understand it and not evedanghtes that are good with this
things can wik it out.

Places of Interest:Participants reported that they were able to use this tool successfully and it
helped them find the places they needed much quicker and also helped someone to not get lost.

Pedestrian Navigation: Participants enjoyedsing this tool when it worked but found it was
slow.

Help Radar: Participants really liked this tool they felt it was very useful for people who need
the help. They felt that this tool is something many people would like and purchase.

Forum Participats found this a good tool for people that are new in the country to be able to
socialize through. They felt that at the end #&um was not being used as much by
participants and that we didnot realppepedt ak e
mainly because of the problems with the connection and people were communicating with me on
my personal phone number instead of the MApp. Participants also said that this tool should have
some kind of notifications to know when people have rebegbur posts or have messages.

Links: Participants were sent the links for the questioners and were asked to fill them in.
Participants replied and some asked for help.

New topics were creatda; the facilitator and participants

1 Festival this weekend: Participants responded positively and asked for more
information.

1 Invitation to a Temazcal and What is a TemazcalSubjectcreated byPaula to try and
get the participants together to get to know each other better and to check any problems
with the MApp. Participants replied interested but could not meet.

1 How do you celebrate Christmas?A participant wanted to get people involved in the
chat and started this subject and some of the participants shared their family traditions.
Most of the participants arof Christian faith.

1 Favorite places Another topiccreated by the facilitatdo get participants talking on the
Forum Some participated and shared their favorite restaurants.

1 Carnaval Del Pueblo 2015: Paula announcea carnival meeting. Some people regli
but no one could make ihut are interested in participating in Carnival 2015.

2.3.9 DISCUSSION AND CONCLUSION

The User Experience Evaluation stuctyveredthe interaction with theMIApp servicesby the
MASELTOQV targetgroupsunder natural, uncontrolled conditions, for the duration of approx. 8
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weeks.While no explicit taskbased observatiowas performed,usergenerated feedbackas
gatheredto answer the main researcjuestions regardinghe overallusage behavioand
experience with the services at the beginning (introduction workshop), during and after (closing
workshop) the field phase.

RQ1: Are there differences in the usage activity of immigrants with different origins in
different European countries when usingMASELTOV services over time?

Forumwas the most used service in the final field trialseltved as means focommunication
between the participants and the facilitators. Mainly facilitators usefldihento post the links

for the weekly miniguestionnaires, to send out special information about the study and services
(e.g. Language lessonsre available, walkthrough for th&am¢g, as well as to motivate
participants to engage in interesting discussionthiwithe groups.Additional discussions
occurred between the participants.

From qualitative feedback we conclude thatlthaguage lessorsest met the needs of the Latin
American and Turkish participant®Arabic users differed in their demography from the
remainingparticipant profiles They weremore highly educated (Bachelor), had lived over 5
years in the host country and had sufficient English skills to follow academic studies In London.
Arabic participants used the MApp toqlscluding thelLanguage @ssony significantly less
intensdy than the other two groups. This might be due to reasons not primarily related to the
functional repertoire or the performance MApp services, but rather to theolowitmentof the

Arabic facilitator, and of motivatiorof participantgthey had little need of the language lessons
compared to other groupsgs no participant knew each other nor the leading facititato
motivation and willingness tasing the tools and providing valuable feedback for the study was
rather bw.

Turkish participants preferred theanguage lessonsPlaces of interestand Pedestrian
navigation BesideLanguage lessonand theForum, for Latin American users thidelp Radar
was the most promising servic€inally Arabic participants reported toengeive greatest
potential in thdanguage lesson®laces of interesand theTranslation tool

RQ2.1: How satisfied are immigrants when using the provided services over time?

As the Forum was extensively used, the increasing amount of posts and messdgesa
reduction of the overall usability of the service regarding clarity and arrangement of the content
on the small displaySubjective satisfaction regarding tRéaces of interesservice might have

been influenced by the occurrence of connectipityblems participants had using the tool on
the move.

Satisfaction ratings for th&ameremained around and below average for the duration of the
field trials, due to the problems the participants reported to proceed@athe

All participant groups flly appreciated the value of theanguage lessonsndsatisfaction with
this service increased over time and reached the highest score among the MApp services.

While at the beginning the rating fRecommendationsas below average, satisfaction with this
component rose with time as with processing of more and more logging data (e.g. MApp usage,
location tracking) the MASELTOV system produced entries in Reeommendationghich

could bereceivedby participants.
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RQ2.2: Do immigrants have privacy concernsowards the use of the MApp services? If yes
what are they?

I n our study <context i nformation privacy <can
determine for themselves, where, how and to what extend personal information is communicated
t o o t{Mualbatrsed al., 2004).

Participants were asked to provide feedback on thameial attitudes and privacy concerns
toward the collection of personal information by MASELTOV system. While most Turkish
immigrants were more concerned to provide persondldamographic information (sdeable

12), more Latin American immigrants expressed their concerns about providing financial details.

According to previous research tlenstructof information privacy furtherefers to three
dimensions

1 Collection the degree to which a person is concerned about the amount of individual
specific data possessed by others

1 Awarenesstheunderstanding about established conditionsautdal practices

1 Control, the gven control ovepersonalnformation

Feedback on general attitude toward priveslated statements showed that overall the (higher
educated) Arabic users were mostly concerned about threads against personal datasdcurity
privacy. Concerning their attitude toward the MApp services, Latin American tsaosted

most concerns, however scoremained in the middle of the scaléowever high scores for all

groups were attained in relation with tbellectionof personal dta byMASELTOV, reflected

by the item ATo me, it i's the most i mportant
servi ce Arabw ghovked mighastwarenes®n possible threads as the lower educated
Turkish and Latin American participants. Edtion level is only one ewariable that influences

extend of privacy concerns.

Overall summary

Overall most participants said they felt the MApp was a fantastic idea to help immigrants at first
arrivals. Most of the MApp services were positivedyaluated by the different groups. Arabic
participants turned out to be the most critical group, Latin American engaged most in the
communication toolsHelp Radar, Forumand Turkish participanteferred to the usefulness of

the navigation and place fimg) tools (Navigation, Places of intergstHowever the main
problem has been the unstable connection to make the services run properly, participants were
put off from using the MApp more frequently because of the connectivity. Participants were
asked if hey would pay for this MApp and they replied they would if all the teething problems
were resolved.
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3. LANGUAGE LEARNING WITH MAPP

3.1 BACKGROUND AND RESEARCH QUESTIONS

The aim of this trial was to explore how the MApp supports users to improve their English

|l anguage | earning and to develop their wunder
was on gathering qualitative tHealeaningdxpeuence,t he p
and their perceptions of changes in learning practices. The services and modules which the trial
focused on are shown ifable 17 below. Dwe to logistical and technical reasons three of the

MApp tools were not included in the Milton Keynes t(ilK trial). The difficulties involved in
recruiting | ocal bi | i nHelp &édar erices, togethar Iwithntihee e r s 6
technical prol#ms experienced by those in this role during the London trial suggested that this
service would not be feasible during a trial of such short duration. Ndegation and
Informationservices were designed and built around the transportation systemsaitfytbé

London in the UK, and for this trial, added at a later stage to the planned field trials, the time and
resources available meant that extra technical developmeatked for their inclusion were not

possible

A full description of the background amdethodology can be found in an earlier MASELTOV
deliverable, D9.3.1.

Table 17. Services and modules evaluated in the MK user trial

Services and Modules| Milton Keynes, UK

(Latin American
participants)

Profile X
Translation tool X
Help Radar

Forum X

Navigation service

Pedestrian navigation X

Places of interest X

Information service

Language lessons X
Game X
Recommendations X

The two main research questions were:

RQ1: How do the participants use the toa@sd services provided within the MApp to
improve their language and communication skills and cultural understanding?
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RQ2: Does the MApp enable participants to shift their learning practices toward more self
directed learning?

3.1.1 CONTEXTUAL BACKGROUND

Milton Keynes is a new town in the centre of the UK that has developed since the 1970s with the
aim of achieving city status. It has a Aaerarchical design that contrasts with other traditional
new UK towns and is modelled on the work of an American urban righeo
(http://en.wikipedia.org/wiki/Milton_Keynes#Birth_of a_.22New_City2@cessed 15.4.2015).

Milton Keynes is one of the more successful (pentaagconomiesn the UK with agross
value addedper capita index that was 47% higher than the national average (2005lidata).
attracts a growing multultural population with many recent immigrants and has a population
of over250,000.

3.2 METHOD AND PARTICIPANTS

3.2.1 METHOD
Pre-trial preparations

Thefinal field trial methodology used in London and Graz was used as a basis for the MK trial

(see Sectior2.2). Smartphones were purchased andlpagled with a SIM card, 6 GB of data

and A10, and configured for participants6d use
Milton Keynes wasundertaken to establisikhich services(from the list of those planned to be

used in the Milton Keynes trighown inTable17) were (1) running in a technical sensken

connected using 3@) were logging via 3G, and (3) to give an idea of the functionality of the

tools when faced with authentic tasks so as to (a) understand what potential problems are and
consider workarounds; and (b) create participant briefingtenialsandto prepare volunteers for

known issues.

Induction workshop

An induction workshop, delivered in Spanish, was held so that participants could familiarise
themselves with the Android smartphone and the MApp functionality, and to begin toabuild
community of learners. The following resources were provided, all of which were translated into
Spanish:

1. A handout on how to use the MApp. This was used as a training tool during the
induction workshop (see Appendix ).

2. A handout aimed at encouragipgrticipants to try out the Mpp tools and slre their
experiences in the Mgp Forum This handout was entitled
version in EnglishParticipants received Spanish version).

3. A consent form explaining how data collected would edus

4. A Motorola OMoto GO p h-loaded withoarGmailaaccount;pgher t i c i
MApp and a MApp user account assated with the Gmail address;SIM card with 6
GB of data and £10 credit for calls and SMS use.

The 3 week trial period

During thetrial period a Spaniskpeaking facilitator and a member of the Open University team
were available to support the participants when necestheye werethustwo facilitators for

the triat (1) a bilingual Latin American facilitator who was known to maof the participants
from this community before the trial, since she was instrumental in recruiting #meh(2)a
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Spanish speaking OU facilitator helped-adinate and solve any technical problems. Both
facilitators entered into thBorum to pronpt, s@ffold, join in or furtherdevelopdiscussions
underway and answer questions. In lessons learned from the London trial, the bilingual facilitator
was strongly encouraged to ensure all discussions and communication about the technical
savices were carriedut in theForum so this data could be captured.

Qualitative and quantitative data were collected using a variety of methods. These methods can
be assigned to two categories which are intended to generate data for different purposes:

1. Methods which allowdata to be collected at the place and time that the MApp is used,

i.e. syndr onously at t he MAppos
These methods enable data to be acquired which can track actual usage of the MApp.

2. Methods which allow data to be collected at times and places at which the MApp is not in
use i.e. asynchronously and not necessarily located with MApp use
These methods enabparticipantsto reflect on their experiences of using the MAppp,
before, duringand after their use of the MApp during the trial.

The data collection methods used in the two categories were:
1 Data collected synchronoudlyr om t he MAppdés | ocati on

1 Event data from the MApp, e.g. lesson access and duration in seconds
1 Forumposts
1 Geo congxtual data, i.e. place and time the Mapp was used

2 Data collected asynchronously and meicessarilyocated with MApp use

1 Pretrial questionnaire (papdrased and completed at the induction workshop)
1 Posttrial participant interviews (fact-face)
1 Posttrial facilitator interview (facdo-face)

Experiencesampling

1 Weekly online surveys using the Experience Sampling Method (ESM) were sent to
participants via the smartphones

We also used a short questionnaire to capture particgpaetss at theend of each week. The
modified ESM method collects data in a manner that contains elements of both Category 1 and
Category 2, i.e. it collects seléports of MApp usage and reflections on use. Participants may
respond in different ways depending on thmin preferencessome mayespondusing their
smartphone just after using aAyp service, while others magspondon another device
sometime after having last used thé\pp. The questionnaire could be completed online or via
the smartphone at the endezich week.

End of trial workshop

Three Spanish speaking Open Univers#gearclstaff were recruited to conduatraistructured
interviewsin Spanish withithe 12 participants who completed the trial, wlo responded to at
least 2 out of 3 weekly suryg, engaged ifforum discussion and attended the final workshop.
All of the interviews were recorded.
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Geccontextual and other usage data obtained during the trial were removed from the
smartphonesThese 12 participants were presented with a CertifiohtBarticipation in the
project and giverthe smartphone, plus a £8Bbopping voucher as a token of appreciation.

After the trial
The following data were translated from Spanish into Engligdr to analysis

1 Forumposts

1 Weekly surveys

1 Semistructured interviews (2 complete interviews and specific excerpts identifid by
OU MASELTOQV team)

3.2.2 PARTICIPANTSODEMOGRAPHIC DATA

17 Spanish speaking participants with a low level of English, who have immigrated to the EU
and are now living in Mtbn Keynes, took part in the trial.

Milton Keynes traditionally attracts immigrants with post graduate qualifications, and initially

the local ESOL colleges, restaurants, salsa groups and other Latin Americanfcacrsd

yielded very few participants i the appropriate language or education levels. Two participants

were eventually recruited via Open University staff networks and the remainder via the
Venezuel an facilitatordés own personal contact

3.2.2.1 AGE, SEX, NATIONALITY, LENGTH OF TIME IN THE UK, EDUCATION LEVEL & REPORTED LANGUAGE
LEVEL

Of 17 participants12 females and 5 male® were under 21, dged22-24, 8 aged 4@9 and 1
between 5059. 15 were from Spanish speaking South American countrie® arete Spanish
(seeFehler! Verweisquelle konnte nicht gefunden werdei).

oo

I
Country of origin

D

N

Number of participants
N

o

Columbia Equador Spain Venezuela
Country of origin

Figure 16. Chart showing the countries the participants originate from.

Eight participans had been in the UKor a year or less (one for less than a month); 2 for 2 years

or less, Zor 3 or 4 years,and the remaining 4 for longefhe average igist over 3years(SD

4.1). Their reported education level shows 2 participéasingcompulsoryschoolingaged16,

and 15 who completed some studies aftes. 9 of these indicad their studies were at
ouniversityo with 6 at 0coll eged or bachal a
indicated theitanguage level was at level A atB1, and2 at B2.
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Table 18. level of education of the MK trial participants

MK trial : p| Modified assessment after
education level clarification
Primary school only
Education up to age 16 2
Post 16 6
University level 9

3.2.2.2 EXPLANATION OF ISSUES RE LEVEL OF EDUCATION & LANGUAGE

Thef aci |l itator recruited participants via phon
elicited the 6highestod | evel of education fro
that most potential participants were not educated beyond aged 16, with some having taken
vocational courses (e.g. hairdressing; food hygiene). The demographic data reported above are
from a paper based questionnaire completed by participatite very lisy environment of the

initial workshop.

The potential participants invited to the workshop had all indicated to the facilitator that their
formal education stopped by age 16, and information relating to all parts of our participant
profile wererecorded n t he facilitatorés spreadsheet. Al
criteria relating to noiiEU Spanish speakers where possible:, age, level of language, and
education. However, in order to reach our desired number of participants, a localgéangua
school found us 3 Spanish participants who did not comply with the nationality or education
level. As we were focussing on language, culture and communication the language level was
seen as the most important criteria in the MK trial.

Hence, participasthad been vetted as far as possible PRIOR to the initial workshop to ensure
that the majority fitted the profile characteristics in our information sheet for potential
participants (given to the facilitator, the local language school and provided by Uhe O
researcher by email where possible).

Unfortunately in the question about o6l evel 6 o
box. It is possible that participants completely misunderstood this question so unfortunately the
data here is not rostt The Open University MASELTOV researcher emailed participants to
disambiguate responses but received only 3 helpful responses which clearly explained their
educational level. Many attempts to try and clarify other responses by phone or email were
unsucessful, in either language.

Similarly level versus qualification received or course followed appears to have caused some
confusion. Participants who were studying or had studied ESOL in relation to a benefit related
job seekers course for instance, mighert mark the box for Higher or Further Education
(Bducaci -n superioro using e.g. university)

Questions that elicited ambiguous responses
¢, Cual es su nivel educativo? (p.ej., primaria, secundaria, formacion profesional)
What is your level of education? (e.g. primary, secondary, vocational education)
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Educacion elemental o primaria (hasta la edad de 11 afios) [ ]
Primary or elementary education (until 11)

Ensefianza secundaria obligatoria (hasta la edad de 16 afios) [_]
Compulsory secondary education (til 16)

Bachillerato o equivalente (hasta la edad de 18 afios) []
bachalaureat or equivalent (til 18)

Educacién superior, por ejemplo, Universidad []
Higher/Further education, e.g. university

Si su nivel educativo no encaja en ninguna de las categorias anteriores, por favor,
describalo a continuacion. If your level of education does not fit into the previous
categories, please describe it here below

Regardinganguage levelthe CEFR is unknowto many languageachersas well as learners,

and not used in Latin America. There is no test for CEFR; & tsol with descriptors of
examples of typical language use by language users at different levels. So a learner can be Al in
writing and B2 inlistening. Possibly this unknown scale on question 15 confused some
participants, because nobody was at a level B1 or B2 in speaking or listening at the workshop,
and all communication was needed in Spanish. Possibly participants unfamiliar with the CEFR
put B1 or B2 taking it to indicate the 5 categories in the previous questiongdd.n e igbod e r
nor bad), o r(seéthecekactwading asdobows).o

14. ; Cémo considera que es su competencia de la lengua inglesa?
What do you consider your language level to be? please select only 1 option
Por favor, seleccione Unicamente una opcion

[ ] Muy buena Very good

[ ] Bastante buena Quite good

[ ] Nibuena ni mala Neither good nor bad
[_] No muy buena Not very good

[] Nada buena Not good at all

15. Por favor, indique el nivel de su competencia de la lengua inglesa segun en Marco
Europeo de Referencia (MER) (si lo sabe)

Indicate your level of competence on the CEFR (if you know it)

Al [] A2[] B1 [] B2[] c1 []
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3.2.2.3 IMPLICATIONS FOR THE INTENDED MASELTOV USER GROUP

Given that some of the demographic data for our Milton Keynes participant sample does not (or
may not) match the target group, how f ar ar ¢
addressetivo aspects: educational level and language level.

1 Education level As has been noted elsewhere it was not possible to include illiterate
immigrantsi and indeed it would have been very difficult for them to engage with the
social aspects such as using forum and the text in the.anguagelessonsapp for
example. As noted the education level seems to be higher than we wanted, but we cannot
be sure about how it was interpreted by the participants, sdemsgraphic data is not
robust.Taking the mostautious line, and assuming that these participants were educated
to a higher level than the expected target group, it is possiblenthagrants with less
education might findite content harder to deal wittWe can only speculate. However,
regarding theLanguage lessongarticipants were very positive, and-ooe struggled
with the material: they compared it positively with other courses/resotiveg$iad used.

So we would beoptimistic about its use with a group with fewer formal educational
gualifications, but it is not possible to give a definite answer about this.

1 Language levellt seems that participants may not have understood what the CEFR was
and we have noted the difficulty of gi vi
However, there ismindication that their language level was too high for them to benefit:
indeed on the contrary when they were encouraged to write in the target language (in the
Forum) most were very reluctant to try to do this, finding it too hard. We therefore
suggest that the level of theanguage lessonwas appropriatdéor the participants and
would be appropriate for the target group.

3.3  FINDINGS
Interview data

Of the 17 participats that participated in the trial (s@able 21 event data below) 12 were
invited to take part in an interview in their first language, based on their availabiitiend the

final workshop During the interviews participants commented on how they used MApp services,
focussing on théanguagdearning app anéforumin particular.A couple commented on how

long they spent at a time on the app, whilst many talkedtatloat they used it for and how (e.g.

to practice inadvance or when needed). In the account below, the numbers in parenthesis
following each numbered point indicate the ID of the participant(s) making this comment. The
interview data suggests that thé\plp s u p p olanguagdearsirghy 6

1) Being available when neede8?);
2) Enabling them to look up vocabulary and phrases of personal interest (84, 87);

3) Enabling them to practsdifferentlanguageskills 7 in particularreadng, listering
and speakg: an example given was practicepronourting and hearing/understanding
pronunciationinthepar t i ci pan86,94, own t i me

4) Supportingpar t i cul ar situations: f q settliegxiomp | e @
the UK (88), making bankransactiong89), catching a bus where one participant found
they could change a couple of words in a phrase and use it for their own journey (90);
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5) Helping them to learncolloquial and appropriate English (e.g. using the word
d emper at uorfe 66 {8&éhaetinedaniohg contracted forms of phrasesi@.y.6 v e 0

~

instead of Al haveo (85).

The MApp providedsupport inusing Englishi where other courses have not helped (89) and as
an accompaniment and complement to farmvays of learning (100PRarticipantsappreciated
being abé to test themselves and praetaés many times as they liked and wherever they liked.

Althoughparticipants used theanguagdessondo prepare for specific settings and to rehearse
specific vocabulary such as medicalbanking terms and found it to be very helptukey did

not describe any instances of using ltlagguage lessondN a particular contextsich asat the

doct or 6 s baokrfor exampld),hse it is not clear how much the app was used for
preparatione he ar s al and reflection, as opposed to
particular language issue.

TheTranslation toolwas used by some participants when they were out and about, although the
majority did not find it worked as they had hopébtkarly all participantsthought the language
learning appwvas better than previous courses or books they had wgbdust one participant

(81) preferring faceo-face classesfiEn gl i sh ¢l asses €& are more use
more social 6 but , as the app c ¢uch asiaboetdoctpraotfaeundi c a | i
elsewhereshe still found the apyery helpful.

The facilitator said the ©participants Afgave
| anguage | ear nngngseen ehavhst smaggygdo t o the doctord
how to say things and what things meanto. S|

UK 15 years, had tried going to a few classes

Aé but when you have ki K thelasttloing yod wamtrtaddo ar e ¢
at the end of the day is to sit in a class
having the course on her mobile, she could flick to what she wanted; if she was bored,

she could easily change to a lesson aboutetiuing else...she was learning at her own

pace and told me O6this is really useful 6 0

The interview data also show how tRerum wasalso used to support language learning and
cultural learning. The shared experiences of this small community were valued tran
participants expressed the following ways in which they useBdhan

1 To gain reassurance that others have the same gaps and make the same mistakes (84); it
was a trusted space of l#keinded people (92)

1 To meet people, make friends (81);flnpke opl e from t he participan
(84); build relationships and community (85, 86); talk to fellow usedscussion (92); to
comment; follow discussions (84)

1 To ask about learning English (90)

1 To learn about English food and gastronomy (84; 86, 87, 89), culture (84, 87 ,88 ,81)
(The English are punctugl!social security88)

1 To express opinions, share information, practise writing, communicate (90)

According to interview datgarticipants stated that thétorum posts weren Spanish (8184,
87); English (85)both (88, 94)andoccasionally in English (8®0); howeve the vast majority
of the postings were in fact in Spanish ($e&mum data section below)The facilitator also
discussed the intactions that took place in tik@runt
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AThey l i ked t he Il nteraction, being abl e
tral €. even i f I wasnodét on the phone when th
respondo.

Where and when was the MApp used®ne person didndét want to t al
toomuchi comment i ng t h a(88) iMany takes abdud esinit maialy at liome,

especially for thé-orum, because of internet issues (e.g.&31,87, 88,90, 91) and of using it at

night, whilstone participanttalked about using it in different places and at different ti(8d$

The extent to which others used the MApp whilst navigating Milton Keynes in the course of

their daily lives was not clear from the interviews. One mentioned that she had more time whilst

at home (90).

The Translation toolconcept was really liked but was not used much as it did nebrk as
participants had hoped; participants wished to use it for longer segments of texts such as to
understand | etters f(Blo&d, 87,008)ibuit wadh fin¢ trsbanté& s s c h
fragments (e.g. water bottlabel) and one participantsed it at college to understandtices

(90). Another (92) stopped experimenting with it when people were looking at her in the shop or
street.

In summary, the interviews showed thhe tparticipants @ly liked being able tqracti;
seeing their errors and being able to try again, gaining confidandethe practicality of the
lessons Participantswere overall very positive about the language lessas exemplified by
MApp88:

AReal |y useful e f cdrermpeopdl gginvece nthley barsriicw
l'ife here. o

Forum data

In addition to the participant interviews, tRerumposts exemplify the ways in which language
learning was both supported and motivated (or not) by the use of the NRAguice isclearly
important in developing skills in speaking a target language and the forum supports
communicating with others in social interactioftsis interesting to note that the interviews
appear to reveal perhaps slightly more use of English irFdinem than actually occurred, as
overall there was minimal use, even in those threads specifically related to language practice in
English. There are only four posts (of a total 1,182) asking for specific help understanding or

correcting language, and despitewalng unsol i cited peer and faci
the correction Mil a, I have a | ot to | earn,
6correctionsd thread was very rarely used. On

Forum post communication quest, where participants are challenged to share useful words and
expressions learned through using th&py suite of tools and services:

AGuys | '"m going to shar e Uphblg Detaderasiftodtar y t h
seleccimar (personal de trabajo), mesa up = estropear, Likewise= igualmente(:)9 2 )

The participantsd phones had been set to use
overall understanding of a new smartphone, which resulted in the auto correctioglish E

words to Spanish ones. Without very careful doubling back to correct and edit input keyed in,
there can be some problems with the resulting texts, as the example above demonstrates. The
word O6uphol dd comes out as Oia that mighp ke aied byc o mmo
English autec or r ect i on) and Omesaouporieasctcileemmrofy tal
(mesa=tabl e in Spani s@GuyslI'mgomnegto $hare tsetvocabalarythatd f t h
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learnttodap ) was wr i twh&emshadws theSguatamcesnhproblems in using English,
or a continuing of this communication quest thread started in Spanish by the OU facilitator.

The problem of autgorrection is identified by the following exchange later on within the
thread, this the composed in English (the response is by the bilingual Latin American
facilitator):

92: your welcome, and sorry is mess up, but this mobile has spanish diccionary
MilaR: agree? it's difficult to type in english as it has spanish as default dictionary

Thi s i ssue is reflected more pmhtistelsphdnglwiitsehn an ¢
in English and some of the words come out in Spanish

Together with a discussion around the perceived usefulness of the content or topics in the
Languagelessas serviceas revealed in the interviews reported in the previous section, the
harmonisation of topics across the collection of MApp tools was also represented here. MApp88
suggests that the serio@memight be improvedi i f t he di mensitothes wer e
topics practised in the | anguage | earning ap;f
Interestingly, two of the most populated threads, both instigated autonomously by participants

(on the subject of British food and English weather)eneot represented in tleanguage

lessons The vast majority of contributions made on these familiar everyday subjects were in
Spanish, despite repeated facilitator attempts to move towards the use of English, from which we
might surmise that there was @e(ceived) lack of L2 (English) available to participants, or the
participants found the constant awtmrrection into L1 (Spanish) meant it was easier to
communicate in Spanish.

TheForumposts reveal mor e about t heguigti@aawaréness,pant s
including particular emphasis based around pronunciation and lexis as wasveksied in the

interviews. MAp®3 describes the features valued here when listening to tannoy announcements:

i He vocabulary part is brilliant since you haverds separated from the classic mgssafrom

the big supermarkets. .. 0 This participant ap
isolated for focus on how the spoken forms appear in writing, which is mystifying to a user
whose L1 is phonetic, i.eccombinations of letters have one possible sound, rather than the
multiple possibilities in English.

A further important addition to the interview data lies in the identification of concrete language
learning strategies, which when shared in a commuiipyactice can be a powerful motivating
factor for new learning:

1 Reviewing answers: Early on MABpO comment s fAlt woul d be gc
you the results of the exercises they wou
participant gives technical help: AMApp8O
on finishing the exercise it gg, for example, 6/10 you can press the < and you see your
answer so.

1 Pronunciation practice: MAgp3 says AdAfor me the best part

in this way you can tune your ears and get used to the Englishnatco , and si mi
MApp8 8 s khawee erjoyed a lot the modules for listening to and repeating the
pronunciati on, Il " m wal king around with hea

The language learning strategies shared inFbrim emphasise listening and repeating, in a
similar way to the interviews expresgira preference for copying. The following exchange
exemplifies this tendency, and refers to the motivation to score 100% in the test at the end of a
section of the language learning app:
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MApp82: I'm going to repeat and repeat until it comes out at 100%
MApp89: Yes me to, it is really nice and necessary

This strategy for repetition (bothstening and repeating, as well as going over and doing
exercises a number of times) are familiar to participants from the courses and language learning
they have done thughout their lives (and possibly more prevalent in their home cultures), but
are not especially effective. The emphasis on listening and repeating might be characterised as a
somewhat passive strategy rather than actively engaged ones which the MApb taime
motivate. Sharing ineffective strategies without any critical reflection by participants on their
effectiveness is evident in this insthatmcxe of
you say it is good to repeat many times so that whatgarnt stické ( 9 0) .

Only one participant (100) makes reference toltaeguage lessons Chal | enges o, w h
designed to stimulate the use of language studied via the app with other English users around
Mi | t on TKheyxmbkesges ofithe languatgarning app have helped me alot!! A f ut ur e
development to thEorum might include the ability to upload photographs and recordings made

when engaging with such challenges, which could have a dual purpose: providing evidence of
and progress in learnings well as encouraging othleorumusers to set their own challenges to

post and share. This could bring the wider community in which participants operate into the
samefForum

ESM mini-questionnaire data

All participants were sent an invitation to completshort questionnaire at the end of each week

of the trial. The number of responses for each week is showahle 19. One of the questions
asked the participants to report which of the MApp services they had used in the past week.
Figurel7 shows a summary view of the results over the 3 week trial period.

The overwhelming majority of comments relate to the participants' perception of an increase in
their language learning, with a particular emphasis on increased Vargads a result of using

the MApp.A very limited number of responses refer to improved pronunciation or speaking
skills. All the words supplied are positive, with no negative responses from those who answered
this survey.

Table 19. Number of responsego the weekly ESM questionnaire% of the total number of participants (17)

Number of 13 16 13
responses
% 76% 94% 76%
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Figure 17. Number of participants who reported use of particular MApp services in the weekly questionnaire

Table 20. Table showing reported use as a percentage of possible maximum use

ID % of use
MApp80 46
MApp81 29
MApp82 71
MApp83 29
MApp84 38
MApp85 54
MApp86 21
MApp87 75
MApp88 29
MApp89 38
MApp90 58
MApp92 58
MApp93 25
MApp94 42
MApp98 50
MApp99 33

MApp100 42

Event data

Table 21. Access duration ofthe Language lessons;orum and Game(Jan 20" i Feb 2" 2015. The Ids of

participants who completed the trial and were interviewed are shown in bold.
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