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Abstract--Trends are changing leading to shocks; 

organizations are faced with challenges and cannot operate at 
same level.  Developing a dynamic business and operational 
model relying on new technological opportunities and clearer 
and faster customer insight is a must. Co-creating with end-
users and various stakeholders through digital platform may 
offer the solution.  

When resources are becoming scarce, networks of 
collaboration could play an important role in value co-creation 
and access to business opportunities which leads to solutions 
being more inclusive and thus acceptable, adoptable, and 
scalable. Benefits are in applying technology to provide value at 
reduced cost and appropriate scaling. Multidisciplinary teams 
could offer solutions to achieve sizable understanding on how to 
develop dynamic capabilities for renewal.  

The aim is to form a comprehensive understanding of 
organizations’ ability to create impactful new offering from 
multiple hierarchical viewpoints: civil workers-immigrants-
managers-directors, by developing new business and operational 
models while preserving, promoting, and empowering 
stakeholders to generate a productive impact and increase social 
inclusion.  Acumen on front-end activities, co-creation, and 
value networks, are thought after by combining innovation 
management, information management, and design thinking for 
new insights. Output of this research is to make an impact on 
the integration and societal ecosystem. 
 

I. INTRODUCTION 
 

Trends are changing at fast pace leading to shocks; firms 
and organizations are faced with challenges and cannot 
operate at same level as before. Dynamic capabilities offer 
firms possibilities to succeed in re-inventing offerings that 
create better value.  

Recent migration trends are challenging organizations and 
systems of integrations. Developing an agile model relying 

on new technological opportunities, clearer and faster 
customer insight is a must. Co-creating with immigrants and 
various stakeholders through digital platform may offer a 
solution. 

“The meaning of value and the process of value 
creation are rapidly shifting from a product and firm-
centric view to personalized consumer experiences. 
Informed, networked, empowered and active 
consumers are increasingly co-creating value with the 
firm.” [32] 

 
When resources are becoming scarce, networks of 

collaboration could play an important role in value co-
creation and access to business opportunities which leads to 
solutions being more inclusive and thus acceptable, 
adoptable, and scalable. The provided benefits are in applying 
technology to provide value at reduced cost and appropriate 
scaling. Co-Creating new business and operational models 
and value offerings require combination of many 
competencies. Multidisciplinary teams could offer solutions 
to achieve sizable understanding on how to develop dynamic 
capabilities for renewal. 

Since 2001, the number of quota refugees accepted by 
Finland has been 750 per year as in Figure 1 below. The 
refugee quota was increased, in 2014 and 2015 to 1,050 due 
to the severe situation in Syria. However, the reality of the 
influx of refugees from August 2015 onwards was around 
32,000 refugees compared to a total of 16,612 refugees 
between the year 2000 and mid-2015. This sudden increase in 
numbers of refugees entering Finland is creating a challenge 
for the integration system which was not built originally for 
such a number of immigrants. 

 
Figure 1. Refugees numbers in Finland 2000 ~ 2015 

Source: http://www.migri.fi/asylum_in_finland/quota_refugees 
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This sudden influx of immigrants came while Finland is 
still recovering from the 2008 financial melt-down, high 
unemployment rate, and decline of exports. The numbers of 
new arrivals are threatening any economic recovery unless an 
effective, and more efficient system of integration is 
introduced to turn the idle capacity of new arrivals into 
positive force into the economy. The government announced 
that on average it takes an immigrant 7 years to be fully 
integrated in Finland. In the case of the author it was 22 
months. The goal of this research is to radically change the 
integration system to make it efficient, effective, and full of 
impact to immigrants, companies, and society in general. 

This paper describes conceptually the theoretical 
backgrounds and a tentative idea of impact of co-creation and 
front end activities on overall performance of new service 
development, and the role of immigrants and front-line civil 
service employees in customer interaction for the purpose of 
new service development. We are going to tentatively 
develop this approach amongst 5 public service providers 
(Ministry of Labor and Economic Affairs (TEM), Espoo city 
office of immigration services, employment office (TE-
Toimisto), Police, and KELA) during the next three years, 
also this approach will be tested amongst private sector 
companies, new and old immigrants, language and 
integration program providers, and university students in 
academic setting. 
 

II. THEORETICAL BACKGROUND 
 

Emerging challenges are becoming more intense and 
frequent. Traditional, incremental management practices can 
no longer deliver thought after results for systems of 
integration. Creative out-of-the-box thinking is a must to 
drive ideas and concepts through radical processes into 
implementation and commercialization. In order to drive 
implementation as fast as possible and as large as possible, 
information management is needed to be applied in order to 
scale the offers of the integration system and at the same time 
achieving results efficiently while using resources rationally.  
 

 
 
Information technology offers a complementary platform to 
radical innovation where offerings through excellent crafted 
business models can turn into real impact where all 

stakeholders can achieve their agendas efficiently while 
discovering new boundaries of collaboration. 

As integration of immigrant cannot be a one-size-fits-all 
service, empathy towards customers and users is to be applied 
in our approach which calls for design thinking as an 
approach to better understand the immigrants and facilitate 
fertile collaboration amongst stakeholders for innovation. 

This mixture is expected to develop better understanding 
of new radical ways to co-create value which benefits 
innovation management, design thinking, and information 
management scholars. 
 
A. Innovation management 

Effective and efficient innovation management practices 
and processes are instrumental in providing organizations 
with practical means to respond systematically to emerging 
challenges. Innovation management is a field which 
concentrates on creating ideas and developing them into 
commercial products and services. It covers methods to 
support creativity and ideation, formal processes and systems 
and strategies to guide idea selection, development, 
implementation and commercialization, and ways to create an 
environment where employees are motivated to contribute to 
innovation [29]. 

A business model is a representation of a firm’s 
underlying core logic and strategic choices for creating and 
capturing value within a value network [36]. Business models 
are needed to transform promising inventions to 
commercially successful innovations. The economic value of 
a technology and new products remains latent until it is 
commercialized in some way via a business model [8].  

Firms often fail to benefit from promising new 
technologies and products because they are not able to 
rethink and align their business models with them. Typically, 
innovation processes evaluate the business potential of ideas 
only in relation to existing business models [28]. The more 
radical the innovation in question the more it is necessary to 
challenge existing business models and develop new 
alternative business models.  

Many strategic choices related to e.g. target markets, 
customer needs satisfaction, value propositions, expected 
product price and product costs, the main functionalities of 
products, and the predominately used technologies are made 
at very early stages of an innovation project [5] [39]. This 
suggests that business model considerations should be a part 
of the innovation process straight from the beginning. 
However, many organizations have a ‘‘business model 
innovation leadership gap” and fail to cut loose from the 
conventional ways of creating and capturing value [9]. 
Organizations may have significant investments and 
processes for developing new services, products and 
technologies, but they often have no common understanding 
of how a new business model is developed [8] [31]. 
Developing new business models is difficult because it 
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requires rejecting the thinking that has led firms to success in 
their current businesses in the first place [19]. 

Business models have received quite a lot of attention in 
the recent years in the academia [40]. Despite of this, it is still 
a relatively poorly understood topic [17]. More knowledge is 
needed about how organizational processes should be 
changed to support business model innovation [8]. Other 
challenges are how to experiment and scale up new business 
models while simultaneously maintaining existing ones [9].  

In our context, we study innovation management from 
expanded Triple helix view point. We study what are the 
critical factors, how do organizations collaborate and 
innovate with other stakeholders and how the maturity affects 
to strategic planning and management of activities. 
 
B. Information management 

Information management is a discipline which covers "the 
various stages of information processing from production to 
storage and retrieval to dissemination towards the better 
working of an organization [1]. Information is considered to 
be a crucial business resource, which needs to be managed 
efficiently [23]. It focuses on bridging the implementation 
gap between information technologies and business strategy. 
As [7] describes the situation: 

“Spending money on technology is easy. Developing a 
business strategy – even one that takes full account of 
information technology opportunities – is also relatively 
easy. The problem lies in the space between these two, 
in the uncertain world of project management, systems 
implementation, business change management, benefits 
delivery, and performance management.” 

 
Bridging this gap requires considering information 

systems, business processes, business benefits and their 
relations to technologies and strategy. Information 
management studies how to provide data and information to 
right people with high accuracy, timeliness, reliability, 
security, and confidentiality. It also includes ways to provide 
universal connectivity among parties and the ability to tailor 
infrastructure to emerging business needs and directions [24]. 
This enables a faster and a more responsive adaptation to 
changes in the environment. 

Over the past 20 years, the use of information 
technologies has become crucial in developing new business 
models [27]. Disruptive business models are increasingly 
built around new digital technologies [17]. Despite of this, 
there has not been much interaction between information 
management and innovation management scholars.  

Existing studies of the role of information management in 
innovation have mostly focused on how IT-based tools may 
support the innovation process. A less-studied phenomenon is 
how new digital technologies are unleashing new potential 
for value creation. At the moment, this question is very 
topical among information management scholars who have 

called for interdisciplinary perspectives to tackle the issue 
[26]. 
 
C. Design Thinking 

Design thinking "is a systematic, intelligent process in 
which designers generate, evaluate, and specify concepts for 
devices, systems, or processes whose form and function 
achieve clients' objectives or users' needs while satisfying a 
specified set of constraints." [11]. Design thinking scholars 
argue that approaching management problems the same way 
designers approach design problems may provide new 
insights and solutions in many situations [10]. 

Design thinking is a human-centric methodology which 
highlights empathy towards customers and users [21]. When 
solving design problems, the designer has constantly in mind 
a client or a customer who, in turn, has in mind other users or 
customers for whose benefit the designer works [11]. Design 
thinking characteristics’ focus on human values, need 
finding, rapid iterative learning cycles, prototyping, customer 
experience, action orientation (observe, prototype, test), and 
managing design team composition and dynamics, and 
finally, design thinking gives questioning an equal or greater 
status than deciding [34]. 

In order to benefit from design thinking methodologies 
new ways of working are needed. Organizations need to 
organize collaborative teams which work at the intersection 
of technology, business, and human values [21]. Utilizing 
design thinking methodologies in innovating business models 
helps organizations unleash their potential by tapping into 
team intelligence, creativity, and ambition. As a result, they 
can increase their ability to develop business models which 
have a meaningful impact in the customer’s life, both 
functionally and emotionally [12]. 

Design research currently focuses on new frameworks, 
tools, systems, and methods which facilitate fertile 
collaboration for innovation [21]. In this study, we apply the 
design thinking approach to the context of digitalization and 
business model innovation. This combination is expected to 
improve understanding of new ways to create value which 
benefits innovation management, design thinking, and 
information management scholars. 
 

III. PURPOSE AND IDEA OF THIS RESEARCH 
 

The aim is to form a broad understanding of 
organizations’ ability to innovate social impact by using 
innovation management to develop new solutions and 
operational models while preserving, promoting, and 
empowering stakeholders to generate impact and increase 
social inclusion and innovativeness.  Acumen on leadership, 
networks, collaboration practices, and innovation processes 
are thought after by combining innovation management, 
information management, and design thinking. Action 
research, human centric approach of design thinking, and 
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storytelling to be used in multiple focus groups of various 
actors and finally an intervention session to confront all the 
actors together to co-creation an optimal solution for faster 
more efficient and effective model of immigrants’ 
integration. 

When the operating environments of organizations change 
due to slowly growing trends or sudden shocks, many firms 
realize they cannot do business the same way as before. 
However, only some succeed in re-inventing themselves to 
meet the demands of the new situation. Organizations which 
have the ability to time after time come out on top and 
overcome challenges are said to possess dynamic capabilities 
- systematic ways of rapidly and flexibly adapting to external 
changes.  

In order to understand how to utilize the potential of new 
technologies and data, what is technologically feasible has to 
be matched with immigrant’s needs. Organizations need to be 
able to integrate new technologies into their existing systems, 
identify emerging needs, tap into internal and external 
competences, and develop new offerings for effective and 
efficient integration of immigrants.  In the context of 
digitalization, many business models emphasize the role of 
services in value creation. Hence, it is vital to 
comprehensively understand the needs of immigrants and 
various actors in the ecosystem, their thinking, doing, and 
feelings, and find new ways to collaborate with them.  

Customer collaboration has a positive effect on the 
performance, effectiveness, and efficiency of new services, 
the fuzzy-front end can be less fuzzy if customers are 
involved in the front-end stages of New Service Development 
[2]. For instance, studies about the service innovations have 
emphasized the importance of idea generation, idea screening 
and concept development stages of NSD. These stages are 
often called the fuzzy front-end of an innovation process 
because they typically involve imprecise process and ad hoc 
decisions [25]. 
 
A. Research questions: 

The importance of customer interaction in service 
innovations prompted numerous studies on this phenomenon. 
Previous writings on service innovations concentrated on the 
entire New Service Development process. In this study we 
aim to concentrate on the front-end stage of idea generation, 
idea screening, and concept development. More precisely, we 
try to answer and form an understanding of: 
 What is the impact of co-creation, customer interaction, 

and front-end activities on overall performance of new 
services (immigrants’ integration in Finland in this case)? 

 What are the roles of service employees in customer 
interaction for the purpose of NSD in the case of 
integration programs of immigrants in Finland?  

 How to innovate new business models of better 
integration through the use of digitalization, leadership, 

ways of working, value networks, management and 
collaboration practices, tools, capabilities, and innovation 
processes? 

 
Despite great efforts, management researchers have not 

achieved breakthroughs in understanding how to develop 
dynamic capabilities for renewal through early stage 
interaction or co-creation with customers and front-line 
personnel. Lately, many experts have called for 
multidisciplinary research to dig deeper into the issue. Output 
of this research is to make an impact on the integration and 
societal ecosystem. 

 
B. Self-Motivation 

Having immigrated from Syria to Finland and being in a 
totally different environment, new language, business culture, 
and social setting was not easy. The hard economic situation 
led me to the process of integration through the 
unemployment office. It was then when I discovered the 
lengthy frustrating process where a lot of capacity was sitting 
idle while waiting in lines for decisions and queue numbers. 
In my case, it took me about 22 months to start realizing my 
potentials as a PhD candidate, researcher, and educator. At 
times, while sitting in the classroom of language and work 
culture I felt suffocated and useless. I wanted to be outside 
working for a better future for my family, building a network, 
making a difference, and making a meaning for my life.  The 
process of integration was effective towards the end as it 
stipulated beneficiaries to do internships in future places 
where they wanted to work. It was then, after 22 months of 
waiting and being idle when I started realizing my passion 
and dreams. This frustration lead to ignite my passion for 
finding a solution for this wicked idle period of integration. 
There has to be a way to turn this idleness into more 
effective, efficient and positive energy. During the internship, 
at the Innovation Management Institute at Aalto University’s 
School of Science, Department of Industrial Engineering and 
Management, I started developing this research plan as a part 
of my PhD proposal. Reading on innovation management, 
design thinking, action research, co-creation, concept 
shifting, business models, and startup ecosystems proved to 
draw me in everyday to try to satisfy my thirst for knowledge 
and making an impact, making a difference in the new 
society I am enjoying living in with my family. Carrying the 
research and implementing its findings will reduce the 
amount of investments in the integration efforts, immigrants 
will find meaningful jobs or careers faster, and hence this will 
provide a win-win formula for all stakeholders. Output of this 
research is to make an impact on the integration and societal 
ecosystem. 
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IV. METHODOLOGY 
 

This project targets to learn more on how innovation 
processes and entrepreneurial initiatives can be more 
comprehensive and inclusive of grassroots level participants 
whose role has been minimal. Members of grassroots level 
(immigrants and front line personnel in our case) have been 
acting as beneficiaries and passive players of various 
integration and welfare development programs. However, 
these actors on grassroots level did not have the chance to 
give their inputs on such programs which lead these 
communities to become dependent on various social 
programs rather than empowered to sustainably develop their 
own welfare, the community, and the host country they live 
in. 

Numerous researchers [13] [3] claim that members of the 
grassroots communities are being seen as consumers, 
producers, or beneficiaries rather than empowered actors in 
the innovation activities and thus providing sustainable 
welfare entrepreneurial results. Therefore, research should 
consider the economically challenged as producers and 
entrepreneurs rather than only customers [18]. 

The user as a subject phenomenon, that was US-driven, 
treated beneficiaries as passive users that merely gave their 
inputs or opinions about program concepts developed by 
others. The Northern European approach of users as partners 
is increasingly being adopted where beneficiaries have been 
given more influence and room to provide expertise and 
participate in forming, ideating, and conceptualizing activities 
[35]. As needs are becoming more complex, intertwined, and 
challenging inter-organizational collaboration is becoming a 
norm for efficiency in order to be a capable player in the 
global competition [15]. In order to sustain competitiveness 
and radicalize it, organizations are bound not only to meet the 
present demands of their customers, but to innovate the needs 
of future ones [20]. 

Actors in a system (customers, suppliers, and distributors) 
can along with the firm and its network jointly create value 

which is called co-creation as discussed by [30]. The 
involvement and interactions between various actors during 
co-creation may lead to a valuable innovative outcome. Co-
creation in a way can be viewed as an open innovation [4]. 

Digitalization has increased the quantity of available 
information from new sources. To recognize new 
opportunities and create new value, organizations need to be 
able to collect, manage, analyze and process great amounts of 
information among many parties. Many value creation 
attempts have failed because of inadequate understanding of 
the immigrants’ wants and needs. The new situation requires 
new ways to understand, collaborate, co-design and co-create 
with immigrants and various stakeholders. Deep customer 
insight is especially important as services increasingly 
dominate new business models. 

Based on these considerations, three relevant research 
paradigms have been identified to tackle the challenging 
topic: innovation management, design thinking, and 
information management. Our approach is strongly 
multidisciplinary and integrates expertise on the utilization of 
digital technologies, and modern management approaches to 
a human-centric view which considers immigrants, 
governmental organizations, companies, service providers, 
academia, and labor unions. To produce relevant information 
for strategic decision making and recognizing the most 
relevant assessment criteria (Figure2. and Figure3) 

Innovation management focuses on strategies and 
practices to guide and support the creation of new value by 
developing new products, services, and business models. 
Information management considers how firms may use 
digital technologies in new ways resulting in improved 
alignment between technology initiatives and business goals. 
Design thinking is a process and a method which combines 
empathy for the context of a problem, creativity in the 
generation of insights and solutions, and rationality in 
analyzing and fitting various solutions to the problem 
context. It allows the designer to get close to the thinking, 
doing, and feelings of users and customers. 

 

 
Figure 2. Context vs. research paradigms 
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Figure 3. Key research paradigms 

 
V. OBSERVATIONS AND PRELIMINARY RESULTS 

 
Based on 3 meetings with city of Espoo officials, 4 

workshops with TEM, supervising a multidisciplinary student 
team from Aalto University International Design and 
Business Management program working on integration of 
refugees issues for 8 months, seminar delivered during 
sustainable entrepreneurship course at Aalto Business School, 
participating as a speaker at UNICEF Global Innovation 
summit in Helsinki, and numerous discussions with refugees 
at reception centers and language schools, we have identified 
the following focus areas for our study: linking new digital 
technologies with value co-creation for all stakeholders, the 
co-creation of new flexible innovation practices, and 

managing operations in complex networked organizational 
environments. 

As we continue, we follow "Action Research", where 
experimenting with different business models we create new 
knowledge and practical experience together with the 
ecosystems actors. Action research’s strong point lies in 
focusing on creating solutions to practical problems and its 
ability to empower practitioners, by getting them to engage 
with research and the subsequent development or 
implementation activities [22]. Action research approach was 
also chosen because it combines two objectives: on one hand 
the solving of a practical problem and on the other hand the 
development of scientific knowledge [16] [14]. Action 
research gives enough space for the researchers’ intent to 
change a situation, while at the same time researchers 
participate in the research both as subjects and objects [33]. 
And finally, Action Research has been chosen because of the 
role of facilitator that the Action Researcher often takes. In 
this research, this facilitator role will take place both in 
designing, developing, facilitating and moderating the 
workshops. 

Through literature review and the action research done so 
far, we have formed pilot understanding of the organizations’ 
current ability to create value and meaning to immigrants’ 
integration in Finland. We are exploring who does what and 
why related to the most crucial steps of the development 
process to understand the difficulties the organizations face 
and to propose ways to overcome them. The frustration from 
end-user’s side of the service is somewhat prevalent in the 
long period it takes for them to obtain economic ability and to 
start being a positive member of the society. The priorities of 
the integration process seem to be miss-matched between 
policy makers, service providers, and end-users as in Table 1 
below.  

 
TABLE 1. PRELIMINARY RESULTS OF PRE-STUDY. 

Organization Need to learn 
language 

Need to start own work Need for employment Need to assimilate in 
culture 

Highly Educated Emigrant 
Labor 

xx xx xxx x 

Government Org1 
City of Espoo 

xxx x xx xxx 

Government Org2 
Kela 

xxx xx x xxx 

Government Org3 
TE-Toimisto 

xxx xx xxx xxx 

Companies xx x xx xx 

Language Schools xxx xx xx xx 

Academic students x xxx xxx xx 

 
Little important point of view x 
Important point of view xx 
Very important point of view xxx 
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The communication and roles of various actors in the 
network were discovered not to be clear. We intend to test 
new tools of interactions and co-creation with the 
organizations to figure out how they may be used in different 
situations and integrated in to the organizations’ innovation 
process.  

Several sequential steps which we follow in conducting 
the research: 
 In the first step, we are deepening our understanding of 

the relevant literature to create theoretical basis for the 
study. 

 In the second step, we identify the most suitable actors, 
players, and partners for action research. In action 
research we use interviews, observations, focus groups, 
storytelling, LEGO serious play, document analysis, and 
intervention development workshops as data collection 
methods. We begin by examining the existing practices 
related to the three research paradigms and compare their 
alignment to the strategic goals of the organization. We 
work closely with the stakeholders and develop with them 
alternative offerings and test a variety of innovation tools. 
Then we apply our theoretical understanding to identify 
factors which support or inhibit new value creation 
processes. 

 In the third step, we gather comparison material from 
other projects in similar services.  We compare the 
understanding of how to apply innovation management, 
information management, and design thinking methods in 
practice in different contexts. 

 In the fourth step, we form preliminary descriptions of 
practices, methods, and ways of working and use action 
research methods to test them in real-life settings in the 
firms. We analyze the results and further develop them 
using workshops. We analyze the descriptions together 
with partners and create more defined descriptions of how 
to implement best practices and develop capabilities for 
innovative offerings. 

 In the fifth step, we deepen our analysis by comparing the 
emerging results to relevant theoretical literature and write 
texts for academic publications. 

 During all steps, we organize various activities such as 
seminars and workshops to disseminate the results to a 
wider audience. To promote this goal, we start writing a 
handbook of the project results. 

 We will benchmark the project results with partners to be 
able to understand the generalizability of the results and 
the relevance of context. 

 
The first round of this action research started in August 

2015, and is to be concluded in May 2016 with a 
dissemination of remarks workshop for involved parties and 
stakeholders.  
 

VI. RESULTS, CONCLUSION, AND DISCUSSION 
 

When starting this research, we discovered that interaction 
amongst various players for building new innovative 
integration solutions is minimal. Also, we confirmed the 
passive relation between front-line service providers and end-
users. The literacy review asserted that starting interactions 
between front-line personnel and end-users can spark 
innovative solutions for problems that service providers are 
aspiring to solve. At the same time, feelings of worthiness 
and appreciation from end-users can assist in empowering 
immigrants to propose solutions from their perspectives.  

This led us to propose a digital platform to facilitate 
interaction and service development between various actors 
in the ecosystem of immigrants’ integration. The digital 
platform will host new immigrants’ profile (HEEL1), HEEL1 
from day one without having to wait for bureaucratic 
paperwork can start learning about language, work-culture, 
and society in general. 

Governmental agencies like TEM, TE-Toimisto, KELA, 
Police, and Migri can help HEEL1 throughout his/her 
journey. Elder immigrant in the society (HEEL2) can help 
HEEL1 by giving advice, network connections, and tips. 
Language and integration schools can provide some learning 
experiences on the digital platform in order to make learning 
experience more efficient. Companies can learn more about 
the profiles of HEEL1 and advise them what is missing for 
HEEL1 in order to obtain a meaningful job with them, or 
companies can help HEEL1 by providing them with 
internship opportunities. 

Other members of the ecosystem can tap such as NGOs 
by providing success stories and cultural experiences in order 
to inspire HEEL1 to go after fulfilments and being a positive 
member of the society. 

We aim for this platform to provide enough space for 
interaction between front-line civil service personnel and 
immigrants and the rest of the ecosystem involved in the 
integration process in order to co-create impactful innovative 
efficient solutions for integration issues in Finland. 

The results of the project are to be utilized extensively 
through various channels. In addition to academic writing 
project results will be published handbook, which will be 
freely available to all stakeholders and ecosystem actors. The 
project will help to deepen cooperation amongst 
governmental organizations, service providers, academia, 
companies and leading international research institutes 
related to digitalization, information management and design 
thinking in regards to integration services of immigrants. 
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