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			1.Introduction

			The integration of refugees and asylum seekers is a long-term challenge in Europe. That’s why volunteers and their integral work will continue to be an important pillar of support during the reception and the following integration. However, volunteers themselves sometimes need support in terms of information, intercultural competences and psychological knowledge.

			The CaseWORK project provides a learning offer, based on the needs of this target group, i.e. adult volunteers working with refugees and asylum seekers. While the e-learning courses are available on the Internet (www.casework.eu) in English, German, Greek, Italian and Slovene, the objectives of these Implementation Guidelines suggest how this learning environment, its contents and multimedia elements can be used in other situations and learning approaches such as: self-directed learning, e-learning, blended learning or face to face classes. Therefore they focus on activities, outcomes and lessons learned during the production of the learning materials, and outline how they can be used in a variety of approaches and contexts, adapted to the needs of a specific target group, based on the experiences and lessons learned during the testing phase of the CaseWORK courses with volunteers working with refugees in the countries of the partnership.

		

	
		
			2.The CaseWORK project

			2.1.Background

			The integration of refugees and asylum seekers will stay a long-term challenge. Still, their numbers have been decreasing steadily since 2015/2016, when the number of refugees arriving in Europe was at its peak. Integration seems to be a process with a long-term course. Besides stately organisations, volunteers will remain one of the important pillars of support in the integration process of refugees, which sometimes does not end in a successful asylum procedure. In order to facilitate the important work that they do, this project wants to provide them with the information they need e.g. training of intercultural competences, psychological knowledge (e.g. how to deal with stress), information on the legal and administrative aspects of migration and sufficient resources to avoid cultural misunderstandings. 

			2.2.Objectives of CaseWORK

			The CaseWORK project aims to enhance the social, civic and intercultural competences of volunteers working with refugees and asylum seekers. Many of them need support while they are working to accompany the integration of refugees into European societies. This support comprises necessary information on the legal and administrational process of asylum procedure, an introduction into intercultural competences and psychological support for self-help.

			The learning contents are presented in a flexible online learning environment.

			2.3.The target group for CaseWORK

			The target group of CaseWORK consists of European volunteers who are working with refugees and asylum seekers. Volunteers that work with asylum seekers mostly stem from two very different groups of our society: senior citizens and students. Their combining quality seems to be that both have the time needed for this work. Only a few of them have a professional background as psychiatrists, psychologists or professional social workers. The overwhelming part has their individual personal and professional background and just their good will to help. Therefore, the complexity of intercultural work with refugees is often overlooked. 

			The initial framework analysis which was undertaken in the first phase of the project revealed that an online training course providing general information, psychological support and intercultural competences will meet the volunteers’ needs, especially if provided within a flexible and easily accessible learning environment. On a basic skills level, the volunteers call into question the reinforcement of the organizational and managerial ones. In the case of technical-specialist skills, the needs which have been identified are concentrated on the psychological front, on the network, and on the knowledge of the migratory phenomenon with an interdisciplinary approach. There is a general need for information about political and legal issues, law and order or administrative procedures in Europe and national context. Regarding the transversal competences, they are mainly focused on the area of intercultural communication and skills, useful for a more functional management of stress and conflicts. Volunteers mentioned intercultural competences and skills which are closely related to it, e.g. tolerance, openness, empathy or cultural knowledge. This suggests that volunteers feel the need to strengthen their ability to handle cultural barriers such as political and religious beliefs, different mind sets and lifestyles. It became clear that volunteers as one key factor within the integration process should be supported all the more. As they already have time consuming tasks they should be provided with useful information and helpful training courses on a flexible and voluntary basis.  

			The interactive learning materials will have a positive impact on the refugees and asylum seekers themselves, facilitating and accelerating their integration into European societies.

			2.4.The CaseWORK consortium

			Innovation in Learning Institute (ILI, Project Coordination)
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			In its research and development, the Innovation in Learning Institute (ILI) focuses on innovation processes in lifelong learning and teaching, education and skills development in a systemic perspective, and based on relevant societal changes.

			ILI is an interdisciplinary team consisting of 30 members from the humanities and technological sciences. The institute carries out research within the fields of digital and media based learning across the entire life span, including school children and senior citizens. Being part of a broad network of European and international partners, ILI participates in numerous projects and provides service, guidance, and know-how.

			www.ili.fau.de

			E-C-C Association for Interdisciplinary Consulting and Education

			
				
					[image: ]
				

			

			 

			As a non-profit association for interdisciplinary research, consulting and education. ECC works with some 20 experts, lecturers and trainers who cover our working fields, especially managing and coordinating scientific cooperation and educational projects in European research and education programmes. FCC is registered member of various European research organisations, e.g. at the European Training Village (CEDEFOP), Euroscience and the European Association of Vocational Training Providers, and also of the Mediterranean Migration Network.

			www.e-c-c.at

			Foundation for Research and Technology-Hellas (FORTH)
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			The Foundation was established in 1983, is one of the largest research centres in Greece with well organized facilities, highly qualified personnel and a reputation as a top-level research foundation worldwide. The research and technological directions of FORTH focus on areas of major scientific, social, and economic interest. The Foundation, with headquarters in Heraklion, includes seven Research Institutes in different parts of the country. The Educational Research and Evaluation (ERE) Group operates within the Institute of Applied and Computational Mathematics (IACM), which is one of the founding institutes of FORTH. The Group’s research concerns are in areas of educational and social innovation with particular focus on the aspects of gender, S&T, ICT, adult education and organizational change.

			www.forth.gr

			INTEGRA Institute for Development of Human Potentials
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			The mission and vision of INTEGRA Institute for Development of Human Potentials are based on the development of human potentials whereby the accent is on the provision of services in the field of humanistic sciences for different target and age groups. As public officers for the Ministry of Labour, Family and Social Affairs, our professionals working at the Institute perform special counselling and experts’ work in the field of occupational rehabilitation in close cooperation with the Employment Service of Slovenia and the Pension and Disability Insurance Institute of the Republic of Slovenia.

			Furthermore, the central activities of the Institute are based on educational and advisory services and the development and the implementation of social innovations, as well as on the research in the field of human resources. To this end, the Institute works both with professionals in Slovenia and abroad.

			However, it also participates in a range of projects relating to lifelong learning and education of adults in the area of European Union and in the states of South-Western Balkans.

			.

			www.eu-integra.eu

			Oxfam Italia 

			
				
					[image: ]
				

			

			Oxfam Italia is part of the international confederation Oxfam, composed by 20 organizations working together with partners and local communities in more than 90 countries. One person in three in the world lives in poverty. Oxfam is determined to change that world by mobilizing the power of people against poverty. Around the globe, 

			Oxfam works to find practical, innovative ways for people to lift themselves out of poverty and thrive. Oxfam saves lives and helps rebuild livelihoods when crisis strikes. And Oxfam organises campaigns so that the voices of the poor influence the local and global decisions that affect them.

			www.oxfamitalia.org

			2.5.The project activities

			Strategic Partnerships under the Erasmus+ Programme follow a clear and straightforward structure: The first step consists of a framework analysis on which the subsequent development activities, in this case, the development of the contents of an online course, the flexible and innovative learning environment and multimedia elements, are based. Following the development, the courses have been translated and localized into the languages of the partnership, i.e. into German, Italian, Greek and Slovene, followed by an intensive testing phase before the final release of the products.

			Dissemination of the project results is very important in all Erasmus+ partnerships. To this end, the consortium has designed and organised various dissemination materials (flyers, newsletters) and events, e.g. multiplier events in each country of the partnership. The project closes with a final conference in Nuremberg in February 2020.

			Besides the dissemination activities, the consortium also wanted to make sure that the project outcomes will be used not only among the partnership, but also in the future by other organisations. To this end, these Implementation Guidelines have been developed. They will facilitate the exploitation of the project results.

			2.6.The main project outputs

			2.6.1.Publication: Situation and Needs of Volunteers working with Refugees across Europe

			The CaseWORK transnational report “Activists for solidarity”, which includes reflections on the situation and the needs of volunteers in the migration sector in Austria, Germany, Greece, Italy and Slovenia. Readers who are interested to find out more about the situation in one of the countries of the partnership can also download the respective national reports.

			The report addresses key actors and stakeholders representing the target group. Specifically organisations working with volunteers, authorities and political decision makers will benefit from the publication. It raises their awareness and deepen their understanding of the situation and needs of volunteer helpers and inspire them to consider standard training offers for volunteers working with refugees.

			The findings outlined in the publication will secondly serve for a better understanding of the project needs and support the adequate and effective planning and implementation of the further project outputs.

			2.6.2.CaseWORK Courses for volunteers working in the migrant and refugee sector

			The CaseWORK courses in their final online form have been elaborated by the transnational partnership. They have been compiled from three main project outputs, namely the  contents of the online course (output 2), the  innovative learning environment and platform (output 3) and the set of multimedia Elements (output 4)

			The first course refers to the administrational and legal situation in the countries of the partnership, i.e. in Germany, Austria, Greece, Italy and Slovenia. 

			This theme is covered by the following six course units:

			1.The asylum system and its functions

			2.Migration in Germany (respectively Austria, Italy, Greece, Slovenia): history and background

			3.History and background of migration in Europe

			4.Know-how: support in finding accommodation

			5.Know-how: health insurance and health

			6.Know-how Access to education and employment

			The second course deals with intercultural understanding: It contains the following six course units:

			1.What is culture? 

			2.Stereotypes

			3.Cultural standards

			4.Understanding and misunderstanding – 

			5.Intercultural sensitivity

			6.Training Session: Critical situations in intercultural contexts

			The third course focuses on psychological support for helpers.

			1.Psychological implications of helping

			2.Volunteering

			3.Working with refugees and asylum seekers

			4.Helpers care for themselves

			5.Training session: stress and strain in voluntary work with refugees and asylum seekers

			The average duration to complete one course by self-learning has been estimated with approximately ten to twelve hours.

			2.6.3.The CaseWORK implementation guidelines

			This document contributes to the exploitation of the CaseWORK learning materials beyond the project’s lifetime and also in other situations and learning approaches, e.g. in blended learning or face to face classes. They focus on the activities, outcomes and lessons learned in the framework of the production of the learning materials, and they outline how the materials can be used in a variety of approaches and contexts, adapted to the needs of a specific target group, based on the experiences and lessons learned during the testing phase of the CaseWORK courses with volunteers working with refugees in the countries of the partnership.

		

	
		
			3.Learning needs of volunteers working with refugees

			The learning needs of volunteers working with refugees have been thoroughly assessed during the framework analysis at the start of the project. Either through focus group meetings, telephone interviews or surveys in the partner countries, we obtained an overview of the volunteers’ motivations, needs, attitudes, skills, expectations and beliefs. These meetings and also interviews with key actors have also shown that there is considerable space for improving the training of volunteers for the tasks that they are supposed to do. 

			The conclusions have led to the design of an online training course which provides general information, psychological support and intercultural competences to meet the volunteers’ needs which have shown the demand for a flexible and easily accessible learning environment. 

			With regard to the topics and contents of the training, the analysis showed that there is a general need for information about political and legal issues, law and order or administrative procedures in Europe and national context. Volunteers should know more about the migratory phenomenon with an interdisciplinary approach. Among transversal competences, the most urgently needed concern intercultural communication and skills which are useful for a more functional management of stress and conflicts. The interviews showed that volunteers feel the need to strengthen their ability to handle cultural barriers such as political and religious beliefs, different mind sets and different lifestyles. 

			The time consuming tasks which volunteers have already resulted in a demand of a structure where the provision of useful information should be on a flexible and voluntary basis. The majority of volunteers suggested that the training courses should not be compulsory or demanding but they should function as an easily accessible source for support. Useful information and support should therefore be accessible at any time and place. 

			As a result, the contents of the CaseWORK e-training has been organised in three courses:  

			Course 1: Legal framework and asylum procedures
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			Course 2: Development of intercultural competencies
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			Course 3: Provision of psychological support
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			The structure of the platform reflects the needs of the target groups:

			•free choice which course to select

			•no time limits

			•simple handling and navigation, no advanced computer skills are necessary

			•many pictures, graphs and illustrations diversify the learning contents

			•links to videos broaden the learners’ experience

		

	
		
			4.The CaseWORK didactic course structure

			4.1.The pedagogical concept

			The model used for CaseWORK can be described using the metaphor of an „onion” with different layers. The learner – the volunteer – is located inside the most inner layer, surrounded by a first layer with content, technology, and support. The organisation, economy and evaluation shells are located around this inner onion layer.
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			Illustration: Brigitte Gall, Institute for Innovation in Learning, (FIM NewLearning), University of Erlangen-Nuremberg.

			The most relevant factors for each shell are:

			•Learner: gender, age, nationality, professional background, motivation, language skills, etc.

			•Content: course curriculum, training goals, learning objectives, learning methods/activities, material/resources, evidence of learning pedagogic and didactic structure, etc.

			•Technology and support: IT system, hardware, software, communication channels, synchronous and asynchronous approaches, tutor, peer group building, machine support, human support, etc.

			•Organisation: all actions that are necessary for embedding of the course into the organisation, quality management, course/learning management, quantitative/qualitative system evaluation, learner acquisition, tutors acquisition and training.

			•Economy: all aspects of learning and training economy (time, money, effort...), economy of scale, fixed and variable costs, preparation and running costs.

			•Evaluation: this layer includes all activities and tools for a qualitative and quantitative evaluation of the system. Evaluation includes not only the learner, but all other persons involved and related to the eLearning environment (course organisation, tutors, technical support, etc.)

			4.2.The curricular framework of CaseWORK

			The curricular framework is embedding didactic criteria - such as training goals, learning objectives, learning methods/activities, material/resources, evidence of learning, evaluation, based on pedagogical terminology. We have used the following definitions that served as a basis for course content developers: 

			•Goals are broad statements describing what the learner should be able to do once the instruction is complete. Goals should be observable, measurable specific and focused and as clear as possible.

			•Objectives are more specific and outline how each goal will be met. Objectives should be observable, measurable and as specific, focused and clear as possible. They cover the steps in the process of learning, i.e. the acquisition of knowledge, the application of knowledge into skills, and the integration of skills with attitudes, values, and dispositions into competencies.

			•Knowledge focuses on the actual understanding of particular facts/concepts. 

			•Skills may reflect the practical application of the theoretical knowledge.

			•Attitudes (dispositions) focus on the way a person views something or tends to behave towards it.

			•Learning methods/activities address different learning styles and learning preferences (e.g. visual, aural, verbal, logical, social or solitary). Evidence produced during the learning activities - these are results that someone can see, hear, read.

			•Exercises: The evidence of learning incorporates quizzes and assignments to assess the progress and understanding. Assessment and judgment on quality of evidence makes it possible to conclude whether the learner has achieved the learning objective or not. 

			•Evaluation: In the beginning and at the end of the pilot run the project itself was evaluated by the participants. Here they were able to give their feedback and give input on how improve CaseWORK.

			•Supportive measures which increase the effectiveness of the online platform content include a discussion forum so as to enhance the interpersonal relationships between volunteers. An integral part of this approach relates to the concept of the Learning Diary as an activity. In a forum topic, learners write down their ideas, experiences and other thoughts during the course. This process promotes self-evaluation and self-reflection and serves as additional motivation.

			In the following chapter, we will describe the didactic criteria for each course and summarise the experiences made during the testing phase of the courses. 

			4.3.Course 1: Legal framework and asylum procedures
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			This theme is covered by the following six courses: 

			1.The asylum system and its functions

			2.Migration in Germany (respectively Austria, Italy, Greece, Slovenia): history and background

			3.History and background of migration in Europe

			4.Know-how: support in finding accommodation

			5.Know-how: health insurance and health

			6.Know-how Access to education and employment

			TRAINING GOALS

			Participants have a clear overview of the issue of migration and asylum. They have a clear understanding of the legal framework of asylum, of its system and its structure. They have an overview how and under which conditions refugees and asylum seekers can obtain access to accommodation, health services, education and employment. 

			LEARNING OBJECTIVES

			Participants who have finished these six courses are able to describe and reflect on the migration phenomenon (history/background,  current situation and trends) at European and national level, with a specific focus for what concerns the asylum system in their own countries. 

			They understand the European legal framework and the international definitions regulating asylum and are able to inform themselves about the underlying rules and laws regulating asylum in their countries. They can identify the respective stakeholder (authorities, organizations, institutions, etc.) and are able to describe the different stages of the asylum procedures.

			Learners are able to provide correct information and support to refugees and asylum seekers concerning the steps of the asylum procedure and are able to inform them about the asylum procedure steps and how and under which circumstances they can obtain residence, and they can support refugees and asylum seekers with access to accommodation, health services, education and employment.

			LEARNING MATERIALS

			Participants of the courses will find material on the migration phenomenon at European and national level, on the European and national legal framework, and on the asylum structure at national level supported by graphics, video and audio files.

			Learners will identify/use sources of information and will be confronted with „real life situations“ in order to develop critical thinking and problem solving skills and acquire knowledge of the essential concepts, organizations and structures of the hosting countries, supported by graphics, video and audio files.

			MATERIAL AND RESOURCES

			•Excerpts from asylum procedures, links to external resources and organizations, visual elements, practical case examples.

			•Quizzes in the learning unit as self-assessment and assignments for further research: learners will be able to synthesize the theoretical and practical knowledge. 

			•Learners will get standard solutions in some cases; in other cases they will get feedback by a tutor.

			4.4.Course 2: Development of intercultural competences
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			This theme is covered by the following six courses: 

			1.What is culture? 

			2.Stereotypes

			3.Cultural standards

			4.Understanding and misunderstanding – verbal and nonverbal communication

			5.Intercultural sensitivity

			6.Training Session: Critical situations in intercultural contexts

			TRAINING GOALS

			Graduates from these courses will know definitions and models of communication and intercultural communication and be able to identify and to reflect stereotypes (national, regional, gender, population groups ...).

			Learners will be aware of cultural standards in their own country and culture and in other countries and cultures. 

			They will know about verbal and nonverbal communication processes and develop intercultural sensitivity based on the Development Model of Intercultural Sensitivity (DMIS) by Milton Bennett

			Finally, people who have taken the courses will be able to apply the knowledge, attitudes and competences acquired in the learning modules to their work with refugees and to intercultural situations in general. 

			LEARNING OBJECTIVES

			Graduates from these six courses are able to describe several definitions, models and dimensions of culture (e.g. language, communication, values)of culture; to show the pros and cons of each model; and to evaluate the theoretical approaches.

			They are able to define and reflect upon stereotypes and can describe steps of stereotypisation.

			They can identify and describe cultural standards in their own country and culture related to other countries and cultures. They can differentiate between „natural“, „human“ standards and culture related standards

			They are able to describe and evaluate the characteristics and pitfalls of verbal, nonverbal and paraverbal communication with an emphasis on intercultural communication.

			They can describe the stages of intercultural sensibility and apply the knowledge to intercultural situations. They are able to plan their reactions in specific situations referring to intercultural communication. They are able tochange perspectives and to show empathy towards members of different cultures.

			Finally, graduates from these courses are able to act and react in specific and critical situations related to intercultural communication; they are able to transfer the knowledge and theoretical backgrounds of the courses to practical tasks in their work with refugees.

			LEARNING METHODS

			The course units contain short descriptions of the culture models with examples and short case stories where learners will be supported by visual graphics, video and audio files.

			Learners will find descriptions of communication models and axioms, supported by graphics, video and audio files; they can reconstruct their theoretical approach by practical examples and short case stories.

			Dimensions and aspects of stereotypes and the process of stereotypisation will be explained, supported by graphics, video and audio files. In this way, learners can reconstruct their theoretical approach by practical examples and short case stories.

			Learners will also read about several aspects of cultural standards (e.g. rule orientation, attitude towards authorities, interpersonal proximity and distance, attitude towards work, privacy ...), and about verbal, nonverbal and paraverbal communication in an intercultural context; texts will be supported by visual graphics and videos/audio files; they can comprehend the obtained knowledge by means of examples and short case stories.

			The development model of Intercultural Sensitivity (DMIS) will be a core element in the process to become sensitive in the work with people from other cultures. Learners will read about this model and comprehend the obtained knowledge by means of examples and short case stories.

			In the final training unit, learners receive several case examples and have to apply and transfer the approaches imparted in the learning process.

			MATERIAL AND RESOURCES

			•Definitions, models, aspects and dimensions of culture 

			•Communication models demonstrating relevant dimensions of communication and intercultural communication.

			•Definitions, models and examples of stereotypes and stereotypisation

			•Descriptions of several aspects and dimensions of cultural standards and their intercultural relativity

			•Verbal, nonverbal and paraverbal communication; practical examples, e.g. on gestures, facial expressions, body posture, etc., demonstrating relevant dimensions of communication and intercultural communication.

			•Quizzes in the learning unit as self assessment and assignments for further research: learners will be able to synthesize the theoretical and practical knowledge.

			•Learners will get standard solutions in some cases; in other cases they will get feedback by a tutor.

			4.5.Course 3: Provision of psychological support
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			This theme is covered by the following five courses

			1.Psychological implications of helping

			2.Volunteering

			3.Working with refugees and asylum seekers

			4.Helpers care for themselves

			5.Training session: stress and strain in voluntary work with refugees and asylum seekers

			TRAINING GOALS

			Graduates from these courses are able to apply the psychological knowledge, attitudes and competences acquired in these courses to their work with refugees.

			They will get to know several aspects of voluntary work e.g. motivation, expectations, emotional aspects.

			They will be able to understand psychological aspects and implications of helping, e.g. expectations of the helper and directed to the helper, limits of helping, helper syndrome, and they will know about the special challenges of the work with refugees/asylum seekers.

			They will also get to know several aspects and strategies of mental hygiene in order to stay healthy and motivated.

			LEARNING OBJECTIVES

			People who took these courses will know important aspects of voluntary work and be able to reflect their own role as voluntary helpers.

			They have learned to explore their own motivation and expectations and they know their limits; they know about the theoretical backgrounds and can apply them to their own situation as volunteer helpers. 

			They will be aware of challenging psychological aspects of the work with refugees/asylum seekers (e.g. social aspects, intercultural aspects, problems with asylum procedures, emotional challenges, working with traumatised individuals).

			They will be aware of the stress and strains of their voluntary work and will be able to apply strategies of dealing with stress, overload, frustration, disappointment. They will also be able to implement useful methods of recovering. 

			Learners are able to act and react in typical stress situations in their voluntary work in a useful way; they are able to respect their own limits and can apply useful strategies of coing and recovering; they are able to transfer the knowledge and theoretical backgrounds of the learning module to practical training tasks.

			LEARNING METHODS

			The course materials will consist of texts about relevant aspects of voluntary work, psychological aspects of helping; challenging aspects of the work with refugees/asylum seekers and about specific stress in their work and about methods of coping and recovering. These materials will be supported by visual graphics and videos/audio files.

			Learners will receive several case examples where they can apply their obtained knowledge where they can transfer the approaches and strategies imparted in the courses.

			MATERIAL AND RESOURCES

			•Psychological approaches on helping, altruism, egocentrism; case examples from voluntary helpers working with refugees and asylum seekers. 

			•Theoretical approaches and research findings on voluntary work; case examples from voluntary helpers working with refugees and asylum seekers.

			•Research findings on work with refugees and asylum seekers; case examples from voluntary helpers working with refugees/asylum seekers; stories by experienced voluntary workers. 

			•Theoretical approaches, research findings and practical case examples of coping and recovering, referring to the works of volunteers working with refugees and asylum seekers.

			•Quizzes in the learning unit as self-assessment and assignments for further research: learners will be able to synthesize the theoretical and practical knowledge.

			•Learners will get standard solutions in some cases; in other cases they will get feedback by a tutor.

		

	
		
			5.CaseWORK course implementation

			5.1.The CaseWORK support concept

			Self-organized online learning should does not necessarily mean “learning by oneself‘. In order to obtain best possible results, support is a determining key aspect for successful eLearning.

			In a course that provides important information and also delivers psycho-social support, a certain human presence is highly recommended, since the tutor plays a central role in the learning process. Moreover, availability of a technical hotline and of an organisation-team will also contribute to the successful learning process of the volunteers.

			Support has to be provided in order to:

			•take care of motivation;

			•respond to content-related queries;

			•respond to organisation and technique related questions;

			•give feedback.

			In a learning environment, learners must be aware of the support infrastructure and resources provided to foster their learning experience.

			The most frequently used communication channels are

			•synchronous through telephone or Skype, or

			•asynchronous through email and forum (in a virtual classroom).

			Ideally, support should be provided whenever and as much as needed, although economical aspects must be taken into consideration. Learners should get a first response within 24 hours. 

			Tutoring plays an important part if the CaseWORK training should be efficient and lead to long-lasting improvements. Organizations working in the refugee and asylum sector should therefore carefully select a person for tutoring activities who would have the following role:

			She or he will support learners in their learning process and aim at motivating each learner, showing that there is interest in their learning progress. In addition, this promotes group cohesion and enhances social learning. The tutor will usually be the first contact person for the learners and give assistance with didactic and technical problems either on the telephone or later in the course via e-mail. Tutors are not teaching, but rather accompanying; they do not control or assess but give feedback.

			The frequency of tutor activities depends on the organisational setting. New questions and contributions should be checked if possible once a day. Mail contributions should get an answer as soon as possible.

			5.2.Experiences from pilot testing

			The high number of participants who registered within the pilot testing phase has shown that the online course itself and its specific contents are highly relevant for the target group. The open format comprising a clear structure and simple handling as well as the lack of restrictions of any kind have proven to suit the needs of volunteers working in the field of migration.

			Although CaseWORK offered email support and a forum for content related discussions and questions of any kind, the pilot tests have shown that course formats such as CaseWORK still need a more intensive tutoring and support for each individual learner. Although the learners seemed to appreciate the flexibility and the freedom of choosing to work on any course of their liking to a self-chosen time, the testing phase suggests that the level of motivation could be raised and maintained more constantly if there was a more frequent communication between learner and tutor. .

		

	
		
			6.Update of contents and development of new contents

			6.1.Content management system

			The CaseWORK courses were developed according to the above mentioned didactical principles and according to the authoring guidelines.

			The online learning environment is based on the open source content management system Word-Press (https://wordpress.org/) in combination with the learning management system LifterLMS (https://lifterlms.com/). In order to improve the didactic qualities of the LMS the platform implements the Advanced Quizzes plugin for LifterLMS.

			The learning contents are divided into three parts: course tracks, courses, and lessons. The course tracks consist of several courses and constitute a thematic unit. The individual courses consist of single lessons that can be added to and removed from courses individually (just as the available courses can be assigned to the course tracks).

			The WordPress installation is based on a custom theme that allows for the integration of diverse media content, such as images, illustrations, videos, audio files, documents, other interactive elements, and quizzes. All of the learning contents can be managed through the WordPress Dashboard and the more advanced course editor provided by LifterLMS.

			In order to access the learning materials the users of the platform need to register through the website by providing a user name and an email address. This process ensures that a) only real users get admission to use the website and that b) user interactions can be logged to store each user’s learning progress and provide support if needed. The learning management system also includes a reward system that offers certain achievements (badges, emails, certificates) triggered by specifically defined user engagements. The achievement progression can be tracked by each user through their personalized account pages. All user data can be deleted on request.

			6.2.Update of contents and development of new contents

			The CaseWORK contents reflect the European refugee and asylum situation of spring/summer 2019. As the situation changes constantly, the need for adaptation of contents, especially in the legal and administrational sector, might arise.

			Also, adult education providers from other countries might in the future develop training measures for (voluntary) helpers which are based on CaseWORK.

			Additional content can be added to the platform by editors that can be included in the content management system at any time. The creation of course contents is not a trivial task and thus requires advanced knowledge of the technology and editorial workflow underlying the platform, mainly WordPress and LifterLMS. Equipped with that knowledge, however, it is possible to develop new contents and integrate them into the existing learning environment. As for the translations of the contents, the platform is currently using a charged service provider (Weglot, see below) but after completing the integration of the initial learning materials a migration to a free solution that relies solely on WordPress is intended.

			The WordPress theme is developed according to the established community standards and can be extended by any developer knowing their way around WordPress. The website can be maintained with a rather low effort just like any other WordPress installation. Frequent security updates are required.

			6.3.CaseWORK in other languages

			Currently, the CaseWORK courses are available in English and in the languages of the partnership, i.e. in German, Italian, Greek and Slovene. As the contents of the project have been uploaded under WordPress, the translation into other languages is possible through installing “Weglot Translate”as additional plug-in.

			
				
					[image: ]
				

			

			This program detects and translates all content in any language and provides a unique dashboard to easily edit translations or order professional translations.

			Weglot Translate has the following functions:

			•It has a simple setup; one does not need to touch any source files or code lines

			•It is fully compatible with WordPress and other content management system: Weglot Translate translates every string on the page that is included in the source code.

			•Content is automatically detected and translated into more than 100 languages 

			•It allows for human and automatic translations

			•It has an in-context editor tool to translate content directly inside the website design

			•Weglot Translate offers button customization and support service
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