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Abstract
This research investigated the impact of Information and Communication Technologies (ICT)
on Iranian refugee settlement in Australia. To date, little research has been undertaken related
to ICT literacy of Iranian refugees and the reasons behind the usage. The primary focus was
on access and use of ICT; in particular, the ways Iranian refugees in Australia find and share
information online to improve their settlement.
This study applied Multi-Sited Ethnography (MSE) as a qualitative methodology with a
thematic analysis drawing on semi-structured interviews with two groups of participants
(Iranian refugees and those with a role of assisting refugees). Historically, Iranian migration
to Australia was minimal and mostly consisted of economic migrants and students. However,
this migration pattern was affected by the Islamic revolution in 1979, as it now includes
forced migration of Iranian refugees.
The study identified the issues associated with settlement, such as language, employment and
the differences in culture, social norms and laws between the homeland and the hostland. The
findings show the vital role ICT play in refugees’ day-to-day life as they settle into their new
surroundings. ICT assist refugees to become less isolated, less marginalised and more a part
of mainstream society. ICT support improvements in their education, training and
employment as well as helping them maintain ties with their homeland.
The research contributes to the body of knowledge by shedding light on the issues faced by
Iranian refugees through their use of ICT. The findings may improve their settlement process
through the creation of an ICT-based settlement model for use by government and nongovernment organisations that provide support for Iranian refugees. This offers an
opportunity for refugees to reconstruct their social identity, enable them to participate in the
Australian community, and gain a new sense of belonging.
The results of this study could be applied to refugees of different backgrounds in Australia
and for Iranian refugees in other countries. Future research could investigate the digital divide
between refugees in Australia and mainstream Australians.
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Chapter 1

Introduction

Refugee settlement has become a challenge on a global scale (Almohamed & Vyas, 2016).
The number of forced immigrants (or refugees) is increasing around the globe; it reached
68.5 million by the end of 2017, an increase of 2.9 million from 2016 (United Nations High
Commissioner for Refugees, 2018a). Refugees are forced to escape persecution in their
homeland and search for a country that could provide the means for them to reconstruct their
lives. Research on refugees by academia and policymakers has resulted in journal articles,
academic papers and books, indicating the critical role that refugees play on a global scale.
There is an abundance of data about refugees from research undertaken in the fields of
sociology(Parsons, 1951), anthropology (Levitt & Schiller, 2004), history, human politics,
geography (Mountz, 2015) and other fields. In the field of ICT, the (mostly statistical) data
(Ramlan, Ahmed, & Pointon, 2007) do not explain the human experience of being a refugee.
In its 2017-18 report, Amnesty International (2019) disclosed detailed information about
existing human rights issues in Iran relating to freedom of expression, discrimination for
ethnic minorities, females, freedom of religion and belief, torture and ill-treatment as well as
execution after unfair trials. According to Iman (2008), who investigated the acculturation of
Iranian migrants in Australia, the 1979 Islamic revolution changed Iran’s political and social
situation and forced many Iranians to leave the country, both voluntarily and through forced
migration. During the 1980s and 1990s, many Iranians moved to Australia; political hardship
and religious persecution were perceived as the main reasons for Iranians for choosing
Australia as a refugee destination (Department of Social Services, 2014).
While very little qualitative research has been undertaken in the Australian context,
international studies show that, when agents are engaged, they are crucial in determining, or
at least strongly influencing, the country of destination (Gilbert & Koser, 2006). One study
found that the majority (over 90%) of asylum seekers interviewed had Australia chosen as
their destination by the intermediary they engaged (Richardson, 2010). Where asylum seekers
are able to exercise choice in determining their destination country, factors such as the
knowledge or belief that a certain country is democratic, where human rights and the rule of
law are likely to be respected, is influential (Neumayer, 2004). However, as Spinks (2013, p.
16) notes:
1

For those who make their way towards Australia … there are very few other options if they are
looking for an asylum-receiving country, with an established system for processing and providing
legal status to refugees …Thus, even if potential asylum seekers reach a transit country and become
more informed about Australia’s asylum policies, their options for deciding on an alternative
destination country at that point in their journey are extremely limited (Guterres, 2012).

The presence of social networks in the destination country can also be highly influential,
leading to ‘chain migration’, in which an established group of migrants provides future
migrants with the social capital (relationships, knowledge, skills and support) needed to
facilitate their migration to the same place (Brekke & Aarset, 2009; Guterres, 2012; Havinga
& Böcker, 2010; Koser & Pinkerton, 2002). In the Australian context, 70-80% of
humanitarian entrants have family or friends who are already living in Australia (Department
of Social Services, 2018). Once in the destination country (referred to in this study as the
hostland), migrants are in need of support to settle successfully; that is, to become active and
independent participants in their new country (Department of Social Services, 2018, p. 6).
The aim of this study was to investigate the impact Information and Communication
Technologies (ICT) might have on the settlement of Iranian refugees in Australia. This
chapter provides an overview of migration in Australia and the Iranian population in
Australia, including Iranians as asylum seekers and refugees. This is followed by a brief
description of ICT in Iran before expanding on the aim of the study.

1.1 The Australian migration
Throughout the migration history of Australia, according to Pietsch (2013), it has been
important for the government to control migration. To enhance the country’s economy, the
major political parties (Labor and Liberal) have had bipartisan support for a small increase in
the number of immigrants to Australia. Therefore, the government has had to introduce
numerous policies to cater to political issues that are raised, ranging from assimilation and
monoculture, to integration of immigrants and the creation of a multicultural Australia.
According to a “population clock” article published by the Australian Bureau of Statistics
(ABS), Australia gains one international immigrant every 57 seconds (Australian Bureau of
Statistics, 2019b). Australia’s annual Net Overseas Migration (NOM) to 30 June 2018 was
236,700 immigrants. A comparison to previous years shows an increase in immigration rather
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than emigration. The statistics show that, as of 30 June 2016, 28.5% of Australia’s resident
population was born overseas (Australian Bureau of Statistics, 2018d).
Settlement data provided by the Department of Immigration and Citizenship on a “Migration
Stream” showed that Australia granted permanent residency visas to 1,144,401 people
between 1 October 2008 and 30 September 2013, of which 20,551 were born in Iran. Iranians
thus represented 1.8%; however, not all the Iranians were refugees. Over this 5-year range,
almost half of them (10,219) were granted visas based on skilled migration, 2,647 were
granted on a family basis, while 7,681 were granted humanitarian visas (Department of
Immigration and Citizenship, 2013). Australia’s Humanitarian Program provides refugee
category visas for people who are experiencing persecution in their home country, and who
are typically outside that country when they apply due to needing resettlement.
Australia’s response to refugees depends on the way they enter the country. Broadly, the
response has been divided into two main categories: offshore programs and onshore
programs. The offshore category refers to people who have fled their country of origin and
are in transit in a third-party country. This category is comprised of two groups: (1) those
whose claim for refugee status has been verified and recognised by the United Nations High
Commissioner for Refugees (UNHCR) and are therefore waiting to be sent to the host
country as refugees; and (2) a unique program called the Special Humanitarian Program
(SHP), which was established in 1981 (Department of Immigration and Border Protection,
2014).
The SHP has been designed for reuniting the families of Australian refugees who are outside
Australia and are suffering from discrimination, which is a violation of human rights, and
helping them to settle in Australia (Department of Home Affairs, 2019). SHP eligibility
criteria include that the applicant must not be living in their home country, must be exposed
to “gross human rights violation” in their home country, and must be sponsored by a
‘proposer’ who could be an Australian citizen or permanent resident, or a New Zealand
citizen, or an organisation in Australia. The SHP became the most significant part of the
humanitarian program in Australia (Department of Immigration and Border Protection,
2014). It is unfortunate that those refugees who entered Australia by boat after 13 August
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2012 are exempt from this program (Department of Immigration and Border Protection,
2014).
Although refugees from more than forty countries and most from Indochina took advantage
of the SHP, some Iranians were among those who used SHP to settle in Australia. The
reasons for the influx of Iranian refugees around the world and to Australia, according to the
Central Intelligence Agency (2019), were both the Islamic revolution in 1979 that forced the
king of Iran, Mohammad Reza Pahlavi, into exile and the start of the 8-year war between Iran
and Iraq in September 1980.
Regardless of the method of entry, the onshore program is for asylum seekers who have
entered Australia and applied for refugee status after their arrival. The majority of those in the
onshore category enter the country with a valid visa (such as a student, business, or visitor
visa) and then seek asylum and refugee protection after their arrival. However, a smaller
number of onshore asylum seekers come by boat without valid travel documents or any
identification. This group of refugees or ‘boat people’ is referred to as “Illegal Maritime
Arrival” (IMA) by the Australian Government (Department of Immigration and Border
Protection, 2014). This method of arrival has become a hot political topic and an issue of
concern to the Australian public. The arrival of boat people divides Australians: for some,
their arrival is illegal, and compromises Australian border protection; for others, there are
humanitarian values to consider, and they emphasise that, since Australia is a signatory to
UNHCR refugee convention, it has an obligation to protect refugees, including boat people.
Thus, the issue of asylum seekers has been politicised by members of parliament, the public,
and the media.
Iran has been a signatory to the UNHCR refugee convention since 1976. The 2012 statistical
yearbook published by UNHCR indicates that the Islamic Republic of Iran is a large recipient
of refugees, with 868,200 from Afghanistan. This considerable number ranks Iran as second
after Pakistan for protecting refugees. The record shows that 95% of Afghan refugees of the
world reside in these two countries (United Nations High Commissioner for Refugees, 2013).
In 2013, Iran also provided protection to 42,500 Iraqi refugees (Central Intelligence Agency,
2014). However, due to the concepts of radical Islamic law imposed since the regime change
in 1979, Iran does not abide by its obligation to its citizens. Iranian authorities persecute
4

people who are politically against them, and the regime harasses and discriminates against
religious minorities, which demonstrates a lack of human rights (Allen, 1987). Its violation of
human rights has forced hundreds of thousands of Iranians into diaspora over the last three
and half decades (United Nations High Commissioner for Refugees, 2014). In the case of
Iranians who seek asylum around the world, 63% of them successfully become refugees at
the first instance of their refugee applications (United Nations High Commissioner for
Refugees, 2013).
The following section introduces the topic of Iranians in Australia. An overview of the
history of Australian migration is discussed in the following chapter (see section 2.5 while a
separate section is dedicated to discussing multicultural Australia (see section 2.6

1.2 The Iranian population in Australia
It appears that Australia was not a popular destination among Iranians before the 1979
revolution. The Migrant Information Centre (2011) indicated that most Iranians who had
migrated to Australia before 1979 were oil service workers, confirmed more recently
(Department of Home Affairs, 2018). In addition to those factors mentioned previously,
historical ties between countries play a role in influencing migration (Havinga & Böcker,
2010). Iran is the world’s fourth-largest oil-producing country and has a strong connection to
the Australian oil industry. However, since 1979, Iranians have left Iran for various reasons
including the poor economy, the war between Iran and Iraq (1980-1988), the civil war
between authorities and their oppositions, the unstable political situation, and social and
cultural matters (Adibi, 2008).
According to Adibi (2008), in the 1950s, the total number of Iranians in Australia was 60. In
the 1960s, the number rose to 523. However, according to Australia’s most recent census in
2016, this number has increased to 58,106 (Australian Bureau of Statistics, 2019b). The
largest increase was between 1981 and 1990, with the majority being asylum seekers,
whereas before 1980 (as noted above) most Iranian emigrants were skilled migrants or
students (Adibi, 2008).
The latest census data from the Australian Bureau of Statistics (2019a) shows that 29,048
(50%) of Iran-born people in Australia had taken up Australian citizenship, with a gender
5

ratio of 54% males and 46% females. This significant number indicates that Iranians
contribute to their hostland in many ways and have demonstrated their commitment to their
new homeland.

1.3 Iranian asylum seekers
According to the UNHCR, 44 industrialised countries are recipients of asylum seekers. The
total number of Iranians who claimed asylum in these countries in 2013 was 23,879, which is
20% higher than the previous year (United Nations High Commissioner for Refugees, 2014).
According to the most recent data, Iranians contribute nearly 3.3% of asylum seekers in the
world (United Nations High Commissioner for Refugees, 2018c).
For the year 2013, 24,300 official asylum claims were made in Australia, which was 54%
higher than in 2012 and the highest on record. However, from 1 July 2013, the method that
the Australian Government uses to count asylum seekers who entered Australia has changed.
This adjustment excludes those who had made it to Australia by boat but were sent to a third
country while their refugee status was being processed, and therefore not included in the
“official statistics” (United Nations High Commissioner for Refugees, 2014).
Nevertheless, these figures make Australia the eighth in the world for asylum seeker
registration. In 2013, nearly 18% or 4,370 of people who registered as asylum seekers in
Australia were Iranians (United Nations High Commissioner for Refugees, 2014). The
number of Iranian asylum seekers increased to 6,905 by April 2017, making Iranians the
largest proportion of asylum seekers of any countries in Australia (Asylum Insight, 2017).

1.4 ICT in Iran
According to the latest statistics available, more than three-quarters of Iran’s population are
Internet users (see Table 1-1). Thus, Iran is 16th in the world for the number of Internet users
(Internet Live Stats, 2019). Although Iran’s population growth was 1% in 2016, its Internet
users increased by 8% (nearly 2.8 million), which represents an Internet penetration rate of
almost half (49%) the population. The figures for 2019 show that, although Iran’s population
increased by only 3% in three years, its Internet users increased by 27%, meaning more than
two-thirds of Iranians are now Internet users. This shows the significance of the Internet
6

among Iranians. By comparison, 88% of Australians in 2018 were Internet users, ranking
Australia 32nd in the world for the number of Internet users (Internet Live Stats, 2019).
Table 1-1. Internet users’ demographic in Iran
Year Internet Users

Penetration

Total

Non-Internet

(% of Population) Population Users

1Y User

1Y User

Population

Change

Change

Change

2016

39,149,103

49 %

80,043,146

40,894,043

8%

2,784,831

1%

2019

62,702,731

76%

82,503,583

19,800,852

27%

2,460,437

3%

1.5 The aim of the study
The latest figures released by the ABS show that, while desktop or laptop computers are used
by 91% of connected households in Australia, nearly all (99%) households with children
under 15 use a mobile or smartphone to access the Internet (Australian Bureau of Statistics,
2018c). The proliferation and use of ICT in Australia present an example of rapid sociotechnical change and indicate technology may be considered a part of modern-day living
(Lane, Follett, & Lindsay, 2018).
While modern technology is seen to serve refugees by enabling the establishment and
maintenance of “social relations” across the boundaries of homeland and hostland
(Wahlbeck, 2002), it also needs to address the requirements of their everyday life. For
refugees, this includes the activities involved in the journey towards settlement. However, the
number of Iranian refugee ICT users in Australia is unknown, and the online behaviour of
Iranian refugees is understudied.
It could be anticipated that refugees behave differently to the population at home, in their
hostland, and to voluntary immigrants, due to the forced nature of their migration. One reason
(amongst others) is the availability of technology in the intermediate country or refugee camp
(Leung, 2011a), and the refugees’ ability to utilise the technology that might be available. A
brief overview of the literature on refugee use of ICT is provided in section 2.9 to be more
specific for this research. It is acknowledged that there is a proliferation of ICT in Australia
that forms part of modern-day living (Lane et al., 2018). However, the services available
during the settlement process rely on skills and access to ICT that cannot be assumed to exist
7

in the refugees’ experience. The gap, therefore, is between the settlement services provided
by Government and NGO agencies via ICT, and the ICT experience of the recipients of these
services in an Australian context.
This research aims to fill that gap by investigating the online behaviour of Iranian refugees in
Australia; specifically, to investigate the impact ICT might have on the processes involved in
their settlement.

1.6 Research design
To achieve the research aim, an investigation of Iranian refugee participants’ experiences
with ICT was undertaken to identify the challenges refugees faced and the key barriers to
their settlement. This research reviewed the literature then developed a research design that
best suited the dispersed nature of Iranian refugees in Australia. The methodology that was
chosen for data collection was informed by the concept of Multi-Sited Ethnography (MSE).
MSE, or “mobile ethnography”, steps outside a single-site and moves beyond locality as it
investigates participants located in multiple sites (Marcus, 1995). Although not an
ethnographic study, the multi-sited aspect was considered appropriate for this study, since the
refugees resided in different cities around Australia. The research was conducted in three
Australian states (New South Wales, Victoria and Western Australia) where the majority of
Iranian immigrants and refugees reside. One minor aspect of the study was an investigation
of whether the different sites led to different perspectives of the settlement process.
The total number of participants in this study was 106, comprising two groups: 51 Iranian
refugee participants (“refugee group”), and 55 participants who worked in fields that assisted
refugees during their settlement (“non-refugee group”). A different interview questionnaire
was prepared for each group (see Appendix A and Appendix B), and the data collected
through semi-structured interviews.
The data captured from the interviews were analysed using the qualitative software NVivo as
well as SPSS. Several themes emerged from the data analysis and were grouped into basic
and complex themes. Each theme was analysed separately and within its group. This was
followed by an analysis across all themes.
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1.7 Significance of the research
Refugees risk exclusion from full participation in the host community, so ICT could have a
significant role in promoting social inclusion, as defined by Omidvar and Richmond (2003).
Social inclusion for refugees (and migrants in general) refers to the realisation of their full
and equal participation in the economic, social, cultural, and political dimensions of life and
settlement (Andrade & Doolin, 2016). This research study indicates that the use of ICT by
Iranian refugees in Australia contribute to their successful settlement and integration. The
findings enable the development of an ICT-based settlement model usable by the appropriate
organisations (for example, government and other agencies) for the benefit of Iranian as well
as all refugees in Australia. The findings may also be considered useful for Iranians in other
parts of the world and could be generalised to refugees from other backgrounds who settle in
Australia.

1.8 Chapter summary
This chapter provided a brief background to Australian migration, Iranian migration history
in Australia, followed by Iranian asylum seekers and refugees in the world. It also reported
the number of Internet users and the popularity of ICT in Iran. The aim of the study and the
approach was briefly described. In the following chapters, the literature is reviewed for the
impact of ICT on Iranian refugees’ successful settlement (Chapter 2), followed by the
research design used in this study (Chapter 3), the analyses of data (Chapter 4 and Chapter 5),
discussion of the findings, their impact on settlement, and the development of an ICT-based
settlement model that supports settlement (Chapter 6) and conclusion (Chapter 7).
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Chapter 2

Literature Review

Immigrants leave their home countries for many reasons including socio-economic, sociopolitical, threats, conflicts and political captivities in their country (Acharya, 2016), with the
number of refugees on the increase around the world (Hartley & Fleay, 2017). Although there
are ample statistics about refugees that are important for monitoring their numbers and status,
these statistics do not communicate their lived experiences. Refugee settlement is a complex
phenomenon that covers many factors. This chapter clarifies the differences between types of
immigrants, describes the history of immigration in Australia from assimilation to
multiculturalism, and identifies some of the challenges that refugees encounter.

2.1 Definition of immigrants, refugees and asylum seekers
As Brettell and Hollifield (2000) indicate, research on immigration is interdisciplinary, with a
variety of approaches in each discipline. While social sciences may group the theories as
‘functionalist’ or ‘historical, structural’, this thesis attests that neither approach explains
migration sufficiently. Migration network (Massey, Arango, Hugo, Kouaouci, & Pellegrino,
1999) and diaspora (Cohen, 2002) theories address the constraints (a continuum from low to
high) under which migration occurs (De Haas, 2009), as well as the degree of agency
available to the migrant.
Differentiating between immigrants, asylum seekers and refugees is essential (Spinks, 2013).
To understand the differences, the concept of human mobility must be explored. The study of
mobility includes the study of migrant and refugee settlements in their respective host
countries (Dao, Docquier, Parsons, & Peri, 2018; Papastergiadis, 2018; Tsagarousianou,
2004; Vearey, 2018).
Defining human migration is a complex undertaking. According to Castles (2010), despite the
existence of many research projects across many disciplines (including the fields of sociology
(Neumann & Hermans, 2017), anthropology (Levitt & Schiller, 2004), and socioenvironmental geography (Jokisch, Radel, Carte, & Schmook, 2019)), an agreed body of
knowledge has not developed, and there is no theoretical framework that could be generally
accepted. Moreover, there has not been an explanation of migration that is universally
acceptable and capable of covering all aspects of “local, regional, national and international”
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migration (Sinha, 2005, p. 404). A major obstacle to achieving this explanation (or
understanding) has been the complexity and diversity of the migration experience (see for
example Collinson, 2009; Portes & DeWind, 2004). Forced migration (referred to in this
study as involuntary migration) has emerged as a sub-field of migration studies and
incorporates two prongs: asylum seekers and refugees on the one hand, and humanitarian
issues on the other (Castles, 2010, p. 1570). According to Castles (2010), politics and policies
influence research in this area.
According to the National Geographic Society (NGS), the history of migration dates back to
the first human groups who migrated from East Africa to all corners of the world (National
Geographic Society, 2018). E. S. Lee (1966) defines migration as a change of residence,
whether this change is temporary or permanent and regardless of any limitation on distance.
This definition is insensitive as to whether the move has been forced or voluntary. Eisenstadt
(1953) defines migration as the physical movement of an individual from one society to
another.
Bernard (1976) divides human movements into two sections depending on the reasons for
their movements. While he agrees with Eisenstadt (1953) about the physical move, he
indicates that moving from one place to another is a human “age-old characteristic”. Those
who move by choice are voluntary immigrants, while those who move because they are
forced are refugees. Although originally humans migrated in groups (National Geographic
Society, 2018), Bernard (1976) explores more recent migration as individual movements. The
forced immigrants are dependent on information about the host country to familiarise
themselves with its culture, law and become socially included to be able to successfully
construct their lives there (Andrade & Doolin, 2016).
As a generalisation, voluntary immigrants may have had the choice to remain in their
homeland or move to the hostland. This choice is made over many months or years, with
sufficient time to plan and decide on the destination and to prepare and present
documentation to meet the immigration criteria of the host country. Tribe (2018) adds that
these immigrants make a choice of migrating to a better country and arrange their migration
“practically, psychologically and systematically”.
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Bell, Alves, Oliveira, and Zuin (2010) argue that migration is heterogeneous as it happens for
a variety of reasons. Also, according to E. S. Lee (1966), people have different reasons for
migrating to a new country, such as changes in the political, cultural or economic situation in
their country of origin, or because of war. This is the case for Iranian refugees who
experienced the 1979 Islamic revolution followed by eight years of war (1980-1988) between
Iran and Iraq (DeFronzo, 2018), which destroyed Iran’s economy.
Another contrast between voluntary and involuntary immigrants relates to the formation of
social relationships. According to Wahlbeck (2002), there are significant differences; for
example, refugees have stronger political ties to their homeland than immigrants have to
theirs. Kunz (1973) shares this view by stating that the refugees’ relationship with their
homeland and the hostland is distinctive; they did not want to leave their home. This
relationship, therefore, contributes to one of the aspects of distinguishing refugees from
immigrants.
According to Stein (1986), many people are not aware of the differences between refugees
and immigrants. Refugees are even misunderstood by some government officers and scholars
who refer to them as immigrants or assume that they are poor. However, many refugees were
enjoying a prosperous life in their homeland and are thus temporarily in a position with
limited finance and opportunities. As one example, the political policies and definitions of
refugees in Australia can be confusing. Whether a Government Department (GOV) or a NonGovernmental Organisation (NGO) is involved with involuntary immigrants, the meaning of
‘refugee’ for public understanding needs to be defined and explored.
Due to the complex nature of refugees, the majority of organisations mirror the definition of
UNHCR’s 1951 Refugee Convention (United Nation High Commission for Refugees, 2011,
p. 10), which will be used in this study:
Article 1 A (2) of the 1951 Convention the term “refugee” shall apply to any person
who: as a result of events occurring before 1 January 1951 and owing to well-founded
fear of being persecuted for reasons of race, religion, nationality, membership of a
particular social group or political opinion, is outside the country of his nationality
and is unable or, owing to such fear, is unwilling to avail himself of the protection of
that country; or who, not having a nationality and being outside the country of his
former habitual residence as a result of such events, is unable or, owing to such fear,
is unwilling to return to it.
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A document by the Australian Department of Immigration and Citizenship (DIAC) explains
that the UNHCR’s 1951 Refugee Convention was initially created to shelter refugees from
European countries. Since then, the UNHCR has developed a protocol that includes refugees
from non-European countries (Department of Immigration and Citizenship, 2009b). The
“1967 Protocol” introduced by the UNHCR removed geographical and dateline restrictions
and applied rights to refuge to all people. This protocol, therefore, established the convention
for the protection of any refugee in the world under any circumstances similar to those
mentioned in the above definition (United Nation High Commission for Refugees, 2018).
The written-text evidence of refugees’ history can be traced as far back as 3,500 years ago
(United Nation High Commission for Refugees, 2014). Since UNHCR was founded in 1950
in the second world war’s aftermath, 22.5 million people have been looking for safety
internationally, refuging across the borders of other countries (United Nations High
Commissioner for Refugees, 2019). The world’s top five countries that host refugees are
Turkey, Pakistan, Uganda, Lebanon and Iran. The overall number of refugees is on the
increase: 68.5 million people were displaced involuntarily by the end of 2017, an increase of
2.9 million from 2016 (United Nation High Commission for Refugees, 2017).
As well as identifying different types of migrants, Kunz (1973) explains that refugees can be
categorised by type, and that their settling outcome depends on their “kinetics of flight”. The
anticipatory refugee is one who has planned a flight and is more prepared, has organised
finance and transportation, and knows the destination of settlement. This refugee has some
knowledge of the host country’s culture, language and policies and leaves the country of
origin while it is still possible to do so and well before conditions worsen and potentially
prevent embarkation.
The acute refugee does not have such luxury and has to leave the homeland in a short time
due to sudden political or military change. With little to no knowledge of the destination, this
type of refugee is taking a “plunge”, as the only concern is to reach safety and protection
(Stein, 1986). This refugee usually thinks about returning home after the political situation
improves; however, the situation may not improve as expected. Once acute refugees lose
hope of returning home, they need to reassess their relationship with their homeland and
accept that they are not temporary but rather permanent refugees in exile (Kunz, 1973).
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Wahlbeck (2002) states that empirical studies show that refugees invariably relate themselves
in many ways to their homeland, wanting to know what is happening there and if the situation
they have escaped has worsened or improved. These homeland changes are significant to
them and may influence their settlement in a hostland. The top five countries that refugees
fled from during 2017 were the Syrian Arab Republic (6.3 million), Afghanistan (2.6
million), South Sudan (2.4 million), Myanmar (1.2 million) and Somalia (986,400). These
five countries contributed to two-thirds (68%) of the world’s refugees (United Nation High
Commission for Refugees, 2017).
Distinct from the immigrant and refugee, the asylum seeker, as the name suggests, is one who
is seeking asylum and protection due to the risk of persecution (Spinks, 2013). People who
have crossed an international border to seek protection and are waiting for their refugee status
to be decided are called asylum seekers (Castles, de Haas, & Miller, 2014). According to
Fleay and Hartley (2016a), the asylum seeker is an individual who is based in the country in
which he or she is seeking asylum, but the status has not been verified. Tribe (2018) affirms
that asylum seekers are hoping to be accepted as refugees, and hence, they refer to
themselves as refugees. If an affirmative decision is taken, then the asylum seeker receives
refugee status and gains access to health, education, employment and welfare, depending on
the hostland’s relevant policies. However, not every asylum seeker can become a refugee, as
their claim may not be verified or may not be considered genuine in order to meet criteria
based on the UNHCR’s refugee convention protocol and the hostland’s policies. In the
Australian context, Refugee Week Australia (RWA) defines asylum seekers as those asking
for refugee protection while their demand for protection is being processed, and that every
refugee has been an asylum seeker first (Refugee Week Australia, 2018).

2.2 The concept of diaspora
The concept of diaspora is associated with migration and dispersal. In twenty-first century
scholarship, the term has come to signify any people living outside their homeland (Anand,
2003, p. 212), and has been used “as a substitute for any notion of expansion and scattering
away from the centre”(Tölölyan, 1996, p. 10). According to Cohen (2002), scholars who
conduct research on diaspora agree that the Jewish people are the centre of this concept, with
more recent redefinition to encompass dispersal more widely. Therefore, in a broader sense,
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diaspora includes a multitude of communities (for example, political refugees, immigrants,
ethnic and racial minorities, overseas communities) who find themselves living outside of the
territory to which they are historically ‘rooted’ (Carter, 2005, p. 55; Shuval, 2000, p. 42). By
comparison, the term transnational, while also referring to a multitude of communities living
outside their ‘root’ territory, assumes some component of volition in the migration process,
even if driven by economic imperative (Castles, 2006).
Butler (2001) indicates that, at that time, little interest had been given to the study of the
diasporic nature of refugees, and that these communities needed and deserved more attention.
These groups, who would not consider returning to the homeland, may form “diaspora
communities” (Tölölyan, 2012). In the late twentieth and early twenty-first century, a number
of diaspora-like events have occurred, including the Bosnian conflict (Bosnia and
Herzegovina Ministry of Security, 2010); Middle-Eastern conflicts involving Jordan, Syria
and Iraq, and the Bolivarian diaspora in Venezuela. Note that diaspora studies have expanded
into diverse fields like literature, sociology, anthropology, film studies, area studies, and
ethnic studies.
The diaspora concept is complex and needs to be defined precisely to be considered
meaningful (Ponzanesi, 2008). Saksela-Bergholm, Toivanen, and Wahlbeck (2019) argue that
social migrant capital acts as a resource for migrant communities and helps with social
inclusion of the wider transnational community such as a diaspora. The diaspora study
conducted by Horst (2018), indicates that the Somali youth diaspora feels at ease when
among other diasporas as they do not need to explain their situation.
According to Halilovich and Efendić (2019), diasporas create connections and interactions
between their homeland and hostland communities and maintain their connections and
interactions. The Somali diaspora who are known for having a history for cross-continental
movements, use migration to increase their opportunities (Van Hear, Bakewell, & Long,
2018).
According to Wahlbeck (2002), forced immigrants maintain diasporic, transnational social
networks, so the concept of diaspora becomes useful as an analytical tool for explaining the
refugee experiences. Wahlbeck (2002, p. 299) defines diaspora as “forcible dispersal,
settlement in multiple locations and the idea of a homeland”. Safran (1991) indicates that the
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terms “diaspora” and “diaspora community” are used commonly to refer to many different
population groups, such as immigrants, refugees, foreigners and expatriates. However, the
original meaning of diaspora in its Greek verbal form, diaspeiro, refers to a scattering of
Israelites among foreign nations. The Proto-Indo-European root can be found today in such
English words as “spread” and “disperse”. According to Dufoix (2008), its usage dates back
to the fifth century AD, when it was widely used to relate to any religious or racial minority
living within the territory of another religious or political society; thus, it was referring to the
dispersal of any people outside their original homeland. According to Tölölyan (1996), the
diaspora is a renaming of other terms that were used until the end of the 1960s for people in
exile, communities who lived overseas, and even racial or ethnic minorities in a community.
However, Tsagarousianou (2004) suggests that diaspora should not be thought of as a
community or an ethnic minority’s continuation in a different location, but as an ever
reinvented and reconstructed community. Diasporas have become transnational due to
globalisation, which has made migration larger, more accessible and faster. They are the
epitome of social mobilisation. Communication technologies have also significantly enabled
mass movements caused by wars and political changes in troubled regions and countries, and
assist in keeping these diasporic communities connected, however scattered they may be
around the globe.
Ben-Rafael (2013) claims that although diasporas are generally willing to get involved in
their new society, they also wish to remain loyal and keep their connection to their
motherland. Diasporas are communities with shared values such as “religion, origin and
language” while they are in the process of settling in the new country. They gradually build
up communities and begin networking within these communities by becoming socially,
politically and culturally active. Ben-Rafael (2013) also suggests that diasporas gain
empowerment if their host country provides them with voting rights. Such democratic
countries benefit from multicultural and transnational prosperity and, therefore, the diasporic
communities enjoy a rewarding status through the social facilities of their new homeland.
As noted, there are several definitions of diaspora. The one that is used for this study is a
“cross-border process”, as an indication of a national group affiliated with a religion or other
situations that enforces them to live outside their homeland (Faist, 2010, p. 9). The increase
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in refugees has drawn the attention of scholars (Safran, 1991); however, there are few
focused publications on the relationship of the diaspora with their homelands, and the various
impacts of their settlement in their hostland. Wahlbeck (2002, p. 234) argues that “the
concept of diaspora” can support the understanding of the relationship between refugees not
only within their societies of origin but also within their settlement societies. The concept
connects these two societies and fills the gap between the lives they led in their home country
and the one they are now leading in their new country. The concept of diaspora may
enlighten this study and enable the full comprehension of the social relations within the
refugee communities.
According to Elahi and Karim (2011), the Iranian diaspora is found throughout Europe, Asia,
USA, Canada and Australia. Graham and Khosravi (1997) indicate that it is typical for
Iranian diaspora in Sweden to stay in touch with their relatives who reside in other countries.
These connections are facilitated and maintained with the use of ICT, which play a vital role
in supporting globalisation (West, 2011). The immigrants often use social media such as
Facebook to remain in contact with family and friend in their homeland and within Australia
(O’Mara & Harris, 2014).
The focus of this research is the Iranian refugees who live in Australia and may have links to
other Iranians, including those in exile who reside outside their homeland and in different
parts of the world. The Iranian refugees in Australia stem from different political, religious,
linguistic, educational, cultural and social backgrounds within Iran. Despite these differences,
they share a common country and authoritarian regime from which they all fled.
Therefore, in summary, an understanding of diaspora could be used as the lens to study
refugees in the host country. Furthermore, the study of diaspora and transnationalism could
benefit from refugees’ experiences and what could be learnt from their experience might
explain the factors that influence refugees’ day-to-day lives.

2.3 Refugee issues
As noted above, refugees are defined mainly by the many reasons for “their forced
displacement from their homelands” (Wilding, 2009, p. 165). There could be sudden changes
in a country’s political or military situation, or they could happen over months or years,
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resulting in people fleeing the authorities or war to seek asylum elsewhere (Kunz, 1973).
Whether the “refugee phenomenon” is looked upon from a “bird’s eye view” or from looking
at a particular group, such as Iranian forced immigrants, Kunz argues that a broad and
universal approach to the refugee movement is necessary to comprehend their situation
better.
It is vital to acknowledge that the problems refugees encounter are not localised to one region
or country, as refugees play a significant role on a global scale (Christie, 2018). This is
evident from United Nations migration figures that compare the number of immigrants in
2000 and 2017 (United Nations High Commissioner for Refugees, 2017). As can be seen in
Figure 2-1, the increase is significant.

Figure 2-1: Number of international migrants (millions) by region of destination, 2000 and 2017

Stein (1986) indicates that, while the expectation of refugees during settlement is of high
importance and it influences their behaviour, research shows that what they expect may not
be achieved. This is because refugees tend to expect a speedy recovery from what they had
previously gone through to make it to their hostland.
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Refugees with time to prepare for their departure had the opportunity to research and make
informed decisions (Gilbert & Koser, 2006) regarding their host country. As reported by
Wilding (2009), one of the issues that migrants and refugees face is when they are subject to
a geographical community that does not gel well with their previous experience. Then,
refugees’ lack of competency in the host society’s language and unfamiliarity with the culture
becomes problematic. Therefore, the linguistic differences between the home country and the
host country may be considered as one settlement issue, with these people preferring to take
part in communities across multiple geographical locations.

2.3.1 Language
In a study conducted by Tudsri and Hebbani (2015), it was found that the English language
was one of the major barriers for Afghani refugees in Australia. Australian immigrants’ wellbeing is significantly related to their English language proficiency (Kim, Ehrich, & Ficorilli,
2012).
Language and translation problems are considered barriers among refugees around the world
(Green, 2017). J. E. Murphy et al. (2018), who studied Somali refugees’ issues, suggested
that the English language impacts refugees’ mental health. These findings confirm the work
of Pepworth and Nash (2017), who suggested that if refugees encounter English language
issues, it may impede their access to health care, jobs and education and affect their
psychological well-being. If people who seek asylum lack English language competency,
they would be restricted from the information available to them (Gilbert & Koser, 2006).
Moreover, lack of language ability of the host country limits their communication with the
host society, causes lack of participation in the new society, and generates feelings of
isolation and loss (Acharya, 2016).
Fleay, Hartley, and Kenny (2016a) acknowledge that employment would bring many
settlement benefits to refugees, including personal and social ones. However, when it comes
to employing new entrants to the country, it is almost a prerequisite to be fluent in the
language of the hostland (Pepworth & Nash, 2017). It appears that it is not easy for some
immigrants to find employment in Australia due to being excluded from the Australian job
market (Udah, Singh, & Chamberlain, 2019). It is even more difficult if they are from a nonEnglish speaking background (NESB) and unable to communicate with mainstream
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Australians (Penman, 1979a). Therefore the lack of English language ability creates a barrier
to refugees’ employment in Australia (Hugo et al., 2011).

2.3.2 Culture
The host country’s social structures, settlement policies, and views about refugees are all
factors that impact the refugees’ community (Wahlbeck, 2002). Wahlbeck (2002) refers to
the social relations of refugees as “transnational” because they continue to stay in touch with
people in their country of origin and around the world. The refugees’ social structure would
be carried on in the country of settlement in a transformed way.
Cultural compatibility is a critical component of a satisfactory settlement for refugees. When
the new country is too different in culture to the refugees’ homeland, it can force refugees
into exclusion and isolation. If the refugees manage to find people from similar backgrounds
with the same cultural values, this can allow them to accelerate their settlement (Wilding,
2009). However, Wilding (2009) asserts that, although refugees might initially have strong
links to their past, eventually they will begin to learn about the people, culture, policies and
politics of their host nation. The gap between immigrants and refugees may be bridged once
they are settled in their new country and gain a position in society equal to that of ordinary
immigrants (Kunz, 1973).
Australian refugees need to learn as much as they can about the country to enable them to
make a satisfactory settlement. Lamba and Krahn (2003) claim that refugees are dependent
on settlement services; however, government funding has not been sufficient for refugees’
settlement (Fozdar & Hartley, 2013). The migrants’ settlement is considered successful when
they can fully participate in the social and cultural activities of the host country without the
loss of their cultural values and identity (Valtonen, 2004). The use of ICT helps immigrants
to adjust to the new community and familiarise themselves with the host society (Bacigalupe
& Camara, 2012).

2.3.3 Identity
Identity is defined as “the condition of being oneself (and not another)”, and it depends on
several factors, including family background, religion and the culture that the individual was
born and raised into (Kabir, Nahid Afrose, 2014, p. 5), referred to as ‘group membership’
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(Turner & Oakes, 1986). The person with identity has a sense of belonging and a sense of
community.
Social identity theory, originally formulated by social psychologists Tajfel and Turner in the
late 1970s and 1980s, defines behaviour as determined by knowledge of and emotional
attachment to a particular group; that is, the ‘ingroup’ (Tajfel & Turner, 1979). Preferential
treatment, and conversely outgroup discrimination (Ahmed, 2007), are motivated by such
membership. This complements the discussion of personal identity (e.g. Erikson, 1968;
Marcia, 1980), in that the latter refers to the unique ways that people define themselves as
individuals.
Forced immigrants potentially lose their identity and face isolation in a new land in exchange
for safety (Stein, 1986). Note that Stein (1986) does not define identity as specifically social
or cultural, and therefore is considered to embrace both aspects. Kunz (1981) divides
refugees into three groups related to their state of isolation and alienation, as shown in Table
2-1.
Table 2-1. Refugee Categories
Category
Majority-identified
Events-alienated

Self-alienated

Description
The refugee’s opposition is supported by a majority of the nation and against the
authorities and hopes to return to homeland one day
The refugee feels abandoned by the nation or part of the nation due to a gradual
event or a sudden event and does not wish to return to the homeland (e.g. race or
religion minority)
The refugee has become self-alienated by distancing him/herself from the original
nation and not willing to identify him/herself with the home country

Source: Kunz (1981)

Fozdar and Torezani (2008) indicate that, due to their discrimination experiences, refugees
feel that they are not welcome and may consequently feel alienated and disconnected from
the host country. Wilding (2009) declares that refugees are at risk of social exclusion;
therefore, the different types of settlement services provided to refugees are essential to
people seeking asylum as they could eradicate the feeling of social isolation (Hartley &
Fleay, 2017). Alam and Imran (2015) explored the connection between social inclusion and
digital technology adaptation of refugees, noting that refugees’ access and use of the Internet
is paramount to their social inclusion in Australia. Therefore, access to ICT is needed for

21

refugees as it helps them with the construction of social capital and encourages participation
in social activities (Alam & Imran, 2015).
It is expected that there are different opinions about ICT and naturally there are some sceptics
about ICT. According to News Medical (2017), people who spend excessive time on
computers or mobile phones are anti-social and isolating individuals. W. Park, W. (2005)
adds that the use of mobile phones could have a negative impact on people. However, a study
conducted with Iranian participants revealed that the use of the Internet increased their social
contacts (Bastani & Fazel-Zarandi, 2008). In their investigation into how the Internet could
have a social impact among Iranians, Bastani and Fazel-Zarandi (2008) concluded that the
Internet improves people’s connections with other communities. Similarly, Hebbani and Van
Vuuren (2015) suggest that for refugees to be able to participate in society, it is necessary to
have access to online services. Moreover, they explain that online media are shown to be
more effective than community broadcasting for refugee communities. This is especially
noticeable with the younger members as they favour mobile technology and social media.

2.4 Refugee acculturation
The term “acculturation” was first used in the 19th century by social scientists who were
investigating the changes accrued among the indigenous people due to colonisation (Safdar &
Fons, 2019). There are many different definitions of acculturation; however, Berry’s
definitions are used in this study, and they are elaborated in the following sections.
Berry (2005) divides acculturation into four different strategies:
•

Marginalisation takes place when the individual is neither interested in his or her own
culture, nor any other cultures.

•

Separation is when the individual keeps his or her own cultural values and chooses
not to interact with any other cultures.

•

Assimilation is when the individual is expected to fully engage with the host culture
without keeping links to his or her original “cultural identity”.

•

Integration is when the individual maintains his or her own culture while interacting
and engaging with the host culture.
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2.4.1 Marginalisation
Those refugees who feel marginalised, feel less integrated into the host society (Bang, 2017).
Although the host country provides mechanisms to support refugees’ settlement, the
unfamiliarity of a new environment results in their marginalisation. The complex processes
are laborious for them to navigate efficiently (Oduntan, 2017). One of the reasons for feelings
of marginalisation, according to Colic‐Peisker (2009), is when an individual loses
employment and thus suffers the loss of “social status”. Therefore, gaining employment is
essential for marginalised people like refugees, as it brings a “means of substance … selfrealisation and social inclusion” (Fleay et al., 2016a, p. 475). Deng and Marlowe (2013)
explain that English classes assist refugees with building linguistic competency, which helps
to reduce marginalisation.
Pumariega, Rothe, and Pumariega (2005) indicate that the opposite of acculturation is
marginalisation and they refer to it as “margination”. This is where immigrants and refugees
espouse their own culture to the exclusion of the host country’s culture. A typical example is
when Vietnamese immigrants were found to use local doctors who are Vietnamese speakers
(Phan, 2000). This margination is particularly evident in older immigrants, as it is harder for
them to assimilate and adopt a new language and culture (Pumariega et al., 2005).
Social exclusion is used interchangeably with marginalisation. When a person’s access to
resources and institutions is limited, it causes social exclusion that may lead to feeling
alienated and isolation (Hayes, 2017). J. Y. Park, J. Y. (2017) found that African-born
Muslim refugee youths in an American urban high school experienced religious and language
discrimination, which made them feel marginalised.
One of the implications of social exclusion is a decrease in marginalised people’s ability for
self-regulation and also lack of will to behave normally (Hayes, 2017). To socially include
marginalised groups, improved access to information is essential (Alam & Imran, 2015).
Immigrants could use ICT to find information as ICT provide many support services for them
(Barth & Veit, 2011). However, there are many barriers such as lack of ICT skills and
language that cause less access to computers and the Internet than members of the host
community (Haight, Quan-Haase, & Corbett, 2014). These views are supported by Oduntan
(2017), who explains that refugees not only need to have access to appropriate information
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but also an understanding of the information. Dow (2011) explains that the stress associated
with marginalisation negatively affects acculturation.

2.4.2 Separation
Separation takes place when individuals prefer to keep their homeland’s cultural values and
not participate in the host society (Dow, 2011). A type of acculturation that is distressing for
minorities is separation, as these individuals have no political voice and no economic support
(Rudmin, 2003). Keel and Drew (2004) explain that when one group of people shows no
interest in participating in activities with other groups, separation takes place. This view is
mirrored by Bang (2017), who explains that separation is a type of acculturation in which
people are not very interested in other groups and put value only into their own culture.
Aycan and Kanungo (1998) state that separation occurs when immigrants want to retain their
own identity and culture, and not get involved in mainstream society. Successful settlement
may depend on how the host community treats refugees (Fozdar & Hartley, 2013). In order to
minimise the gap between refugees and others, refugees need to secure themselves an equal
position with ordinary immigrants (Kunz, 1973). However, this may be hard to achieve if
refugees are misunderstood in the hostland (Rousseau, Crépeau, Foxen, & Houle, 2002).
Refugees face many challenges in the host country related to their settlement, and therefore
experience a sense of loss due to separation from their homeland community that impacts
their settlement (Deng & Marlowe, 2013). Adibi (2008) suggests that there is still a large gap
between mainstream Australians and Iranians and, therefore, separation is still predominant.
It has been found that age was a separation factor among Iraqi refugees, as the older they
were, the higher the probability of ‘separation’ acculturation (Bang, 2017). Another study
about Albanian and Bosnian refugees indicated that those from rural areas in their homeland
and those with lower levels of education were using separation to be their method of
acculturation (Dow, 2011). In a study of acculturation of Indian immigrants in Canada,
Aycan and Kanungo (1998) found those parents who prefer separation over integration did
not have any interest in activities related to their children’s schools. They thus influenced
their children’s maintenance of their Indian cultural identity.
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2.4.3 Assimilation
Many countries in the world accept refugees regardless of their developed or developing
status. According to the United Nations High Commissioner for Refugees (2018b), as of
April 2015, most countries participate in the 1951 refugee convention, the 1967 protocol, or
both (Table 2-2).
Australia has been the sixth signatory of the refugee convention since 1973 (Department of
Immigration and Citizenship, 2009b), and therefore is obligated to protect refugees coming to
Australian shores to seek asylum. This protection includes examining their claims and
determining whether they fall into the refugee category by meeting the refugee convention
conditions.
Table 2-2. UNHCR States Parties
Total number of States Parties to the 1951 Convention
Total number of States Parties to the 1967 Protocol
States Parties to both the Convention and Protocol
States Parties to one or both of these instruments

145
146
142
148

Source: United Nations High Commissioner for Refugees (2018b)

Gordon (1961) divides assimilation into subgroups. Behavioural assimilation or acculturation
refers to engaging in the cultural behaviour of the host country with some modification. This
type is not personal and is not a full assimilation process. Structural assimilation refers to
fully participating in day-to-day civic events, handling political responsibilities and creating a
primary relationship that, unlike behavioural assimilation, is not segmented and personal.
Stein (1986) explains that assimilation may be viewed as total acculturation, or acculturation
may be viewed as part of assimilation. Acculturation is related to many other factors, such as
loss of identity, which may contribute to additional pressures on refugees. However, the
pressure reduces as the refugees adjust. When social issues arise in a society, people develop
different views about the issues. A classic example (prior to the Civil Rights Act in 1964) is
the issues for African American segregation in the United States, where some groups
believed in a total segregation policy and others believed in total assimilation. Considering
that both views were extreme, the majority of people took a stand for somewhere in between
(Sherif & Hovland, 1961).
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Gordon (1961), who studied assimilation in the USA, referred to it as “Americanization or
Anglo-conformity”. New immigrants were expected to cut ties with their own culture, detach
themselves from their past and adapt to Anglo-Saxon culture with the assumption of “AngloSaxon superiority”. They were expected to learn English, become American citizens by
naturalisation, and forget about their own cultural background. Gordon called this “pressurecooking assimilation”, as it was expected to be done as soon as possible. It seemed to be a
concern to some scholars who suggested that immigrants also had honourable backgrounds
and proud cultures that could be used to serve America in harmony. The American
immigrants from NESB created enclaves that were culturally distinct from other enclaves in
order to: (i) preserve some of their own cultural values; (ii) share similarities in an unfamiliar
land; and (iii) bond by seeking and providing support to each other (Gordon, 1961).
Haebich (2008) argues that the reason Australia was pushing for assimilation was to
accommodate a “safe haven” and to create a “modern, prosperous Australia”. She underlines
the impact of Australian assimilation policies of the 1950s and explains that, although many
decades have passed, and the word “assimilation” is hardly mentioned now, the nostalgia of
assimilation still exists and could be explained as “retro-assimilation”. Therefore, through
“clever marketing”, new Australians would enjoy all the opportunities available if they agree
to be the same as the rest of Australians; in other words, if they assimilate. This view was
shared by Australia’s former prime minister, Tony Abbott, with his comment in August 2014
that “everyone has got to be on Team Australia” (News Corp Australia Network, 2014).

2.4.4 Integration
Integration, according to Berry (2005), is when an individual maintains his/her own culture
and, at the same time, interacts with the host culture. This may be considered an ‘adaptation’
process. Brown and Bean (2006a) state that assimilation is also known as integration, which
is when the characteristics of the members of the hostland and immigrants become similar to
each other. They consider integration to be a process that occurs over multiple generations.
The term ‘integration’ has attracted many debates. Fleay et al. (2016a) refer to integration in
respect to the resettlement experiences of refugees, while others use the term interchangeably
with ‘successful settlement’ (Colic‐Peisker, 2009; Pietsch, 2013). Therefore, the terms
‘integration’ and ‘settlement’ are used interchangeably in this study, with a focus on
integration as a described by Berry (2005). Satisfactory or successful settlement is debatable,
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as satisfaction and success have different meanings for different individuals. According to the
Oxford Dictionaries, “satisfactory” is defined as meeting one’s needs and expectations,
though not exceeding or in a perfect way, whereas “success” is defined as accomplishing a
desired aim or result (English Oxford Living Dictionaries, 2019).
Many problems confronting immigrants, and the way they are handled, determine success or
failure in their new life (Bernard, 1976). As stated by the Department of Immigration and
Citizenship (2009a), it is difficult to measure a successful settlement. Australia’s Department
of Immigration and Multicultural Affairs (DIMA) refers to a successful settlement as when
new entrants achieve a new life by establishing participation in the Australian society that is
bidirectional. In this case, new entrants participate impartially in Australian society sooner
rather than later (Department of Immigration and Multicultural Affairs, 2006).
The Refugee Council of Australia (RCOA), a national organisation that works with NGOs
who help refugee communities, expands on the meaning of settlement by arguing that
settlement involves elements such as finance, accommodation, study, wellbeing and family
reunion. However, other aspects of a successful settlement are less visible and vary widely.
For example, refugees may experience grief and guilt for leaving loved ones behind; they
need to restore emotions and rebuild their confidence in having control over their own lives
in the host country; or they need to feel sheltered and protected (Refugee Council of
Australia, 2018b). Colic‐Peisker (2009) states that refugee settlement is not as
straightforward as expected, and one of the prime examples she offers is the cultural
differences between Australia and refugees’ homelands.
Many factors are considered to contribute to a satisfactory integration of refugees, such as
health, housing, employment, finance, independence, education, family reunion and the
existing structure of society and economy of the host country (Brown & Bean, 2006a; Colic‐
Peisker, 2009). Therefore, in the refugee context, Colic-Peisker (2009) refers to satisfaction
as a thriving settlement that results in overall “life satisfaction”. When it comes to studying
refugees, the terms “quality of life”, “wellbeing,” and “life satisfaction” are used
interchangeably by some researchers (Fozdar & Torezani, 2008). The measurement of
satisfactory living that could be achieved by looking into the QoL has been growing among
scholars. It appears, however, that the governments of western countries such as Australia are
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not very concerned with immigrants’ life satisfaction. Alternatively, they may not be aware
of the importance of the satisfaction that might be gained through the establishment of a
social network among migrants and refugees (Colic‐Peisker, 2009).
Judge and Watanabe (1993) argue that there is a correlation between life satisfaction and
employment. A study conducted by S. Richardson, S. et al. (2004) found a correlation
between new immigrants’ earnings and their level of satisfactory settlement in Australia.
Those who could find employment that matched their skills and enabled them to earn an
appropriate income experienced a more satisfactory settlement than those who were
underemployed. Pietsch (2013) listed “qualification recognition” as a problem for immigrant
groups such as refugees, humanitarian entrants, and family reunion immigrants. By
comparison, skilled migrants attracted to Australia through the “business stream” were not
experiencing major settlement problems (Pietsch, 2013).
A further study of Australian refugees conducted by Correa‐Velez, Barnett, and Gifford
(2015) indicates that while many had higher education and skilled backgrounds, most of them
(95%) were employed in basic labour positions. The reason that refugees are underemployed
could be that they are forced immigrants who held a humanitarian visa and not selected based
on their skills. Hence, they experience more difficulties in the labour market, perceiving their
settlement to be less satisfactory. This is backed up by Fleay et al. (2016a) as their study’s
participants emphasised the critical role employment plays when refugees are trying to
rebuild their lives.
Since the refugees’ life satisfaction differs from that of mainstream Australians, this research
aims to investigate the elements of satisfaction. The elements include employment, social
networking and retaining ties with their homeland; the feelings of inclusion and well-being
gained with the use of ICT, and the relationship between Iranian refugees’ successful
settlement and life satisfaction in Australia. According to Colic‐Peisker (2009), it is obvious
that life satisfaction is not a function of Quality of Life (QoL), but is correlated to refugees’
objectives and their adjustable expectations.
Colic‐Peisker (2009) indicates that Australian refugees’ satisfaction consists of two stages.
The first stage begins in the timeframe of their arrival when they compare their current
situation with their past and their conditions to that of other refugees and peers around them.
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This produces a level of satisfaction, as they know that they are in a safer place. The second
stage comes later when they begin comparing themselves to the majority of the host country’s
population. Colic‐Peisker (2009, p. 194) claims that, although refugees’ backgrounds and
their cultural preferences along with “social, political and personal factors” play significant
roles in their satisfactory settlement, their level of satisfaction does not solely depend on
themselves. Refugees want to have opportunities to establish themselves in their new country,
but they are dependent on the host country’s tolerance of other cultures.
Kunz (1981) argues that “monoethnic” countries give priority to immigrants from countries
like their own who would take up jobs that are at the higher end of the employment scale. On
the other hand, “multiethnic” countries have their doors open to every other ethnicity and
provide room for the advancement within their society. Colic‐Peisker (2009), therefore,
suggests that the host country has a part to play in the successful settlement, not only at the
governmental level but the social level. The hospitality of the host country empowers the
refugees’ sense of self-worth and dignity. In summary, the integration of refugees is
connected to their successful settlement in Australia (Fozdar & Hartley, 2013).

2.5 History of Australian migration
According to Willard (1967), the concept of a “White Australia” commenced during the
second part of the nineteenth century. During this time, there was an influx of Asians who
were contracted to work in the goldfields by recruitment agencies. Before the gold rush of
19851-1857, only 28 Chinese had arrived in Australia. However, by 1861, there were 50,000
to 60,000 adult male Chinese on the south-eastern side of Australia (Willard, 1967). This
increase caused concern for the safety of British people in the Australian colony, so measures
were needed to control and restrict Asian arrivals. Several conferences were held amongst the
colonies in 1880, 1888 and 1896 to discuss the risks that Asian immigration posed, how to
deal with them consistently, and the possibility of implementing a uniform policy to address
this concern. Although the initial unease was about Asians, concerns were also raised about
any immigrants who were visibly different, such as Indians who were brought in to work and
develop tropical areas of Queensland.
The British Government sought to uphold Australia for the “English race”. Therefore, since
Federation in 1901, the White Australia policy became Australia’s Immigration Restriction
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Act (Adibi, 2008). The Act was in favour of white immigrants and restricted coloured
immigrants until it was dismantled in 1973 (Udah et al., 2019). The Commonwealth
Immigration Restriction Act 1901 disallowed the entry of a person who failed a dictation test
of up to 50 words in length conducted in a European language on arrival to Australia.
Although the restriction applied to all people who entered Australia, a dictation test was
given sporadically to European entrants as its focus was on non-European arrivals (Willard,
1967). This policy, or at least its philosophy, was prevalent until the early 1970s (Pietsch,
2013).
Dandy and Pe-Pua (2013) explain that acculturation depends on the degree to which
minorities want to keep their own culture. Australia’s post-war policy under the Nationality
and Citizenship Act 1948 expected that immigrants who wanted to become Australian
citizens would assimilate and have a good command of the English language as soon as
possible (Pietsch, 2013). There was a perception that the Australian culture was of a higher
quality than the immigrant’s culture (Adibi, 2008). In 1973, Australian politicians decided
that, for the sake of a better future for Australia, the country needed to banish discriminatory
policies and relaxed the laws for immigration of people from non-European descent and
NESB. This new immigration policy led to the support of multiculturalism (Pietsch, 2013).

2.6 Multicultural Australia
Australia is considered a ‘classical country of immigration’ (Castles et al., 2014, p. 14). From
1945, Australia had post-war immigration policies that encouraged Europeans to migrate to
Australia and contribute to the Australian economy (Ongley & Pearson, 1995). Both
voluntary migrants and refugees were expected to assimilate as soon as possible (Spinks,
2009). Different strategies were needed for migrants to assimilate, depending on their
heritage and background, while people from the same minority group may assimilate at
different paces and in different ways. Although the Australian government supported
assimilation immediately after World War II, by the 1960s and 1970s, its language changed
towards integration, replacing phrases such as “goals of assimilation” with “goals of
integration”. This was due to the realisation that assimilation is a complicated process and
that some new migrants and refugees did not wish to lose ties with their home of origin
(Spinks, 2009).
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Multicultural Australia recognises diversity in Australia’s culture and defines
multiculturalism as the opportunity given to immigrants to keep their cultural identity.
Australia’s multicultural policy was created in 1973, giving rights to all Australians to
express their cultural values harmoniously (Multicultural Australia, 2018). Kabir, Nahid
Afrose (2014) found that biculturalism was an important factor for refugees in Australia for
them to build connections to their new homeland. She defines biculturalism as mixing the
cultures of minorities with mainstream Australia. Kabir, N. A (2012, p. 5) states that
minorities are expected to keep most of their “culture/heritage” while embracing the customs,
language and culture of the host country and “to have dual membership”. Ang, Brand, Noble,
and Sternberg (2006) see multiculturalism as valuable in Australia because it provides an
opportunity for people from different backgrounds to learn from each other. Immigrants from
diverse background could form identities from a cultural background, religion, physical
location and the workplace that could provide them with a sense of belonging to Australia.
The shaping of Australian society largely depends on policies introduced by the government.
In a multicultural community, different ethnic groups can keep their own cultural values,
while they experience and appreciate cultural values different from their own.
Penman (1979a) uses “cultural pluralism” and “multicultural” interchangeably, explaining
that the immigration of people to Australia from a variety of cultures has led to it becoming a
multicultural country and that mainstream Australians see “ethnic association” and “cultural
diversity” as a decisive factor in Australian society.

2.7 Australia’s refugees
According to the Australian Bureau of Statistics (2018c), Australia issues 200,000 permanent
visas each year for different categories of migrants: skilled professionals, family reunion,
humanitarian, and refugees. However, asylum seekers in Australia have become a concern
among the Australian public and politicians (Spinks, 2013). An article published on the
Refugee Week Australia (RWA) website (Refugee Week Australia, 2018) reports that
Australia has accommodated over 800,000 refugees since its Federation. This figure includes
many refugees from European countries who came to Australia after World War II. Australia
also accepted some refugees from the war-torn region of Indochina including Vietnam,
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Cambodia, and Laos. Nearly 200,000 refugees came from these countries between 1975 and
1976 (Pietsch, 2013).
In regards to enforced displacement around the world, Ongley and Pearson (1995) state that
the 1980s was a period of the influx of refugees from diverse backgrounds, including from
the Middle East. The refugees coming to Australia in this decade were Afghani minorities
escaping the Taliban, Iraqis from Saddam Hussein, and Iranians from the Ayatollah’s
authoritarian regime. Before the 1979 Islamic revolution, Iran’s legal jurisdiction was mixed.
Its private law followed some ideas of 1804 French Civil Code with Islamic law. However,
its criminal law followed a series of institutional and procedural civil law that changed after
the revolution to adjust to Islamic Sharia law (Banakar & Ziaee, 2018).
Warfare has been a major contributing factor in the arrival of the majority of Australia’s
asylum seekers (Spinks, 2013). Adibi (1989) claims that the eight-year war between Iran and
Iraq contributed to the mass migration to other countries around the world. According to a
Population-Clock published by the Australian Bureau of Statistics (ABS), for every one
minute and one second, one person arrives to live in Australia (Australian Bureau of
Statistics, 2019b). Australia’s net overseas migration for 2016-17 was 262,500. This
represents an increase of 27% from previous years. At the end of the 2013 financial year,
27.7% of Australia’s resident population was born overseas (Australian Bureau of Statistics,
2018a). According to the latest statistics for 30 June 2016, 28.5% (6.9 million) of Australia’s
population was born outside Australia and are immigrants (Australian Bureau of Statistics,
2018d).
Although Australia’s base rate for refugee intake rate in 2016-2017 was 13,750 people, the
actual intake was 21,968. This figure included 8,209 refugees from Iraq and Syria, an
increase of 4,518 from the previous year. Australia’s humanitarian program expanded its
intake to 16,250 places for 2017-18 and 18,750 for 2018-19 (Refugee Council of Australia,
2018b).

2.8 The integrated humanitarian settlement strategy
The services that GOV and NGOs offer to Australian migrants and refugees have increased
over the past few decades from only necessary assistance to an impressively wide range of
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services. The Integrated Humanitarian Settlement Strategy (IHSS) is an important entity that
has been in existence since 1997. It delivers intensive assistance to newly arrived refugees
and humanitarian entrants through third-party service providers (Spinks, 2009). The program
encourages refugees to participate in the Australian community and make the most of the
services available to mainstream Australians, not just organisations that provide services to
refugee groups. IHSS assists refugees in becoming self-sufficient as soon as possible by
providing a case manager to analyse and attend to their needs. Although this program has
been funded by the Australian government, it is executed by contractors across the country,
including regional, rural and urban areas in all states and territories. The IHSS’s (Department
of Immigration and Citizenship, 2009a) main objectives have been designed to ensure that
refugees can settle and rebuild their lives in Australia.
Refugees need continuous support and information to learn about living in Australia,
adjusting their behaviour and adapting in a way acceptable to Australian society (Department
of Immigration and Citizenship, 2009a). However, the Australian Government attempts to
settle humanitarian entrants from same background together (Department of Social Services,
2018), which may not provide opportunities for them to interact with other groups and learn
from each other. An essential factor that refugees may benefit from is the role that volunteers
play in their lives, including an airport meet and greet, transportation, orientation to what is
where, who is who, and even providing “social interaction” (Department of Immigration and
Citizenship, 2009a).
The RCOA consults with Australian communities every year for evaluating humanitarian and
refugee programs and exploring how to improve them. The results of the consultation are
then reported back to the Australian government (Refugee Council of Australia, 2018a). The
involvement of volunteers is a valuable aid for refugees in establishing links with Australian
society. When practical assistance is beyond the reach of professional services, volunteers
help refugees to participate in Australian society, allowing them to engage in community
activities which could, in turn, open a window of opportunity to them for employment
(Refugee Council of Australia, 2009).
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2.9 Addressing information needs with technology
Access to ICT and the knowledge of how to use them appropriately are some critical issues
not only to local but also global economic developments. From the beginning of the 20th
century, more people have been employed because of information technology, with
infrastructure and millions of computers in place to link people, making our society a true
information society and this an information age (Mason, 1986). Access to and use of ICT is
an essential enabler for participation in the information society (Mansell, 2002, as cited in
Andrade & Doolin, 2016). Since the current age is considered the ‘information age’, ICT help
a nation’s citizens to gather, diffuse and share information. They also allow for improved
communication and group interaction. These capabilities have become the driving force of
social evolution (Schmidt & Cohen, 2013), and facilitate opportunities for marginalised
individuals to also participate in social and political life (Shirazi, Ngwenyama, &
Morawczynski, 2010). As Caidi and Allard (2005, p. 303) note, social exclusion may be
considered an information problem. Those without adequate access to information are
socially excluded, and those who are socially excluded may lack access to mainstream
sources of information (relating to such services as settlement, housing, employment
opportunities, health, or education).
The Internet has created countless opportunities for individuals (Skoric, Chi, & Kwan, 2011).
Al-Saggaf (2011) concludes that there are many reasons why individuals go online; for
example, people join online communities for socialising, relaxing, improving relationships,
having fun in general or merely filling in time. A study conducted by Rafaeli and Sudweeks
(1998) indicates that interactivity has a role in the social aspects of the groups who use ICT
and that communication performed through the computer is capable of “enabling high
interactivity”.
In today’s modern society, there is a thirst for knowledge, and online technologies have made
it easy to access this knowledge (Halliday-Wynes & Beddie, 2009). This may be achieved
through many different platforms, such as social media and browsing the Internet. The use of
search engines such as Google is considered informal learning. People can improve
themselves and become more successful in their lives if they learn how to use online
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networking effectively (Rainie & Wellman, 2012). Refugees are no exception as they could
use these platforms to learn about their new home.
According to Cheung and Phillimore (2014), a successful settlement can be achieved through
social inclusion. One of the first steps is gaining access to digital technology. Facilitating the
skills needed by refugees to use ICT promotes social inclusion in young refugees’ community
(Wilding, 2009). ICT could be a “significant untapped resource” to help people from a
refugee background to be socially included (Wilding, 2009). Kissau and Hunger (2008) argue
that the Internet enhances the position of migrant communities in the hostland, while Shirazi
(2012) suggests that the Internet is a great tool that provides the ability for minorities and
disadvantaged people to voice their concerns. This is especially true for refugees.
The Internet is not just about written information; it has many more uses such as sharing
photos, sounds and songs, videos, and chats via a camera that makes it real-time
communication. Horst (2006) claims that ICT tools can be used to build social connections
between people who are geographically dispersed. She points out that these tools could assist
people in the diaspora to be involved in each other’s daily life events and activities. While
refugees may share some of the experiences of general migrants to a new country in that they
“move away from their familiar environments, social alignments, information sources and
ways of knowing” (Lloyd, 2014, p. 48), involuntary migration presents challenges that may
not be experienced by those migrating voluntarily. The use of ICT allow refugees to move
away from a stagnating status into a more active status “across diverse context” (Gifford &
Wilding, 2013) and, of course, provide them with a tool to communicate with family
elsewhere. This point is of particular importance, as first-generation immigrants (including
refugees) are perceived as more inclined to maintain transnational relationships in the form of
friendships and kin networks with people from their country of origin (Papillon, 2002).
Although there is a substantial body of literature regarding the information needs of migrants
(see Caidi, Allard, & Quirke, 2010) for an excellent summary of studies on the information
seeking behaviour of migrants), prior to 2011 there was little research (Alam & Imran, 2015).
Baldassar, Baldock, and Wilding (2007) as cited in Leung (2011b), indicates that migrants
generally exploit cheap access to communication technologies to sustain connection with
familial and diasporic networks abroad. However, refugees, as a subset of this group, do not
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have the same opportunities, because they are displaced and uncertain of the whereabouts of
their loved ones. Leung concludes “technology use by refugees has had minimal
investigation” (Leung, 2011b, p. 2). Those studies undertaken focussed on the range of
technologies used (e.g. De Leeuw & Rydin, 2007; Kabbar & Crump, 2006; Leung, 2011b;
McIver & Prokosch, 2002) or on specific technologies (e.g. Akuei, 2005; Glazebrook, 2004;
Howard & Owens, 2002; Luster, Qin, Bates, Johnson, & Rana, 2008). Yet, as noted through
earlier studies, and more recently confirmed by Alam and Imran (2015), access and use of
digital technology were the highest contributors to social inclusion for refugees. More recent
research on refugees and ICT shows that refugees use the Internet to contact their families
and friends overseas, as becoming a refugee in an unfamiliar country can be challenging due
to differences in lifestyle, language and culture as well as the relocation process (Strang &
Quinn, 2019).
The use of ICT has come to play a central role in creating a socially networked environment
for refugees and people dispersed due to forced migration (Halilovich, 2013). According to
Leung (2019), not having access to ICT causes helplessness and the perception of a lack of
power. A study of Bosnian refugees indicates that ICT is an enabler for reconstructing
refugees’ identities (Halilovich, 2013) and that the use of ICT is ingrained in daily life. Twigt
(2015) shows the importance of understanding the impact of ICT on refugees. Consequently,
research on the use of ICT by refugees has been growing (Mohamed & Bastug, 2020;
Oiarzabal & Ulf-Dietrich, 2012).
By gaining access to the Internet, refugees can increase their level of communication and
interaction with each other, regardless of their physical location (Maier, 2010). The Internet
enables refugees to move beyond physical borders and enhance relationships. A study
conducted by Kissau and Hunger (2008) on the Kurdish diaspora’s Internet usage in
Germany, shows that their online activities empower their Kurdish identity. The diaspora
websites helped them to campaign for political changes in their homeland, thereby causing
their homeland governments to attempt to block them (Kissau & Hunger, 2008).
Since 2010, there have been some studies that focus on the use of ICT by immigrants
(Schaub, 2012). These studies provide insights into the patterns of ICT use, how ICT may
fulfil the needs of refugees, and how they may reach their goals through the use of ICT:
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•

Brees (2010), who studied refugees and transnationalism on the border between Thailand
and Burma, concluded that refugees used the Internet to exchange information and
discuss politics, amongst other uses.

•

According to Andrade and Doolin (2019), a study of refugee resettlement in New Zealand
stresses the importance of ICT for refugees. Since the refugees’ circumstances have
changed in the new country, they use ICT to gain a degree of control over their changed
circumstances, to manage the consequences of dislocation, and to manage their
resettlement in the new country.

•

A recent study about the resettlement of Chin and Karenni refugees in Australia showed
the importance of ongoing maintenance of transnational links through the use of
information technology (Hoffstaedter & Lamb, 2019).

The UNHCR has been operating Community Technology Access (CTA) centres for refugees
in urban areas and remote field locations across the developing world since 2010. CTAs
provide access to the Internet to connect communities, families and individuals, to provide
distance learning and livelihood opportunities and to raise awareness of rights (Ionita, 2011).
The results of this project showed that the use of ICT improved communication, particularly
for those refugees who were residing in refugee camps (Ionita, 2011). However, while the
refugees who arrive in Australia are not always from countries that provide a satisfactory
level of computer technology (Hemsley, 2012), the Internet is favoured over other sources of
information in the Mulsim world among non-democratic societies (Lerner, 2010).
Leung (2011b), who studied the communication practices in refugee camps and immigration
detention centres, indicated that most refugees rely on their mobile phones for ICT. Because
of their availability and familiarity, mobile phones are the most important technology for
refugees. Bacishoga, Hooper, and Johnston (2016) indicate that refugees who access the
Internet via their mobile phones (in comparison to those refugees who did not use a mobile
phone for ICT use) have much stronger social networks. ICT can even redevelop old
relationships on social media.
Kissau and Hunger (2008) argue that the use of the Internet in daily life by diaspora
communities is as meaningful as its use for the citizens of the host country. A study of the
diaspora communities’ online activities can assist researchers to comprehend these
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communities’ behaviour, including the similarities and differences amongst them. When the
reconstruction of cultures and connectivity intersect, “media technologies and diasporic
media” have a significant role in transforming “diasporic identities” (Tsagarousianou, 2004,
p. 52). Another benefit that use of ICT may bring to migrants from non-English speaking
background is a positive experience in learning English. This was evident in a study across all
kinds of learning centres such as colleges and community centres in Britain when the learners
had a positive outlook towards the use of ICT for learning English (Webb, 2013).
The majority of Australians have limited knowledge about what it takes to be a refugee and
minimal understanding of refugees’ experiences (Cooper, Olejniczak, Lenette, & Smedley,
2017). The mainstream Australians’ attitude towards refugees could influence their
settlement (Fozdar & Hartley, 2013). Therefore, a benefit that ICT can bring to both refugees
and the host society’s community is as a tool to educate host-country citizens about refugees’
experiences. According to Kissau and Hunger (2008), the Internet can facilitate the study of
migrants, the diaspora network and its “transnationalism”. As a result, a more satisfied
community of “majority and minority population” would be mustered (Colic‐Peisker, 2009).
ICT could have an instrumental role in making migration easier as immigrants could use ICT
to plan their immigration (Collin & Karsenti, 2012). Wilding (2006) found that, in some
instances, ICT have presented opportunities for immigrants to boost their relationships. This
could be the case for the Iranian refugees in Australia. Although most individuals use social
media to network with others, some may only use these services to communicate with family,
friends and people they already know (boyd & Ellison, 2007). Excluding refugees from the
use of ICT is equivalent to social exclusion in the host community and across the globe. On
the other hand, access to ICT connect people from refugee backgrounds not only with their
host community but also with those in diaspora (Gifford & Wilding, 2013).
As can be seen, there is a myriad of benefits that ICT offer society. However, the issues ICT
may produce should also be acknowledged, such as inequality that may cause digital
illiteracy and a digital divide. These are elaborated on in chapters 2, 6 and 7.
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2.10

Conclusion

This chapter defined voluntary and forced immigrants, and identified the differences between
immigrants, asylum seekers and refugees. It described the Refugee Convention of 1951 and
its 1967 Protocol. It also touched on Australia’s history of migration from the beginning of
Australian federation in 1901 and Australia’s migration evolution from the “white Australia”
era to multiculturalism. The chapter also reviewed the concept of diaspora, refugee issues,
acculturation and the role of ICT in the satisfactory integration of refugees in Australia.
The increase in the number of refugees in Australia and other parts of the western world is
inevitable. If their experiences could be heard, recorded and explored, they may become more
acceptable to the Australian people and the policymakers. An improved understanding of
refugees could be achieved, and settlement issues could be resolved. The following chapter
focuses on the methodology used in this study.
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Chapter 3

Research design

Although refugee studies is a discipline by itself (Connolly-Ahern, 2018; Keely & Kraly,
2018), investigation of the role that ICT may play in linking refugees to their families and
friends during and after displacement has only been undertaken more recently. Little attention
has been given to how important this technology could be to refugees (Leung, 2009). Leung’s
findings, which indicate immigrants from developing countries may face challenges when
attempting to use ICT to communicate with their home country, may be relevant for Iranian
refugees. Therefore it is vital to understand how ICT facilitates their communication
(Farshbaf-Shaker, 2015).
This study investigates how Iranian refugees might use ICT to establish themselves and
reconstruct their identity during their settlement in Australia. It also investigates whether ICT
assist them to maintain ties with family and friends back home, as well as with Iranians
around the world and in local communities in Australia – the maintenance of “social
relations” across the boundaries (Wahlbeck, 2002).
The number of refugees is increasing worldwide (Papadopoulos, 2018). Leung (2009) offers
reasons for the increase such as war, scarcity of food and water, unstable political situations
and natural disasters. Therefore, we need to enhance our understanding of what role ICT
could play in benefiting refugees when they are displaced. Displaced people may not have
connectivity to search for important information, get access to basic services and connect
with local and global communities (United Nations High Commissioner for Refugees, 2016).
Hence, it is vital to be able to look into the problems of “access and survival during forced
migration” (Leung, 2009, p. 1).
This chapter explains the research approach. It describes the aim, the development of the
questionnaire and the research design. It then discusses the instrument, interviews, ethical
issues, data collection and the data analysis.

3.1 Research questions
Remaining connected is very important to all migrants and this could be achieved through the
use of ICT to communicate with their friends and family at home and around the world
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(Gifford & Wilding, 2013). As the Internet plays a vital role for refugees by enabling them to
sustain a relationship with one another (Wahlbeck, 2002), it is equally vital to understand
how the Internet could act as a tool to improve and enable a satisfactory settlement of Iranian
refugees in Australia.
In the Australian census conducted by the Australian Bureau of Statistics (ABS) in 2016, it
was found that more than one fifth (21%) of Australians speak a language other than English
in their homes (Australian Bureau of Statistics, 2018b). According to the results of a report
that was prepared by Leung (2014), a quarter (25%) of Australia’s telecommunication
customers are from a Non-English Speaking Background (NESB). Leung noted that new
migrants and refugees in Australia are expected to be competent with telecommunication
technology; however, this is not a fair expectation.
Although some refugees may be technology savvy, other refugees, who may have spent
several years in refugee camps around the world, do not see access to ICT as a priority
because their focus is to gain basic needs such as fresh water, food and a roof over their head
(Leung, 2010). Therefore, it is critical to evaluate how ICT may help Iranian refugees with
such basic needs as education, employment, reconstructing a social identity, and family
reunion. All these aspects may help refugees to become independent of government assisted
programs.
As 88% of Australians were Internet users in 2018, ICT appear to be important in the
everyday lives of mainstream Australians (e.g. Banks, 2001; Dawson, 2008; Internet Live
Stats, 2019; Luu & Freeman, 2011). It is therefore of interest to examine the role that ICT
may play in the lives of other groups in Australia. Since this study is concerned with Iranian
refugees in Australia, the overarching research question is:
Does the use of ICT impact on the settlement of Iranian refugees into Australian society?

The interactions between migrants and mainstream Australian society are essential for the
building of a new social identity (Fotovatian, 2018). Effective communication with
mainstream Australians necessitates competency in the English language. However, Toolo
and Shakibaee (2000a) point out that, although the language is an essential factor, it is not the
only factor. It is crucial for immigrants and refugees to become familiar with their host
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country’s cultural background and values; thus, the use of ICT could contribute to gaining
this knowledge. Their point leads to the first of three sub-questions:
What could Iranian refugees learn with the use of ICT that could contribute to their satisfactory
settlement into Australian society and culture?

Iranians who live in Australia adopt an identity that is different from the one they had before
coming to Australia as it includes love for their hostland (Toolo & Shakibaee, 2000a). It is
essential to investigate whether the use of ICT could transform the Iranian refugees’ identity
and, if so, whether it can change their behaviour, actions, and their whole experience. This
leads to the second sub-question:
How can the use of ICT facilitate a transformative experience for a refugee?

Since refugees are part of communities that may be at their doorstep or transnational, it is
necessary to discover how Iranian refugees may stay in touch through the use of ICT:
How can the use of ICT improve the links between refugees and their diaspora communities?

In order to be able to address the above questions, the following research design has been
developed.

3.2 Research design
This research adopts a qualitative methodology, complemented by a thematic analysis
drawing on a series of interviews that could be conducted on a one-on-one basis or in a group
environment depending on the participants’ circumstances. This variation was beyond the
control of the interviewer; therefore, it could impact the quality of data gathered.
As noted in section 1.6 the data collection methodology was informed by the concept of
Multi-Sited Ethnography (MSE) and, although not an ethnographic study, the multi-sited
aspect is considered appropriate for this study as, at the commencement of the study, the
impact of different locations in Australia on successful settlement was unknown. This
(unknown) impact could include access to different services provided by GOV and NGOs in
the different locations, and variations in the use of ICT across different locations. The data
analysis is informed by such considerations. According to Marcus (1995, p. 96), MSE or
“mobile ethnography”, steps outside the single-site and goes beyond the locality. It explores
the distribution of “cultural meanings, objects, and identities in diffuse time-space”. This
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could not be achieved by focusing on a single site. MSE is a productive way to trace the
formation of cultures in multiple sites by establishing connections among sites. In order to
find diversity, it is recommended to go to different sites to find out about the situation and
status of the site in comparison to other sites (Hine, 2007)
Falzon (2004) indicates that anthropologists who were researching communities such as
immigrants could see that ethnography, in its classic form, was inadequate. Marcus (1995)
believes that when it comes to researching migration, MSE is perhpas the most common
method used. Multi-site is not only referring to physical locations but could apply to
intellectual locations. Either way, multi-site research is related to people’s movement (Gallo,
2012). Since being proposed by Marcus (1995), MSE has become widely accepted by
researchers, as it facilitates any research that requires the study to be conducted in more than
a single site and occurs when researchers study participants in multiple locations
(Malinowski, 2002). Hannerz (2003, p. 203) refers to Malinowski as the pioneer in multilocal fieldwork arguing that, since Malinowski’s study was conducted in multiple locations,
his work is considered MSE. The concepts of “place and local” were under attention in the
anthropology field, and it undoubtedly inspired MSE as a practice. Marcus (2009) argues that
MSE acknowledges the importance of cultural histories and thus crisscrosses the areas of
study geographically.
In her study about methodologies for contemporary Science and Technology studies, Hine
(2007) recommends MSE. She states that moving around to multiple sites encourages the
researcher to withhold judgment about the locations in which participants are found as the
researcher must study the differences among individuals, institutions and identified groups.
The experiences that participants contribute to the research do not necessarily take place in
one physical site only. It is likely to happen in multiple-sites as well as in computer-mediated
locations. Therefore, the ethnographer needs to be aware and interested in tracing the
connections among participants in different sites.
Falzon (2016, p. 13) explains that multi-sited research must have two conditions met. The
first condition is “spatial displacement”, a precondition that means the research must be
conducted in at least two or more locations. The second condition is that the sites must be
scattered or separated from each other. Falzon indicates that the sites do not have to be
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extremely distant from one another (as in different countries), but stresses that a multi-sited
study is different from a multi-country study. Gallo (2012) undertook a multi-sited study of
Malayali Hindu and Christian immigrants through their mobility between sites within Italy,
which assisted the researcher in building consistency between the sites. Nevertheless, while a
relationship existed between the multiple sites, each site also remained unique with its own
characteristics. Therefore, as long as the sites are distinct and diverse from each other, it does
not matter how far apart they are or how many sites there are. The difference between the
sites distinguishes the MSE from the original ethnography.
The value of MSE is debated in the literature with some scholars appreciating it as a perfect
methodology for studying different sites while other scholars deny its value. Fortun (2016)
claims that MSE is like constructing a picture by putting different pieces together. Every
piece is material or data gathered from each site or place, and when they come together, they
complete the construction of the picture through investigation and research. Leonard (2016)
postulates that MSE empowered her research and made it possible to be able to study the
Hyderabadis’ migration in eight different sites in eight countries outside India, including
Australia. She adds that the study of any single site would have failed to show the authentic
story of the lives of these Hyderabadi migrants in those multi-sited locations, arguing that
some aspects of Hyderabadi identity would not have been possible to characterise. MSE had
provided the opportunity to compare different sites to be able to study and understand the
differences between the Hyderabadi migrants in each. The MSE encourages debate about
sites that enable a better understanding of fieldwork, as it frees the fieldwork from a limited
number of locations and inspires researchers to conduct studies into new fields to understand
human reality (Gatt, 2016).
While some scholars value MSE, others do not support it. Hage (2005) researched Lebanese
people who emigrated to different parts of the world. He flew between Lebanon and different
locations around the world where immigrants from two Lebanese villages had lived. He
argued against MSE as he came across several problems. One example was the study of a
transnational family across the globe being treated as one site, although the family members
were geographically dispersed. Since they were one family, he could not call it MSE.
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In defence of MSE, concerning Hage (2005) disagreement, Marcus (2009) argues that when a
social study cannot be researched by focussing on a single site, it could be achieved by multisite studies. Every individual in the family has a different life experience and different stories
to tell the researcher. When they are dispersed and live in different geographical locations,
the researcher may discern that a different environment influences the interviewee’s life
experience. Experiences depend on many factors, such as people they interact within their
local community and level of hostility or hospitality of their neighbours and colleagues.
Candea (2007), who argues against MSE, asserts that although it has opened up ethnography
study to a broader range of selections, the research could be achieved in a single site.
Lapegna (2009) posits that the “site” mentioned in MSE is not one physical location, but
some locations that are interconnected by sharing something that they have in common. The
links multi-sites have between them are just as important as the links within the sites. It is not
just a “collection of local units”; the connections between the multi-sites may differentiate
MSE study from a study that only compares the “localities” (Hannerz, 2003, p. 206). Falzon
(2016, p. 7) indicates that some scholars may think that MSE has a “lack of depth” because
the focus of the study is spread over multiple sites with short periods spent on each site.
Conversely, the original ethnography is thorough because the researcher focuses on one site
or space over a long period. In his defence, Falzon believes that, although there is a shorter
time spent on each space in MSE, both time and space can contribute to deepening the
research.
Migration studies are one of the most popular categories of MSE research (Marcus, 1995).
Therefore, in order to understand cultural processes in different sites, it is appropriate to
employ MSE in a study of Iranian refugees, as it is not limited to the traditional localised and
single-sited ethnography. MSE can explain refugees’ unique social networking and the
relationships they create within each site. These connections have been enhanced by the use
of technology, specifically ICT. MSE research is constructed in a way that the research takes
place in different locations and allows the researcher to make ethnographic associations
among the sites.
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3.3 Pilot study
A series of interview questions for participants was constructed in order to find answers to
the research questions. Before the commencement of the interviews, a pilot study was
conducted to evaluate the robustness of the questions, and to ensure that they would not cause
distress to the many refugees who had possibly experienced torture and trauma. The research
was explained to the pilot study participants, the questions were asked, and then the
participants gave their feedback about the nature of questions, how they understood them,
and if they had any concerns, criticisms or comments for improvement.
The pilot interviewees were not refugees, and they were known to the researcher, and
therefore were not subject to Murdoch University’s Human Research Ethics Committee
(HREC) approval. The interviewees were two male and two female Iranian PhD students at
Murdoch University who varied in age and were from different locations in Iran, thus
providing a range of demographics. The interviews were conducted in both English and Farsi
also to ensure the integrity of communication. All participants informed the researcher that
none of the questions would cause any stress or anxiety, even if they were asked of Iranian
refugees in Australia.
Interview 1 was conducted in Farsi with a male participant. The interviewee recommended
that it was better to add a box at the end of Q30 (see Appendix A) to provide an opportunity
to explain what participants think of Internet privacy in Australia and Iran, in case they
wanted to discuss censorship and filtering of the Internet in Iran. Additionally, he
recommended adding a new question about ICT services that the government and other
organisations could provide to refugees to help with their settlement. He offered many
examples, such as providing courses to increase their computer and Internet skills and
providing some types of hardware such as a computer. He also had a favourable opinion
about giving refugees a SIM card to be able to access the Internet, or facilitating additional
English courses as most of the Internet in Australia is in English which is difficult to
understand if the refugees lack English language skills. Therefore, Q35 was added, asking the
refugee participants about what ICT related services should be provided to them.
Interview 2 was conducted in Farsi with a female participant. She recommended adding a box
at the end of Q24 to provide an opportunity for the interviewee to explain why they use the
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Internet in those time frames, as some refugees may have to chat to their relatives at specific
times because of the time difference between Australia and Iran. She also commented that
Q39 (“How have you coped?”) needed to be removed or reworded to become more precise
and specific.
Interview 3 was conducted in English with a male participant. He also recommended that
Q39 needed to be reworded.
Interview 4 was conducted in English with a female participant. She recommended
modifying the wording of Q36, Q39 and Q40 to be more specific. Based on the participant’s
feedback, Q36 was modified.
Due to the exposure of refugees to torture and trauma, a decision was made to remove Q39
and Q40 altogether to prevent them from remembering their traumatic experience.

3.4 Instruments
Oates (2006) states that the researcher is primarily an instrument by considering the use of
different data generation methods, such as documentation, observing the population in focus,
and conducting interviews with selected participants. Oates believes that the interview is a
unique type of conversation that takes place with certain assumptions that are different from a
typical conversation. The interviewer has the purpose of obtaining information from the
interviewee. Therefore, the conversation is not occurring coincidently; it has been managed
by the interviewer towards the purpose and the planned topic.
In this study, the semi-structured interviews were electronically recorded, where agreed to by
participants, and later transcribed. In some cases, where participants did not agree to the
interview to be recorded, the researcher used pen and paper. The non-refugee interviews were
conducted in English and refugee interviews were conducted in Farsi with one exception
where the participant was confident with the English language.
The data collection instruments were two questionnaires – one for each group of interest (see
Appendices A and B). Both questionnaires were based on the MSE framework by
constructing a series of topics that would help the researcher probe participants’ experiences
and their thoughts on settlement and integration. Since the participants were residing in
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different states, the use of MSE was ideally suited for the research. The refugees and the
people who assist them in their settlement are the experts in that field as they have lived it
daily, and therefore, their first-hand experience was invaluable to this research.
An application was lodged with Murdoch University’s Human Research Ethics Committee
(HREC) to gain permission for conducting this study. Due to the nature of the research
dealing with refugees who had possibly been through torture and trauma, an additional
handout was prepared to be given to refugee participants who had a list of organisations
which could assist refugees in case if they required psychological or moral support after the
interview.
The two sets of interview questionnaires were also submitted to HREC. A “containment
preamble” was added to the information sheet at the beginning of the refugee participants’
interview questionnaire to inform them about the nature of the questions. This preamble
would ensure that the refugee participants were fully informed and reminded them that they
had the opportunity to opt out of any uncomfortable questions.
Once ethics approval was granted, the researcher began recruiting participants. The
recruitment letter that was approved by HREC was communicated to potential participants by
email, postal mail, personal contact, phone, social media, organisations, and groups working
with refugees.

3.5 Participants
Although refugees in Australia are from a vast number of countries around the world, in order
to ensure that the research was manageable, it was decided to focus on one nationality only.
Since the researcher is from an Iranian background, is familiar with both Iran’s and
Australia’s cultural values and is bilingual in Farsi (Persian) and English, Iranian refugees
were selected for this study. Wahlbeck (2002) claims that smaller and informal networks of
refugees are deemed to be useful resources in finding solutions to the issues refugees face
during their settlement in the host country. Dwyer and Buckle (2009) believe that a
researcher with insider status would be more accepted by the participants and make them feel
more comfortable, open, trusting and relaxed, which would provide a better opportunity for a
more extensive data collection.
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According to Bloch (2004), the researcher should make the data gathering process reliable
and representative. The interpersonal relationship between the researcher and the participants
of the research is vital to the accuracy of the research as a trustworthy relationship increases
the possibility of gaining interpersonal or, as Miller (2004) describes it, “backstage” access.
On the contrary, in the absence of trust, although refugees might still participate in the
interview and answer the questions, the data gathered are more “frontstage” ones and may not
be authentic. Miller believes that in order to be able to have a positive influence on refugee
communities, the researcher needs to establish trust between the refugees, as this will enable
the researcher to recruit participants.
Miller (2004) states that trust plays a significant role in refugee studies. He shows his concern
about how a researcher could gain access to the refugee’s world and earn their trust. This is
because refugees have constructed a barrier called “self-protection” due to the political
“oppression” that they have been through and the marginalisation they have experienced. So
the researcher needs to establish trust and let them lower the barrier. Miller believes that
developing trust is a prerequisite for the researcher to obtain access to a compelling
interview. It is not a simple process; it is time-consuming and needs mutual respect between
the researcher and the refugee community to develop a trusting relationship (Miller, 2004).
Gummesson (2000, p. 15) indicates that the researcher’s experience and knowledge of the
research topic are valuable; he calls it “preunderstanding [which] refers to people’s insights
into the specific problem”. The researcher can use this insight when asking questions in an
interview, knowing which topics are considered taboo and which topics are considered
legitimate. The researcher is familiar with the expressions used by the participants and
therefore, able to collect rich and accurate data.
The interviewer introduced himself to participants as an Iranian who has lived in both Iran
and Australia for over 20 years in each country, who was not a refugee himself, but was
familiar with the cultural values of both the homeland and hostland and had taken up
Australian citizenship. This introduction established a positive connection with the
participants and acted as an icebreaker prior to the start of the interview and helped the
participants to relax throughout the interviews.
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Semi-structured interviews were conducted for over seven months. In order to cover ICT and
refugee settlement from different angles, the researcher targeted two different groups of
participants. The first group comprised 51 adult Iranian refugees in Australia who were able
to relate their experiences first-hand. Note that the refugees’ family members may also
receive humanitarian visas, but they are not considered refugees as they are not necessarily
persecuted (Parliament of Australia, 2016). Therefore, it was ensured that all the participants
in this group had a refugee background by having refugee status granted prior to their arrival
to Australia or were granted refugee status at a later stage when their refugee cases were
accepted in Australia, regardless of whether they were a permanent residence or citizen of
Australia at the time of the interview. The second group comprised of 55 participants who
worked either as volunteers or in a paid role for a variety of organisations. The organisations
included government (GOV) and Non-Government Organisations (NGO) that dealt with
refugees from any background and assisted the refugees in their settlement and integration
process. Since the study was exploring issues from both perspectives, separate questionnaires
were developed for each group.
The participants in this study were all aged 18 and above, which is the suffrage age in both
Iran and Australia (Central Intelligence Agency, 2019). All Iranian refugees who had come to
Australia between 1979 and 2015 were eligible to participate in the interview. It should be
noted that the participants in this study identified as refugees. According to Kristjánsdóttir
and Skaptadóttir (2019), who studied the lived experience of Palestinian refugee women,
many participants claimed they would be refugees forever, and nothing could change their
refugee label. Similar views could be considered of the participants of this study. This period
of time was selected due to the 1979 Islamic revolution by the late Ayatollah Khomeini,
followed by the establishment of the Islamic Republic of Iran. This new republic is based on
strict Islamic law that prompted successive waves of Iranian political refugees to countries
around the world.

3.6 Data collection
The location of interviews varied due to the preference of individual participants, usually
conducted in public places convenient to participants. Therefore, the interviews were
conducted at locations such as churches, community centres, public libraries, offices, cafes,
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restaurants, schools, TAFE institutes, universities, law firms, warehouses, shopping centres,
food courts, and even at a bench in a park and at a bus stop. On rare occasions, due to
personal circumstances and other commitments, participants were not available for a face to
face interview. Instead, they agreed to phone interviews and gave consent for the interview to
be audio recorded. In those cases, all the forms were explained and then delivered by the
researcher or emailed to them. They were asked to sign the consent form and return it to the
researcher before the commencement of the interviews.
It is worth mentioning that most interviews were conducted one on one. However, for various
reasons, such as participants’ work restrictions, time limitations or convenience, some small
group interviews were conducted. There were four groups of 2 participants, two groups of 3
participants, two groups of 4 participants and one group of 5 participants. These participants
were known to each other as relatives, friends or colleagues. Before the interview, each
individual in the group was provided one-on-one interview option in case the individual was
not comfortable in a group interview situation. As the format and order of the questions were
asked identically for all group members, they were requested to answer in turn, to minimise
any errors and misunderstanding and to prevent them from talking over each other. It was
noted that group members would also corroborate what was said by other members of the
group, allowing for some probing to occur.
Before the start of the interview, the participants’ rights and confidentiality were explained to
them, including the right to refuse to answer any questions and to withdraw from the
interview at any time. The participants were also informed that sharing their valuable
experience could contribute to the improvement of the settlement journey of future refugees.
The researcher began each interview with formalities such as the nature and purpose of the
study, what the study involved, possible risks and all the questions that would be asked. Then
all participants were handed an information sheet, a consent form to read, sign and return. As
explained earlier, the refugee participants were also given a list of counsellors in their city, in
case the interview caused distress.
All interviews, regardless of which group the participant belonged to, began with short
demographic questions to assist in understanding the dynamics of the settlement process.
These questions helped to put the participants at ease. For refugee participants, the questions
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were concentrated around technology background, Internet costs, and usage. For non-refugee
participants, questions were about the refugee organisation they worked for, followed by ICT
related questions. Finally, there were two background questions for the refugee group about
their selection of Australia as a destination. One question asked whether they had researched
Australia on the Internet before their departure to learn about their immigration values and
policies. The other question asked about their overall experience in order for them to reflect
on whether ICT had made any differences in their settlement experience. An explanation of
these two questions was given to refugee participants at the beginning of the interview to
reduce possible distress while sharing their experiences and providing them with the option
not to respond if there were not comfortable with answering them.
Throughout the interview, the interviewer watched for any signs of distress and was ready to
stop the session if necessary. However, a significant effort had been made when the interview
questions were designed to specifically prevent any such stress or evoke traumatic memories
and no questions regarding the refugees’ pre-migration experiences were asked. With these
precautions, no interviews had to be stopped. After the interviews were conducted, the
participants were provided with an opportunity to edit, amend or correct the information they
had provided and were encouraged to provide feedback. The duration of the interviews
varied, as it was dependant on the participants’ level of contribution to the research and the
extent of elaboration on their answers to the interview questions; however, the average time
was thirty minutes. The researcher ensured that all 106 participants answered all questions
thoroughly, although some required a follow-up.
Semi-structured interviews in different locations in Australia was essential as a method of
collecting data, which Marcus (1995) referred to as mobile ethnography. The selection of
interview locations depended on the location of Iranians around Australia. According to the
Australian Bureau of Statistics (2018a) data from the 2011and 2016 census showed the top
three cities in Australia that accommodated the highest number of Iran-born population
(Table 3-1).
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Table 3-1. ABS’s 2011 and 2016 census for Iran-born population distribution
Location

2011 Number/Percentage

2016
Number/Percentage

Sydney

14,605 (42%)

21,740 (37%)

Melbourne

6,978 (20%)

15,728 (27%)

Perth

3,397 (10%)

5,595 (10%)

Rest of Australia

9,475 (28%)

15,043 (26%)

Total people in Australia who were born in Iran

34,455 (100%)

58,106 (100%)

Total Iranian refugees in Australia

20,000 (58%)

Unknown

As shown in Table 3-1, 20,000 (58%) of Iranian immigrants in Australia were refugees at the
time census was conducted in 2011. While the number of Iranian refugees in 2016’s census is
not provided, Figure 3-1 shows the data from the 2016 census of Iranians living in different
parts of Australia.

Figure 3-1. ABS’s 2016 census for Iran-born population distribution by state and
territory
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According to the 2016 census, the total number of Iran-born population increased by 23,657
(69%) from 2011census. The significant increase for Iranian migrants to Australia was due to
the continuing political turmoil and instability in Iran. However, the number of Iranian
refugees was unknown for the 2016 census. Seefar (2015) estimated that at least 20% of Iranborn immigrants between 2011 and 2015 were refugees.
Based on the most recent census information shown in Table 3-1 and Figure 3-1, it was
decided to collect data from at least these top three cities (Sydney, Melbourne, and Perth) as
they covered 75% of Australia’s Iran-born population. Therefore, fieldwork approval was
sought and granted by the university to collect data. Since the researcher resided in Perth and
had potential access to the nearly one-tenth of the Iran-born population who resided in Perth,
he commenced data collection from both groups of participants (refugee and non-refugees) in
Perth.
Almost one-third of the data was collected in Perth, followed by almost another third
collected in Melbourne. The researcher then travelled to Wagga Wagga, which is the largest
inland city in NSW. This city is well known for being a large regional refugee settlement city,
accommodating refugees from all over the world, including Iran. Consequently, many
government organisations and NGOs in this city work together to assist refugees. The
remaining interviews were conducted in Sydney, which has the most significant number of
Iranians in Australia. Table 3-2 shows the number of interviewees in each state.
Table 3-2. Interview locations and participants
State

Refuge participants

Non-refugee
participants

Total Number of
Participants

New South Wales

17

20

37

Victoria

18

17

35

Western Australia

16

18

34

Total Australia

51

55

106

3.7 Participant demographics
The participants included 51 Iranian refugees and 55 non-refugees (Figure 3-2). Overall,
there were more female (n=67) than male (n=39) interviewees (Figure 3-2). There were more
males in the refugee group, but more females in the non-refugee group.
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Figure 3-2. Gender of participants in both groups

The only age restriction was that the participants had to be at least 18 years old, with no
maximum age restriction in place. While the age of the two groups was diverse, ranging from
18 to over 70, there were not many participants in the higher age range.

Figure 3-3. CIA’s Iran population in 2016

This may be due to many factors unknown to the interviewer. It is noteworthy to mention that
those Iranian refugees who did not have any exposure to ICT were not eligible to participate
in the study. Most of the refugees were in the 30-39 bracket (n=20), which is consistent with
Iran’s population (see Figure 3-3) for 2016 (Central Intelligence Agency, 2019) with nearly
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57% between 25 to 54 years old (Figure 3-4). The following two figures show the
participants’ ages by range (Figure 3-4) and groups (Figure 3-6). As can be seen in Figure
3-4, the number of refugee participants in the age range of 30-39 is much higher, while the
number of non-refugee participants in the age range of 50-59 is much higher.
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Figure 3-4. Participants’ age range compared side by side
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Figure 3-5. Participants’ age range separated by each group
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There was a good spread of participants in both groups across the three states in this study.
As it can be seen in Figure 3-7, in NSW, there were 37 participants (20 non-refugees and 17
refugees); in Victoria, there were 35 participants (17 non-refugees and 18 refugees); and in
WA, there were 34 participants (18 non-refugees and 16 refugees). While one regional centre
was included in this study, it should be noted that, due to time and other constraints, the
majority of participants in that city were non-refugees. This has some impact on the analysis
of the data by location and should be considered a limitation of the study.
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Figure 3-6. Participants' age range separated by each group
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3.8 Recruitment issues
While there were almost no implications in recruiting non-refugee group participants, the
researcher was well aware of potential anxiety issues resulting from possibly enforced
migration, unpleasant experiences and bitter memories amongst Iranian refugees.
As part of the recruitment process, the researcher sent emails and made several phone calls to
potential refugee and non-refugee participants. He also employed a snowballing sampling
strategy whereby he was referred to other potential participants. Some potential participants
agreed to an interview or asked for more information; others replied that they would get back
to him. While the researcher could have followed up with more emails or phone calls, he
decided to wait to be contacted by them.
One of the experiences encountered was that some refugees agreed to an interview but, after
the nature of the research was explained to them in detail, they asked the interviewer to go
through the questions before the interview, as they wanted to know what exactly they were
going to be asked. Once they heard all the questions, they still agreed to the interview but
refused to be audio recorded, which was not a problem. However, they also refused to sign
the consent form. It was explained that, although their interview responses could be written or
typed instead, a signed consent form was necessary in order for the interview to proceed.
While some refugees agreed to sign the consent form, others refused, and therefore, those
interviews did not go ahead.
On another occasion, a refugee couple who were running their own hospitality business
agreed to an interview; however, in the beginning, they were reluctant and explained why.
They said that they had recently applied for Australian citizenship and they were concerned
that this interview could either stop them from getting their citizenship or delay it. This was
rectified when they were assured about the confidentiality of the research, that it had nothing
to do with their citizenship application, and that the interview questions were not relevant to
their citizenship application at all. Once some of the questions were read out to them before
the interview, they felt comfortable, understood and agreed for the interview to proceed;
however, they specifically asked for the interview not to be audio recorded. Therefore, it was
impossible to write down everything they said in their interviews word for word, and
therefore, their responses were paraphrased.
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One refugee, who initially agreed to be interviewed, admitted that he was advised by his
Iranian refugee flatmates to reject the interview, as there was nothing in it for them. Another
potential refugee participant was advised by his grown-up children to ask about the integrity,
relevancy and legitimacy of the research, since the researcher’s background was in ICT,
querying what ICT had to do with refugees. The researcher explained about the
multidisciplinary nature of refugee studies. While he was convinced, his children advised him
not to participate. However, he assisted the research indirectly by finding refugee participants
who agreed and did participate in interviews. During the recruitment period, the researcher
encountered Iranians who were refugees, but also their line of work was assisting refugees for
settlement and integration. These Iranians were given the option of participating as either a
refugee or a non-refugee. It is interesting that they all chose to participate as non-refugees as
they perceived that as safer and with fewer risks.

3.9 Translation issues
The translation of Iranian refugees’ interviews into English had some issues due to
differences between the two languages, so care was taken to ensure clarification and accuracy
of the translation. Additionally, an effort was made to minimise researcher bias. As an
example, although the researcher has undertaken professional translation work between
Persian and English, a decision was made to use a native Persian speaker (KR) independent
of the research to transcribe and translate the Iranian refugees’ interviews. His translations
were compared with those of the researcher. Additionally, a further 10% of quotes included
in the thesis, were also independently transcribed and translated by a third party. As the
match between the independent translators was high, those undertaken by KR were accepted
as objective and true to the original interview in Farsi. In addition to the potential bias issue,
there were also issues specific to Farsi.

3.9.1 Singular third person pronouns
In first-person English, “he” is used to refer to a male person and “she” to refer to a female
person. However, when it comes to addressing a singular third person, Farsi differs from
English as it refers to any form of the singular third person subjective case as “it”. This is
because the third person in Persian is not gendered specific.
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3.9.2 The concept of ICT
Since ICT are new concepts, there is no exact translation for it in Farsi, so it translates into
the technology for accessing the Internet, including personal computers, laptops, tablets and
mobile phones. The interviewer explained what ICT were in simple language to refugees at
the time of interview. When they were answering interview questions related to ICT, they
sometimes referred to it as computers, the Internet, or getting online using their mobile
phones.

3.9.3 Government vs NGO
Another clarification is needed about Government and NGO. The refugees could not
differentiate between the two. From the refugees’ point of view, they were both seen as
official bodies providing services related to refugees’ settlement. Therefore, most of the time
refugees merged the two and referred to them as “they” or “the government”.

3.10

Data analysis

The data gathered from 106 interviews were used for analysis. The Statistical Package for
Social Sciences (SPSS, Version 22) software was used for descriptive statistics on
demographic data, and the NVivo qualitative data analysis software (QSR International Pty
Ltd. Version 11) was used for coding and thematic analyses. Thematic analyses find patterns
in data and provide detailed explanations (Braun & Clarke, 2006). This method assists in
understanding the concepts that emerged during the interviews (Aronson, 1995). While Braun
and Clarke (2006) argue that thematic analysis is a method, they add that it provides
flexibility in the way it is used and has “theoretical freedom.” Therefore, it could be used as a
useful tool in qualitative research as well as being a method.
Aronson (1995) provides sequential steps (Figure 3-8) for a successful thematic analysis by
suggesting data collection and transcription as the first steps, then the listing of the
experience patterns or themes. The themes emerge from direct quotes or paraphrasing of the
prevailing ideas, such as the attitudes that individuals have towards the use of ICT. The next
step is the identification of the data related to the patterns, followed by the elaboration of the
identified patterns. This is followed by the identification and grouping of the conversation in
the interview with corresponding patterns. The researcher then combines the patterns that
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relate to each other as sub-groups to gather an accurate picture of data collected that help the
researcher to see some common patterns. The following step builds a thorough representation
of the participants’ experiences by putting their story together to construct a “valid argument”
and relating the findings to the literature. This enables the researcher to provide sufficient
reasoning and draw justified conclusions.
Data Collection:
Audio recroding of
interviews

Transcription and
translation of audio
recorded data

List patterns of experiences
as themes by paraphrasing
or direct quotes

Indentify related data to
specific themes by
expanding on the themes

Combine related patterns
and divide themes into subthemes

Build valid arguments for
choosing the themes and
formulate a story line

Figure 3-8. Summary of Aronson’s (1995) sequential steps

After the fieldwork, the recorded data were securely transferred from the digital recorder to a
password-protected file on the researcher's personal computer, which was also password
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protected. The interviews that were typed or handwritten were also saved. All the audio data
were transcribed, and the names and other specific identifiers were removed. The
transcriptions were read several times, investigating various themes that emerged from
interviewing both groups. These themes were used and coded for analysing the participants’
experiences, points of views and concerns that they had, either as a refugee through their
settlement journey or as a non-refugee who contributed to refugees’ settlement. Once the
themes were sorted, sub-themes emerged that helped further understanding of the impact of
ICT on Iranian refugees’ settlement.
Kanuha (2000) indicates that when respondents assumed that he knew what they meant, he
would still ask them to elaborate “just for the record.” This technique provided much “richer
and more intricate analyses.” Therefore, to minimise misunderstanding and misinterpretation
of the data, every time a refugee mentioned an event, the researcher asked the participant to
clarify and elaborate further on that event, even though the researcher was very familiar with
the Iranian history and culture. This ensured the data analysis would be richer, adding to its
accuracy.
Data analysis was also mindful of the location of each specific interview, and the data they
generated, in order to take into consideration the impact (or lack of impact) of the location in
keeping with the multi-sited nature of data collection.

3.11

Summary

In this chapter, the research questions were explained. This was followed by a description of
the research design and the development of the questionnaire instruments. Participant
recruitment and demographics were reported. The data collection and data analysis methods
were also described in detail. The following two chapters present the results of the analyses.
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Chapter 4

Data Analysis of Basic Themes

As described in Chapter 3, the total number of participants in this study was 106, comprised
of two groups. There were 51 Iranian refugee participants (“Refugee group”), and 55
participants who worked in a field that assisted refugees during their settlement (“Nonrefugee group”). Therefore, two different interview questionnaires were prepared that were
specific to each group (see Appendix A and Appendix B).
The data captured from the interviews were analysed using the qualitative software NVivo,
and four main themes were identified: Skills, Access and use of ICT, Employment, and
Settlement. Further thematic analyses identified a number of sub-themes. The first two
themes were categorised as ‘basic themes’ and are discussed in this chapter; the latter two
themes were categorised as ‘complex themes’ and are discussed in Chapter 5. The basic
themes refer to those skills that support functional literacy in the context of this study.
Functional literacy stresses the acquisition of appropriate verbal, cognitive, and
computational skills for achieving practical outcomes in culturally specific contexts (Gray,
1969, p. 21). Complex themes address those skills which support settlement for which
functional literacy is required.
ICT have been described as devices and infrastructures that accommodate the transfer of
information through a digital medium (Zuppo, 2012, p. 13). The use of ICT devices includes,
but is not limited to, smartphones (advanced mobile phones with a touch screen that have
access to the Internet), personal computers, laptops, tablets and any other device that connects
to the Internet for information.

4.1 Skills
In this study, Skills has emerged as one of four themes. Skills refer to the competencies that
Iranian refugees require to be functionally literate. Two aspects of functional literacy are
identified as sub-themes for the theme Skills: English competency; and acquiring computer
and Internet skills (Figure 4-1).
The dominant language in Australia is English, with over two-thirds of residents speaking
only English in their homes at the time the survey was conducted (Australian Bureau of
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Statistics, 2018a). English competency, therefore, is considered important to the refugees’
settlement path in this country.
Our society encounters many changes over time and, consequently, demands new skills of its
members. The Internet is one of those changes that, because of the massive increase of digital
information available, play a vital communication role in today’s society. As a result, people
have become more dependent on the information provided online (Van Deursen & Van Dijk,
2011).

Skills

English
competency

acquiring
computer and
Internet skills

Figure 4-1. Theme: Skills and associated sub-themes

Gaining English competency and computer/Internet skills may provide the possibility for
Iranian refugees to engage with the more complex practices that underlay satisfactory
settlement; for example, gaining employment.
Although competency in English is not dependent on computer and Internet skills, as
refugees could learn to read, write and speak English traditionally, by attending English
language classes and reading hard copies of English language books, technical skills can act
as a facilitator. Acquiring computer and Internet skills can pave the way to a wealth of
information (Riding & Rayner, 1995).
Prior to discussing the two sub-themes, it is essential to reinforce the importance of Skills as
acknowledged by both the refugee and non-refugee groups. According to a refugee
participant:
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If they could teach refugees language and computer stuff, they could settle quicker. If I know
language and computer, everything in offices here is all with computers; if one wants to purchase a
ticket, it is done via computers, if one wants to go somewhere, it gets reserved through Internet, that
is why things get very easy (Mahmoud_M)1 (Q37).

A non-refugee participant, who was a university academic, echoed these thoughts. She stated
that a lack of these language and technical skills could affect refugees negatively; for
example, “social exclusion in the community” and, if they “don’t have skills, money or
access; it is a serious barrier for refugees” (Lily_P) (Q14). Therefore, skills are appreciated
by both groups of participants.
The following two sections report on data from both refugee and non-refugee participants
which were relevant to the two sub-themes for Skills. The first section focuses on Iranian
refugees’ English competency and the second on acquiring computer and Internet skills.

4.1.1 English competency
According to Evans (1986), sociologists have long been interested in the impact of
immigrants’ integration into the socio-economic life of the hostland. Proficiency in the host
country’s language also plays an important role in the establishment of immigrants’ social
networking and the building of their self-identity (Esser, 1986). The following sections
highlight comments from the refugee and non-refugee groups regarding the importance of
English proficiency.
Refugee Group
It is essential for refugees to be able to communicate with mainstream Australians, who are
predominantly English speakers (Australian Bureau of Statistics, 2018d). Refugees talked
about the importance of English competency on many occasions throughout their interviews.
As an example, when asked about their perception of the level of settlement in Australia
(Q12), on a scale of 1 to 10 (1 being the lowest and 10 being the highest level of integration),
the responses indicated that more than one-third of participants self-scored themselves
between 1 and 5, but the majority ranked themselves between 6 and 10. Although they

1

Participants are identified by a pseudonym: Iranian names refer to refugee participants; Western names refer to
non-refugee participants. Location is identified by a letter (e.g. M refers to participants in Melbourne). Q refers
to the interview question the comment addresses.
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offered different reasons to justify their ranking, those relevant to this theme are shown in
Table 4-1.
Table 4-1. Settlement self-ranking by refugees related to English competency
Self-rating

Comment

4/10

I still can’t speak English well; I can’t make a connection. Otherwise, I am very happy with the
people and have no issues (Mahnoosh_M)

5/10

... We are settled here almost, we have an address, and we are in connection with others. Our
language is not good, or my language is not good, on average. I understand what they say, but I
can’t speak it, but I can do my own things, and I have no problems. Of course, language is 100%
important (Shadi_M)
I am not used to its laws, and my language is not good yet (Tahereh_S)
... Mostly its language and also I am still not familiar with its laws (Majid_S)
I have some language problems; I am still not settled here and not familiar with the laws here
(Khadijeh_S)
We still don’t know many of the laws; we still don’t know many things and the second reason is
that our language is not as good as we want (Saghi_S)
... If I feel like this is my home, I am using everything here just the way it is my own home. And
these two, I think that has not reached ten is due to language and the culture of here as I was not
born here. I have a good feeling about everything here (Taleb_S)
… In the beginning, I learned the English language, before I study, I didn’t speak any English, I
learned about Australian culture completely because I have an Australian girlfriend (Ramezan_M)
I understand their culture completely, and their language is ok, I consider myself as Australian
(Rahman_S)

6/10
6/10
7/10
7/10
8/10

9/10
10/10

It can be seen from these responses that English competency is of high importance and plays
a significant role in refugees’ perception of settlement.
Language can also be critical in the choice of the host country. When asked about why
Australia was chosen as a settlement destination (Q36), one refugee replied:
To be truthful, it is a country that firstly its language is English, I had an opportunity, there was
someone who could take me to Germany, it was a much safer way to get there, I didn’t have any
imagination about the boat trip, what I thought and what it was were absolutely different. And I didn’t
like Germany because their language is much harder, but I know a bit of English, but my German was
zero or lower than zero (Narges_S).

More than half (57%) of the refugee participants indicated the importance of acquiring
English competence through non-traditional modes; they mentioned ‘English language’ when
responding about ICT assistance that should be provided to refugees (Q35). For example:
The best thing that is useful to us or useful to refugees is learning the language, the internet can help
them to learn the language (Jafar_P),

with several respondents, in explaining how ICT could help Iranian refugees (Q34), referring
to improving their English language:
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It is very good, for instance, someone like me, if I don’t know an English word, I could quickly go
and translate it. I listen to language; sometimes, I look at a subject. It is very good. Language is very
important to refugees (Tahereh_S)
The language is the first thing. We could use it for language (Sadaf_S).

Another participant expressed a long-term benefit of acquiring English competency:
… Language is 100% useful. It is good for their country’s future. You see, among the people who are
here, most of them can find themselves when they are lonely and when they are under pressure, they
will develop skills that when they have the culture of this country and know the language, they help
to the future of this country (Mohtaram_P) (Q35).

Non-Refugee Group
Competency in the English language for refugees raised considerable concerns among nonrefugee participants, who tackled this sub-theme from different angles. English competency
(or lack thereof) was often highlighted in response to related questions about refugees’ skills
in ICT (for example, Q15), or from the perspective of government support. According to
Deb_W, while the acquisition of training for English language and Internet skills are
beneficial for settlement, the government did not provide refugees with enough hours to learn
English formally:
There are some people who remain illiterate, and it’s a huge challenge for them to do the 210 or
whatever hours of English language learning through TAFE [Technical and Further Education] or
AMES [Adult Multicultural Education Services] … (Deb_W).

Another participant mentioned that age and illiteracy in English creates many issues for
refugees: “if you can’t read English, and things are available in English” (Carol_S).
One respondent highlighted the issue of different levels of literacy:
Literacy of both native language and also English language needed. Because some of them are literate
in their own language but not in English language (Kelly_P).

Some highlighted the types of ICT training (Q16) that could be suitable for refugees, by
emphasising English competency:
Basic, it is got to be targeted along with their English learning skills. Basic, with fitting into age
groups and what that individual’s situation is (Deb_W)
Sometimes language is the biggest barrier (Cherry_W).
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Another non-refugee participant, who was working in a paid capacity for Organisation A that
deals with refugees as well as in a voluntary position for Organisation B that assists refugee
clients, echoed these views:
With the online self-help and self-service that now comes with the job network agencies and other
services as well. Like public services, language is a real barrier to our clients accessing those services
(Angela_W).

Some respondents explained how ICT could help refugees in their settlement (Q17):
Technology is helping people learn things, So learning English; They’re going to English schools
now, all their assignments are on the computer. So catching up that and learning English gives them
the satisfaction that Ok, I can speak English, I can be part of this life now, I can go to the shop
without fear of people looking at me in a weird way because I can’t express myself (Mary_M)
They can learn English online, they might go to classes, it’s really important, but these days there is
so much good stuff online, and they can do it at home and get some extra help. And learn English
more quickly and straighten their English skills by using it at home as well (Sandra_M).

One respondent stated, “I think they also need literacy and English language skills which are
a huge barrier for refugees” (Lily_P) (Q18), while another responded as “it’s a way for them to access
information about Australia plus a way for them to practice English” (Shirley_P) (Q19).
The last interview question (Q20) asked about how else ICT could help refugees:
They will be English teaching if they can do their homework on their computer at home. If they could
link into their English teaching (Deb_W)
I think they can also build on learning the language if they have access to the Internet and to
technology. They can practice at home (Linda_S).

Despite these positive comments, one participant, who was teaching English to refugees,
could not link the refugees’ English competency with ICT. When she was asked whether her
job could have been easier if refugees had ICT skills, she replied:
No, not from where my job is with the teaching because we have got the English language focus, if
we didn’t have access to technology, it wouldn’t matter, so no (Edith_W) (Q18).

As can be seen, the non-refugee participants believe that English competency is vital to
refugees’ settlement. Although non-refugees perceived a strong link to ICT skills, the
underlying factor was the necessity for proficiency in the language of the host country (which
also happens to be the dominant language of the Internet).
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The following section discusses the sub-themes acquiring computer and Internet skills and
examines their importance to refugee settlement from the perspectives of refugee and nonrefugee participants.

4.1.2 Acquiring computer and Internet skills
The computer and Internet skill levels of refugees may vary from non-existent to advanced,
depending on background and what has happened on the journey from the time they left their
country until the time they were accepted as refugees in Australia, and from then on.
Although some refugees have ICT skills, it is seen as essential that all refugees be competent
in computer and Internet use to assist in their settlement. Two non-refugee participants
comment on the lack of opportunity during that ‘journey’:
People who have been in the camps [...] come with a very limited ICT skills. It hardly depends on the
country that they have come from, but the journey that they’ve made and their educational level
(Jude_M) (Q14)
A lot of the refugees that arrive here in Australia have perhaps been in refugee camps for several
years before coming here [...], and in that time you’ve not developed any skills [...] many of the
refugees who come, need training (Albert_P) (Q15).

Refugee Group
Merely providing refugees with access to the Internet is not helpful if they do not have the
ICT skills to extract useful information from the Internet. In regards to competency in
Internet skills (Q27), refugees reported a range from basic to advanced levels. The data
showed that refugee participants were generally more skilled in using the Internet and
perhaps apps than using computers; for example, “I am strong with mobile phone use, but I
am weak with using a laptop” (Mamad_P).
A lack of ICT competency was also perceived as causing problems: “Because I am weak in
the use of the Internet, I cannot make the most of its usage ...” (Hajar_P) (Q29). “I have
technical problems [...] I must find some time to take some Internet and computer classes to
use it better” (Davood_P) (Q28).
Yes, it is to their benefit. I cannot use the Internet properly because I don’t have enough knowledge.
But many of our young people have not seen what the Internet is, what a laptop is and don’t know
how to work with them. But as time goes by, they can learn it, and it helps their lives in Australia
...(Hajar_P) (Q34),
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Nearly two-thirds (61%) of refugee participants noted that they needed to be taught how to
use computers and the Internet, as gaining such skills could massively contribute to their
independence (Q35):
... All of these should be provided for them so that they could get on with their lives very soon and
become independent (Zohreh_S)
... If they really want the refugees to settle as fast as possible, and not have culture shocks; the
government can help them a lot through the Internet…(Bahram_M)
... And it is a big help if the government provide it to them. Teach them, in my view, skills, language,
Internet, and computer. It will be a huge help to refugees (Aidah_M).

The refugees related their settlement experience to the use of ICT (Q37):
It makes life easier when you are stuck and don’t know what to do and fall behind; it [Internet skills]
makes your life easier, your things can be done easier (Mehran_M)
... In my view, the usability, if one learns how to use the Internet, if there were a website to tell them
what Internet is and how they could use it, that you can make much use of the Internet, all the laws,
you can do all your chores over the Internet, you don’t need to do it in a hard way (Mostafa_S).

It is noteworthy that a few refugee participants expressed views that were different to the
majority, as they firmly believed all the refugees had ICT skills (Q35):
... I don’t think if there is anyone who doesn’t know how to use the computer and Internet. There are,
but they could be older people. But now I can see a lot of old people who never touched a computer
in Iran now have Facebook, they chat and have learned all of that (Narges_S)
Everything that I know is available; they have provided courses, knowing from the Iranians who have
come, I know that even in the colleges, they have provided courses with reasonable prices that even
those who are in their 70s are going there to learn, and young ones too. Those who don’t speak
English. Everything is available to them. It depends on the individual how serious could go after it
(Pari_P).

Overall, though, there is a keen perception among refugees that they need to acquire ICT
skills in order to use the Internet and become independent.
Non-Refugee Group
From the responses by non-refugee participants, it was apparent that competency in ICT was
perceived as an indispensable factor in refugees’ settlement. Asked whether refugees had
sufficient ICT skills or needed more training (Q15), participants expressed the opinion that
training and updating of skills were essential. Typical responses were: “a lot of them need
more training on how to use the laptop; there are people that they haven’t even seen a
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computer” (Wilma_W), and “basic skills are required but also keeping up to date is also
required” (Cherry_W).
Many respondents were concerned with the type of ICT training that would help refugees
(Q16). While several different suggestions were made, the majority (91%) agreed on one
thing: refugees need to be taught basic Internet skills to help them with their settlement. A
variety of reasons was offered:
Probably the basic, we do a basic keyboard skill, something like that. Understanding the Internet.
(Karen_W)
Training on basic skills on how to use the PC, how to use the internet and the search engine, how to
create an email address and write emails (Sue_P)
If you are talking about basic skills, being able to browse, use the Internet to be able to access
information and also emails. Also, the use of Facebook and social media things (Lily_P)
Maybe some basic computer training, in terms of how to use programs like word and excel perhaps
but social media is a really important one, Skype to connect with family, email is very important,
those kinds of things (Cindy_P)
For skill training as well, doing resumes on the computer (Mary_M).

Additionally, there was agreement that, if refugees had ICT skills, it not only could make the
non-refugees’ job easier (Q18), it could also be to the refugees’ advantage:
Would probably allow them to feel more valued because it’s fairly well everyone is up with
smartphones and technologies these days, for those people who are a bit older, I think they feel very
left out. And not confident in coming to a training facility like this because of language barriers and
lack of technology skills (Louise_W)
Absolutely, look, community leaders who are good at accessing the Internet, quite a lot they can do
with them. They can send me documents and let me review. If they know how to use track changes, I
can do track changes and send the document back to them. So, the use of email and use of Microsoft
Office is quite useful, in terms of community development work. Also, if they know how to use
social media to promote their community, I think that’s the next level as well. It’s about connecting
when you think of yourself as a community leader; you need to know how to use social media to
promote the work of your community (Julie_S).

Some interviewees suggested other ways ICT could help refugees (Q20):
It has been a very valuable thing for them, coming and learn. Learn to Skype with their grandchildren
(Louise_W)
So, I think if there’s some way they can research Australia, look at things, find out the local area. If
they have those researching skills, they can find good answers to their questions (Karen_W)
It is necessary for so many jobs. There are quite a number of refugees that work for [Organisation D]
obviously. So, Internet skills absolutely and ICT skills are absolutely necessary for a professional
work semi-professional work, so yes, definitely (Shannon_S)
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Finding out about the opportunities available, finding out about the skills and how you develop the
skills. After all, a lot of what we actually use computers for is to help people develop their knowledge
and their skills simultaneously (Albert_P).

However, there were some opposing opinions. When asked whether refugees needed access
to ICT, and if they had the necessary skills to use ICT (Q15), several participants indicated
that it depended on their level of confidence. For example, “80% … are very very confident
with computers” (Karen_W), especially if they “have the skills in terms of use of a mobile
phone and use of email” (George_M), or “communicate through social media” (Paul_M).
One participant noted:
I’ve certainly met asylum seekers and refugees who had IT background themselves and knew people
who were teachers of technology in the country of origin (Virginia_P).

Therefore, while the majority of refugees and non-refugees perceive there is a need to acquire
ICT skills, some non-refugee participants were aware of the breadth of refugee experience
with ICT. Nevertheless, the importance of the two sub-themes was emphasised by both
groups of participants. The next section explores the links between these two themes.

4.1.3 Synthesis of the Skills basic theme
Most of the non-refugee participants’ organisations did not directly teach refugees English.
However, regardless of the nature of the organisation for assisting refugees (whether it taught
English or not), some non-refugee participants linked the acquisition of English competency
to services (specifically ICT skills) provided by their organisation. One participant responded
to the question of whether their organisation taught ICT to refugees, by explaining their
organisation’s plans in this area:
We are going to teach them English using the iPad. A lot of men and women in the community are
illiterate. We are going to use games and applications uploaded to the iPad and will show them the
pictures so that they can match the picture with words (Tracey_M) (Q12).

In contrast, many refugees linked English competency with the acquisition of ICT skills. The
first part of this relationship addresses ICT as aiding to learning English. In response to Q37
(thoughts and feelings about the experience of settlement and the use of ICT), approximately
one-third (35%) of the refugee participants referred to the importance of learning English:
… the Internet is really good; it is very good. Iranian refugees when they go on Internet sites, in Iran,
YouTube was blocked. They can get on YouTube to learn the language for refugees. They can go and
take it off YouTube. Put some other sites in there. The Internet is unlimited. They can easily watch a
movie there, watch foreign movies with English Subtitles and improve their language… (Mamad_P)
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At first, the refugees, the Internet should firstly help them to learn the language, meaning they should
use the Internet in a way to improve the quality of their communication… (Maher_P)
The first way to be able to connect with others and have a good life is language, meaning if you don’t
know the language in here, you cannot succeed at all. If you have good language skills, you can
connect with others; find jobs, meaning your life will be much easier… (Nasim_M)
… When they find friends over the Internet, they are forced to make a connection with them. So what
language will they use to communicate with each other? One is forced to do it in English and if one
doesn’t know something, is forced to find it somewhere and write it correctly. This helps with the
language, meaning the Internet is very useful everywhere, but yet in different age levels
(Ramezan_M).

The second part of the relationship between English competency and ICT refers to English in
the use of the Internet. When asked how language deficiency affected their daily lives, nearly
half of the refugee participants (48%) touched on their lack of English competency for not
being able to use the Internet’s full potential. This was also evident when asked about
common problems they had experienced while using the Internet (Q28) when, again, almost
half (47%) referred to English competency issues. For example:
My only problem is language…(Mamad_P)
… I have problems; I am forced to use translator…(Ahmad_M)
… If I don’t know a word, I go and look at those dictionaries and fix my problem… (Bahareh_P).

When asked which languages they use when browsing the websites (Q31), the majority
(82%) of refugees used both English and Farsi while some used a third language. However, a
few (8%) were restricted to Farsi websites due to their lack of confidence in the English
language: “my language is very weak” (Parvin_P); “I have language issues” (Davood_P).
One participant believed that Farsi websites had issues with information accuracy and
preferred to use English websites:
I usually use English, somehow I don’t trust Farsi website, not that I don’t trust them, I think they
would write whatever they want there, so mostly they may not provide accurate information…
(Mostafa_S).

This section showed the findings from both groups of participants to address the main theme
of Skills and its two sub-themes English competency and acquiring computer and Internet
skills. Both groups appreciated the interrelationship of the sub-themes and the importance of
Skills in the refugee settlement.
…Anything that other humans need like language, and internet skills, refugees need them too
(Zohreh_S).
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The following section looks at the Access and use of ICT theme.

4.2 Access and use of ICT
A second theme that emerged from the data was Access and use of ICT, which both groups of
participants considered very important for refugees. Once access was provided, what the
refugees perceived they could do that may assist with their settlement process is also worth
investigating. Therefore, as can be seen in Figure 4-2, two sub-themes have been identified:
gaining access to ICT and use of ICT for information.

Access
and
use of ICT

gaining access to
ICT

use of ICT for
information

Figure 4-2. Theme: Access and Use of ICT and associated sub-themes

Van Dijk (2006), who studied the Internet and digital divide, claims that not only having and
not having access to computers is considered a digital divide, but also the inequality of ICT
skills for using the Internet has created a second digital divide. Information literacy is a
necessity for refugees as it enables them to access the information to connect to the new
community and assists in constructing their own point of view about information (Lloyd &
Wilkinson, 2017). According to the United Nations High Commissioner for Refugees (2016),
one third of refugee households have no phone at all and refugees have 50% less chance than
the general public of having access to the Internet via a phone. Moreover, the refugees spend
a third of their income to have Internet connection, hence the cost of maintaining a
connection is considered a major obstacle for refugees (United Nations High Commissioner
for Refugees, 2016).
In order to gain access to the Internet, it is essential for refugees to have both access to
devices such as computers and mobile phones, and the ability to use them. Migrants may be
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forced into a digital divide (Ahmed. & Veronis, 2017) due to lack of access, use and skills
(Nguyen, 2012). In a study of transnational communication among Iranian migrant women in
Australia, Farshbaf-Shaker (2018) argued that, in order for Iranian migrants to better
communicate with their families in Iran, they had to use ICT devices such as a mobile phone
on a daily basis. She believed that transnational communication depends on ICT usage
between migrants and their relatives in Iran.
This study shows that both participant groups appreciated the need for access and use of ICT.
In today’s modern society, technology plays an integral part in every aspect of life and for
everyone. In his response to a question about what ICT services should be provided to
refugees (Q35), Akbar_M said: “In my view, since refugees have a financial limitation, give
them free internet for a while and for those who don’t know how to use it, teach them”
(Akbar_M). A non-refugee participant concurred with this opinion when responding to a
question about whether refugees needed access to ICT (Q14): “Absolutely, it’s part of the
modern world, they can’t arrive here without access. They need to be a part of the modern
world” (Norma_P).
In the following sections, both groups of participants shared their experiences about the two
sub-themes of gaining access to ICT and use of ICT for information.

4.2.1 Gaining access to ICT
Internet connectivity improves refugees’ lives and transforms humanitarian operations
(United Nations High Commissioner for Refugees, 2016). A study conducted by Alam and
Imran (2015) looked into ICT access for refugees in regional Australia and the role of digital
technology in social inclusion. The research suggested that a lack of access to ICT could
cause social exclusion that may turn into refugee marginalisation.
Berry (2005) defined marginalisation as when immigrants have little interest in maintaining
their homeland’s culture as well as not being able to establish a relationship with the
hostland’s culture. This may be due to various reasons such as being discriminated against or
excluded from the hostland’s community. According to Boivin (2016), there is an expectation
that immigrants would be able to join the local community in their hostland as part of their
settlement process; however, if this is not happening, it could lead to marginalisation.
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It appears that gaining access to ICT may be connected to social inclusion in the community.
The following sections describe the experiences shared by the refugee and non-refugee group
participants regarding access to ICT.
Refugee Group
The information from the refugee participants showed that gaining access to ICT was
essential for them. It seemed that maintaining a connection to the Internet was a necessity,
not a luxury. This was evident when they reported the locations they were using to access
ICT, as all but one participant (98%) used a Wi-Fi connection on their ICT devices at home
(including mobile phones, personal computers, laptops, and tablets). Of those 50, 46 also
used their mobile Internet connection outside their homes. The remaining four participants
claimed that they did not purchase any Internet packages on their mobile phones, as they
could not afford it. The exception was one participant who did not have an Internet
connection at home or on his mobile phone and used libraries and community centres to gain
access to ICT. For the 46 participants (55% male and 35% female) who used their mobile
phones to access the Internet (Q21), the following are some examples of where, why and
when they used them, and how dependent they are on them:
If the Internet isn't available, I will have a very hard time in this country, I am really dependent on it
(Mamad_P)
I use the Internet everywhere, meaning everywhere I get, I use the Internet […] I use my mobile, as I
said, anywhere I go I use the Internet if the Internet is not available, my life is taken (Ramezan_M)
Everywhere, the Internet is necessary everywhere, I mostly use my phone, even when I am at home. I
use my phone most of the time (Hamed_M)
Sometimes it is necessary to use the Internet when I am outside; I use my phone (Majid_S)
My mobile doesn’t have Internet, so sometimes I buy for it so that I could use it when I am outside
(Nasim_M)
I use it at home a lot, outside, library or language class, or when I am on the way to somewhere and
looking for a map, it guides me, I use it (Ahmad_M)
I use my mobile phone for the Internet (Davood_P)
Mostly at home and use smartphone outside (Taleb_S).

Many refugee participants explored that they needed to have access to computers and the
Internet at their homes (Q35):
They should provide them with the Internet, with computers ...(Bahram_M)
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…In my view, they have to provide Internet and computer to any refugee to have it in their homes to
be able to use them effectively…(Aidah_M)
The country of Australia is a country that everything is online, meaning if you want to apply for
driver’s license or anything for registration, you have to use the Internet and it is useful everywhere
(Ahmad_M).

These responses were consistent with data indicating the number of sessions accessing ICT
per week (Q25). All participants except one male accessed ICT every day of the week. The
usual time of accessing the ICT (Q26) varied among refugees, and they offered different
reasons. However, 18 (35%) males and 6 (12%) females claimed that they had accessed ICT
at all times of the day and night. The fact that almost half of the refugee participants (47%)
use and access ICT constantly shows how vital ICT are for them.
Non-Refugee Group
From the following comment, it appears that non-refugees see that gaining access to ICT is
paramount for refugees:
There was a time when nobody had access to ICT, and we managed, but I guess in the modern world,
yes […] get information. Having to look at the news back home, the only way to get news from Iran
is through the Internet or Facebook or whatever (Lesley_M) (Q14).

With regards to whether refugees needed ICT access (Q14), some participants referred to
living in modern society, while others discussed social justice, exclusion and disadvantages
that refugees may experience if they are not provided with access to ICT:
Absolutely, because in today’s world, you cannot survive without having access to ICT for a whole
lot of different reasons (Julie_S)
They certainly do, if you live in this modern world, everybody needs to have access to all forms of
communications because this is how we live. If you are a person who lives in this society, you need to
learn these skills (Paul_M)
…I guess without ICT, they’re excluded from the information that they need […], And it means
barriers for them if they can’t access ICT in whatever way it was required. They would be
disadvantaged definitely if they didn’t have access to ICT […], but yes they definitely need access in
one way or other (Cherry_W)
Definitely, I feel that having access to ICT is almost like access also social justice. From a social
point of view, social justice occurs because if the client or the refugees don’t have access to ICT, they
are excluded from community and other aspects of the community, so it is imperative that they do
have access to ICT (Angela_W).

Some respondents regarded refugees’ access to ICT as a human right (Q14):
Yeah, definitely, I think if we need to have access to ICT, they need to have access to it as well. I
mean it, it becomes, for anybody in this society right now who doesn’t have access to it, it becomes
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very difficult to be able to navigate this world. I think they should also be supported that way
(Cindy_P)
Yes, definitely they should, just as anyone else. It is a human right to have access to ICT. It is right to
information. You need to be able to have access to ICT like other people in the community (Lily_P).

In response to whether it could make her job easier if refugees could use ICT (Q18), Edna_M
suggested: “Oh, I think it would be. It would be much easier”, she also valued Internet access
for refugees: “as long as they have access to the programs, it could make life a lot easier”
(Edna_M).
Some respondents affirmed the necessity of ICT access at home (Q19) for refugees:
Because we are living in this information superhighway and in order to be able to function in the
society that we are in, it will definitely be beneficial (Lily_P)
Yeah, extremely. I talked about the importance of access to ICT at home. It’s beneficial because they
can check things from home, as opposed to going to the library (Julie_S).

In this section, both groups of participants expressed their views about the significance of
access to ICT for refugees. However, at least one participant made a connection between ICT
access and cost (Q20): “I think most people in refugee communities would like to have
access to ICT and there might be a cost factor” (Lesley_M). This will be discussed further in
Chapter 5. The following section discusses the second sub-theme.

4.2.2 Use of ICT for information
Information is an essential aspect of refugee settlement, as indicated in an early UK study
(Robinson, 1998). A more recent UK study investigated the information behaviour of
refugees to find out their information needs about their integration (Oduntan, 2017), and
found that the settlement of refugees is complex and considered a social process; information
could be used to find solutions to social problems. Hence, the use of ICT for information may
solve some of refugee settlement problems.
Cheng and Mitomo (2016) refer particularly to mobile phones as an ICT device that is used
as a vital tool in the community, especially in disastrous conditions. This resonates with the
refugees’ situation. ICT are no longer limited to the workplace or other specific places. ICT
are used in community environments, homes and educational centres and, as a result, has
become a new form of literacy (McLoughlin, 2011).

78

According to a study undertaken by Hebbani and Van Vuuren (2015) that explored the media
platforms to serve the needs of the South Sudanese refugee community in southeast
Queensland (Australia), the use of ICT devices helped this community, and gaining access to
online services was a necessity for refugee participation in the society. This is because of the
increase in society’s processes and functions moving online.
Therefore, the use of ICT can be seen from the perspective of homeland and hostland
information. The next sections discuss the use of the computer and mobile phone by the
refugee and non-refugee groups.
Refugee Group
As noted previously, the total number of refugee participants was 51, with almost two-thirds
(63%) male and over one-third (37%) female. While all refugee participants had used ICT
since their arrival in Australia, almost half (43%) of them (23% were males, and 20% were
females) never had exposure to ICT in Iran, offering reasons such as being too busy with
their lives and that they did not see a need to use ICT there. However, it is essential for
refugees to be able to use ICT devices to access the Internet in the hostland. Refugees offered
many different reasons (including for information) when asked about why they used the
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Internet (Q29) (Figure 4-3).
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Figure 4-3. Refugee’s use of the Internet
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It is apparent from Figure 4-3 that communication in one way or another was crucial to
refugees. That almost all (96%) refugees used the Internet for staying in touch with family in
their homeland will be discussed further under the “Settlement” theme. It can also be seen
that 48 (94%) used a variety of apps to chat to their friends and family over the Internet, not
only in Iran but also in the same and other cities in Australia as well as in other countries
around the world. Apps have the advantage over text messages, as they could be free if the
refugees had access to the Internet. Moreover, 47 (92%) participants used the Internet for
phone/video, and 29 (57%) participants used social media apps for communication.
One participant provided an example of the usefulness of media apps like Facebook and
Viber, describing how ICT could help with refugees’ integration experience (Q37):
Its advantage is the Facebook that you don’t have it in Iran as it is censored, and it is a very normal
thing here, by the use of Facebook we get to know about each other. If we want to go on a course, go
to a party, we put photos, we know about each other’s lives. I am here, but my friends are in Sydney,
in Melbourne since two years ago, the families that we were together in camp, we still have the same
closeness to each other. I am in touch with my family in Iran via Viber constantly, although the
Internet is slow and censored over there. Still, it helps a lot (Asghar_P).

Two refugees did not use the Internet to stay in touch with their families in Iran (Q29). The
interviewer did not ask why, as he did not want to remind them of their traumatic experience
of fleeing Iran. However, one voluntarily explained that his family could be targetted by
Iranian authorities: “Never in touch with family because it is dangerous for them”
(Abbas_M).
When responding to whether the use of the Internet had affected life in Australia (Q32), some
refugees expressed the importance of information, both for the present:
In some points has obviously made it faster, I can do many more things when I’ve got every
information that I need to, for example, I can do my online shopping, my online banking, all of those
have saved a lot of times. For me, information is wonderful, to have access to obviously (Adeleh_W)
(Q32)
100% it could help; it is not possible without the Internet. All our information is because of the
Internet. How do I say, if there is no Internet, we can neither contact anyone nor receive news from
anywhere. We have no access to anything without the Internet” (Asghar_P) (Q34),

and its value in the future for improvement in their lives:
We can read the news on the internet, improve our lives, it opens our minds towards other cultures
(Jalal_M) (Q33)
Refugees can use the Internet to look for jobs and improve their lives (Nemat_M) (Q34)
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Socialise and interact with other communities, and it helps them to improve their lives in Australia
(Rahman_S) (Q37)
It is important for refugees to read the news on the Internet about refugee affairs and see what the
Australian government’s plans are for future…(Rahmat_P) (Q37).

Once again, information was mentioned in response to another interview question, although it
was about the services that should be provided to Iranian refugees (Q35):
… They should introduce some useful sites, saying for instance if you want to do such things, use this
site, provide us with information (Hamideh_M).

The concept of useful information was raised on a number of occasions and related to
Australian law. Due to lack of knowledge, some refugee participants unintentionally may
break the law. Behaviour that had been acceptable in their home country may be considered
illegal in Australia. One example is using a car’s horn to greet family and friends in the
streets in their homeland. However, according to the general driving offences list published
by the NSW Transport Roads & Maritime Services (2018), rule 224 states that unnecessary
use of horn attracts a $330 fine.
Another example is jaywalking, which attracts a $73 fine. A refugee participant was
astounded when he was fined for crossing the road incorrectly. Not being competent in
English, he could not understand the reason for the fine. Another refugee reported [off the
record] that it was acceptable to talk to children in Iran, play with them and even to kiss them
on the cheek while parents were present, but shockingly, a fellow refugee faced court as he
was playing with kids not known to him at the swimming pool. A parent on the poolside
called the police, and he was arrested, so it appeared to him that this was considered a severe
crime in Australia.
By referring to Australian law, the refugees meant knowing what is acceptable with regards
to cultural, social, rules and regulations and how they differ from their hostland:
In regards to helping, it can help a lot, one is about laws, Australian laws, work laws, cultural law,
that what things are acceptable here and what things you shouldn’t be doing, some stuff are ok in
your own country from a social perspective and it could be a crime here. Things like that (Mostafa_S)
(Q37).

The lack of knowledge about Australian laws seemed to be connected with a lack of ICT
skills. This was further evidenced in a refugee’s comment about the level of privacy of the
Internet in Australia (Q30B). He was wondering to what extent the refugees could use the
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Internet in Australia as he did not want to use it in any illegal way and face the consequences
of getting into trouble with the law:
… I don’t know how far because my information is weak and not knowing how far they can use it
and cannot use it (Hajar_P).

Therefore, refugee participants indicated the importance of ICT use both ‘backwards’ (to
keep in touch with family) and ‘forwards’ (for access to information in Australia).
Non-Refugee Group
The non-refugees in this study also shared their views about refugees’ use of ICT for
information. Some commented on whether they thought refugees needed to have access to
ICT (Q14). Being able to find information online is both an expectation and a necessity for
refugees today:
So many services are provided in that way, and it’s something as simple as being a student at TAFE,
they have to enrol online [...] Centrelink2, Medicare, getting their license, doing license practice,
finding out about employment which many of them are keen to do. There are so many functions now,
not only it is easier if you can actually access it online but an expectation of services that you do it
online (Kayla_W)
I think with all of our government departments like Centrelink, Medicare as well that often reporting
is now done online … there is a big push by the government to actually putting them online …
(Barbara_W).

When a respondent talked about refugees’ skills in using ICT (Q15), her concern regarded
“how to find lots of keywords, how to find the best information, I would suggest, and to
access this information” (Olga_S).
Several interviewees who commented about ICT training (Q16) similarly focused on the
issue of finding the right information online:
The technical stuff is obviously important, but I think how to access information and how to find a
way to, how to book a flight or how to login to Centrelink, some of the practical things, some survival
like Centrelink and some for recreation. Because there is a way now that people use the Internet to
find anything, unfortunately, the lazy way. The survival needs some training (Lesley_M)
Look, I think it’s probably learning to use it, using it as a tool to access information that they need
that may be doing courses that would enhance what they need to do (Edna_M)

2

Centrelink is an Australian Government service that provides a range of welfare payments and services to
support Australians with financial hardship
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Maybe better to search skills, you know, using just google, finding information and any of the
refugees that we know who have taken up a course mainly at TAFE to start with, some men going to
university, obviously need quite reasonably sophisticated research skills… (Shannon_S).

It was noted that those refugees who knew how to use apps to get things done online could
save themselves time and hassle; for example, the Centrelink app helps them to avoid
queuing up at the Centrelink office. Beverley_M made an excellent point about facilitating
refugees’ information use and ICT skills (Q18). “It would help any organisation, and it might
be something like having a really good app that they can download, and that’s easy to
search”.
As noted in section 1.6 one (minor) aspect of the study was to investigate whether different
sites impacted different aspects of the settlement process. The results in this section showed a
small difference for those refugees who lived in larger cities like Sydney and Melbourne; for
example, sounding a car’s horn for greetings or jaywalking resulted in attracting fines. If the
refugees were residing in smaller cities or towns such an infringement would more likely be a
mere warning. Otherwise the refugee experiences were similar, regardless of their location.
This similarity of experience across the different locations is an important consideration in
this study; it shows that, in Australia at least, (state) location is not a criterion for successful
settlement.
Both groups of participants shared their ideas about gaining access to ICT and the use of
computer and mobile phone for information. It appears that there is a connection between the
two sub-themes, which is explored in the following section.

4.2.3 Synthesis of the Access and use of ICT basic theme
As was seen from the experiences shared by both groups, it is essential for refugees to gain
access to ICT. However, merely providing access is not sufficient. Refugees need to learn
basic ICT skills and to be taught information literacy skills, including search skills to be able
to know how to access the kind of information that assists in their settlement process.
Almost all (94%) refugee participants accessed information using their computers from
home. They also claimed that they used mobile phones for information when on the move.
The refugee participants of this study can be described as members of either of two groups:
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those who have been living in Australia for over ten years (referred to as ‘senior refugees’);
and those living in Australia for less than ten years.
Senior refugees were employed; therefore, they were in a more stable situation than the
refugees who were residing in Australia for a shorter length of time and especially in
comparison to those who were unemployed. Senior refugees believed that facilitating ICT
access such as providing a computer and access to the Internet at home is essential for newly
arrived refugees as they initially may not have financial means and may need GOV/NGO
support to gain ICT access at home. Consequently, to avoid hefty mobile phone bills, a few
used their mobile phones only when they had access to free Wi-Fi. Table 4-2 indicates that
the majority of refugee participants used both portable and non-portable devices to access
information.
Table 4-2. Devices used to access information on the Internet
Devices used
Mobile phone
Other computer devices (e.g. desktop, laptop, tablet)

Male
N (Percentage)
26 (81%)
24 (75%)

Female
N (Percentage)
16 (84%)
14 (74%)

Total
42 (82%)
38 (75%)

All refugees valued the importance of accessing the Internet every day. Table 4-3 is a
simplification of information as more options were given to the interviewees in Q24 about the
length of time they spent on the Internet for their private use. However, not even one
participant spent less than an hour per day on the Internet.
Table 4-3. Time spent on the Internet by refugees
Time spent on the Internet

Length of time per day

Number of Internet sessions per week (7 days a week)

1-2 hours

> 2 hours

Male

6 (19%)

25 (78%)

31 (61%)

Female

4 (21%)

16 (84%)

20 (39%)

Total Average

10 (20%)

41 (80%)

Total

51 (100%)
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4.3 Summary of basic themes
This chapter investigated the importance of not only Skills, namely English competency
computer and Internet skills, but also Access and use of ICT (usually a computer or mobile
phone) for information, in supporting refugees.
As seen in this chapter, the two basic themes and their sub-themes form a foundation for
refugee settlement. Although the basic themes had a focus on providing components of
functional literacy, issues that refugees encountered due to lack of their knowledge about
Australia also emerged.
Understanding life in Australia, therefore, relates to acquiring ICT skills as well as language
and then using these skills to access information to help resolve other issues (e.g.
understanding Australian law) affecting the satisfactory settlement. Therefore, in order to find
information, both competencies in English and ICT skills are necessary. Once these skills are
attained, and access to ICT resources provided, refugees may be helped to maintain their
heritage through links to their homeland as well as learn about the cultural values of the
hostland.
It is imperative for the refugees to be able to access information about many aspects of
Australian life, including the training and education that may lead to employment. The basic
skills reported in this chapter assist with Employment and Settlement. The following chapter
examines these more complex themes that emerged from the data in this study.
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Chapter 5

Data analysis of complex themes

Chapter 4 discussed the first two themes, referred to as basic themes, which emerged from
the analysis of participant interviews. This chapter investigates two themes that are more
complex and thus need more elucidation. Braun and Clarke (2006, p. 84) describe the idea of
a ‘latent’ theme, which “starts to identify or examine the underlying ideas, assumptions, and
conceptualisations”. In this study, such underlying ideas are referred to as complex themes.
Similar to the basic themes, several sub-themes emerged from the data. Employment is
analysed first in this chapter, followed by the theme Settlement. As previously noted many
researchers use integration and settlement interchangeably in their research articles about
migrants and refugees (e.g. Devine, 2017; McDaniel, Harden, Smith, & Furuseth, 2017;
Ménard, 2017; Vaz, 2018). This study will take a similar approach as, in Farsi, both terms are
translated by the same word “

” (Ja-oftadan).

5.1 Employment
According to Stein (1967, p. 2), employment is any “work activity or job attachment during a
specified calendar week, and that it includes part-time workers regardless of the number of
hours they worked or the reason they worked part-time”. In research conducted by
Mestheneos, Ioannidi-Kapolou, and Gaunt (2000) who studied refugee integration in the
European Union, one of their participants emphasised the importance of employment for
integration: “To me, integration is work; if we work, we are integrated. We must find a way
to help people to find a job” (Mestheneos et al., 2000, p. 43).
As noted previously (see section 1.6 and section 4.2.2), the impact of different sites for some
aspects of the settlement process was included in this study. According to Damm and
Rosholm (2010), who studied the dispersal of refugees, location of residence of refugees
impacted their job finding chances. The data analysis in this thesis did not indicate that
different capital cities had any significant impact. However, the importance of a regional
location when compared to the capital cities could not be evaluated, as the majority of
regional participants were non-refugees. As can be seen from Table 5-1, the two major states
in Australia indicate similar statistics for refugee employment/unemployment. WA figures
indicate a higher rate of employment which is indicative of the more ‘boom’ economy in WA
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(Government of Western Australia, 2012). According to Western Australia’s state budget
figures, since 2017 (at the time of this study), nearly 37,000 jobs were created in WA which
includes 27,000 full-time jobs (Government of Western Australia, 2019).
Table 5-1. Employment status of refugees by states’ comparison
State
NSW
VIC
WA
Total

Refugee employment status
Employed
53%
56%
81%
63%

Unemployed
47%
44%
19%
37%

Mestheneos et al. (2000), state that many refugees find it difficult to adjust their cultural
values to the country they have moved to and that employment is essential for refugees to feel
socially integrated. Similarly, Glover et al. (2001) indicate that employment (and assistance
to obtain employment) is one measure that can be taken to examine the successfulness of a
settlement. However, Castles, Korac, Vasta, and Vertovec (2002) report that, while
acknowledging employment as one of the critical elements of integration, very little research
has been conducted on how it impacts integration.
Once refugees successfully find work and are considered employed, their self-confidence is
raised which, in turn, may help them to reconstruct their social identity (Colic-Peisker &
Walker, 2003) and improve their financial situation. In a review of the UK government
programs about the resettlement of Bosnian refugees, Robinson and Coleman (2000)
concluded that the best way for refugees to rebuild their social identity was for them to find
employment similar to what they had in their homeland. Some refugees were highly educated
and earned a high income. However, when they arrived in their hostland, they experienced
unemployment and underemployment (employment that is below their qualifications). Fozdar
and Torezani (2008) noted that one of the reasons that may contribute to this situation was the
problems refugees encountered about the recognition of their qualifications.
Unemployment is of particular concern to refugees who have been in Australia for less than
five years. Those individuals are often at a disadvantage when looking for work because of
language problems and difficulties in the transfer of qualifications, despite the settlement
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services available to them (Millbank, Phillips, & Bohm, 2006). Employment, therefore,
became an essential aspect of the successful settlement and emerged as a theme in this study.
Finding employment was one of the primary reasons why the refugees used the Internet
(Q34), as almost two-thirds (62%) mentioned employment: “They can use it to find work”
(Hamideh_M). While gaining employment is not a simple task, it is one that can be assisted
by ICT.

Employment

job search

training

Figure 5-1. Theme: Employment and associated sub-themes

It is apparent from both the literature and this study that Employment is an essential factor in
the refugee settlement. Further, the data revealed that over three quarters (80%) of refugee
participants and most (95%) of non-refugee participants mentioned job search and training in
relation to Employment. Therefore, these two strategies – helping refugees to understand how
to search for jobs and providing them with training – may assist refugees in finding
employment and consequently help with their settlement. These concerns highlighted the two
sub-themes that are depicted in Figure 5-1 and discussed in the following sections.
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5.1.1 Job search
Refugees begin their settlement process when their refugee claim is officially accepted by the
Australian government, at which time they are legally eligible to work in Australia. A step
that may be crucial to their settlement is to refresh their skills in order to become employable
and then to know how to job search, as the employment system in Australia may be different
to their homeland. A refugee noted that his main reason to use a computer (Q17) was to make
himself job ready: “… things I do, type a resume, update the resume, apply for work”
(Akbar_M).
The Australian Government offers a range of services, including welfare payments, to
unemployed refugees while they are actively seeking jobs. Therefore, searching for a job is
compulsory for refugees who are receiving these unemployment payments (with some
exceptions, such as if they are pensioners or have a health issue that prevents them from
working). There are several different ways to seek employment, depending on the job
seeker’s ability. If the person is computer literate and has excellent communication skills, job
search could be undertaken on the Internet, through newspapers’ employment sections, or
approaching employers directly without prior arrangement (such as visiting or placing a
phone call to the employer). However, for those without such skills, this would be difficult.
One approach could be to use the ‘job network’, which is comprised of subsidised
employment services provided by the government for all unemployed Australians, including
refugees. The services include helping to prepare resumes and job applications as well as
improving interview skills. According to the Productivity Commision (2018), which is a
government body, the job network is primarily focused on more disadvantaged Australians.
However, the findings from a study by Torezani, Colic-Peisker, and Fozdar (2008) show that
refugees are disadvantaged in the job market due to factors such as qualification recognition
and differences in cultural values.
The study of 150 refugees by Colic-Peisker (2009) indicated that even a basic job could
increase life satisfaction, although an entry-level job with low pay may still keep refugees
below the poverty line and their qualifications. When the refugees’ income level increases,
their level of life satisfaction increases (Colic-Peisker, 2009).
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Table 5-2 shows the refugee group’s employment status. At the time of participation, almost
half (43%) were working, 9 (18%) were studying, while a third (31%) were seeking
employment. It should be noted that only 3 (6%) participants were not seeking employment.
Table 5-2. Employment status of refugees
Employment status

Number

Percentage

Employed

16

31%

Self-employed

6

12%

Seeking employment

16

31%

Not seeking employment

3

6%

Student

9

18%

Home duties

1

2%

Total

51

100%

The following sections report on comments from the refugee and non-refugee groups on the
sub-theme job search.
Refugee Group
Due to differences in educational systems and levels of standards for job qualifications and
experiences in different countries, especially between developing and developed countries,
refugees have been known to be underemployed (Austin & Este, 2001; Krahn, Derwing,
Mulder, & Wilkinson, 2000). When refugees were asked to rate their perceived degree of
integration (Q12) on a scale of 1 to 10, Table 5-3 shows some self-rating responses along
with reasons related to their job search experiences and situation. Thus, according to
Table 5-3. Settlement self-ranking by refugees related to job search
Self-rating
6/10
7/10

Comment
The reason is yet to be settled and find work (Morad_S)
For finding work, well, it depends. It could be difficult, it could be easy, it depends on what you
want to do, if you want to work based on your qualification, it is difficult, you won’t be able to
find work, but if you are willing to do any type of work, even different from your qualification,
you can find work. It was the same for me, I was studying at Victoria University, but when I found
work, I left University. But if I wanted to find work based on my certification, there was no work
for me. Later, you can change your work (Bahram_M)
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refugees, employment is interwoven with their perception of their level of settlement.
As technology has progressed, other changes have occurred that need to be adjusted to; for
example, job searching has moved mostly online. Typically, employment companies or
employment agencies advertise online and request potential candidates to apply for jobs
online by attaching a cover letter along with their current resumes. This is an incentive for
refugees to be able to use ICT to help them to search and find employment:
… Looking for work (Mehran_M) (Q17)
It is very good in my view. Use of the technology of the internet and computer is good. One for
language, learning language, one for looking for jobs (Bahram_M) (Q34)
In that regard, the Internet is mostly, is very important for finding jobs and interviews through the
Internet for work (Rahmat_P) (Q37).

These refugee responses indicate that they perceive ICT are useful in searching for jobs.
Non-Refugee Group
An academic participant shared her views by responding to the question about the kind of
ICT training that would help refugees (Q16): “Searching for jobs, research shows that getting
a job helps with refugees’ settlements. They need to know how to use the Internet and what
kind of jobs are available” (Lily_P).
As demonstrated in this section, the non-refugee group also voiced the importance of
employment for refugees. A respondent who was working for refugee settlement services
indicated that her organisation modified its services because of the importance of
employment for refugees (Q5):
…So, one of the things about [Organisation C] is that we try to provide integrated service, knowing
that settlement requires that initial services for refugees. It often requires people to learn English and
do some vocational training. And it most essentially it requires support to get employment. So, we see
that employment is absolutely a critical part of it. Hence that’s why in about 2000, we started moving
to employment and now we have a large contract in employment both here and in the western suburbs
of Sydney. We assist them to find jobs under jobactive contract… (Jude_M).

This group of participants looked at refugees’ job search with a different lens than the
refugees. However, they acknowledged the importance of ICT in searching for jobs available
on the market, preparing job application letters, creating resumes, applying for jobs, and
sending their resumes and job application letters via email. One non-refugee participant
identified the need for her organisation to assist refugees using ICT to find jobs: “… needing
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support, sometimes job applications, sometimes accessing online services” (Kayla_W) (Q11).
Another participant mentioned that her organisation teaches ICT skills for this very purpose:
“we have other training which is how to use a computer; like applying for a job and how to
do a job search” (Alice_P) (Q12).
Additionally, some respondents highlighted the usefulness of using ICT to assist refugees in
relation to job search (Q13):
In our employment services, they would be looking for jobs online (Jude_M)
Yes, I do, job search (Alice_P)
Yes, certainly they had to have mobile phone contact and email contact with us to have a job
(George_M).

More participants connected ICT to refugees’ job search when asked if refugees needed
access to ICT (Q14):
Absolutely […] to search for work (Sandra_M)
We were trying to show how you would, maybe apply for jobs online (Gary_M)
Yes, the rest of the country has access to it, and so many services are provided in that way […]
Finding out about employment which many of them are keen to do. There are so many functions now,
not only it is easier if you can actually access it online, but an expectation of services that you do it
online (Kayla_W).

A participant commented on the refugees’ ICT skills (Q15):
I’ve noticed some of the mothers, the parents of the young people that we work with, who may be
illiterate in their own language, come here, and they are very disadvantaged, they can’t use the
computer at all. And because places like job network agencies insisting that people go online, they
are very disadvantaged (Angela_W).

This was confirmed by another participant who connected job search with ICT literacy
(Q15):
If refugees are trying to get a job, apart from serious manual labour, they need in some shape and
form some ICT skills and learning English language training needs to be a lot longer. Also, computer
literacy is really important (Lily_P).

A couple of other non-refugee interviewees also highlighted the role of ICT in providing
refugees with an advantage in gaining employment when answering if they used ICT to assist
refugees (Q13):
… Certainly, people who didn’t have a mobile phone or didn’t utilise it regularly were at a
disadvantage. A number of times, some of the asylum seekers shared mobile phones, and they didn’t
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have it with them all the time, so it was quite difficult to contact them. Given the employment work
was casual, it generally required short notice (George_M)
… job search, accommodation, searching and finding the right place for the client (Alice_P).

It is therefore clear from both participant groups’ perspective that ICT support for job search
plays a vital role in refugees’ settlement. The following section shares the experience of
participants about training and the use of ICT to obtain training to make them more
employable in their future job search.

5.1.2 Training
The importance of employment for refugees was voiced by both participant groups. It was
also mentioned that since the educational system, language and skills might vary from
country to country, the skills refugees obtained in their homeland, through either education or
experience, may not be compatible with the hostland’s system and may not be enough to
make them employable. Therefore, in order for refugees to become employable, they may
need additional training. They could use ICT to educate themselves, to find out about a
variety of training courses that could be taken online and obtain certification that makes them
more qualified in specific fields of work. The vital nature of training for refugees was
emphasised by one non-refugee participant when she discussed whether refugees had skills to
use ICT (Q15); however, she talked about training related to disciplines to help them find
employment:
They need more training. Simply because most of them are struggling with the English language
anyway and then to come into a new place and to learn a new skill. I just think anybody would need
training, if I went to Iran, I’m sure I would need training, some systems3 are the same, but some are
not (Anita_P).

The importance of ICT for refugees, particularly about gaining or maintaining employment,
was also noted:
The first thing is really around trying to secure them jobs and income and things like that, and skills
to be able to get jobs so that they can have money to be able to buy, you know, IT and technology and
all of that which is often a basic need (Virginia_P) (Q16)

3

Systems means the way companies work/operate in different countries.
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They can link with different people via social media […] connects to the employment office, training
and a whole lot of things that technology can do (Lauren_M) (Q17).

Table 5-4 shows the refugees’ educational level on entry to Australia. The majority (90%) of
refugee participants’ educational level was high school and above; in fact, more than half
(51%) of them were tertiary educated. However, as Table 5-2 indicated almost a third (31%)
of refugees were seeking jobs and possibly needed the training to secure employment.
Table 5-4. Educational status of refugees
Secondary School (Not completed)

5

10%

Secondary School (Completed)

20

39%

Undergraduate

22

43%

Postgraduate

4

8%

Total

51

100%

Half of the unemployed refugee participants discussed employment and using the Internet for
job searching in their interviews. This indicates that even those who already had jobs were
using ICT to look for employment that (perhaps) matched their qualifications and previous
homeland work experiences. According to research conducted by Bloch (2002) on refugees’
opportunities and barriers in employment and training in England, 60% of refugees wanted to
participate in some types of the training program, but in reality, only 4% of them were
actually involved in training. Therefore, involvement by refugees (and perhaps opportunity)
was low, due to a variety of reasons that they offered; for example, not having enough
language skills, not having the knowledge and conditions of available training, and not
having someone to mind their children and other family commitments.
The following two sections look into the experiences that were shared by both groups of
participants about the sub-theme training.
Refugee Group
In the Persian/Farsi language, the word ‘

’ (Amuzesh) has several meanings, including

training, learning, and education. Since at the time of transcription and translation, the themes
had not been identified, the researcher translated the Persian word as ‘learning’. However, in
this research, the word ‘learning’ is interchangeable with ‘training’ and ‘education’, so the
one term ‘training’ is adopted. This is appropriate since the interview discussions mainly
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related to learning outside the formal (school/university-based) system. It is evident from
Figure 5-2 that the majority (92%) of refugees (94% of males and 90% of females) used the
Internet for training. Although the figure separates the participants by states, no significant
higher employment rate in that state (see Table 5-1).
While this study did not intend to investigate the impact of ICT based on refugees’ gender,
gender differences and issues emerged from the data analysis. This aspect is discussed in the
following chapter (see section 6.3).
In response to the self-rating question about their integration level (Q12), Zarrin_M, gave
herself a low rating of 4 because she still had a lot to learn and understand about Australia’s
education system, culture and lifestyle. Another indicated various reasons for using a
computer (Q17), such as for training herself over the Internet: “I use it to learn” (Sadaf_S).
When asked about whether the use of the Internet was beneficial or harmful to the refugees
(Q33), one respondent noted:
If it has a useful use, it is good. I have learnt a lot from the Internet (Parvin_P).

Another respondent connected ICT with employment and training, sharing her experience of
integration and the use of ICT (Q37):
Through the Internet they can find employment, find English language classes, they can learn other
things (Aidah_M).

Although not many refugees discussed retraining or training for employment in their
interviews, in informal conversations with the interviewer, several unemployed refugees
discussed how desperate they were to have some training to help them find jobs. In their
view, employment secures their financial situation, provides them with more freedom, and
assists them to become more independent and gain confidence in the community. Some
acknowledged that they did not have much training by Australian standards but, since official
job training came at a cost, they were hoping to find free job training online or get a job that
did not need any specific job training, as long as they could secure employment and earn
money. Once they were in employment, they would be in a better position to increase their
skills through job training and apply for other jobs that were more in line with their past work
experience.
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Figure 5-2. Refugee participants’ Internet usage for training

As can be seen in the next section, the non-refugee group were more concerned about training
the refugees than the refugees themselves.
Non-Refugee Group
It appears that some organisations valued appropriate training for refugees and facilitated it in
different areas. In response to what services their organisation provided, participants
responded (Q5):
They need more language and technical training (Sarah_W)
It provided educational training both in trades specific areas as well as general (Kayla_W)
We provide ongoing training for the area around [this] region (Louise_W)
We provide face to face training (Karen_W)
We provide horticultural training for refugees (Mary_M)
We do language and vocational training for job seekers through another […] we’ve got a large
employment service. So, one of the things about [Organisation C] is that we try to provide integrated
service, knowing that settlement requires that initial service for refugees (Jude_M).

ICT seem to be useful, as online training is another form of training that some organisations
may provide to refugees:
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Assist especially refugee students, as long as they have working visas to access training, some online
training (Louise_W) (Q6)
My job would be to help them obtain access to ICT and obtain access to [online] training for their
community members (Julie_S) (Q12).

It was acknowledged by non-refugee participants in relation to ICT access for refugees
(Q14), that providing online training for refugees would assist them in getting on with their
lives:
We need to have those sorts of skills available and the [online] training available for people who
actually need them when they needed to get on with their life (Deb_W).

Although a question was asked about what kind of ICT training was helpful to refugees
(Q16), a participant could see the connection of ICT skills and their relevance to job training.
She believed that ICT skills could help refugees with job training that could, in turn, help
them with securing employment: “… training that is more specific, and that’s related to employment […] make them
employable” (Julie_S).
Two respondents who discussed the use of ICT towards refugees’ settlement, also referred to
training (Q17):
… Definitely, also for skill training as well, doing resumes on the computer (Mary_M)
ICT connect them to the employment office, training and a whole lot of things that technology can do
(Lauren_M).

The last interview question was an open question about how else ICT could help refugees
towards their settlement (Q20). Some participants used the opportunity to talk about training:
Online training is becoming very popular now, and people don’t need to go to do a study before going
to look for a job (Tracey_M).
Work out what training they would need so that they could go for that training (Casey_M)

The role ICT play in theme Employment and its sub-themes, job search and training, is
evident from both groups of participants. The next section considers the link between the two
sub-themes.

5.1.3 Synthesis of the Employment complex theme
There is a strong connection between the two sub-themes of Employment. Although refugees
might have been trained and gained job skills in their homeland, they may not be considered
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employable due to differences between their skills and the standard acceptable in Australia.
Hence, they might need training that may bring their skills up to Australian standards. Also,
searching for jobs without having the necessary training makes it difficult to find
employment or, even if they manage to find employment, they could be underemployed
(Austin & Este, 2001; Beiser, Johnson, & Turner, 1993). Refugee underemployment is not
unique to Australia. Krahn et al. (2000), for example, found that some well-educated refugees
who had professional status in their country of origin were underemployed in Canada.
If refugees receive sufficient Australian-standard training, it may increase their confidence,
knowing that they are employable in an Australian job market. Once they have been through
some training programs, they could then start searching for jobs appropriate to their training.
Table 5-5 shows that 11 (35%) males and 8 (42%) females were unemployed, some of whom
have tertiary qualifications.
Table 5-5. Refugees’ educational level compared with their gender and employment status
Employment Status
Educational Level
Male

Female

Employed

Unemployed

Employed

Unemployed

<High School

2 (6%)

0 (0%)

*1 (5%)

2 (10%)

High School

8 (25%)

6 (19%)

3 (16%)

3 (16%)

Undergraduate

9 (28%)

4 (13%)

6 (32%)

3 (16%)

Postgraduate

2 (6%)

1 (3%)

1 (5%)

0 (0%)

Total

21 (65%)

11 (35%)

11 (58%)

8 (42%)

*One female in this category reported as engaged in home duties, and not looking for employment; therefore, she
is considered ‘employed’.

Table 5-6 shows the relationship between the refugees’ level of education and their use of
ICT for training purposes. As can be seen, all refugees with tertiary education (half of the
males (50%) and more than half of the females (53%)) used ICT for training. Only two males
and two females did not use ICT for training. These four refugees’ level of education was
high school. While it was not possible to probe this result, one suggestion that could be made
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is that some persons, having completed secondary education, may consider their level of
education/training sufficient.
Table 5-6. Refugees’ use of ICT compared with their educational level and gender
Using ICT for training
Educational Level

Male

Female

ICT used

ICT not used

ICT used

ICT not used

<High School

2 (6%)

0 (0%)

3 (16%)

0 (0%)

High School

12 (38%)

2 (6%)

4 (21%)

2 (11%)

Undergraduate

13 (41%)

0 (0%)

9 (47%)

0 (0%)

Postgraduate

3 (9%)

0 (0%)

1 (5%)

0 (0%)

Total

30 (94%)

2 (6%)

17(89%)

2 (11%)

The views offered by both groups of participants, highlight how vital Employment is for
refugees. The primary purpose could be to generate some income initially to enable them to
rebuild their social identity and provide for their family. This study supports Bloch (2002),
who claimed that refugees’ employment lacked diversity and noted that fewer refugees were
involved in professional work, and many were underemployed, despite their professional
employment background before immigration.

5.1.4 Limitation
There may be some minor inaccuracies in responses from a small number of refugee
participants due to conflict of interest and illegality of work. This is because those who were
working for cash were hesitant in their interviews to reveal their actual employment status, as
they did not want to lose their government payments (e.g. family benefits, unemployment
payments and healthcare) and other benefits that came with being officially unemployed.
The following section examines the fourth (and last) theme of Settlement that emerged from
the data collected in this research.

5.2 Settlement
Berry (2005) defines integration as when an immigrant can have the best of both cultures by
maintaining the homeland culture while engaging in the host country’s cultural interactions.
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While some researchers may see a connection between the two concepts of refugees’
integration and their successful settlement (e.g. Fozdar & Hartley, 2013), others may use the
concept of ‘integration’ interchangeably with ‘successful settlement’(e.g.Colic-Peisker, 2009;
Pietsch, 2013). In this study, the integration of refugees is included in the Settlement theme
and the use of the terms ‘integration’, and ‘settlement’ are used interchangeably.
There are many definitions of settlement offered by different researchers; however, to reduce
confusion, the definition selected for this research is adapted from a study conducted by
Massey (1986) about the settlement process among Mexican migrants to the United States.
He indicates that, in the final phase, migrants feel settled when they have legal permanent
residency. They may have made many friends and associates in the host society and made
connections with entities such as the Government, NGOs, banks and schools. They are
employed, and their earnings are spent mainly in the hostland rather than sent to their
homeland.
Gifford and Wilding (2013) investigated the connection between ICT and settlement of
young Karen4 refugees in Melbourne and found that exposure to ICT was necessary for
refugee youths who had settled in Australia. They firmly believe, from the outcomes of their
study, that one of the critical indicators of the successful settlement was having literacy in the
digital world. Their study shows that ICT encouraged the refugees to be socially included in
the hostland society, which contributed to their settlement.
All 106 interviewees discussed how ICT could benefit the refugees and work in their favour
in relation to their settlement journey. The responses to the interview questions indicated a
Settlement theme. Additionally, the collected data revealed three sub-themes:
homeland/diaspora connection; hostland adaptation; and GOV/NGO support (Figure 5-3).
These sub-themes are discussed in the following sections.

4

Karen refers to people indigenous to the Thailand-Myanmar border region in South-East Asia.
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Figure 5-3. Theme: Settlement and associated sub-themes

5.2.1 Homeland/diaspora connection
The Internet and mobile communications have transformed people’s lives by providing many
ways for people to remain in contact with their family and friends (United Nations High
Commissioner for Refugees, 2016). In most cases, refugees are not able to return to their
homeland; therefore, their primary means of connection to their homeland is through ICT. It
is an economical and fast way of finding out about their homeland’s political and social
situation. Most importantly, it enables them to remain in touch with families and friends in
many different ways, including apps that provide opportunities for text, voice and video
chats.
Although it appears that, in general, refugees tend to stay in touch with people they left
behind or those who were not able to leave the homeland (Weima, 2017), there are other
groups of people with whom refugees are keen to maintain their connections; for example,
the diaspora around the world and known to the refugees.
There are many definitions diaspora. However, the one that is used for this study is a “cross
border process”, and it is an indication of a national group affiliated with a religion or other
situations that enforces them to live outside their homeland (Faist, 2010, p. 9). Diaspora in
this study is the connection between Iranian refugees who live in different parts of Australia
and other Iranians outside their homeland.
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Refugee Group
In accordance with refugee participants’ experiences shared in this research, it is apparent
that ICT have influenced the way refugees were maintaining connections. As can be seen in
Table 5-7, excepting two male participants who did not think it safe to stay in touch with their
family in Iran, 49 refugees (96% of total refugee participants, but 100% of those who
maintained connection) used ICT for that purpose.
Table 5-7. The use of ICT for connection with the homeland and diaspora
Method of connection
Staying in touch with family and friends in the homeland
Socialising/chatting
Phone/video chat
Using social media apps

Male

Female

Total (Mean)

30 (100%)
29 (91%)
29 (91%)
18 (56%)

19 (100%)
19 (100%)
18 (95%)
11 (58%)

49* (100%)
48 (94%)
47 (92%)
29 (57%)

*In the first row of this table n=49 (30 males and 19 females) as 2 male participants deliberately chose
not to use the Internet to connect with the homeland, due to security reasons.

Of those, most (96%) used ICT for phone/video calls, as it was less expensive than traditional
phone calls. Further, a majority (98%) used ICT to socialise with people in their homeland
and those scattered around Australia and beyond. In this study, more than half (59%) of
refugee participants using ICT for connection revealed that they use social media apps for
communication.During the interviews, many refugees mentioned the importance of being
able to stay in touch. One participant, who provided reasons for using a computer (Q17),
talked about both homeland and people in a diaspora connection. “Oh well, to be able to stay
in touch with family and relatives, also I could stay in touch with other refugees” (Zohreh_S).
A few participants talked about using the Internet to maintain their connection with a
diaspora (Q29):
… I am staying in touch with the refugees, I chat to them, Iranian refugees in Australia, in
Melbourne, overseas, Perth, Sydney, other places in Australia. Yes, there are friends around. We are
in touch; we talk, we cooperate with each other, We exchange information with each other
(Aidah_M)
Mostly through channels such as Viber and WhatsApp, I contact my friends who are in other places
(Maher_P)
…I chat with my friends in Nauru (Mehran_M)
I am in touch with my other refugees and my friends on other sides of the world and Australia
(Shadi_M).
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When they were asked about when they used the Internet (Q26), the refugees mentioned
various times during the day or night for a variety of reasons, including Jalal_M who used the
Internet for communication with people in his homeland and those dispersed. This was
similar to Zarrin_M, who also used the Internet to chat with relatives in Iran, around
Australia, and other parts of the world. Other participants responded as follows:
I communicate with family in Iran; for example, I have a friend in Sweden, a refugee. I have a friend
in Thailand… (Ahmad_M)
So that I could make a connection with relatives in Iran and refugee friends around the world, due to
the time difference (Zohreh_S).

Some refugee participants could see the link between ICT and the diaspora when they were
asked a question about the effects of the Internet in their lives in Australia (Q32):
Because access to other people and other things has become much easier since the Internet has
arrived, we can communicate with others much easier. The world has become smaller. With other
refugees, last time I was in Indonesia, I communicated using Viber and other things that the guys had,
I could communicate with them and get in touch with them easier, in comparison to the time that
Internet didn’t exist (Taleb_S)
Yes, for example, by Facebook, I can very easily stay in touch with all my relatives in other
countries. I couldn’t do it before. Also, I am in touch with refugees in other places in the world, but I
don’t refer to them as refugees, I call them friends, a refugee is not a proper name (Pari_P).

A refugee who had some friends in a detention centre in Papua New Guinea was pleased that
he could use ICT to remain in touch with those friends (Q33):
It can be said that it is useful; the reason is that one can get familiar with the world. The news from
this side of the world, that side of the world, or maintain a connection with the family. I am in touch
with other refugees via Facebook and Viber, even with refugees in Manus and those who are in camp
(Rahmat_P).

Several other interviewees also made significant homeland and diaspora connections when
they talked about how ICT could help them (Q34):
They can do their daily chores over it. They can learn the language, find work if they have a couple of
problems, they could ask each other, making a connection with other refugees and find out about each
other’s lives (Amir_M)
… There are some excellent sites that they could use to learn the language over the Internet, doing
their chores, stay in touch with other refugees, finding information and anything like this (Shadi_M)
In relation to connection, the internet could be useful in Australia. It is good to improve your spirit
because you can chat with your family in the country of origin (Mojtaba_S)
… They could communicate with other people, either with their families in Iran or with other
refugees in other places, not only within the community that they are in, but in other countries, in
Canada, America, those who have been there longer than them, and learn from them. And providing
information (Mostafa_S).
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In reply to the question about the use of ICT for their integration (Q37), Jalal_M believed that
the Internet could bring people closer to each other and would help for a smoother settlement
into Australian society. A couple of other refugees also responded positively:
… Find friends on the Internet, find foreign friends, they can have a good life. In my view, the
Internet is a very excellent thing (Mamad_P)
… Without the Internet, I cannot live… (Asghar_P)
The Internet can, for example, there are some communities and groups that they can become
members of those group, and via those groups, they can get to know others, for example, I could
receive help through him, or he could receive my help. Consulting help (Jafar_P)
It can help a lot. We can stay in touch with Iran, which helps us not to get depressed. Because the
expenses are very high here. We can receive a lot of information from the Internet. We can study, we
can do a lot of things (Maha_S).

As part of integration and successful settlement, refugees showed how important it was to be
able to keep in touch with homeland and diaspora. The next section considers this sub-theme
from the non-refugee participants’ perspectives.
Non-Refugee Group
The non-refugee group strongly believed that remaining in touch with family in their
homeland and those outside their homeland is prominent in refugees’ ability to integrate and
settle successfully. They shared the experiences they encountered from dealing with refugees
and offered a variety of reasons for why ICT were of great significance to refugees’
settlement. When asked whether refugees needed to have access to ICT (Q14), the following
responses were included:
Absolutely, […] If it is safe enough for them to use say email or to use an app on the mobile like
WhatsApp Viber or Skype to call home, it means so much and so important for them to have that sort
of technology. It just depends on their situation and how safe it is for their family and themselves
(Sandra_M)
Yeah, they do, probably because a lot of them would still have family that isn’t here in Australia, so I
see being accessed something to the Internet. Many seem to use email, Facebook or something else
and we do know many don’t have access to the Internet at home, so coming to TAFE, they’re able to
access the Internet (Edith_W)
You can use for […] communication with family back home, which is why social media are
becoming terribly important, the use of Skype, the use of Facebook for keeping touch with family
overseas. Some people use it to stay in touch with other people around the world. So basically, for
keeping in touch with people … (Julie_S)
…if they want to find out what is happening in their homeland and keeping in contact with their
families back home and in Australia (Jane_P).
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Some respondents saw ICT as a necessity and not a luxury for refugees to remain in touch
when asked about the types of ICT training that could help refugees (Q16):
… They need to know what is going on with community […] Politics back home and being able to
stay in touch with family is a huge thing, and it is good for their wellbeing. Another indicator of a
good settlement is to have good mental health and being able to contact people is helping. It depends
if they can have access to their families. Also, you can see that a lot that Iranian communities or
Afghan communities, they people stay in touch with people in other areas of the country or other
places, even people back home (Lily_P)
… I think it is very important that people are able to speak to people who are overseas, using low
cost. They can have communication rather than the telephone. Speak to their families and friends in
homeland and family and friends across the world. I think that’s important to have that …
(Barbara_W).

Participants also pointed out that, if refugees stayed in touch with family and friends, it may
not only reduce their isolation but also help them with their settlement (Q17):
Firstly, I think the contact with people overseas, that connection help them not to feel isolated. Being
able to speak to people of their own. I think that is very important. I think if I have to leave Australia
and live in another country, having that connection with the homeland and people that I care for is
really important (Barbara_W)
Absolutely, yeah, yeah, well I mean apart from the skype that they can see their children back home, I
mean that’s very important. It maintains their connection to their homeland; they need to make sure
that their family is ok because their stress level for knowing what is happening to their family […] So
that would help them settle in Australia… (Casey_M)
… I guess being able to be in touch with family makes you feel better and calmer and safer and that.
That’s important being able to be in touch with the rest of the diaspora when you feel not lonely and
isolated. So, it helps with social isolation issues. It also helps them for employment and further
education; it’s necessary for both (Julie_S)
I think important in settling here […] to keep in touch with family at home … In terms of the
settlement and mental wellbeing, it is also really important for people to stay in touch with their own
country and relatives around the world and certainly with people who are in a refugee situation…
(Jude_M).

The interviewees responded positively to whether it would be beneficial to refugees if they
were provided with ICT at home (Q19):
Yes, they will have more privacy, more safety, save time and have more independence. So, they
could chat to their family in their home country anytime they wish and also to stay in touch with other
refugees in the diaspora who may be scattered around the globe (Sue_P)
Yeah […] because people [refugees] miss home, they’ve lost place […] And for Iranians too, there’s
a big diaspora. It’s not just diaspora for general purposes but being in contact with relatives in
Germany or wherever they are. But more family and friends, that’s probably important, and that
could also be access to Skype, which you need a computer to do it properly … (Lesley_M).
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The last interview question about how else ICT could help refugees for a successful
settlement (Q20) provided non-refugee participants with the opportunity to emphasise the
importance of contact with the homeland:
…so, that part has been a very valuable thing for them [older refugees] coming and learn how to learn
to skype with their grandchildren. Yeah, it’s been a great thing … (Louise_W)
… most importantly, helping them stay in contact with their families back home. Being able to
maintain that connection which I am sure is hugely a part of the trauma of having to leave your home
and come to a new place (Shirley_P)
…They try very desperately to keep the ties with their homeland and Internet may well be …
(Deb_W)
It helps with health because they can access health information, health and wellbeing. Because health
and wellbeing sometimes can be connected to the people. Being able to maintain contact with family
and reduce social exclusion (Julie_S)
… it must be invaluable to keep in contact with where they’ve come. That would be something very
valuable to me if I were living in a different country… (Edna_M).

The data that emerged for this sub-theme showed that staying in touch with the homeland and
the diaspora was of high value to both groups of participants. The following section discusses
the hostland adaptation sub-theme. It investigates how ICT would assist refugees to adapt to
Australia and thus help with their settlement.

5.2.2 Hostland adaption
The immigrants may assist with the creation of multiple identities due to their connection
with homeland and hostland cultures (Castles et al., 2014). This thesis suggests a refugee may
have up to 3 identities, including homeland, hostland and refugee identities.
In a study about the settlement of Koreans who had chosen China as their hostland, their
adaptation to the host country with a “strong sense of belonging” and, as a result, they settled
well into their host community (Lee, 2017, p. 171). When refugees can adapt to their
hostland, it may ease and increase their settlement process as noted by Zarrin_M, who valued
learning about the hostland and gaining knowledge about Australian laws and customs that
would contribute to a faster settlement.
As can be seen in Table 5-8, the majority of refugee participants (86%) were reading the
news to learn about the events happening in the hostland, though fewer female participants

106

did so. Additionally, almost two third (63%) were interested in interacting with government
organisations online, with no significant gender difference notable.
Table 5-8. The use of ICT for hostland adaptation
Method of adaptation

Male

Female

Total (Mean)

Read the News

29 (91%)

15 (79%)

44 (86%)

Interaction with Australian Government

21 (66%)

11 (58%)

32 (63%)

It seems that hostland adaptation is an essential factor to a successful settlement, as
highlighted by both participant groups.
Refugee Group
Although adapting to hostland seems to be a critical aspect of settlement for refugees,
participants had different perspectives. Several refugees rate themselves highly on their level
of integration to Australia (Q12) with a variety of reasons (Table 5-9).
One refugee understood that as a part of the settlement she needed to know about the hostland
and used ICT to assist in her adaptation, explaining what she would usually use the Internet
in order to (Q29): “…look for Australian laws…” (Aidah_M).
Table 5-9. Settlement self-ranking by refugees related to hostland adaptation
Self-rating
8/10

9/10

9/10

Comment
I applied and did a course, certificate 3 in Engineering Fabrication Trade from the Institute of
Kangan TAFE. And then I look for jobs on the computer and apply; I live like others
(Akbar_M)
the reason is that since I was a child, I loved Europe, Australia and Canada. I love obeying the
social laws and other laws…I love it here; I love the big parks and clean streets, good cultured
and smart people. I am comfortable here, really comfortable (Davood_P)
… Australian good things are a lot. Iranian respect and hijab are good, but I like it more here,
their culture is very good, the trust they have among themselves is good. That is why I have
seen more things. Also, the language here is English, and when one learns the language can
deal with them more and gradually the way one thinks changes, the way one talks, many
things change. So when one lives here, my husband is not Iranian, I got far from Iranians and
gradually became like Australians, but I kept my Iranian values (Pari_P)

Many more interviewees also believed that ICT could assist them significantly with hostland
adaptation (Q34). Zarrin_M emphasised that learning about Australian cultural values
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through the Internet may bridge the gap between Iranian refugees and the Australian
community. Other participants responded positively, as well:
They can do some research about the current country that they live in, they are new here, they are
refugees here, they don’t know anything about it, they can research it, they can find out about the
country’s population, learn about the country’s politics, search for employment, finding housing,
education and learning about the culture (Ramezan_M)
… Entering into a modern and a developed living, that it will help them to take faster steps to settle,
they could make the use of it; then they could find employment, then they could slowly start a
connection with the world outside themselves, and with the people. The Internet is a gift that could do
these for them (Mahnoosh_M).

The last interview question enabled refugee participants to share their integration experience
in relation to ICT (Q37):
You can find a lot of information that is related to the Australian country, about the lifestyle, and
even the relationship type, the connections and even the kind of jobs, education, you can receive it
through the internet and virtual space (Abbas_M)
The Internet can help us through the increase of Persian language sites that are operated by Iranians in
Australia and show us the way (Mojtaba_S)
If they want to settle better, they should have more connection with the people of here, the foreigners
(meaning Australians), they can settle easier (Nemat_M)
Now you are here; you go with the society’s flow, you understand the people of here, compare their
feelings, and see how life and freedom is more here than the country you’ve come from (Akbar_M)
Socialise with people, interact with them, and it makes them succeed more. By the use of Internet
chat with each other and add to their information (Rahman_S).

The next section investigates the non-refugee group’s views on this sub-theme.
Non-Refugee Group
Although different questions were asked covering a variety of topics, while the participants
were attempting to address each particular question, a part of their replies was often related to
refugee Settlement and its sub-theme hostland adaptation:
… if you’re merging in with the dominant society, then you’ll feel more confident. And if you feel
more confident, it impacts very positively on things like your health, both physical and mental health.
And remember if you’ve got strong building blocks for successful for settlement, then you have got
strong building block for successful citizenship in the way of contributing to the society as a whole
which people [refugees] want. So basically, you can quite positively say, yet another tool or another
skill that was hearted with successful building blocks to citizenship and strong citizen make a strong
country …(Deb_W) (Q20).

This quote was the reply to how else ICT could help refugees by a participant who was
holding a prominent position in the community. She could see hostland adaptation as a win108

win situation for both refugees and the host country, indicating the importance of refugees’
adaption and its impact on Australia.
According to another participant, refugees are anxious to join the Australian community. This
was evident when she talked about how she would assist refugees (Q8):
… They might need assistance, so just about how to live in the community. They are very keen to
know, like a lot of [refugee] students want being Australian. So, they want to know how to behave,
how to act. And how to conduct being part of the community and mainstream Australia …
(Wilma_W).

One of the interviewees noted that her organisation appreciates the importance of adapting to
the hostland, not only for adults but also for children, responding to whether her organisation
facilitated ICT for refugees (Q12):
Yes, we run groups for refugee women, men and children. We’ve just received the grants to be able
to buy iPad for the groups so that we can download apps for English and learning about local laws
and driving lessons for people who want to get their learners licence …(Lauren_M).

To a question about whether refugees had the necessary ICT skills (Q15), one participant
considered some aspects of hostland adaptation:
… There would be those who need to and indeed driving for example and the online computer
questions and doing the Internet learning for Australian citizenships to do your questions and all of
that sort of stuff …” (Deb_W).

Another participant connected ICT with refugees’ settlement responding to ICT access for
refugees (Q14): “… If they had Internet access on the phone, it could have helped them with
their integration …” (June_P).
Some saw the usefulness of ICT training (Q16) on hostland adaptation:
… They need to know what is going on with politics and national issues …(Lily_P)
For refugees to settle, they need to be able to use the Internet …(Jane_P).

The question about whether ICT could help refugees to a satisfactory settlement (Q17)
attracted many participants’ attention about networking with mainstream Australians and
ultimately joining the hostland community:
… I think obviously, technology is becoming really as part of their lives and especially if they are
settling in Australia then, of course, that’s a very important thing that they should learn or otherwise
they would fall behind when they are trying to integrate into the community as well …(Gary_M)
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…It’s extremely important so they can be part of the mainstream, and that’s how the mainstream as
part of this culture work (Sandra_M).

Having access to ICT appear to have a significant impact on refugees’ settlement. A few
interviewees believed that if the refugees had access to ICT at home, it would have been
beneficial to them (Q19):
I think that they would be able to use it as a tool to help them access the community. Every refugee
I’ve met is willing to integrate into Australia (Louise_W)
Yeah […] for integration in the Australian society (Lesley_M)
... Some of the people who are our supporters […] give us their [old] mobiles, and we will pass them
on to refugees and asylum seekers that we work with, and it made such a difference in their lives, it
really did. And they felt so much part of the mainstream, and they felt so much in bettering
themselves ...(Sandra_M).

Some shared their experiences about how else ICT could help (Q20), such as linking ICT
with refugee adaptation, seeing refugees being like other members of the Australian
community, and meeting people in their new community:
I think just in teaching them a basic thing about Australia …(Shirely_P)
Probably just to help them assimilate, it would be better (Karen_W)
… I think that will help them to open their views in terms of what’s happening in Australia
…(Linda_S)
It helps them find out what is going on in their community. They know free things that they can go to,
free things that they can take their kids to so that they can link in a bit better. They can find out
what’s going on in the community centres and so on (Jane_P).

As can be seen, many non-refugee participants explained how ICT were interwoven with the
adaptation of refugees to Australia. The next section discusses the third sub-theme of
Government/NGO support.

5.2.3 GOV/NGO support
When refugees move to a safe country, they will be dependent on some support from
GOV/NGO in the host country. There are many types of government assistance to refugees,
such as healthcare, finance and settlement assistance, including English language, training
and employment assistance (Ogilvie & Fuller, 2017). A reliance on NGO support is also
evident. Douglas, Levitan, and Kiama (2017) investigated the role of NGOs in the refugee
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crisis and noted that, as refugee settlement needs to be increased, the role of NGOs in their
settlement also increased.
One of the sub-themes that emerged from both participant groups was the support provided to
refugees by Government and NGOs. It is important to note that the questions did not
explicitly distinguish between government and NGO support. As long as refugees were
receiving support, it did not matter who supported them. Thus, in their interviews, the
refugees often referred to ‘they’ which was covering the assistance from both government
and NGOs, for example: “If they somehow organise it for people on a well-known website,
for example for the Iranians who are here or for the Iraqis who are here in Arabic language or
whatever it is…” (Narges_S) (Q37).
Refugee Group
If the Australian Government and NGOs facilitate access to ICT, it may assist refugees with
social inclusion into Australian society. The cost of ICT access, and therefore, the need for
support from the government and NGOs, was raised by a refugee participant. If refugees were
financially secure, they would not need any assistance from any organisations to gain access
to ICT. Some refugees may be low-income earners, and the cost of having a connection to the
Internet seemed too high for them:
The availability of these services at a lower price to refugees generally and I am not just talking about
Iranian refugees, any refugee groups makes life easier as it makes life easier for anybody else
(Adeleh_W) (Q37).

Others may be financially dependent on the government and NGOs for their rent and other
living expenses and therefore may hope for assistance in accessing ICT. This was expressed
by a refugee who was not happy about the high Internet prices in Australia, “Before we came
to Australia, we thought that countries like Australia that are first world countries, we felt that
Internet must have been free here and we shouldn’t be paying for it” (Ahmad_M) (Q20).
When refugees become less dependent on the services provided to them through
GOV/NGOs, it is seen as a sign of settlement:
It is very useful when they access the Internet and work with the Internet; first of all, they will solve
their own problems, and they won’t be a burden to the government. For example, if they learn a bit of
language, as an example, I was sick for a week and went to the doctor, because my language is
perfect, I didn’t use an interpreter, which could cost the government a lot, so it didn’t (Rashid_S)
(34).

111

Several different suggestions were put forward when refugee participants were asked what
ICT-related services should be provided to Iranian refugees (Q35:
The best way is that the government put someone as a teacher to teach them how to use the computer.
At first, explain what a computer is, what kind of device it is, teach them how to use it. Then teach
how to get information that you are interested in, or if you need to find information about Australia or
about Australia’s system, laws, nature, finance, work, politics, nation, they all are there, if they teach
them all of these, it helps a lot (Hajar_P)
I generally think for refugees; there should be separate funding available to them to settle in their life
in Australia. Nowadays, living in Australia, include a large part of it is Internet access, Internet
knowledge and you know how to use it, how to the services, so yet I think that is just a fair thing to
say, it should be a part of the funding package that comes with the refugees (Adeleh_W)
… If they could have free Internet and a device to use it, it is very important, it is very important
(Nasim_M)
It could have been very good if they could do some type of research, even get money off them, but
for the first start, those who are in financial hardship, to have this device easily. The most important
thing is that they could learn the language by it, could learn to work with computers and could learn
many things that are useful for them, like Australian laws. So that they could protect themselves, in
case they are in trouble, to know that there is a law to protect them (Mahnoosh_M)
In my view if at first help them with their language, then teach them about how to use the computer
and the Internet, it is very effective (Saghi_S).

It was interesting to see that one refugee participant did not agree that the government should
provide ICT-related services (Q35) to refugees:
Of course, this is my personal view, everyone, whatever they want, must gain it themselves, we can’t
force anyone to provide us with any special facilities. In this case, I do not see if it is the duty of the
government or anyone else to do anything for anyone (Kamal_P).

Otherwise, most participants shared their experiences regarding how government support (of
ICT services) could help with their settlement (Q37):
… The governments usually project things that they want the public to see which is different from
reality; the Internet shows the real shape of the truth (Hamed_M)
The only way to help is to build a website that is very strong and educational to all the refugees. So
that they could use it to have access to all the laws, customs and knowledge of Australia ...(Nader_S)
As far as they can, whether inside detention centre or outside, help them with the refugees in regard to
language and Internet, because most of the refugees who arrive, 90% of them are illiterate. Meaning,
whichever city they have come from, for example, those who have come from distant cities and
villages, they don’t know what Internet is, they have seen it here for the first time, and they can’t
even write any words, and in Australia, everybody works with the Internet (Nowrooz_P).

One participant claimed that refugees who were new to the country lacked knowledge about
different aspects of the new country. In his views, this knowledge deficiency could have been
addressed if ICT were provided to them:
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… It is hard if the government want to teach about the laws face to face or give a book to them to
read, because most people are not into books and this is why they can do it much faster and boost
their knowledge through the internet (Meisam_P) (37).

Non-Refugee Group
The non-refugee group echoed the refugee participants’ thoughts about how vital it was to
receive support from the Australian Government and NGOs to facilitate the refugees’
settlement. One participant pointed out that services were important for refugees’ integration:
My organisation [is] helping them to settle in Australia (Olga_S) (Q5).

It appears that the Australian government has discontinued some funding to enhance the
refugees’ settlement process, which was a concern to some participants:
We […] had settlement grants program. Unfortunately, that finished the end of last year, so we
haven’t had any more funding for that particular program (Louise_W) (Q5)
… Some of them are 18 and wouldn’t be provided with funding from the government to continue
schooling, so I do listen to their concerns and try to work with those diversities (Joseph_M) (Q8).

Although a question was asked about refugees’ ICT skills (Q15), a participant mentioned that
some government support was available for only a limited time, and this was creating issues:
… They definitely need more time than what the government now sets them up for TAFE level of
going straight into an English program. There’re so many people who slip through the cracks; they
are not catching the language in the 12 weeks that’s allotted to them. So where do they go for that,
pretty much they have to pay, and they can’t afford to pay, so they become more and more isolated in
the community (Louise_W).

Another concern was about the level of refugees’ ICT skills in being able to access vital
information:
… The other skills that I think would be very helpful would be to learn how to navigate our
government websites because they are painful enough for us and to navigate jobs searches,
Centrelink, Medicare, getting driver’s license, all those sorts of essentials… (Nora_S) (Q16).

In reply to whether the use of ICT could help refugees’ settlement (Q17), some believed that
if refugees received support, it would benefit them towards their settlement:
Absolutely, yes, absolutely. I think they can find access to services that could really support them,
that’s one major thing (Sandra_M)
Yeah, I think it would really improve with settlement […] they still need that really good support in
the early days to help them feel confident. I think in the longer term; it provides them with more
independence (Kath_P).
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The question that was targeted at providing hardware and software ICT support for refugees
at home (Q19) received many participants’ attention. The focus here was on the government
providing that service:
I think it would be very beneficial to them (Louise_W)
… newly arrived refugees now require a computer. And how the government should look into
preparing a very basic package for newly arrived refugees that a computer must be included. I am not
saying that they are going to do it, but it’s not a luxury, it is a need (Tracey_M)
I’m sure it would. The government is never gonna do that, but it certainly would be beneficial.
Because anything you can do to make people less independent is good. Certainly, what [Organisation
C] is doing to do it. We do everything possible to make people independent, rather than dependant
…(Jude_M)
… definitely. That is a big barrier; if you do ask who’s got internet at home, you’ll be lucky if one or
two students in the class have it. Oh definitely, I think something that the government or somebody
should put some money into this. It’s a necessity definitely (Edith_W).

One of the participants pointed out that the Australian government lags in the provision of
ICT support and something needs to be done about it: “… I think to help refugees,
government departments and especially health needs have to really up their game on IT, they
are so behind. It just would be very useful” (Rhonda_S) (Q20).
Another participant had social concerns about older refugees due to their lack of language
ability, and wanted government support to improve their English:
… Probably push for the government is to ensure that parents can speak English because they look at
the social and economic benefits of people speaking English […] When people speak English, it
reduces social isolation …(Barbara_W) (20).

While it was evident that refugees needed support from both government and NGOs, the next
section provides a link between the three sub-themes.

5.3 Synthesis of the Settlement complex theme
In the literature review, a distinction was made between assimilation and integration (see
section 2.3 During the time of the White Australia policy, it was expected that immigrants
would cut ties with their homeland and assimilate into the hostland (Gordon, 1961). This was
to maintain a monoculture by initially accepting English immigrants only and then European
immigrants. However, to improve Australia’s future, the government relaxed immigration
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laws for non-European immigrants and moved towards multiculturalism and integration
(Pietsch, 2013).
Integration is about keeping connections with homeland while, at the same time, adapting to
the hostland. The three sub-themes in Settlement also support the premise that integration is a
better option than assimilation, as it benefits refugees in their settlement. The interview
responses show that refugees could use ICT to keep their connection with their homeland and
diaspora in parallel to their adaptation to their hostland. At the same time, while they did not
distinguish the difference between the support they received from GOV/NGO, they
appreciated the support they were receiving to improve their settlement process.
A non-refugee participant is answering two different questions linked homeland/diaspora
with hostland adaptation. The first question was about whether refugees needed access to
ICT:
…they [the refugees] want to find out what is happening in their homeland and keeping in contact
with their families back home and in [other parts of] Australia (Jane_P) (Q14).

The second question was about how else ICT could help refugees:
It helps them find out what is going on at their community […] so that they can link-in a bit better;
they can find out what’s going on in the community centres and so on … (Jane_P) (Q20).

A few participants linked good settlement of refugees to their connection with
homeland/diaspora when replying to whether ICT could help them with satisfactory
settlement (Q17):
Definitely, in the aspect of you know, we can point out, is to maintain the communication with the
family members overseas. So, would definitely help with settlement satisfaction… (Mary_M)
If people can maintain relationships with family in a satisfactory way, that reduces their anxiety, I
think… (Carol_S)
About the news to access in their own language and what’s happening in their homeland would be
very helpful and the possibility that they could communicate with email and other options with family
and friends. And definitely to stay in touch with other refugees around the world and not just their
home. And the ability to link, and accessing those information through Internet will be great for them
for sure (Linda_S)
…They will be able to contact with their own cultural background. They can maintain links with
people at home and elsewhere. They can also link to mainstream culture and are able to maintain both
connections (Lily_P).
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It is necessary for the refugees to participate in the hostland’s communities, but they needed
GOV/NGO support to learn about their hostland communities. When a participant replied to
whether her organisation facilitated teaching ICT, she pointed to the lack or insufficiency of
such support:
We want to develop something that will guide people to our local area, to be able to find places and
link them up to services. We don’t have that yet, but it is something we are working on it as well
(Cherry_W).

5.4 Summary of complex themes
This chapter is an extension of the previous chapter, where four themes and their sub-themes
emerged from the collected data. The first two themes were identified as basic themes - Skills
and Access and use of ICT - and were reported in Chapter 4. The last two themes were
identified as complex themes - Employment and Settlement - and were reported in this
chapter.
The complex themes and their associated sub-themes were linked to the settlement of Iranian
refugees. It was evident that Employment was paramount as it was helping them to reestablish themselves in the hostland and not let their refugee status prevent them from a better
life. Additionally, both groups of participants emphasised the sub-themes associated with
Settlement as they could see how important it was for the refugees to maintain their
connection with the homeland in parallel to establishing and maintaining a strong connection
with the hostland community. Furthermore, the refugees’ settlement depended on assistance
from GOV/NGO. They did not expect it to be forever, but it was vital from the time of their
arrival in Australia when they needed the assistance most to establish roots in their new home
and take steps towards a successful settlement.
In conclusion, the results of the study were presented in Chapter 4 and Chapter 5. The data
from 106 semi-structured interviews with refugees and non-refugees were analysed, with two
basic and two complex themes emerging. While both groups of participants looked at the
settlement process through different lenses, they shared similar opinions about the impact of
ICT on the refugees’ settlement. In the following chapter, a discussion across all themes is
presented.
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Chapter 6

Discussion

This chapter discusses the results described in the previous two chapters, where the
participants reported on the challenges that refugees faced and the impact that ICT could have
on their settlement.

Figure 6-1. Conceptual ICT-based settlement model of themes and sub-themes

The data were collected through semi-structured interviews with both refugees and people
who assist refugees in either a voluntary or a paid role. The analyses identified four recurring
themes: Skills, Access and use of ICT, Employment and Settlement. Sub-themes were
identified under each main theme (Figure 6-1). The first two themes - Skills and Access and
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use of ICT – were classified as Basic themes (see Chapter 4) and the remaining two themes Employment and Settlement – were classified as Complex (see Chapter 5).
A range of literacies are necessary to be able to access and use technologies effectively
(Newman, Biedrzycki, & Baum, 2010). The data in this study indicate that the settlement
elements are dependent on each other, and therefore should not be considered as strictly
linear. Nevertheless, the themes noted as basic are a prerequisite for successful engagement
with the complex themes. Therefore, these basic themes are discussed as components of
‘functional literacy’ that underpin successful settlement.
The literature review demonstrated that ICT were associated with immigrants’ settlement.
This study focused on how ICT enabled Iranian refugees in Australia to keep their ties to the
homeland and become part of the hostland community. Specifically, this study investigated
refugees’ ICT access, skills and exposure and explored how ICT could accelerate their
settlement journey.
The Iranian refugees’ new home in Australia is vastly different from their homeland in
aspects such as language, the expectation of technical competence, education, employment,
culture, social norms, and laws. This study addressed the main issues that impacted on
refugees’ settlement. Some of these issues were identified in the themes: (1) English
competency; (2) ICT literacy; (3) searching for and gaining employment. Other issues
emerged from the analysis of the data: (4) information literacy, (5) education and (6)
Australian knowledge. In order to simplify the process, these issues are categorised as
functional literacy followed by complex practices, as without achieving a satisfactory
functional literacy, it is difficult for refugees to deal with the practices identified as complex.
It should be noted that, while location was collected as a component of data for each
participant, this study did not specifically undertake a comparison based on location.
However, anomalies linked to location were not evident in the data. In effect, nothing out of
ordinary (and therefore significant) emerged, and those themes that did emerge, did so
consistently across locations. Therefore location did not appear to have any impact or
influence for the refugee use of ICT. One reason for this lack of significance is that the
programs investigated (provided by both GOV and NGOs) were national in coverage.
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6.1 Functional literacy
While it was learnt from this study that the settlement themes were interconnected, refugees
must have functional literacy before engaging in complex practices. The functional literacies
addressed in this study are English competence, digital literacy (incorporating ICT
competence and information literacy) and education level (Figure 6-2).

Conduct a thorough assessment of every
individual refugee on arrival in Australia for
functional literacy

Assess
native language and English
literacy level

Assess
digital literacy
level

Assess
education and qualification
level

Figure 6-2. Functional literacy

6.1.1 English competency
Valtonen (2004) claims that one of the primary keys to immigrants’ employment is their
language ability. Kim et al. (2012) support that finding as they found that competency in
English is the key to migrants’ happiness and employment and thus affects their settlement.
ICT help refugees rebuild their social identity: Proficiency in the host country’s language
assists immigrants with building their self-identity and establishing social networking (Esser,
1986). The Adult Migrant English Program (AMEP) is the existing scheme funded by the
Australian government to provide a maximum of 510 hours of English lessons to refugees.
These classes are delivered generally in learning centres by English teachers assigned by
AMEP and are designed to teach foundation English language to refugees and other eligible
migrants (Department of Education and Training, 2018).
As can be seen in this study, competency in the English language was a significant concern
for refugees, particularly on arrival. Those refugees who had some English language ability
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had an advantage over those who did not. The Iranian refugees underestimated the
complexity of learning English. They assumed they would be able to speak English fluently
within the first few months of their arrival in Australia as they would be living in an
environment where everybody spoke English. However, they soon realised that it was not as
easy as they initially thought and that they needed GOV/NGO’s support to gain adequate
proficiency. Although, the Australian Government provides some English classes for
refugees (Hartley, Fleay, & Tye, 2017) from the time their refugee status is approved, the
assumption is that the given timeframe is sufficient for the refugees to gain a basic command
of the English needed to settle in Australia. However, the assumption made by both refugees
and the government was far from reality. Most of the refugees in this study were struggling
with English literacy, even after living in Australia for several years. They needed ongoing
English classes and more support from GOV/NGO.
It was a concern from both groups of participants that refugees’ poor level of English
competency contributed to a delay in their settlement. Competency in English as a second
language (L2) is dependent on a range of conditions. One crucial element is their level of
literacy in their native language (L1). The participants mentioned that literacy in both L1 and
L2 is essential. It is harder for those refugees who are illiterate in L1 to learn L2 as they have
little or no formal education. One participant provided a potential solution for illiterate
refugees to gain English competency, by using apps on mobile devices that display pictures
and words and require the refugees to match the pictures to the correct words. However, this
also requires a level of functional literacy, in this case, in ICT.
English competency is connected to participation in the mainstream community. Refugees
have to be able to speak English to be able to communicate with Australians who
predominantly speak English (Australian Bureau of Statistics, 2018c). Therefore, other
factors that influence English competency may include the refugees’ living situation, the
level of exposure and interaction with the host community, opportunities for participation in
the Australian society, and the degree of acceptance of refugees by the Australian
community. Hence gaining competency in English had not been an easy task for the refugees.
The stakeholders for English competency - GOV/NGO and the refugees - cannot
underestimate the importance of English as a part of functional literacy. English lessons
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should be treated as a priority and should be available as soon as refugees arrive in Australia
and for as long as is needed. Moreover, merely providing English lessons may not be
sufficient.
The majority of refugee participants in this study complained about their lack of English
literacy, as 510 hours of free English lessons was perceived as not sufficient to gain language
competency and they could not afford to pay for additional English classes. The senior
refugees strongly believed that ICT could help refugees by providing information to them
about anything they need. However, those refugees who lacked English literacy relied on
Persian language websites for gaining information – those may not be as relevant as
Australian websites in English.
Every individual refugee has different learning abilities, and it was mentioned by a few
participants that one should not make blanket statements, as one size does not fit all.
Therefore, while the current scheme of 510 hours of free English lessons may be sufficient
for some refugees, it has been perceived in this study as not for others. It is therefore
recommended that refugees are assessed as soon as possible after arrival in Australia for their
level of English literacy to determine whether they have a sufficient level or need to be
provided with English lessons (Recommendation 1).
Once assessed, the Australian Government and NGOs may assist in different ways to increase
refugees’ English literacy (Figure 6-3) where required. Should providing traditional or
additional English classes prove to be too expensive for the government and unaffordable for
the refugees if not funded by GOV/NGO, virtual classes or distance education through ICT
could be a viable alternative. Refugees could access English lessons not only by the current
existing AMEP schemes but also through the use of ICT and virtual classes. Additionally, the
development of specially designed interactive apps may encourage refugees to learn English
on their mobile devices in the comfort of their own home and at a time convenient to them,
whereas traditional English classes at learning centres have strict timetables.
One proposal, therefore, could be to maintain (or increase) the number of hours of traditional
English classes in tandem with online interactive courses and interactive English language
learning apps. The online courses and apps could be used to accelerate English literacy and
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therefore, accelerate the achievement of functional literacy in general. Those refugees whose
level of English literacy is sufficient could work on other aspects of functional literacy.

Assess
English literacy level

Insufficient
level

Provide traditional
English classes with
increased hours

Sufficient level

Focus on other aspects of
functional literacy

Provide online English
classes and interactive
apps

Figure 6-3. Addressing English literacy

6.1.2 Digital literacy
Gifford and Wilding (2013) argue that ICT are paramount to the refugees’ settlement and
Robinson (1998) argued that information has a vital role in the settlement of refugees in the
United Kingdom. This study supports both these findings as well as the work of Leung
(2014), whose study found that the use of communication technology plays a significant role
in the engagement of refugees with their community. New skills such as ICT are required
with a significant increase in the availability of digital information. Therefore, ICT are
considered not only as an essential communication medium for refugees but as a tool to
prepare them for taking part in the complex practices that accelerate their settlement.
Almost half of the refugee participants did not access the Internet in Iran. The reason they
offered was that they had a hectic life and did not see the need for using ICT. This may be
because they were living with family and had not experienced separation. They were seeing
their family on a daily basis and were spending time with their friends frequently. Thus, they
did not need ICT to stay in touch. These refugee participants were employed based on their
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education and trade qualifications. As they did not feel underemployed, they did not see the
need to use ICT for further education or to search for more suitable employment.
Other reasons may include that the ICT have evolved since the time these participants left
Iran. with a personal computer and wired access required, which was not readily available. It
was also a financial burden due to higher costs and therefore less desirable to obtain access.
Whereas in current times people can have the Internet in the palm of their hands through a
mobile phone which is more affordable and desirable and easier to integrate into their day-today lives.
However, since their arrival in Australia, all refugee participants used ICT on a daily basis as
they realised it enabled them to remain connected to their homeland and provided a medium
for hostland acculturation. There are two aspects of digital literacy to be considered: (i)
technical skills (including information literacy); and (ii) access to technology.
Technical Skills
ICT have become a new type of literacy (McLoughlin, 2011). However, new refugees may
avoid using the Internet due to lack of or limited language and technical competencies
(Antonio & Tuffley, 2014). These technical competencies include both ICT and information
literacy.
Every government organisation in Australia has a presence online through websites and apps,
with an expectation that this technology is used by clients to interact with the appropriate
government body. Refugees are not exempt from this expectation, so the lack of competency
in digital skills (Harambam, Aupers, & Houtman, 2013) becomes a big hurdle. As noted in
Chapter 4, the Internet is saturated with information. The refugees who are novices in the use
of ICT may be overwhelmed and, without digital literacy, not know how to filter for
appropriate information.
Therefore digital literacy is a necessity for refugees, with ICT literacy one of the most critical
indicators of refugees’ successful settlement (Gifford & Wilding, 2013; Harambam et al.,
2013). This study is consistent with those findings but adds the need for information literacy.
This supports the work of Lloyd and Wilkinson (2017), who studied refugee youth, and argue
that it is essential for refugees to have information literacy in order to connect to the host
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community. This study is also consistent with those findings by determining that functional
literacy impacts complex practices. The participants in this study also emphasised that a lack
of technical skills may result in social exclusion - refugees may risk isolation and
marginalisation if they lack digital literacy.
One of the many benefits of ICT is that it takes refugees beyond physical borders and
provides a safe, economical and efficient way to keep ties with their family in the homeland.
Moreover, social media apps make video and audio calling possible to friends and family.
Hence, ICT help the refugees to receive much needed moral support to reduce their isolation
as well as educating themselves on other settlement elements.
Although all the refugee participants in this study were literate in L1, and the majority of
them were university educated, nearly two-thirds admitted that they lacked technical knowhow and needed help to learn ICT skills. They believed that knowing how to use ICT
efficiently would contribute to their settlement, as they understood that almost every
organisation in Australia, particularly GOV/NGO, required them to use ICT to engage with
the organisations.
Since each refugee may have different technological needs, they need to be assessed and
attended to individually as soon as they arrive in Australia (Recommendation 3). One of the
many things that GOV/NGO could do when providing digital literacy courses may be to
teach refugees how to find relevant information. Such information retrieval would include the
use of common search techniques, how to exclude irrelevant and useless information, search
on keywords, wildcards, exact matches or learning how to do combined searches
(Recommendation 4).
The Australian Government may also consider designing particular websites and mobile apps
for refugees to help them increase their knowledge and learn to use ICT beyond simple
Google searches. These skills would help refugees to locate and evaluate relevant information
to resolve settlement issues (see Figure 6-4).
Access to technology
This study demonstrated that as soon as refugees arrive in Australia, they need immediate
access to ICT to: learn or improve their English and acquire information-seeking skills (as
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noted above); to be able to engage with GOV/NGO online; and communicate with family in
their homeland. Therefore, while providing ICT skills is very important, if refugees do not
have the means to access ICT frequently, the value of that literacy is undermined. A lack of
access to ICT acts as a barrier for participating in the social community and therefore,
engaging in complex practices. As one participant (Lily_P) put it: it is a right to information
and a human right for refugees to have access to ICT.
The Australian Government has stated that participation in the Australian community is a part
of a successful settlement. Therefore if the government wants to encourage refugees to
participate, it should facilitate both ICT training and ICT access for refugees, depending on
their previous level of exposure and skills. This proposal supports Alam and Imran (2015)
who studied the digital divide and social inclusion among refugees in Australia and suggested
that refugees may be forced into social isolation and marginalisation due to the lack of access
to ICT. Refugees, therefore, need such support as soon as they arrive in Australia, as it is
essential for them to acquire digital literacy. The GOV/NGO may achieve this by ensuring
that refugees have sufficient means and convenient ways to access ICT.
The Australian Government and professions and trades are catching up with ICT to be able to
interact with their consumers in regards to a variety of services such as healthcare, commerce
and social security (Newman et al., 2010). Soon after their arrival in Australia, the refugees
realised that many tasks were expected to be done using ICT; for example, all government
departments and NGOs expected them to use their services through their websites and mobile
apps. This finding supports the study conducted by Hebbani and Van Vuuren (2015), who
found that organisations are increasingly moving their services online, making it necessary
for refugees to have access to ICT. The Iranian refugees in this study realised that if they
required any government services such as Centrelink payments, housing, healthcare or
obtaining a driver’s licence, they needed first to log in and fill out relevant application forms.
The refugees who did not have access to ICT had to go to public places like libraries or to
friends’ homes to gain access, and this was inconvenient and time-consuming, especially if
they did not have a vehicle.
Although all the refugee participants in this study had been using ICT since their arrival in
Australia, some (as noted previously) reported that they did not use ICT at all in Iran, and a
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few said that access and use of ICT were not necessary. These refugees, therefore, thought
ICT had no impact on their lives while they were living in Iran. However, their attitudes
changed as soon as they left Iran, and realised they needed to maintain their connections to
family and friends. Transnational communication is dependent on ICT, where Iranian
migrants could use their mobile phones to communicate with their friends and relatives in
Iran on a daily basis (Farshbaf-Shaker, 2018). The findings in this study are consistent with
the Farshbaf-Shaker (2018) study, as refugees expressed how important ICT were for their
day-to-day living. This study is also consistent with Cheng and Mitomo (2016), who explored
the importance of mobile phones as ICT tools in the community and especially for people
with unfavourable conditions.

Assess
digital literacy level
and ICT access

Insufficient
access

Provide sufficient
access

Sufficient access

Insufficient
level

Based on existing digital
literacy of each
individual, provide
further skills

Sufficient level and
access

Focus on English
competency and
Education

Teach them ICT
benefits for settlement

Teach them ICT
research techniques
and information
retrieval skills
Create websites and
apps relevant to
settlement and teach
them how to use them

Figure 6-4. Addressing digital literacy and access

While having digital literacy is necessary, considering how rapidly this technology changes,
the government should provide avenues for refugees to update their ICT skills from time to
time. This was evident in this study, as some participants believed that it was essential for
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refugees to receive basic ICT training initially and to update these basic skills on an ongoing
basis. Moreover, to gain technical skills, access should be provided to refugees who cannot
afford it (Recommendation 5). As can be seen in Figure 6-4, a systematic approach is needed
to assess each refugee’s level of digital literacy and ICT access and then to ensure that each
receives the training and access necessary to help towards his or her settlement journey.
It was revealed from the analysis of this study that, if refugees had access to ICT and
adequate technical skills and English competency, the use of websites, social media and apps
could significantly assist them with more complex settlement issues. The steps shown in
Figure 6-4 could help GOV/NGO to measure the refugees’ level of digital skills and ICT
access and achieve a sufficient level of digital literacy.

6.1.3 Education
Education is another element of functional literacy which emerged in addition to the basic
themes identified in this study. This is particularly critical when refugees’ existing
qualifications are not recognised in the hostland, and they need to update their education. In
this study, refugee participants indicated high levels of education, which may not be
representative of all Iranian refugees in Australia. The majority (90%) of refugee participants
were educated to a high school level or above, with more than half (51%) tertiary educated
(see Table 5-4). However, they may need both digital literacy and competency in English to
be able to update their education to reach a level acceptable by Australian standards.
According to Kim et al. (2012), where some immigrants’ previous qualifications may not
receive appropriate recognition, they may need to take lower level employment, potentially
decreasing their level of settlement satisfaction. ICT are used increasingly in educational
institutions (McLoughlin, 2011) so a lack of digital literacy may result in missing the
opportunity to receive an Australian education and increase the risk of isolation and
marginalisation.
Traditionally, learning was expected to take place in educational entities; for example, in a
school or a university. However, as reported by Halliday-Wynes and Beddie (2009), gaining
an education from home is as valuable as from schools and universities. If refugees do not
have the time or means to attend classes physically, they could use ICT to find online courses
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relevant to their previous educational background to bring their existing level of education up
to Australian standards. Therefore, it is evident from the findings of this study that having
access to ICT could facilitate access to online educational institutions to update and upgrade
refugees’ existing educational level. There is a correlation between the level of education and
their knowledge about the hostland. This was evident in a study by Gilbert and Koser (2006)

Assess previous education
level

Insufficient
level

Insufficient English
competency

Provide online and traditional
English classes

Sufficient and acceptable by
Australian standards

Sufficient English competency

Focus on English competency
and digital literacy

Provide guidance to obtain
online education and training

Figure 6-5. Addressing the educational level

The GOV/NGO should address refugees’ level of education as soon as they are recognised as
refugees in Australia. They need to assess individual refugees’ existing level of education and
qualification and, if necessary, provide guidance and support to ensure they have access to
appropriate resources (Figure 6-5) (Recommendation 6).
Even if refugees attend classes in Australia for more interactive learning, they are expected to
be able to use and operate ICT devices to listen to or watch pre-recorded lectures and
complete online exercises, quizzes and assignments. If refugees lack access to online
education through ICT, it could create disparities, due to a digital divide, between them and
the mainstream community, which in turn would create socio-economic inequalities. The
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GOV/NGO need to bridge this gap by ensuring that refugees gain competency in both
English and ICT and have access to education to ensure they gain equal opportunity within
the hostland community.
In summary, therefore, as soon as Australian asylum seekers become refugees or refugees
arrive in Australia, it is necessary for GOV/NGO to have procedures in place to assess their
existing exposure to all aspects of functional literacy and facilitate means (possibly through
ICT) to bring each refugee’s level as close as possible to a level appropriate for successful
settlement in Australia. This would be of benefit to both the refugees and the Australian
community. Furthermore, the refugees would then be in a position to address more complex
practices.

6.2 Complex practices
This study has shown that ease of settlement in the hostland is connected to language
proficiency and digital literacy – aspects of functional literacy. To accelerate their adaptation,
refugees need the ability to access information to learn as much as they can about their
hostland. This may be achieved through ICT, which enables refugees to learn about
Australia’s lifestyle, ethics, manners, cultural values, laws and more. However, receiving
assistance and support from GOV/NGO is paramount for refugees to acquire the digital
literacy needed to navigate the web and locate vital information. The importance of
functional literacy was apparent from the data and was discussed in section 6.1. It was
concluded that achieving functional literacy is essential for refugees as soon as possible after
their arrival and before becoming involved in the complex practices of settlement.
Once functional literacy has been achieved, continued GOV/NGO support is needed for
refugees to realise the potential to make their settlement a success (Lamba & Krahn, 2003).
While it was evident throughout this study that Iranian refugees wanted to settle in Australia
as soon as possible, they encountered further hurdles. Existing skills and certification need to
be identified and evaluated to assess employability. At the same time, the refugees’ general
knowledge of the hostland way of life needs to be assessed to evaluate their preparedness for
the complex practices of the settlement process. Engagement with complex practices is,
therefore, underpinned by appropriate (and adequate) functional literacy. Complex practices
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identified in the themes are: (1) searching for and gaining employment; and (2) ‘settlement’
(see Figure 6-6).

Conduct a thorough
assessment of every
individual refugee for
Complex practices

Assess
previous employment and
training experience

Assess
existing general knowledge
level about hostland

Figure 6-6. Complex practices

Clyne (1999) reported that employment is a critical factor in the settlement. According to an
Australian study, securing employment has a positive relationship with immigrants’ level of
competency in the English language (Chiswick, Lee, & Miller, 2005). This relationship was
evident for the Iranian refugees in this study. However, this study also found a strong
connection between employment and digital literacy. While a fundamental requirement for
employability is English competency, digital literacy enhanced access to appropriate
employment. This aspect is discussed in section 6.2.1.
According to the Refugee Council of Australia (2018b), settlement involves many aspects.
The analysis of the data in this study showed that the settlement theme could be considered
an umbrella term for a number of processes, including (1) social inclusion, (2) culture, (3)
and the legal system, all of which lead to hostland adaptation.

6.2.1 Employment
Once the refugees’ basic needs are addressed, and functional literacy achieved, further
assistance is necessary to engage with the initial complex practice; specifically, employment.
Immigrants encounter many issues in securing employment (Penman, 1979b), therefore
needing support from multiple sources. However, the level of assistance differs for each
refugee, depending on previous work and training experience. Each refugee needs to be
130

assessed to determine employability according to the hostland’s standard (Recommendation
7).
Selwyn (2002) reports that ICT play important roles in promoting participation in productive
activities, such as employment. Brown and Bean (2006a) relate education to employment in
stating that some countries base their immigration policies on the belief that if the educational
level of immigrants is low, it may negatively affect the labour market. As noted above, the
link between employment and English competency was confirmed by this study.
Furthermore, the link between ICT and employment is also confirmed.
Even if refugees had sufficient training and experience in their homeland, they might need
assistance in learning how to approach Australian companies to increase their chances of
employability when competing with Australian job seekers. They need to be taught specific
job searching techniques, the use of appropriate keywords, composing resumes and cover
letters, addressing selection criteria for each unique vacant position, and how to apply for
jobs online and offline.
One of the factors that disadvantage refugees in the job market are the lack of recognition of
their qualifications (Torezani et al., 2008). Although employment rates (full-time, part-time
or unemployed) were investigated in this study, the prevalence of underemployment was not.
Bloch (2002) claimed that, even though refugees had professional backgrounds in their
homeland, they tended to be underemployed in the hostland, with a number of reasons cited
(Austin & Este, 2001). It was apparent from some of the refugee participants’ feedback that it
was vital for them to understand how the education and qualification gained in their
homeland would compare with those of their hostland and the employment opportunities
available in the hostland. Underemployment was more of a concern to refugees who had a
higher education level as it affected their self-confidence and caused a perception of disparity
between educated refugees and their Australian counterparts. A non-refugee participant
mentioned that, as a cohort, Iranian refugees have a higher level of education and therefore
have higher expectations when they come to Australia, so it is difficult to manage these
expectations (Barbara_W). Hence, GOV/NGO may consider special attention to those
refugees with higher education, experience and training, to ensure they secure employment
on a reasonably similar level to employment in their homeland (Recommendation 8).
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The support that ICT provide to refugees seeking employment has not been addressed
adequately in the literature. According to the first-hand experience of a senior refugee
participant, ICT help refugees become employable and regain independence. However, this
could only be possible if GOV/NGO provide training to apply ICT techniques for job seeking
to enable refugees to access employment opportunities. The lack of ICT-based job-seeking
skills may be contributing to the high rate of unemployment among refugees. While almost
half of the refugee participants were unemployed, only three male unemployed participants
had an advanced level in ICT skills. Those with no digital literacy have fewer opportunities
for job searching and securing employment.
The Australian Government could take advantage of the many benefits ICT offer to help with
refugees’ employment by establishing initiatives supporting employment, or links to existing
support services (Recommendation 9):
•

One such support, online networking, has the potential to increase refugees’ chances
of finding employment. This confirms the work of Rainie and Wellman (2012),
asserting that a person can become successful and improve in life by gaining
proficiency in online networking; GOV/NGO could also provide an online resource
hub to help refugees enhance their competencies.

•

In parallel, the Australian Government may learn from the experiences of
Kaleidoscope, which is an organisation funded by the city of Stirling in Perth,
Australia. Kaleidoscope assists newcomers or, as they refer to them, “migrants and
refugees” to gain employment through mentoring programs about workplace culture,
helping them to adapt to Australian workplace, and to stay employed (Kaleidoscope,
2019). A similar mentoring approach could be taken by GOV/NGO, on a nation-wide
scale, to help refugees secure employment.

•

Additionally, the government may consider providing subsidies and incentives to
employers to encourage them to employ refugees in their workplace.

•

GOV/NGO may also consider using ICT to help refugees match their expertise with
Australian workforce fields.

Figure 6-7 shows the process of assisting refugees in addressing their employment issue.
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Provide free training classes through
ICT for:
- Resume and cover letter writing and
addressing selection criteria
- Finding information on job seeking
and work ethics in Australia
- Job search, application and interview
techniques

Provide free online training courses to
update previous training or to gain
new training skills to increase
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- Resume and cover letter writing and
addressing selection criteria
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- Job search, application and interview
techniques

Provide assistance to entre job
market
-Create an online resource hub for
updating skills
-Create a mentoring scheme
(aftercare) to help them stay
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Provide subsidies and incentives to
employers to support refugee
employment

Figure 6-7. Employment assessment

The refugees’ success in employment should be looked at from both the refugees’ and the
host country’s perspectives (De Maio, Silbert, Jenkinson, & Smart, 2014). From the refugees’
perspective, employment can improve their settlement process. From the host country’s
perspective, refugees fill labour shortages in the market, and refugee entrepreneurs contribute
to the job market by employing people to work for them. Considering refugees come with
diverse work experiences, they could benefit Australian businesses by offering innovation
and creativity. This may help Australia to harness the economic benefits refugees provide to
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the mainstream society. In the long term, not only the refugees themselves but also their
children may substantially contribute to the future of the local economy and Australian
society (Fleay & Hartley, 2016b).
The connection between employment and successful settlement discussed here is consistent
with the findings of earlier research (Castles et al., 2002; Glover et al., 2001; Mestheneos et
al., 2000). Refugees’ employment status is connected to their successful settlement (Robinson
& Coleman, 2000). It was learnt from this study that ICT have the potential to reduce
employment barriers, positively influencing refugees’ settlement, confirming the crucial
nature of employment for refugees, and the value of the relationship between ICT (or more
specifically digital literacy) and employment.
The findings of this study on the importance of employment support research carried out by
Fleay et al. (2016a) who indicated further benefits of employment: it facilitates opportunities
for refugees to socialise with cultures and communities beyond their own, with the lack of
access to employment possibly resulting in social exclusion (Hartley & Fleay, 2014). Other
scholars also relate refugee employment to social inclusion (Colic-Peisker & Walker, 2003;
Glover et al., 2001). This and other aspects of the settlement are discussed below.

6.2.2 Settlement
Settlement is a complex practice that incorporates several elements, including adapting to the
hostland’s norms of social inclusion, cultural values, and understanding the legal system.
Social inclusion
If people’s behaviour is considered outside the social norm, they risk being excluded from the
main society (Cumiskey, 2005). Wahlbeck (2002) argues that the hostland’s social structures
influence refugees, as social exclusion has a connection with the host country’s social
structure. Therefore, refugees’ relationship with the host community acts as a positive
indicator of settlement (Cheung & Phillimore, 2014). According to Brown and Bean (2006a),
integration is sometimes referred to as assimilation and happens when the hostland society
and immigrants’ characteristics resemble each other. However, this is not the case with the
Iranian refugees in Australia, as the Iranian refugees are willing to adapt to the hostland,
without expecting the host community’s characteristics to change to resemble theirs.
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Moreover, contrary to Brown and Bean (2006b), integration and assimilation are not the
same: with assimilation it is expected that the immigrants cut ties with their homeland. For
the Iranian refugees in this study, especially those who are new refugees, lacking knowledge
and language competency of the host country, cutting ties with the homeland may increase
the perception of isolation.
It was apparent from this study that Iranian refugees are unfamiliar with Australian social
structures. They urgently wish to learn about the differences between Iran and Australia,
requiring help from GOV/NGO as well as senior refugees who had lived longer in Australia
and had more experience with Australia’s social values.
The hostland’s refugee policies and the way the mainstream community views refugees are
important factors in refugee settlement. If refugees experience hostility and discrimination,
they feel disconnected (Fozdar & Torezani, 2008; Wahlbeck, 2002) and risk marginalisation.
Brown and Bean (2006a) see racial or ethnic discrimination as negative factors for
integration. A more constructive settlement occurs if refugees receive warmth and hospitality
from the host society and are encouraged to participate in the mainstream community. It was
learnt from this study that social inclusion helps to eliminate social isolation. Therefore,
refugees should be provided with opportunities to participate in the Australian community.
Some Iranians have experienced hostility from the host community (Toolo & Shakibaee,
2000b). It has been noted that the Australian community lacks an understanding of the
experiences of refugees (Cooper et al., 2017). As well as being misunderstood due to a lack
of English competency, there is a risk of unintentionally offending members of the local
community or being offended by them for not having a full understanding of Australian
social etiquette. This issue should, therefore, be looked at from both sides: lack of tolerance
from the host community for immigrants’ unacceptable social behaviour; and immigrants’
lack of knowledge about what is acceptable social behaviour in Australia. This urges
intervention by GOV/NGO to educate the Australian mainstream community about refugees
and encourage tolerance towards them. This understanding could be achieved through
initiatives such as traditional courses as well as websites and apps for members of both
communities to educate and encourage cooperation rather than competition. This may create,
as Colic-Peisker (2009) puts it, satisfied majority and minority population communities.
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A connection between employment and social aspects of settlement is shown in research
conducted by Hartley and Fleay (2014). They found that asylum seekers without working
rights heavily depend on help from informal social networks such as refugee advocates and
friends. While a high proportion of these asylum seekers were likely to be accepted as
refugees in Australia, the fact that they were not allowed to work contributed to their social
isolation (Hartley & Fleay, 2014). These findings were similar to a more recent study which
investigated marginalised groups, including refugees, and found that being able to work is
vital for becoming socially included into local community (Fleay et al., 2016a). Although
refugees are allowed to work, almost half of the refugees in this study were unemployed. The
findings suggest that, to ensure refugees are not socially isolated, mechanisms need to be put
in place by GOV/NGO to help them participate in the local community.
According to Soller (2018), it is essential for refugees’ well-being to be attached to the
community to receive social support from different sources. The findings in this study
showed that some refugees were not confident enough to attend or participate in mainstream
communities to gain information and knowledge. In addition to the language barrier, there are
many reasons for their lack of confidence, including a lack of knowledge about Australian
social values that make it hard for them to include themselves into the mainstream society
socially. Social inclusion is facilitated by increasing access to ICT, with the use of ICT
considered the foundation to minimising social exclusion (Selwyn, 2002). ICT use
encourages social inclusion by enabling more extensive participation in hostland society
(Andrade & Doolin, 2016) through the development of social media for many different topics
that are designed to attract members of society without prejudice. Hence, refugees have the
opportunity to use many different platforms and apps to join social media groups that would
help them to feel socially included. This is in contrast to the work of Woolgar (2005), who
explored how the use of ICT negatively impacts social interaction by reducing face-to-face
communication. However, in the case of those refugees who may not be in a position to have
face-to-face interaction with members of the host society, ICT provide social interaction and
thus encourages participation in the host society.
It was evident in this study that the refugees used ICT for socialising daily. This supports the
findings of Bastani (2007) that Iranians are social, so connections are important for them.
Kissau and Hunger (2008) claim that the Internet could increase refugees’ interaction with
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each other. Spinks (2013) refers to the relationship between immigrants of the same origin;
those who are new and those who have been in the host country for a longer time supporting
and assisting the new immigrants towards their settlement. The use of ICT enhances their ties
by encouraging refugees to stay in touch with friends and senior refugees in Australia to
exchange information, learn more about social norms, and receive help from those who had
been in a similar position when they were new to the hostland.
As noted above, the creation of a social relationship between refugees and mainstream
Australians is a necessity for a successful settlement. While senior refugees could share their
understanding of the hostland’s social values with newer refugees, the senior refugees in this
study believed that refugees could use ICT to socialise, find friends, interact with nonIranians in the host community, and learn about Australia. ICT could help them understand
how Australian society functions and to give back to their community. Both groups of
participants in this study had a similar view to the findings of Kissau and Hunger (2008).
These researchers found that the Internet provides an alternative public sphere to immigrants
and enables them to exchange information, views and knowledge on a transnational level.
Having a platform on social media is consistent with the findings of Gifford and Wilding
(2013) who indicate that, for refugees to make the hostland home and create the feeling that
they belong, space for their voice to be heard is necessary. Digital literacy contributes to
social inclusion and enables minorities and disadvantaged individuals to voice their concerns
(Alam & Imran, 2015; Shirazi, 2012). According to a non-refugee participant, some refugees
had created a Facebook page dedicated to refugees to have their voices heard (Margaret_P).
They could also use similar platforms to learn about what is happening in Australia.
The fact that refugees create social media sites for these reasons indicates their willingness to
take part in the hostland’s community. Therefore, as stated by several participants, a lack of
digital literacy contributed to refugees’ social exclusion from the mainstream community.
Andrade and Doolin (2016), whose research investigated ICT and social inclusion for New
Zealand refugees, noted the problems social inclusion (or lack thereof) could create for both
refugees and the host society and found that use of ICT promoted social inclusion. This
finding supports Fleay and Hartley (2016a) whose participants were willing to contribute to
the host country to create a feeling of belonging to the Australian community. The feeling of
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fitting in then encourages refugees to contribute to the Australian community. Hence, the
untapped resources that ICT provide could be used as a tool to develop social inclusion and
engagement in the host community for refugees (Wilding, 2009).
According to senior refugees, the use of ICT for social learning may provide opportunities for
refugees to improve their social relationship with their host country’s mainstream
community. It was found that 96% of refugees used various social media for socialising.
However, while 94% of refugee participants used social media for general socialising and
chatting, it was unknown what percentage used social media to socialise and chat with the
mainstream community. Nevertheless, more than 86% claimed that they used the Internet to
read news about the host country; showing their willingness to learn about Australia’s social,
cultural and political affairs.
Socialising with a host community that welcomes refugees establishes a sense of belonging
for the refugees. As seen in Figure 6-8, educating refugees through online courses,
multilingual websites and apps about the Australian way of life would help refugees to
understand and respect its social values. While connecting with the host community is a
complex practice for refugees, it could be achieved with support from GOV/NGO. In this
way, the construction of meaningful social inclusion programs may be achieved.
In summary, online social media enhances refugees’ social competence. The Australian
Government may consider using ICT to create new means to encourage Iranian refugees to
participate in the Australian community and provide opportunities for them to contribute by
having their views heard (Recommendation 10). Refugees could use ICT to solve a range of
problems that they may encounter in their everyday lives (Andrade & Doolin, 2016). ICT
could be used to build a bridge to minimise the social gap between refugees and mainstream
Australians.
Cultural values
It was also learnt from refugee participants that if they use ICT to gain knowledge about
Australian cultural values, it may bridge the gap between the Iranian refugees and
mainstream Australians. The cultural knowledge of Australia concerned both groups of
participants as it influenced the refugees’ level of settlement. According to a non-refugee
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participant, coming to a new culture was daunting for refugees; a lack of knowledge about the
hostland’s cultural values may delay settlement, as they could unknowingly offend the host
community. Those refugees who were familiar with the hostland’s cultural values had a
higher level of adaptation. They usually had direct exposure to the mainstream community
and learned more about the culture through communication with the members of the host
society as well as participation in the local community.
The use of digital technology supports refugees’ many aspects of the settlement, including
learning general knowledge about Australian culture and society (Centre for Multicultural
Youth, 2017). While some refugees acknowledged that there were massive differences
between the two cultures (one stated by 180 degrees), they were optimistic that ICT could
help them learn about Australian culture by linking them to the mainstream culture. It
appeared that finding Australian friends and dating partners online could minimise cultural
gaps for some refugees. However, those refugees who are newer to Australia with little
literacy in ICT tend to have less confidence and therefore are less likely to participate in
online activities (Centre for Multicultural Youth, 2017). This may be the case with Iranian
refugees, as some participants indicated they were hesitant to participate due to reasons such
as language barrier, lack of confidence and shyness.
One of the problematic aspects of settlement is the adjustment of refugees’ cultural values to
the hostland (Mestheneos, 2011; Torezani et al., 2008). Refugees are not willing to lose their
connection to their homeland and its culture, yet a vital part of refugees’ settlement is their
ability to adjust to the culture of the host community (Spinks, 2009; Wilding, 2009). The key,
therefore, could be seen as the ability to balance the two worlds; that is, to be able to maintain
the refugees’ own cultural values while adapting to the hostland’s cultural values. According
to Gifford and Wilding (2013), ICT connect refugees to both transnational and host
communities. The level of acculturation is determined by the level of minorities’ acceptance
of other cultures and the level of retaining their own culture (Dandy & Pe-Pua, 2013).
Acculturation is defined by Berry (2005, p. 697) as living successfully in two cultures. It is
viewed as an element of a positive settlement, where the host society is supportive of other
cultures (Murphy, 1973).
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Several refugee and non-refugee participants indicated that ICT could assist and encourage
refugees to learn about Australian cultural values, which would give them more confidence
and perceive themselves to be more socially included. The Australian Government could use
ICT to encourage the Australian community to have a more positive attitude to refugees
(Collin & Karsenti, 2012), while ICT provide opportunities for refugees to become more
orientated to a different culture (Andrade & Doolin, 2016).
This study established that it was beneficial to refugees if they could obtain as much
information about the Australian way of life through the use of ICT. The refugees showed
interest and were keen to learn about Australian culture and pursue biculturalism, as they
could share a part of their own culture on social media. This would contribute to the
multiculturalism of Australia, which Kabir, Nahid Afrose (2014) defines as combining the
minorities’ culture with Australian culture.
Legal system
Collin and Karsenti (2012) argued that the use of ICT could help immigrants to facilitate
planning their migration before leaving their homeland. In planning their move, volunteer
immigrants usually have some knowledge of the new country’s laws. However, involuntarily
immigrants, including the Iranian refugees in this study, do not have time to plan and are
usually translocated to a country of which they have little or no knowledge. Thus, it is vital
that they have access to information to abide by the hostland’s legal system (Andrade &
Doolin, 2016; Bernard, 1976). One of the issues identified from the data was the refugee
participants’ concerns about their unfamiliarity with Australian laws and their desire to learn.
As was found in the literature, the legal system in Iran is unique as it operates through an
adjustment to the Islamic Shari’a law (Banakar & Ziaee, 2018). Hence, it is very different to
Australian law.
A refugee’s response was related to both laws and language (Q37): “In my view, stick mostly
to laws and language, first teach law to refugees then language. As any crime that is
committed by refugees is due to not knowing that it was a crime here in Australia.”
(Fariba_S). It was found that some behaviours are acceptable in Iran but not acceptable in
Australia and vice versa. Iranians could not imagine being fined for actions such as described
in section 4.2.2 (jaywalking or sounding a car’s horn for greeting purposes, both of which are
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common in Iran). Another example is that it is not acceptable by Islamic laws for a stranger
male to have a friendly conversation with a female who is not related to him (e.g. in a bus
stop, airport or shop). However, it is acceptable for him to greet her children and have a
conversation with them.
By the homeland’s law, it was unacceptable to speak to the mothers of children, such as the
case described in section 4.2.2, and reported by a refugee participant. He described a fellow
refugee who played in the swimming pool with children in the presence of their mothers; the
mothers called the police, which resulted in the arrest of the refugee. He had to attend several
court hearings, only to be found innocent when the court understood that they acted that way
out of friendliness and due to lack of knowledge about Australian law system. Kabir, Nahid
Afrose (2014) explains that one of the aspects of biculturalism is for refugees to embrace the
hostland’s laws and obey them. It is essential for refugees to be law-abiding and respectful of
the law of the hostland, but they need to know what is right and what wrong.
Assess existing
general knowledge
level about hostland

Sufficient

Insufficient

Focus on Employment

Provide free online courses,
interactive apps and websites
about hostland's life

Hostland's social
values

Hostland's Culture

Hostland's legal
system

Figure 6-8. Addressing settlement issues
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Refugees were concerned that not knowing Australian laws could get them into trouble;
however, knowing Australian laws would mean learning about their rights and how
Australian law protects them. According to senior refugees’ shared experiences, ICT could be
used by GOV/NGO to create dedicated websites as well as interactive apps, both in L1 and
L2, with the focus of teaching refugees about the legal system and their rights as Australian
permanent residents (Recommendation 11).
Despite their willingness to participate in the wider community, their lack of language
competency, along with lack of knowledge about the host community’s social and cultural
values, may cause issues and delay their understanding of how the ‘system’ works. Due to
lack of information, they may involuntarily encounter issues ranging from something simple
to more complicated and severe ones.
Online delivery could be more helpful to refugees than traditional classes. According to the
Open Education Database (2020), online learning is flexible and therefore convenient: instead
of students planning their time around traditional classes, they can plan their studies around
other activities in which they are involved. Online delivery allows them to work while
studying and they can concentrate more as they do not get engaged in class activities.
Figure 6-8 summarises the support that could be provided to address issues identified as
elements of the complex practice of settlement. To begin with, an assessment of each
refugee’s general knowledge about the hostland is necessary to evaluate their adaptability,
including the social, cultural and legal values of the hostland. Where general knowledge
about the hostland is adequate, the focus of support can turn to employment issues, as
discussed above and illustrated in Figure 6-7. Where such general knowledge is insufficient,
both GOV and NGO support for learning about the hostland is imperative.
To summarise, complex practices include a number of elements that are necessary for
settlement, such as appropriate employment, participation in the hostland’s community, the
feeling of social inclusion and understanding of Australia’s social norms, the embracement of
cultural differences and adhering to the laws of the hostland. As illustrated in Figure 6-7 and
Figure 6-8, GOV/NGO may support refugees in achieving complex practices with the use of
ICT.
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6.3 Gender issues
A study conducted by Almohamed and Vyas (2016) explored the gender gap among refugees
which acts as a hurdle for social connections. Although gender was not a focus of this
research, it was noticed that gender equality was another challenge faced by Iranian refugees
in Australia. Antonio and Tuffley (2014) explain that, in developing countries, it is common
for men to be favoured over women. According to Yousefy and Baratali (2011), the Islamic
laws in Iran favour males and are discriminative to females, resulting in a wide gap between
genders. The implication of a gender divide transcends both functional literacy and complex
practices, as the data indicated that females experienced more setbacks than males in
language, ICT literacy, education, employment and hostland knowledge.
English is the dominant language in Australia as, according to the 2016 census, 79% of
Australians speak only English at home (Australian Bureau of Statistics, 2018b). Therefore,
English competency is essential for refugees. This study found that 62% of the male
participants experienced English language problems when they were online compared to 89%
of female participants. The females mentioned that, due to language issues, they had to
browse Persian websites for information. This shows that a lack of English literacy
contributes to a gender divide.
There is also a gender disparity in ICT literacy. The refugees’ ICT skills were analysed by
collecting data on their computer skills and Internet skills. One-third of the males claimed
that they had advanced skills for both computer and Internet use. This is in contrast to their
female counterparts as not even one female claimed having advanced computer skills and
only one-fifth of females claimed to have advanced Internet skills. In another example, twothirds of males used ICT to interact with Australian Government departments, while just over
half the females did, which indicates that males were in a better position to gain the
information needed to undertake the complex practices discussed previously. Although
roughly the same proportion of females (53%) and males (50%) were university educated,
females lagged in English competency and ICT literacy. Therefore, men had more
opportunities for their settlement than females.
Javadian and Singh (2012) provide a clear example that, in Iran, women need to produce
written permission from their husbands before being accepted to any organisation for
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employment. In this study, while two-thirds of males were employed, only half the females
had obtained employment. This is despite the fact that males used ICT for training purposes
only 5% more often than females. As women in non-western communities are not seen as
equal to men, Iranian women are expected to follow the traditional roles of looking after the
house chores, taking care of children and other dependents in the household (Al-Saggaf,
Shariati, & Morrison, 2017; Antonio & Tuffley, 2014). These were some of the reasons that
impacted their freedom to seek and engage with employment opportunities.
It was learnt from this study that less educated female refugees had a higher rate of
unemployment in comparison to their male counterparts. Therefore, education is considered
essential for females as those with lower education had fewer opportunities in Australia’s job
market. Additionally, while lower skill jobs like gardening may be acceptable by western
women, some Iranian females would not consider doing them, regardless of their level of
skill and education.
Many Iranian refugees have carried gender inequality with them to Australia, with both
genders needing to undo what they have perceived about gender roles and learn about gender
rights in the hostland. Such legal constraints as adult females (18 years old and over) in Iran
still needing the permission of their father or guardian to get married (Human Rights Watch,
2017) are not legally or culturally appropriate in Australia.
The interpersonal relationship of Iranians is also affected by a gender divide. Bastani and
Fazel-Zarandi (2008) investigated the influence of Internet usage on social contact in Iran and
noted that, while Internet use has increased social connection with different groups, there was
a wide gender gap, with 45% of male participants using it compared to 25% of females.
Despite the significant digital gap, Iranian females’ social contact increased with the use of
the Internet, suggesting that social contact is crucial for them (Bastani & Fazel-Zarandi,
2008). Considering all the participants in this study were Internet users, all female
participants (100%) used the Internet for socialising and chatting, while 90% of males used
the Internet for this purpose. This finding agrees with Bastani and Fazel-Zarandi (2008), that
social contact is more important for Iranian females than males.
The lag in female functional literacy affects all aspects of their engagement with a successful
settlement. The GOV/NGO may consider facilitating gender equality education to both
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genders and introduce procedures to remove the gender gap (Recommendation 12). This
could be achieved by using ICT to provide online courses and apps in both L1 and L2 about
gender roles and women’s rights in Australia.

6.4 An ICT-based settlement model
The data from this study have shown that ICT support Iranian refugees in their journey
towards successful settlement. Within the functional literacy themes, ICT provide avenues
for refugees to acquire English competency beyond those currently provided by GOV/NGO
services. Digital literacy enhances their ability to access the support services provided by
GOV/NGO and facilitates engagement with the complex practices identified as key to the
settlement process. These include employment appropriate to education and training, and
aspects of hostland adaptation that encourage refugees to participate in the Australian
community. ICT can be seen to bridge the gap between the refugees’ minority community
and the mainstream community and to be of benefit to both.
To make this achievable, a comprehensive ICT-based model has been designed to act as a
framework to address the concerns that refugees encounter. The first approach (Figure 6-9)
focuses on functional literacy, and the second addresses complex practices (Figure 6-10).
Figure 6-9 shows the steps needed to help the refugees reach the functional literacy goals
perceived as supportive of successful settlement. This necessitates the cooperation of
government organisations and NGOs to eradicate duplication of resources and double
handling of services.
The timing is critical for functional literacy to be most beneficial to the settlement of
refugees. The steps shown in Figure 6-9 should take place as soon as refugees arrive in
Australia or when the status of asylum seekers who are already in Australia are changed to
refugees. Once they are recognised as refugees, they become eligible for support from the
government including the Integrated Humanitarian Settlement Strategy (IHSS) which is
funded by the Australian Government and has been in operation since 1997.
The refugees share some common ground as they have chosen Australia to be their new
home, and GOV/NGO offer settlement services to help them minimise their settlement issues.
However, as it was noted earlier, one size does not fit all due to differences in refugees’ lived
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experiences. Hence, each refugee would benefit most if they were first assessed individually
on their existing level of language literacy in L1 and L2, as well as digital literacy level and
educational background.

Conduct a thorough assessment of
every individual refugee on arrival
in Australia for functional literacy

Assess
native language and
English
literacy level

Sufficient

Focus on
ICT literacy and
Education

Insufficient

Provide traditional
English classes
with increased
hours

Provide online
English classes and
interactive apps

Provide ICT access
and Assess
ICT literacy
level

Sufficient

Focus on
English
competency and
Education

Assess
Education and
qualification
level

Insufficient

Based on
existing level of
ICT literacy

Sufficient

Insufficient

Focus on

Provide guidance

English
competency and
ICT literacy

to obtain online
education and
training

Create websites and apps
relevant to settlement and
teach them how to use them

Teach ICT research
techniques and information
retrieval skills

Teach ICT benefits for
settlement

Figure 6-9. Comprehensive approach to address functional literacy

Based on the assessment, the steps in Figure 6-9 should be followed to develop their
competencies to an acceptable level by hostland standards. Also, a level of affirmative action
needs to be added to address issues identified as being specifically gender-based. For
example, although female participants in this study showed similar (if not higher) levels of
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education than males, they were identified as lagging in terms of English competency and
digital literacy. A focus on addressing this gap should be overlaid on the ICT-based
settlement model addressing functional literacy, to prepare all refugees for the next level of
complex practices shown in Figure 6-10.

Conduct a thorough assessment of every
individual refugee for Complex practices
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previous employment and
training experience
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level about hostland
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Finding information on job
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apps and websites
about hostland's life

Hostland's social
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Hostland's cultural
values
Provide free online training
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training or to gain new
training skills to increase
employability

Provide assistance to entre
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Create a mentoring scheme
(after care) to help them stay
employed
Create an online resource
hub

Hostland's legal
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Provide subsidies and
incentives to employers to
support refugee employment

Figure 6-10. Comprehensive approach to address complex practices
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Once functional literacy has been achieved, the steps in Figure 6-10 should commence.
These steps may not seem as straightforward as those in Figure 6-9; however, once the
refugees achieve functional literacy, they will be prepared to attempt more complicated
aspects of settlement. In order to achieve an appropriate level in complex practices, each
refugee should be assessed individually about their previous employment, training and skills
to determine what needs to be done to make them employable in the hostland. They also need
to be assessed on their existing knowledge of the hostland and level of adaptability, and then
to be educated about the social life, cultural values and legal system of the hostland.
It has been stated that the Australian Government does not have a full understanding of what
a successful settlement is from the refugees’ point of view (Curry, Smedley, & Lenette,
2018). Therefore, the government needs to value the lived experiences of refugees and design
their policies in a way to support their settlement goals efficiently. However, the creation of a
climate that provides positive results for refugees remains a challenge, and the framework for
settlement services provided by the Australian Government is unclear (Curry et al., 2018).
The ICT-based settlement model developed from this study delivers a series of steps that
emerged from the findings, aimed to clarify the complex settlement issue. If the above steps
are followed, it may provide help to GOV/NGO to create an ideal environment for refugees’
successful settlement.
As a caveat, it is important to acknowledge that any attempt to create a model of settlement
raise questions about the validity of a linear approach. For example, in the discussion on
employment as a complex practice (see section 6.2.1), underemployment suggests refugees
may spend years searching for (and maybe ultimately unsuccessful in finding) employment
suitable to their qualifications. Hence an iterative aspect of successful settlement.

6.5 Implications
According to this study, it appears that the 510 hours of English classes provided by the
government of Australia is insufficient. The refugees need more support to learn the language
proficiently. Although much information and many services are available and provided by
GOV/NGO in English, it is not useful to refugees if they lack English competency.
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In this time and age, ICT are considered a human right for refugees. ICT provide a vast
number of advantages to people who have access and skills to use its full potential. The lack
of ICT excludes the refugees from accessing a vast number of services provided by the
Australian Government departments and NGOs, offered to refugees online. The lack of ICT
cause social exclusion from the host society and the possibility of marginalisation (Alam &
Imran, 2015). Marginalisation becomes a barrier in the establishment of a relationship with
the host community (Berry, 2005). The immigrants are expected to join the host country’s
community, but if the expectation is not satisfied, they face marginalisation (Boivin, 2016).
This is particularly true if the host community is hostile towards the refugees.
There is a digital divide between those who do and do not have access to ICT. Additionally,
there is a social divide in ICT skills between those who have a higher level and those who
have minimal skills (Van Dijk, 2006). This study found that refugees may experience social
exclusion and disadvantages if they are not provided with access to ICT, with implication for
their social justice and against the refugees’ human rights as some respondents referred to
access to ICT as a human right for refugees. Lack of knowledge is related to a lack of ICT
skills. Due to lack of knowledge about Australian living, manners, ethics, culture and
especially the law, refugees could have unintentional negative issues. ICT could prevent this
from occurring, as they could learn about Australian laws and cultural values and adhere to
them.
The level of integration varies among immigrant groups, depending on their nationalities,
family support, their position within a social structure and the way they are received in the
host country (Brown & Bean, 2006a). Although Iranian refugees come from the same
country, they have different ICT skills, socioeconomic backgrounds, education levels, and
literacy in Farsi and English. Therefore, on arrival in Australia, they should not be
approached with ‘one size fits all’ strategies.
There are implications also for those government departments and organisations that provide
budgets to support refugee settlement. Considering that Australia is a developed country with
a relatively strong economy, it is safe to assume that a certain amount of budget has been
allocated to assist with the settlement of the refugees in Australia. However, this research did
not investigate whether additional budgets existed or would be forthcoming for the ICT
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settlement model proposed in section 6.4. This may be considered further work, from a nonacademic perspective. From an academic perspective, further work may investigate both
GOV and NGO response to the ICT settlement model. As the views, and suggestions of
GOV/NGOs could provide opportunities to enhance the proposed model.

6.6 Chapter summary
The key findings that were important to both refugee and non-refugee groups were discussed
in this chapter. The impact of ICT on Iranian refugees’ settlement, and how it could
accelerate their settlement process, was revealed. English competency, employment, and ICT
literacy are related as English is the dominant language on the Internet and ICT assist with
employment, as almost every position requires at least basic ICT skills. Language literacy
also assists refugees as, without it, it would be hard to find employment, and even if they are
employed, they cannot communicate efficiently at work. Although learning English could be
undertaken without ICT, ICT could potentially accelerate the learning process through
interactive courses and apps on mobile devices.
The senior refugee participants agreed that Iranian refugees need assistance for their
settlement from the Australian Government as well as NGOs. They also agreed that ICT
could help to improve their English competency, employment, social inclusion,
understanding of cultural values and the legal system.
The participants’ voices and experiences highlighted the important role of ICT in the
refugees’ settlement. Access and use of ICT ease the settlement process by allowing
information to be at refugees’ fingertips. ICT could help them to upgrade their skills and
education, assist them in gaining employment and helping them to learn about Australia’s
current affairs, culture, social and laws. The finding also showed that the lack of ICT access
and skills could create challenges, negatively affect their settlement and force them into
marginalisation within the mainstream community.
The use of ICT by organisations who provide settlement services to refugees could not only
assist refugees in participating in Australian society as quickly as possible but also may assist
them in settling as peacefully and harmoniously as possible. The following chapter
summarises the impact of ICT on the Iranian refugees’ settlement.
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Chapter 7

Conclusion

This chapter provides an overview of the research and findings. As noted in Chapter 1, the
study aimed to investigate the impact of ICT on the satisfactory settlement of Iranian refugees
in Australia. The analyses of the data led to an ICT-based settlement model that addresses the
needs of Iranian (and potentially other) refugees during the settlement process. These needs
include the acquisition of functional literacy in the first instance, and engagement with
complex practices afterwards, both of which have the potential to accelerate the settlement
process. This framework assesses refugees’ skills and their understanding of the
idiosyncrasies of the hostland so that support can be focused on those aspects needing
attention. The premise behind the framework is that one size does not (and should not) fit all.
However, it should be noted that the participants in this research were not asked about
Australian policies and therefore did not talk about policies in their interviews. Consequently,
the match between the ICT-based settlement model proposed by this research and current
policy has not been investigated. Developing or renewing policies to match the model could
be considered for future research.

7.1 Overview of the research
Before the commencement of this study, the online behaviour of Iranian refugees and their
use of ICT in Australia had been under-researched, and the role and impact of ICT in shaping
a successful settlement were unclear. To address this gap, this research explored the
experiences of Iranian refugees in Australia. This was achieved by an investigation of Iranian
refugee participants’ first-hand experiences and supported by a group of non-refugee
participants. The latter were selected based on their direct contact experiences in aiding
refugees. Some were working in a paid professional capacity, while others were helping
refugees in a volunteer role.
The methodology that was chosen for data collection was Multi-Sighted Ethnography (MSE).
MSE, or “mobile ethnography”, steps outside a single-site and moves beyond locality as it
investigates study participants located in multiple sites (Marcus, 1995). Since the refugees
were dispersed and resided in different cities around Australia, MSE was appropriate for this
study. The research was conducted in the three Australian states (New South Wales, Victoria
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and Western Australia) where the majority of Iranian immigrants and refugees reside. The
data were collected through semi-structured interviews that investigated the challenges
refugees faced and identified key barriers to their settlement. Several themes emerged from
data analysis and were grouped into basic and complex themes.
The findings for the basic themes Skills and Access and use of ICT were summarised as:
•

Provide traditional English classes with increased hours, in parallel with online
English classes and interactive apps designed to support English language learning.

•

Provide ICT classes to address computer and Internet skills competency.

•

Ensure access to ICT is provided to all refugees.

•

Teach information retrieval techniques, and how to use ICT to support all the
elements of the settlement, providing websites and apps dedicated to refugees,
saturated with useful information related to their settlement.

The findings for the complex themes Employment and Settlement were summarised as:
•

Provide online training courses to increase employability.

•

Provide a resume and cover letter writing training, online job search, job application
and interview techniques.

•

Facilitate the maintenance of their connection with homeland/diaspora.

•

Provide information about hostland social life, cultural values and legal system.

•

Facilitate ongoing support from GOV/NGO until a satisfactory settlement is achieved.

These findings highlight the importance of functional literacy and complex practices that
formed the basic tenets of the ICT-based settlement model developed from this research
(Figure 6-9 and Figure 6-10). As seen in section 6.4 ICT facilitate the acquisition of English
competency by going beyond the existing English classes provided by GOV/NGO.
Moreover, ICT increase refugees’ ability to be able to access the online services provided by
GOV/NGO.
The model demonstrates that functional literacy is a pre-requisite for complex practices. ICT
facilitate refugees being able to secure employment that is more appropriate to their level of
education, training and experience. Additionally, ICT could be used to help refugees adapt to
the hostland and participate in Australian mainstream society. Both functional literacy and
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complex practices bridge the gap between the refugee and hostland communities, which may
be beneficial to both. A comprehensive approach using ICT was proposed to overcome
settlement hurdles.

7.2 The research question revisited
This section discusses the research questions posed in Chapter 3 with regards to the findings
and analyses described in previous chapters. The review of the literature led to the
formulation of the main research question:
Does the use of ICT impact on the settlement of Iranian refugees into Australian
society?
English is the dominant language of the Internet and the hostland. Learning English is vital to
refugees’ settlement; therefore, the English language is a significant challenge amongst
refugees. It was evident from the findings that, through ICT, Iranian refugees could gain (or
increase) competency in English via online English language courses and proactive apps
promoting English learning.
While it was seen in the literature that ICT skills were paramount to refugees’ settlement, this
study showed that a large number of refugee participants (three-quarters) did not have
advanced ICT skills, and nearly a third (30%) could be considered as not achieving digital
literacy due to not having basic ICT skills (half of the refugee participants had not had
exposure to ICT in Iran). Consequently, the lack of digital literacy affected their settlement
negatively.
Functional literacy (incorporating English competency, digital literacy and education) could
be achieved by providing appropriate support as described in relation to Figure 6.9. This
study showed that settlement is not a simple process for Iranian refugees. Once functional
literacy is achieved, complex practices could be addressed. These include employment and
the many aspects of settlement described in relation to Figure 6-10. Support from ICT is seen
to accelerate successful settlement.
In addressing the overarching research question, the following sub-questions were examined.
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7.2.1 What could Iranian refugees learn with the use of ICT that could
contribute to their satisfactory settlement into Australian society
and culture?
It appears that participation in the hostland’s community could affect refugees’ settlements
positively and that ICT encourage social inclusion as it facilitates this participation. The
newly arrived refugees may not be familiar with social aspects and cultural values of
Australians and, without functional literacy, may not be able to learn about the way of life in
Australia. However, online socialising with Australians requires competency in both English
and ICT skills. Those refugees who achieved functional literacy have been more successful in
communicating with Australians and have had a better experience towards their settlement.
Therefore, at first, they may focus on mastering functional literacy to step up to the next level
and address complex practices.
The refugees were expected to learn a lot about the new environment to which they have
migrated. Even though the Iranian refugees showed their willingness to take every
opportunity to establish themselves in the hostland, gaining the right information without
assistance from ICT might be difficult. To achieve a satisfactory settlement, it is essential for
refugees to have a thorough understanding of the host country’s social and cultural values as
well as the law system.
Some refugees commented on finding friends on the Internet. They referred to them as the
‘khareji’ [foreign/Australian] friends, because they saw it as a step towards socialising with
Australian peers. The use of social media facilitates social networking and, therefore, a direct
and first-hand bidirectional interaction between the refugees and the Australian people. This
encourages the refugees to join the host community and participate in Australian events and
learn more about the hostland’s culture. Thus, ICT help refugees rebuild their social identity,
avoid isolation and gain a sense of belonging in the hostland, all of which positively
contribute to their settlement process by increasing their confidence and knowledge about the
Australian environment.
In addition to the use of ICT, the senior refugees are one of the many resources available to
help refugees. Refugees may benefit from interaction with the Iranian community in
Australia. However, since the Iranians refugees are scattered across a vast country like
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Australia, one of the most efficient ways to accomplish interaction with senior refugees and
with the mainstream community is through the use of ICT.
The finding in this study indicated that those refugees who obtained necessary skills for the
use of ICT were more successful in adjusting to the hostland’s social and cultural values and
learn about how the system works. However, their satisfactory settlement does not entirely
depend on themselves. While there is an expectation within the Australian community that
refugees join in and learn about Australian cultural values and way of life, the mainstream
community’s level of tolerance for other cultures also greatly influences refugees’ settlement.
The Australian government could use ICT to encourage the mainstream community to learn
about and tolerate other cultures.

7.2.2 How can the use of ICT facilitate a transformative experience for a
refugee?
When the refugees learn something new, it contributes to their transformative experience that
may help them with their settlement. It was learnt from this study that to increase refugees’
transformative experiences, they saw the need for training and gaining employment.
Moreover, it was a necessity to learn about gender equality in the hostland.
Training
This study showed that those refugees who acquired education in Australia by taking
academic or training courses had developed competence in securing employment to a greater
extent than those refugees who had little to no Australian education and training. The
refugee’s unemployment, underemployment and low-level employment negatively affected
their settlement. For refugees to find employment that is in line with their previous
experience and training in the homeland, and to avoid underemployment and low-level
employment, ICT could be used to receive training and education to upgrade their existing
level of training to match Australian standards.
Employment
The refugees’ interaction with the hostland’s economy is central to their welfare and provides
the potential for the host country to benefit from the refugees (Taylor et al., 2016). Once the
refugees receive job training and gain confidence that their chance of employability has
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increased, they still need to learn about job searching system in Australia’s job market
including resume writing, job application and interview preparation skills and techniques.
This could be achieved through ICT as most employers or employment agents have websites
and expect job seekers to apply online. Refugees could go beyond locality as ICT provide an
opportunity for refugees to apply for jobs interstate. Considering the vast size of Australia,
instead of travelling to attend job interviews, they could use several available free apps (e.g.
Skype), to perform online interviews. ICT, therefore, not only increases refugees’
employment opportunities, but it may also save time for refugees and potential employers,
not to mention how much it may save their money for travelling to conduct a face to face
interview.
ICT for gender disparity
As part of learning about the hostland, refugees noticed and acknowledged many differences
between the hostland and the homeland. One of the important differences was gender roles.
ICT may be used to educate both genders about the gender roles in Australia. Through ICT,
the gender gap could be minimised by bridging the gender divide among refugees. While it
would be beneficial for both genders to receive online education about gender rights and the
way Australian laws promote gender equality, the lag in functional literacy among female
refugees needs to be addressed first. ICT could increase their functional literacy to a level as
close as possible to their male counterparts. It is important for females to have equal access
and use of ICT so that they could contribute equally to mainstream society.
The Gov/NGO should consider setting funds aside to provide online educational classes to
minimise gender gap, in parallel to the development of custom made apps to focus on
improving refugees' view towards gender equality and gender laws in Australia.

7.2.3 How can the use of ICT improve the link between refugees and their
diaspora communities?
Although refugees physically were in Australia, a large part of their lives was still concerned
with maintaining a connection with their friends and family outside Australia, including those
in Iran and diaspora. This study showed that maintaining contact with family and friends
through ICT improved refugee wellbeing. Moreover, they could get advice and support from
senior refugees, particularly those residing in other parts of Australia who had already been
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through the settlement processes. The newly arrived refugees could benefit from their
experiences and advice.

7.3 Strengths of the research
The advantages of the researcher being an “insider”, discussed in Chapter 3, were confirmed
when he received first-hand and unofficial comments from some refugee participants after the
interviews. They indicated how they felt at ease when they were interviewed and how they
could open up as they regarded the researcher as “one of them”. A typical example was a
participant who claimed he was not interview-shy as he had been interviewed about Iranian
refugees in Australia on radio stations such as Special Broadcasting Service (SBS) and
Australian Broadcasting Corporation (ABC). Yet, due to language and cultural differences,
he was nervous during the interviews as he was not able to share his real experiences as a
refugee with them. The reason for his nervousness was that the interviewers were “khareji”.
Having fluency in both languages and living in Australia for a quarter of a century, the
researcher was looked upon by participants as a senior immigrant. Thus, similar to senior
refugees, participants felt a bond and trust with the researcher. Throughout the interviews,
strong attempts were made to minimise any researcher bias and record data accurately. This
helped all the participants to feel at ease and able to share their experiences freely, knowing
that, regardless of their responses to questions, they were not judged. The participants were
reminded that there were no right or wrong replies when sharing their experiences with the
researcher.
As seen in Chapter 2, immigration is considered heterogeneous. Castles (2010) suggests that
much recent migration research has been undertaken from the perspective of hostland needs
(such as migration management and renewed preoccupation with assimilation). A strength of
this research is the focus on the participants themselves. This study probed a diverse group of
Iranian refugees to explore their different perspectives regarding settlement into mainstream
Australian society, gaining a fuller appreciation of their settlement issues and understanding
the driving forces behind their behaviour. This focus on the needs of a specific group of
refugees, and their interaction with ICT, enabled the development of a settlement model that
leverages on the impact ICT can have in the settlement process. At the same time, while the
focus was on Iranian refugees in Australia, it is anticipated that the impact of ICT on
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settlement can potentially be generalised, if not to all refugees seeking settlement, then at
least to refugees seeking settlement in Australia. The multiple assessments required by the
model proposed ensure that one size is not essential to fit all – neither all Iranian refugees nor
all refugees from other homelands.

7.4 Research recommendations and implications
This study has resulted in an ICT-based settlement model (see Figure 6.9 for the component
of the model that addresses functional literacy, and Figure 6.10 for addressing complex
practices) that is the product of several issues observed when the participants’ first-hand
experiences were shared with the researcher. These led to recommendations that informed the
development of the ICT-based settlement model proposed by this study. These are
summarised below.

7.4.1 Issues
Functional literacy
It was learnt that it was not appropriate to provide low-level functional literacy support to all
refugees as some refugees had a higher level of education, qualification and English
competency and therefore, special care is needed to deal with all types of refugees differently.
Email and phones
According to some of non-refugee participants who were assisting refugees with settlement,
it was essential to ensure that refugees had email addresses and phones (preferably mobile
phones for a faster response), otherwise they could be ignored and neglected from services
such as employment assistance. Hence, not having ICT literacy or access to a phone was seen
to have a severe implication on their settlement journey.
Social media apps
The popularity of social media apps among refugees was evident for social interaction within
and outside the refugee community. However, it was noted that not many apps were available
with a focus on improving either functional literacy (namely language competency and ICT
skills) or supporting complex practices. The absence of such apps impacted on settlement.
The Gov/NGO should consider setting funds aside to provide opportunities for grants to
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develop custom made apps to focus on improving refugees’ functional literacy and
engagement with complex practices.
Gender disparity
It was found that gender disparity crossed several themes, so there may be a link between less
access to ICT for females and the perception of settlement. While this research did not look
into how female refugees used the Internet in Iran before their departure, a study about the
digital divide in Iran conducted by Al-Saggaf et al. (2017) showed that looking after the
husband and family dependents negatively impacted Iranian females’ Internet usage. This
impact could diminish opportunities facilitated by ICT and be a reason for less participation
in the community and therefore less contribution to society, with implication for their
settlement. Although the refugees’ family dependents in Australia were only tangentially
investigated, the research revealed that refugees needed to receive education and information
about Australian gender rights in order to adjust their behaviours to be in accordance to
Australian law and acceptable by Australian society.

7.4.2 Recommendations
This study has resulted in an ICT-based settlement model (see Figure 6.9 for the component
of the model that addresses functional literacy, and Figure 6.10 for that addressing complex
practices) that is the product of the following recommendations:
•

Recommendation 1: Immediate assessment of refugees’ current level of English
competency.

•

Recommendation 2: GOV/NGO’s systematic monitoring to ensure refugees are
progressing and achieving an appropriate level of English competency.

•

Recommendation 3: Individual assessment and addressing of each refugee’s
technological needs.

•

Recommendation 4: GOV/NGO to provide digital literacy courses, teaching refugees
how to retrieve relevant information.

•

Recommendation 5: ICT access provided to refugees to gain and then update ICT
training.
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•

Recommendation 6: Assessing individual refugees’ existing level of education and
qualification.

•

Recommendation 7: Assessing individual refugees’ employability according to the
hostland’s standard.

•

Recommendation 8: GOV/NGO to pay special attention to refugees with higher
education, experience and training, to ensure a suitable level of employment can be
achieved.

•

Recommendation 9: Government to establish a number of initiatives supporting
refugee employment.

•

Recommendation 10: Government to use ICT to create new means to encourage
refugees to participate in the Australian community.

•

Recommendation 11: GOV/NGO to use ICT to create dedicated websites and
interactive apps, both in L1 and L2, with the focus of teaching refugees about the
legal system and their rights as Australian permanent residents.

•

Recommendation 12: GOV/NGO may consider facilitating gender equality education
to both genders.

7.4.3 Implication for stakeholders
These recommendations have implications for a number of stakeholders. In particular, the
results of this study could be taken into account by the Integrated Humanitarian Settlement
Strategy (IHSS), the Refugee Council of Australia (RCOA) and similar NGOs, to help with
the advancement of their services to encompass the needs of the refugees and humanitarian
entrants who have newly arrived in Australia. IHSS is the main body that assists newly
arrived refugees and humanitarian entrants to rebuild their lives and settle in Australia
(Department of Immigration and Citizenship, 2009a; Spinks, 2009), while the Australian
Government consults with RCOA regularly about refugees’ current settlement concerns.
RCOA evaluates refugee programs available in Australia every year and presents the findings
to the government, suggesting how their settlement services could be improved (Refugee
Council of Australia, 2018a).
This study recommends that GOV/NGOs create avenues through ICT that encourage
refugees to interact with mainstream Australians, as ICT are efficient ways to facilitate social
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inclusion and assist with the settlement. Moreover, GOV/NGO could provide online
educational programs through social media to inform refugees about the Australian way of
life, including key points about its cultural values and law system.
Additionally, the government may consider using ICT to educate the general population
about what it takes to be a refugee, including an understanding of the refugees’ situation,
promoting harmony and building a bridge between the two communities. To minimise the
gap, GOV/NGO may use social media, mass media, local community centres and early
education in schools. It is emphasised that the Australian cultural and social identities should
not be perceived as superior to the refugees’ identities.
However, as Tearle (2003), who investigated ICT implementation in an educational context,
concluded:
piecemeal approaches which address discrete elements which are perceived to impact on increasing
ICT use, will at best have limited outcomes (p. 581).

What is required is a holistic approach that provides a framework or model for an increased
application of ICT for refugee settlement. This study provides that framework. Therefore, the
recommendations made in section 7.4.2 need to be considered as policy triggers for
GOV/NGO policy review and renewal.
Many researchers discuss the problems refugees have, but only a few of them address the
refugees’ benefits to both hostland and homeland. ICT may facilitate the provision of positive
benefits and outcomes for refugees’ settlement. For example, while initially, people from a
refugee background are more likely to be unemployed, have temporary jobs and lower
incomes, over the long term refugees, and their families may make significant contributions
to Australian society. Migration has also been beneficial to migrants themselves and their
homeland: when migrants settle in a more prosperous country, the return flow of remittance
(money sent home by migrants) competes with foreign aid as one of the largest inflows to
developing countries (Al-Assaf & Al-Malki, 2014) and technology may positively affect their
homeland (Castles, 2010).
The Australian population is on the increase, and the number of refugees is on the increase
too. To achieve a satisfactory community of ‘majority and minority populations’, the
refugees’ situation must be understood. This could be achieved if their experiences are heard,
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recorded and converted acceptably (Colic-Peisker, 2009). The experiences of the refugees
that were related in this study helped to understand the complexity of settlement, which could
help the Australian Government understand some of the problems Iranian refugees faced
during their settlement.
This study provided an insight into how ICT benefit the Australian Government and the
refugees if GOV/NGO consider modifying their approaches for delivering their settlement
services to refugees. For example, the employment services that are designed and funded by
the government may consider implementing English language courses through ICT to help
refugees gain competency in English and thus become more employable.
Through ICT, the Australian Government could educate mainstream Australians about what
refugees have been through to make it to Australia. They need to understand that refugees are
not in Australia illegally as they have been recognised as genuine refugees, not only by
Australia but also by the United Nations. Australians need to know that refugees are willing
to try their hardest to learn about Australian society as they want to adapt to their new life,
but they need a helping hand. The Australian Prime Minister, Scott Morrison (former
Australian Minister for Immigration), recognised that the Australian Government policies
significantly affect refugees’ settlement (Fleay, Lumbus, & Hartley, 2016b). Therefore, it is
crucial for Australian policymakers and mainstream Australians to acknowledge that refugees
have come from entirely different cultural and linguistic backgrounds. The government needs
to be more tolerant to be able to achieve harmony and provide opportunities for refugees.
While the refugees need GOV/NGO’s help for a satisfactory settlement, they also need to
understand and appreciate the differences between the cultures, policies, laws, and customs of
the homeland and the hostland. They need to do their best to learn all about the hostland to
help them gain the feeling of belonging, to participate in the community and to achieve a
satisfactory settlement. Although this study only investigated the benefits of ICT for Iranian
refugees in Australia, ICT may also be beneficial to refugees from other backgrounds and in
other countries.
It is hoped that the insights into Iranian refugees’ issues of settlement highlighted in this
study will be considered a stepping stone towards future policies that ensure access to ICT
and ICT training for future refugees from the very early stages of their arrival in Australia.
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The appropriate use of ICT may help them to build a better future in their hostland.
Australian refugees value their independence and are determined to find employment to
become economically self-reliant (Fleay et al., 2016a). Once refugees commence
employment, their skills are improved. Consequently, they gain further independence from
government services.
The Australian Government departments, including their appointed resettlement agencies and
NGOs, need to collaborate on the use of ICT with new lenses and to develop procedures that
are authentically responsive to the effectiveness of refugees’ settlement. To achieve this, it is
essential for the parties involved to hear refugees’ voices, as they need to have a say in
policies and procedures that determine their settlement and shape their future. It is paramount
for the government to realise that the funds spent on teaching refugees language and ICT
literacy could be considered as an investment in the future. The refugees’ children and
grandchildren will contribute to Australia.
Practically, the Department of Home Affairs could consider altering their practices and
policies to provide further ICT training to the refugees. Furthermore, if the provision of
necessary ICT training for refugees could increase their chance of employability, they may
gain independence from government agencies. Refugees’ participation and engagement with
mainstream Australians through ICT may minimise the digital divide and contribute to their
gaining a satisfactory settlement.
The research could also help with the evolution of a social network of diasporic relations.
Although this study draws on Iranian refugees in Australia, the findings could be transferable
to other refugees in Australia and apply to Iranian refugees in other industrialised countries in
North America and Europe.

7.5 Research limitations
Given the focus of this study was the impact of ICT on settlement issues, the participant
sample was restricted to those who had some exposure to ICT at least in Australia; therefore,
this study did not investigate those refugees who did not have any ICT experience.
This research was conducted in only three states where Iranian refugees were mostly
concentrated; therefore, the results cannot be generalised conclusively to all Iranian refugees
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in Australia. As noted in section 3.7 the majority of participants in the regional centre were
non-refugees. Consequently, any evaluation of regional versus capital city impact on refugees
could not be undertaken and should be considered an item for future research.
While this study asked participants about their mode of arrival in Australia (by air or sea), it
did not explore this demographic in depth. Those refugees who came by air were considered
legal refugees and were treated differently to those who came by sea and experiences
spending time in refugee camps around Australia and offshore. It is possible that the
challenges associated with their mode of arrival may have affected them differently.

7.6 Future research
This research identified questions and opportunities for other researchers. The Iranian
refugees who live in Australia could be divided into two groups: those who have no direct
exposure to ICT and are possibly older generation; and those who use ICT frequently. This
creates a digital divide within the refugee community. A second digital divide could be due to
the inequality of ICT access and skills among those refugees who use ICT. A third could be
the gender digital divide among refugees in Australia. Future studies could investigate other
refugee communities, particularly those who are considered minority communities, as they
attract less or no attention from the media.
One of the topics this study looked into was the role of ICT in maintaining contact with the
homeland. This aspect was reported in section 4.2.2. However, since the focus was not on all
aspects of ICT in connection to the wider definition of transnationalism, there is a
counterpoint that, due to extensive international networks, there is less need to establish and
maintain local social networks, impacting on hostland adaptation. Future research may
consider exploring the potential for a community to become locally isolated as a result of
their engagement in transnational social fields.
This study mostly looked at urban refugees. Future studies could investigate the impact of
ICT on regional and rural refugees to compare with urban refugees. The refugees who were
settled in regional or rural Australia may help to fill the labour shortage and largely
contribute to the growth of the rural communities in which they reside. Studies could be
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conducted on newly arrived refugees over a long period to monitor their progress in language
learning, employment and settlement.
As noted previously, the issue of budgeting requirements of the ICT settlement model
proposed was not investigated, and may be considered further work. Further work may
investigate both GOV and NGO response to the ICT settlement model, as the views, and
suggestions of GOV/NGOs could provide opportunities to enhance the proposed model.
Moreover, since the participants were not asked about Australian policies, the current
Australian policies and the ICT-based settlement model proposed by this study were not
compared. Thus, the development or renewing of policies to match the model could also be
considered for future research.
The focus of the study was on Iranian refugees and no other types of migrants (e.g. voluntary
Iranian migration to Australia). Therefore, a comparison with the experience of migrants in
general was not attempted but might be considered an element of future research.
On a final note, the refugees participating in this study have specific information needs
relevant to settling successfully in their hostland, as described in this thesis. However, settling
is a continuum, with specific needs associated with stages traversed. From functional needs
initially, to satisfying complex practices, to information needs that allow refugees to
contribute economically and socially to the welfare of the host country, belonging more fully
and becoming active citizens (for example, participating in political activity, civic duties and
cultural celebrations) (Mwarigha, 2002; Papillon, 2002). Further study of how ICT support
these changing needs may also be relevant.

7.7 Conclusion
The investigation of two groups of participants enabled this research to provide two different
perspectives that contributed to the literature through a broader understanding of the issues.
This research provided depth and breadth about the impact of ICT on the settlement of
Iranian refugees in Australia and insight into the basic and complex ways that Iranian
refugees could overcome the challenges they encounter.
The results of the investigation demonstrated that ICT have a positive impact on the
settlement of refugees. Both groups of participants acknowledged that ICT would accelerate
165

settlement, as it would be a vehicle for gaining skills, employment, education, socialisation,
and maintaining ties with their homeland and diaspora. The study found that if refugees had
access and the necessary skills to use ICT, they could gain competency in English as well as
providing a plethora of opportunities for them to accelerate and make their settlement
experience a pleasant one.
The refugees’ experiences of integration are diverse as some refugees may face social
isolation, whereas others may find multiple pathways to integration. Therefore, their level of
English and ICT should be assessed on their arrival to ensure that a sufficient amount of
training is provided to suit each individual’s specific needs.
The Australian Government could provide financial support to NGO and other organisations
who could provide language and technology literacy to refugees. They could help them
achieve complex practices by finding employment, adapting to the hostland, and participating
in the local community. When this is achieved, not only refugees but also the mainstream
Australian community and the government itself may benefit from the support.
This research has contributed to the body of knowledge by shedding light on the settlement
issues faced by Iranian refugees, and how ICT can be used to support them throughout the
settlement process. It was learnt from this study that, in order to accelerate Iranian refugees’
settlement in Australia, the government could build an educational website with several
settlement-related links. It should include apps to be used on mobile devices, in English and
Persian for those Iranian refugees who lack competency in English. The website and apps
should provide all the information a refugee may need to settle in Australia, such as teaching
basic English, the meaning of Australia’s most common colloquialisms, cybersecurity to
protect them from scammers, and basic knowledge of Australian laws, regulations, culture
and society. Additionally, a section could be dedicated to employment, resume making,
Australian work standards, work qualification and work ethics. This website could act as a
one-stop shop designed to target refugees’ settlement issues and provide step by step
guidance, helping them get through their settlement issues as refugees have great potential to
contribute to national prosperity.
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Castles et al. (2014) argue that international migration is a constant in human history, but
today it is more pervasive, socio-economically and politically significant than for the past
five centuries, so it requires adaptive and effective policymaking.
This thesis, with its focus on ICT as potential aids to successful settlement, provides a
framework that should be incorporated by policymakers to maximise the benefit of a
multicultural Australian population.
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Appendices
Appendix A: Questionnaire for Refugee participants
Containment preamble:
I would like to remind you that in this interview, you will be asked a series of questions about
your demographics, technology background, Internet costs, Internet usage. However, towards
the end, two refugee background questions will be asked about selecting Australia as a
destination and your experience, in order to connect back your story to reflect how
Information and Communication Technologies has made differences in your integration
experience.
Demographics
No

Question

Responses

1

Gender

Male

2

Age group

18-29

3

The highest level
of education

<High School

4

Marital status

5

Employment status

Female
30-39

Single/
no partner
Student

7
8
9

Employment Mode
Dependent
children at home
Dependent
relatives at home
Residential
location

Full time

50-59

High School

Undergraduate

Married/ partner

Widow/er

Home duties

Retired

Seeking
employment

Employed
6

40-49

Other

Number

No

Yes

Number

No

Length of time
living in Australia

Years

11

Method of arrival
in Australia

Air

Postgraduate

Self-employed

N/A

Yes

10

>70

Not seeking employment

Part time

State/Territory:

60-69

City/Town:

Months
Sea

12. What is your perception of settlement degree into Australia on a scale of 1 to 10 and why?
(1 being the lowest and 10 being the highest level of settlement)

Technology Background
No

Question

Responses

186

13

Type and number of
computers at home

Desktop

14

Computer skills

Basic

15

Reasons for using a
computer

Internet

Laptop

Tablet

Kindle

Intermediate
Writing

Other…

None

Advanced

Games

Storing photos/documents

Other…

Internet Costs
No
16

Question
If Internet access at home,
who pays for the cost

Responses

If no Internet access at home

why not? …
$…

17

Internet fees per month

18

Internet prices

Parents

Self

Inexpensive

Employer

Reasonable

Other …

Expensive

Internet Usage
19. Where do you access the Internet from and why?
Home

Work

Educational facility

Friend’s place

Internet café

Other …

Library

Because …
No

20

21

22

23

24
25

Question
Technological
tool(s) used to
access the
Internet (tick
all that apply)
Internet
connection
type
Time per day
for private
Internet use
How many
Internet
sessions per
week
Usual time of
accessing
Internet
Because …
Internet skills

Responses

Desktop

Laptop

Wired
USB dongle
(SIM)

Tablet

Other …

Phone

Kindle

Other …

Wi-Fi
Phone (SIM)

0-30 mins

30-60 mins

Once/week

2-3 times/week

Tablet
(SIM)
1- 2 hrs

4-7
times/week

Other …

>2 hrs

Constantly

09:00-17:00

17:00-22:00

22:00-09:00

Basic

Intermediate

Advanced

26. What common problems do you experience while using the Internet; for example, technical, language, etc.?
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27. Did you use the Internet in Iran?

Yes

28. Do you use the Internet in Australia?

No: Reason …
Yes

No: Reason …

29. What do you usually use the Internet for (tick all that apply)?
Staying in touch with family at homeland

Learning about recent political events in Iran

Entertainment (computer games, movies, images, music, watching TV, or
listening radio)

Downloading software

Read the news

Education or learning

Socializing/chatting

Seeking/posting information

Interacting with general government organisations

Online banking/pay bills

Online shopping

Phone/video on the Internet

Housing

Seeking employment

Other …

30. How private do you believe the Internet is, in regards to authorities monitoring your online activities?
In Australia:

Very private

Reasonably private

Not private

In Iran:

Very private

Reasonably private

Not private

Because …
31. Do you mostly browse Persian language websites, English or other languages websites?
Persian

English

Other …

32. Since you have been using the Internet in Australia, has it affected your life?
Improved

Worsened

No change? Please explain why and how …

33. In your view, could the role of the Internet be more beneficial or harmful; in other words, does the Internet
have positive or negative effects and why?
Useful
Harmful? Please explain why …
34. How do you think Information and Communication Technologies could help Iranian refugees?
35. In your view, what ICT related services should be provided to Iranian refugees in Australia, to help them with their integration; for example, ICT classes to boost their
computer and Internet skills, computer hardware or SIM cards to connect to the Internet, English language classes to help refugees understand Australian websites that are
mostly in the English language, etc.?

Refugee Background
36. Why did you choose Australia as a destination; for example, had relatives or friends living here, Australia is a multicultural country, Australians are hospitable, etc.?
37. What are your current thoughts and feelings about the experience of Integration and the use of ICT; for example, could ICT help with your integration experience,
etc.?
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Appendix B: Questionnaire for Non-Refugee participants

Demographics:
No

Question

Responses

1

Gender

Male

2

Age group

18-29

3

Work location in Australia

Female

Other
30-39

40-49

50-59

60-69

>70

Name of state or territory and city

Refugee Organisation related questions:
4. What is your organisation’s name? (Optional)
5. What services does your organisation provide?
6. What is your title and duties in relation to assisting refugees?
7. What kind of training have you taken up, to make you suitable to assist refugees?
8. How do you personally assist refugees?
No
9
10
11

Question
Nature of assisting refugees
Length of time dealing with refugees
How many hours a week do you spend on assisting refugees?

Responses
Paid work
Year
Hours

Volunteer work
Months

ICT related questions:
12. Does your organisation facilitate teaching ICT to refugees?
13. Do you use ICT to assist refugees? Yes/No? Explain …
14. Do you think refugees need to have access to ICT? Yes/No? Explain …
15. Do you think refugees have the necessary skills to use ICT properly or need more training?
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16. What kind of ICT training do you think would help refugees most?
17. Do you think that the use of ICT could help refugees to a satisfactory settlement? Why/How?
18. Would it make your job/assistance to refugees easier if they could use ICT properly? Explain …
19. Do you think that if refugees are provided with a computer and internet access at home, it would be beneficial to them? Explain …
20. How else could ICT help refugees apart from the successful settlement?
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Appendix C: Human Ethics Approval
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Appendix D: Interview request Letter

Title: The Impact of Information and Communication Technologies (ICT) on the Satisfactory Integration of Iranian Refugees in
Australia
Dear Sir or Madam,
The purpose of this project is to conduct a detailed evaluation of the Impact of Information and Communication Technologies on the Satisfactory
Integration of Iranian Refugees in Australia. I am a Doctor of Philosophy (PhD) student, working with Dr Jocelyn Armarego and Dr Fay
Sudweeks to undertake this study. We hope to evaluate whether access to Information and Communication Technologies (ICT) assists Asylum
seekers and Refugees in their settlement in Australia and whether there is anything we can learn from your experience dealing with them that
will be of value to settlement and similar programs.
You are invited to participate in a thirty-minute one-on-one interview at a café or community centre convenient to you. Alternatively, I the
interview could be conducted at your workplace if this is your preference.
As I want to investigate the importance of ICT (computing and the Internet) in helping Iranian refugees and asylum seekers, to settle successfully
in Australia, I will be asking you a number of questions about the usage of Information and Communication Technologies by refugees and
asylum seekers.
You can decide at any time to withdraw your consent to participate in this research. If you decide to withdraw, any material you have given us
will be destroyed. Withdrawing from the research will have no consequences for your ongoing participation in the program.
My supervisors, Dr Jocelyn Armarego and I are happy to discuss with you any concerns you may have about this study. She can be reached
at:
j.armarego@murdoch.edu.au or on (08) 9360 7351.
If you are interested in receiving feedback, you can expect to receive feedback in the second half of 2017.
Please note that prior to the commencement of the interview, it will be approved by the Human Ethics Committee of Murdoch University.
Murdoch University researchers are expected to:
•

design and conduct their research in accordance with the Australian Code for the Responsible Conduct of Research, 2007; and
194

•

ensure that their research is ethically reviewed and monitored in accordance with the National Statement on Ethical Conduct in
Human Research, 2007.

And by the way, if you are able to introduce one or some of your colleagues who are in the same situation as you, dealing with refugees and
asylum seekers, your help would be greatly appreciated
Sincerely
Saeed Shariati
Mobile:

xxxxxxxxxxxx

Email Address: xxxxxxxxxxxx
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Appendix E: Participant’s Consent Form
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Appendix F: Information Sheet
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