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Appendix B. Organizational Context and Backgroun
Organizational Profile
The case study organization is a faith-based non-profit providing comprehensive refugee integration services in the UK. Their services span language learning, employability training, higher education access, and community integration support. This context provided the setting for our research collaboration, as the organization sought academic partnership to understand and address their digital transition challenges while maintaining their commitment to holistic, person-centered support.
Pre-Pandemic Service Model
Before COVID-19, the organization operated through a community-centered model emphasizing face-to-face interaction and holistic support. Services included:
Language Education Programs
· ESOL (English for Speakers of Other Languages) classes across five proficiency levels
· Conversation clubs and pronunciation workshops
· Literacy support for refugees with limited formal education backgrounds
· Specialized vocabulary development for employment contexts
Employability Support Services
· CV writing and interview preparation workshops
· Job search support and employer liaison
· Skills assessment and career pathway planning
· Work placement coordination with local employers
Educational Pathway Programs
· University application support and UCAS guidance
· Academic writing skills development
· Higher education orientation and transition support
· Scholarship and funding application assistance
Community Integration Activities
· Social events and cultural celebration programs
· Mentorship matching with established community members
· Advocacy support for housing, healthcare, and legal issues
· Family support services including childcare during classes
Pandemic-Induced Challenges
The March 2020 lockdown forced immediate service suspension and highlighted the organization's dependence on in-person interaction. Key challenges included:
Technological Infrastructure Limitations
· Limited organizational experience with online platforms
· Insufficient device access among service users (estimated 40% lacked appropriate technology)
· Unreliable internet connectivity in refugee accommodation
Digital Literacy Barriers
· Variable technology skills among both staff and service users
· Language barriers compounded by unfamiliar digital interfaces
Social Isolation Impacts
· Loss of community gathering spaces and informal peer support
· Difficulty maintaining motivation and engagement without in-person encouragement
Service Quality Concerns
· Challenge of replicating holistic, personalized support online
· Reduced ability to identify and respond to emerging needs
· Loss of informal learning and peer support that occurred naturally in shared spaces
Digital Transition Efforts
The organization's initial digital transition involved rapid adoption of available technologies:
· Zoom for live classes and meetings
· WhatsApp for informal communication and support
· Google Classroom for resource sharing and assignment submission
· Email for formal communications and document exchange
However, early evaluation revealed significant engagement challenges:
· 60% reduction in regular attendance compared to pre-pandemic levels
· High dropout rates, particularly among older learners and those with limited digital experience
· Reported frustration with technology barriers among both staff and service users
· Concerns about reduced learning effectiveness and social connection

