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This report identifies ways of successful communication with migrants and existing
communication gaps. It assesses migrants’ digital competencies and points to efficient
ways to communicate with migrants. The report focuses on Ukrainian migrants (olim &
refugees) who arrived in Israel after the war in Ukraine began on February 24, 2022, and
examines their digital competencies and ways of communication. The analysis is based
on data obtained from 20 semi-structured interviews conducted with Ukrainian
migrants (mainly olim) in Israel. In addition, the conclusions are based on insights
derived from Report 1, which examined and mapped sources of information and
services available to Ukrainian migrants in Israel.
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KEY FINDINGS

Many of the Ukrainian immigrants (olim &amp; refugees) who are highly educated and
of working age have digital skills and competencies. The digital gap is slightly more
apparent among elderly migrants and is manifested mainly in using various social
network applications.

01.

Ukrainian migrants use social networks (mainly Facebook, Whatsapp, Youtube, and
Telegram) to obtain information and to communicate with their friends and relatives in
Israel. Communication with their friends and relative in Ukraine is also via social
networks (mainly Facebook, Whatsapp, and Viber).

02.

The main information and service provider for Ukrainian olim is the Ministry of Aliyah
and Integration, whereas the main information and service provider for Ukrainian
refugees is a program (Tzav Hasha’a) operated by the Ministry of Welfare and Social
Affairs in collaboration with NGOs.

03.

As Ukrainian olim are Israeli citizens, they have more access to governmental services
(mainly through digital platforms or e-government services) as compared to Ukrainian
refugees. Ukrainian refugees receive most of their information and assistance from
NGOs.

04.

Municipalities play a significant role in providing information and services to Ukrainian
migrants, both online and in person. The support and assistance of municipal
coordinators is perceived by the migrants as very helpful.

05.
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INTRODUCTION
In Israel, two main groups of Ukrainian refugees entered following the war: olim,
who have Jewish ancestry and are eligible to immigrate to Israel and to obtain Israeli
citizenship, and refugees who do not have a Jewish ancestry and enter on a
humanitarian basis for family reunification. The description of the olim & refugees´;
population in Israel and their legal status can be found in Report I.

The interviews were conducted with 20 interviewees. Most of interviewees (18) are
refugees from Ukraine with Jewish ancestry (olim), and only two of them are
refugees, as they are less accepted and documented than olim. The interviews were
conducted from September 2022 to February 2023, by a trained interviewer, with an
MA degree in migration studies. The interviewees live or have lived in hotels
operated by the Jewish Agency in the north part of Israel (Nof Hagalil or Haifa), and
were addressed to the interviewer by the Jewish Agency representative. After the
interviewees signed a consent form (approved by Ruppin’s Ethic Committee), they
were recorded and transcribed (from Russian to Hebrew). The interview’s structure
can be found in Appendix 2. All the interviews were thematically coded and analyzed
(Braun and Clarke 2006).

The demographic information of the interviewees is specified in Appendix 1. The
interviewees included 15 women and 5 men. Their age ranges from 25 to 70 and the
average age is 42.2. Most of the interviewees are married (or in a steady relationship);
13 married, 6 divorced or separated, and 1 widow. The average number of children is
1.9. The interviewees are highly educated; 13 have an MA degree, 6 have a BA degree
and 1 has a professional degree.

There are many initiatives and a broad range of information on the internet aimed at
migrants from Ukraine, but this abundance may be confusing for migrants who are
unfamiliar with the Israeli bureaucracy.

06.

METHODOLOGY
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FINDINGS
Digital competencies of Ukrainian migrants

All the interviewees stated that back in Ukraine, they had access to the internet, had a
computer at home, and a phone with an internet connection. In Israel, all interviewees
have a smart phone with internet connection and internet access . Many also have a
computer. According to the interviewees, they have digital skills that enable them to
use these devices. They are also very active on social media (Facebook, YouTube,
WhatsApp, Instagram, Telegram) and use it for communication channels and
information sources. Ukrainian migrants use the social networks Facebook,
WhatsApp, and Telegram to get information and to communicate with their friends
and relatives in Israel. To communicate with their friends and relatives in Ukraine, they
mainly use Facebook, WhatsApp, and Viber. Russian is the main language that the
interviewees use and master. Many of them also speak Ukrainian and English. They
did not speak Hebrew before their arrival and the olim attend Hebrew classes (Ulpan)
provided by the Ministry of Aliyah and Integration.

Here are citations that demonstrate the digital competencies of Ukrainian
immigrants:

Yes, I had everything there, including a computer, a notebook, and a tablet. was
everything… (in Israel) I only have my smartphone here… a smartphone is enough for
me here. Because in Ukraine I worked in account management, I always had to be in
touch… These gadgets were indispensable means for my work. I don´t have it here. I
don´t need it here… There is TV, but I don´t watch it… Telegram. Every morning I
watch news from Israel and news from Ukraine, I don´t watch news from Russia.
(Interviewee no. 10)

Ukraine is surprisingly a much more developed, advanced country than Israel. There I
would only leave the house with my cell phone… Here I had to buy a bag for
documents (laughs) and carry it everywhere. It´s really inconvenient, because if it
gets lost there will be a lot of trouble. (Interviewee no. 2)

Differences in digital competencies among Ukrainian migrant groups

The education level of Ukrainian migrants in Israel, as well as of the interviewees in our
study, is high, and most of them have an academic degree and a profession. Most
Ukrainian migrants, like the interviewees in our study, are of working age (average age
42.2), thus the digital gap in the sample is not significant. This finding is congruent with
academic studies in the field (Lissitsa and Chachashvili-Bolotin, 2014; Rosenberg, 2020;
2022). However, there is an age difference related to the use of certain social media
applications; the older migrants in our sample tend to use Facebook and WhatsApp
more often than other social media applications.
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According to the mapping presented in Report 1, most of the official Israeli information
and governmental services addressed to Ukrainian immigrants (olim and refugees) are
provided online (e-government services) and are available in Russian. However, Hebrew
language proficiency is needed in many e-government services addressed to citizens
in general, and thus relevant to Ukrainian olim.

For Ukrainian olim, the main source of assistance and information is the Ministry of
Aliyah and Integration. This ministry operates at the national and municipal levels, and
provides comprehensive assistance with integration: education and language
acquisition, employment and economic support, housing, and more. The ministry
operates through branch offices in main cities, employing Russian-speaking
coordinators who provide information and assistance, and operating special programs
for the olim living in the city. The interviewees obtain knowledge about their right to
immigrate to Israel from Jewish community (Jewish Agency) representatives in
Ukraine as well as Israeli government representatives (consuls). Many of them read
about their rights on the websites of the Ministry of Aliyah and Integration. In addition,
they obtain assistance and information regarding education, employment, and
accommodation from the municipal coordinator. The migrants are connected to social
media groups (WhatsApp and Facebook groups) operating in the city, which also serve
as information channels. Health services are provided to olim by HMOs that operate in
the cities. They obtain information on the situation in Ukraine mainly from the internet
(many of them do not watch TV) and by communication with family and relatives living
there (via social media). In certain cities, additional services are provided to Ukrainian
olim and refugees by NGOs (for example, employment and information fairs organized
y- TechForChanges in Haifa and Beer-Sheva).

Here is a citation that demonstrates the assistance of the coordinators for olim:

We even got the phone number of the coordinators. We called one of them, they
spoke to us very nicely, said not to worry, that we would arrive and they would receive
us…The coordinators helped us, showed us several apartments... In the Ramada hotel
where we were, every day there were meetings with some representatives. Even a
psychologist worked with us. (Interviewee no.7)

How do Ukrainian migrants access information?

Ukrainian refugees get most of their information and assistance from NGOs. The
main information and service provider for Ukrainian refugees is the Ministry of
Welfare and Social Affairs in collaboration with NGOs, operating through the program
Tzav Hasha’a. The Tzav Hasha’a website provides information regarding education,
employment, health, food, psychological support, activities for children, temporary
housing, clothing and equipment. Another NGO addressing Ukrainian refugees is
HIAS, which handles the legal field, including commercial law, family law, status with
the Ministry of the Interior, citizenship, and notary services. The migrants are also
connected to social media groups (WhatsApp and Facebook groups) operating in the
city, which also serve as information channels.
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Here is a citation that demonstrates the assistance for refugees:

Well, we´ve already arrived...of course no one was waiting for me, didn´t meet me, of
course...except for my mother of course. Because I came back, I´m a fourth
generation...and Israel naturally doesn´t provide any aid. But they let me enter the
country, thanks for that, and they gave me the right to work...I registered my son in a
local school, but currently in coordination with the school I left him to study online at
the school in Ukraine…And also because I have no right to stay here and at some
point I will have to leave and he will have to study in Ukraine, so we decided that it
would be right. (Interviewee no.2)

How do Ukrainian migrants communicate with different groups?

The interviewees keep in touch with their friends and family in Ukraine via social
media, mainly Facebook, WhatsApp and Viber. They also use these social media
channels to communicate with friends and family in Israel. Some of the interviewees
stay in touch with their Ukrainian employers, but many of their co-workers have left
their former workplaces and Ukraine. Refugees with children (who are not eligible for
aliyah) keep in touch with their children´s schools, as some of the children
participate online in classes in Ukraine.

Here is a citation that demonstrates the communication with different groups:

Our grandmothers who live in Ukraine are updating us and telling us what´s going
on… We are in contact via phone, WhatsApp on Facebook. Not on a regular phone.
They get along with Facebook… My brother is in contact with me on Telegram and
WhatsApp - that´s how I can be in touch with him. It´s easier for my grandmothers
through Facebook. (Interviewee no. 5)

How do the Ukrainian migrants evaluate the local administration in 
terms of providing information? Where did they meet any barriers?

The interviewees expressed satisfaction with the service provided by local authorities.
Most of the olim interviewees in our sample come from the city of Nof HaGalil in the
north of the Israel, which has received many Ukrainian migrants. The interviewees
spoke about the positive attitude of the municipality representatives and the warm
welcome they enjoyed. They provided the names of the coordinators who assist them
in various issues and grant them continuous support.

The migrants point to several challenges and information gaps. Most of the services
for citizens (olim) are e-government services and not all are provided in Russian. Thus,
olim need assistance in communicating with government offices (other than the
Ministry of Aliyah and Integration). Another challenge is communication with
institutions such as banks and HMOs, and understanding common patterns and
procedures in Israel. In those institutions, services are officially provided in Hebrew.
Refugees face additional challenges, as they do not have an Israeli ID card and thus
many of the services are not available to them. In general, both olim and refugees
point to difficulties in handling the Israeli bureaucracy.
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03. 
Migrants should be informed about the common procedures used in institutions such
as banks and HMOs. If possible, initial use should be supported by representatives.

04. 
The effectiveness of the initiative to deliver information and services to Ukrainian
immigrants in one place through information fairs (TechForChanges) should be
assessed. If proven successful, this method should be implemented in cities hosting
immigrants.

RECOMMENDATIONS
01. 
Training should be provided to Ukrainian immigrants (and immigrants in general) for
efficient use of e-government services, with an emphasis on improving digital and
linguistic (Hebrew) skills for elderly immigrants.

02. 
E-government services for citizens in general should be provided in immigrants´
languages.
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