


Main topics of this presentation

«START» 
✓ Digital platform

✓ Asylum seekers receive 

and provide information

✓ 15 languages

✓ 1.0 version Sep 2018 

(replaces system from 

2015)

«LOS»
✓ Easier asylum logistics

✓ Self-service for 

interpreters

✓ Integrated with other case 

management systems

✓ 1.0 version Oct 2018 

(replaces system from 

2000) 

Some other examples
✓ Robotic process automation

✓ Providing information for 

children seeking asylum

✓ Using Skype for asylum 

interviews
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The new process is phase-divided:

✓ The asylum seeker initially arrives, registers in an 

electronic self-registration solution, and the immigration 

authorities ensure other early tracks, through the visitation 

and review of documents etc.

✓ The second phase is for analyzes and surveys. During this 

period, the applicant will undergo mandatory health 

surveys. All those surveys provide the basis for follow up 

interview(s) with the asylum seeker.

✓ After the interview (phase 3), a decision (phase 4) will 

come rather immediately, and the asylum seeker moves to 

another reception center based on the outcome of the case 

and/or other needs (phase 5). 

✓ We work towards a process where decisions are made in 

80% of cases within the period of stay at the center, 

meaning maximum 21 days. 

✓ The new process requires a good overall control ("control 

tower") that will monitor the flow and take necessary 

measures if needed.

We are changing the asylum procedure



First phase – securing evidence



• Asylum seekers are digital

• The applicant herself should be more active and 

responsible in the first phase of her application

• The applicant herself knows a lot about herself and can 

save the immigration authorities of resources by 

retrieving the information

• Information obtained from the applicant through an 

interpreter is not more credible or trusted than that 

provided in writing by the applicant herself (we 

conducted two tests!)

• We need a system that makes less pressure on case 

workers and interpreters in the initial phase

• Based on the information provided we can differentiate 

cases and prepare the interview, in a cost-effective way

START  - the basic concept



• The system is based on a previously developed model 

to control the applicant's whereabouts, where it is also 

possible to give the applicant information and receive 

any information from the applicant. This system is called 

"FLYT" (means FLOW).

• The system has been further developed and has 

collected a number of technical elements from UDI's 

system of receiving applicants from abroad (managed 

migration), https://selfservice.udi.no

START  - the basic concept

https://selfservice.udi.no/


• Start self-registration is developed in Microsoft's Azure 
platform

• Start is an integral part of the police and UDI case 
processing systems. This means that self-registered 
information is displayed in case processing systems, both 
as a PDF and as structured fields

• UDI and the police can define new forms and new 
questions themselves. This is done by using a common 
component "sky engine"

• In phase 2 we now look at how self-registered information 
can be used in case processing, for example. by using the 
biographical information to create the person. We also 
conduct a proof-of-concept to assess whether information 
written in other language can be translated to Norwegian 
using APIs for translation

START  - the basic concept



• Most of the data entered is hard data / structured data, 

which is added into the case processing system

• Translation is done through translation of structured 

fields, and you do not need to interpreted in each case

• It means that a language translates all fields once

• Name is one of the components where you do not use 

structured data

• The system can be used technically on PCs, mobile 

devices (iPad etc.) or mobile phones
• UDI can easily add new languages
• Version 2.0 (early 2019?): implementing technical 

solution for customizing – providing different forms for 

various groups of applicants

START  - the basic concept



Some key benefits
• Stabilizes the quality of key information about the applicants
• Ensures that all asylum seekers get the same basic 

information
• Easy to scale, crucial for contingency planning 
• Saves time from case workers and interpreters
• Activates the asylum seeker and makes him/her more 

responsible in an early phase

Benefits and gains with START  
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• System dates back to 2000,  when the UDI started 

asylum interviewing (previously done by the police)

• Oracle data base with Microsoft Access as user 

interface

Main problems with logistic system AS IS

• Difficult to manage and change – dying technology

• Booking system separated from all other case 

management systems (number of  asylum seekers 

queuing up not 1:1, for example) 

• “Heavy”, manual processes to keep track of all actors' 

capacity, availability and competence

• Much use of phone and email to make appointments

→ Could we make a simpler process, for everyone? 

LOS - the main concept

Old system – Microsoft Access:



• Customized solution launched in June 2018
• Azure

Main elements in the solution 
• UDI uses about 400 different interpreters who are 

registered as wage recipients, we are our own 
"interpretation center“

• Secure log in for interpreters – linked to the Population 
Register and the National ID-port

• The interpreter updates contact information and other data 
about himself, UDI approves the language skills of the 
interpreters

• The interpreter updates his/her calendar so the system 
automatically knows who is available for an assignment

• Requests for assignments comes straight to the 
interpreter's mobile and is approved from there 

• Interpreters have a full overview of planned and completed 
assignments including what has been paid

Self-service for interpreters

User Interface for interpreters



• Adaptations to existing case management system 
(DUF) to handle logistics better than before – will be put 
into production in October 2018 

• Technology: GemStone/Smalltalk

Main elements
• All case workers/team managers must actively decide 

whether an interview should be held in each case 
• Work orders are made in the case management system. 

Case worker specifies requirements for organizing the 
interview (preferred date, case worker, expected length 
of interview, etc.)

• The work order is made in structured fields, which are 
transferred to the new booking system 

• Complete overview in case management system, data 
about all planned and completed interviews are visible

Logistics linked to case management system 



• A brand new system that is put into production in October 
2018 

• Based on Microsoft Dynamics (Office 365)

Main elements
• Bookings are made based on work orders created in the 

main case management system (DUF)  
• LOS booking finds the first available date for all resources 

(case worker, interpreter, room, etc.) and reserves all these 
• Request is sent to translator’s mobile phone, from where 

the translator confirms that he / she takes the assignment, 
all resources are notified automatically and the booking is 
completed 

• LOS also covers the required logistics on the actual 
interview date (entry and exit registration, re-bookings etc.) 

• Data on assignments are transferred to other systems 
which deal with payment to the interpreters 

LOS booking system



Some key benefits 
• Interaction between case worker and “booking agent” 

made much easier, everything is done in a system 
instead of emails, phones etc.

• Less work behind each order of an interview
• Straightforward bookings are handled easily – thereby 

freeing up time to work with the time-consuming 
exceptions

• Very flexible system that allows future changes both in 
the case process and in role allocation

• Significantly lower technical costs
• Better data means less need for manual control in the 

HR/economy departments
• Our partners (interpreters) will be more satisfied – and 

accept assignments from us instead of other 
“competitors” in the market

Benefits and gains with LOS  





• PoC summer 2017, put in production Oct 2017 

• Developed with UiPath framework

Main elements

• Performing repetitive and rule based processes (for 

example registering travel itinerates from IOM)

• Programmed to perform specific tasks

• Not getting smarter over time

Some benefits

• 24/7 operation – easily scalable

• Improved quality, avoiding human errors

• Cost reduction (≈ 6-7 Full time employees, so far)

• Frees up time for employees to focus on other tasks 

(exercise of discretion)

Using robotic process automation 

Definition
A software «robot» is a software application 

that replicates the actions of a human being 

interacting with the user inteface of a computer 

system



• Headless CMS – integrated in existing Episerver

• Under development, tentative date for MVP: 1 

December

Main elements

• Visualization of the process – web site adapted to 

children aged 11 – 13 years 

• Short texts explaining each step

• All information in the applicant’s mother tongue

• “Mobile first” mindset

• Continuous development through dialogue with the 

users – for example our “expert group” consisting of 

young adults who applied for asylum some years ago

Making children understand the procedure

Children applying for asylum, A - Z
1 in 3 asylum seekers under 18 years

Service design project spanning 4 

authorities, aiming at improving the situation 

for this vulnerable group. 

3 sub-projects in progress autumn 2018



• Skype for business for conducting asylum interviews

• Used since autumn 2015

Main elements

• Well known technology (encrypted connection) 

• Original purpose: supporting voluntary return 

• 2015, asylum case workers:   «Skype, why not?» 

• Improves «customer experience» (especially UMA + 

guardian) 

• Reduces costs of transport

• Easily scalable 

Using Skype for asylum interviews

Skype for business 
Asylum seekers live in 115 different 

municipalities, case workers and interpreters 

are based in Oslo





START + re-arranging the asylum procedure

 

LOS + children in the asylum procedure + Skype

 

Robotics 

 

→ We are happy to answer any questions you might have, 

please feel free to get in touch! 

→ We would also love to learn more about your 

experiences when exploring new technical tools in the 

asylum procedure! 

Please get in touch! 



www.udi.no
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START screen shots



The first web page – choose language



Information and consent



Information about obligations 



Personal data 



More personal info/ID documents



An example in Arabic


