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Abstract: In an increasingly digital world, businesspeople are expected to engage with 
online platforms, administrative systems and digital communication tools during their 
business activities. The processes can be difficult for entrepreneurs with migrant and 
refugee backgrounds because of language barriers, different institutional systems, and 
different levels of experience with digital. Digital inclusion is mostly talked about in terms 
of access to technology and digital skills, but less in relation to the development of 
learning support to enable people to engage with these systems in practice. The thesis 
examines the development of digital learning support in the Digital Bridge Builders 
project in Finklusiv, which works with underbanked entrepreneurs with a migrant or 
refugee background in Denmark. It has a focus on the volunteer training phase during 
which volunteers are introduced to digital tools, learning materials and support practices 
which are designed to help entrepreneurs navigate digital systems. From a techno-
anthropological point of view, in which postphenomenology as an epistemological 
framework is applied, the study analyses how the digital learning support is created 
during the interaction of technologies, learning materials, volunteers and workshops. The 
empirical material comprises video resources, webpages, presentation materials, 
transcriptions and workshop observations. The results reveal that digital inclusion is not 
just about technology and technical skills. There was an emphasis on the need for 
communication, trust, language and understanding of institutional systems in the 
workshop discussions. Meaningful digital participation is theorized to emerge through 
context-sensitive learning support and collaborative engagement and is seen as part of a 
broader process of digital inclusion, influenced by technologies, social interaction and 
learning practices.  
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1. Introduction 
The aim of this thesis is to investigate the structure and development of digital learning 
support in the Danish digital inclusion project, Finklusiv's Digital Bridge Builders, which 
aims at supporting underbanked entrepreneurs with migrant and refugee backgrounds. 
The study recognizes digital inclusion as a process of mediation where participation, 
learning and support for entrepreneurship are produced because of the relationship 
between technologies, activities in the workshops and the participatory learning 
environment. The thesis identifies and analyses the development of digital learning 
support which is built before being used in entrepreneurial support activities, through an 
examination of the volunteer training phase of the initiative. 

Finklusiv is a Danish social enterprise that aims to promote financial and digital inclusion 
for underbanked entrepreneurs and people with migrant and refugee backgrounds. It 
implements various activities on the themes of entrepreneurial involvement, digital 
literacy and financial inclusion, that aim to make digital systems and institutional 
processes easier to understand and use for the participants. One of these projects is the 
Digital Bridge Builders project, in collaboration with organisations like Trustpilot and 
Hack Your Future Denmark. The Digital Bridge Builders initiative runs volunteer training 
events and learning moments with the goal of helping entrepreneurs to learn how to use 
digital systems that are relevant to their business development and daily lives. Instead of 
focusing only on skills, the initiative provides opportunities for participants, volunteers, 
and facilitators to all interact and discuss digital challenges, entrepreneurial needs, and 
supports. The interactions allow for a reflection on the processes of developing, 
communicating and interpreting digital learning support in participatory settings. This 
thesis suggests that digital inclusion of migrant and refugee entrepreneurs is not limited 
to access to technology and digital competence training. Rather, the process of 
meaningful digital participation emerges in participatory, context-sensitive learning 
processes in which digital systems are "interpreted, translated and negotiated" within the 
interactions between technologies, volunteers, learning materials and entrepreneurial 
support practices. (Vores Impact, n.d.) 

The study therefore focuses on the early volunteer training phase of the Digital Bridge 
Builders initiative to explore how digital learning support is structured and formed before 
implementation in entrepreneurial support activities. 

 

1.1 Digital Inclusion and Entrepreneurial Participation 
The use of digital technologies has grown and become part of the daily life of people, 
impacting their communication, their way of working, accessing services, and their life in 
the society. Public and private systems are becoming highly digitalised in many countries, 
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such as Denmark, leading to a shift towards the need for people to interact with online 
platforms for financial services, income tax, communication, commerce, and the 
provision of institutional services. Digital participation becomes particularly crucial for 
entrepreneurs, as their activities are increasingly reliant on how they are able to use 
digital systems and infrastructures. (Rocchesso et al., 2019) 

Meanwhile, the growth of digital systems has brought digital inclusion to the fore. Digital 
inclusion is sometimes seen in terms of access to technologies and building digital skills. 
But being able to access does not automatically mean that they are able to participate in 
meaningful ways. People can still struggle with new digital systems, organizational or 
administrative systems and services as part of a platform. In this sense digital inclusion 
is not only about a technical dimension, but also about the capacity of comprehending, 
interpreting and effectively using digital environments in certain social and institutional 
frameworks.(Warschauer, 2004; Dijk, 2020; Niaz et al., 2026) 

Initial conversations about the digital divide were mainly concerned with disparities in 
access to technologies and Internet connectivity. But later studies have shown that 
digital inclusion is more than just access to digital technologies, as it involves differences 
in digital skills, patterns of use, digital participation and the benefits that can be gained 
from digital technologies (Dijk, 2020; Warschauer, 2004). This holistic understanding is 
especially relevant in entrepreneurial contexts in which people are required not only to 
use digital systems, but also the ability to traverse, comprehend, and incorporate them 
into daily business.  

The difficulties may be especially great for migrants and refugees trying to take on 
entrepreneurship in societies that are particularly digitalised. 

The difficulties may be especially great for migrants and refugees trying to take on 
entrepreneurship in societies that are particularly digitalised. Entrepreneurs in Denmark 
are anticipated to be using digital systems, which link their business to banking, public 
administration, taxation, communication systems, and business registration. These 
processes can be challenging for people who are not familiar with the local institutional 
systems, language practices, or the digital infrastructures. Digital participation may thus 
not only be constrained by the absence of devices and internet but also by technological, 
institutional, social and pragmatic difficulties. (Warschauer, 2004; Dijk, 2020; Nilsson & 
Jahnke, 2018) 

Discussions about digital inclusion tend to focus on the technical skills and 
competencies, access to digital tools, or formal learning about digital literacy. However, 
these approaches might not give enough focus to the development of digital 
understanding in relation to situated interaction, working collaboratively, and 
engagement with technologies in real world contexts. Digital participation is therefore 
related to technical skills and also to interpretations of digital systems, understanding of 
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institutional expectations and participation with learning support structures in practice. 
(Rocchesso et al., 2019) 

This thesis defines digital inclusion not as a state of technical achievement, but as a 
mediated process that emerges across interactions between people, technologies, 
institutional systems, and learning practices. The study looks at the structuring and 
understanding of digital learning support in the early stages of the project, in the context 
of the volunteer seminars where learning materials, digital tools and support practices 
are introduced and discussed. (Rosenberger & Verbeek, 2015) 

Workshops and training interactions are explored to examine the translation, 
interpretation and communication of digital systems in practical learning environments. 
In the workshops, the volunteers often shared their ideas on the need for a better 
understanding of institutional terminology, digital platforms, and online procedures for 
entrepreneurs and how these can be practically relevant. These interactions illustrate the 
ways in which digital participation is mediated, explained, interpreted, and co-
constructed not only regarding technology, but also to the mediation process, 
explanation, interpretation and collaborative learning processes. The thesis contributes 
to the debate on digital inclusion, entrepreneurial participation and technology-
mediated learning support through studying these interactions. It explores the 
development of support structures in the participatory context and the ways in which 
various actors experience digital systems in practice. 

 

1.2 Research Focus and Aim 
The aim of this thesis is to discuss the early development stage of the Digital Bridge 
Builders project, specifically the volunteer training workshops that were held during the 
early project development phase. This study focuses on how digital learning support is 
organized, communicated and interpreted in these early activities of the workshops but 
does not assess the ultimate effects of the initiative or its effectiveness.  

The overall objective of this thesis is therefore to investigate the structuring and shaping 
of digital learning support in the initial phase of volunteer training in Finklusiv’s Digital 
Bridge Builders initiative. 

The study aims to explore the impact of digital systems, learning materials and 
participatory interaction on entrepreneurial learning and digital participation in workshop 
settings and their interplay. It precisely focuses on the ways in which the volunteers and 
facilitators perceive digital barriers, institutional processes and digital systems in terms 
of understandable entrepreneurial practices. The research draws from a 
postphenomenological stance, which emphasizes the role of technologies in the 
mediation of understanding, participation and interaction in situated contexts. The 
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analysis explores the possibilities of a diversity of understanding of digital systems and 
learning materials through the concepts of technological mediation, and multistability. 
This perspective allows for an analysis of digital participation as a dynamic process that 
emerges from interactions between technologies, learning processes and social 
environments. (Ihde, 1990; Verbeek, 2005) 

The thesis is based on empirical research which was carried out through the process of 
participant observation in the workshops organized by Finklusiv and the partner 
organisations. The research role was focused on the act of observing, with participation 
in volunteer activities, discussions and interactions during workshops. Other empirical 
data collected also comprises workshop notes, observations of learning activities and 
reflections on the communication and negotiation of digital support practices in the 
training process. 

Instead of viewing technologies as merely tools, the study explores how digital systems 
influence participation, communication, and understanding in entrepreneurial support 
practices. Digital inclusion is therefore viewed as a mediated process rather than a fixed 
outcome of technological access or skills acquisition. Therefore, the thesis adds to the 
conversation on digital inclusion by exploring the development and experience of digital 
learning support in participatory and technologically mediated environments. 

The thesis states that mere technological access and digital skills training are not enough 
to create digital inclusion for migrant and refugee entrepreneurs. Rather, meaningful 
digital participation emerges in participative learning processes, which are situated and 
matter, and in which digital systems are interpreted, translated and negotiated in 
interactions between technologies, volunteers, learning material and entrepreneurial 
support practices. 

2. Building the Case: Finklusiv and the Project. 

2.1. Finklusiv as an Organizational Actor 

Finklusiv is a Danish, non-profit association striving to promote financial and digital 
inclusion for financial and institutional underbanked individuals and micro-
entrepreneurs. It is the organisation's main interest to tackle factors that limit the 
involvement in formal economic and administrative systems, which are becoming 
increasingly digitalized.  

Key services in Denmark, including the process of registering for tax registration, 
establishing a business, and online banking services and interactions with public 
authorities, are primarily digital. Digital tools like online banking systems, digital 
identification and automated communication channels have become a cornerstone of 
everyday life and entrepreneurial activity. These systems allow for efficiency and 
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standardization, but they also require a certain degree of digital literacy and institutional 
knowledge that is not always know to all communities. 

Finklusiv positions itself in this discrepancy between very digitalized infrastructures and 
unequal capacities to engage with these. Financial inclusion is not viewed as an isolated 
problem but is much more seen as closely related to the digital inclusion problem. In the 
activities of Finklusiv, the financial involvement is intertwined with the capacity to use 
digital systems like banking platforms, administrative interfaces, or communication 
tools. As a result, digital and financial support are often addressed simultaneously within 
the organization’s initiatives.(Vores Impact, n.d.)  

Finklusiv addresses challenges by creating projects that integrate financial advice with 
digital support. It's not enough for the organization to just teach them new skills; it's about 
building trust, understanding the situation, and staying engaged. Finklusiv collaborates 
with volunteers, partner organizations like Trustpilot and Hack Your Future, and 
community actors to create supportive environments where individuals can slowly gain 
confidence in interacting with digital and financial systems. 

Through an actor network, Finklusiv contributes to the reduction of structural barriers, 
making more inclusive access to the digital economy possible. Finklusiv's interventions 
do not only address access to services but also emphasise the importance of doing 
things, continuing support and building confidence in digital and financial systems. 

 

2.2. The Target Group and the Need for Digital Inclusion 

Finklusiv engages the users of these systems primarily, who have difficulties with the use 
and navigation of digital and financial systems. This group is not a category that is fixed in 
size, but rather comprises of in many instances, small-scale entrepreneurs and people 
with migrant and/or refugee backgrounds, who work in contexts that are not their own 
institutional or economic environment. 

These users are often actively involved in entrepreneurial activities such as small 
businesses, service provision, or informal trade. They are increasingly relying on digital 
tools for their business, such as payment systems, communication platforms, and 
administrative interfaces. However, their engagement with these systems is shaped by a 
range of challenges that extend beyond simple access to technology. 

One major barrier is lack of knowledge about the local institutional frameworks. One 
need to be familiar with the structure of systems (taxation, business registration, 
communication with public authorities) and know what to expect from them to navigate 
through them. These processes can be hard to understand and carry out for those who 
are not familiar with the Danish context. 
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In addition, digital literacy within this group is uneven and context-specific. Others may 
be familiar with digital tools from other countries, but experience problems when using 
certain platforms or systems in Denmark. Others may have had minimal or no exposure 
to digital technologies. This variation implies that engagement with digital cannot be 
taken for granted and needs to be nurtured in a way that is sensitive to diverse starting 
points and experiences. 

Trust also has a major influence on digital engagement. Digital financial systems may 
require sharing of personal and financial data, leading to uncertainty, especially for users 
who are less familiar with digital and financial systems. Security, privacy, and risk 
concerns can affect how and/or if an individual participates in digital platforms. 

Digital inclusion in this context is directly related to economic participation. 
Entrepreneurs' capacity to utilize digital instruments influences vital functions of 
business operation, including transaction management, customer interaction, 
accessing institutional services, and building digital marketplace visibility. These needs, 
if not met, can create barriers to business growth and sustainability. In addition to 
learning how to use specific tools, for many participants, it was also about understanding 
how digital systems worked in the institutional and entrepreneurial context in Denmark. 
It involves enabling meaningful participation in a broader socio-technical environment. 
This comprises the capacity to comprehend and interpret systems, establish trust and 
incorporate digital tools into regular business practices. It also requires adaptable, 
context-sensitive, and responsive support. 

 

2.3. The Digital Bridge Builders Initiative 

To counteract the challenges mentioned above, Finklusiv's most important programs are 
developed as part of Digital Bridge Builders (Digitale Brobyggere). It is targeted on 
enabling individuals to operate digitally in their everyday lives and in their entrepreneurial 
pursuits. Digital Bridge Builders is different from traditional training, in which knowledge 
flows from the knowledge provider to the knowledge receiver. In contrast, the program is 
delivered in a series of workshops, discussions, and hands-on projects that are related 
to digital systems and entrepreneurial projects. Through the workshops, participants 
could present their own questions, experiences and challenges to the volunteers and to 
the digital support materials. 

One of the key aspects of the initiative are the volunteers who have digital skills and who 
work directly with the participants. These volunteers assist with practical tasks such as 
accessing digital public services, using financial applications, and understanding 
platform-based systems that influence business operations. Their contribution goes 
beyond technical assistance, though. In the initiative, volunteers are assigned the role of 
“bridge builders.” Their role is to facilitate interaction between users and digital 
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infrastructures by translating institutional requirements into more accessible formats 
and supporting users as they navigate unfamiliar systems. This involves supporting 
participants in decoding digital interfaces, comprehending procedures, and gaining 
confidence with digital tools. During the workshop activities, volunteers frequently 
shared ideas to better explain institutional procedures, platform terms, and digital 
interfaces to participants who did not have the same level of digital familiarity. 

 

 

Picture 2.1: Project Young Digital Bridge Builders (Bach, 2025) 

 

The project also runs in partnership with other organisations offering various types of 
expertise. For instance, Trustpilot can facilitate education on the concept of digital 
reputation systems and online reviews, which are growing more precious for small 
businesses aiming to attain visibility and credibility. Hack Your Future enables digital 
capacity building and assists in the technical and educational aspects of the project. 
Importantly, the Digital Bridge Builders initiative is still at the beginning stages. The 
content, style and ways of participation of the structure are constantly evolving as a 
result of the interactions between the participants, volunteers and partner organizations. 
Workshops and evaluation sessions serve as testing grounds for the development, 
refinement, and redefinition of ideas. 

This dynamic characteristic makes the initiative even more important for this thesis. It 
enables to analyse the ways in which digital inclusion is not only carried out but it is also 
being created in practice. The initiative highlights these processes and therefore offers 
some insight into the ways in which various actors contribute to the definition of what 
digital inclusion means in a particular context. 

The Digital Bridge Builders program, therefore, provides an important empirical context 
for understanding the negotiation, structuring and realization of digital and financial 
inclusion in a complex socio-technical setting. 
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3. Literature Review 
Through a literature review based on the fully described literature search in subsection-
6.1, this chapter maps and brings together the existing research relevant to 
understanding how digital engagement and learning are conceptualized, particularly in 
contexts where individuals interact with digital technologies as part of everyday 
practices. The review focuses on three key strands of literature, identified through a 
systematic literature review (Figure 6.2) that are relevant to this study: relational 
perspectives on interaction and learning, mediation-focused approaches in human–
computer interaction, and norm-critical design research. Although the strands have been 
born out of various theoretical frameworks, they all point to the understanding that 
engagement with digital technologies is not just an individual or technical event, but a 
more complex phenomenon, mediated by interaction, technology and social context. 

The first strand focuses on learning and engagement as relational processes that arise 
from the interaction between people, technologies and environments. The second strand 
emphasises technological mediation which examines the influence of technologies on 
perception, interpretation, and interaction. The third strand considers issues of inclusion 
and exclusion, looking at the ways in which design practice can reinforce or question the 
prevailing social norms and assumptions. The strands reflect different theoretical 
orientations, but they all indicate that the use of digital technologies is not only an 
individual and technical issue but involves interaction, technological mediation, and 
social contexts. 

However, the aim of this chapter is not only to provide an overview of these viewpoints, 
but also to critically analyse their role in digital inclusion and their limitations. The 
chapter then weaves together these elements until it arrives at a research gap and 
explains the choice of a postphenomenological theoretical approach as a means of 
supporting the research in this study. The focus of research on digital inclusion has 
shifted from the issue of access to the people's interactions with digital systems in 
specific social, cultural, and institutional environments. Scholars have argued that 
meaningful participation depends not only on technological availability, but also on the 
ability to interpret, navigate, and integrate digital technologies into everyday practices 
(Warschauer, 2004; Dijk, 2020). These discussions provide an important context for 
examining digital learning support within entrepreneurial environments. 

In a context like this, three studies were chosen and examined for the complementary 
perspectives they showed on learning, technological mediation and inclusion. These 
studies collectively serve as a basis for comprehending the understanding of digital 
engagement in the current literature and the need for further research. 
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Article Key Understanding (Contributions) Limitations (Gaps Identified) 

Niaz et al. 
(2026) 

• Learning and engagement are relational, not individual  
• Agency is distributed across users, technologies, and 
environments  
• Emphasizes participation, collaboration, and situated 
interaction  
• Moves beyond skill-based digital literacy toward dynamic 
processes 

• Focuses mainly on structured or semi-
structured learning environments  
• Limited attention to real-life, practice-
based contexts (e.g., entrepreneurship)  
• Does not deeply analyze how technologies 
mediate interaction over time 

Rocchesso et 
al. (2019) 

• Technologies actively shape user experience (not neutral 
tools)  
• Interaction is embodied and multisensory  
• Design elements (e.g., sound) guide perception, attention, 
and behaviors  
• Highlights mediation between humans and technology 

• Focuses on specific interaction elements 
(e.g., sound) rather than broader socio-
technical contexts  
• Limited discussion of long-term learning 
and adaptation  
• Does not fully address user diversity or 
contextual constraints 

Wikberg 
Nilsson & 
Jahnke (2018) 

• Design is shaped by social norms and can create exclusion  
• Introduces norm-critical and norm-creative design 
approaches  
• Highlights importance of inclusion, diversity, and ethics  
• Shows how assumptions about users influence design 
outcomes 

• Focuses primarily on design processes 
rather than user practices  
• Limited attention to how users adapt to 
existing systems  
• Does not deeply explore technological 
mediation in everyday interaction 

Table 3.1: Key Insights and Limitations of Reviewed Articles 

 

The first article by Niaz et al. (2026) explores the concept of relationality in Child–
Computer Interaction (CCI). The authors suggest that the learning and engagement with 
digital technologies should be seen not as individual processes, but as relational 
processes. Children are not viewed as discrete users in their review, but as members of 
networks of people, technologies and environments. These relationships are the 
processes of learning, and agency is seen as distributed and not contained in a single 
person. This view questions the traditional understanding of digital literacy as a skill and 
suggests that engagement is dynamic, co-constructed, and context-specific. 

The second article by Rocchesso et al. (2019) addresses sound in human–computer 
interaction and the concept of sonic interaction design. Although the article is set in a 
particular context, the overall value that it could offer is to illustrate and reinforce that 
technologies have a strong influence on user experience. Sound is not just a "bonus" but 
a "mediating element" which affects how users perceive, interpret and react to systems. 
The authors demonstrate the multisensory and embodied nature of interaction and how 
technologies shape behaviour through their design features. This perspective highlights 
the active role of technology in structuring interaction and meaning-making. 

The third article by Wikberg Nilsson and Jahnke (2018) explores the influence of social 
norms on design practices and how social norms can cause exclusion. The authors 
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propose the concept of 'norm-creative design' in which existing social norms are first 
identified and then critically analysed, followed by design solutions that challenge the 
social norms. Their work shows that design is not neutral but follows certain assumptions 
of users that can exclude certain groups. This view highlights the need for inclusive, 
diverse and ethical design approaches. 

Taken together, these three articles provide complementary insights into digital 
interaction. In the context of relational processes, Niaz et al. (2026) draw attention to the 
processes of relation, about technological mediation, Rocchesso et al. (2019) discuss 
technological mediation, and in the context of social context and inclusion, Wikberg 
Nilsson and Jahnke (2018) draw attention to social context and inclusion. Each of these 
views, however, has its own shortcomings, which are better understood in comparison 
with the other. 

 

Learning and Interaction as Relational Processes 

One of the major trends in the literature that was identified was the change from 
individualistic to relational approaches to learning. Traditional conceptions of digital 
literacy tend to emphasize what skills and competencies should be developed. On the 
other hand, relational approaches suggest that learning is a process that develops from 
the interplay of users, technologies, and their context. Users are not independent actors 
who merely use knowledge for digital systems from this point of view. Instead, they are 
actors in processes of interaction in the making. Learning is not something fixed, but an 
ongoing process, which can be developed through continuous interaction. This is 
especially significant when the person is supported by others (peers or facilitators) to 
access new technologies.(Niaz et al., 2026) 

This understanding Such an understanding has also been argued by a participatory 
design point of view which focuses on learning and understanding as occurring through 
collective interactions and mutual engagement. Robertson and Simonsen (2013) 
describe participatory design as a process of “mutual learning between multiple 
participants in collective reflection-in-action”. In this sense, knowledge is not just 
handed down from another to the user but emerges from the interaction and 
collaboration that takes place in the context of the user's situation. 

Relational approaches also offer a critique of the notion of agency being within the 
person. Rather, it is distributed agency, that is, agency as it is created in interaction. For 
instance, a user's ability to accomplish a task can rely not just on his or her own 
knowledge, but on how the system is designed and the support that is provided to the 
user. By this, the emphasis is moved from individual ability to collective and place-based 
processes.  
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Relational approaches offer good insight, but these views can be restricted to structured 
contexts, like education. While these settings offer researchers opportunities to observe 
interaction in a controlled manner, they are not entirely representative of the complexity 
of real-life interactions. In the real world, people need to interact with digital technology 
but also deal with a range of demands, with little guidance or support. Thus, it is 
necessary to extend relational thinking to more practice-based contexts in which learning 
is linked to continuous activity. 

 

Technology as a Mediator of Experience 

The literature also mentions the importance of technology in the process of shaping 
interaction, besides the relational points. Instead of technology being neutral tools, more 
researchers nowadays underline the mediating role of technologies in the human 
experience (Rocchesso et al., 2019). This perspective suggests that technologies 
influence not only what users can do, but also how they perceive and understand their 
environment. 

Rocchesso. (2019) illustrate this through their analysis of sound in interaction design. 
They show that sound can guide attention, communicate information, and influence user 
behavior. This is an indication that minor design features can have a huge impact on user 
experience. On a broader level, digital platforms mediate interactions through their 
interfaces, structures and feedback, affecting users' behaviour and perceptions. 

It resonates with postphenomenological thinking, which sees technologies as mediators 
of human–world relations. Its perspective is that of mediation and interaction, as users 
always see the world through a technological system. These systems shape perception, 
action, and meaning making. 

The current studies, however, are mainly interested in certain interaction characteristics 
instead of more general learning processes. It conveys the impact of technology on 
behaviour at specific moments, but not the full meaning of how users' competence may 
evolve over time. In practice, users must learn to operate systems that are frequently 
complex and unfamiliar, and this is a process of continual adaptation, not just a series of 
interactions. 

 

Social Context, Design, and Inclusion 

The third perspective in the literature is on social context and design influencing digital 
engagement. Wikberg Nilsson and Jahnke (2018) suggest that the social norms and 
assumptions surrounding users have an impact on design. Such assumptions are 
frequently rooted in prevailing viewpoints and can result in the exclusion of persons who 
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do not conform to these stereotypes. This perspective highlights that digital systems are 
not neutral but are shaped by cultural and social values. The design can favour some 
users and exclude others. For instance, systems may assume knowledge of a certain 
language, administration methods, or technology. Users who do not have this 
understanding can face difficulties in interacting effectively. 

Norm-critical and norm-creative approaches try to rectify such problems by prompting 
designers to challenge norms and design with increased inclusiveness. These 
approaches emphasize the importance of recognizing diversity in user experiences and 
designing systems that accommodate different needs. However, this strand of research 
focuses primarily on design processes rather than on user practices. It tends to assume 
that design improvement equals better results but doesn't consider that users may be 
interacting with non-inclusive existing systems. In practice, people tend to work around 
systems and not to work with the best systems. 

 

Toward an Integrated Perspective 

When these three strands of literature are considered together, it becomes clear that 
digital engagement is a complex process that cannot be fully understood through any 
single perspective. Relational approaches focus on interaction, mediation-based 
viewpoints focus on the active role of technology, and design research focuses on 
inclusion/exclusion. These views, however, are generally considered as individual entities 
and are not necessarily combined to form an integrated view on how users interact with 
digital systems in practice.  

An integrated perspective suggests that digital engagement should instead be 
understood as relational, mediated, and context-specific. Learning emerges through 
interaction, but this interaction is shaped by technological systems and influenced by 
social context. Users are therefore not simply acquiring skills; they are continuously 
adapting to environments that structure their possibilities for action. This shifts the focus 
from what users know to how they engage, emphasizing that, rather than a fixed set of 
user abilities, digital literacy functions as an ongoing process that develops through 
practice. 

It is important, to clarify this position, to make explicit the underlying assumptions in this 
understanding. Looking across the literature reviewed, a general trend is seen from the 
perspective of user, technology, and learning being distinct entities to seeing them as 
interconnected and mutually shaping. A relational approach emphasizes that 
engagement is a product of interactions among users, technologies and environment 
(Niaz et al., 2026). From a mediation standpoint, technologies are not neutral entities but 
act as intentional entities that mediate the perception, action, and interaction of users 
with digital systems (Rocchesso et al., 2019). A norm-critical perspective further 
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demonstrates that design processes embed social assumptions, which influence 
inclusion and exclusion in digital interaction (Nilsson & Jahnke, 2018) 

These views can be combined to form the view that digital engagement is a situated and 
dynamic process that emerges from the dynamic relations between users, technologies, 
and social contexts. This reinforces the importance of further research on the 
development of digital engagement from everyday interactions and support practices in 
real-life contexts.  

 

Research Gap and Relevance to the Study 

The knowledge gained from the literature reviewed is especially relevant for small-scale 
entrepreneurs working in the field of digital inclusion. In these contexts, learning is not 
the main product of a formal learning setting, but the result of continuous everyday 
activities related to entrepreneurial practice. Entrepreneurs are frequently required to 
operate on the digital platforms, interact with customers, build and maintain online 
visibility, and interact with institutional systems, while also performing other social and 
economic responsibilities. The barriers and obstacles faced by entrepreneurs from 
migrant and refugee backgrounds could be exacerbated by the lack of institutional 
systems, support networks, language barriers and digital experience. Digital engagement 
in this context is thus a relational and situated process mediated by technologies, 
support structures, and social environments, and not just a technical issue. (Nilsson & 
Jahnke, 2018; Rocchesso et al., 2019; Niaz et al., 2026) 

This underlines the need to look at learning and digital engagement in action. People tend 
to learn by interacting with real-life situations, rather than gaining knowledge first and 
then using it in action. This mirrors Schön's notion of “reflection-in-action” which states 
that learning occurs when one is actively involved in real-life situations, which is quite 
different from just having instruction (Schön, 2016). Similarly, participatory design views 
suggest that understanding is gained from situated interaction, collaboration, and 
engagement by participants (Simonsen & Robertson, 2013). These points together imply 
that digital participation is an ongoing process of interaction among users, technologies, 
and support practices in the context of the everyday life. 

Figure 3.1 shows the reviewed literature is contributing to an integrated understanding of 
digital engagement as relational, mediated and context specific. 
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Figure 3.1. Conceptual framework illustrating the integration of relational, 
mediated, and contextual perspectives leading to the research gap and 
postphenomenological approach. 

 

Despite the valuable contributions of the selected studies, several important gaps 
remain in understanding digital engagement in real-life entrepreneurial settings. First, 
Niaz et al. (2026) show that learning and engagement builds from relational interactions 
between people, technologies, and environment. What their analysis does do is mostly 
on the structured or semi-structured learning environment with little insight into how 
these relational processes play out in the everyday entrepreneurial activities of people 
who interact with digital systems as part of their on-going practical work.  

Second, Rocchesso et al. (2019) specifies the mediating role of technologies and 
illustrates the relationship between interaction design and perceptions, interpretation 
and user behaviour. While this perspective highlights the active role of technologies in 
shaping interaction, the study mainly focuses on specific interaction moments and 
design elements rather than examining how technological mediation influences learning 
and adaptation over time within everyday digital practices.  

Third, Wikberg Nilsson and Jahnke (2018) offer valuable understandings of the ways in 
which design processes can either reinforce or challenge social norms of 
inclusion/exclusion. Their work is mostly about design processes rather than about 
designing systems for which there may already be embedded assumptions and barriers, 
and how users experience, interpret, and navigate the systems. Combined, the reviewed 
studies offer partial insights into digital engagement. They are concerned with relational 
interaction, technological mediation and inclusion, but the three are studied individually. 
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This has left little current research that explores the process of digital engagement as a 
relational, mediated, and contextual experience in ordinary entrepreneurship. 

For entrepreneurs with migrant and refugee backgrounds, the gap is especially significant 
because they are constantly manoeuvring through digital systems, institutional 
structures and support networks while engaging in entrepreneurial activities. The 
analysis of such processes in actual support projects can thus help to better understand 
the processes of digital learning and participation as they unfold through constantly 
occurring interactions between technologies, users and support actors. The research 
problem is elaborated upon and the analytical focus of the study in the following chapter. 

4. Problem statement and research questions   
A brief literature review shows that the main research issue is how digital learning support 
is being developed and communicated in entrepreneurial support activities. Current 
studies have indicated that digital engagement is not only the result of users' technical 
access or their individual digital skills, but is a product of continuous processes of 
interaction between users, technologies, support systems, and social settings 
(Warschauer, 2004; Dijk, 2020; Niaz et al., 2026; Nilsson & Jahnke, 2018). Existing 
research has focused on the importance of relation learning, technological mediation, 
and inclusive approaches to engagement, but less focus has been paid to the 
development and communication of technological support itself within entrepreneurial 
support initiatives. 

This issue is particularly relevant to initiatives that support small-scale entrepreneurs 
with migrant and refugee backgrounds. For entrepreneurs in highly digitalized contexts 
like Denmark, the ability to use various administrative platforms, communication 
systems, and financial technologies, as well as institutional infrastructures, is an integral 
part of their daily business life. Interacting with these systems requires not just technical 
interaction but also continuous interpretation, adaptation and learning.  

Within Finklusiv’s Digital Bridge Builders initiative, digital learning support is provided 
through volunteer training workshops, learning materials, and collaborative activities to 
help entrepreneurs navigate digital systems. Volunteers attend workshops prior to 
engaging directly with entrepreneurs, where they learn about and discuss digital tools, 
institutional processes, and support practices. It is a crucial stage as it helps to define 
the way digital systems are interpreted, explained and articulated in the initiative. 

The Digital Bridge Builders initiative at Finklusiv has shown that the barriers to digital are 
not just technical. Workshop discussions often emphasized issues of getting to grips with 
institutional procedures, interpreting digital platforms, unfamiliar terminology, and 
translating digital requirements into actual entrepreneurial activities. The above 
observations indicate that digital inclusion relies not just on access and training, but also 
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on the nature of the mediation and communication of digital systems by support 
practices. 

While there has been some increased focus on digital inclusion, there is little research 
that explores the process of developing digital learning support in the initial phases of 
entrepreneurial support initiatives. Existing studies commonly focus on users' 
competencies, access to technologies, or program outcomes, while giving less attention 
to how digital learning support is structured, interpreted, and negotiated among 
volunteers, facilitators, learning materials, and technologies. 

This creates an important challenge for digital inclusion initiatives. When support is 
primarily considered as the transfer of digital skills or technical knowledge, barriers 
related to communication, trust, interpretation, and institutional understanding may 
receive less attention. As a result, it is less explored about how digital systems are 
translated into meaningful and relevant practices for migrant and refugee entrepreneurs 
before support is implemented. In response to this, this thesis examines the practices of 
development, interpretation and negotiation of digital learning support in the training 
period as volunteer in the Finklusiv's Digital Bridge Builders.  

The study suggests that empowering migrant and refugee entrepreneurs to participate 
meaningfully in the digital world requires access to digital technologies, but also a 
participatory and context-sensitive approach to supporting them as entrepreneurs that 
helps make digital systems accessible and understandable to them as entrepreneurs. 
The study investigates how digital learning support is shaped before implementation, and 
how support practices mediate relationships between digital infrastructures and 
entrepreneurial participation, by analysing workshop interactions, learning materials and 
the engagement of learning support with volunteers. 

 

 Research Questions 

How is digital learning support developed and mediated in the volunteer training 
phase of the Digital Bridge Builders initiative? 

• How are digital barriers and inclusion challenges understood and discussed 
during volunteer training? 

• How do the interactions in workshops and the learning materials influence 
the development of digital learning support? 

• How is the concept of a digital system understood and translated into 
entrepreneurial support practices by volunteers? 
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5. Theoretical Framework 
The postphenomenological approach adopted in this study is presented in this chapter 
after the theoretical positioning that was derived from the literature review. It is based on 
the postphenomenology approach, especially Don Ihde's and Peter-Paul Verbeek's 
notion of technological mediation. The chapter explains how technologies shape human 
understanding and action, and how this perspective helps analyse digital literacy support 
within Finklusiv’s Digital Bridge Builders initiative. This study does not define digital 
literacy as a collection of technical skills but as a learning process that is mediated, 
contextually situated, and emerges from interactions with digital systems, with learning 
materials, and with support structures and entrepreneurial practices. Thus, the 
framework is explored to understand the engagement of entrepreneurs with digital 
platforms and the formation of understanding in technologically mediated learning 
processes. 

 

5.1 From Phenomenology to Postphenomenology 
Phenomenology and Human Experience 

Postphenomenology emerged from the larger philosophical movement of 
phenomenology, which emphasizes the understanding of human beings and their 
experiences as well as the ways in which they interact with the world around them. 
Philosophers like Edmund Husserl, Martin Heidegger, and Maurice Merleau-Ponty were 
the major influences on classical phenomenology. These thinkers were interested in how 
reality is experienced through perception, embodiment, and everyday interaction, rather 
than understood solely through objective observation. Phenomenology places the focus 
on the human experience of the world, in contrast to a detached experience. Rather, 
individuals are always embedded in social, material and practical situations. Thus, 
human understanding is formed, as a result of life experiences and engagement with the 
environment. 

Technology, STS, and the Emergence of Postphenomenology 

In this tradition, technology also played a part, specifically in the work of Martin 
Heidegger. Heidegger argued that modern technologies influence how humans relate to 
the world and can shape human ways of thinking and acting (Heidegger, 1977). However, 
classical phenomenology often approached technology broadly and abstractly, paying 
less attention to how people interact with technologies in everyday practical situations. 
(Ihde, 1990; Rosenberger & Verbeek, 2015; Verbeek, 2005) 

Simultaneously, the social and practical aspects of technology were being studied more 
in Science and Technology Studies (STS). STS scholars analysed the integration of 



   
 

21 
 

technologies in relation to institutions, social practices and power relations. These 
methods offered valuable empirical insights, but some were less focused on lived human 
experience and the effect that technologies have on perception and understanding 
(Rosenberger & Verbeek, 2015). 

Don Ihde's work on postphenomenology was a response to the attempt to link these 
together. Postphenomenology was developed from phenomenology, but it also became 
more concerned with the technologies as active agents in human experience rather than 
as neutral tools (Ihde, 1990). 

Technological Mediation and Empirical Contexts 

This notion of technological mediation took centre stage in postphenomenology, in which 
technologies do not act as tools but rather as means through which humans perceive, 
interpret, and interact with the world. According to postphenomenology, technologies 
are not merely tools that people use. Rather, technologies influence human perception, 
interpretation, communication, and action in the world. Human experience is thus a 
mediated phenomenon, and it is mediated by technologies. This view gained in 
significance in research on digital technologies because of the influence of digital 
systems on everyday communication, learning, work and participation. During these 
mediation processes, in the Digital Bridge Builders workshops, the volunteers tried to 
translate the abstract digital infrastructures into understandable and practically relevant 
entrepreneurial practices. Postphenomenology provides a useful way to analyse how 
these technologies influence understanding and interaction within specific contexts. 

Recent postphenomenological scholarship also has placed focus on studying 
technologies in their empirical and situated context. According to Ritter (2021), 
postphenomenology view is a direction that focuses on the way that technologies 
contribute to human-world relations and affect perception, interpretation, and 
experience in everyday technological interactions. (Ritter, 2021)  

In contrast to the view of technology as an object, postphenomenology considers 
technology as relational and mediating structures whose meaning is situated in the 
context of practice. The empirical orientation becomes especially germane in the present 
study, which investigates subjectively the experience, interpretation, and negotiation of 
digital learning support in the context of participative workshops and learning support 
materials in the Digital Bridge Builders initiative of Finklusiv. 

Multistability and Relevance to the Study 

Multistability is another key concept in postphenomenology, which proposes that 
technologies have no one right meaning or use in context. Rather, technologies can be 
known and lived differently by the different users, practices, and contexts in which they 
are situated (Ihde, 1990). The concept is relevant in the present study because a digital 
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learning material and support system can have different perceptions among 
entrepreneurs, volunteers and facilitators of the initiative. This makes 
postphenomenology an appropriate analytical approach for the current research. The 
framework is used to explore the technologically mediated interactions, situated 
experiences, and participative practices that shape the framework of digital learning 
support for Finklusiv's Digital Bridge Builders initiative. The study investigates, in the 
context of the study, and across participants, how digital systems, learning materials and 
support systems affect understanding, participation, and entrepreneurial learning in 
different ways. 

 

5.2 Postphenomenology and Human–Technology Relations 
Postphenomenology is a philosophical approach within the philosophy of technology 
that examines how technologies shape human experiences and relations with the world 
(Verbeek, 2005). Postphenomenology challenges the idea of a neutral technology that is 
simply used to represent a situation, as it is used to shape and influence how people 
perceive situations, make decisions, and act in their daily lives. One important principle 
of the postphenomenological approach is technological mediation. Technological 
mediation refers to how technologies shape the relationship between humans and the 
world (Rosenberger & Verbeek, 2015). Technologies are not just tools for doing things, 
they are also ways of understanding things and ways of making things possible. 

This relation is sometimes called a Human–Technology–World relation (Ihde, 1990), 
where technologies are mediating elements between human and their environments. In 
this mediation technology affects what users see, their perception of that information, 
and their execution of practices. Through this mediation, technologies shape what users 
notice, how they interpret information, and how they perform practices 

The concept is especially relevant here, as Digital Bridge Builders are constantly engaging 
with digital systems, ranging from administrative platforms and communication tools to 
online marketplaces, booking and financial systems. Meanwhile, they are interacting 
with learning materials and support resources that will assist them in navigating through 
these systems. These technologies and learning materials are not passive supports from 
a postphenomenological approach. They influence the perception of entrepreneurs 
about digital contexts and their engagement in them. Thus, learning occurs in the context 
of mediated interaction rather than in the context of skill acquisition. This view moves the 
focus from digital competence of entrepreneurs to the processes of developing digital 
competence. Rather, the study investigates the nature of understanding when learning 
occurs in interaction with technologies, support structures and real situations. 
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5.3 Hermeneutic Relations and Digital Understanding 
Among the different forms of human–technology relations described within 
postphenomenology, hermeneutic relations are especially important for this study. 

Hermeneutic relations occur when technologies present information that users must 
interpret in order to understand and engage with the world (Verbeek, 2005). In such 
contexts, technologies operate as interpretive systems that are used to construct the 
understanding of reality. Examples include digital dashboards, online forms, booking 
systems, payment interfaces, translation tools, or communication platforms. Users need 
to be familiar with the meanings that are contained in such systems to be successful. As 
an entrepreneur, you may be tasked with interacting with new and unfamiliar digital 
systems that involve taxes, communication, business registration, online marketing, or 
customer engagement. To access these digital environments, one must not only have the 
technical access but also interpretive understanding. This is why understanding the 
hermeneutic relations here is very relevant. 

For those entrepreneurs who are migrants or refugees, these interpretations may be even 
more complex, as technologies are linked to new institutional environments, 
expectations, and languages. Challenges thus do not only arise when technologies are 
not available, but also when systems need to be constantly interpreted and adapted. 
Learning materials play a significant role within this study, as they facilitate this 
interpretive process. Video guides, workshops and demonstrations, and collaborative 
support sessions serve as intervening structures that assist entrepreneurs to make sense 
of digital environments. Learning material can be considered as technologies of 
mediation. They influence the way entrepreneurs perceive digital systems and how they 
gain practical knowledge from use. Viewing digital literacy from this perspective, it is not 
considered as simply memorizing technical instructions. Instead, it evolves as a result of 
interacting with technologies in a situated way, interpreting, experimenting and engaging. 

 

5.4 Multistability and Contextual Technology Use 
Another important concept within postphenomenology is multistability. Multistability 
has to do with the notion that technologies do not have just one single meaning or 
function. Instead, technologies can be understood and used differently depending on 
users, contexts, and practices (Rosenberger & Verbeek, 2015). 

This also implies that the same technology can be used for different experiences and 
outcomes in situations. Technology is not just about design, it needs to be practiced 
becoming meaningful. The concept is significant for the current research considering 
that the experiences, language skills, confidence and business objectives and support 
networks of entrepreneurs vary. For instance, one entrepreneur might see social media 
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as an easy way to hawk services and connect with clients, while another might find it 
cumbersome or hard to understand. Also, videos or instructional content can be 
empowering for some participants and challenging for others. In this way, multistability 
explains why there are no universal assumptions about users or technologies for digital 
inclusion. Technologies are always contextually and experientially shaped. 

This is particularly important in participatory learning settings like Digital Bridge Builders, 
where entrepreneurs, volunteers and facilitators interact with technologies together. The 
interpretation and appropriation of technologies vary among participants, leading to 
different understandings. The concept also fits the study focus that is learning materials. 
What looks like a good design may not be equally understood by all users. Analysing the 
various perceptions is important in understanding how digital literacy support works in 
practice. 

 

5.5 Technological Mediation and Digital Literacy Support 
Postphenomenology, which incorporates technological mediation, hermeneutic 
relations and multistability, can be useful to analyse digital literacy support as a process 
of relating and as a contextual process. 

 

Fig. 5.1. Comparative understanding of the importance of Technological 
Mediation 
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This view is similar to the research gap found during the literature review. Relational 
learning, technological mediation or inclusive design have been studied in isolation in 
existing research. Fewer studies, however, focus on how these dimensions interplay in 
real-world support settings where users are learning to use digital systems in authentic 
settings. Digital Bridge Builders is not a classroom-based learning environment for 
entrepreneurs to develop digital tools. Instead, learning takes place while participants 
simultaneously engage with business activities, administrative systems, communication 
platforms, and institutional requirements. This study therefore does not only examine 
technology use but learning processes that relate to engagement with digital systems. 
The study focuses specifically on analysing the ways by which learning materials and 
structures of support mediate the understanding of entrepreneurs of digital spaces. 

This is significant because it was recognized in the original effort that entrepreneurship 
would need support to adapt to digital platforms, and learning materials that would be 
accessible and context specific were initially limited. The technological access was 
therefore not the only challenge, but also how understanding could be supported in 
meaningful ways of mediation. In postphenomenological approach, learning materials 
are part of the mediation process itself. There are workshops, demonstrations, guidance 
sessions, and instructional content that influence entrepreneurs' understandings of the 
digital systems and possibilities for participation. This awareness transcends the notion 
of a digital competence that people either have or do not have. On the contrary, digital 
literacy is regarded as a process that is built up through the interaction between the 
entrepreneur, technology, learning materials, and the supporting environment. The 
framework thus enables the study to investigate the ways in which technologies 
influence entrepreneurial involvement, the role of support structures in mediating 
understanding, and emergence of learning through situated technological practice. 

 

6. Methodological Framework 
The methodological approach that is used in the study is described in this chapter. 
Inspired by the postphenomenological approach outlined in Chapter 5, the methodology 
aims to analyse the process of digital learning in real world settings and with the use of 
technological systems. Digital literacy is not a set of skills, but a process that develops 
as a result of interaction with digital tools, learning materials, support and collaborative 
work environments. This research will be part of the Digital Bridge Builders work of 
Finklusiv and based on a qualitative research design that draws on techno-
anthropological and participatory approaches. Participatory design can be seen as a 
methodological attitude to the empirical context, whereas postphenomenology can be 
seen as an analytical approach to the empirical context in which technologies mediate 
learning, interpretation and interaction in action.  
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6.1. Literature search 
An exploratory search was first made to clarify the focus of the research and then a 
systematic literature search was undertaken to identify academic studies relevant to the 
research. The focus of the search is on finding out how technology, learning and user 
experience are related, especially in a postphenomenological way. 

Academic databases such as Scopus, Google Scholar, and Web of Science were used 
for the search. A literature study was carried out in two phases. The first phase was an 
initial effort of a wider exploratory search which aimed to identify the state of the research 
field around digital inclusion and entrepreneurial participation. Key words were used in 
combinations, including with the term migrant, and were searched with terms such as 
digital inclusion, digital literacy, entrepreneur, small business, volunteer, partnership, 
stakeholder and infrastructuring. The publications in the last 6 years (2020-2026) were 
searched within the subject areas of Social Sciences and Economics, Econometrics and 
Finance. This is an exploratory search which yielded 26 articles which were screened by 
title and abstract to highlight any common themes and areas for enquiry. 

The search strategy was refined as the research focus crystallised in terms of 
engagement with the empirical material and the development of the theoretical 
framework. More focus shifted to literature relating to learning, technologically mediated 
learning, participation, and engagement in digital settings. This process resulted in 
studies being identified that were conceptually relevant to understanding the structuring 
and experience of digital learning support in entrepreneurial support initiatives. 

The literature was not selected on the basis of topical similarity but based on conceptual 
relevance to the research problem. The studies reviewed were thus selected because 
they provided complementary perspectives on relational learning, technological 
mediation and inclusion, providing insights into the analytical trajectory for the thesis. 

The literature selected were used to inform the literature review and to support identifying 
the research gap that this study addressed. 

Literature Selection Process 

The literature selection process has been simplified and conducted following the PRISMA 
approach's guidelines to guarantee transparency in identifying and selecting relevant 
literature. 

Initially, an extensive exploratory search was conducted in academic databases such as 
Scopus, Google Scholar and Web of Science during the identification phase. The search 
string highlights the combination of terms related to digital inclusion, digital literacy, 
entrepreneurship, migrant, volunteer support and infrastructuring. This search resulted 
in 26 records. 
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The study focus evolved over time and a second and more specific search was performed 
for literature that would specifically address the topic of technological mediation, 
learning and user engagement through combinations of terms such as 
"postphenomenology", "pedagogy", and "digital". This refinement helped select the 
literature relevant to the newly forming analytical focus of the study. 

The titles and abstracts were screened for relevance during the screening phase. 
Research primarily focused on policy development, macro-level quantitative datasets or 
technical system design was omitted. After this process, 7 articles were selected that 
appeared to be relevant for the research focus. 

During the eligibility stage the full text articles were evaluated according to their 
conceptual relevance to the research focus. Given the limited search, selection was 
based on conceptual rather than topical relevance. The initial set of articles was 
narrowed down to three, which all have a bearing on the impact of technology on learning, 
interaction and user experience. 

Lastly, the following studies were considered for the literature review: Niaz et al. (2026); 
Wikberg Nilsson and Jahnke (2018) and Rocchesso et al. (2019). Further supporting 
literature was also obtained by tracing back the references contained in these articles. 

The following figures provide a visual illustration of the two stages of literature search for 
easy understanding. 
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Figure 6.1. Development of the literature search process from exploratory mapping 
to targeted literature selection. Figure X. Development of the literature search 
process from exploratory mapping to targeted literature selection 
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Figure 6.2: Literature selection process following a simplified PRISMA approach. 

 

6.2 Research Design 
This study follows a qualitative research design to explore how digital learning is 
approached and structured in practice within small-scale entrepreneurial contexts. The 
design is inspired by a techno-anthropological approach that focuses on the 
comprehension of the embedding of technologies and learning processes within real-life 
activities and social contexts. This empirical approach in the study concentrates on the 
first phase of the Digital Bridge Builders project run by Finklusiv. This is the training phase 
where volunteers are aware of and familiar with digital tools, learning materials and 
support practices, which are introduced, discussed and prepared for future 
entrepreneurial support activities. The research does not look at the implementation of 
these materials with entrepreneurs but focuses on this formative stage to understand 
learning support conceptualization and development. The study emphasises this early 
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phase, to explore how assumptions about digital learning are enacted in training 
architectures, resources, and experiences. It brings a perspective to learning that is 
framed, as well as the types of support that may be needed, and how the participants 
interact with the digital systems in the learning preparation. The learning design thus 
centres on learning as a situated and developing process that arises through the 
interaction between volunteers, technologies, and training contexts. This is in line with 
the postphenomenological approach, which focuses on the way technologies affect the 
way people understand things and how they engage with them when they are doing 
something. 

 

6.3 Participatory Design as Methodological Orientation 
The research approach of this study is participatory design (PD) which focuses on user 
involvement in understanding and interacting with technology. The participatory design 
approaches take users as active partners, by valuing their experiences and local 
knowledge as essential to the interaction with digital systems (Simonsen & Robertson, 
2013; Bødker et al., 2000). 

Here participatory design is not used as a formal design intervention by the researcher. 
Rather, it is a way of doing research that guides the interaction with and interpretation of 
the empirical context. The workshops, which were arranged in cooperation with Finklusiv, 
Trustpilot and HackYourFuture, are participatory spaces where entrepreneurs and 
volunteers sit with digital systems, exchange their experiences and ideas, and work 
together to find solutions.  

These workshops may be seen as learning spaces in which learning occurs as a result of 
interaction, discussion, and hands-on experience. Such settings enable access to how 
users make sense of technologies in use rather than based on pre-defined assumptions 
on learning processes and user needs. The study draws inspiration from principles of 
participatory design (PD) as a methodological approach that emphasizes collaborative 
and practice-oriented learning, as well as from aspects of radical participatory design 
(RPD) such as situated knowledge, relational participation and community-based 
understanding (Udoewa, 2022). The study is not a comprehensive radical participatory 
process, but some of the workshops indicated a shift in focus from only a technical 
problem-solving process to a more socio-cultural discussion on migrants' experiences 
with digital systems.  

As the interaction continued, participants and volunteers jointly discussed the barriers 
not just regarding the digital access, but also about the language, trust, communication 
and institutional navigation. Participation was thus not just a process of engagement in 
collaboration, but also it was a space in which understandings of digital inclusion were 
negotiated and remade through engagement. The learning process is also divided into 
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two stages, emphasizing the role of volunteers as intermediaries. The volunteers are 
trained and subsequently lead sessions for entrepreneurs, applying the learning 
materials. The structure represents a distribution of participation across actors and 
stages, as well as preparation and interaction as a way of shaping the learning. The work, 
informed by critical perspectives on participation, also recognises that participation 
requires opportunities for users to interpret and interact with systems in practice 
(Udoewa, 2022). This highlights the need to consider not only the design of learning 
materials, but also what learning materials are like in terms of the learners' experience 
and use in actual learning situations.  

The researcher's participation was mostly an observer and occasionally joined in with 
discussion and reflections when appropriate. Participatory design thus does not directly 
intervene in the study but rather focuses on the role that participation plays in the 
production and comprehension of the digital literacy support in practice. 

 

6.4 Data Collection and Researcher Position 
This study uses empirical material from data gathered at workshops and training 
sessions in the Digital Bridge Builders program. Material comprises transcripts of 
workshop discussions, presentation material (ppt), and explanatory materials – video 
resources etc. The workshop transcripts are the main data source, which records 
moments of interaction with the digital tools, questions from the participants and 
challenges that need to be solved.  

These kinds of transcripts offer insight into the way understanding is negotiated, where 
confusion lies and how it is clarified during real-time interaction. As part of the empirical 
material, the transcripts are supplemented with training materials in the form of 
presentation slides (PPTs). The materials are reflective of the organization of digital 
learning and its dissemination in the initiative, including how concepts, processes, and 
tools are presented to the participants.  

The supporting materials are also part of the learning environment (e.g., explanatory 
videos) and are important in the way digital challenges and practices are framed and 
understood. The Digital Bridge Builders is a one such program that creates video-based 
training materials. These materials are not assessed in the study but are noted as 
empirical artefacts in recognition of how conversations and challenges in the workshops 
and the supports were translated into learning materials. The videos thus offer an insight 
in the communication and formalisation of understandings of digital inclusion and 
entrepreneurial support within this initiative.  

These materials are understood in relation to the wider learning structure in which they 
exist, within which they create and shape understanding. The study does not measure 
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outcomes but rather explores the contribution of these elements in the process of 
learning in practice. 

 

Figure 6.3. Timeline of research engagement and empirical material 
collection from March–April 2025 and April–May 2026. 

 

The empirical material was gathered with two engagement periods as shown in figure 6.3. 
The first period (March – April 2025) had the focus on workshop observations, training 
materials and field notes. The second period (April-May 2026) involved ongoing 
engagement, through observations of webpages, learning resources, organizational 
materials and on-going analytical field notes. The researcher was involved in these 
workshops as an observer. The researcher, while attending the sessions, was mainly 
concerned with observing the interaction of the participants with the digital tools and 
how learning was achieved in such interactions. This position combines a close 
involvement with the empirical setting with a focused analysis. The data is real-world, 
interactional and represents conditions and circumstances where people try to 
comprehend and apply digital platforms. These interactions give insight into the 
negotiation of meaning, the form of support, and the actual process of learning. 
Furthermore, the researcher's background in participatory design courses helped 
sensitise him to collaborative process, involvement of the user, and interactional 
dynamics. This background informed the identification of key moments in the sessions 
when understanding emerged, was supported or when it was not supported. The 
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empirical material consisted of the transcription of the workshop recordings, 
observations in the field, training materials, and volunteers’ discussions during the 
Digital Bridge Builders. Finklusiv staff, participants of Hack Your Future, volunteers 
working in Hack Your Future and invited guest speakers were among the participants. The 
target group of entrepreneurs was not directly targeted in the workshops but was 
indirectly targeted through the activities, the case exercises and the observations and 
reflections of the participants. The participants are anonymized in the thesis by using 
functional roles. These include: 

 - Facilitator (Finklusiv)  

-Facilitator (Hack Your Future)  

-HYF Alumni  

-Volunteer 1/2/3  

-Researcher.  

These are used when quoting the workshop participants and excerpts from the 
workshops in the analysis chapter. 

 

6.5 Analytical Strategy: Postphenomenological Analysis 
The analysis is informed by a Postphenomenology lens and examines how digital 
technologies are used to understand and engage in the Digital Bridge Builders initiative. 
The analysis is not based on a pre-given coding format, but covers the material presented 
as empirical data, analysed using postphenomenological notions of technological 
mediation and multistability (Verbeek, 2005; Rosenberger & Verbeek, 2015).  

The transcripts of the workshops were selectively edited to minimize redundancies in 
conversation while highlighting those that were empirically relevant. The analysis of the 
interviews was restricted to discussions about digital mediation, cultural awareness, 
participatory learning, and entrepreneurial support practices because the other aspects 
of the interview (e.g., repetitions and informal background conversations) were filtered 
out. Participants' names and references that could be identified were anonymized to 
ensure their confidentiality, while keeping the contextual meaning of their interactions 
intact. 

The analytical process entails the identification of contexts in the training sessions in 
which the interaction with the digital systems produces effects on the understanding, 
interpretation and action, which are directly linked to the study's research questions 
related to the structure and experience of digital learning support during the initial 
training phase of the volunteers. Specifically, it hinges on problems or moments of 
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confusion in understanding the digital platforms and institutional structures that are 
presented to entrepreneurs and/or volunteers, and on moments that explanations, 
demonstrations, or information from others enable them to understand. Furthermore, 
the focus is on the fact that participants experience and interact with the same 
technologies in different ways, depending on context, language familiarity and previous 
experience, thus linking the analytic themes to the central question of how training 
materials and interactions at the workshops affect digital learning in the initiative.  

The empirical content consists of workshop transcripts, presentation material (PPTs) and 
materials used for the web pages and video presentations that have been created for 
support sessions with the volunteers. The materials are not just read and reread as 
information but studied as mediating artefacts that give way to an explanation of digital 
systems, to interpretation, and to understanding in the learning environment.  

The two-phase structure of the initiative also enables the analysis to look into the working 
of the learning materials at different phases. The first phase is related to the materials 
and support structures made ready and presented for volunteers during training, while 
the second phase is related to how materials are supposed to be interpreted and used 
during support sessions for entrepreneurs. This enables exploration of the translation of 
intended forms of support into actual learning contexts.  

In this way, the study aims to examine the emergence of learning in technologically 
mediated interaction in practice. Digital literacy is thus not an "entirety" of skills but a 
"process" of learning, developing and changing, in which technologies, learning 
resources, people, and support settings all play a part. 

 

Figure 6.4.: Methodological Framework of the study  

 

Reflexivity 

This study includes the researcher as an observational participant within workshops 
that are part of the Digital Bridge Builders initiative. These contexts provide the 
opportunity for the researcher to observe first-hand the interactions between 
participants and the digital tools, as well as how learning is organized and executed. 
This position also calls for reflexive action. The researcher's involvement can alter the 
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dynamics of interaction and/or interpretation of the situation. In response to this, the 
analysis is based on observable interactions, conversations, and materials. Reflexivity 
is thus sustained as a persistent awareness of the researcher's involvement in the 
research process which means that the interpretations are grounded in the empirical 
material and are consistent with the analytical framework. 

 

6.7 Limitations 
Scope and Temporal Limitations 

This research is directed towards the first year of the Digital Bridge Builders initiative, the 
volunteer training and preparatory workshop phase. This means that the analysis does 
not consider the implementation, adaptation and experience of digital learning support 
over a longer period by entrepreneurs. The results are thus confined to the initial stages 
of the digital learning support and how this is understood, interpreted and discussed. 

Further, this study does not seek to assess the effectiveness of the learning materials nor 
to measure long-term results on entrepreneurial success, development of digital 
competency or a change in behaviour. Rather, the main concern is with the emergence of 
understandings of such digital supports in participatory learning environments. 

Empirical Material and Researcher Position 

The empirical material used is mainly transcripts from the workshops, presentation 
materials, website content and supporting materials like video-based learning. The 
collection of these sources provides important insights into the communication and 
negotiation of digital learning and support structures, but there are also ethical aspects 
to consider. The collection of all data was conducted with both respect for participants' 
privacy and informed consent, and with the use of methods for handling identifiable 
information in a confidential manner. However, these qualitative resources are not ideal 
for capturing long-term experiences of users, behavioural changes or the real-world 
benefits of participation, thereby limiting the scope of evaluation of wider participation 
effects within the context of this study. 

Another limitation is the location of the researcher within the empirical context. The 
researcher was not a facilitator of the workshops but was rather an observation 
participant who offered reflections where appropriate during discussions. The study 
therefore offers insights into development and interpretation of the initiative from an 
observational and interactional design process perspective, not a fully participatory or 
interventionist design process perspective. 
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Methodological Limitations 

In method, the study is guided by participatory design (PD) and is inspired by principles 
belonging to Radical Participatory Design (RPD). But it is important to emphasize that 
there were limitations associated with the participatory approach used in this study. It 
was not a truly radical participatory process, where participants had equal control over 
all aspects of decision-making, facilitation and design. Rather, the participation in the 
workshops was organised and shaped by project organisational structures, resource 
limitations, and pre-set goals defined by the project organiser. In this context, 
participants were therefore allowed to contribute and collaborate, but their influence 
was limited by the external factors. The clarification is important because the study's 
methodological orientation was based on the principles of participatory and radical 
participatory methods, but there were practical limitations due to the broader context 
and organization of the initiative.  

In addition, the workshops promoted a cooperative dialogue and a contextualization of 
reflection, but the study does not assert that all the participants' voices were heard 
equally. The engagement of the participants in the sessions may have been affected by 
varying levels of confidence, language familiarity, and digital experience. 

Theoretical Limitations 

The study also has some limitations because it focuses on postphenomenological 
concepts like technological mediation, and multistability. These frames offer useful 
understanding of the technologies that influence interpretation and engagement, but do 
not comprehensively explore the impact that larger scale structures, like institutional 
power, economic inequity, or migration policy, have on technology-mediated 
experiences. The socio-technical mediation and the interplay between it and these 
structural factors can have a significant impact on entrepreneurial experiences of digital 
exclusion, so that further research is needed that combines postphenomenological 
analysis with other factors to consider. 

 

Transferability and Research Quality 

The study does not attempt to achieve statistical generalizability but rather aims to 
understand the formation and negotiation of digital learning support in participatory 
socio-technical environments in a context-sensitive and theoretically informed way. The 
consistency between research design, theory, empirical material, and analysis are the 
elements in supporting the quality of research. Furthermore, the adoption of several 
types of empirical material enables us to better understand the nature of digital learning 
in the initiative, its communication, and interpretation.  
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7. Analysis 
This chapter draws upon empirical material collected about the volunteer training stage 
of the Digital Bridge Builders initiative and explores how the development and discussion 
of digital learning support take place in the early phases of the initiative. The material 
consists of transcripts from the workshops, PPT and training materials, field notes taken 
from the website and social media, interviews, and notes from participant observation in 
the field. Participant quotations are given with the anonymous identifiers provided in 
Section 6.4. 

The analysis is qualitative in nature, which means that it aims to understand meanings, 
interactions and processes within a particular context rather than measure outcomes 
(Bryman, 2016). The chapter therefore looks at how digital learning support is interpreted 
and negotiated in interactions between participants, technologies, learning materials 
and the structures of support. The emphasis is not on measuring the effectiveness of the 
overall initiative but on finding out how support practice develops and is communicated 
when the volunteers are being trained. 

The analysis is based on a postphenomenological approach, which seeks to draw on the 
concepts of technological mediation, the hermeneutic relations, and multistability. The 
concepts here are applied to the consideration of how digital systems and learning 
resources influence interpretation, participation and engagement in the workshops. In 
this view, technologies can be seen not as neutral means but as mediators which shape 
the way that entrepreneurs sense and deal with digital surroundings. (Ihde, 1990; 
Verbeek, 2005)  

The analysis is structured following four analytical themes of digital learning support 
within the Digital Bridge Builders initiative. The first theme explores the building of digital 
learning support, and the creation and application of training materials, presentations 
and communication practices. The second theme then focuses on how technologies 
afford entrepreneurial understanding by examining interaction patterns in workshop 
sessions. The third theme is about multistability, which brings to light the different 
experiences and interpretations of digital systems depending on the context and previous 
experience of the participants. The fourth theme explores participatory workshops as co-
constructive spaces, focusing on the way knowledge is co-constructed and co-
negotiated in these co-constructive spaces. 
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Fig 7.1 Mediating Digital Understanding through Volunteer Workshops and 
Learning Structures 

 

The four themes provide the structure for the unveiling of the empirical data, and the 
mediated understanding process can be seen. Figure 7.1 shows the processes of how 
entrepreneurial understanding is formed in the Digital Bridge Builders initiative through 
mediated interaction between entrepreneurs, learning structures, and digital systems. 
The analysis is based on a postphenomenological approach, and explores how the digital 
participation, the interpretation of it and the experiences of it, were influenced by the 
workshops, the demonstrations and the use of webpages and communication practices. 
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7.1 Structuring Volunteer Training for Inclusive Digital Learning Support 
The facilitators highlighted that it was important to help entrepreneurs more than just 
explaining with the use of digital tools, during the volunteer workshops. Communication, 
trust-building, cultural awareness and tailoring digital support to entrepreneurs' day to 
day situations were discussed. The workshops indeed highlighted that communication, 
cultural sensitivity, relationship building, and context were all key areas to be developed 
in supporting refugee and migrant entrepreneurs. The workshops were consequently 
conceived as an environment for the volunteers to jointly consider how digital support 
could be translated to the daily life of entrepreneurs. 

Inclusion and Cultural Mediation in Volunteer Training 

The training sessions first built a foundation for volunteers on understanding diversity, 
inclusion and intercultural communication topics, and then discussed with them 
technical digital support practices. The workshops did not just concern itself with 
representation but also with the necessity of making the environment a place where the 
participants could feel at ease, regardless of their background, their experiences and 
their mode of communication. 

“Creating a setting, an environment where people can bring these differences into 
play, where people feel safe.” (Facilitator, Hack Your Future Workshop) 

In this context, inclusion was described as a purposeful process of developing trust, 
involvement, and feeling safe. Volunteers were encouraged to recognise that 
entrepreneurs’ cultural experiences and previous interactions with institutions may 
impact their communication, collaboration, and understanding ability of the support 
systems.  

Participants also commented on the different ways in which trust is built in various 
cultural contexts. In some workplaces, efficiency and getting the job done are more 
important than relationships, while in others, it is the other way around — building 
relationships before business. 

“The relation comes before the business.” (Facilitator, Hack Your Future 
Workshop) 

This recognition enabled volunteers to better comprehend the potential reasons why 
entrepreneurs may be hesitant or wary of participating in support programs at first. The 
participants were not discouraged from thinking such responses as a lack of motivation 
but were encouraged to think of such responses as other ways of developing that 
confidence and trust.  

The workshops also underscored the need to tailor communication practices to the 
needs of individuals and varying levels of familiarity with digital technologies. It was 
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stressed that the volunteers should not assume that they know what digital systems, 
online platforms, and administrative processes are in place before approaching the 
entrepreneurs. Rather, the volunteers should play an active part in supporting the aims 
of the project by being attentive, understanding and making complex information more 
digestible.  

As detailed in the training materials: Emphasize simple words, no jargon, frequent 
pauses and check the audience for comprehension. Likewise, communication was 
presented as a way of listening and comprehending instead of just giving directions: 

“Use simple language. Avoid jargon. Pause often. Ask for feedback.” (The 
Bridgebuilder's Field Guide)  

Similarly, communication was framed as a process of listening and understanding rather 
than simply providing instructions. 

“Start by recognising where the other participant is right now. That could be 
frustration, confusion, or even excitement.” (The Bridgebuilder's Field Guide)  

These conversations suggest that communication is seen as a core part of the process, 
and a means of fostering digital inclusion. In order to engage entrepreneurs with digital 
tools or learning materials, it was important for the volunteers to build rapport, trust, and 
shared meaning in a culturally sensitive and supportive way.  

Communicating Digital Infrastructure and Technical Complexity 

The workshops also found that the volunteers were constantly engaging in uncertainty 
negotiations about the introduction of digital systems to entrepreneurs. Technical terms 
such as domain, web hosting, SSL certificate, web optimisation and analytics have been 
mentioned, not just as necessary, but as potentially daunting infrastructures for their 
small-scale business with limited digital knowledge. 

“The business owners will not know about” technical requirements such as SSL 
certificates and hosting structures unless they are actively explained. (Volunteer, 
HYF Workshop) 

This was evident when talking to each other about the development of the websites and 
asking the question, would the entrepreneurs be able to understand and prioritize the 
investments in the technical infrastructure. One of the other participants talked about 
the challenges of the actual resources that are available to entrepreneurs to handle 
digital systems in the long term. 

“Many small business owners already manage most business activities 
themselves and may have limited time available for website maintenance.” 
(Volunteer, HYF Workshop) 
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These discussions suggest that digital tools were not understood as neutral resources 
but as infrastructures that required to explain, maintain, and continued engagement. 

Participants also asked if there is always a need to implement digital solutions in their 
most advanced form. Instead, the focus of talks often turned to the need for technology 
to be flexible to better suit the needs and capabilities of entrepreneurs. 

“Some entrepreneurs may only require a simple digital presence, while others 
may benefit from a more advanced website solution.” (Volunteer, HYF Workshop) 

This reflects an understanding that digital inclusion needs different levels of 
technological solutions to specific contexts rather than promoting uniform digital 
adoption. At least a few combinations or packages offered by the initiatives’ partners may 
become useful to make entrepreneurs understand easily, as compare and contrast even 
gives more meaningful understanding. 

The discussions also illustrated the different ways in which the digital infrastructures are 
mediated through prior experiences, trust and digital literacy. Websites, analytics 
systems, and digital marketing tools were repeatedly described as "processes," rather 
than technical solutions. Technology, like websites, analytics systems and digital 
marketing tools, were consistently presented as processes and not a single technical 
solution. 

“You need to understand what is going on your site.” (Facilitator, HYF Workshop) 

This shows a process of digital participation which involved constant engagement with 
technological systems as well as entrepreneurial understanding arising from the process 
of continual engagement and not just first access. Participation, in this sense, was not an 
event but a continuous process of maintaining, interpreting and using digital systems in 
the common practice of the entrepreneur.  

 

Translating Digital Support Through Trust and Contextual Understanding 

The workshops also pointed to conflicts over communication issues and technological 
mediation in the overall project configuration. The need to speak to entrepreneurs that 
would often find it difficult to comprehend technical explanations in formal institutional 
or highly specialised languages was discussed several times.  

A field observation described how initially, the volunteers thought that digital support 
could be explained only. However, entrepreneurs were often “totally not interested” 
because the communication approach failed to establish trust or contextual relevance. 
This discovery moved the focus of information delivery to focus on translation and 
mediation. Volunteers were not only imparting knowledge but were keen to relate the 
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concepts of digital to what entrepreneurs already knew and what was actually going on 
in their businesses. 

Participants further reflected on how entrepreneurs frequently lacked familiarity with 
digital infrastructures that volunteers initially assumed were already understood. 

“Missing themselves to be located on Google Map.” (Field Note)  

Digital discoverability is sometimes viewed as a simple requirement of doing business in 
Denmark, but through the case-study it is clear how simple technologies can be 
inaccessible when preconceptions about knowledge and experience vary.  

The workshops slowly coalesced on a common set of barriers that entrepreneurs faced 
in interacting with digital or institutional systems. These barriers then transformed to 
training materials and training resources in the form of video. 

“Use simple language. Avoid jargon. Pause often. Ask for feedback.” 
(Bridgebuilder's Field Guide)  

Similarly, volunteers were encouraged to begin by recognising participants’ existing 
situations before introducing new information. 

“Start by recognizing where the other participant is right now. That could be 
frustration, confusion, or even excitement.” (Bridgebuilder's Field Guide)  

These recommendations demonstrate how communication itself was understood as a 
mediating practice rather than a simple transfer of information. 

 

Figure 7.2. Six barriers identified during the Digital Bridge Builders initiative. 
Sourced from Finklusiv, Digital Bridge Builders training material (2025/2026) 
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The workshops then slowly started to see digital inclusion as a mediated process, and 
one that has to go through a process of translation, contextualization, and infrastructural 
adaptation. The need for using simple language, explanations to be slower and more 
visual demonstrations while introducing digital systems to entrepreneurs who are not 
familiar with the Danish institutional frameworks were discussed. These adaptations 
emphasized the need to think about communication practices, cultural knowledge, and 
trust-building when looking at technologies to solve inclusion related issues. The 
workshops can be seen from a postphenomenological point of view as a sign of different 
ways in which technologies could facilitate entrepreneurial participation, depending on 
previous experiences, cultural expectations, communicative practices and digital 
familiarity. The workshops became mediating spaces in which the volunteers were 
involved in negotiating the translation of technological systems in understandable and 
meaningful forms for entrepreneurs working in complex social and economic situations. 

 The volunteer workshops therefore extended beyond technical preparation and became 
spaces where communication, cultural awareness, and contextual understanding were 
recognised as necessary components of digital support. This shift laid the foundation for 
how digital technologies were subsequently introduced and interpreted within the 
initiative.  

 

7.2 Technological Mediation and Entrepreneurial Understanding 
The workshops showed that digital learning within the Digital Bridge Builders initiative 
was not just about the availability of the digital technologies, but also about how these 
were communicated, demonstrated and interpreted by entrepreneurs and volunteers. 
Several times it was found that entrepreneurs were unable to connect the dots between 
the abstract technical explanations and the practical situation of their business. 
Consequently, it became apparent that the importance of visual communication, guided 
demonstrations and simple storytelling in digital learning support had become more 
evident among the participants.  

The workshops were influenced by digital technologies from a postphenomenological 
point of view, as they shaped the understanding of participation, visibility, trust and 
business development in digital environments. People's experiences, confidence and 
familiarity with digital systems resulted in different understandings of the technology. 
(Own Field Note) 

Demonstration and Guided Interpretation 

A common theme that arose in the workshops was the challenge of conveying the 
concept of digital systems using only technical or abstract terms. The participants noted 
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that entrepreneurs need to see things in practice before they could grasp how digital tools 
could be relevant to their businesses. 

“Actually, showing it instead of explaining it.” (Participant, Finklusiv Workshop) 

This clearly manifested itself in the questions raised about Google Maps, websites and 
their visibility online. Some of the entrepreneurs were not familiar with digital 
infrastructures which volunteers had thought would be known to the entrepreneurs. One 
of the discussions focused on the ways that local businesses were: 

“Missing themselves to be located on Google Map.” (Own Field Note)  

While digital visibility is seen as a business given, Danish examples may suggest that the 
understanding of what is considered as common digital knowledge are different between 
entrepreneurs and volunteers. The workshops slowly took a different approach from 
conveying the technical information to comprehending the digital learning as an 
interpretive process guided by the teacher. The volunteers talked about the importance 
of showing how to use digital systems, starting from the basics and making them really 
relate to the business of entrepreneurs in their daily operations. Thus, the understanding 
was not just a matter of delivering information, but of interacting with it and explaining it 
in a context. 

 

 

Storytelling, Visual Learning, and Accessibility 

The empirical material further directed the discussion towards storytelling and visual 
explanation that became important strategies for making digital technologies 
understandable and relatable. Participants often discussed how business examples 
linked to real business experiences had had more positive effect than abstract 
terminology relating to digital.  

This was apparent when talking about webpages and web reviews, and about being 
visible to customers. The workshop facilitators also increasingly discussed websites as 
a means of communication with clients, as a way of increasing their visibility and trust 
with customers as well as related examples (personas and case studies). Similarly, the 
materials from the workshop run by Trustpilot highlighted that reputation can help build 
visibility, credibility and trust among customers.  

Participants were also aware that digital technologies were frequently judged based on 
issues of practice and not on technical capabilities.  

“Probably don’t have that much money.” (Volunteer, Finklusiv Workshop) 
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This was an observation in the context of website development and investments in digital 
infrastructure, where the monetary aspect influenced views of the value of technology. 
Technologies were evaluated not only on what they were able to accomplish, but also 
how they seemed realistic, affordable and applicable in the entrepreneurs' daily business 
environment.  

During the discussion at the workshop, the creation of visual explanations, screenshots, 
examples, and simplified communication practices were emphasized more and more. 
Storytelling therefore functioned as a mediating strategy that connected abstract digital 
systems to recognizable entrepreneurial experiences and concerns.  

Webpage Materials and Mediated Business Visibility 

The workshops also identified the role played by the content of the webpages and online 
platforms in developing entrepreneurial knowledge of digital participation. Websites, 
Google Maps, Trustpilot reviews and social media were mentioned again and again, not 
only as tools but as sites of entrepreneurs' visibility, trust, and reach to customers.  

As stated in the Trustpilot training materials: 

“A free Trustpilot profile acts like an independent landing page, one that builds 
trust, shares social proof, and improves discoverability all at once.”  

Participants have explained that the online presence is more and more important to the 
discoverability and trustworthiness of businesses. Meanwhile, web page structures were 
deemed to need constant updates, maintenance and interaction or they can be 
ineffective or even damage reputation.  

“More harmful than helpful.” (Participant, Finklusiv Workshop) 

It was a statement of the websites not being up to date or well-maintained, and the fact 
that digital technologies were not automatically seen as positive. The value of their 
product had to be maintained through ongoing care, relevance and use. Technologies 
thus affect entrepreneurial participation, as they help develop entrepreneurial visibility, 
trust and legitimacy in the online sphere.  

These conversations may be seen from a postphenomenological point of view and reveal 
how digital technologies actively contributed to entrepreneurial understanding, not as a 
passively communicated medium. Meaning became something that developed in 
interaction, interpretation and through actual engagement with digital infrastructures, 
and workshops were used as spaces to collaboratively negotiate meaning and to render 
it in more accessible formats. Technology serves as a kind of ‘live relationship medium' 
between the customers and entrepreneurs (Own Field Notes). Mentoring through 
demonstration and the use of story and visual materials was helpful for the participants 
to grasp what was being discussed, and in the workshop, it was noticed that technologies 
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were not all used in the same way. Knowledge and understanding of digital tools varied 
depending on different experiences, expectations and familiarity. 

 

7.3 Multistability and Different Experiences of Digital Learning 
The workshops demonstrated that participants interpreted and experienced digital 
technologies differently depending on their backgrounds, digital familiarity, 
communication styles, everyday business realities, and even age groups (Own Field 
Notes). Technologies such as websites, online reviews, AI systems, and Google Maps did 
not hold one fixed meaning across participants. Instead, their usefulness, 
trustworthiness, and importance were understood differently within different contexts. 
From a postphenomenological perspective, this reflects the concept of multistability, 
where technologies acquire multiple meanings depending on how they are experienced 
and interpreted in practice. 

Different Interpretations of Digital Technologies 

The workshops showed that the participants had different conceptions of what digital 
participation means for entrepreneurs. Others believed that sites, Trustpilot reviews and 
Google visibility were key to building customer trust and business credibility. The 
Trustpilot training materials emphasize that: 

 “A free Trustpilot profile acts like an independent landing page, one that builds 
trust, shares social proof, and improves discoverability all at once.”  

Meanwhile, some of the other participants asked: Can complex digital infrastructures be 
feasible for small businesses considering limited resources and time?  

“More harmful than helpful.” (Participant, Finklusiv Workshop) 

This comment referred to poorly maintained websites and illustrates how the same 
technology could function both as an opportunity and as a potential risk depending on 
how it was used and maintained. Technologies therefore did not possess a single stable 
meaning but were evaluated differently according to context and experience.  

Similarly, discussions surrounding AI systems demonstrated different interpretations of 
technological reliability and usefulness. 

“Older people do not trust the results that ChatGPT provides.” (Participant, 
Finklusiv Workshop) 

Some participants found AI tools useful as a communication and business development 
aid, while others doubted their accuracy and reliability. These talks show that trust in 
technology can be based on experience, confidence, familiarity, and more, which is more 
than the technology itself. 
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Different Comfort Levels and Digital Familiarity 

The empirical material also revealed differences in self-confidence and trust in digital 
infrastructures and systems amongst the participants. Many volunteers were introduced 
to technologies like websites, analytics tools, Google Maps, and online platforms as 
systems they were familiar with, while many entrepreneurs found these technologies 
new, abstract, and intimidating.  

This difference became visible during discussions surrounding website infrastructure 
and digital marketing. Technical concepts such as SEO, SSL certificates, hosting 
services, and analytics tools were frequently discussed as standard digital requirements 
within workshop settings. The participants, however, also pointed out that many 
entrepreneurs were not familiar with these systems and not always knew about their 
practical relevance.  

“The business owners will not know about” technical requirements such as SSL 
certificates and hosting structures unless these are actively explained. (Volunteer, 
HYF Workshop) 

It was notable that financial realities influenced technological decisions too: 

“Probably don’t have that much money.” (Volunteer, Finklusiv Workshop) 

This observation was made when talking to the websites and investments in digital 
infrastructure where entrepreneurs tended to make decisions more based on cost and 
feasibility than technological complexity. Technologies thus enabled users to understand 
in different ways, based on their position, resources and their everyday experience.  

Participants also noted a tendency for entrepreneurs to focus more on "survival" of their 
business and customer engagement than long term thought on digital optimisation. This 
resulted in the impression of some digital systems by the volunteers, which the 
entrepreneur evaluated based on their time, resources and current business 
requirements.  

Language, Trust, and Navigational Differences 

The workshops also emphasized the impact of language barriers, lack of trust and 
unfamiliarity with navigation on the digital learning experiences. The lack of knowledge 
about digital systems and surrounding institutional and communicative settings 
repeatedly appeared in the discussions of the participants.  

Communication differences came into focus during the preparation discussions for 
volunteers. Volunteers discussed the adaptation of their communication style when 
working with entrepreneurs with different Danish or English - speaking levels.  
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“Use simple language. Avoid jargon. Pause often. Ask for feedback.” 
(Bridgebuilder's Field Guide)  

Similarly, participants discussed the importance of slowing down explanations and 
providing guided demonstrations. 

“Actually, showing it instead of explaining it.” (Participant, Finklusiv Workshop) 

These reflections indicate that communication was a mediating practice which 
influenced the accessibility and understandability of digital knowledge. Trust also 
emerged as an important factor shaping technological engagement.  

Entrepreneurs' previous experiences with institutional systems, financial processes, and 
support programmes often shaped their attitudes toward meeting the demands of new 
programmes. 

“What the hell these people are trying to do with us again.” (Field Note, while 
Facilitator-Finklusiv recalling a conversation with an entrepreneur) 

This reaction shows that doubts about support programmes did not always apply to 
technology as such but were often about new technologies and unfamiliar working 
environments.  

Also, participants reflected on how the few entrepreneurs were unaware of digital 
navigation systems, which were seen as simple in the Danish business world 

“Missing themselves to be located on Google Map.” (Field Note) 

While it was usual to find assumptions about digital discovery as an implicit part of the 
discussion within the workshops, in this instance the assumptions were quite different 
between the volunteers and the entrepreneurs.  

In a postphenomenological view, these interactions show how digital learning has taken 
different forms in various situations, based on the linguistic experience, technical 
expertise, background, and trust of the users. Technologies, in turn, enabled different 
forms of participation in learning, thus not creating a single digital learning environment. 
These contrasting interpretations illustrate that digital participation is not a one-size-fits-
all phenomenon. Instead, meanings were formed through technology-user-context 
interactions. The participatory workshops served as an important context for discussing, 
negotiating and collectively reflecting on such interpretations. 
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7.4 Participatory Workshops as Spaces of Collaborative 
Understanding 
The workshops were not just training sessions, but also spaces for reflection and 
dialogue on the structure of digital learning support for people who are refugees and 
migrants as entrepreneurs. As the discussions, demonstrations and examples 
continued, volunteers and facilitators were constantly negotiating ways of introducing 
digital systems in more accessible and understandable ways.  

The workshops did not only involve the transfer of technical knowledge, but also the 
opportunity to share experiences, question assumptions and to discuss together the 
challenges related to communication, trust and digital participation. In this respect, the 
understanding took shape in the process of interaction and collective reflection, not only 
in the act of "standardized instructions". 

Reflection and Collaborative Negotiation 

The need to go beyond technical solutions for digital inclusion was reiterated through the 
workshops. Brainstorming around websites, online visibility, AI tools, and customer 
communication spurred participants to consider the experience of these systems for 
entrepreneurs as a function of their background and familiarity with digital systems.  

This was evident when participants shared their experiences about the gap between 
explaining concepts of technology and their real-life experiences in business.  

“Actually, showing it instead of explaining it.” (Participant, Finklusiv Workshop) 

That information would lead to understanding, but increasingly volunteers learned that 
demonstrations, examples, and guided explanations were important to help relate the 
use of digital tools to business contexts.  

The workshops also established opportunities for the volunteers to reflect on and rethink 
their own ideas about digital participation together in the face of uncertainty. Many 
volunteers believed that some of the digital systems would be self-explanatory or familiar 
to entrepreneurs, which led to discussions on Google Maps visibility, website 
maintenance, and online trust. 

“Missing themselves to be located on Google Map.” (Field Note) 

This observation challenged the notion of what entrepreneurs would be expected to know 
as "basic" digital literacy and prompted participants to develop a more contextual 
understanding of entrepreneurial digital experiences.  

The activities of the workshop also asked the participants to think about communication 
and support, once again. 
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“What kind of language helped build trust in the better version?” (Workshop 
Workbook)  

The use of reflective exercises shows that communication and trust building was not 
seen as a skill, but as a process of learning together. 

Workshops as Mediating Learning Environments 

The participatory nature of the workshops also influenced the nature of understanding 
that emerged during the initiative. The workshops did not aim to present pre-given 
expertise to the facilitators, but rather to facilitate the ongoing negotiation among the 
facilitators, volunteers, learning materials and technological systems. Communication 
practices, visual presentations, stories and real-life examples are all key mediating 
elements in the learning environment.  

Participants repeatedly discussed how entrepreneurs required guidance that connected 
digital systems to recognizable business situations and practical concerns. The 
materials from the workshop on Trustpilot, webpage examples and the conversations 
about online reviews were therefore more than just information, they were also tools for 
collective interpretation of how online participation was working in the business world in 
the present. As outlined in the workshop materials: 

“People buy from people, not from businesses.”  (Facilitator Trustpilot) 

Similarly, participants were encouraged to consider entrepreneurial support from the 
perspective of the entrepreneurs, not from the perspective of the technology itself. 

“What Helped or Hurt the Conversation?” (Workshop Workbook) 

These activities placed learning in the context of interpretation and reflection as an 
analytic and on-going process rather than as a purely technical process.  

The workshops also showed that digital understanding was not consistent or predictable 
among all workshop participants. Technologies were interpreted differently by the 
volunteers based on their previous experience, technical confidence, and 
communication style; and entrepreneurs were sometimes represented indirectly by the 
assumption, observation, and reflection from the volunteers in the sessions.  

One field observation described how entrepreneurs were: 

“Totally not interested.” (Field Note, while Facilitator-Finklusiv recalling a 
conversation with an entrepreneur) 

Where digital support was largely “face-to-face” without adequate contextualisation and 
trust building. This raised the question for volunteer about the communication and 
delivery of digital support.  
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Collaborative Understanding and Mediated Participation 

The empirical material shows the importance of participatory workshops in the process 
of making digital systems more accessible and socially relevant. There was a constant 
focus on how websites, customer reviews, online discoverability, and AI systems require 
both technical and communication, trust, interpretation and contextual understanding 
to enable participation in and by technology.  

This focus was evident in the materials of the workshop, as well as the practice of the 
volunteers to establish supportive and structured interaction with entrepreneurs.  

“Acknowledge where they are, align on the goal, and Assure them they’re not 
alone.”  (Bridgebuilder's Field Guide) 

Similarly, support was framed as enabling entrepreneurial agency rather than directing 
behaviour. 

“The goal is to create clarity without control.” (Bridgebuilder's Field Guide) 

From a postphenomenological perspective, the workshops themselves functioned as 
mediating environments where understanding emerged through interaction between 
participants, technologies, learning materials, and communicative practices.(Verbeek, 
2005; Rosenberger & Verbeek, 2015) Through collaborative discussion and reflection, 
participants shared situated experiences and explored how digital support structures 
could be adapted to different entrepreneurial contexts.(Simonsen & Robertson, 2013; 
Udoewa, 2022) 

The workshops did not result in a single type of digital inclusion but instead identified 
digital participation as a process of interpretation and relationship-building, as it is 
mediated, reflected, and learnt in interaction. 

 

8. Discussion 
The study's results are presented in the context of the research questions, the literature 
and the theoretical framework guiding the study. The discussion is about the structuring 
and interpretation of digital learning support in the Digital Bridge Builders project and 
what this implies for digital inclusion, technological mediation and participatory learning 
in the entrepreneurial contexts. The findings demonstrate that digital participation within 
the initiative involved more than access to technologies or technical instruction alone. 
Instead, digital learning was found to be a mediated process that was constructed 
through continuous negotiations between volunteers, entrepreneurs, digital systems, 
workshop formats and communication practices. The workshops thus served as a site 
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for the conveyance of technical information as well as a space for translation, 
interpretation and negotiation of digital systems with everyday life. 

 

8.1 Digital Inclusion Beyond Technical Access 
One of the key results of the study is that digital inclusion in the context of 
entrepreneurship goes beyond access to digital tools and skills. This research is both 
theoretically and practically significant because it shows that the digital engagement is 
influenced by a constellation of factors that go beyond the mere technical skills. The 
workshop participants repeatedly pointed to the challenges that entrepreneurs have in 
understanding digital systems which are often considered to be a basic or self-evident 
part of the world of business in Denmark. The highlighted issues are related to the 
involvement of websites, Google Maps visibility, Trustpilot reviews, and digital 
communication, which were not only technical but also language, trust and confidence, 
and understanding of institutional expectations. The study allows one to gain insights into 
the interplay of these factors, which helps to deepen the theoretical understanding of 
digital inclusion as a phenomenon of complexity and context and provides valuable 
practical insights into designing digital support structures more responsibly in 
entrepreneurial contexts. (Vores Impact, n.d.) 

Overall, the results align with the work of others that have previously suggested that 
digital inclusion needs to be viewed as a more complex social and contextual process in 
which participation is dependent on continuous relationships between people, 
technologies and support networks (Warschauer, 2004; Dijk, 2020). Digital systems 
could not be taken for granted and needed explanations, demonstrations, and real-life 
examples before they were meaningful and relevant to the entrepreneur's daily business 
operations. Digital participation, in this regard, was not just about access, but also 
required continuous support and interpretation. 

The workshops also showed how gradually the volunteers changed their understanding 
of digital support from just 'technical' guidance towards a relational and communicative 
process. The necessity to tailor explanations, establish trust and link digital systems to 
entrepreneurs' real business contexts were repeatedly stressed. This implies that digital 
learning support for inclusion might be more effective if digital technologies are 
implemented in a situated and context-sensitive way instead of a mere technical 
approach.  

Additionally, the results indicate the complexity of institutions and infrastructures in 
which digital exclusion can occur, lending further weight to arguments that digital 
inequalities are not only a matter of access to technologies but also of opportunities, 
competencies, and effective engagement with digital systems (Dijk, 2020; Warschauer, 
2004). Entrepreneurs were typically required to interact with multiple systems, such as 
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websites, business visibility, online reviews, digital communication, and administrative 
interfaces, without knowing how these systems worked in the Danish environment of 
entrepreneurship. Digital participation thus required knowledge of how to read and 
respond to expectations of institutions and technologies that were often not obvious or 
easily understood. 

 

8.2 Technological Mediation and Entrepreneurial Understanding 
The findings also reveal how the use of digital technologies facilitated the understanding 
of participation, visibility, trust, and entrepreneurial activity in digital environments. 
Technologies like websites, Trustpilot reviews, AI systems and Google Maps were not 
neutral, but rather technologies that affected the ways that businesses could be visible, 
credible and accessible to customers.  

In the workshops, volunteers often played the role of mediators, converting technical 
infrastructures into more accessible and meaningful forms. Demonstrations, 
screenshots, storytelling and simplified explanations came into play as ways to make 
digital systems more understandable for the entrepreneur in their own context. 
Understanding was gained not only through technologies but also mediated interaction 
between technologies, learning materials and collaborative support practices. 

The results are consistent with the postphenomenological approach, which considers 
the technology as a mediator in perception and engagement, instead of as a tool that is 
merely passive (Ihde, 1990; Verbeek, 2005). The workshops demonstrated how 
technologies were interpreted in the context of business participation and digital visibility 
in the current entrepreneurial contexts. The results also indicate that the process of 
technological mediation was negotiated by communication practices and support 
structures in the workshops. 

The contribution of volunteers became more prominent in this process. Volunteers' role 
was not only to deliver technical information but also to act as cultural and linguistic 
mediators. Institutional language was often translated by the volunteers, the ways in 
which digital processes were explained were often made accessible, and technological 
systems were put into context with easy-to-understand examples. Volunteers helped 
both to understand the digital tools and to be integrated into the social and institutional 
processes. In this regard, the workshops became the settings of mediation, in which 
digital systems were both collectively interpreted and negotiated.  

The results further indicate a strong link between technological mediation and 
communication and trust in digital inclusion initiatives. When entrepreneurs were 
consulted about aspects of the digital systems in a business context rather than 
technical terms, their reactions were more favourable. It shows that having access to 
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technology is not sufficient to understand digital infrastructures; it is also necessary to 
have interpretive support for making connections between technologies and users' lived 
experiences. 

 

8.3 Multistability and Uneven Experiences of Digital Systems 
The other significant finding of the study relates to the different ways in which 
participants experienced and interpreted digital systems depending on their previous 
experiences, language familiarity, confidence levels, and business situations. The 
workshops revealed that technologies did not have one stable or universal meaning for 
the participants. On the contrary, the same digital systems might be seen as helpful, 
baffling, required, unavailable, or even hazardous, depending on who's using them, and 
in what situation it is used. 

This mirrors the postphenomenological view of multistability, where technologies have 
different meanings in different situations for different users (Ihde, 1990). This mirrors the 
postphenomenological view of multistability, where technologies have different 
meanings in different situations for different users (Ihde, 1990). In the workshops, sites 
or online presence were mentioned at the same time as opportunities for business 
expansion and as complex systems that need ongoing maintenance, investment, and 
knowledge. Likewise, the meaning of AI tools varied across participants based on their 
trust in digital systems and their previous experience with technologies. 

The results thus question the generalisation of digital learning or digital participation 
across users. Entrepreneurs were involved with technologies that began from different 
sources and considered digital systems based on various practical goals. Some 
participants considered digital infrastructures as investments which have to be made for 
the long-term visibility and credibility, whereas others assessed them based on 
affordability, imminent business survival, and time available.  

Technological experiences were also greatly influenced by language and institutional 
familiarity. The volunteers repeatedly noted that entrepreneurs often need to be 
explained more slowly, often in simpler terms, and guided more, when they lack 
knowledge of Danish institutional systems. Digital learning consequently emerged 
unevenly across the participants according to the ways in which technology could be 
understood in their own linguistic, cultural and entrepreneurial context.  

These findings further suggest that digital inclusion initiatives may benefit from 
recognizing the unstable and context-specific nature of technological engagement. Not 
all learning pathways are the same, and support structures may need to be flexible with 
various modes of familiarity, trust, and participation in digital learning. 
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8.4 Participatory Workshops as Collaborative Learning Environments 
The workshops in the Digital Bridge Builders initiative also served as forums in which 
understanding was built upon discussion, reflection, and shared interpretation. Instead 
of a top-down approach to knowledge conveyance, the workshops facilitated the group 
to engage in joint reflection on how digital systems could be presented in more 
comprehensible and accessible ways.  

This resonates with participatory design (PD) approaches in which understanding is 
generated through a situated interaction with others(Simonsen & Robertson, 2013). 
During the workshops, some of the assumptions that were repeated were about digital 
familiarity, communication style, and entrepreneurial experiences. One result of this 
collaboration was that volunteers could co-identify certain areas where technical 
explanations could become daunting or too difficult. Through this co-reflection, 
communicative strategies were consciously adapted so that volunteers can offer better 
explanations to the participants according to their everyday lives, which promotes clear 
and accessible digital learning support. 

The workshops thus became spaces for ongoing negotiation and rethinking of what it 
means to participate in the digital world. Throughout the discussions on communication, 
trust, Google maps visibility, AI systems, and website infrastructures, many volunteers 
seemed to assume that some technologies were common knowledge or understood for 
entrepreneurs. The assumptions were iteratively challenged and reconceptualised 
during workshop interactions through contextual and relational understandings of digital 
support.  

The results also indicate that participatory learning environments could be an integral 
part of digital inclusion programs as they enable the evolution of support practices 
through continuous interaction rather than through predetermined learning models. The 
process of understanding was developed through reflection, demonstration, practical 
examples, and discussions related to participants' experiences and concerns. 
Simultaneously, the workshops uncovered that uptake of the workshops was not fully 
uniform and that it was influenced by language familiarity, confidence and 
communication. The workshops promoted co-operative interaction, but not everybody 
interacted with digital systems in the same way, or with the same degree of certainty. This 
underscores the fact that participatory environments do not necessarily eliminate 
barriers but can be places where issues of digital inclusion become explicit and subject 
to negotiation. 
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8.5 Reflection on the Study 
This thesis is an original scholarly contribution by providing empirical and conceptual 
knowledge to deepen understanding of digital learning support in participatory 
entrepreneurial initiatives. Through an in-depth analysis of volunteer training workshops 
conducted before the implementation of support activities, the research moves beyond 
outcome-oriented or post-hoc evaluations prominent in existing literature. Rather, it 
methodically examines the early and often overlooked processes, negotiations and 
communications that together shape digital inclusion. The thesis helps to fill an 
important missing area from the existing literature on the foundations of digital inclusion 
interventions, by revealing how the structures of support become context-sensitive and 
are co-created and mediated with others. In addition, the findings offer a theoretical 
basis for co-creating support environments and offer some insight into the process of 
developing and negotiating the digital learning support in participatory digital inclusion 
initiatives. The study makes a meaningful contribution to the research areas of digital 
inclusion, participatory design and technology-mediated learning support. 

Conversely, the study focuses on the early phases of the Digital Bridge Builders program 
and lacks a focus on how the entrepreneurs experienced and used the learning support 
over time. Furthermore, the empirical data was largely a product of the workshops and a 
secondary source from what was said by the volunteers, rather than the primary voice of 
the entrepreneurs or a sustained longitudinal relationship with the entrepreneurs 
themselves. This means that the results largely reflect the way digital learning is imagined 
and discussed in the workshops, and are not direct quotes of the entrepreneurs' 
experiences, reflections, or perspectives.  

Moreover, the method used in this study, based on the researcher's initial mainly 
observational and participatory stance in workshops, involves certain constraints that 
need explicit attention and a more diversified, critical reflexive approach to researcher 
positionality. The choice of the observational approach limited the amount of depth and 
immediacy that the researcher could offer in accessing and interpreting participants' 
lives. This meant that the experiences and perceptions of entrepreneurs were therefore 
only captured indirectly and reflected in the volunteers' reflections, presumptions and 
illustrative stories. Lack of systematic, longitudinal interviews and other direct 
encountering of entrepreneurs first person means that much of the empirical analysis is 
drawn from second-hand sources and therefore highlights the interpretational 
perspective of the researcher and how data is mediated through specific social roles.  

The framing of research questions, as well as the processes of observation, 
interpretation, data selection and analytic priorities within the study were influenced by 
the positionality of the researcher, which encompasses prior academic training, 
language, culture, and assumptions. Specifically, my background in techno-
anthropological theory and participatory design research may have predisposed me to 
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notice, value, or prioritize certain discussions—such as collaborative negotiation and 
socio-technical mediation—over other possible themes emerging within the workshops. 
Furthermore, my outsider status in terms of both cultural heritage and institutional 
affiliation may have influenced the degree of trust, openness, or responsiveness 
experienced during workshop discussions with both volunteers and facilitators. To be 
analytical, and to minimise the researcher as a source of bias, it is important to recognise 
that all data collection and data interpretation takes place within the context of the 
researcher's own perspective and relationship with the research situation.  

In order to show reflexivity in this methodological respect, it would be necessary not only 
to acknowledge these influences but also to document them and question their effects 
systematically, throughout the entire research process. This would include ongoing 
consideration of the researcher's background and assumptions and how this influenced 
interaction with workshop participants, salience of themes and quotes for analysis, and 
ultimately framing and interpretation of findings. Future research should deepen the 
methodological rigor through direct, longitudinal engagement with the entrepreneurs as 
well as in-depth interviews, and thus gain a more nuanced and ethically-sensitive 
understanding of their lived realities and negotiations of digital learning support. The 
findings would be further strengthened by greater transparency regarding the 
researcher's positionality, and how it may shape the research processes.  

Nevertheless, the results offer a glimpse of the process of digital participation emerging 
in the relationship between technologies, support structures, communication practices 
and collaborative learning spaces. The study thus makes a broader contribution to the 
discussions on the concept of digital inclusion, entrepreneurial participation and 
technologically mediated learning in the current socio-technical context.  

The study is part of Finklusiv's Digital Bridge Builders initiative, but the results could also 
be relevant outside of this situation. The problems raised in the areas of understanding 
digital systems, dealing with institutional needs and transferring digital knowledge to 
actual entrepreneurial practice are not characteristic of the entrepreneurs in this study. 
The same kind of dynamics can happen with other digital inclusion efforts that involve 
people using digital infrastructure that is new to them, through volunteer or community-
based or educational-support modes of interaction. The study does not offer any 
generalizable statements, but rather context-based insights into the dynamics of the 
interaction between technology, learning material, support actors and participants 
which give rise to digital learning support. The findings could then be relevant for other 
contexts where there are issues around digital inclusion, entrepreneurship support and 
technology-mediated learning. 
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 9. Conclusion 
The purpose of this study was to examine the structure and formation of digital learning 
support in the volunteer training period of the Digital Bridge Builders project of Finklusiv. 
The study was conducted in response to a lack of research focused on how digital 
learning support is developed and communicated before it is implemented, and how 
these interactions between volunteers, learning materials, technologies and workshop 
practices can be studied.  

The results show that the role of digital learning support should not be viewed as the 
transfer of digital skills or technical information, but as a dynamic process that is 
contextually oriented and constantly evolving. The results indicate that support happens 
as a dynamic process of negotiation, interpretation, and collective engagement in group 
participation, in response to the research questions. These processes affect the 
structuring and forming of digital learning support, the understanding and discussion of 
digital learning in volunteer training and the effect of the training materials and the 
interaction with the training on the understanding of digital learning. The relevance of 
digital systems was determined not only by their technical characteristics, but as well, 
and importantly, by their integration and translation in the participants’ common work of 
entrepreneurs. The study contributes to the theoretical development of digital inclusion 
by showing that participation can be understood not only as an act of access to digital 
technologies or learning how to use them, but also as an act of meaningful engagement 
with digital systems, which can be conceived as participatory, interpretive and 
contextually mediated (Warschauer, 2004; Dijk, 2020). 

A postphenomenological approach enabled the consideration of the different ways in 
which technologies helped to mediate understanding for each participant and context. 
The analysis revealed that the experience of digital systems was not uniform, but rather 
the experience was shaped by the participants' previous experiences, language skills, 
entrepreneurial backgrounds, and existing support networks. Simultaneously, the 
workshops were participatory, showing the process of collaborative learning and 
problem solving. In sum, the findings lend weight to the thesis argument that meaningful 
digital participation of migrant and refugee entrepreneurs requires access to 
technologies, as well as participatory and context-sensitive support structures that 
enable the translation of digital systems into understandable and relevant 
entrepreneurial practices. While there has been much written about digital inclusion, 
entrepreneurial participation and technology-mediated learning, this study brings a 
much-needed focus to a less researched aspect of learning support – the development 
of learning support itself. Instead of outcomes and competencies or access, the research 
emphasizes the processes of the digital learning support being established when 
technologies, learning materials, support actors and participants interact. In this way, the 
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study gives a techno-anthropological perspective of the emergence of digital 
understanding in the socio-technical environments of today.  

This study falls into the context of Finklusiv's Digital Bridge Builders initiative; however, 
the results could have implications beyond this context. The difficulties arising regarding 
knowledge about digital systems, handling of institutional requirements and bringing 
digital knowledge into entrepreneurial practice are by no means peculiar to the 
participating entrepreneurs. These dynamics can occur in other digital inclusion 
programs where users and end-users are introduced to new digital infrastructures by 
volunteering organizations, community-based groups or educational programs. The 
study does not give generalisable statistical information, but rather context-specific 
findings about the interaction between digital learning support and the technologies, 
learning materials, support actors and the participants in the learning process. The 
results also suggest other avenues of future research in the Digital Bridge Builders 
project.  

The present study was limited to the volunteer training phase; however, the longitudinal 
effect of training could be specifically explored in future studies to investigate how the 
learning materials and the support practices and conceptual understandings within the 
volunteer training workshops are implemented, adapted and sustained during the 
entrepreneurial support phase. For instance, future research could use longitudinal 
qualitative approaches to examine how the digital competencies learnt are implemented 
in one's business ventures, the sustainability of the initial support tools and the barriers 
which remain over time.  

Further research might also include considering the effectiveness of the elements of the 
participatory workshop or modalities, relating to digital inclusion, for example peer-to-
peer mentoring or co-design sessions in which the entrepreneurs are directly involved in 
the adaptation of digital learning materials. In more general terms, research could also 
explore potential enhancements of participative and user-driven approaches for different 
kinds of entrepreneurship, with specific focus on the specific problems that migrant and 
refugee entrepreneurs may experience in dealing with the complex technological and 
institutional settings.  

According to this study, digital inclusion is not a static picture that can be created by 
simply having access to technology. Rather, it comes out of the continuous processes of 
mediation, participation, learning, and support. These processes are thus critical to 
understanding how to achieve more meaningful forms of digital participation in 
increasingly digital societies. 
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- Appendix E – Digital Bridge Builders Workshop Workbook 

- Appendix F – The Bridgebuilder's Field Guide 
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