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Abstract. Generative artificial intelligence (AI), including large lan-
guage models, is increasingly explored to support communication and
navigation in public services. This paper presents a case study of how
immigrants in Norway use and perceive generative AI when interacting
with digital public systems.
We adopted a mixed-methods design, combining twelve individual inter-
views with immigrants, two focus groups with six NAV employees, one
digital professional meeting with about twenty NAV employees, four in-
terviews with staff from the municipal Refugee Unit, and a survey of 55
immigrants in Trondheim.
The study highlights language and administrative literacy as key barriers,
including challenges with complex procedures and secure authentication
(e.g., BankID). Generative AI was valued for translating, simplifying,
and explaining bureaucratic content, but its use was mainly concentrated
among participants with moderate to high digital skills. Concerns about
accuracy, trust, and privacy shaped adoption. We find that AI should
complement rather than replace human support; equitable deployment
requires inclusive design, verified official sources, and training for both
users and staff. The study contributes to discussions on digital inclusion
and the responsible use of AI in the public sector.

Keywords: Digital inclusion · Generative AI · Immigrants · Public ser-
vices · Mixed-methods research.

1 Introduction

Digital transformation in the public sector has shifted many services to online
platforms, offering potential efficiency gains and improved accessibility [18]. In
Norway, the national strategy for digitalization emphasizes “digital-by-default”
as a guiding principle for service delivery [15]. While this approach benefits some
groups of users, generally those with sufficient language and digital skills, it risks
excluding those who face structural barriers to participation, particularly immi-
grants who may be navigating complex bureaucratic systems in a new language
[16,5,20].

Language proficiency and administrative literacy are consistently highlighted
in the literature as key factors for equitable access to public services [10]. For
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immigrants, these barriers often intersect: limited familiarity with bureaucratic
terminology can combine with challenges in administrative literacy, such as un-
derstanding required procedures or effectively using digital platforms. Studies in
the Norwegian context show that many immigrants experience challenges when
using digital self-service solutions, with newly arrived immigrants being partic-
ularly affected [16,9]. Without targeted support, the shift toward digital-first
services risks reinforcing rather than reducing existing inequalities. Recent ad-
vances in generative AI, in particular large language models (LLMs) such as
ChatGPT, are being explored as tools to make public services easier to un-
derstand and use [22]. By translating, summarizing, and simplifying complex
information, generative AI may help reduce barriers related to language and ad-
ministrative literacy [22]. However, its practical value depends on factors such
as accuracy, contextual adaptation to the Norwegian setting, and trust among
users and public institutions [22]. At present, there is limited empirical research
on how generative AI is used and perceived by immigrants in the Norwegian
public service context. In this paper, access to public services means both the
ability to find, understand, and evaluate digital information and the capability
to complete required administrative actions (e.g. authenticate with BankID, fill
in and submit forms, upload documentation, track cases, and respond to agency
requests and deadlines).

This study addresses that gap by exploring how generative AI may help
address barriers, particularly linguistic and administrative challenges, that im-
migrants encounter when interacting with Norwegian public services. The study
examines two research questions: (RQ1) What barriers do immigrants encounter
when interacting with Norwegian digital public services? (RQ2) How is gener-
ative AI used by immigrants to navigate these services, and what factors enable
or constrain its usefulness?

To answer these questions, we conducted a case study in Norway focusing
on how immigrants use and experience generative AI to learn about how public
services work and gather information about procedures and specific agencies. We
used a mixed-methods case study design that combined qualitative interviews
with 12 immigrants, focus groups with six NAV employees, a professional digital
meeting with approximately 20 NAV employees, individual interviews with four
employees from the Refugee Unit, and a survey of 55 immigrants.

The results indicate that immigrants face persistent language and adminis-
trative barriers when accessing Norwegian public services, particularly due to
bureaucratic language. One recurring difficulty concerned obtaining BankID,
which several newly arrived immigrants described as a major practical obsta-
cle before they could access digital public services. The study further shows that
generative AI tools, particularly ChatGPT, are already used by some immigrants
to translate, simplify, and clarify complex information. At the same time, con-
cerns about accuracy, trust, and privacy remain significant, highlighting both
opportunities and limitations for the use of generative AI in public services.

By integrating user perspectives with institutional insights, this paper con-
tributes to the growing body of research on inclusive digital transformation in the
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public sector and provides practical considerations for implementing generative
AI in ways that support equitable access.

2 Related Work

Research on digitalization and digital transformation in the public sector high-
lights both the use of digital tools to improve existing services (digitalization) and
broader organizational changes to leverage these tools effectively (digital trans-
formation) [18]. Existing policy frameworks often adopt a “digital-by-default”
logic, which assumes that users possess a baseline of digital skills and trust in
digital communication channels [5,13]. While this approach aligns with efficiency
and innovation goals, it may unintentionally marginalize users with limited dig-
ital competencies or unfamiliarity with institutional procedures, among these
groups are immigrants. Studies have shown that immigrants often face intersect-
ing challenges, such as interpreting complex bureaucratic language, navigating
unfamiliar authentication systems, and accessing support when automated sys-
tems fall short [16,10,9]. These barriers are not only technical but also sociocul-
tural and institutional, and may require more than interface-level interventions.

Digital inclusion extends beyond physical access to technology. It encom-
passes skills, motivation, and the ability to achieve meaningful outcomes through
technology use [10]. The immigrant population is highly diverse, ranging from
individuals with little or no digital literacy to highly skilled migrants with
university degrees. Those with limited digital and language skills are particu-
larly vulnerable, however, even highly educated immigrants encounter difficulties
[9,5,19]. These challenges are often linked to unfamiliarity with local administra-
tive systems, for example, understanding requirements, navigating fragmented
platforms, and interpreting application processes. Bureaucratic communication
further complicates matters, as it often relies on formal and technical language
that can cause cognitive overload, even for native speakers [1]. For immigrants,
this burden is intensified by the need to interpret legal and institutional terminol-
ogy in a second language [9]. Research suggests that simplification, step-by-step
guidance, and multilingual support can help mitigate these issues [22,3].

One of the types of knowledge required to successfully interact with the digi-
tal public sector is administrative literacy, which represents skills and knowledge
to navigate bureaucracy [12,14]. This type of knowledge is critical for exercising
rights in digital welfare states and requires both language proficiency and proce-
dural awareness [19,5]. Importantly, these barriers are not merely technical. They
are often structural and institutional, rooted in fragmented service landscapes
and insufficient support mechanisms [5]. Doring [12] identifies six sub-dimensions
of administrative literacy: functional (skills to interpret official documents, forms,
and technical language), communicative (skills to interact with public officials,
exchange information, and interpret different modes of communication), struc-
tural (understanding how the administrative system is organized), processual
(knowledge of bureaucratic procedures and of expected behavior), media (use
of diverse tools, especially digital platforms, to seek, assess, and communicate
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administrative information), and civic (rule compliance for the well-being of the
wider community). The introduction of technologies in bureaucratic processes
can affect the necessary administrative literacy required to be able to use the
services, for example, they can reduce the amount of paperwork and require-
ments, but at the same time require more knowledge of the procedures [19].

Generative AI refers to technologies capable of producing human-like content,
such as text, images, or code. Large Language Models (LLMs) like ChatGPT are
a subset of generative AI trained on vast text corpora, enabling them to generate
coherent and contextually appropriate responses to user input [3]. In public
services, such models have shown potential for translating, summarizing, and
simplifying complex bureaucratic information [22]. However, their effectiveness
depends on several interrelated factors, including the accuracy and reliability of
outputs, the ability to contextualize information, and the degree of user trust
[22,23]. While LLMs offer promising benefits such as multilingual support and
simplified communication, they also pose risks: they may generate inaccurate or
biased content, obscure the origins of information, or raise concerns about data
privacy and accountability [23,2,3]. These limitations are particularly critical in
high-stakes areas like welfare, healthcare, or immigration services. Governance
mechanisms, such as transparency, human oversight, and verified data sources
are essential to ensure safe and equitable adoption [23]. Research emphasizes that
such technologies should complement and not replace human support and that
successful integration depends on both technical and institutional safeguards
[23].

Although interest in AI for public administration is growing, much work
remains at the level of technical capability or general ethics. Moreover, most
research on AI in the public sector focuses on instruments to internally support
employees or for automating decision making [4,7]. There is limited research on
generative AI to support the users of public services, such as immigrants, in
their information retrieval activities. With this study, we aim to understand the
active role of generative AI tools in this context and how it is used and perceived
by immigrants with different backgrounds.

3 Method

This study is based on a qualitative case study approach [21] that examines
immigrants’ perceptions and use of generative AI tools in the context of digital
public services. Norway was chosen as the setting for this study due to its high
level of digitalization and strong commitment to a digital-by-default strategy
[15].

To capture both individual experiences and broader usage patterns, we adopted
a mixed-methods approach [8,21], combining semi-structured interviews with an
online survey. This allowed us to integrate interview insights from both immi-
grants and public-sector employees with survey data from a broader immigrant
sample.
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3.1 Data Collection

Data collection took place in spring 2025 and was conducted in a large city to
ensure access to a diverse immigrant population and established integration ser-
vices. The data was collected through semi-structured interviews and an online
survey that proceeded in parallel. Table 1 shows an overview of the data collec-
tion. The interviews involved both immigrants and public-sector employees who
work with immigrants, while the survey targeted a broader sample of immigrants
living in Norway. This combination made it possible to capture both individual
experiences and institutional perspectives, as well as broader patterns across the
immigrant population.

Table 1. Overview of data collection.

Role Number
of partici-
pants

Type Duration

Immigrants 12 Individual interviews (face-to-
face/digital)

15–40 min

NAV employees
(focus groups)

6 (2 groups
of 3 persons)

Group interviews (face-to-face) 55–65 min

NAV employees
(digital meeting)

∼20 Digital professional meeting ∼20 min

Refugee Unit em-
ployees

4 Individual interviews (face-to-face) 40–60 min

Immigrants 55 Online survey (Norwegian/English) –

Survey Our online survey was completed by 55 immigrants living in Norway.
The survey was distributed via Facebook groups for immigrants and expatriates
in Norway (e.g., ’New in Trondheim’, ’Foreigners in Norway’) and was avail-
able in both Norwegian and English. Participants were not pre-selected, but
chose to take part voluntarily through links shared in language cafés, voluntary
organizations, and social networks. The survey was organized in five thematic
sections: Section 1 investigated demographics and background (e.g., country of
origin, age, education, and language skills); Section 2 focused on experiences
with public services; Section 3 explored support-seeking strategies and the use
of generative AI; Section 4 examined trust and preferences regarding different
AI tools; and Section 5 addressed ethical concerns and the perceived usefulness
of AI in public services.

The demographics from the survey show that the sample included 55 re-
spondents with diverse backgrounds. The majority were between 25–34 years
old (n=25), followed by 35–44 years (n=12), 18–24 years (n=9), 45–55 years
(n=5), and 55+ years (n=4). In terms of country of origin, the most repre-
sented were Syria (n=10), Ukraine (n=6), India (n=5), Afghanistan (n=3), and
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Eritrea (n=3), with the remaining participants coming from various countries
across Europe, Asia, and Africa, including Iraq, Pakistan, Somalia, and Turkey.
Regarding length of stay in Norway, most respondents had lived in the country
for 1–3 years (n=17) or more than 5 years (n=14), followed by 6 months–1 year
(n=10), 3–5 years (n=8), and less than 6 months (n=6).

Immigrants’ Interviews We performed twelve individual interviews with im-
migrants conducted face-to-face or digitally. Most participants were recruited
through language cafés, voluntary organizations, and informal social settings.

The interviews lasted between 15 and 40 minutes and were performed either
in English or Norwegian according to the preference of the interviewee. The
interview guide was originally developed in Norwegian and later translated into
English using AI-based translation tools (e.g., ChatGPT) to ensure accessibility.
All translations were manually reviewed and adjusted to preserve accuracy and
clarity. The interview guide was developed in a semi-structured format to balance
consistency across interviews with the flexibility to explore individual experiences
in depth. It included topics such as language skills, educational background,
length of stay in Norway, experiences with public services, and challenges related
to digital systems and bureaucratic understanding. Participants were also asked
about their use of digital tools, including generative AI (e.g., ChatGPT), and
their thoughts on how such technologies could support access to public services.
The questions were formulated in accessible, everyday language to accommodate
varying levels of linguistic and cultural background. To ensure inclusivity, the
guide was available in both Norwegian and English. Participants could choose
their preferred language, and in cases of uncertainty, questions were rephrased
or supported by translation tools such as ChatGPT, used occasionally during
interviews to facilitate understanding when language barriers arose.

Table 2 shows an overview of the participants in the interviews.

Employees’ Interviews and Focus Group Two focus groups were conducted
with a total of six employees in the Norwegian Labour and Welfare Adminis-
tration (NAV). In addition, a digital professional meeting was held with ap-
proximately twenty NAV employees from different local offices across Trøndelag.
Finally, four individual interviews were conducted with staff from Flyktningen-
heten (the municipal Refugee Unit in Trondheim). These data sources provided
complementary frontline perspectives that helped illuminate challenges faced
by immigrants with low language and digital proficiency when interacting with
public services.

The interview guide contained questions about the employees’ background,
the services provided by the Refugee Unit, how they communicate with newly
arrived refugees, and the challenges refugees face when navigating the Norwegian
welfare system. It also covered the use of digital tools and systems, experiences
with language barriers, and their perspectives on the potential benefits and limi-
tations of using generative AI, such as ChatGPT, to support refugee integration
and access to public services.
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Table 2. Background information on interview participants (N=12).

Code GenderCountry of
origin

Years
in
Nor-
way

Education Language skills

IMM1 Male USA 4 Master English (fluent), some Norwe-
gian

IMM2 Male UK 1+ PhD English (fluent), Norwegian
(B1)

IMM3 Female USA 3 Bachelor English (fluent), Norwegian (B2
in progress)

IMM4 Male Syria 2 None Very limited Norwe-
gian/English

IMM5 Male Ethiopia 8 PhD English (fluent), good Norwe-
gian

IMM6 Male China 5+ PhD English (fluent), limited Norwe-
gian

IMM7 Female Ukraine 0.5 None English (limited), Norwegian
(limited)

IMM8 Male Poland 7.5 BSc student
(NTNU)

Polish; English (fluent); good
Norwegian

IMM9 Male Syria (Kur-
dish)

1.5 Upper sec-
ondary (incom-
plete)

Kurdish; Turkish; Arabic; Nor-
wegian (intermediate)

IMM10 Male Germany 2 PhD/Postdoc German; English (fluent);
French; some Norwegian (A2)

IMM11 Female Germany 2 MSc, partner of
NTNU staff

German; English; some Norwe-
gian (understands Danish writ-
ten)

IMM12 Male India 2 MSc student
(NTNU)

Hindi; English (fluent); learning
Norwegian
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The digital meeting was part of NAV’s regular professional forum and gath-
ered resource persons working on integration from various NAV offices across
Trøndelag. After presenting the research topic, the meeting continued as a col-
lective discussion where employees shared their perspectives and experiences re-
lated to immigrant interaction with public services. There was also room to ask
follow-up questions and clarify relevant points during the session. This provided
a valuable supplement to the interviews, offering a broader regional perspective
on common challenges and practices.

These two organizations (NAV and Flyktningenheten) have a central role
in supporting refugees that arrive in Norway through refugee programs. When
refugees first come to Norway, they are assigned a supervisor in Flyktningen-
heten that helps them with settling down and assists with creating accounts and
learning about the services and life in Norway as well as setting up a program
of courses that refugees need to take in the first two years (one year for refugees
from Ukraine) to reach a predefined goal—either to enroll in an educational
institution or to start working. If the goal is not reached within the 2-years pro-
gram, they are transferred to NAV that follows up on the process and work in
continue pursuing the goal. Throughout this follow up process in both organiza-
tions, refugees develop a close relationship with their assigned caseworker that
is often their primary source of help when it comes to getting public services in
Norway.

3.2 Data Analysis

The first step involved preparing and reviewing the collected data. Interview
recordings were automatically transcribed using Microsoft Teams’ built-in tran-
scription tool, and were then manually reviewed and corrected for accuracy.
One interview, which was not recorded, was documented through detailed notes
written immediately after the session.

Survey data were exported from Google Forms to Excel, where the dataset
was reviewed and cleaned by identifying and excluding incomplete or inconsistent
responses. The cleaned dataset was then analyzed using descriptive statistics to
summarize key trends and patterns relevant to the research questions.

Textual data was analyzed using Systematic Text Condensation [17], follow-
ing the four-step process of: (1) coding; (2) identifying meaning units; (3) con-
densing; and (4) synthesizing across cases. This method is suitable for applied
research aiming to produce transferable insights from heterogeneous data.

For illustration, Table 3 shows how a statement was transformed through the
four steps of Systematic Text Condensation.

3.3 Ethical Considerations

The study was approved by the Norwegian Centre for Research Data (Sikt). Par-
ticipants gave informed consent, and anonymity and confidentiality were ensured.
In some cases, AI-based translation tools were used to support communication,
applied carefully to avoid storing or sharing identifiable data.
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Table 3. Example of coding process using Systematic Text Condensation.

Code (Step 1) Meaning unit
(Step 2)

Condensed unit
(Step 3)

Synthesized
theme (Step 4)

"I struggle with filling out
online forms, especially
at NAV. I do not al-
ways understand what I
am supposed to do, and
this makes me repeat the
process several times."

Difficulty com-
pleting online
forms

Struggles with un-
derstanding and re-
peating form sub-
missions

Navigation in bu-
reaucratic systems

4 Findings

The findings are based on qualitative interviews with immigrants and public-
sector employees, as well as survey responses from 55 immigrants in Norway.
Results are organized into three themes: (1) language and administrative literacy,
(2) navigating bureaucratic systems, and (3) experiences with and perceptions
of generative AI.

4.1 Language and Administrative Literacy

Language emerged as the most consistent barrier across the materials. While
many participants managed everyday Norwegian or relied on English, bureau-
cratic language was repeatedly described as confusing and overly formal. As one
participant noted: “Even though language is not a big problem for me, the bu-
reaucratic language is heavy and difficult to interpret.” (IMM5, translated from
Norwegian).

Participants with weaker language skills often relied heavily on human sup-
port to complete tasks: “If I have any problem, I can just contact my coordinator,
and she helps me with everything.” (IMM7, translated). Frontline staff under-
scored this reliance, stating: “Interpreter, interpreter, interpreter . . . In 90–95%
of the cases we use an interpreter in first-time meetings.” (NAV focus group,
translated).

At the same time, several highly educated participants explained that access
problems were partly mitigated by English-language content and ad hoc trans-
lation tools, even though formal bureaucratic phrasing remained demanding.
One participant noted that language “was not an issue” due to English pages
and translation software, though procedures could still be unclear. Another de-
scribed switching between Norwegian and English versions because “some details
were missing or translated oddly,” often resorting to calling NAV for clarifica-
tion. A third emphasized that Norwegian remains “too difficult” for complex
tasks, preferring English and translation tools when available.

Digital skills also varied widely. NAV employees highlighted the need for
hands-on, foundational training: “Basic training on everything from how to turn
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on the PC . . . there are levels, and we assess which level the user is at.” (NAV fo-
cus group, translated). Even among confident users, administrative literacy—knowing
where to start, which terms to use, and which steps are expected—remained a
distinct challenge. As IMM5 explained: “Information is often fragmented and
difficult to find . . . I have often had to spend a lot of time figuring out what is
actually expected of me.” (translated from Norwegian).

4.2 Navigating Bureaucratic Systems

A recurring challenge was understanding what is expected, finding relevant in-
formation, and completing digital forms. For newly arrived refugees, these diffi-
culties were particularly acute. One participant explained: “I struggle with filling
out forms online, especially at NAV. I do not always understand what I need
to do, and this makes me repeat the process several times.” (IMM7, translated).
Another described the initial period after arrival: “The biggest obstacle is proba-
bly having no BankID . . . that was probably the biggest one when I first arrived,
and it took one or two months to get that in order.” (IMM1, translated). NAV
employees confirmed this dependency, noting: “Without BankID you are almost
stuck. Everything depends on it, and until they get it, we have to print and sign
things manually.” (NAV focus group, translated).

Skilled immigrants with strong language and digital skills also reported bar-
riers, though of a different nature. One participant explained: “It can be unclear
where to begin and which steps to follow.” (IMM5, translated). Another empha-
sized that the main challenge was not language itself but lack of system overview:
“It is not about the language . . . it is more about not knowing where to look. In-
formation is all over the place, and sometimes you end up in circles.” (IMM3).
This illustrates that challenges are not limited to language or digital skills alone,
but also to how bureaucratic processes are structured and communicated.

Employees confirmed this picture, stressing that the issue is as much about
system design as it is about language. As one NAV employee reflected: “It is
a bit difficult to find your way on your own . . . especially when you have to
submit applications.” (NAV focus group, translated). Staff also highlighted the
need for repeated, step-by-step support: “We have to show them again and again
. . . even if they did it last week, the steps are easily forgotten.” (NAV focus group,
translated). Similarly, a caseworker from the Refugee Unit noted: “People often
come to us saying ‘I just want to apply for X,’ but they don’t know there are three
other steps first. They can’t see the whole process.” (Refugee Unit interview).

Overall, navigating bureaucratic systems posed significant challenges both for
newly arrived refugees, who often lacked BankID and depended on interpreters,
and for skilled immigrants, who nevertheless found that fragmented informa-
tion and unclear procedures created uncertainty. As one Refugee Unit employee
summarized: “The first months are chaos for many. They get so much informa-
tion, but without the context, it doesn’t make sense.” (Refugee Unit interview).
These findings show that the challenges are not only about language or digital
skills. They also reflect gaps in administrative literacy, such as knowing where
to start, what steps are required, and how to understand official terms. This
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overlap between digital and administrative demands shows that access barriers
are interconnected and affect users with diverse backgrounds.

4.3 Experiences with and Perceptions of Generative AI

Generative AI, particularly ChatGPT, was used as a supplementary aid, most
often by participants with medium digital skills and limited Norwegian, who
nevertheless faced challenges with administrative literacy tasks such as under-
standing forms or procedures. As one participant explained: “I can’t remember
a single time I had to handle a bureaucratic process without using AI. ChatGPT
and similar tools have helped me understand laws, fill in forms, and translate
documents.” (IMM4, translated from Norwegian). Others, however, emphasized
that they had never used such tools themselves, instead relying on interpreters
or coordinators for support (IMM7).

Survey data mirror these findings: 54.2% reported that generative AI helps
them understand public services better, and 47.5% reported using it for transla-
tion or simplification. On a separate scale item, 40% agreed or strongly agreed
that generative AI can help them understand Norwegian public services, 33%
were neutral, and 27% disagreed or strongly disagreed.

Trust and skepticism varied widely. Several participants emphasized the need
to double-check outputs. One noted: “For research, I don’t trust it, but I might use
it to get an overview.” (IMM6). Caseworkers also observed generational differ-
ences: younger Ukrainians frequently used ChatGPT for translation or writing
applications, whereas older immigrants had never tried it and might be more
likely to “trust it blindly” without verification (FE4). Public-sector employees
echoed these concerns, warning that outputs may mislead vulnerable users if
not checked against official sources. Survey responses also indicated caution:
27.1% reported fact-checking AI information often or always, while 8.5% said
they never do so. Privacy concerns were common (61.0%), and 69.5% expressed
worry about misinformation.

Despite these concerns, both immigrants and employees pointed to poten-
tial if tools are integrated with official portals and quality-assured sources. Sug-
gested improvements included embedding assistants directly into platforms (e.g.,
NAV.no), providing spoken explanations, and constraining training data to of-
ficial sources. As one caseworker put it: “It could be very useful if it explained
the first steps in a simple way, in their own language, before we step in with the
more complex guidance.” (FE1). Notably, 44% of survey respondents preferred
that models be trained only on official sources; 33% were unsure, and 24% sup-
ported including additional types of sources. The uneven uptake of generative
AI suggests a Matthew effect: digitally confident users convert AI into efficiency
gains, whereas newcomers without prerequisites (e.g. BankID, hands-on train-
ing) remain dependent on human support. This pattern shows that users with
higher digital and language skills benefit the most from generative AI, whereas
immigrants with limited digital and language skills remain reliant on human
support.
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5 Discussion

This study examines how language and administrative literacy act as persistent
barriers for immigrants navigating Norwegian public services, and how genera-
tive AI may help address them. A distinctive contribution is the dual perspective:
newly arrived refugees with limited digital and language skills alongside skilled
immigrants who nevertheless face administrative hurdles, showing that genera-
tive AI supports different groups in different ways.

We contribute to the literature on digital inclusion and public service acces-
sibility in three main ways. First, we provide empirical evidence from Norway
showing that language and administrative literacy remain central barriers in a
highly digitalized welfare state, and that these barriers persist even when digital
skills are present. Second, we extend existing research on generative AI in public
services by demonstrating how immigrants actively use tools such as ChatGPT
for translation, simplification, and procedural guidance, while also revealing clear
concerns around trust, privacy, and accuracy. Third, by integrating immigrant
perspectives with insights from frontline employees, we highlight how generative
AI may both mitigate and exacerbate digital divides: it can support those with
medium skills, but risks excluding the most vulnerable users without targeted
design and human support.

The findings confirm that language proficiency remains the most significant
barrier, even for highly educated immigrants, supporting prior research on digital
inclusion in Norway [16]. Bureaucratic language was described as overly complex
and formal, creating difficulties even for those with moderate Norwegian skills.
These challenges are compounded by gaps in both digital and administrative
skills, particularly in tasks requiring secure authentication such as BankID. This
resonates with van Dijk’s theory of the digital divide [10], which emphasizes that
inequality is not only about access to technology but also about motivation,
skills, and the outcomes of use. In our study, participants with high digital skills
were able to leverage AI tools effectively, while those with lower skills struggled
to adopt them, illustrating a paradox also observed in previous research [22].

A central implication of these findings is the sharp contrast between skilled
and non-skilled immigrants in their use of generative AI. Skilled participants
with stronger digital competences and higher Norwegian proficiency mainly em-
ployed AI to save time using it as an efficiency aid that complemented existing
resources. Generative AI was perceived as a valuable supplement, particularly
for translation, simplification of bureaucratic text, and step-by-step procedural
guidance. Participants described AI as a low-threshold aid for these tasks. These
findings resonates with international research showing that the benefits of AI of-
ten benefit those who already possess a baseline of skills and resources [22,6]. By
contrast, newly arrived refugees with limited schooling or minimal digital expe-
rience rarely engaged with AI directly; for them, preconditions such as BankID,
reliance on interpreters, and the need for hands-on training were more decisive
than AI assistance, indicating a risk that AI could reinforce existing divides
if inclusive design and training are not provided. This aligns with prior work
showing that users often prefer human advisors and that AI solutions demand
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patience and skills that not all users possess, suggesting hybrid models where AI
supplements, rather than replaces, human guidance [22].

From a policy perspective, these differences underscore the need to tailor dig-
ital inclusion strategies to administrative literacy rather than assuming homoge-
neous readiness. Administrative literacy highlights that successful use of digital
public services depends on procedural knowledge, including knowing where to
start, which terms to use, and how to complete steps, rather than solely on
technical skills or access [19]. Accordingly, effective solutions should integrate AI
within trusted official channels and combine it with human support and training,
so that explanations are reliable, comprehensible, and actionable [22]. Otherwise,
digitalization efforts, including the introduction of AI, risk reproducing or widen-
ing existing inequalities, as documented in studies of migrant interactions with
digital welfare services [5].

Concerns about accuracy, outdated information, and privacy underline that
trust remains a decisive factor in the adoption of generative AI in public ser-
vices. Prior studies have highlighted trust as a prerequisite for digital service
uptake [11], and our findings extend this by showing how such concerns di-
rectly shape immigrants’ willingness to use AI tools in sensitive administrative
contexts. From the perspective of administrative literacy [19], distrust of AI
outputs can be understood as a barrier to developing the procedural knowledge
needed to navigate bureaucratic systems. If AI-generated explanations are not
perceived as reliable and legitimate, they fail to reduce complexity and may
instead deepen uncertainty. This suggests that generative AI cannot replace in-
stitutional trust-building measures but may serve as a bridge when embedded
within official platforms and aligned with verified sources.

For agencies such as NAV and the Refugee Unit, the findings indicate that
generative AI could provide scalable support for language simplification and
procedural explanations. Effective deployment should include integration with
verified and up-to-date information sources, clear disclaimers about the scope
and limitations of AI outputs, and training for both staff and service users.
Without such measures, AI risks excluding precisely those users with the lowest
digital and language skills, who are also the most dependent on public services.
These recommendations are consistent with the responsible-AI literature, which
emphasizes clear provenance, human oversight, and the use of verified sources
so that AI in public services supports, rather than undermines, equity and trust
[23].

Overall, this study suggests that while generative AI has clear potential to
support digital inclusion, it cannot substitute for structural improvements in
system design or for personalized human assistance. Its value lies in being inte-
grated as part of a broader strategy that combines technological innovation with
institutional safeguards and targeted support for vulnerable groups.

From a governance perspective, agencies such as NAV should ensure that
any AI tools offered directly to the public are safe, trustworthy, and privacy-
preserving, with clear provenance and human fallback. A pragmatic path is con-
trolled “official” assistants that run on public infrastructure, integrate author-
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itative sources, and are constrained to verified, up-to-date rules. Deployments
should include transparency about scope and limitations, auditing and redress
mechanisms, and equity monitoring. In practice, trust and uptake hinge on con-
crete features: high-quality domain translation, explicit source provenance, and
strong privacy guarantees that avoid retaining personal data.

6 Conclusion

This study examined how generative AI can help reduce language and admin-
istrative barriers for immigrants navigating Norwegian public services. Findings
from interviews and a survey with 55 immigrants show that language remains
the most significant barrier, often paired with challenges related to administra-
tive literacy and to obtaining credentials for secure authentication systems such
as BankID. Generative AI tools, particularly ChatGPT, were valued for trans-
lation, simplification, and clarification of official information, but effective use
was largely limited to participants with digital confidence and some degree of
administrative literacy. This highlights the risk of reinforcing existing divides
if solutions are not designed inclusively. Public-sector adoption should there-
fore integrate AI with verified sources, ensure transparency about limitations,
and provide training for both staff and users. Hybrid service models, where AI
complements rather than replaces personal support, appear most promising.

The study is limited by its recruitment methods, which may have overrepre-
sented digitally literate immigrants, and by its focus on the Norwegian context.
While the sample is not statistically representative, the study aimed to cap-
ture diverse user experiences rather than generalizable trends. Future work can
address the integration of AI in official portals, explore long-term effects on
independent navigation, and compare across welfare states.

Ultimately, the challenge is not only technological but institutional: designing
systems where AI strengthens inclusion without deepening divides.

Generative AI statement. The authors acknowledge the use of ChatGPT
as a writing support tool. It was used to assist with language polishing and in
writing the initial draft, which was then reviewed and edited by the authors.
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