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Abstract 

Scaling citizen assemblies to increase their impact on sustainable transitions requires 
situated knowledges. Whilst service design methods can support local governments 
in working with situated knowledges, there has been a call for more reflection on their 
application. In contrast to reflection, the feminist metaphor of diffraction enables 
greater relationality, complexity, and impact within research; yet it remains a novel 
approach. This paper presents an experiment with participants of a city-level citizen 
assembly in Sweden. During the experiment, journey mapping was used within a 
diffraction apparatus, and diffractive reading enabled the collective exploration of 
barriers to and opportunities for scaling citizen assemblies. This diffractive approach 
enabled plurality to be explored, complexity to be visualised, and shifted the 
researcher’s position, increasing participants’ power over their voice. Further 
research is recommended to explore how diffraction and service design can mutually 
benefit each other to facilitate sustainable transitions. 
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1. Introduction 

Public participation practices enabling dialogue between citizens and local 
governments need to adopt scaling strategies beyond replication to increase their 
impact. Huybrechts et al. (2024) claim that “a meaningful shift toward making public 
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participation a common practice has yet to be achieved” (p. 89). Scaling public 
Participation activities typically occur through the replication of principles or methods. 
(e.g. OECD, 2022). Botero et al. (2020) argue that, from a participatory design 
perspective, this focus on methods disregards the surrounding activities required to 
integrate public participation within public organisations, building upon the concepts 
of infrastructuring (Hillgren et al., 2011) and institutioning (Huybrechts et al., 2017). 
This strategic shift from scaling public participation through replication to integration 
can be identified in Moore et al.’s (2015) research, which outlines three scaling 
strategies for social innovations: scaling out – impacting larger numbers, scaling up – 
impacting infrastructure such as rules and policy, and scaling deep – impacting 
mindset and cultural roots, the latter of which lacks empirical evidence. Public 
participation could benefit from expanding its scaling strategy beyond scaling out, to 
build upon the discourse around scaling up, and exploring the uncharted territory of 
scaling deep. An exploration into how public participation could benefit from 
expanding its scaling strategies requires a collaborative and contextual approach, 
focusing on situated knowledges.  

While service design methods are increasingly used within local government to 
engage with situated knowledges, there is a need for reflection on their application. 
Donna Haraway (1988) states that situated knowledges are pluralistic, locatable, and 
accountable. Additionally, Alander and Mörtberg (2003) explain that, “different people 
possess and shape knowledge situated and located in geographical, physical, social, 
and cultural experiences over time” (p. 5). Working with situated knowledges requires 
researchers to collaborate closely with affected actors. Pahl et al. (2023) describe 
this as a shift from researching for to researching with. Whilst service design 
traditionally uses a variety of qualitative methods to understand the experiences of 
affected actors and co-create alternatives (Parker & Heapy, 2006), a lack of 
resources can limit the participants’ involvement (Kensing & Blomberg, 1998), 
positioning the researcher as an interpreter (Haraway, 1988). Additionally, design 
researchers are calling for more reflection on the application of service design 
methods to increase capacity for change (Mortati et al., 2018), foster co-learning 
(Seravalli et al., 2022), address power dynamics (Corubolo et al., 2018), strengthen 
designers’ ethical perspectives (Sangiorgi, 2010), and enable the reflective attributes 
of service design methods to uncover hidden contextual knowledge, catalysing 
transformation (Vink & Koskela-Huotari, 2022). Service design methods can facilitate 
engagement with situated knowledges when their application is considered. 

Building on this call for reflection, this paper examines how the feminist metaphor of 
diffraction can support the application of service design methods. In feminist theory, 
Donna Haraway’s (1992) optical metaphor of diffraction is presented as an 
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alternative to reflection. Diffraction “is a practice of attending to relationality, process 
and messiness” (Dawney, 2018, p. 110) and is described by Alander and Mörtberg 
(2003) as a way to explore situated knowledges. Consequently, this paper presents 
an experiment that applies diffraction to investigate how a diffractive approach can 
enhance service design methods, specifically journey mapping, in the exploration of 
scaling citizen assemblies. 

2. Theoretical background 

2.1 Service design methods within public organisations 

Local governments are increasingly adopting service design methods, often to 
support existing paradigms rather than question them. Cottam (2018) argues that 
service design predominantly supports the prevailing neoliberal agenda by increasing 
the efficiency of public services. This stands in contrast to developing public services 
as a common interest (Kim, 2018). As Kim (2018) elaborates,  

“service, which used to mean a long-term evolving relationship, has now become an 
ephemeral commodity. Employers are detached from the consequences of their 
activities, and customers have lost their sense of affiliation with the systems and other 
participants who serve them” (p. 46).  

Raworth (2017) highlights that this lack of relationship reduces citizens to consumers, 
forming an oppositional stance between local governments and their citizens. This 
opposition is illustrated in the triangle of inaction (Peyretou, 2020), where 
collaboration between citizens and local governments seems impossible. Such 
prevailing narratives need to be challenged through service design methods, 
necessitating a more relational and intentional approach to service design.  

The relational turn within service design emphasises increased collaboration and 
embraces resulting tensions, highlighting a need to reconsider its application. For 
Boztepe et al. (2024), relationality in service design is where “the human (both 
designer and user) is de-centred, and agency is distributed” (p. 5), with inherent 
tensions being embraced. Additionally, Goodwill et al. (2021) believe that “to engage 
with complexity and better represent the perspectives of affected publics, it is 
imperative that more actors are included throughout the design process” (p. 45). This 
increased collaboration and distribution of power requires designers to engage in 
what Huybrechts et al. (2024) refer to as socio-material brokering, with each 
encounter being uniquely configured to the needs of the participants. Thus, 
highlighting the need for service design methods to be applied in a contextually 
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relevant manner. Furthermore, Boztepe et al. (2024) highlight the current “risk of 
oversimplifying design into a mere toolkit, trivializing the craft of making, and 
underestimating the effort required to build meaningful empathy with stakeholders” 
(p. 2). Additionally, Vink & Koskela-Huotari (2022) argue that adopting methods 
without knowledge of the underpinning principles will reduce the intended impact. In 
extension, Goodwill et al. (2021) argue that increased power literacy is necessary to 
recognise how power and privilege manifest when interacting with these 
stakeholders. Addressing the potential misuse of methods requires what Huybrechts 
et al. (2017) refer to as the agonistic re-engagement of designers with institutions. In 
this case, to ensure that the application of service design methods creates 
meaningful transformations.  

Whilst there is a strong argument for using reflection to support the application of 
service design, this paper explores the impact of applying the alternative feminist 
metaphor of diffraction. Sangiorgi (2010) suggests that reflection could enable 
designers to acknowledge their roles within transformation and assume these roles 
more responsibly. Additionally, Mortati et al. (2018) hope that reflection can promote 
a shift from useless replication within design to one that increases change capacity. 
Furthermore, Vink & Koskela-Huotari (2022) believe, 

“without reflexivity, invisible aspects of the service context remain hidden. Thus 
service design efforts risk reproducing the status quo or pushing for changes that are 
incongruent with, and unsupported by, the context” (p.384).  

Exemplifying this, Seravalli et al. (2022) suggest that reflection facilitates the co-
learning needed to support “problem framing rather than problem solving” (p. 240). 
Building upon Barad’s (2014) suggestion that “reflection and diffraction are not 
opposites, not mutually exclusive, but rather different optical intra-actions highlighting 
different patterns, optics, geometries that often overlap in practice” (p. 184), 
suggesting that both reflection and diffraction have something to offer service design.  

2.2 Journey mapping 

Journey mapping is an inherently participatory method for exploring situated 
knowledges; however, its potentially extractive and interpretive qualities require 
attention. Journey mapping can be defined as a sketch used to support a “dialogue 
between the designer and her design challenge or acts as boundary objects for the 
designer and stakeholders in a design process” (Krogh et al., 2015, p. 5). It supports 
the materialisation of the immaterial (Blomkvist et al., 2016) and involves 
researchers’ engaging with users (e.g. consumers or citizens). Through qualitative 
methods, researchers try to understand and map the user’s experience (Parker & 
Heapy, 2006). Often conducted as part of service blueprinting, the primary aim is to 
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help service managers analyse and improve services (Følstad et al., 2014; Kim, 
2018). However, journey maps are rarely developed or reflected upon together with 
the user whose journey they depict. Pahl et al. (2023) highlight that such restricted 
participation increases the extractive nature of the research. Furthermore, this 
positions the researcher as an interpreter (Haraway, 1988), impacting both the 
weight given to participants’ voices and the validity of the data. To fully embrace 
situated knowledges, journey mapping needs to be applied in a more participatory 
manner. 

Whilst the visualisation of journey mapping enables reflection, its simplification needs 
to be addressed. Vink & Koskela-Huotari (2022) illustrate how various service design 
methods, such as the popularised journey map, have affordances that enable 
reflexivity. Kim (2018) further explains that, “when designers reveal something in the 
world by giving it a form, they are creating a tool, providing a space, or raising a 
value question so that the system becomes more accessible to people” (p. 47). 
However, reflection that diverges from the intended focus can generate tension, and 
consequently, complexities can be omitted from the process (Boztepe et al., 2023). 
Additionally, journey maps focus on the customer (Kim, 2018), a label and 
perspective problematised in the sustainability discourse (Raworth, 2017), as they 
reduce citizen engagement with local governments. This is strengthened through the 
differentiation between frontstage and backstage, which visually depicts service as 
objectified labour, fragmenting the relationships between actors (Kim, 2018). These 
simplifications reduce the relationality and complexity within the depictions of 
participants’ experiences.  

2.3 Diffraction apparatus 

Although originating in physics, diffraction has become a metaphor within feminist 
theory for creating an impact in the world through considered knowledge production. 
Udén (2018) highlights that this “novel conceptualization of diffraction is yet another 
instance, where Haraway has brought a term from science and technology to feminist 
and gender studies” (p. 1). For Donna Haraway (1992), a feminist theorist and 
biologist, reflection is about a fixed position perpetuating current paradigms, whilst 
diffraction “trains us to more subtle vision” (p. 300) and can be used as “an optical 
metaphor for the effort to make a difference in the world” (Haraway, 1997, p. 16). 
Karen Barad (2007), a feminist theorist and physicist, builds upon Haraway’s 
metaphor and explores diffraction within research, drawing inspiration from its origins 
as a phenomenon in physics that describes the behaviour of waves. Taking the 
example of light waves, Alander and Mörtberg (2003) explain that diffraction “appears 
when light passes through a narrow slit and spreads. The light beams and their 
history of passage through the slit can be registered on a screen” (p. 5). Sefyrin’s 
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(2012) interpretation of Barad’s work provides a concrete example of how 
researchers can begin to build a methodology utilising this metaphor:  

“If diffraction is understood as a metaphor for research, the empirical material is the 
light, and the slits in a screen are research practices, such as the practice of 
formulating the purpose and research questions of an article, practices for gathering 
empirical material, the situatedness of the researcher, the choice of theories and the 
methods, and the format of the text. Hence if these are changed, so does the 
interference pattern that is the result of the diffraction”. (ibid. 2012, p. 715) 

Barad (2007) describes the obstructions and recording devices outlined in a 
researcher’s methodology as a diffraction apparatus, insinuating that it can be 
designed to alter the way knowledge is produced. Dawney (2018) further describes 
how a diffraction apparatus “plays each aspect against each other, encouraging the 
visibilities produced through their entanglements to question their integrity and 
highlight their messiness” (p. 109). This intra-action between data during 
accumulation and between the data and its reader is fundamental to diffraction (Ávila, 
2019; Barad, 2007; Taguchi, 2012). Barad (2007) describes intra-action as an act of 
recognising “that distinct agencies do not precede, but rather emerge through, their 
intra-action” (p. 33). Researchers are therefore encouraged to consider the impact of 
their methodology on knowledge production and, in turn, their impact on the world.  

Diverse disciplines, including design, are testing diffraction through various 
applications to alter knowledge production, enabling key principles to emerge. Based 
on their review of fifty-one papers testing diffraction, Udén (2018) believes that the 
diversity of its applications makes it challenging to create a general representation; 
however, key principles can be evaluated within each discipline. Leila Dawney 
(2018), a social theorist and cultural geographer, has outlined three principles which 
have been summarised to produce a conceptual framework. This framework has 
supported an initial literature review of empirical studies within design that explicitly 
adopt diffraction, identified through a combination of citation searching and reference 
checking (see Figure 1), and will be used to analyse the results of the experiment 
described in this paper.  
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Figure 1. Diffraction in research, adapted from Dawney (2018): Author.  
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2.4 Diffractive reading 

Within the literature on experimenting with diffraction, methodological choices are 
crucial, with diffractive reading being a favoured approach. Vega et al. (2023) 
suggest that research methods “do not merely serve to apprehend the phenomenon 
under investigation; they become constitutively entangled with it” (p. 4). In their 
literature review, Udén (2018) identifies diffractive reading as a common approach, 
often used in conjunction with research methods traditionally used in each discipline. 
For example, ethnographic field notes (Mellander & Wiszmeg, 2016), participant 
diaries (Vega et al., 2023) and walking (Lilja, 2024). Whilst this approach is also 
referred to as diffractive analysis, (e.g. Dawney, 2018; Taguchi, 2012) the term 
diffractive reading will be used within this paper. Diffractive reading responds to 
Barad’s (2007) claim that diffraction is about studying the creation of differences and 
their impact. Dawney (2018) illustrates that diffractive reading considers “where data 
rubs up against data and what that exposes about how subjects and objects of 
research are made through the research” (p. 110). This supports the parallels 
Alander (2007) draws between diffraction and reflexive interpretation (Alvesson & 
Sköldberg, 2009). Such weaving of knowledge illustrates the researcher's role as an 
“active participant in the making of worlds and objects” (Dawney, 2018, p. 108). 
Diffractive reading sensitises researchers to the relationality in data and encourages 
them to engage with methodological choices during knowledge production, 
highlighting the differences that will make an impact. 

The application of diffractive reading can impact the power dynamics between 
researcher and participants. Diffractive reading can be interpreted as a task for the 
researcher alone, reading concepts through each other (e.g. Ávila, 2019) or 
embodying the perspectives of those depicted by the data (e.g. Sefyrin, 2012; 
Taguchi, 2012). However, this perpetuates the notion of the researcher as an 
interpreter, occupying a position of power. In contrast, diffractive reading can become 
a collaborative activity, repositioning the research and thus addressing power 
dynamics. Mellander & Wiszmeg (2016) describe how ethnographic researchers are 
experimenting with diffraction to minimise the distance between researcher and 
participants. For example, diffractive reading is conducted in collaboration with 
participants, enabling the co-creation of research outputs (Hansson et al., 2020; 
Mellander & Wiszmeg, 2016) to minimise the “visions and visionary voices that 
characterize the knowledges of the subjugate” (Haraway, 1988, p. 590). This requires 
shifting the researcher's position to acknowledge and respond to the idea that 
“knowledge no longer needs to be understood as a result of reflection or as 
something stemming from straight lines of sight, but rather as something emerging 
through disruptive processes” (Mellander & Wiszmeg, 2016, p. 103). This builds upon 
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Haraway’s (1988) suggestion that “actors come in many and wonderful forms. 
Accounts of a ‘real’ world do not, then depend on a logic of ‘discovery’, but on a 
power-charged social relation of ’conversation’” (p. 593). The application of diffractive 
reading determines to what extent participants’ voices are given weight through the 
repositioning of the researcher.  

 

3. Experiment 

This section will outline the research context, the research participants, and the 
application of diffraction within the design research methodology. 

3.1 Research context  

The Swedish city’s environmental department is testing new methods of public 
participation to address climate transitions. In conjunction, the city decided to support 
a national project aimed at developing a cost-effective method for climate 
assemblies, thereby enabling more climate assemblies to occur. The project was 
organised by a national association that ensures that the climate crisis plays a central 
role in the election campaign and debate. The project involved recruiting forty citizens 
through targeted outreach activities and a wide-communication campaign, four of 
whom were selected members of the city’s environmental political committee. An 
open-source software was used to select participants who would best represent the 
city’s population.  

The climate assembly began with a physical meeting to develop a vision for the city 
in 2050 and establish a set of participation rules. Following this, three digital 
meetings were conducted, during which educational presentations were given and 
themes for further discussion were selected. The main event was a two-day physical 
workshop held over a weekend, during which participants generated six 
recommendations and twenty-six associated proposals. The output was handed over 
to a representative from the city, who then delegated it to the environmental political 
committee, which assigned the task of developing a response to the environmental 
department. The environmental department shared the output within the city for input 
before developing their response to the environmental political committee. This will 
later be shared with climate assembly participants. 

3.2 Research participants 

Research participants collectively represented the identified roles of citizens, 
politicians, civil servants and members of the national association. During the group 
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work, each of the two groups had a varied representation. Whilst best efforts were 
made to address positionalities by recruiting a representative group of participants 
(Cornish et al., 2023) to enable a more just visioning (Haraway, 1988) of the citizen 
assembly experience, this was limited as the sample was selected from a small 
subset of those who attended the citizen assembly and were willing to take part in the 
research. Therefore, although the knowledge produced is locatable, it is 
acknowledged as partial (Haraway, 1988).  

3.3 Methodology 

This research aims to contribute to the scientific discussion on scaling public 
participation whilst supporting a Swedish city in amplifying its public participation. 
This study adopts a research-through-design (Frayling, 1993) approach, which 
involves developing theory-grounded tools, as well as combining and sequencing 
them to advance research activities. In this paper, the empirical data from activities 3-
6 will be presented (see Figure 2). In line with an expansive experiment (Krogh et al., 
2015), this research has tested applying a diffractive approach to service design 
methods by using journey mapping within a diffractive apparatus and adopting 
diffractive reading. 
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Figure 2. Outline of the research activities of the entire research project: Author.  
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3.3.1 Diffraction apparatus  

Within this research, journey maps were used within a diffraction apparatus (see 
Figure 3) to create and capture the empirical data shared by participants about their 
experience. Each participant’s experience can be interpreted as a wave (W), which 
passes through an obstacle (O). In this experiment, O represents both the questions 
proposed during the semi-structured interview, underpinned by the journey map 
format of before/during/after, and how each participant interpreted and chose to 
answer these questions. Finally, the diffraction initiated by the obstacle creates a 
diffraction pattern, which was recorded on a journey map sketched by the researcher 
during the interview (see Figure 4) and through an audio recording, reflected in a 
transcription. The captured data was visualised on the journey map template (D), 
outlining the before/during/after stages of the participant’s experience alongside 
swimlanes depicting sub-stages, experience, emotions, quotes, and initial insights 
related to scalability (see Figure 5). By combining individual journey maps, the 
complexity, entanglements, and differences in experiences became visible, allowing 
participants to explore and discuss them (see Figure 6). 

Figure 3. Illustration of a diffraction apparatus adapted from Alander (2007): Author. 
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Figure 4. Photo depicting examples of journey maps sketched during interviews: Author. 

Figure 5. Example of a journey map created and sent to participants for review: Author. 

Medborgare 2

Innan Under Efter

Annons till medborgare Rekrytering av medborgare Fysisk träff för att skapa vision Digitala utbildningsträffen Fysisk klimatråd - helgen Överlämning av 
rekommendationer till Malmö 
Stad

Återkoppling till medborgare 
från klimatråd

Arbete påbörja med 
rekommendationer

Medborgaren fick tips om 
annonsen från sin partner som såg 
den på sociala media. De tyckte 
det var ett fint sätt att engagera sig 
och lära mer

Medborgaren skickade in ansökan 
eftersom de vill bidra till 
samhällsfrågor utan förväntningar 
på resultatet.

Medborgaren fick bekräftelse som 
kom som en överraskning eftersom 
de hade glömt bort ansökan under 
sommaren.

Medborgaren deltog i fysiska möte 
att ta fram vision och upplevd 
delade känslor av både frihet och 
att det var på låsas.

Medborgaren deltog i digitala 
föreläsningar och tyckte det var 
bra att uppleva engagemang från 
andra deltagare och höra om det 
som görs av Malmö Stad.

Medborgaren tilldelades ett 
bord/tema med en politiker från 
nämnden och andra medborgare.

Medborgaren kände att de inte 
hade tillräckligt kunskap att bidra 
till diskussion vid bordet samt att 
tidspressen påverkade resultat. De 
pratade med en arrangörer om att 
inte komma andra dagen och blev 
övertygad att kommer ändå.

Medborgaren hjälpte 
gruppdynamiken genom att 
facilitera misförstånd. De fick 
möjlighet att ge feedback kring 
andras rekommendationer men 
kändes att det var svårt att bidra 
fast lärde sig från att lyssna in på 
andra. De upplevd att 
rekommendationer kunde har 
förstärktes av dialoger med 
experter.

Medborgaren var med under 
överlämningsmöte med staden. 
Fast de är tveksam till vilken effekt 
rekommendationer kommer ha 
processen har varit lärorik för de 
och gav de hopp för framtiden!

Medborgaren invänta information 
om återkoppling och hoppas att få 
nån förändring även om det blir en 
mer billigt och enkelt lösning än 
rekommendationer på grund av 
komplexiteten som finns i frågan.

Medborgaren förvänta sig att få 
notis om arbete kopplat till 
rekommendationerna

"Jag tror min tjej fick upp det som 
en reklam på Facebook och sa till 
mig att ja, kolla, det här kommer 
upp och så ansökte hon. Och då 
passar jag också på att ansöka för 
att jag tyckte att det verkade som 
rätt grej för att engagera sig på"

"Nu har jag fått chansen att delta i 
någonting...Jag känt en längtan 
efter att få bidra och engagera mig 
i samhällsfrågor och klimatfrågor 
och då oavsett vad det blev för 
resultat av det här så var det här 
en väg att gå och att lära sig av."

"[målet för klimatrådet] var ju att få 
malmöborna att känna sig 
engagerade i sin stad och vad som 
händer i den tänker jag...Men ja en 
cynisk del om mig kan undra om 
det bara var för att det ska se fint 
ut."

"Det var lite lustigt eftersom jag 
hade glömt bort att jag hade 
ansökt och sen.Ja kul alltså, det är 
ju bara att göra, jag vet. Jag tänkte 
inte jättemycket på det förrän jag 
var där."

"När vi liksom blundade och så 
skulle vi tänka på hur det skulle 
vara så kände jag en enorm 
lättnad... Där är någonting som 
väger på en med klimatkrisen, det 
känns inte kul, så tanken att vi 
skulle tagit oss förbi det och lösa 
många av de konflikter 
också....kändes ju väldigt, väldigt 
skönt samtidigt som det också 
kändes som att det känns på 
låtsas, det känns bara som en 
fantasi."

"[jag har lärt mig att] det finns 
människor som är väldigt 
engagerade ...och [det var] skönt 
att kunna prata om de här sakerna, 
att känna att man var i samma plats 
i sig själv som de runt omkring och 
se att det fanns andra människor 
som bryr sig mycket om hur de 
lever och hur de konsumerar. Och 
genom det försöker skapa någon 
slags förändring eller ta ansvar. 
Annars...kan man känna sig väldigt 
ensam...Det var inte jättepopulärt 
där så det var kul att ...[få] den 
tillhörighet känsla"

"jag fick ändå till och med att 
[staden] gör väldigt mycket och 
anstränga sig mycket på den 
fronten och har blivit utnämnd till 
miljöstad som jag har förstått 
det...jag hade någon slags kolla på, 
men sen så var det en 
uppfräschning. Jag hört mycket av 
detta i gymnasiet och det var ju en 
typ tio år sedan, så det är det var 
ändå skönt att det fick upprepas"

"[för att kunna bidra mer under 
helgen] individen ska sätta sig in i 
situationen och förstå den...liksom 
ännu mer utbildningsträffar där vi 
bör gå in djupare på alla de här 
olika områdena som vi sen skulle 
komma med förslag kring och lära 
oss en massa om det och sen 
utifrån det kunna komma med 
förslag som var mer grundad i 
någon slags förståelse. Men det 
hade också tagit jättemycket mer. 
Alltså. Det är också en fråga om att 
människor ska kunna göra det här 
på sin fritid"

"Jag tror de tog upp det när vi hade 
våran första träff att det fanns 
några där som var utvalda ifrån 
miljönämnden...Det var skönt att 
den personen satte våran grupp är 
väldigt kunnig och insatt i 
sakfrågorna...när hon kunde så 
ville hon gå in och styra upp saker 
för att hon förstod hur det skulle 
vara. Och då märker jag att hon har 
bättre koll på det här än vad jag har 
och då backa jag och låta henne ...
[ta] ledningen för det även om hon 
fortfarande var väldigt noga med 
att alla fick rösta och så"

"man kan ju bara brinna för en sak, 
men inte alls har koll på det...[det 
skulle har varit] skönt att ha alltså 
människor som kunde förstod 
situationen att förlita sig på 
...Jag hade nog vänt mig väldigt 
mycket till denna personen med 
mina frågor och med mina 
funderingar...Jag tror det var ju 
bättre om de inte hade samma 
makt som oss att de liksom bara 
satt vid sidan av och bidrog med 
kunskap och förståelse. För annars 
...[blir det som] politikern som 
fanns vid bordet...hon var ju väldigt 
mycket mer kunnig i det här än alla 
andra var och ... har förståelse att 
arbeta med det här så blev det ju 
att hon tryckt på vissa saker och 
bidrog väldigt mycket mer och 
styrde saker i en viss riktning av 
naturliga skäl"

"Jag hade nog hellre haft [ett annat 
tema] för där har jag någon slags 
förståelse och erfarenhet som jag 
kan koppla till det...De andra 
sakerna har inte lika mycket koll på"

"första dagen vi hade den här 
helgen då vi skulle ta fram alla 
förslagen för att jag kände mig så 
okunnig, så satt jag bredvid och 
lyssnade på de andra prata och 
sen så till slut så skänker jag in i 
mig själv och började rita i min 
anteckningsbok."

"när vi hade två dagar, en helg så 
var det väldigt mycket att göra på 
väldigt kort tid och det ... blev inte 
så genomtänkt allting som det 
hade behövt. Det blev tidspressat. 
Nu ska vi få ut våra förslag så att 
människor kunde rösta på dem, då 
behövde ju bara få ut de och 
kunde kanske inte ta ett mycket tid 
på alla samtalar kring vad 
förslaget, hur det skulle 
formuleras."

"ett av våra förslag nu ...var en 
jättestor radikal sak...blir ju också 
ett alldeles för stort krav, vilket fick 
människor att rygga undan ifrån 
det...Men det var också en sån sak 
som vi fick rör oss vidare ifrån och 
inte liksom prata ut ordentligt om 
den konflikten för vi hade inte 
tid...Idag tänker jag, då blir det ju 
liksom instinktiva reaktioner. Jag 
tror det handlar väldigt mycket om 
hur man formulerar saker och 
presenterar det för att det ska 
kännas sväljbart."

"jag tänker att man måste ha 
kunskap om ...olika faktorer som 
påverkar situationen för att kunna 
komma med ett bra förslag...Det 
det är ju väldigt komplext, det är 
väldigt stort. Det är väldigt många 
olika delar som ska fungera ihop"

"vissa förslag kändes naiva kanske 
och då kändes det som att vi bara 
vi hade fått vara med och 
engagera oss och det var att 
medborgarna tal, men det var 
också slössad energi och tid"

"Jag funderade på att inte komma 
andra dagen...och då kommer den 
annan dag sen och då kände jag 
att jag hade mycket mer att bidra 
med.Vi röstade på våra egna 
förslag och så först vilka vi skulle 
presentera då den andra dagen. 
Och då skedde det, då blev det 
liksom kommunikationen i gruppen 
som hamnade mycket mer i fokus 
och människor skulle förstå 
varandra. Och det känner jag har 
bättre förståelse för och därför 
kunde engagera mig mer i det. Det 
funkar det bättre ute på om de 
förmågor och den kunskap jag har".

"Jag tyckte att det funkade rätt så 
bra [i gruppen]. Människor hade 
olika åsikter men när vi liksom 
röstade igenom någonting så gick 
vi på det och sen så ibland skedde 
missade kommunikationen, så alla 
var inte riktigt lika med på tåget. 
Men om man då informerade de 
personerna om vad varför vi hade 
gått den vägen vi hade varit på, då 
släppte de sitt och gick vidare med 
det som gruppen ville göra."

"jag var rätt så försiktig med att ge 
feedback och tankar på många av 
områdena också för att jag inte 
kände mig så insatt så jag kunde 
gå dit och lyssna på vad andra 
människor hade att säga för att 
försöka ta till mig av det och lära. 
Men jag vill inte komma dit och 
liksom hålla ett brandtal om nån 
förslag som jag har fått för mig ska 
vara bra utifrån min väldigt, väldigt 
begränsad förståelse av hur 
situationen är och egentligen bara 
slössa alla människors tid"

"jag hade några stora punkter som 
jag vill och ta upp med dem [på ett 
annat tema] som jag ändå tyckte 
var bra feedback...jag märkte att 
det föll bort lite i deras senare 
presentation av förslag [det var] 
tråkigt alltså där känns det liksom 
stressen kring situationen tog 
överhand, då blev det ju inte så bra 
som det kunde har varit...alltså den 
stora frågan eller stora förslaget 
blev ändå framfört som jag ville. 
Jag trodde bara att vi hade kunnat 
nyanseras på ett speciellt sätt som 
hade fått det och kännas alltså 
blivit bättre förslag"

"antagligen inte så mycket... som 
en direkt konsekvens, men vem vet 
vad det har för liksom ringarna på 
vattnet som kommer."

"[under paus] hörde jag att det 
fanns ju många av de där grejerna 
där som de bara tryckte upp på en 
enda gång bara så här. Nej, men 
det är för dyrt. Det är omöjligt så 
det är redan gjort och ännu mer"

"Det kunde kännas väldigt 
hoppfullt att få göra någonting, att  
få vända sin hopplöshet till att 
försöka agera och därigenom det 
var det var skönt för mig 
personligen."

"Jag tänker vad som händer med 
det här är inte så stort och viktigt 
för mig i slutändan. Jag känner att 
jag ville börja engagera mig och 
lära mig mer om de här frågorna 
och det visste att jag kunde göra 
här s...Och även om det här 
misslyckas så går jag ifrån det här 
med att ha sett någonting sånt här 
funkar har massa tankar kring hur 
jag tycker det skulle kännas bättre 
och har mycket bättre förståelse 
för alla de där områdena och ja 
alltså, nästa gång...skulle jag 
kunna vara mycket mer engagerad 
och ha en större förståelse...och 
då kan jag gå vidare från det här 
och vara en mer kunnig och därför 
mer engagerat medborgare"

"Det fanns saker som hände under 
hela den här processen. Under 
utbildning delen av det som jag 
ändå fick mig känna mig väldigt 
hoppfull...att det hände, att 
människor var där, att människor 
pratar om det, att vi var 
engagerade. Att vi fick höra om 
allting som görs och har 
gjorts...Och sen har jag vid sidan 
av det här också börjat försöka 
engagera mig politiskt och det 
tänker jag att det finns människor 
som anstränger sig och verkligen 
försöker och arbetar för att mot de 
här målen. Men det är svårt. Det är 
väldigt svårt."

"Jag är öppen för vad det nu blir. 
Jag tänker komma dit och se vad 
det är, ner jag är där. Men jag 
känner att det här blir en fråga om 
pengar och ...jag kan tänka att de 
troligtvis kommer ...ha förslag som 
är förhållandevis billiga och lätta 
att genomföra som kanske inte gör 
egentligen så står påverkan...men 
lite hopp har jag ändå, jag vill ju 
gärna se att det blir någonting 
annat."

"Storleken och 
komplexiteten...ingenting är 
svartvitt och man vet ju det, men 
det blev väldigt mycket tydligare 
för mig när jag behövde sätta mig 
in i det här som till exempel ...när vi 
pratar om stadsplanering, att de 
funderar på att ta bort Jesus 
parken...och då sa politiken vid 
vårt bord att ja, men det är ju 
liksom privata markägare som 
bestämmer det. Det kan ju inte 
kommunen göra någonting åt, det 
är privatpersoner eller 
privatföretag som bestämmer det."

"Politikerna kan ju sköta en del av 
det och visst dom här grejerna 
ligger under deras makt att fixa 
och då kan man skapa dem om 
pengarna finns och sen är det ju 
också från många av förslagen...vi 
fick höra ifrån de politiker som var 
där var liksom omöjligt att 
genomföra alldeles för dyra eller 
allt är liksom det är inte så det 
funkar. Politikerna kan inte 
bara...förändra en viss sak, för det 
är inte i deras makt att förändra 
den saken. [det är] frustrerande för 
att det blir så svårt att att skapa en 
förändring som man vill se. Men 
också på ett sätt lite 
förlösande...så inser jag att det är 
så komplext alltså. Det är så svårt. 
Det är så många olika delar som 
ska komma ihop för att skapa 
förändringar till och med på en så 
liten plats som i [denna stad]... 
Det är därför det kanske inte kan 
bara fixa allting, för det är 
jättesvårt och många människor 
finns och de vill alla olika saker."

"jag hade hoppats på att ...blir 
mailad informationen, men som en 
uppdatering, det här är vad som 
händer i de här processerna och 
det här är vad som har tagits 
vidare och det här ligger vi i det 
liksom, men jag vet inte om det 
kommer ske."

"Jag kan tänka att det hade varit 
bra om vi kunde liksom fortsätta på 
en kommunikation på något sätt, 
men det hade också...varit väldigt 
svårt att genomföra att liksom hela 
den här gruppen skulle finnas kvar 
och att vi ska kunna fortsätta...Så 
det här är väl kanske det sättet 
man får göra det på med 
omständigheterna."

 Spänningar mellan befintliga och
framväxande demokratiska
strukturer



� Used in 2 other maps

Institutionaliserade demokratiska 
processer måste kompletteras av 
andra demokratiska processer för 
att möjliggöra pågående relationer 
och de strukturer som skapas för 
att möjliggöra detta

 Generering ge energi



� Used in 2 other maps

Att generera konkreta produkter 
har gett energi och skapat hopp till 
framtiden

 Processen ge resultat utöver
produkten



� Used in 2 other maps

Processen skapar utöver produkter 
engagemang hos intressenter, ökat 
kunskap bland deltagare och 
skapat en känsla av gemenskap

 En delad grundförståelse kan stödja
processen



� Used in 2 other maps

En delad förståelse för helheten 
om de politiska processen och 
utmaningarna samt kopplad 
möjligheterna och hindren kan 
stödja processen

 Känslan att resurser uppväger
fördelarna



� Used in 1 other map

Samverkan ske i engångsprojekt 
med svårigheter att få resurser. 
Det upplevas som resurskrävande 
på grund av otydlighet kring 
påverkan.

 Samsyn behovs om roller,
representation och ansvar



� Used in 2 other maps

Spänning mellan förväntningar 
kring roller (tex medborgare, 
politiker, experter) samt 
representation samt ansvar.

 En delad grundförståelse kan stödja
processen



� Used in 2 other maps

En delad förståelse för helheten 
om de politiska processen och 
utmaningarna samt kopplad 
möjligheterna och hindren kan 
stödja processen

 Samsyn behovs om roller,
representation och ansvar



� Used in 2 other maps

Spänning mellan förväntningar 
kring roller (tex medborgare, 
politiker, experter) samt 
representation samt ansvar.

 Önskan av en produkt som kan
driva åtgärd



� Used in 2 other maps

Önskan att produkten var lämpliga 
för att ta vidare av mottagaren för 
att påverka beslut även om man 
hade inte större förväntningar på 
stora förändringar.

 Resurser med förmåga att hantera
samverkan är viktigt



� Used in 2 other maps

Förmåga att hantera samverkan 
mellan olika intressenter (internt 
och externt) och potentiella 
konflikter inom detta

 Processen och resultat anpassas
utifrån befintliga strukturer



� Used in 2 other maps

Utveckla lösningar som anpassar 
sig till befintliga strukturer snarare 
än att utmana dem samt försöka få 
genom det i den befintliga strukture

 Processen ge resultat utöver
produkten



� Used in 2 other maps

Processen skapar utöver produkter 
engagemang hos intressenter, ökat 
kunskap bland deltagare och 
skapat en känsla av gemenskap

 En delad grundförståelse kan stödja
processen



� Used in 2 other maps

En delad förståelse för helheten 
om de politiska processen och 
utmaningarna samt kopplad 
möjligheterna och hindren kan 
stödja processen

 Processen och resultat anpassas
utifrån befintliga strukturer



� Used in 2 other maps

Utveckla lösningar som anpassar 
sig till befintliga strukturer snarare 
än att utmana dem samt försöka få 
genom det i den befintliga strukture

 Spänningar mellan befintliga och
framväxande demokratiska
strukturer



� Used in 2 other maps

Institutionaliserade demokratiska 
processer måste kompletteras av 
andra demokratiska processer för 
att möjliggöra pågående relationer 
och de strukturer som skapas för 
att möjliggöra detta

� Övergripande Steg

� Steg

 Upplevelse

� Upplevelse karta

 Citat

 Insikter kopplat till 
skalning

Klimatråd - Medborgare 2
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Figure 6. Photo depicting amalgamated journey map with insights related to scaling written 
on post-its: Author. 

3.3.2 Diffractive reading  

Initial journey maps were created using digital software and shared with the 
participants whose experiences they depicted as a draft for review. During a brief 
digital follow-up interview, the researcher invited participants to co-produce the final 
journey map through collaborative diffractive reading. Following this, the journey 
maps were consolidated into a single journey map, which depicted the collective 
experience and initial insights into scaling. This was shared during a follow-up 
workshop and diffractive reading was conducted by asking participants to capture 
their insights into scaling based on what they saw and heard during a walk-through of 
the journey map. In smaller groups, participants discussed their insights and mapped 
these against the scaling strategies of scaling out, up and deep before prioritising 
what should be explored further (see Figure 7). 
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Figure 7. Photo depicting scalability canvas: Author. 

 

A grounded-analysis approach enabled the development of first-level codes and then 
secondary themes through an iterative dance between theory and data (Gioia et al., 
2013; Glaser & Strauss, 1967). Additionally, a diffractive reading approach (Barad, 
2007; Sefyrin, 2012; Taguchi, 2012) was consciously adopted to acknowledge the 
differences (Barad, 2007) that occur when stories are recorded from multiple 
perspectives. More specifically, counter-narratives to the prevailing polarisation 
between citizens and public organisations were sought after. Thus, the following 
questions were asked of the data to understand how participants discussed identity, 
roles and responsibility: Which formal roles existed in the citizen assembly? What 
was the impact of these roles? How did participants interpret their role?  

 

4. Findings 

In this section, empirical data from research activities 3-6 (see Figure 2) will be 
presented in two sections to highlight the results of each diffractive approach. All raw 
data has been anonymised and translated into English.  
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4.1 Diffraction apparatus 

Using journey mapping in a one-to-one setting supported participants’ orientation, 
sparked curiosity and built trust; however, the amalgamated journey map 
overwhelmed participants, potentially limiting their interaction with the data. One 
participant highlighted how “I thought it was an interesting, different and rewarding 
approach, I became curious” whilst another remarked that “it was clear and good to 
be able to follow that [the researcher] understood what I said and that we had a 
shared picture”. Participants appreciated the amalgamated overview, stating that the 
walk-through of the journey map was “a little long but necessary to see what we did 
and to get everyone's perspective”. At the same time, participants expressed that “It 
was a lot in a short time. I would have needed a little more time to be able to 
comment”. Journey mapping supported the creation and capturing of a diffraction 
pattern; however, time must be given to allow participants to engage more deeply.  

Visually accumulating experiences on a journey map revealed complexity and 
tensions. The visualisation revealed the complexity of the process beyond 
individuals’ involvement, highlighted by a participant who shared that they found it 
“interesting that before and after were more comprehensive than the [citizen 
assembly] itself”. Additionally, the accumulation of journey maps revealed tensions 
around scalability, which could be presented to research participants for further 
exploration and analysis. For example, a tension between existing and emerging 
democratic processes was revealed; one participant shared that “we have to try a 
few different ways to strengthen democracy, not just that we vote every four years, 
but that we actually participate and influence the decision-making processes that 
exist during these four years”, whilst another argued that “we already have a 
representative democracy. What do these processes do and what weight should they 
have?”. Another example is the interplay between hope and low expectations, 
highlighted by a participant who mentioned “all the suggestions we came up with, we 
would like to start implementing the next day, but that does not happen…It still gives 
you faith that you are doing something like this and that the city has been involved”. 
Journey mapping enabled the tensions and complexities in the diffraction pattern to 
be revealed and collectively explored. 

4.2 Diffractive reading 

Inviting research participants into the creation of journey maps and insights around 
scaling repositioned the researcher and gave weight to situated knowledges. Overall, 
the individual journey maps remained unaltered, with participants stating, “it felt like 
[the researcher] had gotten everything I wanted to convey”. In the cases where the 
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researcher’s interpretation did not resonate with participants, a sense of gratitude for 
the opportunity to alter the journey map was expressed. Participants commented, “I 
was a little surprised by the summary, but since there were many opportunities to 
give feedback on this, I think it worked great”. Whilst diffractive reading was able to 
decrease the interpretative nature of the research outputs, there were mixed results 
in increasing the ownership of the outputs. When asked how they experienced the 
opportunity to influence the research, a third of participants expressed unawareness 
of their impact, answering, “have I done it?” and “I do not know how it will affect and 
be taken forward”. Whilst diffractive reading supported the repositioning of the 
researcher regarding knowledge creation, the extent to which it increased 
participants’ feelings of agency was mixed. 

Occasionally, during the follow-up interviews, the dialogue deepened into the 
intended co-creation activity and further situated knowledges were created. In one 
dialogue, the tension between hope and low expectations suggested by the 
researcher was collaboratively explored, leading to further situated knowledges about 
the purpose and importance of the follow-up process, exemplified in this shortened 
excerpt: 

Participant: “What you say here is really exciting because I can just hear the 
reasoning…You have hopes for things to change, but you have lower expectations. 
That is also a bit interesting because…we want to change the world, we want 
to…make a difference…but then somewhere you are also realistic…so you are a bit 
cautious in expecting too much…What if the expectations and hopes were at the 
same level and that we could achieve it?...And I realise now too when we talk that the 
follow-up work after the climate assembly, like how do we continue to push this? It is 
really important, to continue to drive this and you cannot perhaps completely leave 
that to the participants to push themselves”. 

Additionally, further situated knowledges were created in the workshop, where 
insights on scaling were presented as suggestions during the combined journey map 
walkthrough for participants to reinterpret, build upon, or ignore. Whilst some of the 
researcher’s initial insights can be seen in participants’ contributions, these have 
been reinterpreted and prioritised by participants who expressed both appreciation 
and a request for more time during this activity.  

A diffractive approach to analysis enabled participants to emerge as pluralistic beings 
seeking collaboration to address the climate crisis. Upon seeing the tensions around 
representation, this was discussed at length. Participants expressed concerns for 
missing parties, highlighting that “climate deniers that exist in many places, both as 
politicians and citizens, they do not apply to such a thing. And it would have been 
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interesting to have a dialogue with even that kind of citizen”. Furthermore, 
participants highlighted that there are groups that the municipality continually 
struggles to reach. In contrast to this void in representation, it was revealed that each 
participant embodied several representations, depicted in the following dialogue: 

Participant 1: “You need to take the decision before…we are in this project, we do it 
in this way, this is representation for us, this is democracy for us.” 
 
Participant 2: “We took that decision before but then when you come, you are part of 
an age category, you are a man, you are an artist, and so on. And who are you when 
you answer this question? It is quite difficult, because we are not just one person, 
really”.  
 
Participant 3: “I do not think it was completely clear for politicians who were sitting 
there. What do I represent now? Do I represent the party? Or the political 
environmental committee? Maybe it is an association that I am part of?  Who do I 
represent exactly?” 

Discussions around representation highlighted a lack of collaboration. A civil servant 
expressed frustration that “there were a lot of things that came up as proposals. And 
we are already doing that”, whilst a citizen expressed, “I think it is interesting, really. 
To know what is happening in the municipality. And what you deal with. But how do I 
find out?” Additionally, this hindered further action as the citizen explained that “as 
long as there is no reconnection from what we have done, how far we have come, 
[we do not know] what else we can do”. This reveals an underlying need for a 
stronger relationship between citizens and local government. 

5. Discussion 

In this section, the empirical data will be discussed through the framework outlined by 
Dawney (2018) to understand how diffraction could enhance journey mapping to 
support the exploration of scaling climate assemblies. The discussion is summarised 
in Figure 8.  

5.1 Diffracting troubles the case and messes the categories  

Diffraction aims not to hold anything still and trouble “the research case as a 
bounded, isolated unit” (Dawney, 2018, p. 110), which journey mapping can support 
in theory but can struggle with in practice. Service design is often hailed for its ability 
to reframe a problem (Seravalli et al., 2022); however, within public organisations, 
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where boundaries are a core part of the socio-material structures, this becomes hard 
to realise (Boztepe et al., 2023, 2024). In this experiment, using journey maps to 
record a diffraction pattern, which amalgamated participants’ experiences, revealed 
that the citizen assembly was situated within a wider local government decision-
making process, which in turn was part of a broader democratic process containing 
related parallel processes, for example, an ongoing city-wide climate change project. 
This awareness led to relational reflection (Vink & Koskela-Huotari, 2022) amongst 
participants and the collective prioritisation of addressing barriers to embedding the 
citizen assembly within the local government’s existing infrastructure, building upon 
the call for institutioning to make transformational change (Botero et al., 2020; 
Huybrechts et al., 2017, 2024) and supporting the discussion around scaling up.  

Additionally, Dawney (2018) highlights that “in refusing to tie anything into a single 
narrative, it allows social entities to exist as multiple, tangled ontologies” (p. 110), 
which could enhance relationality in journey mapping. Service design uses personas 
to depict different roles within a journey map; however, in this experiment, the formal 
roles within the citizen assembly were diffracted to acknowledge participants’ 
plurality. This supported a narrative of a desire for ongoing collaboration between 
unexpected parties, which Haraway refers to as “oddkin” (2016), to emerge. Such 
collaborations are often limited by existing infrastructures and project requirements, 
contributing to the discussion around scaling up and scaling deep. Additionally, this 
counter-story challenges the dominant rhetoric around opposing positions as 
depicted in the triangle of inaction (Peyretou, 2020). Cottam (2018) argues that the 
servitisation of public services renders interactions transactional rather than 
relational, suggesting a need for social-material brokering (Huybrechts et al., 2024) to 
support these relationships. In turn, this could facilitate the scaling deep of public 
participation. 

5.2 Diffracting lets the world be messy and complex  

Materialisation is a key component within design research (e.g. Blomkvist et al., 
2016; Vink & Koskela-Huotari, 2021), suggesting that design methods, such as 
journey mapping, can facilitate diffraction. According to Barad (2007), it is the intra-
action of waves as they accumulate which signifies diffraction. This intra-action of 
data is predominantly explored through text-based activities, and Lilja (2024) argues 
that spatial-material design methods can “expand diffraction from its current uses as 
a thinking-tool for analysis and reading, and as a visual metaphor (reflection)” (p. 
312). In this experiment, building a diffraction pattern by layering the journey maps 
allowed for their differences to be visually depicted, enabling “new kinds of material-
discursive realities that can have transformative and political consequences” 
(Taguchi, 2012, p. 274). Participants appreciated this visual overview; however, 
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given its overwhelming nature, more time should have been allocated to enable 
participants to engage more deeply with the data, thereby supporting the subsequent 
collaborative co-creation activity.  

Diffraction is about "the processing of small but consequential differences" (Haraway, 
1992, p. 318), an approach which could help researchers consider the ethical 
implications of their research more deeply (Lilja, 2024). Journey mapping involves 
analysing similarities and differences across user experiences to produce valuable 
insights. However, with a diffractive approach, more careful consideration is given to 
what differences are made to matter (Barad, 2007), enabling different meanings to 
drive design (Lilja, 2024). In this experiment, differences which lead to tensions 
around ‘hope vs low expectations’ and ‘existing vs required democratic processes’, 
which impacted the existing relationships between participants, were presented, 
enabling an emotionally charged dialogue to occur. Additionally, design can guide 
researchers to identify the consequences that matter, which often evoke an 
emotional response. The emotional visualisations within the individual journey maps 
sparked the most dialogue during the follow-up interview. Vink & Koskela-Huotari 
(2022) refer to this as corporeal reflection, an affordance within service design that 
supports participants in reflecting upon and potentially overcoming emotional 
attachments to institutionalised social structures. According to Taguchi (2012), “it is 
these aspects of embodied involvement, transformation and the capacity for change 
that make a diffractive methodology both feminist and political” (p. 272). In sum, the 
materiality of journey mapping can support a diffractive reading and highlight the 
differences that matter, supporting the notion of scaling deep. 

5.3 Diffracting acknowledges how researchers participate in world- and 
knowledge-making – as composers of data and as diffraction apparatuses 

Diffraction aims to engage critically with the world (Dawney, 2018) by repositioning 
the researcher to enable the voices of others (Haraway, 1988; Mellander & Wiszmeg, 
2016), which could help balance the existing power dynamics within service design 
methods. Pahl et al. (2023) suggest that collaborative approaches create a 
messiness that enables the scope of the research to shift in meaningful ways. In this 
experiment, the visualisation of the individual journey map did not facilitate the 
intended co-creation, resulting in a minor shift of power away from the researcher to 
the participants. Vink & Koskela-Huotari (2022) explain that “when working to 
catalyze this material mode of reflexivity, a key constraint relates to the formatting of 
the physical artefacts in use. Often, these physical artefacts appear as polished 
deliverables for clients or as highly structured” (p. 377), thus discouraging alteration 
(Löwgren & Stolterman, 2004). Despite these limitations, the few alterations made to 
the journey maps gave participants ownership over their voice (Haraway, 1988; 
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Mellander & Wiszmeg, 2016), increasing the representative nature of the journey 
maps and building trust between the researcher and participants. During the 
workshop, power was more evidently shifted to participants who reinterpreted and 
prioritised barriers to and opportunities for scaling. Developing such shared 
understandings could enable participants to adapt the outputs, another form of 
diffraction (Mellander & Wiszmeg, 2016), and ultimately drive the research in more 
meaningful ways. However, not all participants felt that they had the agency to 
influence or take forward the results, highlighting that while a diffraction apparatus 
can be created, it is the intra-action of participants that enables it to be and 
determines the result (Vega et al., 2023).  

 

Figure 8. The aim of diffraction within research, adapted from Dawney (2018): Author. 

6. Conclusion 

In summary, given the entanglement of theory and practice (Barad, 2007; Haraway, 
1988), service design methods can significantly benefit from feminist theory, 
particularly when addressing sustainable transitions. As public sector organisations 
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embrace service design to address socially complex issues (Goodwill et al., 2021; 
van der Bijl-Brouwer, 2022), there has been a growing call for more reflection (Mortati 
et al., 2018; Sangiorgi, 2010; Seravalli et al., 2022; Vink & Koskela-Huotari, 2022). 
This design experiment suggests Haraway’s (1992) metaphor of diffraction can be 
applied as an approach to service design to address its current shortfalls. This is due 
to the ability of diffraction to increase “sensitivity towards how designers are part of 
the world’s continuous becoming, and an ethics concerning designing as a 
knowledge-making process that affects that world” (Lilja, 2024, p. 77). This paper 
provides a methodological contribution by sharing insights on how a diffractive 
approach and journey mapping can enhance each other through: troubling the case 
to embrace plurality, complexity and relationships; encouraging messiness and 
enabling the differences that matter to be visualised; and increasing the participatory 
nature of journey mapping to support the understanding and creation of situated 
knowledges. Further exploration into how diffraction can be amplified within service 
design is recommended to enhance its ability to make a difference in the world 
(Barad, 2007; Haraway, 1992) by tackling socially complex challenges. 
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