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SIGNE SVENSSON & WILHELM WESSBLAD
Department of Industrial and Materials Science
Chalmers University of Technology

Abstract
Crisis communication before, during and after a crisis is central in order to influence
the development of the crisis. In order to succeed with crisis communication, trust
for the instances providing the information is essential and the basis for trust is
laid before the crisis is even a fact. Despite a general high level of trust in Sweden,
it is proven to be lower in heterogeneous, metropolitan suburbs with lower socio-
economic status. Therefore, the first aim of this master thesis was to identify what
parameters affect the level of trust in crisis information and authorities - before crisis
- amongst individuals with foreign cultural background living in Swedish metropoli-
tan suburbs with lower socio-economic status. The second aim was to identify how
the current crisis communication system may be improved to increase the level of
trust in crisis information and reach the user group more effectively.

The overall methodology of the thesis had a workflow in four phases(1-4). In order
to investigate the first aim, (1) an exploratory literature study and (2) multiple
user studies including cultural probes and interviews with communicators, other
experts and the target group was performed and summarised with six different per-
sonas. The second aim was explored with (3) individual idea generation activities,
idea generating workshops and an elimination process, resulting in (4) a conceptual
design with four slightly different variations. Lastly, the design proposals were eval-
uated through a survey, where the answers were qualitatively analyzed.

This study shows interpersonal two-way communication to be most efficient to in-
crease the target group’s level of trust in crisis information and reach the user group
more effectively. The study also conveys that there is an information gap between
the target group living in the investigated metropolitan suburbs, and the instances
communicating crisis information. However, it may be possible to reduce this gap
with the help of facilitators; multilingual and multicultural individuals living in the
given area. The result of the study presents a design proposal consisting of a process
aimed at reducing the information gap between multiple social and cultural local
target groups and the communicators via facilitators. The facilitators are individ-
uals who have insights into this target group and thus provide the communicators
with information about the target group with the help of a data collection service.
The design solution provides the communicators with accessible information about
the target group, to be used to reach them more effectively and thereby provide the
target group with trustful and comprehensible crisis information.

Keywords: Crisis Communication, Information Gap, Trust, Socio-economic status
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1
Introduction

This chapter introduces the master’s thesis, including an exposition of the project’s
background and aim.

1.1 Background

A crisis is an event in peacetime that threatens basic functions and values in society,
such as electricity supply, human health or freedom. Crisis communication before,
during and after a crisis is central in order to influence the development of the crisis.
The Swedish Civil Contingencies Agency, MSB [1] defines Crisis communication as
The exchange of information within and between authorities, organizations, media,
affected individuals and groups before, during and after a crisis. Municipalities and
regions must devote time and effort in crisis communication as part of their crisis
management in order to meet the needs of the public and the media, as well as with
other actors. In order to succeed with crisis communication, Trust to authorities
providing the information is essential and the basis for this trust is laid before the
crisis is even a fact. Factors such as openness and competency are key [2].

1.1.1 Definition of vulnerable areas & socio-economic status

Vulnerable areas is a term applied by the Swedish Police to geographically delimited
areas that are characterized by a low socio-economic status and where the criminals
have an impact on the local community. The impact is rather linked to the social
context in the area than the criminals’ studied will to control the local community.
The residents in vulnerable areas often experience insecurity, which in turn leads to a
reduced tendency to report crimes and to participate in the legal process. [3]. Socio-
economic status is a classification that in Sweden is mainly based on information
about individuals’ occupations. The term includes the economic and social status
of individuals in relation to others. A low socio-economic status is often associated
with for example poverty and poorer care [4]. For example, studies have shown
that serious illness and death in Covid-19 are more common in socio-economically
vulnerable groups, where, among others, foreign-born people are more common [5].

1



1. Introduction

1.1.2 Definition of trust & an interest in vulnerable areas
with low level of socio-economic status

Many researchers agree that trust acts as a social glue that holds together families,
communities, organizations and companies [6][7][8]. The term Social trust has often
been described as (1) General, for people in general and (2) Particular, for peo-
ple you already know. In his book from 2013, Lars Trägårdh [9] presents research
about Swedes’ Social trust through a new, third dimension, (3) Local Community
Trust (English translation of the Swedish term Lokalsamhälletillit). Local commu-
nity trust is a product of experience in a defined area and may be used as a tool
to carry out an analysis that can offer a more in-depth understanding of the trust’s
roots and character and the conditions under which it can flourish and be preserved
or undermined and destroyed.

Generally, Sweden has a high level of social trust (General, Particular and Local
Community Trust). However, the level of trust is generally lower in areas with low
levels of Socio-economic status due to a number of reasons. Some reasons for a low-
ered level of trust may be a residential area’s relatively low income level compared
with other areas within the same municipality, leading to a perception of being
treated unfairly. Groups with lower incomes perceive themselves as being treated
unfairly and thus a lower level of trust could follow. Also, residential areas with
low condition and neglected buildings affect the sense of safety in a negative way,
and lower sense of safety often leads to a lower sense of trust. Last but not least,
the literature suggest that citizens living in an area characterized by diversity have
lower levels of trust than the average. Reasons such as different social norms, cul-
tural differences in trust level, large social distances leading to skepticism between
the groups and a feeling of being treated unfairly are mentioned [9]. However, the
reasons for lack of trust for authority instances during crisis might be beyond these
presented examples.

1.1.3 Issues during the Covid-19 pandemic
During the pandemic, it became clear that some groups were not reached with suffi-
cient information about the virus. Several reports and articles show that individuals
living in multi-cultural socio-economically weak metropolitan suburbs had higher
mortality and lower vaccination coverage [10][11][12]. For example in Stockholm,
the individuals with the lowest degree of vaccination are found in metropolitan sub-
urbs with a low level of socio-economic status such as Rinkeby, Tensta and Fittja,
where around 50 percent have had at least one dose of vaccine, in comparison to
the average of 80 percent [11]. Similar figures are found in other metropolitan sub-
urbs in Sweden. Furthermore, the corona commission [13] appointed by the Swedish
Government, presented that half of those who died in the beginning of the pandemic
with the coronavirus as a cause were Swedish Somalis living in Järva in Stockholm.

2



1. Introduction

1.2 Aim
The aim of this master thesis is to identify what parameters affect the level of
trust in crisis information and authorities before crisis amongst individuals with
foreign cultural background living in Swedish metropolitan suburbs with lower socio-
economic status. Furthermore, the master thesis seeks to identify how the current
crisis communication system may be improved to increase the level of trust in crisis
information and reach the user group more effectively.

1.2.1 Research Questions
The main research questions which ought to be answered through this master’s the-
sis are:

RQ1: What parameters within the Swedish crisis communication system affects
the given target group’s trust for the information given?

RQ2: How may the Swedish crisis communication system be improved to make
the system more effective and increase the target group’s trust in crisis information?

1.2.2 Deliverables
The deliverables of the project are:

1. Personas and Scenarios that illustrate the user group(s) and their experiences to
be used during the design process of an improved crisis communication system and
as an aid for crisis communicators.

2. Design suggestions for how the current crisis communication system may be
improved to suit the user group.

3



1. Introduction
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2
Theory

In this chapter, related theory relevant to understanding the master thesis project
is presented.

2.1 Swedish Crisis System
The principle of Sweden’s crisis preparedness is that society’s normal activities are
to prevent and deal with accidents and minor disturbances. In the event of serious
events or crises in society, everyday resources can be strengthened. Crisis prepared-
ness is thus the capability that is created in the daily activities of many actors
and not a designated organization or an actor. Instead, it is an integral part of
the regular activities of various actors. This approach has laid the foundation for
the principles of responsibility, proximity and equity (swe: ansvars-, närhets- och
likhetsprincipen). An overview of these principles may be viewed in table 2.1. The
principles of responsibility, proximity and equity means in practice that different
crises are handled by different parts of society. Being responsible for drinking wa-
ter, rescue service, elementary school and more, the municipalities are most often
affected by social disturbances, crises or events. If several municipalities are affected
by the same event, the most relevant County Administrative Boards of Sweden are
responsible for coordinating the information. The regions are first and foremost
responsible for healthcare as well as infection prevention and control. At the state
level, there are a vast number of agencies [14].

2.1.1 Crisis Communication at the event of a crisis
Crisis communication is defined by MSB [1] as “The exchange of information within
and between authorities, organizations, media, affected individuals and groups be-
fore, during and after a crisis" (translated from Swedish). In the same report, it is
argued that the communication between citizens, media and authorities is first and
foremost about confidence in democracy. Secondly, the skills in crisis communica-
tion is about defining target groups and adjusting the communcation thereafter. It
is important to point out that people make their own opinion and interpretation of
the crisis, which affects how the citizens trust the authorities.

In the same report, MSB points to four major factors in crisis communication; (1)
Trustworthiness (Trovärdighet), (2) Openness (Öppenhet), (3) Accessibility (Till-
gänglighet), (4) Competence (Kompetens) and (5) Understanding (Kompetens). Open-
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2. Theory

ness, honesty and competency lays the basis for trustworthiness and the basis of
trustworthiness is preferably laid before the crisis is a fact. Creating good relations
through everyday life is therefore vital. Being open is important for the people to
not distrust the authorities. It is important to be open towards media and other
actors in order to enable efficient coordination. It is also important to be open when
not knowing everything about an event to decrease the risk of disinformation. Ac-
cessibility is important for the public to reach the information and the citizens must
know where to find the information and what to do with it. Competency is a factor
often leading to a basis for trustworthiness. Last but not least, Understanding for
how individuals read and interpret a crisis and how the people handle it is important
in order to know what measures to take during the crisis.

Table 2.1: The principles of responsibility, proximity and equity

The principles of Responsibility, Proximity and Equity

Responsibility Proximity Equity

Whoever is responsible
for an activity during
normal circumstances
also has a corresponding
responsibility in the
event of disturbances
in the society. The
extended responsibility
principle means that the
actors must support and
collaborate with each
other.

Societal disturbances
must be handled where
they occur and by whom
are most affected and
responsible.

Actors should not make
larger changes in the or-
ganization than the sit-
uation requires. Activ-
ities during societal dis-
ruptions must function
as during normal circum-
stances, as far as possi-
ble.
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2. Theory

Locally

There are 290 municipalities governed by elected politicians in Sweden. The munic-
ipalities are responsible for the majority of the community services available, such
as preschool, school, social services and elderly care. The work is governed by the
Local Government Act and various special laws. The highest decision-making body
is the municipal council.

Regionally

Sweden is divided into 21 counties, each with its own regional authority: the county
administrative board. The County Administrative Board is the government’s rep-
resentative in the county. The counties and county councils/regions cover the same
geographical areas and these are therefore usually seen as the regional level. The
county councils/regions are led by elected politicians and governed by the Local
Government Act.

Nationally

Nationally, there is a parliament, government and authorities. The parliament has
the power to legislate and represents the people at the national level. The Govern-
ment governs Sweden by enforcing the parliament’s decisions and proposing laws and
amendments to the law. To assist in the work, the government has the Government
Offices and almost 400 government agencies.

Example: Order of events during a crisis

The following text and figure below constitutes a basic example of the order of events
during a crisis (such as a fire, storm or power outage).

First of all, SOS is notified by the event. It may for example be a citizen noti-
fying the event and calling SOS. In turn, SOS contacts the so called Official on call
(Swe: Tjänsteman i Beredskap,TiB) who coordinates the crisis management - and
communication. The official on call contacts the media in order for them to notify
the public about the event and what they should do. Furthermore, different social
media may be used to reach the public. For example, the county administrative
boards’ or municipalities’ social media pages. It is important to point to the fact
that every crisis is unique. If for example the electric company notices a power
outage before a citizen has contacted SOS, the electric company may contact the
media before the official on call does, however, the official on call has the firsthand
responsibility to coordinate the crisis management- and communication. Image 2.1
illustrates this process.
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Figure 2.1: Order of events during a crisis.
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3
Methodology

The following chapter presents the methodology used during this master thesis
project. The chapter is divided in to the four phases the project followed.

3.1 Overall Workflow
This master thesis consisted of four main phases, namely, (1) Pre-study Phase, (2)
User understanding Phase, (3) Design Phase and (4) Finalization Phase. An overall
workflow of the master thesis project, consisting of the four phases, is presented in
Figure 3.1 below.

Figure 3.1: The overall workflow of the master’s thesis, visualizing the project’s
phases and respective sub-phases.

3.2 Phase 1: Pre-Study
The first phase aimed at creating an understanding for the current crisis commu-
nication system in Sweden, what issues the current system may entail and what
issues its stakeholders and users may come across. In order to achieve this, an
exploratory literature study and expert interviews were conducted. The following
section presents the methods used.

3.2.1 Exploratory Literature Study
The purpose of an exploratory literature study is to provide a broad approach to the
topic area and is often used in the beginning of a project in order to shape a general
view of an area that is not clearly defined [15]. The initial study was general and
open, but grew in direction and depth with time. Areas of interest and relevance

9



3. Methodology

were decided chronologically. With a "snowballing" approach, related articles were
explored thematically and an understanding for the area grew, visualized in Figure
3.2. The final study was defined by four themes titled as:

• Crisis Management in Literature
• Language and Communication
• Crisis and Language Through History
• Social Trust in Sweden

Figure 3.2: Schematic illustration of the snowballing approach of an area during
the exploratory literature study.

3.2.2 Expert Interviews and E-mail Surveys
User Interviews aim at collecting data about users, the system, products, processes
and more. An interview may be structured, semi-structured or unstructured. A
structured interview is prepared with a clear interview template containing all ques-
tions that are to be asked [16]. In order to learn more about the Swedish crisis
communication system, communicators at different instances who manage crisis
communication were contacted via e-mail with a few questions about how they
manage crisis communication and how they target different user groups in their mu-
nicipality or county. And overview of the participating expert interviewees is found
in Table 3.1. The e-mails ended with a question on whether or not they would like
to participate in an interview. 11 out of 26 answered the questions via e-mail and
5 out of 11 were also willing to participate in an interview. Furthermore, two com-
munication experts with a background in anthropology and information technology
were interviewed. The interviews were conducted with communicators at private
companies, municipalities and county administrative boards and aimed at creating
an understanding for how communicators work and what user groups they struggle

10



3. Methodology

reaching and their perception on why it may be so. The interviews enabled a deeper
understanding for the communicators and their work more than the e-mails hence
probing was possible. The interview structure can be found in the appendix.

Table 3.1: The list of participating expert interviewees

Interview Participants

Title Organization

1. Crisis Communicator Municipality

2. Crisis Communicator Municipality

3. Crisis Communicator Municipality

4. Crisis Strategist County Administrative
Board

5. Crisis Manager County Administrative
Board

6. Crisis Communication Researcher University

7. Marketing Expert Private Company

3.2.3 Analysis of phase 1: Affinity Diagram

Affinity Diagram is a tool for compiling and providing an overall picture of a large
amount of data. In short, quotes from interviews and surveys are written down
on notes, where each note contains only one unit of data. The notes are placed in
groups based on the themes of the notes and each group is given a headline. The
tool was conducted in the digital online software Miro and quotes from all interviews
and surveys from the pre-study were used.

3.3 Phase 2: User Understanding

The objective with the second phase was to create an understanding for the users
by qualitative and quantitative data. The overall goal was to illustrate the results
in Personas and Scenarios.

11



3. Methodology

3.3.1 Digital Recruiting Survey
In order to get a first basic understanding for the users and recruit participants for
the follow-up user study, a digital survey was created. After the mandatory ques-
tion about consent to save and analyze the survey answers, the survey began with
demographic questions about the participants’ living area, educational level, first
language, income and their parents educational level. These questions were consid-
ered relevant since the literature showed a lower level of trust amongst individuals
living in exposed, multicultural areas, with a lower income and with other cultural
backgrounds. Part three to five handled questions about the respondents’ experi-
enced level of trust in general as well as for media and authorities. The questions
were asked in general as well as in the applied context of the Covid-19 pandemic
and in relation to fictional scenarios. In the final part, the respondents were given
the opportunity by their own words to describe where they search for their news
and their relationship to social media. In the last question, the respondents were
asked to participate in the upcoming study. The survey was spread via spokesper-
sons and organizations in the relevant areas, in Facebook groups and on Instagram.
There were a total of 92 respondents. Table 3.2 presents the outline for the digital
recruiting survey.

Table 3.2: The outline of the digital recruiting survey.

Digital Recruiting Survey outline

Part Method

1. Consent Tick Box

2. Demographics Multiple-choice question

3. Habits and Perceptions Three-point likert scale

4. Perceptions about the Covid-19 pandemic Three-point likert scale

5. Media, News and crisis information habits Free text

6. Final questions Free text

7. Recruiting Question Free text

12



3. Methodology

3.3.2 Cultural Probes
Cultural probes is a tool which aims at gathering inspirational data about people’s
lives, values and thoughts. The probes are often small letters or packages including
any sort of artifact (such as a map, postcard, camera or diary) together with tasks,
which are given to participants to allow them to record specific events, feelings
or interactions [17]. The cultural probes in this study had a digital format and
progressed for five days. They aimed at providing a deeper understanding for the
user group’s lives, values and habits in their neighborhood in general and during
crises. A further aim was to explore the user group’s opinions and habits regarding
media channels and crisis communication and also inspire the creation of personas.
There were 14 participants and for each day, they received an e-mail with new tasks.
Table 3.3 below briefly presents the cultural probe outline for each day.

Table 3.3: The outline of the cultural probe

Cultural Probe outline

Day Aim & Example question/task

1 Create basic understanding for everyday life

E.g. Describe a usual day, from morning to night, using the timeline.

2 Create basic understanding for living area

E.g. What do you like and dislike about your area?

3 Create basic understanding for news and habits during crisis

E.g. Log all news channels you use during the day, using the timeline.

4 Create understanding for user values

E.g. List the top 3 things you are proud of.

5 Create understanding for media habits during crisis and trust levels

E.g. If you had the opportunity to ask a question to someone with a lot
of influence, what would you ask and whom?

3.3.3 Interviews about and with the user group
In order to understand the user group and their needs and behaviours in crisis, in-
depth interviews were conducted both with individuals within the user group, as well
as different spokespersons for the user group. The spokespersons were children to the
user group, but also different individuals part of an initiative called Invånarguiderna
(Resident Guides) who have insights into and contact with the user group. It was
considered interesting talking to relatives and spokespersons, hence it sometimes is
easier to talk about others than yourself, but also since the target group was difficult
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to reach. There were five interviewees and they were found via the recruiting survey,
different organizations and contacts.

3.3.4 Analysis of phase 2: Affinity Diagram
The results from phase 2 were analyzed with an affinity diagram, as described in
phase 1.

3.3.5 Personas
In this master thesis project, the results from phase one and two was summarized
through personas, a tool used to illustrate the users and their needs in an accessible
way. Personas are fictitious characters based on the results from methods conducted
during user studies. The persona may be considered a summary of the users and
is often used with the goal of increasing the designer’s empathy and understanding
for the user and providing all participants in the project with a joint understanding
of the user [18]. Nielsen [19], describes Personas like this:

“A persona is a description of a fictitious user. A user who does not exist as a
specific person but is described in a way that makes the reader believe that the per-
son could be real. A persona is based on relevant information from potential and
real users and thus pieced together from knowledge about real people.”

(Nielsen, 2019).

First of all, a template was constructed to be used on all personas. As described
by Nielsen [19], the personas should include an image, psyche, personal traits, back-
ground and emotions and attitudes towards the technology which in this case was
considered crisis information. The template is presented in Figure 3.3 below. The
template includes three section - a background section, a skills and personality traits
section and a section including user stories and attitudes and habits regarding cri-
sis communication. Nielsen argues that it is advantageous to have as few personas
as possible, but enough to portrait the users. Since the given target group of this
project is very heterogeneous, it was decided to construct six personas in line with
Nielsen’s framework to cover all users.
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Figure 3.3: The template constructed and used for the personas.

15



3. Methodology

3.3.6 Context - Gårdsby
In order to put the personas in a context, a fictional metropolitan suburb called
Gårdsby was constructed. A fictional context was chosen to reduce potential bias
from the participants in the upcoming workshop, described in 3.4.1. The source
of Gårdsby is defined by quantitative and historical descriptions [20][21][22] and
anecdotes (Cultural Probe) of three metropolitan suburbs defined by the Police as
Vulnerable Areas [3]. The areas - Angered, Biskopsgården and Husby - are located
on the outskirts of the cities Gothenburg and Stockholm.

3.3.7 Identified Problems
In order to analyze the root causes of the identified problems and visualize them,
a fishbone diagram was used. A fishbone diagram is a causal diagram consisting
of a "spine" that at one end has a "head" where the problem is entered, of "bones"
that start from the "spine" and end in (possible) main causes of the problem and of
smaller branches on the legs where increasingly detailed causes can be entered [23].
A template may be viewed in Figure 3.4.

Figure 3.4: Template of a Fishbone diagram
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3.4 Phase 3: Design
The overall aim of the third phase was to develop design suggestions that solve
the identified problems by generating a number of ideas individually as well as in
participation with other designers. The design phase also contained evaluating and
eliminating the ideas through the tool Theory of Change. Being an iterative process,
the amount of ideas was at the beginning large and decreased step by step, in order
to make room for more specific idea generations later on. All of which is presented
in the following section and a schematic illustration of how the ideas were defined,
merged, eliminated, may be viewed in Figure 3.5.

Figure 3.5: Schematic illustration for the iterative idea generation - and elimination
process

3.4.1 Workshop 1 and 2
The primary aim of the workshops was to generate many ideas with designers with-
out any pre-knowledge about the area and thereby decreasing the risk of being
limited by known problems or frictions. Furthermore, the workshops aimed at in-
vestigating if the content of the personas is sufficient enough for the designers to
create empathy and understanding for the user group.

The participants were Industrial Design Engineering students at Chalmers Uni-
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versity of Technology. They were recruited via posters at the Chalmers Campus,
Facebook groups with Industrial Design Engineering students and through personal
messages. Before the workshops, the participants were sent a description of the
project, the workshop and the personas to be read beforehand.

The workshop was divided into two parts, conducted for one hour each. The reason
was for the participants to get the chance to let the first part sink in before the idea
generation. Another reason was that it was easier to recruit participants during
lunch hours.

The first part was structured like a board game and inspired by the methodology
User Enactment [24] and Use2Use [25]. User Enactments is a design approach that
aids design teams in making conceptual leaps through the form of multiple enact-
ments. Designers construct both the physical form of the social context of simulated
scenarios, and ask users to enact loosely scripted scenarios involving situations they
are familiar with as well as novel technical interventions designed to address these
situations. The participants were familiarized with the personas and the context in
the days prior to the workshop. Use2Use is a design toolkit that focuses on how to
enable people to circulate products between users, i.e. from use to use. The toolkit
aids development of products and services for circular consumption processes. El-
ements from this toolkit, e.g. note cards and reflective notes, were derived to fit a
crisis context and aid the participant to reflect on the actions of the persona in a
scenario. The elements of the board game and the texts given to the participants
to introduce the workshop are presented in the appendix.

The board game in this workshop consisted of a game plan, persona characters
and cards/sheets to write notes or sketch on, visualized in Figure 3.6. The board
game was constructed with three phases; before a crisis, during a crisis and after
a crisis and in each phase a square with the word “scenario”. The scenarios were
defined as "physical" or "social" crises, meaning that they either treated an event
that triggered physical response, e.g. forest fire or tornado, or one that created
social unrest, e.g. riot or disinformation campaigns. First, the participants were
each assigned a persona according to which they acted throughout the course of the
workshop. Secondly, they were presented with a part of a scenario. Subsequently,
participants were asked to write their personas’ possibilities, limitations, what their
personas think is important as well as different thoughts and ideas during each crisis
on the assigned cards/sheets. A new part of the scenario was presented gradually.
The participants were asked to think for themselves but also discuss together after
each phase. One of the authors of this master thesis moderated and the other one
took notes of the participants’ comments and actions.
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Figure 3.6: The gameplan used for the first part of the workshop.

The second part of the workshop was conducted the following day and started with a
debrief and summary from the previous day. Thereafter, the ideating method 6-3-5
was used as described by Wikberg-Nilsson et al. [18]. This "conventional" method
was chosen to generate a lot of ideas and to be familiar to the participants, not
to get engulfed by additional rules and information. Each participant were given
a piece of paper and were told to divide it into three sections. In five minutes, all
of the participants were to write three ideas on the paper. Thereafter, the paper
was handed to the person to their left, and in five minutes they were supposed to
develop the previous person’s idea. This continued on until all participants had
made changes to all of the other participants’ ideas. Afterwards, the ideas were
discussed.

3.4.2 Individual Idea generation
The individual idea generation was performed by the authors of this report and
conducted during several sessions. The main aim was to generate as many ideas
as possible, without any boundaries regarding a physical, digital, digi-physical or
service solution. Conventional idea generation methods were used, including Brain-
storming, 6-3-5 and SCAMPER. All three inspired by the explanations made by
Wikberg-Nilsson et al. [18]. Being conducted digitally, the digital tool Miro was
used for ideation and storing ideas.

As the relative knowledge of the subject in this phase greatly differed between the
authors and the participants of the workshop, the second aim was to more easily
discern their evaluative depth and holistic understanding of the target group and
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crisis communication with an already established group of concepts that are based
on defined contextual problems. The workshop concepts could therefore be analyzed
more nuanced.

3.4.3 Sixteen concepts
All ideas - from both workshops and individual idea generations - were gathered.
Similar ideas were merged and all ideas were clarified in to sixteen different con-
cepts. The methodology Theory of Change [26] was performed as described below
to objectively review the concepts and reduce the amount of ideas.

3.4.4 Theory of Change
Theory of Change [26] is a design tool used to make decisions about which proto-
types and concepts to take forward in a final service or product. In this project, the
theory of change tool was used to reduce the amount of ideas by an objective review.

Firstly, the desired outcome from a new design was stated. Secondly, shifts from cur-
rent problems to desired outcomes were listed horizontally and all sixteen concepts
were listed vertically, creating a matrix. The most important shifts were marked
with a star and the rest were not included in the compilation which was the next
step. In order to find the concepts that to the highest extent drive towards the
desired outcome, all concepts were reviewed against the listed shifts based on to
which extent the concept fulfilled the shift. The grades were +1 for Driving towards
the shift, -1 for Not driving towards the shift and 0 for Perhaps driving towards the
shift. Five concepts with the highest grade passed, merged in to one and further
developed in to four different variants, in the finalization phase.

3.5 Phase 4: Finalization
With the chosen ideas as a basis, the Finalization phase aimed at exploring several
variations of the design, evaluate the ideas with experts and users and finalize the
concept. This phase also aimed at listing user needs and design requirements for
future design development. The ideating process consisted of brainstorming as de-
scribed in phase 3 and finally resulted in four different small variations on the same
basic design idea.

3.5.1 Evaluation survey
In order to evaluate different design suggestions with communicators and other
experts, a survey was created and sent out via e-mail to individuals contacted during
the pre-study phase. The experts were professional communicators and managers
within authority positions. The survey was forwarded to more instances than was
initially contacted by the authors as it was deemed interesting and more stakeholders
wanted to participate. Finally, eight communicators were reached. The survey
included questions about the respondent’s role, impression of the design, what they
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think could work well and less well and also some variants on the design and follow-
up questions about those. The template is presented in Appendix A.

3.5.2 User Needs and requirements
Based on results from phase one to four, user needs for all users taking part of the
given design was listed. Also, requirements for technical elements of the given design
was listed, for further development.

3.5.3 SWOT Analysis
SWOT analysis is a technique used to help a person or organization identify Strengths,
Weaknesses, Opportunities, and Threats that an organization, design or concept
may encounter in both internal and external contexts. Strengths may enhance per-
formance while weaknesses may inhibit performance. These are internal and within
the control of the organization or concept developers. Opportunities may enhance,
and threats may inhibit performance. However, these are outside the control of the
organization or concept developers [27]. This technique was used in this project
to identify the Strengths, Weaknesses, Opportunities, and Threats of the design
solution.
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Results

In this chapter, the master thesis results and analysis is presented. The result is
presented in the same order as in the methodology chapter and thereby following
the order of the four phases.

4.1 Results from Phase 1: Pre-study phase
This section presents the results from the pre-study phase and begins with results
from the exploratory literature study, followed by results from expert interviews.
As described in Methodology, the exploratory literature study had a snowballing
approach and the four areas chosen in the beginning to investigate further were Crisis
Management in Literature, Language and Communication, Crisis and Language
Through History and lastly Social Trust in Sweden.

4.1.1 Crisis Management in Literature
This section addresses crisis management from an organizational, strategic and di-
rectly involved perspective. It also discusses the implications of culture on cri-
sis communication and presents alternative strategic routes to the current Swedish
model.

The hierarchical Swedish management system

Literature presents a norm for centralized authorities and organizations to deliver
one-way professional communication through traditional mass media channels. The
logical response to make this system effective is to build a centralized and tight sys-
tem to gain control over message formulation and transmission [28]. The Swedish
State currently utilizes this strategy with an hierarchical structure to deliver coher-
ent messages from state level to municipal levels [29]. However, there is still a lack
of unified analysis and response to the disaster or crisis. This leads to a less than
optimal use of combined organizational resources. The argued contrasting strategy
to this is a pull culture environment, where the messages are not solely in the hands
of a centralized communication group, but also other actors using social media. This
part of the “new media environment” is still considered novel and a risk factor for
“social unrest”, nevertheless, the perks of applying a form of this strategy have been
acknowledged and is suggested to research further according to literature published
by MSB [30]. Such centralized structures may not be the most appropriate in times
of crisis as they have a tendency to create bottlenecks in terms of information flow
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and decision-making power as they diminish the possibility of flexibility and speed
in which they reach their target audience. Further, these structures have a higher
tendency of neglecting instances with relevant expertise and therefore diminish the
possible effect of the produced message [31].

Crisis management in the new media environment

In the new media environment, trust is the new currency and people expect authen-
tic transparent conversation in a human voice, not company messages delivered in
a corporate tone. From a democratic perspective, there is a risk that the extensive
use of market-driven top-down communication, which stands in contrast to sym-
metric dialogue, undermines citizens’ trust in public organizations [32]. With the
rapid transmission of social media, a negative dialogue or a wrong time to interact
might quickly arouse a social-mediated crisis instead of preventing the risk. This
action requires a deeper understanding of reputation-oriented communication and
operational communication, and how these two can be carried out in a pull media
culture by extensively using new media technologies.

Crisis communication scholar Eriksson [32] argues that we are entering a new paradigm
where the role of strategic crisis communication is diminishing because of the in-
crease of improvised online activities conducted by experienced operational experts
who often are the ones closest to the event.

Some new Disaster Risk Reduction (DRR) models define that alternative routes
for crisis communication in the new media should allow for more organic organiza-
tions [32]. Monitoring, analyzing and understanding stakeholder’s needs and desires
in crises might be the first step before making any decisions on crisis responses.
There is currently a lack in audience-perspective research on this matter.

Again, looking at alternative systems to the centralized top-down system, there
is bottom-up crisis response. This addresses the area of community resilience and
citizen involvement. Swedish approaches are primarily focused on consuming infor-
mation in the pre-crisis phase, rather than on producing information and engaging
citizens and affected experts in the response phase. It is also stated that it is im-
portant to promote joint projects involving both community members and experts.
There might be negative consequences for resilience to rely on a single strategy as
this inhibits the adaptive capacity. A large number of studies underline that emer-
gency management agencies should take advantage of citizens’ active participation
during extraordinary events. There are several ways in how this could be expressed,
e.g. the strategic collection of skills, knowledge and experiences during the pre-crisis
phase. However, a too large abundance of volunteers may make the work of emer-
gency personnel more complicated unless a strategy to harness their engagement
and involvement is planned in advance [33].

24



4. Results

Crisis perception and culture

Culture seem to influence crisis perceptions and interpretations, and even local crises
have the potential to trigger multicultural effects. Therefore, multiculturalism poses
a challenge to crisis communication. Multicultural approaches to this area are un-
derdeveloped in literature. From the perspective of international crisis response
intervention, local communicators and social leaders could act as a mediator, adapt-
ing messages and providing channels of communication. These actors can be viewed
as facilitators and can be in the form of private companies, volunteer workers or
Non Government Organizations. These may relay information from a centralized
authority communication system to locally affected multi-cultural areas. Scholars
pose a relevant question looking at the issue from an organizational point of view.
They question if the increase in geographical and social distance makes communi-
cators more sensitive to the cultural diversity of the message recipients or if they
rather take for granted that those who live and work in the country are assimilated
into the local language and culture [34].

Generally, crises require a short response time, even shorter during the new media
environment. Meanwhile, intercultural communication requires empathetic engage-
ment, active listening, and reviewing one’s own cultural views to understand the
perspective of others [35]. It is then fair to argue that some of the best practices of
crisis communication contrasts the best practices of intercultural communication.

4.1.2 Language and Communication
This section addresses language and its effect on crisis communication. It also out-
lines the potential and risks of social media in the context of crisis communication.

Communication through multiple languages is seen as a possible inhibiting factor
in concisely delivering a message to a given receiver. Further, language barriers
may decrease work efficiency since it makes communication time consuming which
in turn may increase frustration levels and decreases empathy [36]. Alternative pos-
sible solutions to improve communication in such a context promotes a culture of
multilingualism. This includes language education as a part of professional devel-
opment.

The new media environment, described in the previous section, implies novel chan-
nels of communication and limited documentation on how they are used during a
crisis. In times of crisis, the two largest platforms, Facebook and Twitter, have pre-
viously been assigned distinguishing characteristics by communications professionals
and citizens regarding their use and perceived usefulness. The parameters describ-
ing their particularities are not congruent nor consistent between the two groups.
Communication professionals report more far-reaching visions and perceived useful-
ness regarding Facebook’s potential as a strategic tool. Similar results can be see
regarding Twitter. That is, different people, belonging to different demographics
will assign separate characteristics, benefits and drawbacks to the same social me-
dia platforms. In practice, social media congruence in larger populations will be
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hard to achieve. The literature concludes that the fluidity that characterizes social
media will likely shape the conditions for future crisis management and strategic
crisis communication [37].

A study reviewing Twitter messages and communication tools during the Asiana
Airlines Crash Crisis in South Korea substantiated previous research on the subject
of social media and its use in crisis communication [38]. The review compared the
Company’s crisis communication strategies conveyed to two different national and
cultural populations, South Korea and the USA. Conclusively, the result showed that
a passive response allows others to "own" the situation on social media platforms as
well as to redefine the crisis narrative for the public. Through different means of
communicating crisis messages, the two populations likely defined the airline crash
crisis differently. The study highlights that the passive response reflects unrealized
potential of social media.

In the new media environment there are several possible strategies to improve the
role of social media during future crisis scenarios. An important role of social media
is fast communication through appropriate channels. Due to the fluid nature of such
platforms, disinformation occurs often, and therefore it is important to counter such
communication quickly to prevent disinformation [28]. First, the crisis communi-
cators and the public need to be trained in how to properly evaluate social media
resources. Currently, there is likely an incongruence between the two which causes
risk of online information communities that do not overlap, creating a surge of al-
ternative information that is based on hearsay, bias and contradiction. This bodes
the way for a larger platform of social unrest. One approach for this could be tu-
torials and educational online online applications with examples from social media.
Another approach could be to vet outlets by a third party to ensure accurate infor-
mation. It should also be easy to reach experts in times of crisis. Communication
platforms should be fit for all groups within the public and should be adapted to fit
the users. In this, the limitations of social media needs to be taken into account and
that due to its free speech nature, not all information can flow through it [29][39].

4.1.3 Crisis and language through history
The following section presents past crisis effects on current communication and his-
torical development and inclusion of culture and language in user study tools.

Past crises effects on current crisis communication

Whether an organizations’ previous crisis events influences external perception of
that organization is a field that has been discussed in many instances and contexts
with differing conclusions. Depending on the industry, the public’s perception will
likely vary. If a corporation experiences a crisis and resides within an industry with
a history of similar crises it is likely that such an extra-organizational crisis history
will protect that corporation’s reputation more than an unknown crisis history [40].
This follows the Velcro effect, which states that a positive performance history, i.e. a
halo, does not help an organization when faced with a crisis, but that negative per-

26



4. Results

formance history will still be associated with an organization during future crisis [41].

Further, a history of similar crises within the corporation may intensify the rep-
utational threat of a current crisis even if the event was accidental or intensified due
to the victimization of the organization, contrasting to an event that transpired due
to the organization’s intentional acts. The reputational threat is then rather direct,
through perceived responsibility for the crisis. Corollary, an organization that had
no history of past similar crises versus those for whom there was no available in-
formation the difference in perception was minimal. This is likely due to the fact
that the public expects organizations to operate safely. When news outlets do not
present previous crises within a company, stakeholders are likely to presume that
there were no past crises. Research on this subject should adhere to a framework of
crisis definitions, e.g. micro- and macro level events. Absence of a crisis is always
the best defense against reputational threats [40].

Intercultural Personas

Personas, as described in the methodology section, are portrayed as mainly re-
searched on development and use, less on their validation and effective value for
product development. This is especially reported when the personas and their use
concern contexts and cultures far away from the design context. A participatory
design approach may reduce these problems, by including validation in the partici-
patory process. There is also an issue of creating a sense of ownership, which such a
design approach may also solve. For a group of people to adopt and use a solution,
most prominently technological, a sense of ownership is often beneficial [42].

The reason why it is difficult to validate personas in an unknown context is of-
ten due to a lack of familiarity. This often applies where the context is socially,
culturally and geographically unknown to the designer. This is why developing and
using personas as a tool may be especially useful when designing for a foreign culture.

Miaskiewicz et al [43] illustrates an approach to developing personas that com-
bines quantitative and qualitative research. An application of the approach led to
the resulting personas gaining organizational credibility and adoption. This credi-
bility allowed the personas to be centrally integrated into the product development
process and adopted by the broader corporate culture. One of the benefits that the
company experienced was an increased focus on user needs when making design and
development decisions. The organization uses interaction data points to define user
attributes. They use Cluster Analysis to identify user segments. They also incorpo-
rate qualitative research to create deep and meaningful personas that are applicable
to the corporate culture. This is a way to empathize with a cultural Target Group
to which the designer does not belong [44].

To further address the limitations of qualitative data from “traditional” persona
development, a UX research team presents a quantitative bottom-up data-driven
approach to create personas. They incorporate use behavior via telemetry data
related to actual products in the field, i.e. the personas are based on large data
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samples. By doing this it is possible to better understand a user’s behavior, goals,
needs, wants and frustrations. However, data that does not directly relate to the
user’s behavior tends to weakly reflects a user’s actual workflow, and may be out-
dated as the workflow strategies and tendencies evolve. [45].

4.1.4 Social Trust
Many researchers agree that trust acts as a social glue that holds together fami-
lies, communities, organizations and companies [6], [7], [8]. The term Social trust
has often been described as (1) General, for people in general and (2) Particular,
for people you already know. In his book from 2013, Lars Trägårdh presents re-
search about Swedes’ Social trust through a new, third dimension, namely (3) Local
Community Trust (English translation from the Swedish term: Lokalsamhälletillit).
Local community trust is a product of experience in a defined area where you live
and may be used as a tool to carry out an analysis that can offer a more in-depth
understanding of the trust’s roots and character and the conditions under which it
can flourish and be preserved or undermined and destroyed [9].

Generally, Sweden has a high level of social trust in comparison to other countries.
However, there is a significant difference in level of Local Community Trust between
different municipalities and local areas. Consequently, the researchers present three
different main aspects for trust in Sweden; Geography, Inequity and Diversity. The
following section presents a summary of the factors that affect trust in relation to
these aspects and how the Local Community Trust differs in Sweden and why. [9].

Geography and Local Community Trust

Swedish municipalities are at the center of the investigation of trust in relation to
geography. Trägårdh et al. point to the importance of social ties linked to the local
environment and business structures in order to feel trust. A high level of local
community trust may be reflected in the fact that it is easier to get citizens to co-
operate to solve local problems, while lower levels of local community trust may to
a greater extent be characterized by having higher degree of difficulty to get people
to cooperate locally

Statistically, municipalities with a high level of local community trust have relatively
few inhabitants and the business community is characterized by a low proportion
of employees in industry and the income differences are relatively small within the
municipality. Municipalities with low local community trust, on the other hand, are
characterized by economic inequity and higher immigration. The surveyed munic-
ipalities with the lowest local community trust belong to the metropolitan regions
of Stockholm and Malmö.

Economic structures seem to be important since people in societies with a high
degree of economic inequity and with a larger proportion of employees in industry
tend to have lower local community trust. These may be cities that have had a
history of a large dominant workplace, such as an industry, which characterizes the
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locality long after the workplace has decreased in size or no longer exists in the
locality. A collective memory is created, a story about the local place, which can
live on for a longer period of time by, among other things, parents passing the story
on to their children.

Furthermore, the design and condition of the residential area also seem to affect
social trust. Security and insecurity are phenomena that are intimately intertwined
with trust and lack of trust respectively. Areas that are littered or where the main-
tenance of buildings is neglected can affect security and also trust. Furthermore,
social networks and meeting points are important to create social ties and build trust.

Overall, these connections indicate that the communities that are characterized by
a high degree of local community trust are also communities where citizens feel rel-
atively safer, where they pay more attention to each other and where residents feel
connection to and a shared responsibility for what happens in their environment.

Inequity and Local Community Trust

The theory that inequity affects trust is based on theories that it is easier to trust
people who are similar to oneself than people who are different from oneself. Based
on these theories, humans are considered to have an inherent aversion to heterogene-
ity or difference. Anything that increases the social distance between the people in
society tends to destroy trust while anything that decreases the social distance tends
to increase trust. There is a general negative link between economic inequity and
trust. However, it would be too simple to state that differences in income make peo-
ple more different from each other and thus less trusting. The greatest variations in
local community trust seem to exist to a greater extent precisely at a more local level.

The authors point to three variations of inequity, namely (1) Difference (Swe:
olikhet), (2). Perceived Injustice (Swe: upplevd orättvisa) and (3) Area Poverty
(Swe: områdesfattigdom). Research shows that the negative outcome of low income
was based on a sense of injustice rather than on actual inequity. This interpretation
was further supported by analyzes which showed that the effect of income was only
found in those who stated that they believed the income distribution in the munic-
ipality was far too unequal.

The most statistically robust explanatory factors for local community trust and
general trust, however, turn out to be a residential area’s relatively low income level
compared with other areas within the same municipality. Thus, trust in the local
community and in people in general decreases both because individuals themselves
are low-income earners and because living in low-income earner areas causes these
differences. In line with this, possibly the groups with lower incomes could perceive
themselves as being treated unfairly and thus a lower level of trust could follow.
One can also expect a sense of injustice affects low-income earners more than oth-
ers, because according to this reasoning they belong to a group that probably feels
that they earn less than they deserve. At the same time, the importance of taking
into account inequalities between different areas as well as inequalities within areas
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is emphasized.

Diversity and Local Community Trust

Even though "immigrants" often are spoken of in general terms as if they were a
homogeneous group, this does not correspond to reality. The immigrant population
itself is very heterogeneous when it comes to, for example, the level of education
and the proportion of employed. Immigrant-dense areas have (with few exceptions)
a multi-ethnic character. The effect of increased diversity on trust and social inte-
gration is complex and open to different interpretations.

About 60 percent of the foreign-born and people with a so-called immigrant back-
ground live either in the larger cities or in their suburbs. The remaining 40 percent
is relatively evenly distributed across the country. The proportion of foreign-born
is therefore more extensive in metropolitan areas.

As previously stated, Sweden is a high-trust society and the people in most (non-
Nordic) countries that constitute the most apparent countries of origin for immi-
gration have generally seen lower levels of general trust. The researchers state that
different groups have different social norms and different views on which behavior
is appropriate, the consequence will be that cooperation and trust are less likely.

Many immigrants in Sweden, especially refugees, come from countries with lower
general trust, even much lower trust - and here it is appropriate to remind that
Sweden is a high-trust society. These immigrants can be assumed to have been
brought up to trust others to a lesser extent than people in general do in Sweden.

Furthermore, perceptions of justice can have an impact in several different ways.
Minority groups may perceive themselves as being treated unfairly, and this can
directly affect their willingness to trust others. Furthermore, large social distances
and cultural differences between groups can increase skepticism between the groups,
and thereby it becomes more difficult to create and maintain common social norms.

Overall, the results show that there is a negative relationship within the munici-
palities, meaning, if you live in an area characterized by diversity, the levels of trust
are on average lower. The results also show that local community trust decreases
for both foreign-born and those born within the country. Immigrant-dense housing
areas are often characterized by the fact that the inhabitants have low incomes and
that the housing is to a large extent municipal. It is therefore possible that the
negative correlation is caused by such factors.

4.1.5 Results from Expert interviews
The following section presents the results from interviews with experts and commu-
nicators. The result is divided into categories based on those that appeared during
the Affinity analysis.
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Target Groups

Regarding target group-adapted information, all interviewees found it difficult to
reach individuals in vulnerable areas. Additionally children and elderly were men-
tioned as being difficult to reach for different reasons. Children, because they use
other digital platforms than those the communicators use and elderly because they
do not use digital platforms to the same extent. Partly the youth is missed because
they are not actively addressed and there is a view among some communicators
that the youth are nonchalant to their messages. When asked if the communicators
have a geographical division of target groups, they generally answered no - instead
it is more common to divide by demographic - but mentioned despite this that in-
dividuals in vulnerable areas within the municipality are difficult to reach. Several
interviewees mentioned that the difficulty in reaching individuals in vulnerable areas
probably is due to more reasons than linguistic - it may be due to the fact that the
individual come from countries where there generally is a lower level of trust for
authorities. However, the main reason is thought to be socio-economic. “The older
generation of immigrants is better documented than the new generation. They can
be foreign-born or of foreign families. Together they represent 30% of the Swedish
population. Very few of these people are part of SCB statistics, or user research
statistics. Decisions are often made based on majority perspectives when developing
new models, services and products.”, says one marketing communicator. One com-
municator describes that as marketers, they do not have sufficient data on these
minority groups and it is hard to compile. Some groups are unsure and unfamiliar
with the government structure and which instances are available - including what
they do and can offer individuals.

Social Media

The interviewed communicators mentioned that they use the municipality webpage
and social media pages to reach the public. All interviewees mentioned Social Media
is an efficient way to reach out, but their methods and opinions on how to answer
questions or comments in Facebook posts differed. There are also thoughts that
Social Media should not be used in the initial phase of a crisis as it requires too
much resources to moderate. One interviewee felt it important to be transparent
and answer all comments, whilst another said that their policy was to never answer
comments. Several interviewees mentioned that individuals with foreign cultural
backgrounds living in vulnerable areas are difficult to reach. Some communicators
mentioned that they, as communicators, in some sense become “lazy” and “comfort-
able”, when thinking it is enough to post information in Social Media and at the
same time knowing they do not reach everyone.

General Difficulties

Some common issues were highlighted by the interviewees. For example, all intervie-
wees mentioned that it is important that the public have confidence in authorities
and that vulnerable groups often have a lower level of confidence than the average.
Many communicators referred to the issue of adapting the information for certain

31



4. Results

groups, to a lack of resources. They also mentioned that there is a mental model
within the public that there always is electricity and internet. The same goes for
communicators in some sense, hence they mentioned uncertainty of how to commu-
nicate messages when there is a power, and possibly, internet outage.

Plain Language and Translations

All the interviewed communicators mentioned they sometimes use "Plain Language"
in their crisis communication and that they have templates and frameworks to use.
Plain Language is a framework for texts in simple Swedish that is meant to reach a
larger portion of the population. Regarding translations, there were different opin-
ions on whether or not the information should be translated. Some mentioned that
the target group wants to learn Swedish, and translating may therefore be counter-
productive. It is also resource-intensive to translate information. The communicator
is often forced to leave the message in the hands of a translator and have little to
no control if the information is correct or not.

Power Failures

The general consensus from the interviews on Municipal and CAB levels is that there
are flaws in the current strategy if a large-scale power failure were to occur. Many
crisis communicators express that they will have to resort to very limited physical
communication if that were to occur and that strategies about where to physically
gather if the citizens want to receive updates are outdated and poorly communicated.
There is, however, continuous work to improve this. The communicators often feel
paralyzed and have difficulties feeling heard. They express that radios are essential
for much crisis communication but that the citizens are not inclined to use them as
an everyday information channel. Several interviewees indicate that SMS-systems
are on the rise in the future.

Homogeneous organizations

The crisis communicator group does not commonly belong to all the demographics or
target groups of the society. This creates non-representative bias to what is deemed
appropriate to communicate. This translates to what services or organizations the
instances utilize when organizing informational campaigns. They collaborate with
marketing companies that they believe have the perspectives that are needed but
that is not the case. This in turn results in a loop of poorly targeted information
campaigns.

Ignorance within Municipalities

It has been considered, independently by several interviewees, that there is a lack
of municipal analysis of their citizens. However, there is available open statistics
that are not used to adapt communication to specific demographics. Therefore,
the problem is not considered to be a lack of money or resources. Instead, the
funds that are available are not used effectively. Conclusively, there are voices
among the communication community seeking a behavioral change of citizens to
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perceive authority communication in a way that aligns with their own vision of
their contribution during a crisis, but there is little evidence that such strategies
are in the works on a national level. “There is a need to understand groups within
communities. How do they work? What behaviors do they have? If that is understood
the municipalities will have a much easier time to communicate.” one interviewee
proclaims. Another states that there needs to be a more inclusive structure to make
a behavioral change. There is a difference between forcing and inducing behavior.
Filter bubbles exist among specific groups within the society, but the idea that they
solely belong within vulnerable groups, they say, is wrong. They exist within all
socio-economic levels of the society.

Flaws in Authority Collaboration

The studies have shown signs of friction among collaborating authority instances.
Larger city regions have wider co-operations to make a clear picture of the situa-
tion compared to smaller regions. If there is a risk of large societal impact, crisis
meetings will be arranged between many actors, regions and authorities. Histori-
cally when the crisis has concerned a private company, e.g. an electric company, the
communication has been more effective when disregarding the county administra-
tive board (CAB). During the pandemic there was frustration within municipalities
because they received little information on the decisions made on higher levels. One
interviewee reminisces that orders could come on a Friday evening to then commu-
nicate new information on Monday. There were signs of information vacuums as the
deadlines could change rapidly and there were times where little information was
communicated to the public.

Organization during crisis

There are overall guidelines on how to organize during a crisis for different authority
instances. However, they differ somewhat depending on several factors (e.g. geo-
graphical location, region size, homogeneity and number of citizens). All levels have
a WIS-system (web-based information system) where they share information and
can triangulate events during a crisis. It also functions as a log book. The Police
Authority organize in specific crisis groups during the event of an extraordinary in-
cident. They emphasize that, by experience, they have learned that communication
is the core of everything and should be involved early and fast to reduce rumors.
Rumors are hard to reduce in the hands of the public. In the early events of a
crisis media is seen as a positive co-force to reduce side effects, e.g. rumors. This
may change as the crisis progresses and more sources take part in the information-
sharing. MSB is mainly responsible for mediating information pre-crisis. This phase
emphasizes trust in the communication. Municipalities have no direct contact with
MSB - the information flows through the CAB. They are the link between the higher
instances, e.g. MSB, FHM and Socialstyrelsen. The hierarchy has been described
as “Government - MSB - CAB”. The TIB (English: Civil Servant on Standby) is
the first point of contact for most government instances during a crisis. Each mu-
nicipality and CAB have their own standby. They often receive the first message
from the source, e.g. SOS.
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Trust in Crisis Communication

The general attitude within the Swedish Crisis Communication organization is that
everything communicated should be fact-checked and correct to keep a high trust
in the information. All communication should be assumed to create trust for the
municipality, the brand, and the authority crisis communication as a respectable
source of information. Most instances measure trust and make evaluations after
each incident. However, the communicators express that it is difficult to analyze
what is good or bad about the communication specifically. Most instances also
want to take the lead in communicating an event or crisis to positively affect the
trust in the source and minimize disinformation. Nevertheless, there are no national
guidelines nor sufficient resources to continuously do this over the whole course of
each incident with satisfactory results. Some communicators explain that depend-
ing on the national-cultural background of the communication recipient, the trust in
authorities may be lower. They also express that there are some community groups
that actively try to lower the trust in authorities and government instances.

A crisis communicator reflected on the situation of the target group. They asked,
“Who mediates the situation to them and how is it understandable? Maybe a way
is to take advantage of the people that are the link between the local community and
authorities. These are things that we need to do better.”.

During the pandemic, the constant changes in information directions have made it
difficult for the municipalities to sustain a high level of trust in the eye of the public.
There have been internal struggles. Most municipalities do not mediate their own
information, but relay information only from higher instances. This makes flexibility
and adaptability difficult.

One comment pinpoints the success factor in communicative trust - how it is trans-
mitted to those who are affected by the crisis, also to counter misinformation.
Thirdly, to mediate information continuously, even if new information has not oc-
curred, to reduce the spread of rumors.

One marketing communicator, independent from authority communication, states
that the creation of trust has never been a target aspect in Sweden. They said that
“politics has always been assimilation and not inclusion, and that strategy does not
always bring good things.”.

One communicator states that the large differences between levels of trust in Swedish
society is largely founded in education and socio-economic status - not specifically
country of origin. The public majority also has groups of filter bubbles due to the
large influx of digital channels, not only the target group.
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Disinformation

The general consensus is that disinformation is hard to handle, especially if the
channels that such information is portrayed can take form in multiple languages.
Many communicators use the strategy to, in detail, tell their view of the crisis or
incident at hand. This is to reduce rumors. The same communicators have seen a
decline in rumors if they are first to describe the event.

One communicator states that there is no use to try to deny disinformation in
Arabic, as there are no resources to effectively do so.

Some communicators do not publicly deny disinformation or try to reduce inac-
curacies, hence the perception is that it is more effective to stay silent. Similarly,
some communicators do not seek disinformation and only try to rectify a narrative
when it gets within their sphere of communication channels. The objective is then
to relay authority information and not formulate messages on their own.

The core rule is to be clear, concise and short, and give the citizens the possibility
to learn more from the responsible authorities, alternatively, guide them to krisin-
formation.se. Speed and regularity is emphasized. Conclusively, disinformation is
handled very differently depending on which authority instance receives it, and what
resources they have to handle it. There is no overarching national framework.

4.1.6 Summary of Phase 1 results
This section summarizes the learning outcomes from phase one, including the liter-
ature study and the expert interviews.

The hierarchical Swedish management system

Interviews show that the current system seems to lack dynamic reach of the hetero-
geneous group that is Swedish citizens. This is partly due to the fact that a larger
portion of the communication instances are homogeneous organizations which tends
to create non-representative bias to what is deemed appropriate to communicate.
This translates to less effective services and informational campaigns when reach-
ing out to the public as the receiver may have difficulties effectively perceiving the
message or even be reached by the message. There are signs of friction among col-
laborating authority instances during periods of longer crises when many actors,
regions and authorities are involved. Frustration occurred during the pandemic be-
cause the hierarchical order of information sharing meant that some municipalities
experienced delays and received little information on the decisions made at higher
levels until it was practically to late to act.

Social media and the digital shift in crisis communication

Seeing the rise of digital media as a major part of crisis communication, the two
large groups of children and elderly are often not reached by important information,
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even though they are mostly sufficient, or able to, use digital communication. This
leads back to literature, that different groups likely assign differing characteristics
and qualities to the different types of media platforms that are most common. The
youth demographic does not generally look for crisis information, and they are not
as represented on the platforms that are used by crisis communicators. Instead, they
have a larger presence on other platforms. This is known by most crisis communi-
cators, however, they do not have the skill or resources to reach them. The elderly
demographic are instead not aware of what resources are available on the internet
and use them to a lesser extent.

Past crises and how it affects trust

The standard for the Swedish crisis communication organization is to always per-
form a needs analysis after every special event, or crisis. However, it is conveyed that
this analysis is not always effective as it is portrayed by many interviewees that it
is difficult to discern what is good or bad about the information that they mediate.
There is also a perceived difference of demographics regarding this. The intervie-
wees express that depending on the national-cultural background of the recipient,
the trust may be initially lower independently of past crises. What is considered a
past crisis by the citizens is also very different depending of what social and histor-
ical context they belong. Literature highlights that there is no significant benefit,
or "halo" effect, to an organization even if information indicates no past crisis. A
possible explanation for this is that people expect that organizations will operate
safely. However, extra-organizational crisis history, i.e in this context that could
mean crises within other authority organizations, protected the reputation of orga-
nizations more than an unknown crisis history. Contrary, a history of similar crises
intensified the reputational threat of current crisis even though the organization was
not at fault, e.g. if due to an accident. This indicates that it is important to repair
historical crises within an organization even after the event has transpired. Again,
the perceived trust may greatly differ between demographics. Therefore, it is im-
portant to reach and target the groups that especially experience a low trust in the
crisis organization to minimize the distribution of rumors and disinformation, and
finally highlight that trust is difficult to maintain independently of the public’s cul-
tural or social belonging, especially regarding organizations that mainly orchestrate
disaster reduction strategies as they are constantly vulnerable to criticism.

Quantitative data-driven approaches to creating personas

A lack of familiarity often applies to situations where the context is socially, cul-
turally and geographically unknown to the designer, or in this context - the crisis
communicator. Personas as a tool could therefore be especially useful when design-
ing for a foreign culture. Further, combining quantitative and qualitative research,
the personas may gain organizational credibility and adoption. In this scenario,
where communicators often belong to a homogeneous context this may especially
valuable. From expert user studies it is shown that it is uncommon for the crisis
communicators to belong to all the demographics or Target Groups of the society.
This creates non-representative bias to what is deemed appropriate to communicate.
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Literature describes a possible effective quantitative, data-driven approach to creat-
ing personas where use behavior is incorporated through telemetry data related to
the actual field, i.e. the personas are based on large data samples.

Social Trust and its effect on crisis communication

A high level of trust is considered important both in interviews and literature, to
effectively convey a message. Literature shows that an ability to be transparent and
take responsibility for a crisis is positive. Interviewed communicators are positive
about this and explain that such a strategy has effectively improved the trust in their
communication. This relates to literature showing that a maintained high confidence
in the communication channels will reduce negative effects of future crises, especially
relating to trust. It is especially confidence-inspiring for the message receiver to
be able to retrieve feedback from questions and concerns arising during a crisis.
The Swedish communication system rarely allows sufficient two-way communication
and therefore the arguments presented by the communicators that do not want to
participate in online discussions, seem contrasting to what they want to achieve,
namely a complete trust in their communication. This could be due to an insecurity
to not always convey a message in line with communication directives from higher
instances. This relates to the flaws in authority collaboration, that there is friction
among collaborating authority instances. There is a characteristic difference between
larger and smaller regions in this regard, where larger regions have a wider and more
structured co-operation on a national level.

Disinformation

Interviews with communicators convey that it is considered difficult to handle disin-
formation and that there are insufficient resources to do so. The general framework
for crisis communicators is to be clear, concise and short in all their communica-
tion and mediate informational sources where the receiver of the message can learn
more. Speed and regular message intervals are emphasized by the experts. This
is supported by literature due to the fluid nature of digital platforms and the high
risk of disinformation blooming if no accurate sources exist. However, literature
also points to communication through appropriate channels, i.e. reach the audience
through platforms that they normally visit. It is also important to underline the
limitations of digital platforms and that due to the free speech nature of it, not all
information can flow through it without being affected by external commentary.
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4.2 Results from Phase 2: User Understanding
phase

The following section presents results from the user understanding phase, which
consisted of a digital survey, digital cultural probes and telephone interviews and was
summarized in six different personas and ten identified main categories of problems.

4.2.1 Results from Digital Survey
The survey resulted in both qualitative and quantitative data from 92 participants.
However, the majority of the result consisted of quantitative data, which was divided
and analyzed in three parts; Level of Income, Level of Education and Origin/Mother
Tongue.

Level of Income

The majority of the respondents answered they had an income of 18000-36000 SEK
per month. The number of respondents that had lower and higher income respec-
tively were similar with a small predominance of respondents with a lower income
level. View the statistics about the income level amongst the respondents in Table
4.1 The results presented in Figure 4.1 show that higher levels of income seem to
correspond to a higher trust in authorities telling the truth during the pandemic.

Figure 4.1: Statistics on the respondents answer to the question "I trust that the
Swedish authorities have been truthful during the pandemic".
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Table 4.1: Statistics on respondents’ level of income in the digital survey

Level of income

Level of income Nr of respondents

0-18000 SEK/month 25

18-36000 SEK/month 45

36000SEK/month or more 22

Number of respondents 92
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Level of Education

The majority of the respondents had a university education or similar. The next
biggest group had an exam from upper secondary school (Gymnasium) or similar.
Individuals with another level of education were very small. A larger proportion of
the respondents with an upper secondary school education or higher answered that
they trust that the Swedish media told the truth during the pandemic, but those
with a lower level of education answered to a greater extent "neither or" or "I do
not agree". However, the proportion of respondents with an education lower than
upper secondary school was very low and the result should therefore be considered
critically.

Table 4.2: Statistics on respondents’ level of education in the digital survey

Level of education

Level of education Nr of respondents

Less than primary school 2

Elementary school 4

High school, folk high school or equivalent 35

Secondary school, primary school or equivalent 5

University, college or equivalent 46

Number of respondents 92

Origin and mother tongue

The majority of the respondents (61%) answered that both of their parents were born
in Sweden and also stated Swedish as their mother tongue. The second biggest group
consisted of individuals with none of their parents being born in Sweden and having
another mother tongue than Swedish (27%) and with none of their parents born in
Sweden. View the statistics in Table 4.3. Image 4.2 shows that larger proportion of
respondents with one or two foreign parents feel lower confidence that the authorities
been truthful during the pandemic than respondents with two Swedish parents.
Furthermore, Image 4.3 shows that a larger proportion of the respondents with one
or two foreign parents sought information about the pandemic from organizations
in the immediate area than respondents with two Swedish parents.
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Figure 4.2: Statistics on the respondents answer to the question "I trust that the
Swedish authorities have been truthful during the pandemic".

Figure 4.3: Statistics on the respondents answer to the question "I have been
searching information about the pandemic in my local area".
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Table 4.3: Statistics on respondents’ origin and mother tongue in the digital survey

Origin

Origin Mother tongue Nr of respondents

Both my parents were
born in Sweden

Swedish 56

One of my parents were
born in Sweden

Swedish, Polish 11

Non of my parents were
born in Sweden

Swedish, Persian, Yugoslav,
Arabic, Somali, English,
Greek, German, English,
Polish, Spanish, Serbian.
Lithuanian, Kurdish, Norwe-
gian, Bosnian, Turkish

25

Number of respondents 92
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4.2.2 Results from Cultural Probes
There were 14 participants in the digital cultural probes from around Gothenburg
and Stockholm. It was a mixed age group, where the youngest was between 16-
19 year of age and the oldest 65+. A majority (12 participants) were women. In
terms of level of income, the majority (50%) stated an income level of 18000-36000
SEK/month and 37% stated 0-18000 SEK/month. 14% had an income level above
36000 SEK/month. A majority (57%) stated that their parents were not born in
Sweden and the second largest group (29%) stated that both of their parents were
born in Sweden. The rest, 14% had one Swedish and one Foreign parent. As
described in methodology, each day focused on different aspects of their lives which
resulted in insights regarding a variety of aspects, such as values, opinions on their
local area, their feeling of safety, habits regarding crisis communication and media
channels as well as more specific experiences during the pandemic and in relation to
the ongoing conflict in Ukraine (2022). The cultural probes were as described in the
methodology chapter analyzed with an affinity diagram. Together with insights from
interviews, surveys and literature study, the detected problems were compiled in a
fishbone diagram and the complete result was illustrated with personas, presented
further down in this section.

4.2.3 Results from interviews about and with the Target
Group

During the interview study, the so called Invånarguiderna (translation: “The Res-
ident Guides”) were contacted. The Resident Guides was initiated as part of a
relatively new project, started in the year of 2020 in Biskopsgården, which is con-
sidered an vulnerable area in the the Gothenburg region. They have now expanded
their area and are also present in Lundby and Backa. The areas were chosen since
they have a low level of election participation and low socio-economic standard.
The Resident Guides consists of a heterogeneous group with individuals of differ-
ent ages and origins. The guides have good knowledge about the area and good
connections in the area. The Resident Guides were initially hired to spread infor-
mation about activities within Biskopsgården, but during the pandemic they got a
vital role spreading information about the Corona virus, restrictions and vaccina-
tion. One interviewee mentioned that They spread this information by standing on
local squares, handing out informational flyers and talking to the residents. The
informational flyers are designed by communicators but sometimes modified by the
The Resident Guides in terms of decreasing the information and translations, in
order to suit the people they meet.

Interviews with the Target Group or relatives to the Target Group, shows that
the Target Group often asks relatives for help to understand written information
from authorities. The reason is a feeling of uncertainty whether the information is
correctly understood and therefore many within the Target Group feel a need for
two-way-communication with someone they trust, such as a family member. Some
account for the fact that it is almost put in the system to ask relatives for help. It
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may not necessarily be viewed as a problem since it is considered a habit for many,
but some account for it being a problem from a democratic point of view. It was also
mentioned by an interviewee that individuals turn to organizations and/or persons
they trust if there is some information they does not understand - not only family
members:

"You go to the one you trust. You go to associations, a specific person in the school,
civic office. And now we have also noticed that there are more to the residents’
guides.When you see them, you know that you can approach them and talk, ask
questions. We have very strong associations in the bishop’s courtyard and that is
something we want to work with"

The interview study shows that despite proficiency in Swedish, there is often an
insecurity in understanding written information from authorities. The Resident
Guides pointed to the fact that written information is important as a complement
to the oral information, since it worked as a reminder for the individuals, when
bringing the material home. Also, written, physical information is preferred for in-
dividuals who are not very digital.

Most of the interviewees mentioned that the user group consume media and news
from their country of birth as well as from Sweden. They mentioned it was diffi-
cult to understand why Sweden acted in such a different way than their country
of birth during the pandemic and that it caused confusion. Some mentioned that
they trusted the news from their home country more than the Swedish media during
the pandemic. The following quote is from an interview with a residential guide,
describing why some they have met did not trust the Swedish Crisis Information
during the pandemic.

"Some trust their homeland for several reasons. Have no knowledge, illiterate, older
people just trust what their home country says. They do not trust Swedish authori-
ties. They have not really entered society"

The Resident Guides explained that one reason for why some does not trust the
Swedish strategy during the pandemic, might be that some does not trust Swedish
authorities and a reason for that might be that they are not integrated enough in
general. The following quote is translated from an interview with a residential guide
on the question if the residential guides had come across any misconceptions about
the pandemic or the restrictions:

"There are some who have misunderstood because they do not have Swedish news
or old information. They had not updated themselves or misinterpreted, listened
incorrectly. We try to always provide the correct information based on updates, what
applies in the current situation. We have met many who had misunderstood [the
restrictions] because they had listened to other media from their home country and
believe that it applies to the whole of Sweden or the whole world"
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4.2.4 Target Group Definition

In this phase, the final parameters of the Target Group were defined as a result
of Phase 1: Pre-study and Phase 2: User Understanding. The quantitative and
qualitative data from literature and interactions with members of the initially defined
target group, i.e. solely individuals with a foreign cultural background, was compiled
into a set of criteria consisting of several areas, i.e. emotional, socio-economic,
linguistic, ethnic and age criteria. This conclusion arose because the study showed
that more parameters than was initially presumed were relevant to the group and
that excluding these criteria might be misleading to the result, defined in Table 4.4.
In the following chapters, User Group and Target Group are used interchangeably.

Table 4.4: An explanation of the Target Group parameters.

Target Group Definitions

Criterion Parameter

Emotional Individuals who do not feel like they have been reached by sufficient
crisis information during the pandemic.

Socio-economic Individuals who are part of income quartile 1 as defined by SCB
(2017) [46].

Linguistic Individuals with Swedish as a second language, or Individuals who
experience that their parents or close relatives do not fully grasp
the Swedish language.

Ethnic Individuals with a minimum of one parent of non-Swedish origin.

Age Individuals of age 16 and over.

4.2.5 Summary of phase 2 results

The result from the second phase in turn resulted in six personas and a list of
identified problems. In order to put the personas in a context, a fictional suburb
scenario was constructed. The personas, the fictional suburb and the identified
problems are presented below.

Gårdsby

The fictional suburb, Gårdsby, was as described in methodology, based on existing
suburbs in metropolitan areas in Sweden and used to put the personas in a context.
The Gårdsby description, presented in Figure 4.4, is outlined in four paragraphs
representing the historical, social and geographical setting of the suburb.
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Figure 4.4: The description of the fictional suburb Gårdsby, constructed for the
Workshop

46



4. Results

Personas

Six personas were developed based on insights from the pre-study and user un-
derstanding phases. The content of the personas were based on the research of
Nielsen [19] as described in the methodology chapter. They were all given a name,
an illustration of their appearance and a speech bubble to give the reader a first
understanding of the persona. Secondly, there is a section with an introduction
about the persona’s living situation, family and occupation. Thirdly, there is a text
box with the persona’s Skills and Personality including linguistic skills, hopes and
dreams and a 5-point-scale on their level of (1) Digital Capacity, (2) Community
Trust, (3) Self-confidence to linguistic ability and (4) Knowledge in Swedish Crisis
Management. The persona’s last text box includes information about the personas’
Attitudes in a Crisis situation and some short user journeys. Table 4.5 is a short
description of the six personas and figure 4.5 shows the persona called Sofia.
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Table 4.5: A short description of each persona character.

Personas

Name Short Description

Sofia Sofia is a 68 year old woman. She has a low level of digital capacity
and dependent on relatives for understanding crisis information,
due to her low self-confidence in her Swedish capacity, despite many
years in Sweden and sufficient knowledge. Sofia prefers two-way
(oral) communication. Sofia consumes news from her country of
birth and Sweden.

Ali Ali is 49 years old man. He has high confidence in his linguistic
capacity, is a social person and views himself as a spokesperson in
the community. He has access to and understands Swedish crisis
information, but during the pandemic he was critical to how the
Swedish crisis management differed from his country of birth.

Mira Mira is a 36 year old woman. She studied political sciences at the
University and is very driven to make things better in Gårdsby.
She has a high level of self-confidence in her linguistic ability and
digital ability. Furthermore, she has a lot of insights in the Swedish
crisis communication system.

David David is 37 years old and lives a bit outside Gårdsby. Being born
in Sweden, his level of confidence in Swedish ability is high. David
think the society has a big responsibility during a crisis. Generally,
his view is that the Swedish way during the pandemic was fine, but
do not think the whole view was presented in media.

Fatima Fatima is 17 years old. Fatima has a high level of digital capacity
and social media is her foremost source of information, however, she
knows it is important to be critical of sources but finds it difficult
to be so.

Mahdi Mahdi is a 29 years old man. He came to Sweden five years ago.
Mahdi is a social person - in his own mother tongue but has low
level of self-confidence in his Swedish capacity. Mahdi do not take
active part in Swedish news or Swedish crisis information.
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Figure 4.5: One of the six personas, Sofia, is 68 years old and lives in the fictional
suburb Gårdsby with her husband. She has been living in Sweden for many years,
but is despite this dependent on her children clarifying written authority - and crisis
information.
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Identified Problems

As described in methodology, a Fishbone diagram was used to map all problems
and furthermore compile them into the list of ten problem categories. Figure 4.6
below presents the ten problems and how they are connected to each other. The
arrow between suggests how one problem leads to another. The Fishbone diagram
is presented in the appendices.

Figure 4.6: The ten problems and how they are connected.

1: Risk of information vacuums on municipal level

It was shown in interviews with communicators that there is a risk of information
vacuums on municipal level as the communicators have to await information from
higher instances before communicating to the public, which may exacerbate and
increase the severity of a crisis and may induce rumor and gossip. Furthermore, due
to an extra delay when information has to be translated, the risk of information
vacuums is even higher for the target group.

2: Large extent of digital channels usage not reaching everyone at anytime

Many Crisis Communicators interviewed in this study reported that the main chan-
nel used to communicate their information are digital, such as a municipality web
page and social media. Many of the interviewees mentioned this as a problem dur-
ing larger power failures, since the digital channels cannot be relied upon during
these events. Also, user groups who do not use digital communication methods risk
missing a lot of information. It may be elderly or people within the target group
who uses other channels than those of the communicators.
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3: The Communicators do not reach the Target Group with current
channels

Many of the Crisis Communicators interviewed mentioned that they find their cur-
rent digital channels - social media and websites - effective to reach a large portion
of the population, however, they were also aware that not all groups are reached
through their current channels. The interviewees point to factors such as not having
enough resources and lack of knowledge about the Target Group and their media
channel habits and needs.

4: Communicators and Target Group struggle understanding and em-
pathizing with each others’ contexts

An interview with an expert in inclusive communication and interviews with both
communicators and the Target Group concluded that both communicators and users
struggle understanding each others’ contexts. In summation, it is difficult for many
individuals to see the bigger social government functions and instead view things
from their own personal and local context. Further, communicators seem to struggle
understanding the users and their contexts, looping to the problems above, of not
reaching the users.

5: The Target Group does not feel heard

When discussing the current war in Ukraine (2022), several interviewees mentioned
that they perceive an uneven reporting, since other conflicts from, e.g. their coun-
tries of birth is not given the same attention in media. As a cause, it was shown that
some within the Target Group often feel unheard and de-prioritized. This category
of problems may be linked to problem 1 and problem 4, the problem of informational
vacuums as well as the communicators having a different view on what is important
to communicate than the target group.

6: The Target Group does not look for the information

The interview study show that in some extreme cases, the Target Group does not
look for the information and take help from relatives instead who may be more
sufficient in the Swedish language and authority structures. Additionally, the Tar-
get Group may not always know what rights they have to access information and
services from authorities. One can argue that if the target group does not look for in-
formation, the communicator is responsible for mediating the information in a more
accessible way, however, the information may fade into the eventual informational
vacuum if it is not mediated in time.

7: The Target Group does not understand the information

The interviews with Residential Guides, the cultural probes, the survey and the
corona commission report [13] made it clear that the Target Group does not always
understand the crisis information due to often very complex language despite efforts
to communicate in plain language. In addition, there is sometimes a lack or delay of
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translations. At the same time, the group sometimes have a lack of self-confidence in
their ability to understand Swedish. Especially written government documentation
often require help from a third party, and interviews show that the Target Group
prefers oral communication over written communication. This problem is partly
related to problem 1 and problem 6 because if there is a delay in translations and
if the language is not adapted enough, there is a risk the target group does not
understand the information.

8: The Target Group does not find the information

Interviews with communicators and Residential Guides show that the Target Group
does not always find the information. Reasons might be that the authorities use
other media channels than the target group, that some within the Target Group
are not digital enough or do not understand Sweden’s government systems. This
problem can be viewed as a cause of problem 3, hence the communicators does not
manage to reach the Target Group, as described above.

9: The Target Group does not trust authority information

All communicators and residential guides interviewed point to a lack of trust in
authority information amongst many individuals in the Target Group. For exam-
ple, many interviewees mentioned that the Target Group seems to trust information
from their country of birth more than the information given in Sweden when the
information was contrasting. Similar results is shown in the survey, where respon-
dents with lower level of income and respondents with one - or two foreign parents
mentioned a lower level of trust for Swedish authorities being truthful during the
pandemic. Further, as presented in results from Phase 1, literature shows a lower
level of Local community trust amongst this group in general.

10: The Target Group trusts other sources more

As presented above, the survey and interviews showed that the given Target Group
often take part in news from their country of birth in addition to Swedish news.
During the pandemic this was problematic since the news and restrictions differed
between different sources and countries. Also, it was mentioned in interviews that
when not being integrated enough into society, the Target Group does not feel that
the information is relevant to them and, in turn, do not feel affected by it.

4.3 Results from Phase 3: Design phase

The following section presents results from the Design phase, which consisted of
individual idea generations conducted by the authors of this report, two workshops
and a conceptual design of an improved communication system.
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4.3.1 Results from individual idea generation
The first session of this phase consisted of free idea generation of five minute spans
in three periods. The authors were allowed to continue the development of one con-
cept or be inspired by the frame of crisis communication issues to develop new ones.
The frame of issues consisted of "the 10 problems" defined in this report, Bottom-
Up communication theory [33] and arbitrary communication scenarios. The work
resulted in 16 tangible concepts that were taken through the SCAMPER method.

The concepts were grouped in the seven categories of SCAMPER, i.e Substitute,
Combine, Adapt, Modify, Put to other use, Eliminate and Reverse. The authors
were allowed to add notes to each phase in five minute spans with continuous dis-
cussion.

The final session consisted of a group analysis of each note and assembled into
ten detailed concepts with largely varied characteristics, described in Table 4.6.

Table 4.6: Final concepts from the Individual Idea Generation

The Individual Idea Generation Concepts

Nr Short Description

1 Expert Video Call Service
2 A template for Crisis Communicators to reach the Target Group
3 An informative Mobile Game to learn how to handle a crisis
4 A service where the Crisis Communicator can filter which Communica-

tion Channels the Target group use
5 A physical crisis-aid service for the Target Group
6 QR-codes in the everyday physical post that provides crisis resources
7 A digital bulletin board at a central location
8 An application to gather the local citizens knowledge and resources to

use during crisis management strategies
9 A service for the Target Group to more easily compare the source and

validity of crisis information
10 A digital bulletin board at the entrance of residential buildings

4.3.2 Results from Workshop 1
Six Industrial Design Engineering students participated in the first workshop, shown
in Figure 4.7, which primarily aimed at reviewing the personas and thereby mainly
resulted in insights to what worked well with the personas and how the personas
could be developed further to create deeper understanding, empathy and analysis.
Participants started thinking about ideas, which developed in the follow-up Work-
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shop 2.

The overall results of the workshop were positive. The participants seemed to un-
derstand the personas’ opinions and personality traits, for example one participant
expressed “This scenario will be tougher depending on which week it is as I am
divorced and am co-parenting our child”. Seemingly, the participants created em-
pathy for the personas, however, it was expressed by one participant that it was
hard to distinguish if they emphasized well, or if the persona was just so similar to
their personality that they acted how they themselves would have in such a scenario.
Furthermore, the participants expressed that they were given sufficient information
to understand the personas, that the information about their situation was exten-
sive and well-rounded, however, some information seemed superfluous for the given
scenario.

There was also some potential for improvement regarding the personas. Due to
time constraints the Workshop did only include one scenario. This led to the partic-
ipants only reflecting over a “physical crisis” and not a “social crisis”. It is unclear
if the cognitive ideation process would have been more nuanced with one more sce-
nario or if it would have been overwhelming. Most participants stated in the end
that it was hard to relate their ideating to just one persona but instead related to
the overall scenario. It is therefore likely that the “social crisis” scenario could give
other results. Furthermore, it was mentioned that it was hard to distinguish the
needs of the personas for each crisis phase, most participants prescribed an overall
analysis. Each persona was also analyzed based on the comments and actions made
from the participants, a summary of that analysis is presented below.
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Figure 4.7: Overview of Workshop 1

Sofia

The participant had a generally nuanced analysis. The participant may have been
limited to the scenario context of not being able to develop more as much of the
persona concerns written communication with the authority, which in this scenario
was not as relevant. Less focus on where the character could help during a crisis.

Ali

The participant based a lot of analysis on association activity. A lot of reflection on
how the person would act in this scenario, what it focuses on and what disturbs it.
The participant made observations about the character and their own conclusions
based on it. Generally a nuanced observation. There was less focus on the limited
trust in authorities and that the character more trusts the media from their home
country. "We" might have interpreted his action differently because there are simi-
larities with war when "flight alarms" were used. It is likely that this event would
have affected him more emotionally than described. The analysis might have been
different in a different scenario.

Mira

The participant largely focused on the person being able to pass on information.
They expressed that their persona wants to create security in society and for family
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and friends. There were no focus on foreign background or the persona’s low sus-
picion of the media. There was little focus on being dissatisfied with authorities’
communication, which is emphasized in the speech bubble. That she is dissatisfied
was seldom mentioned during the work. It is mainly about a "solution situation" -
to create new opportunities and solutions with the information provided.

David

The participant mentioned similarities in themselves with the character. Therefore,
it is possible that he could make a more nuanced analysis and link it to aspects of
his own life. There was a low focus on the area of “lack of solidarity in Sweden”,
but they generally showed depth in their conclusions.

Fatima

The participant took elements out of the person well. Simpler conclusions are drawn
about source criticism and public trust. The authors of this report may not draw
the same conclusions about this. Does low source criticism mean that the character
panics more easily? It is a lower analysis of social media, how to be source critical and
the platforms that are available online. There is also no analysis of low affiliation to
government information. Perhaps it would have been more nuanced in an additional
scenario based on a social crisis.

Mahdi

The participant tried to get acquainted with the mood of the character. Focused
on broadly developing the personality of the character. They wanted to know more
about what communication restrictions there were in the scenario. They focused on
communicating physically and tried to come up with solutions for the situation. No
or little focus on potential negative thoughts about the situation. A little focus on
being careful and not trusting government information nor that it is complicated
and difficult to understand. A little focus on the fact that he shares information
without a sufficient source from abroad. The result may depend on the scenario and
that not all parameters have been relevant to this persona.

4.3.3 Results from Workshop 2
There were a total of five participants at the second Workshop. Two participants
from Workshop 1 participated in Workshop 2. There was one new participant and
the authors of this report participated as well. This was because several of Work-
shop 1’s participants were unable to attend the second session and the time did not
allow arrangement of any other sessions. 75 ideas (5x5x3) were generated in the
workshop. The session concluded in some new insights and ideas, but also prevalent
idea tracks that had been thought of and discussed before. The ideas were only on a
very basic conceptual level which lead to not so much sketches, but mostly written
ideas. The Figure 4.8 below shows one paper sheet with ideas.
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Given the previous individual idea generation phase conducted by the authors it
was possible to discern that the participants level of contextually relevant and em-
pathetic concepts was high and periodically overlapped with concepts that had al-
ready been defined. However, since the authors interfered in the generation process
it is hard to evaluate what level of influence their participation caused.

Figure 4.8: One of five sheets of paper with ideas from workshop 2
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4.3.4 Results from Theory of Change

After idea generating individually and in workshop, 16 concepts were taken further
for the Theory of Change process. There was a wide range of ideas, ranging from
physical products directed towards citizens, to processes enabling more effective
knowledge transfer to communicators. However, five concepts received the highest
grade. It was made clear through reasoning that the five concepts could be combined
in to one joint concept, and doing so, many of the shifts were fulfilled. This merge
could be performed since the ideas were very similar and complemented each other.
However, being on a conceptual level, the ideas were further developed to four
variations, to be tested in the finalization phase.

4.3.5 Summary of Phase 3 results

Phase 3 aimed at producing various design ideas and concepts with an open minded
approach based on the insights from phase 1 and 2. To do so, individual idea genera-
tions, conducted by the authors of this report and two participatory workshops with
design engineering students were performed. The first workshop aimed at making
the participants familiar with the area. The personas from phase 2 was used to
create empathy for the target group since the participants had no previous knowl-
edge about the project. The workshop also aimed at evaluating the content of the
personas. The results suggest that the personas served their aim well and the par-
ticipants seemed to empathize with the target group. However, some details were
considered superfluous and the participants were already familiar with the concept
of Personas. The second workshop aimed at converting the insights from workshop 1
into solutions through conventional idea generation. The participants came up with
ideas similar to previous ideas of the authors of this report but also some new ones.
All ideas from both individual idea generation and the workshops were gathered and
defined. Similar ideas were merged. In order to choose the concepts that fulfill the
user needs and solves the identified problems the best, the Theory of Change tool
was performed. Five elements, summarized in a new knowledge-transfer process,
received the highest scores and were first merged and thereafter developed into four
variations and taken into the final phase.

4.4 Results from Phase 4: Finalization

In the following section the conceptual designs that were tested in the evaluation
survey is presented. This conceptual design is an example of how the identified
insights may be applied, hence the research findings can be used for other range of
design solutions both on community work and policy making levels. The presented
design suggestions consists of the same basic concept, namely a process aiming at
reducing the information gap between the target group and the communicators,
but with a few variations. Furthermore, results from the evaluation survey and
suggestions on how to further develop the design is presented.
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4.4.1 A Conceptual design of an improved communication
system

The design consists of a process which aims at reducing the information gap be-
tween multiple social and cultural local target groups and the communicators via
facilitators - individuals who have insights into this target group and thus provide
the communicators with information about the target group with help of a data
collection service. Figure 4.9 shows an overview of this process which consists of
the target group, meaning, the researched decoders and facilitators aiming to bridge
the target group to the communicators via a service. This process thereby fulfil the
needs of the target group to receive two-way, oral communication in numerous lan-
guages and in the same process, communicators is presented with up-to-date data
about the target group and their needs in order to more efficiently communicate
important crisis information.

Below, the process is presented step by step. There is also a presentation of a
variation on step 2, 3 and 4 which were developed in the last iteration. All of these
were evaluated in the evaluation survey. Figure 4.10 presents the process as a series
strip, with all steps that received the best results in the evaluation survey.

Figure 4.9: A schematic illustration of the design suggestion of an improved com-
munication system

Step 1: Target group meets the Facilitators

The facilitators stand in the local square. They were recruited on a municipal level
to spread information and answer questions about the Swedish authorities and dif-
ferent possible crises. They do this in several different languages.

They meet people almost all day and deliver pamphlets and answers questions.

The facilitators as a group knows more than ten languages and belong to differ-
ent demographic groups. Questions that they answer concern many different areas,
e.g. vaccination and bomb shelters.
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Step 2: Facilitators document their knowledge and experiences

A workday has passed. Now the facilitators brings out a software, "The process
app". There, they answer a set of questions about the circumstances that they have
worked that day and what questions they have received. Each facilitator does this
after each working day.

Step 3: Information is compiled in a database

The information provided by the facilitator is compiled in a database.

Software combines quantitative, demographic questions with qualitative answers.
It views patterns and combine common answers and questions to a demographic.
E.g. if 100 facilitators fill in "the process app" multiple conclusions can be drawn
and paired.

The answers are grouped according to the different communication needs of "the
public", i.e. media and digital habits, local community trust and everyday patterns.

Step 4: Information is presented as personas

The combined analysis that is done by the software produces several personas that
represent what "the public" has communicated to the facilitators and what they have
recorded in "the process app".

Eg. Under the sub-title "User stories" the software have defined a combination
of the three most common problems or needs of the demographic: Woman: Age
65-70, Location: Gårdsby, Crisis: Fire.

These defined needs touch on "as a citizen I need...", "as a receiver of crisis in-
formation I need...." and presents alternatives how the demographic will likely act
during different types of crisis.

Step 5: Communicators take part in data and act on it

The crisis communicators act according to these characters.

For example, the communicators realizes that there is a need to contact people that
are living in a certain local area in the suburb Gårdsby. There is currently a high
risk of fire and these citizens needs to be aware on how to act if that were to happen.

Through the software they filter down the local area and receive the needs of a
certain numbers of personas. The software tells the communicators of their needs
and typical channels of communication.

With this, the communicators takes out a strategy that reaches these people and
strengthens their capabilities in the event of a fire.
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Variant on step 2: Citizens report their knowledge in a database

Instead of facilitators filling in a digital database, the process app is filled in by
randomly selected locals, similar to a survey.

On certain days of the week, the "app" asks the holder questions about their person-
ality, opinions and media habits. The information is encrypted and anonymous and
can not be traced to a specific individual. The user is a private person who lives in
the area.

Variant on step 3: One facilitator communicate

As a variant to the information being compiled in a database, the local facilitators
instead have weekly meetings where they discuss how the work has gone. Good
and bad. Who they have talked to and what their opinions have been. A trained
coordinator compiles the information and forwards it to relevant instances.

Variant on step 4: Information is presented as quantitative information

Instead of the empathy building personas, the crisis communicators have access to
a database of quantitative target group information. Here they can filter what they
need to know about the target group to effectively reach out to the residents.

If, for example, there is a fire and the communicator wants to spread the information
in a certain vulnerable area, they log in to the website and choose geographical area
and what target group(s) to reach. The website shows which communication chan-
nels are effective to use here, and what is important to think about communicating
in the event of a fire to a specific target group.

4.4.2 Evaluation Survey Results
The results show overall positive comments on the design proposal. Many respon-
dents found the idea to be simple and clear. It was mentioned to be positive that the
Target Group receives the information from people they trust in their area - both in
long term and short term. It was also mentioned that the design process in general
would provide data, not only guesses. Also the physical meeting was mentioned as
a positive factor. When asked to reflect on factors that could be challenging, the
respondents mentioned that it might be difficult to motivate the facilitators to fill
in the digital form properly. Furthermore, it was mentioned that it might be more
challenging in smaller municipalities, since the big volumes of people needed simply
does not exist. Other eventual challenges mentioned was to catch the Target Group
on the street. Finally, one respondent thought it might be a costly process.

When asked to compare the different variants, a majority preferred the concept
with facilitators more than having a survey app, asking the target group questions.
Reasons mentioned was that the target group is tired of surveys. The second vari-
ant, having a facilitator coordinating the data instead of a database, received both
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positive and negative comments. Many respondents found it resource demanding,
however, some mentioned it positive with personal meetings between the facilitators
and the communicators. It was also mentioned to be favorable to have a coordinat-
ing facilitator if the facilitators are not very proficient in the Swedish language. In
regards to the third variant, a majority mentioned that quantitative data is more
tangible and interesting for the communicators than empathy building personas,
hence it was considered to be more useful and effective. When asked what infor-
mation they are in biggest need of, the communicators mentioned what channels
the target group uses, the target group’s needs and Swedish language level, other
language knowledge, interests, level of education and what sender of information
they trust.

The communicators, having been presented the five phases, reviewed the variants
with great interest. They, as professional communicators, looked at the process from
their perspective and presented valuable aspects that had not been acknowledged
or presented earlier in the study, due to the shortage of available interviewees. The
variants of steps 2 through 4 produced mixed comments, in the following paragraph
now described as variant 2 through 4. Overall, the communicators were pleased with
the process, nevertheless, variant 3 and 4 were seen as more effective and positive,
while variant 2 was seen as less effective and reliable.

The result of variant 2 showed that most problems initially appointed would re-
main, however, it is likely that it would reduce staff costs. Variant 3 pointed to a
contextual and personal addition that this would give, which was seen as positive.
However, it was deemed costly and demanding. Variant 4 was seen as the most pos-
itive, with no negative comments. The communicators preferred not having to do
the analysis by themselves. Although, it is likely that the respondents did not fully
grasp the variability and analytical aspects of the persona concept. One respondent
said that "this (variant 4) should not be instead of the other, but in addition to the
persona."
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Figure 4.10: Illustrative series strip of the conceptual design of an improved com-
munication system, including all five steps described
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4.4.3 Identified Needs and Requirements
As part of the process described, needs for the different actors involved were identi-
fied and listed. Furthermore, as a result of the different needs from the users, initial
requirements on the Data collection service was identified for future development.
The needs from the Public, the Facilitators and the Communicators are derived
from results and analysis of the User Understanding Phase, as well as final findings
from the design evaluations. The list, defined by two columns, is constructed in
the form of "The actor need..." and "in order to..." to fully grasp the background of
each parameter. Further, the list shows an additional section showing "The Public
(Relatives), showing likely needs of a process variant involving close relatives to the
target group. The full list of needs and requirements can be found in Appendix A.

4.4.4 SWOT Analysis
This section highlights the SWOT analysis that was performed to indicate the future
status of the concept and what it likely would face in a realistic context considering
the reported accounts of multiple stakeholders, i.e. the target group, the facilitators
and the communicators.

The strengths of the concept points to the elements that are not present in the
current system. The process includes social, economic and cultural aspects to mod-
ify the communication model. It also takes advantage of knowledge that is already
present, but not currently allocated allocated to and by the communicators. It also
does not require the target group to adapt any new type of technology and therefore,
the behavior change required amongst the population is limited. Finally, the ability
to give and receive feedback on current communication is given a great boost for
both the target group and the communicators as the facilitators becomes and active
resource and the citizens become less dependent on their relatives.

Since the concept is on a conceptual level, it can be attributed many weaknesses.
Some of the most important ones concern time, availability, resources, understand-
ability and a view of uneven allocation of resources.

Opportunities depict possible realistic outcomes of the concept. Due to the large cur-
rent interest in crisis information because of recent global events, i.e. the pandemic
and the security situation in Europe, there is a large interest in new development
in the field. Since the process is very dynamic in its current form it can inform
about more practices than specifically crisis information. It is also inclusive and can
include larger portions of the population.

Finally, the current external threats that are present for the concept are, amongst
other things, the ever changing needs of the public. The concept is potentially vari-
able and quick to adapt to upcoming new needs. However, the need and interest in
crisis information is likely very situational and the interest may only sustain while
there are active threats present for the population. Likely, a majority of the general
interest may be subdued in years of little crisis. This may result in a lack of political
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consensus that the Swedish system should adopt a new system, as political interests
in times of "no crisis" may lead to policy makers not seeing the benefit of the process
or the facilitators. There is also little to no revenue for the process as it is, however,
it may introduce job opportunities for new facilitators.

4.4.5 Summary of Phase 4 results
The master thesis results suggest that there are many different issues in the given
crisis communication system. Firstly, the given target group generally have a lower
level of trust for Swedish authorities and the crisis information they deliver. Reasons
such as different social norms, cultural differences in trust level, large social distances
leading to skepticism between the groups and a feeling of being treated unfairly are
mentioned [9]. In addition, the target group often has a lower level of Swedish pro-
ficiency and/or self-confidence in the Swedish language and struggle understanding
challenging authority information. Furthermore, the target group may have other
habits in regards to news and media intake. Secondly, the interviewed communi-
cators in this study mentioned that they have a lack of resources and knowledge
as their main problems to reach the target group, and given the Swedish top-down
crisis communication system described in this report, this is troublesome.

When designing a more effective and trustful crisis communication system, the re-
sults presented in this thesis show that the target group probably is not receptive to
a new device to enhance their crisis information intake, but rather should the infor-
mational gap between the target group and the communicators be decreased. In this
report, it is suggested that this informational gap could be decreased with the help
of facilitators - people whom the target group trusts and belongs to the same social
context as the target group. These facilitators help the communicators inform the
target group about important crisis information. However, in order to simultane-
ously enhance the communicators knowledge about the target group, the facilitators
should transfer their knowledge about the target group to the communicators. This
is an important part of the process, since the interviewed communicators in this
study mentioned lack of resources and of knowledge as their main problems to reach
the target group. In addition, the target group is presented with two-way commu-
nication with people in their neighborhood that they trust. If the facilitators can
transfer their knowledge to the communicators, the communicators may develop
communicative material that is target group adapted to a larger extent than it is
now. Doing so, the communication may in the long run become even more effective.

With this system, the facilitators do not only enable two-way communication -
something this study have showed that the target group have a need for - but also
provide the communicators with knowledge about the group - insights that the
communicators lack at the moment, through bottom-up communication. How the
bridge between the communicators and the facilitators should be designed - e.g.
with a database software or human coordinator - to be as effective as possible, is a
topic for future research, debated in the Discussion chapter.
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Discussion

In the following chapter, aspects affecting the project outcome are discussed, where
the result, sustainability and ethics, the methods performed as well as future research
is included.

5.1 Results
This master’s thesis investigated what parameters affect the level of trust in cri-
sis information and the sender of this information within multi-cultural metropoli-
tan suburbs with lower level of socio-economic status. Thus, a trust-building and
knowledge-transfer process to managing this has been investigated throughout the
study. The initial aim of the master thesis was to identify what parameters affect
the level of trust in crisis information and authorities before crisis amongst individ-
uals with foreign cultural background living in Swedish Metropolitan Suburbs with
lower socio-economic status. Furthermore, the master thesis sought to identify how
the current crisis communication system could be improved to increase the level of
trust in crisis information and reach the user group more effectively.

The first research question connected to the first half of the aim- and project is:
“What parameters within the Swedish crisis communication system affects the given
target group’s trust for the information given?". The literature study and survey
pointed to a lower level of Social trust in multi-cultural areas with a lower level of
socio-economic status. The research pointed to factors such as a residential area’s
relatively low income level compared with other areas within the same municipality,
leading to a perception of being treated unfairly. The authors also argue that groups
with lower incomes perceive themselves as being treated unfairly and thus a lower
level of trust could follow. Furthermore, residential areas with neglected buildings
affect the sense of safety in a negative way, and lower sense of safety often leads to
a lower sense of trust. Last but not least, the results in the literature study suggest
that citizens living in an area characterized by diversity, the levels of trust are on
average lower due to different social norms, cultural differences in trust level, large
social distances leading to skepticism between the groups and a feeling of being
treated unfairly are mentioned. Several reports also mention that this target group
was not reached with important crisis information during the Covid-19 pandemic
due to a lack of proficient translations, the insufficient supply of channels and last
but not least, a low level of trust for Swedish authorities. However, these issues can
not be seen as to have a direct cause and effect relationship, but points to problem-
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atic areas within crisis communication.

The survey show that (a) individuals with a foreign background and (b) individu-
als with a lower level of income generally thought the authorities were not truthful
in their crisis information during the pandemic, than individuals with (a) Swedish
background and (b) individuals with a higher level of income. It was made clear in
interviews that many individuals with foreign background had higher trust in crisis
information from their home country than crisis information from Sweden when the
information was contradicting. It also became clear that many individuals with low
self-confidence in their Swedish language proficiency, often asked relatives that they
confided in for help to understand authority information. In addition, oral two-way
communication was considered preferable and easier to trust than written informa-
tion, consequently it enables follow-up questions, and the sender was someone the
individual could trust. Through interviews with communicators on municipality -
and regional level, it was made clear that there is a lack of knowledge about the
given target group and that the communicators use channels the target group does
not use. Also, it became clear that translations often were delayed because of a
lack of resources. Therefore, the aim of investigating what parameters affect the
level of trust in crisis information is considered to have been fulfilled, as well as the
possibility to answer the first research question. This being said, one can always
investigate deeper, and further research is discussed in the last section of this chapter.

Furthermore, the second part of the study’s aim has been fulfilled, and it is possible
to answer the master’s thesis’s second research question: "How may the Swedish
crisis communication system be improved to make the system more effective and in-
crease the target group’s trust in crisis information?". The first part of the Master
Thesis project made it clear that the crisis communicators, supposedly reaching all
citizens in Sweden, do not have sufficient information about the researched target
group. The consequence is that the target group is not reached with important cri-
sis information, which during the Covid-19 Pandemic lead to higher levels of deaths
and lower levels of vaccination coverage. Enabling two-way communication with
someone you trust, in a language of your choice, was reasoned to be important
to reach the target group. Therefore a knowledge-transfer process was developed
aiming at providing the target group more effectively with information via two-way
communication and also providing crisis communicators with information about the
target group and thereby being able to learn how to reach the group. We believe
this bottom-up strategy has the possibility of increasing the user group’s level of
trust, since the information is more relevant, adapted and communicated by people
they trust. How the bridge between the communicators and the facilitators should
be designed to be as effective as possible, is a topic for future research.
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5.2 Sustainability and Ethics
In the following section, aspects related to sustainability and ethics affecting the
project is discussed.

5.2.1 Crisis communication and Sustainability
This thesis has reported the importance of well functioning, trustful crisis communi-
cation before, during and after a crisis in order to influence the development of the
crisis. Trust is key for the affected groups of citizens to act on the given information.
Also, the target group adapted information in terms of communication channels and
messages is vital for the information to reach the target group and for the group to
act on it. The thesis described that well - or malfunctioning crisis communication
can be a matter of life or death. As exemplified in the Background section, half of
those who died in the beginning of the pandemic with the coronavirus as a cause
were Swedish Somalis living in Järva in Stockholm. The reasons for why this group
was affected more than the general population was a lack of proficient information
and that the group generally does not take part in Swedish news channels. An
improved crisis communication system for all could thereby lead to improved social
sustainability. The same applies to other crises at which the citizens need to act in
a certain way to decrease the risk of being negatively affected by the crisis. It was
also reported in this thesis that many of the interviewed communicators mentioned
lack of resources to reach the target group, but also lack of knowledge about the
given target group. We think that an improved system, like the one proposed in
this thesis, could make the crisis communication more effective which in turn might
lead to not only higher social sustainability, but also economical, since the already
allocated resources might be used more effectively. Additionally, a system that has
a high level of shared resources and knowledge, should lead to not only higher trust
but also better economic sustainability.

5.2.2 Crisis communication and Ethics
Dividing citizens into groups is always an ethical challenge due to the risk of creat-
ing negative and deceptive stereotypes. When pointing to general differences in for
example level of trust for authorities or crisis information habits amongst different
cultural groups, of course not all individuals are included. However, as stated in this
master thesis, the more adapted the crisis communication is to the target group, the
more effective it is. Furthermore, the option of today - not including all Swedish
citizens - should be viewed as ethically incorrect and points to the importance of
this master thesis project.

Interviews from this master thesis show a lack of knowledge amongst communicators
about the target group explored throughout this project, leading to ineffective and
incorrect communication. Interviews also show that translations often take time.
With these examples as a basis and given the importance of correct crisis infor-
mation as fast as possible, the target group explored can be viewed to be more
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vulnerable during crises than other groups. However, with this said, it is important
to reflect upon when cultural aspects need to be partitioning factors between groups
and what types of crises that needs to consider cultural aspects of involved users.
Ultimately, what demographics that target groups are divided into should be based
on where issues arise in the certain situation or context. As explored in this thesis
and discussed above, the given target group has been especially exposed and vulner-
able during the Covid-19 crisis, which is why this division was made. Additionally,
there seem to be cultural differences in how independence is valued and level of con-
fidence in the state and authorities, which may affect the individuals’ acting during
crisis.
Other ethical issues to consider is the legal aspects of collecting information about
people. If developing the process, it must be developed in a way that the infor-
mation is anonymous, untraceable and legal. Therefore it is also vital to focus on
the facilitators experiences in the data collection, rather than focus on information
about the individuals. Using a secondary source or a third party to obtain experi-
ences and behaviors from the target group, i.e. a facilitator, may have both positives
and negatives. The studies, and corollary literature, show that it is easier to medi-
ate experiences when you describe those of someone else rather than reflecting on
your own experiences. However, a first point-of-view would reduce the risk of less
representative behavior.

5.3 Methodology
This section discusses the implementation and execution of the methods performed
during this master thesis project. This section is divided into the Exploratory liter-
ature study, User understanding, Analysis, Creation of Concepts and Evaluation of
Concepts.

5.3.1 Exploratory Literature Study
The exploratory literature study have been favorable to understand the explored
area and to conclude where issues arise and for what user groups. A lot of time was
given to this phase, in order to be able to address important and intricate issues. The
early period of this phase allowed for some delimitation, but a more narrow scope
could have enabled a more in-depth literature study. However, this broad approach
was considered important to address the most important issues and understanding
the complete system. A more narrow scope would have risked investigating wrong
parts of the system or topic.

5.3.2 User Understanding
During the user understanding phase, a number of different methods were performed
- surveys, in-depth interviews and cultural probes. All of which was summarized in
to identified problems and empathy building personas. The reason for this extensive
user understanding phase was to attack the problems from different fronts in order
to understand the very large user group in both quantitative and qualitative values.
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Another reason is the recurring problem of finding respondents and/or interviewees
for this project, which made us try different methods. Almost ironically, we our self
became "victims" of the main problem within this project. We tried to reach the
target group on digital platforms and via a large number of organizations. Finally, we
got in contact with the Residential guides who became "spokespersons" for the user
group. This was, however, considered very beneficial since the Residential guides
meet a lot of different individuals within the target group and since it often is easier
to empathize about a topic through the eyes of someone else. The survey respondents
were a mixed group of people, which was considered advantageous since this made
it possible to compare the data of different target groups. However, it could have
been beneficial to have more respondents in the user group. Also the respondents
were a mixed group of people, but the majority had foreign background and a lower
level of income. However, not all participants could be considered living in so-called
vulnerable areas. Having a foreign background and other media habits than those
the communicators use, we reasoned that these participants could be considered to fit
the target group. Our literature research also pointed to ethnically Swedish citizens
having a lower level of trust toward authorities if parameters such as socio-economic
status fit the criteria. Also, when interviewing one of the participants, we had it
confirmed that the respondents were likely to fit well into the target group. The same
interviewee seemed to more easily talk about her parents, her perception of their
actions during the Covid-19 pandemic and their media habits than her own, which
also confirmed it being the way to go to talk to "spokespersons" instead of directly
to the user group. The difficulty in collecting participants to the different studies is
another reason for why the cultural probe became digital instead of physical. We
were very pleased with the high number of 14 participants in such an extensive
method. However, we think the tasks could have been taken more seriously and
the answers more dynamic if the tasks had been physical instead of digital. This is
likely due to the idea that if you have a mediating object, or have promised to fulfill
a tangible task, you are more compelled to complete it.

5.3.3 Analysis

An overall approach has been to use Affinity diagrams to analyze interviews and
surveys. This method was partly also used when analyzing the cultural probes,
even though they aimed at more giving an "overall", collected image of the user
group. Mainly, the Fishbone diagram was very useful when analyzing the cultural
probes, hence the Fishbone diagram gave us the opportunity to group the problems
hierarchically. Furthermore, with this diagram as a basis, the Theory of Change
framework became a natural next step to understand what shifts needed to be
done, based on the identified problems and furthermore choose what concepts to
work with and finalize the concepts. Another vital outcome of the analysis was
the six personas. These were thoughtfully constructed, based on all gathered data.
However, in order to follow the method completely as described by Nielsen [19], they
would have needed to be verified with the user group and further developed together
with the target group of the personas, meaning the communicators.
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5.3.4 Creation of Concepts
When ideating design solutions, a broad approach was considered important, since a
more narrow approach would have risked ideating "in the wrong end". On the other
hand, a narrow ideation would of course have enabled a more finalized concept
and not as conceptual as the one presented in this report. However, the design is
now suitable for further research with an elaborate framework consisting within this
thesis.

5.3.5 Evaluation of Concepts
The evaluation made in this project was admittedly hypothetical, hence the re-
spondents needed to imagine very conceptual ideas. Even so, the evaluated designs
were not futuristic or strange and clearly described. Furthermore, the evaluation
only gathered eight participants, but these eight participants answered engagingly
and gave well reflected responses. The respondents’ large interest for the project
and their ability to visualize the issues and solutions described in their professional
context validated the associated project aim and its results.

5.4 Future Research
The following section will discuss and explain recommended future research recom-
mendations.

This master thesis has applied a broad approach in order to understand the Swedish
crisis communication system and its problem in the explored context and for the
given user groups. There were no expectations or requirements on how a design
solution should appear (physical/digital product, service etc). This approach has
enabled a conceptual solution, aiming at changing the given system, rather than
developing a new product or digital service for the users to incorporate into their
lives, hence the solution will not require a change in user behavior with the target
group, but with the communicators and policy makers. However, being a concep-
tual design, there are many unaddressed issues that remain. First and foremost,
it must be investigated how feasible it is to involve this many physical people who
depend on each other. It is a matter of both resources and interest amongst future
facilitators and communicators. The initial surveys and data received from the Resi-
dential Guides, however, showed promising viability. With the communicators’ very
positive response in mind, we believe that there is an interest and need. However,
as some communicators mentioned in the evaluation survey, smaller municipalities
might not have the resources to apply this suggested process. Nevertheless, depend-
ing on the final structure of the process, they, as smaller municipalities, may not
need such a large representation of their own facilitators and can instead rely on
data from larger regions. Who the facilitators should be is also a topic for future
research. Perhaps it would be possible to involve individuals from the private sector
as facilitators, since they might have a strong position and influence within the area.
This being said, we suggest that a starting point for future research is to involve the
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Residential Guides in Gothenburg, to learn from their experiences. We also suggest
that in order to further develop the data collection service and what to include in it,
the identified needs and requirements should be reviewed and used as a framework.

In future research, it could also be interesting to explore how the private sector’s
crisis management can inspire the crisis management in the public sector. We have
come to the conclusion that private organizations are more protective of their brand
and care for their customers trust, due to strong economical incentives. Through
this report we also found that intercultural communication seem to contrast opti-
mal crisis communication - could there be a combined model that gathers an holistic
view of the stakeholders? Could perhaps organizations’ trust building activities be
applied in Swedish authority crisis management and could their combined forces
create a stronger and more flexible crisis response?

Finally, what is the likely landscape of future crisis communication? We believe
that the future will remain digital, but will need physical pillars of contact to effec-
tively convey information in all types of crises. As the population and its needs are
constantly and rapidly changing the current hierarchical model is slow to adjust and
remains flawed in which citizens it reaches. Due to the digital landscape in which
we live, the need for two-way, bottom-up communication will grow. From what we
now know, the process presented in this master thesis is more inclusive and can
likely include larger parts of Swedish society than the current strategy. It is based
on urban and suburban data, but can likely be applicable to most Swedish regions
in this conceptual stage. In the end, our hope is that those whose needs are not
fulfilled will have equal availability of information.
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Through this study, the Swedish crisis communication system in multi-cultural sub-
urbs with lower socio-economic status, also called Vulnerable areas, has been in-
vestigated. Additionally, the possibilities of a design proposal that enhances the
target group’s - individuals with a foreign cultural background living in these areas
- level of trust for the instances communicating the information and a more efficient
communication has been explored. Following conclusions were made:

• Communicators often lack knowledge about, and insights into, the social and
cultural contexts the target group belong to.

• The target group often have a lower level of trust for Swedish authorities in
general.

• The target group’s sometimes low level of Swedish language proficiency or self-
confidence in their Swedish language proficiency, leads to an uncertainty when
reading written authority information.

• A knowledge transfer process was developed and it was concluded that this
process could be part of a solution for the following reasons:
– By giving the communicators the tools to understand the needs of the

target group in order to reach it, this process will contribute to a more
inclusive crisis communication system.

– The target group’s level of trust for the instances could be increased if the
instances reach the target group in a user group adapted way, initially
through people in the social and cultural context they belong to.

– With two-way communication in a variety of languages and with an in-
creased understanding for the target group, the target group’s crisis com-
munication needs are more likely to be met.

• Eventual future research may entail further development of the presented vari-
ations on the process, with the goal of more effective, trustful and user adapted
crisis information
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