
OCAD University Open Research Repository 

Faculty of Design

2020 

Preparing for the Pluriverse: 
Encouraging a critical self-reflective 
practice to build cultural humility into 
service design
Prakash, Shivani and Heier, Oda 

Suggested citation: 

Prakash, Shivani and Heier, Oda (2020) Preparing for the Pluriverse: Encouraging a 
critical self-reflective practice to build cultural humility into service design. In: 
Proceedings of Relating Systems Thinking and Design (RSD9) 2020 Symposium., 9-17 Oct 
2020, Ahmedabad, India. Available at http://openresearch.ocadu.ca/id/eprint/3677/

Open Research is a publicly accessible, curated repository for the preservation and dissemination of 
scholarly and creative output of the OCAD University community. Material in Open Research is open 
access and made available via the consent of the author and/or rights holder on a non-exclusive basis. 

The OCAD University Library is committed to accessibility as outlined in the Ontario Human Rights Code
and the Accessibility for Ontarians with Disabilities Act (AODA) and is working to improve accessibility of
the Open Research Repository collection. If you require an accessible version of a repository item contact us 
at repository@ocadu.ca.

mailto:repository@ocadu.ca
































Masters project by,  
Oda Heier & Shivani Prakash

Main supervisor, 
Josina Vink

External supervisor, 
Henry Mainsah

The Oslo School of 
Architecture & Design

Preparing  for  
the  pluriverse



changes in 
multicultural  
makeup



multicultural  
makeup

Jewish youth, 1949
Photo: Wilhelm Råger

Kven women, 1890 - 1910
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Rom family, 1955
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Sami children
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https://no.wikipedia.org/wiki/Innvandrere_i_Norge
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“The government has 
failed the minorities in 
the corona crisis”

Loveleen Brenna,  
Founder of Seema (Senter for 
mangfogdsledelse / Center of 
diversity leadership)

Socio-cultural 
climate
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Illustration: Xueting Yang

https://morgenbladet.no/profil/xueting-yang


“When one of four kids in Child 
Protective Services has a minority 
background, there is a need for 
cultural competence in order to 
avoid faulty generalizations and 
prejudices.” 
Maryam Sugaipova,  
Researcher & Advisor (Norwegian Institute of International 
Affairs)Illustration: Xueting Yang

https://morgenbladet.no/profil/xueting-yang
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“I’m not saying that 
designers “haphazardly 
neglect” to work more 
inclusively, but surely this is 
a situation all of us could 
easily find ourselves in.”  

— Designer 10  

Key observations

1. Not integrated 
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Is this important? 
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uneasiness in the 
stomach
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“I’m not saying that 
designers “haphazardly 
neglect” to work more 
inclusively, but surely this is 
a situation all of us could 
easily find ourselves in.”  

— Designer 10  

2. Start with 
yourself

Key observations

1. Not integrated 
into practice

3. A taboo 
conversation
“It’s painful to raise this 
topic since people become 
defensive. It’s painful that 
they are not curious or 
willing to receive the other 
perspective”  

— Designer 7  

“[To understand the 
cultural other] we need to 
start with ourselves and 
understand where we are 
positioned in the world”  

— Designer 12 

Is this important? 
!at feeling of 

uneasiness in the 
stomach



How might we pop the taboo bubble 
and create a space to build cultural 
humility into service design practices?
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“Designers are a well 
intentioned lot, no one 
designs to exclude” 
 
 — Designer 5



2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Relevant 
case2. Crossing 

three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Relevant 
case2. Crossing 

three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation

Tighter 
framework



Power 
structures 
& lenses

Stories

Self-reflective 
practices

2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Power 
structures 
& lenses

Stories

Self-reflective 
practices

2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Power 
structures 
& lenses

Stories

Self-reflective 
practices

2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Power 
structures 
& lenses

Stories

Self-reflective 
practices

2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation

“I guess I could force 
myself to look for some 
cultural hooks” 
 
 — Designer 9



2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation

“I guess I could force 
myself to look for some 
cultural hooks” 
 
 — Designer 9



2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Even more 
pointed case

2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Enable critical 
self-reflectionEven more 

pointed case
2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Opinion piece 
on Barnevernet

2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation



Opinion piece 
on Barnevernet

2. Crossing 
three worlds

1. Unpacking 
an incident

3. Project 
Kaleidoscope

Crafting  a  
conversation

Cultural 
humility



KALEIDO
SCOPE

project







confidentiality

respect

non-judgementalism











KALEIDO
SCOPE

project





Project  
kaleidoscope



Project  
kaleidoscope



Project  
kaleidoscope

Instructions



Project  
kaleidoscope

Service guidelines

Communication



Project  
kaleidoscope

Service guidelines

Communication



Project  
kaleidoscope



Project  
kaleidoscope

Designers  are  
never  neutral

provocation carddig deeper
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Discover your lens

Have you ever thought 
about how your identity 
& background influence 
the way you view the 
world?
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Unpack your biases

Have you ever caught 
yourself being biased 
in a situation? 



Unpack your biases

“It hurts to find out these 
things about myself. But 
it’s important to know in 
order to do something 
about it”  
— Design student
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How might you 
appropriately address 
the user’s fear of being 
misinterpreted during 
the interview? 





People might feel 
misunderstood when you 
don’t hear them out.



I agree, but how shall start that 
conversation? I would be 
nervous about how to phrase 
questions and not come across 
as offensive.



I agree, and this interview 
guide seems to be leading the 
conversation to be negative. 
Shall we let the user share 
their stories, and then pick 
points to zoom in?



Sounds like an idea, but how 
can we know which points to 
zoom in on when we don't 
understand the context? 
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“Designers are a well 
intentioned lot, no one 
designs to exclude” 
 
 — Designer 5

“I guess I could force 
myself to look for 
some cultural hooks” 
 
 — Designer 9

“I feel some resistance 
towards it. It exposes 
how I should be thinking 
at all times” 
 
 — Designer 18

Summary
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“Not everything that is 
faced can be changed, 
but nothing can be 
changed until it is faced.”  

— James Baldwin

Wrap up



Thank you!
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