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1  INTRODUCTION 


In  a  world  where  we  have  been  saturated  with  undifferentiated  goods,  the 
 greatest  opportunity  to  create  value  and  to  ensure  customer  affections  is 
 experiences (Pine & Gilmore 2011; ix, 3). Customer experience has become more 
 complex and multilateral: customers are interacting with organizations through 
 countless touch points in different channels and medias. Moreover, services are 
 now  regarded  as  a  business  perspective  rather  than  a  offered  good  (Vargo  & 


Lusch  2004;  Edvardsson,  Gustafsson  &  Roos  2005).  In  fact,  creating  strong 
 customer experience has become the leading management objective (Lemon & 


Verhoef  2016,  69).  Therefore  excelling  in  customer  experience  and 
 understanding the customer’s journey has become vital for organizations.  


To embrace all this complexity, different design approaches have emerged 
 to  provide  competitive  advantage  to  all  organizational  functions  (Dunne  & 


Martin 2006, 512). Design methodology and tools are used to develop individu-
 al  services  or  to  mold  whole  organizational  strategies  (Dorst  2004,  72).  Many 
 organizations believe that designing solutions from a human-centered point of 
 view transform them for the better.  


Methods and approaches such as service design have lately gained popu-
 larity across different fields and industries. Service design is a strategic and ho-
 listic approach to improve a customer’s experience (Polaine, Løvlie, and Reason 
 2013). Lately,  even  communication  practitioners  have  embraced  design  meth-
 odology  in  communication  practice  to  improve  effectiveness  and  efficiency  of 
 communication efforts (Piskonen 2018). Though arguments have been raised to 
 determine this design thinking to be just a fad, yet more and more design men-
 tality is foisted from practice to practice (Johansson & Woodilla 2016). Therefore 
 studying  the  phenomenon  from  a  communicational  perspective  is  very  fertile 
 and topical. 


Grounded  in  the  theory  of  communicative  constitution  of  organization 
approach, this thesis presents a framework for defining design practice as a se-
ries  of  communicative  events.  In  these  events  specific  matters  of  concern  are 
voiced and given agency through communication, defining value for the organ-
ization. To explore how communication constitutes design, this thesis positions 
its  approach  with  regard  to  the  works  of  Kimbell  (2011,  2012)  on  design-as-
practice. 



(6)The argument that design thinking or the practice of design is a communi-
 cative  achievement  has  not  yet  been  studied  to  the  best  of  the  authors 
 knowledge. However, generally in the design literature, the role of the practi-
 tioners has been overemphasized, reducing the role of communication to mere-
 ly a resource (e.g. Chiu 2002, Aakhus & Harrisson 2015). To fill the gap in re-
 search the purpose of this study is to examine in which ways communication is 
 involved  in  a  design  process.  The  study  also  aims  to  broaden  the  view  of  the 
 role of communication in these practices. 


Thus the research problem of this thesis is to ascertain what kind of role 
 communication plays in the practice of design. Based on the research problem 
 and the purpose of the research, the main research question (MRQ) in this thesis 
 is: How  does  communication  constitute  design  process?  To  answer  this  question 
 comprehensively, the main research question is divided into the following sub 
 research questions (SRQ):  


SRQ1: How matters of concern present themselves in a design process? 


SRQ2: What communicative events constitute a design process? 


SRQ3: What kind of agency occurs  in a design process? 


This thesis is potentially the first attempt to put together two bodies of litera-
 ture:  communicative  constitution  of  organizations  (CCO)  and  design-as-
 practice.  To  achieve  this,  several  design  workshops  were  observed  where  an 
 emerging organization designed their services and customer journeys.  


Following the works of Cooren, Bencherki, Chaput and Vasquez (2015) on 
 communication in strategy making, this thesis understands organizing through 
 the constitutive force of communication. Hence, this thesis follows these three 
 key premises: (1) communication is the foundation of the analysis, (2) relational 
 view on communication recognizes the nature of practice in design, and (3) dif-
 ferent forms of agency constitute design process. Based on the CCO approach, 
 this thesis formed a framework for understanding how design happens through 
 communication, and how matters of concern are substantial for the design pro-
 cess. 


This  study  seeks  to  answer  the  set  research  questions  using  qualitative 
 methods, more specifically, ethnographic case study and observations as prima-
 ry data collection method. 


The  study  was  carried  out  by  following  service  design  workshops  in  a 
 newfound  organization.  The  purpose  of  the  workshops  was  to  organize  the 
 purpose  of  their  service  and  the  organizations  ability  to  provide  this  service. 


The main idea of their business was to initiate and develop a cloud-based ser-
vice,  where  those  who  need  different  IT  services  and  those  offering  them  can 
meet and do business easily. The Amazon of IT labor, if you will. At the time of 
data gathering, it employed a handful people in business development, market-
ing  and  communications  fulltime.  Today,  the  organization  has  launched  its 



(7)business and has a network of more than 1600 IT experts and acclaimed client 
 base. 


1.1  Philosophical approach  


There are no absolute truths in this thesis. On the contrary, the thesis aims to 
 portray different views of the phenomenon through matters of concern which 
 the people observed in this study invoke. 


Communication, in this thesis, is seen as the primary way of explaining 
 social realities. This thesis supports relational epistemology, understanding that 
 individuals’ relation with one another and with all that exists to be forming the 
 process of developing an understanding of the world. Communication mediates 
 the  observability  of  the  material  reality  and  acknowledges  the  social  world  in 
 which  it  is  co-constructed  (Schoeneborn,  Blaschke,  Cooren,  McPhee,  Seidll  & 


Taylor 2014; 303).  


The ontological question in this thesis relates to the organizing property of 
 communication. Ontology is discussed when explaining what are the axioms of 
 reality  and  presenting  questions  relating  to  the  nature  of  realities  (Hirsjärvi, 
 Remes & Sajavaara 2009, 130). Following the Montreal School of thought, any 
 form of communication is understood in this thesis as a form of implicit organ-
 izing (Schoeneborn & Vasquez 2017, 11), thus proposing it as a starting point of 
 the  research.  Moreover,  in  this  thesis,  the  ontological  point  of  view  engages 
 with the idea that social realities, not limited to human or non-human interac-
 tion, are part of the world’s complexities (Connor & Marshall 2016, 4). In order 
 to  understand  how  communication  constitutes  design  process,  this  thesis  en-
 gages with relational ontology. 


This thesis follows relativism research philosophy and is thus grounded in 
 thinking that there are various different ways of seeing and understanding the 
 world.  There  are  different  truths,  that  the  observers  interpret  from  their  own 
 particular  point  of    views.  (Letherby,  Scott,  &  Williams  2013,  14.)  Choices  re-
 garding the methodological approaches in this thesis obey these scientific orien-
 tations.  


The axiom of communication is somewhat ambivalent. It is understood 
to have constitutive force, yet its overall role has not been studied in the context 
of design in previous research. This study aims to fill this gap in the existing re-
search. Also, the main purpose of this thesis is to provide an understanding to 
the  phenomena  of  design  practices  from  a  communicational  perspective,  not 
trying to test any theories.  
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2  COMMUNICATIVE CONSTITUTION OF   ORGANIZATIONS 


This chapter examines the theoretical background of this thesis and introduces 
 the conceptual framework and an overview of the theoretical approaches. The 
 most important aspects to lay out the foundation of this thesis are the Montreal 
 School approach to communication and how it deals with the concept of agency. 


2.1  CCO Theories 


The constitutive role (as in form, compose, establish (Merriam Webster, n.d.)) of 
 communication  in  the  production  of  organizations  has  been  a  major  topic  in 
 scholarly  studies  for  decades  (Brummans,  Cooren,  Robichaud  &  Taylor  2014, 
 173).  Drawing  from  organization  theories  (Weick  1969)  and  social  theories 
 (Giddens  1979),  the  organizational  communication  scholars  shifted  their  focus 
 from  how  communication  flows  in  an  organization  towards  the  organizing 
 properties of communication (Bisel 2010, 125; Cheney 2000, 25).  


This  field  of  study,  communicative  constitution  of  organizations  (later 
 CCO), has gained lot of traction in organizational communication studies. It sets 
 to explain that communication is the establishing and maintaining force behind 
 organizations  and  that  organizations  are  a  ”communicative phenomena”  (Schoe-
 neborn, McPhee & Cooren 2014, 286). The epistemology underlying the field of 
 study  is  the  assumption  that  reality  is  communicatively  constituted  (286,  288-
 289).  


There are three schools of thought that share this notion and have become 
the main representatives of the CCO thinking; Montreal school of organization-
al  communication  (see  e.g.  Cooren  2010,  Taylor  &  Van  Every  2000),  the  Four-
Flows  Model  (see  McPhee  &  Zaug  2000)  and  Luhmann’s  theory  of  social  sys-
tems (see Luhmann 2000). Though these three schools have a common ground 
how  they  theorize  and  analyze  organizations  they  still  have  fundamental  dif-
ferences  as  they  ground  their  work  on  essentially  different  sources  such  as 



(9)structuration theory, narrative and speech act theory and actor-network theory 
 (Brummans et al. 2014, 187). 


All schools base their thinking on the idea that communication is the con-
 stitutional way to explain social reality (Craig 1999, 124-126). Schoeneborn et al. 


(2014, 303) state that ”organizations and their members rely on communication to ar-
 rive at a mutually acceptable account of social reality and deal with its respective uncer-
 tainty.” Similarly, all three schools are unanimous with the idea that the scope 
 of communication does not limit to the transmission of communication (e.g. Ax-
 ley 1984) but that it is dynamic, uncertain and interactive (Schoeneborn, Cooren, 
 Kuhn, Cornelissen & Clark 2011, 1150).  


Where  the  three  schools  have  most  common  views  is  the  assumption  of 
 the connection between communication and the organization: organization es-
 tablishes and maintains itself as a network of communication – there is no or-
 ganization prior to communication (Schoeneborn et al. 2014, 305). Also, all three 
 schools acknowledge (in their own ways) non-human actors on the communica-
 tion process and none centers themselves on the agency of human individuals 
 (Schoeneborn et al. 2014, 308).  


However, the scholars disagree on the role of human and non-human ac-
 tors,  and  each  school  has  slightly  different  notions  on  communication  and  its 
 relation to organizations (Schoeneborn et al. 2014, 303–305).  


CCO theories have been criticized for giving too much emphasis on com-
 munication  while  neglecting  other  constituting  elements  such  as  finances  or 
 contracts (Sillince 2010, 136-137) and missing material, discursive and relational 
 power within the political context organizations operate (Reed 2010, 154). Also, 
 Bisel (2015, 129) argues that though communication is necessary for constituting 
 an organization, it is such a complex phenomenon that reducing its explanation 
 to a single domain is not justifiable.  


Nevertheless, CCO is recognized as well established and diverse approach 
 to study various matters through communicational lens.  


In this study a CCO approach is taken to unravel the series of communicative 
 episodes  in  a  service  design  process.  More  specifically,  this  study  follows  the 
 Montreal School approach to broaden the conception of what is created in de-
 sign process through talk and text. Therefore, The Montreal School approach to 
 communicative constitution of organizations is discussed in detail below. 


2.2 Montreal School of Organizational Communication 


The Montreal School’s approach draws from philosophical traditions, focusing 
 on  the  narratives  of  text,  speech  and  conversation  to  understand  and  analyze 
 organization.  


In general, Montreal School perceives communication as an action. Organ-
ization,  in  turn,  is  a  discursive  phenomenon,  formed  by  the  transactional  di-
mension  of  communication  (Schoeneborn  et  al.  2014,  289-292).  Organization 



(10)and  communication  emerge  from  the  dialect  between  text  and  conversation 
 (Taylor & Van Every 2000, 37) 


Text refers to the ”string of language that materializes the human sensemaking” 


(Schoeneborn  &  Vásquez  2017,  312).  This  means  that  any  discursive  resource 
 used to create meaning is considered text, not merely a written format. For in-
 stance, text implies the content of the conversation, a document, a form of ex-
 pression or any artifact. Texts allow all these forms of organization to be identi-
 fied and constituted and all these formats need to be textualized in order to be 
 understood (Cooren & Martine 2016, 311; Schoeneborn & Vásquez 2017, 6). 


Conversation,  in  turn,  refers  to  interactions  or  transactions  in  which  texts 
 are created (Schoeneborn & Vásquez 2017, 312).  


All these communicative products form the abstract representation of col-
 lective identity and intention (Cooren et al. 2011, 1155). Texts, as a symbolic and 
 materialized dimension allow organizations to organize conversations in many 
 places and at many times. Taylor and Van Every refer this as the surface of the 
 organization.  In  turn, conversations are  the  site  of  the  organizations  –  a  place 
 where the organizing actually happens. (Taylor & Van Every 2000; 31,34.) Thus, 
 organization emerges in generation and regeneration of conversational context 
 of texts – in other words, the organization is a property of communication (Tay-
 lor & Van Every 2000, 37).  


Organizations  operate  in  the  textual  world  with  narrative  features.  The 
 conversational world allows the textual world to reproduce, evolve and trans-
 form. (Schoeneborn & Vásquez 2016, 6.) Taylor and Van Emery see organization 
 emerging through communication in two ways: as described in texts and as re-
 alized through conversations. First, a process of sense making occurs to build a 
 framework for understanding organizational situations to construct spoken or 
 written intervention. This empowers a verbalized exchange in which organiza-
 tional actors can speak on behalf of the organization and lay a basis for actions. 


(Schoeneborn & Vásquez 2016, 6; Taylor & Van Every 2000, 37, 58).     


Montreal  School  also  acknowledges  organizations  to  act  on  human  and 
 nonhuman  contributors.  Cooren  (2010,  16-25)  gives  attention  to  plenum  of 
 agencies, implying that agents and actions does not limit to human beings’ do-
 ings,  thus  recognizing  nonhuman’s  contribution  (artifacts  such  as  logos,  tech-
 nologies and texts) in communicatively constituting an organization. Furthering 
 this idea of CCO scholarship, Cooren (2010, 135-140) developed the concept of 
 ventriloquism to suggest that agents, in various different forms, are always in-
 volved in the level of interaction. In other words, organizational agents appeal 
 to ideologies, rules, policies and values in all of their activities, making the or-
 ganizational  agents  to  speak  and  act  in  certain  way  (Schoeneborn  &  Vásquez 
 2016, 7).  


Communication, therefore, accomplishes resolving situations interactively. 


In this manner, communication is seen as an action. It is not only constitutive of 
 organizations but also cultures, identities, facts et cetera providing meaning in 
 conversations when speaking in their name (Schoeneborn & Vásquez 2016, 7).  


Bisel (2015, 127-128) criticizes the Montreal School approach’s conception 
of text and conversation to be presumptuous for seeing that presence of gram-
matical structure could provide sufficient condition to organizing. In his view, 



(11)mere communicative activities are not enough to constitute an organization and 
 that communication practices are given too much emphasis describing them. 


To sum up, there are three key perspectives to understand the paradoxical way 
 of imagining organization. 


Regarding the ontological question of organization, Montreal School sees 
 all communication,  in  any  form,  to  have  organizing  property  (Schoeneborn  & 


Vásquez 2016, 11). This means that even a simple interaction between two peo-
 ple is a form of organizing. Simply, ”an organization is embodied or incarnated, or 
 materialized, in anything or anyone that can be recognized as representing it, that is, 
 making it present” (Schoeneborn et al. 2014, 293).  


As  it  comes  to  how  communication  composes  organization  from  one  in-
 teraction upwards, Montreal School sees organization emerging from combina-
 tion of human and non-human agencies (Schoeneborn et al. 2014, 295). The im-
 portance of non-human agents is underlined for they give organization staying 
 capacity  (Schoeneborn  2008,  78;  Taylor  &  Van  Every  2000;  22)  –  the  ability  to 
 contain information over time and space. The question of agency is important in 
 this thesis. It will be discussed more in detail next. 


2.3  Agency and CCO approach 


The question of agency is central in the CCO approach. Between different disci-
 plines the definition and the role of agency is understood differently and that is 
 why  the  meaning  of  it  should  be  clarified  before  discussing  the  contextual 
 framework of this thesis. Looking at the dictionary definition for agency (“the 
 capacity, condition, or state of acting or of exerting power”  Merriam-Webster  n.d.), 
 the relational nature of people’s ability that is given to human and non-human 
 actors  through  communication  is  central.  Hence,  with  regards  to  the  views  of 
 Montreal  School,  this  thesis  sees  agency  to  form  in  interaction,  with  and 
 through  someone  or  something,  making  a  difference  (Brummans  2015,  460; 


Cooren 2006, 82).  


Following the premises laid out in the previous chapter, this thesis recog-
 nizes that the agency of human actors is decentered in an organization (Cooren 
 et  al.  2011,  1152).  Montreal  School  associates  agency  with  the  combination  of 
 human and non-human actors in daily communication, realizing that these non-
 human  agents  make  difference  in  how  actions  are  mobilized  in  interactions 
 (Schoeneborn & Vásquez 2016, 12). Both, human and non-human agencies, act 
 and communicate on behalf of the organization, and embody and materialize it 
 (Schoeneborn et al. 2014, 298). 


Agency and action are usually discussed together as attributing agency to 
someone or something will consequently produce actions for organizations to 
exist (Brummans 2006, 197). There are many different things that invite them-
selves  into  this  process  through  conversations  that  need  to  be  acknowledged 
observing and analyzing interactions. While this is not a simple task it can be 



(12)scrutinized  simply  to  understanding  and  translating  what  is  said  into  accom-
 plished actions, and identifying from the interaction what leads to doing these 
 things (Cooren 2010, 4–5). 


Another important component of agency for Montreal school is the collec-
 tive representations of it. More specifically, agency is understood as actions of 
 making something or someone present (Cooren 2006, 83). Organizations (or any 
 other type of collective entity for that matter) are, following this line of thought, 
 formed  of  different  types  of  agency  that  take  part  in  its  activities  of  existence 
 (Cooren 2015b, 477). Different agents, whether they are humans, documents or 
 company premises, embody the “being” of the organization. Thus, organization 
 is  understood  and  identified  through  all  these  different  entities  that  act  and 
 speak on behalf of it (Cooren 2006, 83). Communication (and all other forms of 
 actions)  are  therefore  shared  between  different  forms  of  agencies  (Martine, 
 Cooren & Zackland 2015, 6). 


Considering  the  previous  reflections,  this  definition  of  agency  helps  un-
 derstanding its organizing property. What makes organized forms so peculiar is 
 the process how agencies are created to form an organization (Cooren 2006, 84). 


That is why framing these organizing processes is particularly important to un-
 derstand  what  is  happening  in  collective  entities  (Brummans  2015,  460).  Posi-
 tioning the analysis needs to take into account what different entities are doing 
 in  a  given  situation  and  what  difference  they  are  making    (Cooren  2006,  82). 


More  specifically,  following  the  Montreal  school  approach  to  CCO,  how  the 
 agents are acting through talk and text and mobilizing the process of organiz-
 ing.  


Brummans  (2006,  207)  points  out  that  conceptualizing,  attributing,  and 
 appropriating agency requires a social valuation process. Regarding this, there 
 is a fundamental question of ethics for the author when studying and analyzing 
 agency. It is a constant process of trying to valuate and formulate all different 
 forms  of  agency  of  a  given  situation  and  illustrate  them  for  the  reader  which 
 requires  perpetual  reflection  of  author’s  own  role.  Moreover,  understanding 
 world  as  plenum  of  agencies  (Cooren  2006)  means  that  the  analysis  needs  to 
 recognize and give attribute to all the entities that give reason for making a dif-
 ference – in one way or another. Therefore, studying collective activities – say, 
 design process – through communicational lens allows interpreting the complex 
 nature  of  any  act  of  communicative  expressed  in  interaction  (Cooren,  Matte, 
 Benoit-Barn & Brummans 2013, 263). 


From a communicational point of view, this thesis focuses on design practice. 


More than answering what the practice of design is and does, this thesis aims to 
examine the constitutive role of communication in a design process. Taking on 
the Montreal School approach, this thesis broadens this questioning from idea 
of mere conveyer of information to constitutive sites of conversations and texts 
by arguing that various different objects and artifacts also communicate them-
selves and are therefore also constitutive elements.     



(13)
3  DESIGNERLY WAYS OF THINKING 


This  chapter  introduces  the  broader  concept  of  design  in  this  thesis’  context. 


Moreover,  the  way  design  thinking,  service  design  and  design  as  practice  are 
 understood in different domains is discussed, as they are vital for positioning 
 this study. 


3.1  Design thinking 


Though the public discussion on design thinking peaked in the late 2000s, de-
 sign  thinking  has  been  a  part  of  academic  discussion  for  almost  four  decades 
 now (Johansson & Woodilla 2011, 68). Design researchers acknowledge two dif-
 ferent discourses in design: one in the design community and one in the busi-
 ness community, the latter being seen as the cause of the hype phenomenon es-
 pecially in business literature (Johansson & Woodilla 2011, 69). 


The  changes  in  the  discourse  can  be  seen  in  the  academic  literature. Re-
 search spanning from the 60s to early 2000s focused more on designers’ think-
 ing  process  and  how  they  practice  design  (Boland  &  Collopy,  2004;  Dunne  & 


Martin,  2006).  After  being  introduced  to  the  business  and  management  realm 
 by design firm IDEO (Kelley 2001) the focus shifted to design skills and tools 
 and  how  they  could  be  applied  in  organizations  by  non-designers.  Hassi  and 
 Laakso (2011, 52) note that the business literature treats design thinking differ-
 ently compared to the design discourse, and often offers it as an answer to all 
 problems in business.  


There  is  no  consensus  among  the  design  researchers  and  academics  whether 
design thinking is an applicable concept for others outside the design realm and 
whether  it  has  been  treated  properly.  On  the  other  hand,  design  practitioners 
have been publishing success stories describing design thinking as a powerful 
and effective approach to gain competitive advantage (e.g. Brown 2009), where-



(14)as some doubt the validity and uniqueness of the concept or question the way it 
 is touted as a one-size-fits-all solution (Normann 2010; 99U 2018). 


Moreover,  there  is  no  consensus  on  what  design  thinking  means.  As 
 Heskett  (2002,  5)  points  out,  the  problem  of  the  word  “design”  itself,  having 
 multiple  levels  of  meaning,  adds  confusion  and  complicates  the  discussion  of 
 the issue. The same issue can be seen with the term design thinking – it is not 
 clear enough to tell what it is precisely. Also, both terms (design and thinking) 
 can be used as a verb or as a noun which makes interpretation difficult at the 
 lack of acknowledged way of using them.  


The  way  different  discourses  determine  how  design  is  discussed  and 
 thought of adds to the complexity. The business discourse regards design think-
 ing more as a methodology for creating ideas and innovations. Kimbell (2009, 5-
 6)  summarizes  design  thinking  literature  from  business  discourses  point  of 
 view as an analytical problem-solving activity that can be applied to nearly any-
 thing.  On  the  contrary,  Dorst  (2006,  135)  sees  that  framing  design  thinking  as 
 problem-solving activity relies on rationalistic understanding of a problem and 
 how that problem should be solved when in fact it should be regarded as a sub-
 jective  understanding  of  a  given  situation.  However,  definitions  of  design 
 thinking often revolve around the “descriptions of the ways designers do things” 


as Kimbell (2012, 130) writes.  


Within the scholarly literature Simon’s (1969, 111) definition of design as 


“the  transformation  of  existing  conditions  into  preferred  ones”  is  widely  ac-
 cepted. This positions design as a process or a practice to understand a given 
 situation and define course of actions. In the context of this study, design prac-
 tice serves a purpose in the business context, in which design thinking begins 
 with  the  people,  centering  on  business  transformation,  aiding  to  solve  the 


“wicked” business problems around the people it serves (Cooper, Junginger & 


Lockwood 2009, 49).  


This outside-in perspective of design thinking in business discourse can be 
 related to Simon’s definition, meaning that design methods and processes can 
 be applied to business context by anyone. Respectively, Brown (2009, 4) high-
 lights how adapting a designerly mindset opens new possibilities in the busi-
 ness realm, as he describes design thinking in the following way:  


“Design  thinking  takes  the  next  step,  which  is  to  put  these  tools  into  the 
 hands of people who may have never thought of themselves as designers 
 and apply them to a vastly greater range of problems. 


Design  thinking  taps  into  capacities  we  all  have  but  that  are  over-
 looked by more conventional problem-solving practices. It is not only hu-
 man-centered; it is deeply human in and of itself. Design thinking relies on 
 our ability to be intuitive, to recognize patterns, to construct ideas that have 
 emotional meaning as well as functionality, to express ourselves in media 
 other than words or symbols.” 


Here,  Brown  indeed  broadens  the  definition  of  a  designer.  The  fundamental 
idea that one does not need to be educated designer to practice design thinking 
widened  the  perspective  for  the  business  world.  Ever  since  the  topic  has 
boomed  in  contemporary  articles  and  management  books  (e.g.  Liedtka  2018, 



(15)Nussbaum 2004 & Gladwell 2001), masters’ programs are offered in universities 
 (Ornamo, n.d.), workshops are organized to fit various professions (Design Fo-
 rum Finland, n.d.), cities make multi-million investments in design (Kukkonen 
 2018) and lately it has created buzz in broader context, inter alia, within com-
 munication practice (Piskonen 2018). 


Literature  identifies  multiple  reasons  why  design  thinking  was  eagerly 
 adapted in business context. Johansson and Woodilla (2009, 66) point out that 
 mixed with management practice (i.e. business practice) design enables growth-
 intended  strategic  work,  organizational  change  and  innovation.  Perhaps  the 
 biggest management objective at the moment is creating strong customer expe-
 rience; the focus is now in creating value to the stakeholders by understanding 
 their  behavior  (Lemon  &  Verhoef  2016,  69).  Moreover,  the  problems  faced  in 
 society  today  are  becoming  more  complex  and  arduous.  Dorst  (2004,  72)  de-
 scribes these problems as ill-structured, which can be treated with creative solu-
 tions. A ”designer mindset” is thought to tackle these problems by coping with 
 uncertainty, developing new ideas quickly and defining problem when there is 
 no certain solution (Cross 1982, 224; Dunne & Martin 2006, 513-514). In a sense, 
 design thinking tries to close gap between design and business realms.  


Dunne and Martin go on to say that it is vital for business students to learn 
 design  skills  to  cope  with  real-world  problems.  Collaborative  skills  are  per-
 ceived  as  increasingly  important.  (Dunne  &  Martin  2006,  514.)  Now,  the  pre-
 vailing  way of how organizations work is to put diverse groups of people with 
 different  professional  backgrounds  together  to  solve  these  real-life  problems. 


Besides collaborating with multi-disciplinary teams, the current trend is to co-
 create  with  other  important  stakeholder  groups,  most  often  with  customers 
 (Gustafsson, Kristensson & Witell 2012, 311). 


3.2 Service design 


The design practice has changed over the years but the adaptation to the busi-
 ness context is a fairly new phenomena, mostly due to the peculiarly high inter-
 est of business schools (Kimbell 2011, 287). The transformation of the design in-
 dustry shifted from giving forms to objects to creating strategies, getting recog-
 nition  for  being  a  competitive  asset  (Valtonen  2007,  97-98).  In  consequence, 
 practices such as service design were eagerly adopted in business context (Val-
 tonen 2007, 83-84; Wetter-Edman 2011, 58-59).  


The shift in business realm has changed services to be considered as a per-
 spective on business instead of a category of types of goods (Edvardsson, Gus-
 tafsson & Roos 2005, 118). This view indicates the change how value is seen in 
 scholarly literature. Vargo and Lusch (2008, 3) for example, underline that value 
 is created together by providers and customers through interaction.  


More  than  that,  the  definition  of  service  is  constantly  changing  because 
consumers negotiate the value in everchanging means. The purpose of service 
may  therefore  vary  from  value  perceived  in  use  to  a  lasting  relationship. 



(16)(Edvardsson, Gustafsson & Roos 2005, 118). Along these lines, the meaning of 
 service needs is determined in every situation customer and organization inter-
 act, building the holistic experience. In fact, creating strong customer experience 
 has become the leading management objective across fields (Lemon & Verhoef 
 2016,  69).  Excelling  in  customer  experience  and  understanding  the  customer’s 
 journey has become vital for organizations, which is the main argument for the 
 popularity of service design also in business realm (Rockwell 2010, 221). 


The change in perception of value has evolved the academic and practical 
 attention towards service design. Rather than seeing it as tactical or functional 
 activity, it is now associated with strategic and holistic approaches to business 
 (Polaine,  Løvlie  &  Reason  2013,  18).  Because  there  is  little  empirical  proof  of 
 how service design positions in business processes, it has yet to prevail in re-
 search larger research community (Yu 2017, 26). However, bridging the realms 
 of service design and service dominant logic, Wetter-Edman et al. (2014) stud-
 ied how agents integrate their resources in value co-creation.  


Moreover, service-dominant logic argues that all businesses offer services 
 (Vargo and Lusch 2004, 2). Therefore it can be argued that when using design 
 thinking methods to solve business  challenges,  service design is  practiced, in-
 tentionally or unintentionally.  


Involving  customers,  other  organization  members  and  end-users  in  the 
 design process is central in service design. It follows the principles of codesign 
 (Sanders  &  Stappers  2008,  6)  and  participatory  design  (Holmlid  2009,  111), 
 demonstrating the collaborative nature of the practice. This helps those practic-
 ing design to better understand the value and the nature of the various inter-
 connected relationships between organizations, people and things.   


Service design relates closely to design thinking. It is a strategic, yet prac-
 tical  and  a  creative  application  of  design  tools,  to  understand,  map  and  com-
 municate the customer experience. Simply put, service design is planning and 
 allocating organization’s time and resources into how a service is designed. 


Methods  used  in  service  design  include  are  human-centric:  figuring  out 
 touch  points,  storytelling  and  prototyping  to  develop  or  improve  services 
 (Holmlid & Evenson 2008, 342–344). All interactions between a brand and the 
 end-user are, in this view, regarded as services. More than anything, Schneider 
 and  Stickdorn  (2010,  14;  29)  emphasize  that  service  design  is  an  interdiscipli-
 nary approach, a process, combining tools and methodology from various dis-
 ciplines,  not  an  outcome.  Similarly  to  design  thinking,  service  design  aims  to 
 solve “wicked” problems and cope with complex issues. It helps to understand 
 the underlying problems instead of jumping straight into solutions.  


Wetter-Edelman (2011, 64-69) characterizes service design to be interdisci-
 plinary  and  participatory  process  in  which  practices  of  visualizing  and  proto-
 typing  are  used  in  understanding  value  creation  and  driving  transformation. 


Similarly, Yu and Sangriogi (2018, 52) outline that ethnographic and empathic 
 design practiced in service design helps understanding the customer’s holistic 
 experience, and codesigning broadens the customer involvement beyond tradi-
 tional means of feedback. 


On the other hand, Akama (2009, 10) considers that service design loses its 
power  and  agency  to  intervene  complex  human  realities  when  it  is  removed 



(17)from the grasp of educated design practitioners. Broadening the possibilities to 
 practice these methods outside the disciplinary boundaries, in this view, depre-
 ciates the role of the designers.  


To  avert  any  confusion  or  misunderstanding,  the  difference  between  de-
 sign thinking and service design should be addressed. Design thinking is a de-
 sign discipline, a process to follow when solving problems – a way to describe 
 how  designers  think  and  work  (Dunne  &  Martin  2005,  512;  Kimbell  2009,  6). 


Service design, on the other hand, uses design thinking methodology in plan-
 ning and organizing people, communication and other artifacts of service, and 
 the strategy of it, to provide value for the customers (Holmlid & Evenson 2008, 
 341–342; Moritz 2005, 39). 


Although  the  terminology  may  seem  complex,  studying  these  matters  is 
 not unthinkable. Confusion can be harnessed into a prosperous and adaptable 
 resource as long as there is a framework that can comprehend the complexity of 
 the studied matter, as Heskett (2002, 11) puts it. 


3.3  Design-as-practice 


Analyzing organizational events from practice-based point of view has become 
 widespread in scholarly literature as it offers way to understand organizational 
 and societal practices in action. Practice theories emphasize the relationship be-
 tween the social world and a specific instance of situated actions, arguing that 
 any action one can takes is consequential. (Feldman & Orlikowski 2011, 1240-
 1241). 


Vaara and Whittington (2012, 3) define practices as “accepted ways of do-
 ing things, embodied and materially mediated, that are shared between actors 
 and routinized over time”. This view provides a tangible way for conceptualiz-
 ing more complex phenomena and moves the body of analysis away from high-
 flying terminology and methods. 


Moreover,  Corradi,  Gherardi  and  Verzelloni  (2010,  267)  recommends  to 
 employ practice perspective for allowing the research to shift the focus from in-
 dividual perspective to social and collective view that can be rooted in patterns 
 of  interconnected  activities  (Nicolini  2011,  602).  Positioning  the  research  with 
 practice  perspective  enables  socially  situated  analysis  of  an  organization  and 
 how it is constituted through practices of different actors (Arnaud, Fauré, Men-
 gis & Cooren 2018, 693-694).  


The perspective of practice can be therefore argued to provide prosperous 
 way to study design in its all complexity. One way to look at this is Kimbell’s 
 theory of design-as-practice. 


Before,  the  design  practice  has  been  described  through  approaches,  processes 
and tools (Wetter-Edelman 2011, 28). Kimbell (2011 & 2012) offers another way 
of  conceiving  design  activity  grounding  the  idea  behind  it  to  the  fact  that  in-
creasing number of professionals are mobilizing design in their work. Applying 



(18)practice theories, she introduces the concept of design-as-practice. Kimbell ar-
 gues that other accounts of design thinking hinge on merely describing what is 
 done  rather  than  acknowledging  ”how knowing, doing and saying constitutes and 
 are constituted in relation to other elements of a practice” (Kimbell 2014; 130,134).  


Designing  is  often  defined  as  coping  with  ill-defined  or  ill-structured 
 problems (Simon, 1969; Goel, 1995). The solutions to multifaceted questions are 
 not  simply  lying  among  a  pile  of  data  to  be  found.  This  means  defining,  re-
 defining and changing the problem in the light of a solution for those practicing 
 design.  In  practice,  it  is  making  transactions  between  different  domains  and 
 transforming  human  and  organizational  needs  into  different  artifacts.  (Cross 
 1982, 224). Examples of this can be a strategy paper derived from workshop or a 
 new website planned together with various stakeholder members. 


As this thesis has broader conception of communication, similarly, design 
 practice is seen in a broader context; essentially as making sense of things, start-
 ing from the context and situation of the stakeholders (Krippendorff 2006, xiii). 


Thus, in a design practice any human activity can transform a given situation. 


Reflecting the earlier discussion in this chapter, the practice of design situates as 
 a mix of meaning-creation and problem-solving activity.       


Aptly, design-as-practice conceives design to be in action when a number 
 of people, and their knowing, doing, and saying, are implicated. What is known, 
 said and done in design process constitutes of what is possible for the designers 
 in  hand  to  know,  do  and  say.  Design  practices  are  therefore  recognized  to  be 
 habitual, routinized, conscious and unconscious. (Kimbell 2012, 135). 


This  shifts  the  focus  and  the  research  agenda  away  from  the  comparing 
 individual  and  organizational  competence  to  an  arena  of  discursive  practices 
 which are enacted during designing. (Kimbell 2009, 10; 2012, 135.) Moreover, it 
 recognizes  that  stakeholders,  other  professional  designers,  such  as  managers, 
 employees, customers and end-users, can take part in a design process (Kimbell 
 2012, 134-135).  


This way design-as-practice can be used as an analytical tool to produce 
great resources for understanding design process and how to relate them to or-
ganizational  outcomes  offers  (Kimbell  2009,  10).  Perspective  of  practice  has 
been  used  previously  to  study  for  example  technology  (Orlikowski  2000), 
strategizing (Whittington 2006) and service innovation (Dougherty 2014). Kim-
bell’s reasoning seems rational, and positioning design into the fuzzy realities 
of  project-oozed,  sticky-note-filled,  organizations  offers  a  good  way  to  study 
how  people  engage  in  this  process.  Kimbell  goes  on  (2009,  11)  saying  that  in-
corporating practice theories into design enables analysis of ”iterative combina-
tion  of  minds,  things,  bodies,  structures,  processes  and  agencies,  and  the  configuring 
and reconfiguring of and between them”. In that sense, focusing on communication 
process and its outcomes adds contribution to the design-as-practice literature. 
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4  DESIGN THROUGH A COMMUNICATIONAL LENS 


Key concepts of a CCO approach to design 


Key concept  Definition     Main ideas 
 Communication  The establishment of a 


link, connection or rela-
 tionship through some-
 thing (Cooren 2000, 
 Taylor & Van Every, 
 2005) 


   - Communication is more than a carrier of 
  information  


- Myriad of things (feelings, concerns, princi-
 ples, texts, artifacts etc.) literally and figura-
 tively participate in communication events 
 - Things make a difference in given action or 
 conversation to the extent that they appear to 
 also express themselves in what is happening 
 Design-as-   


practice  What is known, said 
 and done in design pro-
 cess constitutes of what 
 is possible for the de-
 signers in hand to 
 know, do and say (Kim-
 bell, 2009) 


  


- Design is habitual practice in which artifacts 
 are created through minds and bodies of peo-
 ple doing design  


- Design happens in discursive arenas where 
 design activities can be related to organiza-
 tional outcomes    


Matter of concern  Matters that drive par-
 ticipants to defend or 
 evaluate a position, ac-
 count for or disalign 
 with an action, or justify 
 or oppose an objective 
 (Latour, 2004) 


  


   - Issues and things that matter to or interest 
 people 


- These matters are the objects of a specific  
 attachment on the part of those who voice or 
 invoke them 


Table 1: Key concepts and their definitions  


Practice-based  approaches  in  management  and  organizational  studies  have 
been following similar trajectories in recent history (Cooren et al. 2015, 2). Sub-
sequently, this thesis aims to combine the two bodies of literature: communica-
tive  constitution  of  organization  and  design-as-practice  following  previous 



(20)works of Cooren et al. (2015) and Vásquez et al. (2018) on studying communica-
 tion in strategy-making. 


This study situates itself into an emerging organization and its service de-
 sign workshops. Workshops are decisive sites where organization creates it core 
 activities collectively (Nissi & Pälli 2020, 124). In such practice, the participants 
 interpret  and  propose  solutions  for  organizational  issues  through  interaction. 


Cooren et al. (2015; 6, 9) see organizations to consist of processes of interaction: 


they function through all forms of agency that embody it and communicate it 
 into being.  


The  above  definition  underlines  that  organizations  are  social  structures, 
 collectivities  of  people,  who  design  their  activities  to  pursue  certain  purposes 
 and obtain common goals and objectives as McAuley et al. (2007, 13) also note. 


This definition highlights the importance of interaction within the organization 
 and hints about the indispensable component in all of this: communication. 


This thesis goes beyond the aforementioned definition by understanding 
 the  role  of  communication  in  the  way  organizations  are  produced  and  main-
 tained by adopting the communicative constitution of organizations approach. 


In other words, this thesis regards that communication is the key process for the 
 emergence and transformation of organizations not only as sender-receiver re-
 lationship. Seeing communication as a process of co-construction, Shannon and 
 Weaver’s (1949) classic model is regarded plainly too restricted in this thesis. 


Some  scholars  similarly  argue  that  the  traditional  view  of  organizations 
 possess a narrow conception of communication, seeing it mainly a carrier of in-
 formation rather than having constitutive force (Kuhn 2008, 1227). Axley (1984, 
 433),  for  example,  argues  communication  merely  to  revolve  around  under-
 standing symbols and transferring the message.  Instead, deeper understanding 
 of    communication  makes  ground  for  alternative  theories  (Kuhn  2008,  1228). 


Therefore we need to understand and assess the complex, dynamic and interac-
 tive nature of communication to engage it in how organizations are created and 
 designed. 


Previously, in academic literature, communication in design has been seen con-
 veying information and representing design problems (Chiu 2002), or providing 
 access to problem-solving (Stempfle & Badke-Schaub 2002). More recently, de-
 sign thinking has been applied in various communicative studies (e.g. Aakhus 


& Harrisson 2015, Meng-Fen 2019), examining its advantages in communication 
 strategy planning. These views, however, position communication as a resource 
 of design.  


Literature on design-as-practice proposes to understand design in broader 
 context than design thinking, constituting the practice in what is said and done 
 (Kimbell 2012, 135). In this thesis, practices are defined as “accepted ways of do-
 ing things, embodied and materially mediated, that are shared between actors 
 and routinized over time” (Vaara & Whittington 2012, 3). Design is here seen as 
 generic term describing the activities and methods used in researching, compar-
 ing and developing new solutions for organizations.  


Engaging with the idea that design is constituted in daily activities of or-
ganizational actors, a communicative approach is taken. This thesis agrees with 



(21)scholars  such  as  Cooren,  Kuhn,  Cornelissen  and  Clark  that  communication  is 
 central  in  the  process  by  which  organizations  are  composed,  established,  de-
 signed and sustained (2011, 1150). Moreover, this thesis argues that communi-
 cation constitutes design process.  


A lot of talk and text, some of the key analytical elements of this thesis, can be 
 identified  in  design  literature.  There  are  sticky-notes,  presentation,  memos, 
 drawings,  presentations,  customer  journey  maps  etc.  (see  e.g.  Stickdorn  & 


Schneider 2015). As mentioned before, communication is seen in design litera-
 ture as a source and the literature tends to give a lot of subject-centered empha-
 size to the design practitioners.  


So, if we consider communication to be the force forming an organization 
 it then means that the way communication happens in the design process can 
 shape  organizations  differently.  The  argument  that  design  thinking  is  a  com-
 municative achievement has not yet been developed in the scholarly literature 
 but it certainly is worthwhile studying. This possesses a question: how this per-
 spective can be applied to study design and how does the chosen approach con-
 tribute  to  the  way  the  design  and  communication  professionals  regard  these 
 practices?  If  design  is  a  communicative  practice,  a  detailed  study  can  identify 
 what matters or makes difference to the participants of the design process and 
 make them act the way they do.  


Building on this approach, a framework needs to be developed in order to 
 understand how design process is happening through communication. 


4.1 Studying communicative events in design 


Following the premises of CCO theories, and the approach of Montreal School 
 more  specifically,  this  thesis  attempts  to  understand  how  design  practice  is 
 transmitted in communication. To explore how communication constitutes de-
 sign, this thesis positions its approach with regard to design management litera-
 ture,  more  specifically  to  the  works  of  Kimbell  (2011,  2012)  on  design-as-
 practice.  


It has become evident that a great deal of doing design involves a lot of 
 talk and text. Therefore this thesis is studying these events through communica-
 tional lens, linking the two bodies of literature, design-as-practice and commu-
 nicative constitution of organizations.  


Taking a communicative perspective, this thesis aims at unfolding the re-
current  and  persistent  activities  that  stimulate  people  to  act  the  way  they  do 
during a design process. Communication in thesis is defined as the creation of a 
link between two entities (Cooren 2000; 66). This broad definition enables un-
derstanding and identifying multiple different sources of how communication 
is established. The link can be therefore something concrete, such as an artifact 
or something abstract such as the emotions or values (Cooren et al. 2015, 9).    



(22)Cooren (2006, 97) also notes that communication is always a selection of 
 agency. This means that anyone or anything has to communicate itself into ac-
 tion and being by reasoning the world around itself. These agents, whether they 
 are texts, feelings or artifacts, participate in communicative events figuratively 
 and  literally  (Vásquez  et  al.  2018,  419).  Therefore,  to  study  communicative 
 events in design, the focus needs to be on how these various agents contribute 
 to the design process. Communicative event means any sequence of instances of 
 communication (Vasquez, Schoeneborn & Sergi 2015, 634), that is, text and talk.   


As suggested by Cooren et al. (2015, 4) and Vásquez et al. (2018, 418), the 
 focus of this thesis is on delving into the communication events by focusing on 
 the matters of concern. Latour (2004, 231; 2008, 39) defines matters of concern as 
 anything that animates the actors and make them to say and do what they want 
 to. They are things that matter or interest, and so, also, an object of attachment, 
 which  can  be  identified  when  people  communicate  with  each  other  (Latour 
 2004, 242; Latour 2008b, 39). Focusing on the matters (of concern, facts, interests) 
 that compose the world around us makes studying them from a communication 
 perspective  worthwhile  as  academics  (e.g.  Cooren  2010,  318)  have  previously 
 stated  communication  to  be  the  only  way  through  which  all  things  are  ex-
 pressed.  


Whereas matter of facts are indisputable and obstinate, matters of concern 
 give social scenography for them, making them subjective, symbolic and lived 
 (Latour 2008a, 6; 2008b, 39). Latour (2008a, 2) has challenged the design disci-
 pline to allow the contradictory nature of matters of concern to be more includ-
 ed in the practice of design rather than focusing on material and objective na-
 ture  of  matters  of  concern.  Thus,  following  Cooren  et  al.  (2015,  11), matters of 
 concern are seen in this thesis as anything that “drive participants to defend or 
 evaluate a position, account for or dis-align from an action, or justify or oppose 
 an objective”.  


To illustrate this, let’s imagine a scene where a group of people are gath-
 ered together, developing a new concept for a client using design methods. One 
 of them state: “I think it is vital for us to gain in-depth user insight in order to 
 perceive a detailed customer journey”. Now, looking at this imagined string of 
 text from CCO’s point of view would mean recognizing the matters of concern 
 in the voiced opinion. A concern is raised (perceiving a detailed customer jour-
 ney), which has, according to the person voicing this concern, an impact on the 
 success of developing the new concept. Also, this matter of concern is presented 
 imposing  an  action  (gaining  in-depth  user  insight),  which  implies  it  being  a 
 matter.  So,  this  person  presents  this  matter  of  concern  as  imposing  an  action 
 that should be taken to succeed in developing the new concepts for their client. 


Although matters of concern are voiced individually, they are negotiated 
 collectively  (Vásquez  et  al.  2018,  423).  To  thoroughly  describe  the  matters  of 
 concern and how they are collectively designed in practice, the design process 
 needs to be observed to find out what is repeatedly leading the participants to 
 do what they do. More specifically, what are the participants invoking, convok-
 ing  and  evoking  in  talk  and  writing  to  explain  and  legitimize  their  actions. 


(Cooren et al. 2015, 11).  



(23)Regarding  this  thesis,  studying  design  from  communicational  approach 
 means that anything positioned to repeatedly lead the participants of the design 
 process  to  explain,  legitimize  or  account  for  their  position  and  actions,  is  ob-
 served and analyzed (Cooren et al. 2015, 10). Furthermore, all different accounts 
 that  make  difference  in  given  situation  are  described  in  talk,  text  and  action 
 (Cooren  et  al.  2015,  11).  Table  2  illustrates  the  most  important  aspects  of  the 
 CCO perspective in design process and introduces the framework for analysis.  


Key aspects of a CCO perspective in a design process 


Key questions  Definitions 


What to identify in  


conversations?  Matters of concern, things that repeatedly can be seen to  
 animate the participants. 


How to identify 


matters of concern?  Anything that is positioned in the conversation as repeatedly 
 leading participants to do what they do. 


Anything that the participants invoke, convoke, evoke in their  
 conversations to explain, justify, legitimize for  


their positions or actions. 


The matters that appear to define what should be done. 


How to name a  


matter of concern  Everything in the name of which a given design related move 
 appears to be proposed. 


All the elements that are supposed to count, matter or make  
 a difference in a given situation. 


What do these  


matters of concern do?  Matters of concern participate in and go through the co-
 formulation of design process.  


They weight or value to define or dictate what should or 
 should not be done in the design process. 


Examples of  


matters of concern  Principles      Objectives 
 Arguments       Hearsays 
 Values       Illustrations 
 Facts      Texts 


Table 2: Key questions & definitions (Adapted from Cooren et al. 2015).  


As the matters of concern supposedly animate the actors in the design process, 
designing  can  be  seen  as  evaluating,  pondering  or  weighing  (and  so  on)  how 



(24)these matters impose the decisions in the formulation of the design. More im-
 portantly,  matters  of  concern  express  themselves  through  people  communi-
 cating them (Vásquez et al. 2018, 419). So, while observing a design process, it is 
 not only recorded what the participants say but also what matters to each par-
 ticipant and how these matters are voiced. 


In  regard  to  the  communicative  approach,  design  is  a  world  of  plenum 
 agencies.  In  design,  therefore,  different  matters  of  concern  make  difference 
 since they constitute the agents to communicate and express themselves accord-
 ing  to  their  believes  and  values.  Taylor  and  Van  Every  (2000,  14)  and  Cooren 
 (2006, 82) emphasize that taking the communicative approach the analysis can-
 not never leave the terra firma of interaction for unfolding the web of different 
 agencies.   


In such manner, this study proposes to focus on communicative events of de-
sign,  which  are  the  moments  where  the  matters  of  concern  are  discussed  and 
decided on collectively. The conceptual framework allows to define those mat-
ters  of  concern  and  the  methodological  tools,  discussed  next,  help  exploring 
how they are consequential for the design process. 



(25)
5  METHODOLOGY 


This chapter presents the chosen research approach and methods of the study. 


The  approach,  action  research,  and  the  methods,  observation  and  interviews, 
 are clarified and justified in relation to this study. Lastly, the process of data col-
 lection is explained and the data analysis methods introduced.   


5.1  Research approach and methods 


How can the design process and the communicative efforts – namely matters of 
 concern – be observed and recorded? Schoeneborn and Vásquez (2017, 13) note 
 that  majority  of  CCO  studies  are  done  using  qualitative  methods  and  ethno-
 graphic approaches. This thesis is no exception. The premise of this thesis is that 
 design is a communicative practice. Therefore the data for this study was col-
 lected by observing design workshops. 


The  research  approach  taken  in  this  thesis  was  ethnographic  case  study,  in 
 which the author observed a service design process through several iterations 
 in the target organization. Sprain and Boromisza-Habashi (2013, 182) consider 
 ethnography  to  be  practical  in  communicative  studies  as  it  involves  the  re-
 searcher  in  the  way  participants  accomplish  communication  and  it  enables  a 
 way to address communication problems in other applied research practices.  


Qualitative research relies on human perception and understanding (Stake 
2010,  11).  It  tries  to  understand  and  present  an  image  of  the  phenomenon  in 
hand rather than pursuing for generalization. Keeping that in mind, this thesis 
attempts  to  represent  and  position  the  studied  matter  in  a  larger  context,  not 
just describe the circumstances. Moreover, there are no pre-assumptions of the 
researched phenomenon in this thesis as qualitative research is not built on hy-
potheses. Instead, qualitative research enables researcher to find new points of 
view, not just to verify presumptions. (Eskola & Suoranta 2014, 19-20).  



(26)Eskola and Suoranta (2014, 84) highlight the importance of theory in quali-
 tative  research.  Not  only  does  it  help  building  interpretations  of  the  collected 
 data, it also helps situating the study in regards of previous research. The theo-
 retical  and  contextual  background  of  this  thesis  is  built  around  previous  re-
 search of two strings of literature that had never been studied together.  


Within qualitative research, when the research questions relate to providing in-
 depth  descriptions  and  interpretations  of  actions  in  a  given  context,  as  in  this 
 study, ethnographic research strategy is thought to be an appropriate applica-
 tion for research (Eriksson and Kovalainen 2011, 138). In business context, eth-
 nographic approaches can be argued to deal with studied issues shorter periods 
 of  time  than  classic  ethnographies,  often  in  form  of  participant  observation. 


However, ethnographic approaches in business context can be informed by the 
 classic theories of ethnography. (Eriksson & Kovalainen 2011, 140). Seale, Gobo, 
 Gubrium & Silverman (2008, 206) regard ethnography and participant observa-
 tion to be used interchangeably in the literature. 


As this thesis aims at gaining overall understanding of the phenomena in 
 hand, ethnographic approach suits the study well (Eriksson & Kovalainen 2011, 
 138).  Neither ethnographic research nor this particular study is a linear process 
 (Seael et al. 2008, 211).  Instead, a research, such as this, happens in series of it-
 erative  loops,  in  which  each  step  are  reflected  and  reviewed,  as  Seale  et  al. 


(2018, 211) suggest.  


Qualitative methods are suggested to use when the studied phenomenon is lit-
 tle known (Ghauri and Grønhaug 2002, 87-88). In qualitative research, the most 
 common methods to collect data are observation, interviewing and examining 
 artifacts (Stake 2010, 20).  


In fact, Seale et al. (2008, 206) regard participant observation as an excel-
 lent data collection method when emerging to a community, and it enables the 
 researcher to describe accurately the nature of the studied situation. Moreover, 
 regarding  this  study,  qualitative  methods  provide  flexibility  to  the  study  and 
 in-depth  insight  to  the  research  problem.  For  this  study  qualitative  research 
 methods were the most appropriate choice as the and aim was to study never-
 before-studied subject and gain in-depth understanding of the phenomena. 


In this thesis, observations were used to collect primary data. First, there were 
 several  workshops  organized  in  which  data  was  gathered  using  participative 
 observation  and  video-recording  the  events.  CCO  approaches  generally  favor 
 observation  methodology  as  it  allows  to  understand  a  person’s  sense  making 
 process  of  the  communication  events  and  enable  to  capture  even  the  most 
 mundane activities in this process (Schoeneborn & Vasquez 2017, 13).  


Monitoring and video recording meetings can provide a detailed records 
 of systematical discussions on the issue, as Cooren et al. (2015, 12) discuss. This 
 way, it can be easily observed how agents talk about design process and reveal 
 the moments when design is practiced unannouncedly. Understanding the pos-
 sible  concerns  associated  to  video-recording  (Pink  2007,  104),  Cooren  et  al. 


(2015, 12) argue that video provides exceptional access to review the interaction 
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