
 

 

RMIT Classification: Trusted 

Thematic Discussion: Labour, politics, ethics, governance 
 
This panel unpacks how service design conditions labour and structures of governance by 
highlighting the importance of ethics and politics. 
 
Co-chaired by Lara Penin and Sean Donahue  
Panelists: Shana Agid, Kate McEntee, Martina Čaić, Reuben Stanton 
 
Comments and questions from attendees: 
 
Rachel Bucknall: So exciting to see how the tarot has evolved since I saw it last! 
 
Antonia Yunge (She/Her): We are documenting the cards in workerstarot.com and we also 
have a project instagram https://www.instagram.com/workers.tarot/ 
 
Shana Agid (she+he/they): https://batjc.wordpress.com/pods-and-pod-mapping-worksheet/ 
 
Lara Penin: @Rachel it looks much nicer now, thanks to @Antonia 
 
Courtney McKee: Yes please. More on the difference between restorative and 
transformative justice practices. 
 
Antonio: Really power Shana. Reminds me of Edgar Schein’s process consultation principle 
that the client owns the problems, and the clients will ultimately own the solution. 
 
Rachel Bucknall: It’s making me draw links to Cathedral thinking too, although likely with 
less of a cohesive blueprint https://cathedralthinking.com 
 
Antonio: One field that does do this, is the growing field of dialogic organizational 
development that recognize groups, and organizations and meaning-making systems. So 
their make practice to do this is through process design and facilitation 
https://medium.com/new-organizational-insights/what-is-dialogic-organization-
development-part-i-cfbe72b82a52 
 
Kimberley – Gadigal land: @shana (or others) Do you have any thoughts about ‘invitation’ 
and how that impacts power dynamics and knowledge making? 
 
Bonnie: Humans do a good job of all the discrimination as well 
 
Antonio: Where do you think the AI learned it from? :) 
 
Bonnie: Absolutely. My thought was its just repetition of the same bias.  
 
Antonio: Yes very much so, it exposes and validates many of the discriminations are in fact 
are systemic and pervasive. Vox wrote a good article on this last year: 
https://www.vox.com/recode/2020/2/18/21121286/algorithms-bias-discrimination-facial-
recognition-transparency 
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Antonio: Makes me think of the work SuperFlux’s piece Uninvited Guests and speculative 
design in general as a way to bring awareness to these issues: 
https://superflux.in/index.php/work/uninvited-guests/ 
 
Rachel Bucknall: It’s repetition yes, but the nature of technology also adds elements of scale 
 
Hazel Halim: Great point Martina. I was thinking about does it have to be one or the other? 
Do robots need to ‘replace’ the workforce or enhance it? How does the collaboration 
between humans and robots in the healthcare sector look like? I’m also curious about 
healthcare workers’ opinion about this which you lightly touched. Today we, as patients, 
complain about doctors’ or healthcare workers lack of emotion - of course not all of them 
and not all the time. I think a huge chunk of their work is about communication, managing 
emotions, however I see that this is a part that’s hugely ignored, because they are ‘busy’ 
and their curriculum is already pretty packs with scientific matters. I wonder how this aspect 
will evolve when robots start to alleviate this ‘scientific’ or manual part of the job. 
 
Kimberley – Gadigal land: Thanks @shana 
 
Sarah Heffernan:  I was just wondering the same myself @Hazel 
 
Shana Agid (she+he/they): Thank you, @Kimberly! 
 
Heico Wesselius on wurundjeri country: this discussion brings forward a robust debate 
around the issue of labour and productivity. human capital is obsessed with productivity but 
the work by the late economist becker about that employers should put a price on 
discrimination and racial discrimination. this is maybe directed towards Lara after she 
introduced the term labour. some thoughts of redefinition qnd how service design can help 
 
Kimberley – Gadigal land: If you can share your paper on this subject I would be very 
grateful @shana 
 
Stephanie Camarena: @Martina Translating is the right term. Exactly what happens. 
 
Bonnie: Great point Hazel - the hardest thing on my mother as a carer, was the physical 
labour. It prevented her from doing the best for her patients. 
 
Liam Fennessy: @ Hazel - it is worth considering that robots in say a hospital setting (simple 
things like saline drips) service a labour regulation function in that the health care work 
force needs to continually check machine alarms and in doings ensure carers attend to 
human patients. 
 
Shana Agid (she+he/they): @Kimberly - if you drop me a line at agids@newschool.edu, I can 
send! 
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Emma Blomkamp: A connection I see between Shana and Martina’s work is ‘networks of 
care’… What do you see as the ‘networks of care’ we have or need around service designers 
working on ethical and political issues? 
 
Rachel Bucknall: I wonder if a pre-requisite of this proposition is that we’re willing to pay for 
emotional care when it’s separated from the ‘necessary’ actions of physical care 
 
Courtney McKee: I think robots have the potential to dramatically improve the quality of life 
of people in care and quality of work experience of human care givers. This service design 
work making sure agency and dignity and empathy remain part of the process, is very 
important and exciting. 
 
Lara Penin: Love the neologism Kate 
 
Liam Fennessy: @ Courtney -  it might be worth looking at the Japanese Paro Therapeutic 
Seal robot used in dementia care. Šabanović, S., Bennett, C. C., Chang, W. L., & Huber, L. 
(2013, June). PARO robot affects diverse interaction modalities in group sensory therapy for 
older adults with dementia. In 2013 IEEE 13th international conference on rehabilitation 
robotics (ICORR) (pp. 1-6). IEEE. 
 
David Blumenstein (he/him): Feels like I strive for 'invisibilia' but am forced to 'come up for 
air' and act publicly/draw attention to self at regular intervals 
 
Rachel Bucknall: I feel that David 
 
Kimberley – Gadigal land: The design world still struggles with the creative genius as a 
framing 
 
Courtney McKee: Thanks Liam. Will check it out. 
 
Antonio: Such a powerful topic Kate.  I recognize within myself a desire to resist working 
within the non-glamourous parts, the areas that may seem more tedious, but are vital in 
order to actually sustain and create change. 
 
Yoko Akama on Kulin Nation land: Fantastic tension coming up in this discussion here…  
‘invisibilia’ becoming a choice or not. Being able to chose is a way to counter-balance 
privilege. Being able not to chose might continue systems of oppression for folks who will 
and have always remained invisible 
 
Rachel Bucknall: I think the alternative is relationship building, but I struggle there with 
feeling overstretched and question the tenuosity of the relationships I have in all the 
different places 
 
Rachel Bucknall: Snap, @Kate McEntee 
 
David Blumenstein (he/him): Yes Yoko -- by virtue of my position and my way of working I 
often become 'visible' even when not seeking it for myself 
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Kimberley – Gadigal land: @Kate and @martina – it strikes me that there is a similarity 
between invisibilia and the google search on CEO where the male participants did not 
recognise the missing other 
 
Lara Penin: Academia demands visibility and a rather performative one 
 
Liam Fennessy: @ Rachel - perhaps the net value of relationship building is under valued 
and other things are over valued? 
 
Amy: I have tried to strive for this in my work but find that it can be in tension with 
acknowledging how I show up and am impacting the work through my ways of knowing and 
being 
 
Rachel Bucknall: Perhaps! Networking is valued though, so perhaps the lenses overlap - 
performative relationship building is recognised, while the quiet, invisibilia connections are 
not? 
 
Lisa Grocott: @Kate you raise so many excellent points. With the Invisibilia keyword it 
makes me think of the documentation of @Sean’s work where there is an active decision to 
erase the designer in the work. Which makes me wonder if designers/academics couldn’t 
actively create new conventions for how we document / disseminate work that makes your 
point critically and politically? 
 
Victoria Firth-Smith (she/her) on Ngunnawal, Ngambri country: Academic visibility is linked 
in impact now, that's right Lara. H = ++++ 
 
Antonio: Rachel: It makes me think of the boundaries, Smith and Berg talk about the 
paradox of boundaries is that without boundaries you cannot have relationship. So how do 
we establish relationship without burning ourselves out 
 
Rachel Bucknall: Thanks Antonio, that’s a good description of some of the tension I feel 
 
Indi McKenzie:  Could we tie the imperative of visibility to our co-operation in the capitalist 
economy? Tension between our values of the collective whilst also needing to operate 
within a system that values the individual 
 
Emma Blomkamp: +1 to Indi’s and Lisa’s and Antonio’s latest comments and questions! 
 
Rachel Bucknall: Brain bubble: linking this conversation of invisibility with Jaun Sanin’s 
resulting perspective from his investigation into the non-participatory patient: 
https://servdes2020.org/events/13-the-non-participatory-patient 
 
Lisa Grocott: Ditto to your “Networks of Care” comment @Emma. I feel that frame no doubt 
will make sense across all panelists. 
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Liam Fennessy: @ Indi - yes we could - but all that visibility/ power is under pinned by the 
invisible labour of others  - Ivan Illich  gets to this in Shadow Work 
 
Antonio: Great link Rachel. I recognize in my work the power I have in work on projects that 
will impact people I will never meet, and the comfort I’ve seen in service design with filling 
in that gap with just a few interviews and personas. 
 
Indi McKenzie: Exactly. So it’s up to a combination of both the individual and systems change 
to shift the dial. So. people in positions of privilege “step out of the way” (not necessarily 
just “invite” others in) and make space for others whilst at the same time, making efforts to 
redesign system elements (such as with robotic labour replacements) to make the invisible 
visibile 
 
Antonio: Which is another type of invisbilia those that carry the weight of the decisions of 
our work create for those people. 
 
David Blumenstein (he/him): Nice one Indi 
 
Rachel Bucknall: I’m thinking that some of the ‘value’ seen in performative visibility is a 
sense that what we’re doing is useful and valued. In invisibilia relationships its perhaps 
signified by continuing to be invited…but how do we read not being invited? Is it because 
we’re not visible enough to be invited, or because our contributions aren’t being useful? 
 
Ash (he-him-his), on Gadigal Lands: @Kate, thank you - could you please share the name of 
young American activist who tweeted - “Ask what the dream role in my community needs 
right now?”   - thank you for surfacing the real importance of humility that needs to be 
exercised in any practice. 
 
Emma Blomkamp: @Kate as well as above, also who said the quote about a grain of sugar in 
a glass of water? 
 
Kimberley – Gadigal land: @Kate – Also echo Ash’s comment. Your quote “quietly and 
diligently creating support for a world we want possible” is great. Thank you 
 
Kate McEntee (she/her): @Ash - do not know her name but here is the tweet. Autumn on 
Twitter: https://twitter.com/burnitupbabee/status/1279433189925294080 
Also, all sources and quotes I noted are on the last slide and I can share in the Slack channel 
afterward. 
 
Emma Blomkamp: Thanks Kate 
 
Kate McEntee (she/her): @Emma Janson Cheng, A very emotional graduation speech: 
http://sds.parsons.edu/transdesign/a-very-emotional-graduation-speech/ 
 
Ash (he-him-his), on Gadigal Lands: Thank you, @Kate. I really appreciated your 
provocations - thank you. 
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Reuben Stanton: https://miro.com/app/board/o9J_lV35feE=/ 
 
Antonio: @Reuben, nice water metaphor, I’ve seen it used to describe the relationship to 
culture. How do you see the connection between what could be seen as the culture and the 
structures. Do they both evolve together or does one lead the other? 
 
 
Kate McEntee (she/her): + Janson Cheng’s studio in China for those in Asia-Pacific: 
https://www.makeapoint.cn 
 
Antonio: “The ethics of design is expressed through these actions.” Powerful statement. 
Reminds me of the filed of care ethics, that looks at ethics not as a set of rules and principles 
but as unfolding in the moment. https://www.britannica.com/topic/ethics-of-care 
 
Victoria Firth-Smith (she/her) on Ngunnawal, Ngambri country: +++1 Anit :) 
 
Emma Blomkamp: Thanks Reuben for honestly naming the tensions of ethical, participatory 
practice when working in a capitalist system 
 
Joyce Yee: It strikes me as ironic - remembering my time in design practice (many years 
ago), my designer colleagues often lament the fact that we did not have ‘power’ to 
influence higher up the chain. And yet, we never realised the invisible power we actually 
had in terms of the conscious and unconscious decisions that we make in our designing 
actions. It’s also perhaps a disciplinary myth we need to bust? 
 
Antonio: Yes I agree Joyce, designers can exert alot of “soft power” within organizations 
 
Stephanie Camarena: @Joyce Agree. We it comes designer responsibility. 
 
Lara Penin: @Joyce +1 
 
David Blumenstein (he/him): My experience has been of having amazing power in an org 
due to my reach across silos and knowledge of people and of the org, mitigated mostly by 
my understanding of that power (or lack of it) 
 
Rachel Bucknall: In the water with a paddle, David? 
 
David Blumenstein (he/him): Yes, but only one 
 
Joyce Yee: David - does that mean you’re going round in circles? 
 
Lisa Grocott: So right Joyce. Shifting the narrative in design education seems critical. The 
tension between performing humility (and Kate’s invisibilia) while owning the power we 
have. Perhaps a paradox :-) 
 
David Blumenstein (he/him): People interested in this topic might like to look at Leander 
Kreltzheim's paper in this conference 
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Rachel Bucknall: Careful, that question might be trauma inducing @joyce! 
 
Liam Fennessy: Organisational inertia perhaps affords the designer time (s much as we 
might feel we never have enough). I am curious as to what service design practice might 
look like if there were no structural barriers? 
 
Lara Penin: Yes Lisa, reflecting a lot on pedagogical models for some time 
 
Antonio: What do you consider a structural barrier Liam? 
 
nina amini: Thank you Reuben for your honesty and openness. much of what you say 
resonates with me, as an embedded designer in government, I have a love/hate relationship 
with design agencies, and would love to discuss some of these topics with you, if you would 
be happy to connect? 
 
Stephanie Camarena: Can designers really tackle systemic change one design brief at a time, 
contained in time, or should that be through a different model of engagement? 
 
Shana Agid (she+he/they): More on transformative justice, community accountability: 
 
Joyce Yee: @Lara @Lisa - completely agree that we (as academics/educators) have the 
‘power’ to shift the narrative in design education. 
 
Shana Agid (she+he/they): https://nyctjhub.com/ 
 
Shana Agid (she+he/they): transformharm.org 
 
Liam Fennessy: @ Antonio - perhaps (as an example) an unwillingness to listen to key 
stakeholders (for instance justice involved youth) 
 
Antonio: Part of this makes me thing of of Dan Hill’s book Dark Matter and Trojan Horses – 
he mentions trying to find the “Trojan horses” that enact change within a system in a form 
that they won’t actively resist upfront 
 
Heico Wesselius on Wurundjeri country: fantastic work by paper giant and yourself. it 
reminds me a bit of Dr Sanin’s work in participatory design and exclusion. 
 
Antonio: I see, a question I’ve been asking myself is what are the structural barriers we 
ourselves are creating as part of our work ins service design. 
 
Ash (he-him-his), on Gadigal Lands: @Lara, the paralysis is real and live. It’s more about 
learning to recognised it and have the courage to act. 
 
Hazel Halim: Unfortunately, I won’t be able to stay for the last words. Thank you all for all 
these amazing and thought-provoking presentations and discussions. You gave me a lot to 
think :) Luckily it’s Friday (for me). Have an awesome Friday and a weekend. 
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Sue Izmir: I’m looking forward to rewatch this as I have been multi-tasking due to work 
reasons. Thank you so much for this excellent discussion. 
 
Emma Blomkamp: No worries about breakout rooms - this has been an excellent discussion 
 
Shana Agid (she+he/they): @Hazel, thanks for the great questions 
 
Laurene Vaughan: Thanks everyone this has been a fantastic conversation. So much to take 
away and work on. 
 
Liam Fennessy: The session is being recorded and will be posted the the conference 
website. 
 
Antonio: Yes, its been really invigorating! Making me miss the fact we aren’t in person both 
more and less. 
 
Heico Wesselius on wurundjeri country: thanks for this. excellent and rich discussions.  
thanks liam. that was my question 
 
Sarah Heffernan: This has been an excellent discussion. So much to think about and reflect 
on! Thank you all for your honesty and generosity 
 
Sean Donahue: Thanks all, we will be sending a shared doc to attendees shortly… 
 
Joyce Yee: The mark of a good panel is that it opens up lots and lots of provocative 
questions and not to offer up any answers. Great food for the brain, but not so great for 
trying to get to sleep. Thank you for your honest reflective insights. 
 
Emma Blomkamp: So true, Joyce! Good luck getting to sleep! 
 
Sarah Heffernan: Totally agree @joyce :) 
 
Alli Edwards (She/Her): Thanks Sean! If possible, could it please include a reference for 
Shana’s article around invitation? 
 
Kimberley – Gadigal land: Very thought provoking. Thank you to the panellists, convenors, 
participants, and to Antonio to linking to all the things 
 
Isabella Brandalise: thank you all for such a fantastic discussion! 
 
Sean Donahue: Thanks Alli, absolutely! 
 
Joyce Yee: @Emma not much chance of that after this! But its worth it for the fantastic 
company and conversations. 
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Sean Donahue:
 https://docs.google.com/presentation/d/1VmGQx5zs9CaLIzFCrJsIOqOvi3qFPfY7p0d
Oskbxh2U/edit?usp=sharing 
 
nina amini: thank you panelists - this was a great discussion 
 
Liam Fennessy: Thank you Lara, Sean, Ruben, Kate, Martina and Shana. WOW! What an 
amazing discussion. 
 
Courtney McKee: Facinating stuff. Lots to continue learning.  Thanks everyone. 
 
Sean Donahue: 
https://docs.google.com/document/d/1AZZ_Y5v6aj32XWBmisArGw3WaSw0SlGiAJhkFC2ZCl
w/edit?usp=sharing 
 
Courtney McKee: fantastic thanks Sean 
 
Sue Izmir: Awesome, thank you Sean. 
 
Kate McEntee (she/her): Thank you everyone. Thanks, Lara and Sean for such a great 
framing and moderating! 
 
Ash (he-him-his), on Gadigal Lands: Thank you, Sean, everyone on the panel and everyone 
on the session. 
 
Marcella Lomba: thank you all!! great discussions 
 
Brianna: Thank you panel! An absolutely amazing discussion 
 
Liam Fennessy: Thank you all 
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