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Thematic Discussion: Ethics and interpersonal relationships 
 
This panel discussion explores how service designers deal with interpersonal values, such as 
trust, intimacy, respect; how these values - implicitly or explicitly - inform the way services 
are designed; how designers can potentiate or hinder these values and the consequences of 
these practices. 
 
Co-Chaired by Carla Cipolla and Aguinaldo dos Santos  
Panelists: Miso Kim, Marcella Lomba, Luis Alt, Claudio Pinhanez, Barbara Szaniecki 
 
Comments and questions from attendees: 
 
Kelly McKercher: I’m on Wangal and Gadigal Country 
 
Aguinaldo/Brazil: Aguinaldo: I am from Curitiba, Brazil 
 
Miso Kim: Hello, I am connecting from Boson, United States. And I am originally from 
Korea :) 
 
Courtney McKee: I'm on Jagera and Turrbal country. 
 
David Blumenstein (he/him): Hello from Boon wurrung country 
 
Lara Penin: Hi everyone, I’m on Lenape land (Brooklyn USA) 
 
Luis Alt: Hello! I am in Joinville, South of Brazil 
 
Antonia Yunge Soruco: Brooklyn, NY, buy I’m originally from Chile 
 
Danielle: Auckland, New Zealand :) 
 
Claudio Pinhanez: Paulista Avenue, Sao Paulo, Brazil, 100m from the place where I was born 
 
Hazel Halim: Kia ora everyone, I’m Hazel from Aotearoa (New Zealand) 
 
Kris Franks: I am near Amsterdam in The Netherlands 
 
delina evans: London, UK :) 
 
Anisa Nabila: Greetings from Jakarta, Indonesia 
 
Marcella Lomba: Hello! I’m from Curitiba, Brazil 
 
Abby Mellick Lopes: I’m on Gadigal and Bidigal country on Cooks river in Sydney 
 
Leanne: hello! I’m from Sydney, Australia 
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Clare Villalba: Hello 
 
Bernie Geuy (she/her): I’m on Ohlone land in San Francisco area 
 
Marina Sirito: Hello, im connecting from Rio (brasil) 
Laura James : Hello from Wurundjeri Land  
 
David Madden: Joining from Gadigal land, Eora Nation. Sydney. 
 
Ash (he-him-his), on Gadigal Lands: Good morning everyone, Ash Alluri from the Gadigal 
Country of the Eora Nation (later known as Sydney, Australia). 
 
Priscilla Hough-Davies: I'm joining from the unceded land and waters of Woiwurrung and  
Boonwurrung people of the Kulin nation (Melbourne) 
 
Paulene Mackell: Good morning from beautiful Wurundjeri Country, Naarm, Melbourne 
 
Kate S: Hello! I’m here in Melbourne in Eastern Kulin country 
 
Antonio: Tiohtià:ke (Montreal, Quebec, Canada) unceded Indigenous lands of the 
Kanien’kehá:ka Nation 
 
Alli Edwards: Good morning from Melbourne, Wurundjeri Country 
 
Manu Curitiba/Br: Curitiba, Brazil :)) 
 
Barbara Szaniecki: Hi everybody! From Rio de Janeiro, Brazil 
 
Matheus Ventura: Hello from Rio, Brazil 
 
Lianne Simonse: Hi. good evening from Amsterdam. 
 
Giorgia Pisano: Good morning from Wurundjery Country, Naarm! 
 
Indi McKenzie: Dialling in from Wadawarrung country on the surf coast of Victoria, Australia 
 
Clare Villalba: Im from Turrbal Country but joining from London today 
 
Aguinaldo/Brazil: ....next time youi come to my part of the world (Curitiba/Brazil), you will 
be more than welcome to visit us at Paraná Federal University... 
 
Aguinaldo/Brazil: ...connections....in order to promote "trust", a service needs 
"transparency",. which in turn demands "empathy" from the service provider do "share", 
considering all forms of "vulnerability", thus contributing to achieve more "equity" on the 
service design process and its results....... 
 
Heico Wesselius: great thematic openings. 
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Hazel Halim: This is a beautiful example. Does this happen in Brazil? I’m referring to the calls 
with the family of covid patients. 
 
Willhemina Wahlin: A colleague of mine talks about ‘post-human’ design - I think it’s a great  
concept, and raises some questions over the limitations of human-centred design. 
 
Donna Brown, on Worimi land: Loved the examples Aguinaldo 
 
Luis Alt: I like that, Willhemina. Design for non-humans. There’s a talk by Ben Reason, our 
founder, at IXDA Milan last year, about “Design in the anthropocene”. 
 
Willhemina Wahlin: If you have a link I would love to check it out (and share it with my 
colleague too, who LOVES that term, by the way!) 
 
Aguinaldo/Brazil: yes: one of my research focus is on non-anthropocentric design 
(biocentric).... (Design for Life) 
 
Luis Alt: I don’t have that exact presentation, but found a webinar, probably with the same 
content. https://vimeo.com/420618524 
 
Willhemina Wahlin: Fantastic, thank you! 
 
Luis Alt: And here’s the article: https://www.liveworkstudio.com/articles/designing-in-the-
anthropocene/ 
 
Willhemina Wahlin: Excellent, thanks so much Luis. 
 
Willhemina Wahlin: Aguinaldo, if you also have some links to your research, I’d love to check 
it out. 
 
Aguinaldo/Brazil: send me an e-mail and I will share what I have with you (asantos@ufpr.br) 
 
Willhemina Wahlin: Will do! Thanks. 
 
Samuel Yu: This probably already implicit for most, if not all, of us here already, but I think 
it’s important to remember that empathy does have limits - it will never replace lived 
experience of real people. Simulated disability is not the same as living with a disability. So 
although designers, or service providers, may gain more empathy by a simulation, its much 
richer to directly involve people with lived experience. 
 
Aguinaldo/Brazil: worth reading the book Design for Sustainability of Fabrizio Ceschin and 
Idil Gaziulosoy (opensource)...the last chapter talks about that... 
 
Willhemina Wahlin: This is why I love design conferences : ) 
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Aguinaldo/Brazil: Samuel: surely, a good service design has to adopt a co-
creative/collaborative process not only with users, but all relevant stakeholders.... what we 
are talking here is moving beyond that.... a true role immersion.... 
 
Yoko Akama: thank you for making those compelling points Claudio. My worry is how 
service design still focussed on those with privilege and power 
 
Aguinaldo/Brazil: "vernacular service design" is a rich reservoir of local knowledge and 
solutions for service designers....(most services in fact did not have a professional designers 
involved in its development...)... naturally embedding local culture and values... in line with 
current discussions on decolognising design.... 
 
Antonio: Reminds me of the tension between chaos and order Barbara 
 
Willhemina Wahlin: I think you’ve hit the nail on the head for all design, Antonio! 
 
Lara Penin: https://en.wikipedia.org/wiki/United_Express_Flight_3411_incident 
 
Barbara Szaniecki: Yes, Antonio, let’s create a more chaotic service design : ) 
 
Yoko Akama: maybe we also need to be careful about our 'good intentions' and respect 
when formal design is not welcomed but be in dialogue to understand why 
 
Aguinaldo/Brazil: I do believe that conventional service design is able to "dialogue" with 
this "non-professional service designers"... the end result might be much better.... the 
challenge is communication .... and openess from both sides to learn other approaches to 
conceive and implement a service... 
 
Barbara Szaniecki: That dialogue is very important! 
 
Yoko Akama: I think dialogue is in fact more important than design or service design! or 
going a step further, dialogue to build relationship, and not expecting it will lead or become 
design also 
 
Antonio: Exactly Barbara, a concept that combines both that is relevant here is that of 
“Chaordic“ developed by the ex CEO of Visa: https://thesystemsthinker.com/the-nature-
and-creation-of-chaordic-organizations/ 
 
Barbara Szaniecki: Thank you, Antonio, I’ll read it 
 
Aguinaldo/Brazil: with the pandemics a challenge on inter-personal relationship is that there 
is huge shift towards digital services, which have result on further inter-personal isolation 
(althouth the physical isolation was required)... we are more lonely, although we are 
communicating more than ever... 
 
Aguinaldo/Brazil: ...integrate "social encounters" across toucpoints and servicescape is 
crucial (although sufficient) to promote better interpersonal relationship... 
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Willhemina Wahlin: It’s so difficult to argue for meaningful relationships when economic 
rationalism leads the way 
 
Heico Wesselius: building on Luis argument. the use or exploitative use of behavioral 
insights by tech (but also not tech companies is worrying 
 
Willhemina Wahlin: I absolutely agree! 
 
Aguinaldo/Brazil: Heico: I agree with you.... Big Data, Blockchain, AI, IoT, Machine 
Learning, .... needs to address ethical and value issues.... the laws that are being 
implementing around the world deal amost entirely on the issue of privacy.... not so much 
about where is the direction that people are leading the behaviour of people (and the 
crowd)...  
 
Aguinaldo/Brazil: I have a PhD student (Valkiria Pedri Fialkowski) working on this issue on 
her thesis... 
 
Antonio: Claudio, I think the strength of your example with social justice activists was not 
that the power was mapped, but that the map revealed power, inviting the discussion. 
Simply mapping it may create a confrontation with the stakeholders you are working with 
that they will reject it, versus having it emerge from the group itself. 
 
Yoko Akama: sorry to push back but 'freedom' is a privilege that not everyone has...? 
 
Claudio Pinhanez: Antonio, I agree, the map revealed power. The issue in that case was that 
it happened by chance, not because the tool was particularly good in exposing power 
relations. 
 
Aguinaldo/Brazil: Antonio: issual system maps usually are used to mapp stakeholders, their 
flows (materials, money, services, information), their inter-connections.... my colleagues at 
UNAM (Mexico) began to integrate "power" on system map.... 
 
Yoko Akama: we might need to reconsider tools that are already designed with 'freedom' as 
an assumption already scripted 
 
Willhemina Wahlin: That’s a great point, Yoko 
 
Alli Edwards: Thank you Carla for your discussion- concerned at the over relianace upon 
“tools”  A hammer is ultimately just a hammer. Guiding ethics and circumstance determines 
whether someone can use it to build or to destroy. 
 
Antonio: Chance perhaps but another way to look it as it as emergence. The conditions were 
there for the discussion to be held. I think here it might also reveals a desire for control we 
might hold as service designers. It of course depends on what your goal is, if it is just to 
represent it is fine. But an image itself does not produce normative change, only 
engagement with the topic itself is. 
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Luis Alt: Thank you Erin! 
 
Willhemina Wahlin: I have to go now, but I wanted to thank everyone so much for such a 
great discussion 
 
Luis Alt: Thanks everyone! 
 
Shana Agid (she+he/they): Thank you, all! 
 
Kate S: Thanks so much everyone! It was a great way to wake up ;) 
 
Nick Gaff: Thank you very much all. Some wonderful discussions  of the values. 
 
Marcella Lomba: Thank you so much!! 
 
Giorgia Pisano: Thank you, all 
 
Abby Mellick Lopes: Thank you for raising so many critical questions for service design! 
 
Kris Franks: Thanks everyone, so interesting! 
 
Hazel Halim: Thank you. 
 
Priscilla Hough-Davies: Thank you to all the panellists! Very important discussions 
happening here 
 
Claudio Pinhanez: Good morning, good afternoon, and good evening 
 
Joyce Yee: Thank you everyone. Very interesting insights and examples. 
 
Antonio: Thank you! 
 
Liam Fennessy: Thank you Carla, Aguinaldo, Barbara, Marchella, Claudio and Luis - this has 
been a wonderful discussion 
 
 
 
 

Please note, if you are referencing any comments, questions and discussions from this 
particular event, please follow this citation guideline: 

ServDes.2020. (2021, February 4). Thematic Discussion: Ethics and 
interpersonal relationships [Conference video recording]. Retrieved from 
https://servdes2020.org/events/18-ethics-and-interpersonal-relationships 
 

If you are quoting, please acknowledge the speakers surname in the citation, eg.  
“Thank you very much” (surname in ServDes.2020, 2021). 
 

The same Creative Commons License for the video recording applies to this document.  
 


