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Projects

Principles & Practices People

crai-cis.aalto.fi

trust-M: Designing Inclusive 
& Trustworthy Digital Public 
Services for Migrants
 

• Explore the impact of technology in critical 
societal contexts for responsible AI, inclusion 
and civic agency.

• Interdisciplinary group working at the 
intersection of computational & social sciences 
engaging HCI, participatory design, and policy. 

• Focus on collaboration with societal partners, 
especially the public sector in Finland.

Public Engagement

And many more …
 



Crises

Turning point for better or worse

Decisive moment (as in a literary plot)

Unstable or crucial time when a decisive 
change is impending

A situation that has reached a critical phase

Crisis of moral values, an economical 
or political crisis

Physical, social or psychological stress

Affecting individual, group, community, 
society, nation or system

Krisis – to separate, to decide, to 
draw distinction

Different scales, durations and 
frequencies of impact



Communication

Contestation

Crises

For democracy “agonistic confrontation” 
is in fact its very condition of existence. 
- Chantal Mouffe

Situational awareness, trust, and contextually 
relevant sensemaking among all stakeholders.

Cooperation
Process of working or acting together for 
common, mutual, or underlying benefit.



Afghan refugees arrive at Dulles International Airport on Aug. 27, 2021, after being 
evacuated from Kabul following the Taliban takeover of Afghanistan. 

Olivier Douliery/AFP via Getty Images

Coping with 
Humanitarian 
Crises

Public Sector & 
Civil Society on 
the Frontlines!



A crisis translator specializing in Afghan 
languages, Mirkhail was working with a Pashto-
speaking refugee who had fled Afghanistan. 
A U.S. court had denied the refugee’s asylum 
bid because her written application didn’t 
match the story told in the initial interviews.

Communication 
in Crisis



The challenge of “low-resource” languages 
like Pashto and increasing use of machine 
translations in immigration services!

Lost in Translation: 
Algorithmic Discrimination



Amnesty International News 



Way Forward? 
Fostering Inclusive 
Trustworthy and 
Responsible AI in 
the Public Sector



trustmproject.aalto.fi

https://trustmproject.aalto.fi/


Enhancing Conversations in Migrant Counseling 
Services: Designing for Trustworthy Human-AI 
Collaboration 
- Lucy Truong, Thesis Research (2023)

Participatory Research & Collaborative Design

Bhuvana Sekar, Aalto University and Irena Bakic, City of Espoo

Rahim Ahsanullah and Lucy Truong, Aalto University



Understanding 
Concepts of Trust

Research by Avanti Chajed
Aalto University



Trust & Context in 
Crisis Communication

Research Project: Reconstructing Crisis Narratives for 
Trustworthy Communication and Cooperative Agency

Trust in crisis communication 
• Relational: bridging authorities and citizens (Hardin 2001)
• Increases the willingness to cooperate (Hoffman 2001)
• Resource and outcome (Offerdal et al. 2021)

Context in crisis communication
• Crises are temporal and spatial (Dynes 2000; Tierney 2007)
• Contextual vulnerabilities (Hoffman & Oliver-Smith 2002)
• Context resonates in the responses of publics and 

organizations (Boltanski 1999; Hayes et al. 2021)

* Research by Minttu Tikka, Aalto University & Vuokko Härmä, THL





Collaborative Sensemaking in Crisis: 
Designing Practices & Platforms for 
Resilience

Uttishta Varanasi, Teemu Leinonen, Minttu
Tikka, Nitin Sawhney & Rahim Ahsanullah



PARTICIPATORY DESIGN RESEARCH

Research-based design (Leinonen et.al, 2010)

















DESIGN PRINCIPLES



Rather than data-
driven dashboards for 
crisis awareness and
decision-making, 
how do we facilitate 
cooperative 
sensemaking among 
all stakeholders?



Role of AI in Crisis 
Communication?

Facilitating Communication in Crisis contexts

• The role of social media (benefits & challenges)
• Fast information delivery
• Overwhelming information a human being 

can process
• Algorithmic settings that lead to filter 

bubbles and echo-chambers
• Not a one-way communication; several 

actors involved
• Bots, misinformation/disinformation, 

political polarization

• The role of public health agencies
• Providing accurate and timely information
• Pre-bunking and debunking
• Public opinion mining



Our research focus

Spread of misinformation 
and vaccine hesitancy on 
social media

Relationship between 
misinformation and vaccine 
hesitancy

Change in political trust in 
THL during the crisis on 
social media (Facebook 
and Twitter)

Effectiveness of THL in 
crisis communication

Online communities and 
their effects on health 
communication

The impact of social media 
bots and other malicious 
actors on public health 
communication



Key Research Outcomes

TRUST ORGANIZATIONS ACTORS AND 
SETTINGS



Role of Trust

Trust towards 
public health 

agencies 
changes; it is not 

static

Platform matters 
since each one 

has different 
user profiles

Organizations 
should be aware 

of sensitive 
topics that 

attract more 
public attention

Importance of 
transparent 

health 
communication



Role of Organizations

Actors engaged with public health 
organizations have varied

The type of engagement, content, and 
actors can change over time

Better communication strategies require 
better recognition of your counterparts



Role of Actors 
and Settings

• Identification of influential actors is 
important

• Actors have different communication 
strategies and priorities

• Setting the agenda requires strategic 
communication on social media



Making Sense of Crises:
Transdisciplinary Perspectives

Communication Cooperation Contestation

Trust Context Actors & 
Organizations

Social Media Data & 
Algorithms
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