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Communicating a sense of public safety

Abstract

When public authorities address the complex societal matter of public safety
through digital media, they do more than just disseminate information. They
actively shape the conditions for civic dialogue, trust, and involvement.
Understanding how authorities communicate is essential, as their
communicative practices carry significant societal implications. However,
research still overlooks how public authorities use digital media to engage,
participate, and foster dialogue around public safety. This dissertation adopts
a participatory perspective to examine how public authorities communicate
complex societal matters on digital media.

The Swedish Police Authority serves as the empirical case, with a focus on
its social media communication aimed at creating a sense of public safety
(trygghetsskapande). Owing to its legal mandate and societal
responsibilities, the Authority provides a relevant context for exploring how
institutional communication can influence perceptions of public safety.
Comprising four interrelated studies, the dissertation examines the Swedish
Police Authority’s social media communication from multiple perspectives.
The dissertation combines qualitative methodologies, such as interviews,
framework analysis method, phenomenography, and qualitative content
analysis, and critical making workshops as a participatory and explorative
method, together with theories of experiences and sensemaking, to
theoretically understand a sense of public safety. The findings demonstrate
how public authorities, specifically the Swedish Police, can make sense of
and enhance their social media communication regarding a sense of public
safety through a bidirectional way of communicating.

The dissertation emphasizes the importance of public authorities
communicating more openly on social media in order to (co)create a sense of
safety with the public. It makes theoretical and methodological contributions
with the critical (un)making model on bidirectional communication and co-
creation, thereby enriching scholarship in media studies, organizational, and
strategic communication.
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Sammanfattning

Niér offentliga myndigheter tar itu med den komplexa samhéllsfragan om
allmén trygghet genom digitala medier goér de mer &n att bara sprider
information. De formar aktivt fOrutsdttningarna for medborgardialog,
fortroende och engagemang. Det dr viktigt att forstd hur myndigheter
kommunicerar, eftersom deras kommunikationsmetoder har betydande
samhilleliga konsekvenser. Forskningen forbiser dock fortfarande hur
offentliga myndigheter anvénder digitala medier for att engagera, delta och
frimja dialog om allmédn trygghet. Denna avhandling antar darfor ett
deltagande perspektiv for att underséka hur offentliga myndigheter
kommunicerar komplexa samhéllsfragor i digitala medier.

Polismyndigheten fungerar som empiriskt fall, med fokus pé dess
kommunikation i sociala medier som syftar till att frdmja en kénsla av
trygghet (trygghetsskapande). Tack vare sitt lagstadgade uppdrag och sitt
samhéllsansvar utgér myndigheten ett relevant sammanhang f{or att
undersdka hur institutionell kommunikation kan péaverka uppfattningen om
allmén trygghet. Avhandlingen bestér av fyra sammanhingande studier och
undersoker Polismyndighetens kommunikation i sociala medier ur flera
perspektiv. For att forsta dessa perspektiv kombinerar avhandlingen
kvalitativa metoder, sdsom intervjuer, ramverksanalys, fenomenografi och
kvalitativ innehéllsanalys, samt critical making-workshops som en
deltagande och utforskande metod, tillsammans med teorier om erfarenheter
och meningsskapande, for att teoretiskt forstd en kédnsla av allmén trygghet.
Resultaten visar hur offentliga myndigheter, sérskilt polisen, kan forsta och
forbattra sin kommunikation i sociala medier nidr det géller kénslan av
allmén trygghet med fokus pd dubbelriktad kommunikation.

Avhandlingen betonar vikten av att offentliga myndigheter kommunicerar
mer Oppet pa sociala medier om begreppet trygghet, for att (sam)skapa en
kinsla av allmén trygghet hos allminheten. Den bidrar med teoretiska och
metodologiska insikter genom den kritiska (o)skapande (critical (un)making)
modellen med fokus pa dubbelriktad kommunikation och samskapande,
vilket berikar forskningen inom medievetenskap, organisationsvetenskap och
strategisk kommunikation.
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Introduction

What the hell are the police doing? The public can see that we’re
actually doing something in the streets and squares of the city. We
make efforts like that, and [social media] is also a kind of insight
into the work and everyday life of the police, and it’s also a good
sounding board for us if we want to attract new police officers. So,
it could also motivate someone to be interested in the
profession. . . . So, we’ve decided to share knowledge about what
we do and to be present in our communities, [and] creating a sense
of public safety is difficult because it’s constantly changing.
(Police officer, Police Region South)

This quotation is drawn from an interview I conducted in the autumn of
2020 with a police officer from Police Region South, Sweden. The interview
focused on the Swedish Police Authority’s (hereinafter referred to as the
Swedish Police) role, purpose, and practices concerning social media
communication. Specifically, it explored how the organization interprets and
utilizes social media, the implications of such communication, and the
strategies employed to create or sustain a sense of public safety. The
quotation illustrates the challenges the Swedish Police encounter in their
efforts to communicate their activities effectively to the publicl. In this
regard, it resonates with Statskontoret’s (2017) observation that the police,
like other public authorities, are required to cultivate relationships with
citizens to effectively fulfill their institutional responsibilities, which extend
across both digital and non-digital domains.

In addition to the aforementioned quotation, my interest in researching
public authorities—particularly the Swedish Police—and their external
communication stems from their increasingly prominent presence on social
media in recent years. However, this activity often appears to lack a clearly
articulated communicative purpose in relation to complex societal matters,
instead prioritizing the dissemination of information as a means of fostering
public trust (Eriksson & Ivarsson Westerberg, 2021). The Swedish Police’s

It is important to point out that the public is not a homogeneous group but should instead be seen as
diverse and dynamic groups of different people in an area or country. See the work of Bentele and
Nothhaft (2010), Jackson and Bradford (2009), Pieczka (2019), and Strémbéack (2014) for further insights
into what the public is and how it can be understood.
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use of social media consequently invites both questions and criticism, as
their content and underlying motives, given the organization’s societal
responsibilities and mandate, hold significant implications for public trust,
safety, and institutional legitimacy.

Public Authorities, Communicative Challenges

This dissertation examines how public authorities communicate with the
public through social media. Public authority is financed by tax revenue and
operates as a permanent entity with its own set of instructions outlined in
regulations or legislation (Luoma-aho & Canel, 2020; Statskontoret, 2025).
The term ‘public authorities' is employed here due to its precision in
capturing these organizations’ structural characteristics, societal
responsibilities, and public obligations, making it more appropriate than
broader designations such as ‘public sector organizations’ (PSOs).
Accordingly, the terms ‘public agency’ or PSO will not be used in the
Kappa. Nonetheless, existing research on public agencies and PSOs will be
drawn upon to inform and delineate the conceptual and analytical scope of
this study. Moreover, the reason for focusing on public authorities in this
Kappa is because this compilation dissertation centers on the largest public
authority in Sweden—the Swedish Police.

Public authorities’ digital communication shapes democratic participation
and engagement. In contemporary democracies, the public is not just a
passive receiver of information (Pieczka, 2019)—people are expected to
engage in public discussion, hold institutions accountable, and participate in
collective decision-making (Strombéck, 2014). When public authorities
communicate about the complex societal matter of public safety and the
experience of it through digital media, they do more than simply inform the
public; they also create the environment for civic dialogue, trust, and
involvement. Therefore, the rationale of this dissertation is that existing
research has overlooked how public authorities use digital media to
communicate, participate, and engage in the experience of public safety.
Understanding this is crucial, as the way in which public authorities operate
and communicate have far-reaching implications for society. For instance,
how public authorities, such as the police, share information on social media
can shape public trust (Williams et al., 2018), legitimize police activities
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(Walsh & O’Connor, 2019), mitigate crises (Olsson & Eriksson, 2016), and
influence perceptions of safety (Paper I).

Public authorities differ from other organizations because they must operate
at the national, regional, and municipal levels (Luoma-aho & Canel, 2020).
Luoma-aho and Canel also state that public authorities employ a diverse
workforce of civil servants and appointed officials who are either politically
elected or appointed. This means they have responsibilities in both the
nondigital and digital realms, which also reinforce public authorities as
socially constructed, and to function, communication and interactions are
required2. Public authorities also depend on taxes or public funds to support
the operations of public services. Notable distinctions exist between the
institutional arrangements (legal and regulatory structures), roles and
responsibilities, tasks, levels of political commitment, and social obligations
and authority within various societal contexts (Ivarsson, 2021; Luoma-aho &
Canel, 2020). Swedish authorities often employ an organizational
configuration as a single-council authority, wherein the director-general
bears sole responsibility for the organization’s activities, public obligations,
and societal functions and responsibilities, such as creating a sense of public
safety. These acts must be fulfilled by public authorities (Ivarsson, 2021).

However, previous research on how public authorities (and PSOs)
communicate on social media remains limited, particularly in relation to
participation (Lovari & Valentini, 2020) and complex societal matters.
Fredriksson and Pallas (2020) note that the current media use of public
authorities provides insight into the interconnectivity and interdependence of
individual communication aspects within their social context. It also
elucidates how alterations in one aspect can give rise to consequences,
effects, and changes in the context in which media occurs. This indicates that
media use in the public sector has become normalized in all areas, including
those where media was not previously commonly used for control,
producing digital media, and bolstering and differentiating itself from other
organizations (Fredriksson & Pallas, 2020), for instance, public authorities’
use of social media.

Eriksson and Ivarsson Westerberg (2021) have observed an increase in
communication activities by public authorities, which are regarded as either

2 For more about organizations as human-made entities, their functions, and communication, see Alvesson
and Jonsson (2022), Craig (1999), Fredriksson (2021), and Heide et al (2021).

4
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a supporting activity or a core function depending on the authority’s mission
and how it interprets it today. In this context, the use of digital media has
become a pivotal component of their communication work to share
information and create engagement. For instance, police authorities’ use of
social media has dramatically increased, but it remains without clear
communication objectives, especially when it comes to communicating
about key societal tasks. This makes it difficult to understand the digital
communication efforts of public authorities and the effects of these.

Nonetheless, for public authorities to remain accessible and effectively
engage with the public, they must utilize a range of media and
communication channels (Cassinger, 2021; Eriksson & Ivarsson Westerberg,
2021). This includes the strategic use of social media for various purposes.
However, the adoption of social media by public authorities also gives rise to
challenges and tensions between their core mission, the goal of accessibility,
and elements of organizational self-promotion (Rasmussen, 2021). These
challenges and tensions often stem from strategic documents and policy
decisions that leave ambiguities regarding what, why, and for whom public
authorities communicate. As a result, public authorities and PSOs more
broadly may lack a comprehensive understanding of how to communicate
effectively with the public (Lovari & Valentini, 2020), especially when
defining appropriate approaches to complex societal matters. For example,
efforts to create a sense of public safety through social media highlight
potential limitations in the clarity and effectiveness of their communication
strategies. This observation leads to a brief discussion of the concept of a
sense of public safety as a complex societal matter, which forms part of the

problem and analytical scope of this dissertation.

“Sense of Public Safety”

Due to gang violence, other crimes in the public space, and a high terror alert
(jumping between three and four on a scale of five; Sékerhetspolisen, 2023,
2024, 2025), the sense of public safety is under constant pressure in Sweden.
This problem affects public authorities like the Swedish Police in their
community work and how they communicate about it to the public. Briefly,
the concept of creating a sense of public safety is viewed?, in this
dissertation, as a complex societal matter based on the Swedish

3 T will further unpack its theoretical dimension in Chapter I11.

5
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government’s concept of Trygghetsskapande. A sense of public safety
focuses on decreasing the public’s fear or insecurity of being affected by or
becoming a victim of crime in the public space and increasing the sense of
public safety (Ceccato et al., 2019; Government Offices of Sweden, 2017).
Moreover, a sense of public safety involves subjective and collective
experiences due to safety’s inherent complexity and ambiguity (Hermansson,
2018; Zou & Meng, 2020). This implies that a sense of public safety, as a
complex societal matter, is something that is experienced rather than
objectively defined; it is shaped by perception and interpretation.
Consequently, it carries an intersubjective dimension, a perspective that is
acknowledged and examined throughout this dissertation and the included
papers. In this regard, a sense of public safety constitutes a complex societal
matter for which no straightforward solution exists, aligning with the
characteristics of what has been described as a wicked problem (see Alford
& Head, 2017; Grint, 2005, for a discussion of the concept).

As this dissertation examines how public authorities communicate with the
public through social media, the Swedish Police has been selected as the
empirical case. This choice is motivated by the police’s fundamental societal
mandate to ensure public safety for all. Its statutory duties are to promote
justice, security, and safety by fostering public order, safety, and protection
and other assistance to the public (Police Act [Polislag], SFS 1984:387: §1;
Polisen, 2018, 2023a, 2024). The Swedish Police have simplified their
definition of creating a sense of public safety by focusing on minimizing the
fear of being exposed to crime in the public space (Polisen, 2018). In this
case, it includes police visibility, relationship- and trust-building activities,
and cooperation with other actors in the local community through crime
control and prevention activities (Polisen, 2023a, 2024), which become a
response of and a goal for the authority to reduce crime and create public
safety.

Besides the police’s own definition, the Swedish authority of the National
Board of Housing, Building, and Planning (Boverket, 2023) has a definition
of a sense of public safety. It defines it as a concept about feelings triggered4
when individuals interpret their surroundings based on their experiences and
with other individuals or media descriptions of the risk of being exposed to

4 As a side note, the term “trigger” also connects to the In Flames song “Trigger” from their 2002 album,
Reroute to Remain, which has had a significant impact on the author.

6
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crime or threatening situations. Political and societal discussions also
influence a sense of public safety by paying attention to how the issue of
public safety is governed in and through the Swedish welfare state (Brandén,
2022) and how politicians utilize the concept to foster a sense of “national
pride” among the public during debates (e.g., Hermansson, 2018). Based on
these arguments, I will limit the definition to focus solely on public safety,
excluding, for example, safety at home. Consequently, [ will use “a sense of
public safety” in this dissertation.

Lack of Co-Creation Approach to Public Authority Communication

Returning to a broader perspective on public authorities, it is important to
note that this issue is not unique to the Swedish Police. Public authorities
more generally must navigate the competing demands of maintaining
authority, transparency, clarity, and participation while ensuring compliance
with relevant laws, regulations, strategy documents, and policy directives
during their digital engagement with the public, as discussed by studies like
Eriksson and Ivarsson Westerberg (2021) and Ivarsson (2021). Furthermore,
public authorities’ communication can lead to overconfidence in what social
media can accomplish for their work (for internal or external purposes) and
because of the lack of co-creation perspectives in their messaging (Lovari &
Valentini, 2020)—posing a communicative challenge for them. This is a core
aspect of social media that leads me to address the co-creation of
communication processes where public authorities and the public are
involved in shaping the communicative meaning and practice of, in this case,
a sense of public safety in the public space.

In this context, I approach co-creation from a media and communication
perspective, which emphasizes communication as a process of meaning-
making and relationship-building between organizations and the public as
active participants (Botan & Taylor, 2004). This perspective aligns closely
with my conceptualization of public safety as an experienced phenomenon.
The absence of co-creation is problematic, as it contains our understanding
of how public authorities engage in meaningful communication with the
public. Additionally, Tuurnas (2020) suggests that the importance of co-
creation lies in the interaction between public authorities, in this case, and
the public to increase engagement and participation even if it does not
always need to involve dialogue or lead to impressive results. This
understanding heightens the challenges public authorities face in
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communicating with social media about complex societal matters with the
public.

The problematization demonstrates that public authorities cannot be separate
from social media because the public is present there. However, previous
research has not paid enough attention to how social media changes the
communication of public authorities (Cassinger & Thelander, 2020), such as
police authorities and their use of social media (Walby & Wilkinson, 2023).
The focus has been on transmission and top-down views of communication.
This results in a lack of bidirectional and co-creation approaches (Botan &
Taylor, 2004; Lovari & Valentini, 2020), which affects public authorities’
communication on social media concerning complex societal matters. In
other words, the extant research cannot account for the whole meaning of
communicating complex societal matters, such as creating a sense of public
safety on social media. This is both a theoretical and an empirical problem.
Understanding the relationship between public authorities and the public on
social media is vital for upholding democratic processes and trust in society.
This leads me to the aim and the research questions of this dissertation.

The Aim and Research Questions

The aim of this dissertation is twofold. First, it seeks to examine how public
authorities communicate complex societal matters through digital media
platforms. Second, it aims to develop a participatory approach for capturing
bidirectional processes of digital communication between public authorities
and members of the public.

This warrants investigation because the conduct of public authorities on
social media can have profound consequences: it may either reinforce
distrust, fear, and insecurity in a fragile public space (for instance,
challenged by high terror alerts or ongoing gang wars) or strengthen
relationships and public safety. Public authorities, especially those dealing
with law and order, must therefore understand and balance their authoritative
and, at the same time, communicative role when communicating a sense of
public safety through digital media. To accomplish the research aims, the
social media communication of the Swedish Police regarding the creation of
a sense of public safety is selected as an empirical case due to the societal
responsibility that the authority is required to fulfill by law, thereby enabling
the collection of rich data. The Swedish Police has also been chosen since
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the authority has significantly increased its presence on social media in
recent years.

RQs of the Sub-Studies

In line with the aim of this dissertation, four research questions were
formulated, each corresponding to one of the sub-studies. These sub-studies,
presented as separate papers, examined various aspects of the Swedish
Police’s social media communication in relation to creating a sense of public
safety

RQ Paper I: What are the strategies applied by the Swedish
Police through their social media communication to create a
sense of safety?

Paper I explores the Swedish Police’s strategies for creating a sense of
safety through social media. The reason for this is the lack of research about
the digital creation of a sense of safety because previous police social media
studies have generally focused on proximity policing, informing citizens,
proactive police work, crime reduction, surveillance, and preservation of
trust.

RO Paper II: To what extent does the Swedish Police
organization’s communication on Instagram contribute to the
public’s experience of a sense of safety?

Paper II examines how the public experiences the Swedish Police’s
Instagram communication concerning creating a sense of safety publicly.
Instagram was chosen because of its focus on the image (Manovich, 2017),
and it is a platform increasingly used by the Swedish Police. In addition,
there are scarce studies that exclusively focus on Instagram regarding police
social media communication, for instance, Walby and Wilkinson’s study
(2023), and none concerning how a sense of public safety is experienced.

RQ Paper II1: How do the Malmo police and the City of Malmo
convey a sense of public safety through their Instagram posts?
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Paper III, a book chapter, studies how the Malmo police and the City of
Malmé convey a sense of public safety via their Instagram in today’s
mediated and digital society. The organizations were selected because of
their responsibilities to address and work with complex societal matters and
their presence on social media.

RQ Paper IV: How do Swedish police employees make sense of
their social media communication related to a sense of public
safety in critical making workshops?

Paper 1V introduces a participatory methodological approach for examining
how Swedish Police employees make sense of their strategic communication
with the public from a bottom-up perspective. Critical making workshops
were employed, which is a method traditionally utilized in design and
sociotechnical research but seldom applied in strategic communication
studies.

On the next page, Figure 1 illustrates how the four papers interrelate and
collectively contribute to the aim of this dissertation.

Contribution of the Dissertation

The contribution of the dissertation is both theoretical and methodological. It
advances the fields of media studies as well as organizational and strategic
communication in two ways. First, it contributes to scholarship by
examining how public authorities communicate complex societal matters—
such as a sense of public safety—through digital media. Specifically, it
demonstrates (i) how the Swedish Police employ social media to articulate
the complex societal matter of creating a sense of public safety, and (ii) how
members of the public experience the Swedish Police’s social media
communication in relation to the creation of a sense of safety. Second, the
dissertation offers a methodological contribution, consisting of a critical
(un)making model that captures participatory, exploratory, and iterative
processes that involve complex societal matters, such as creating a sense of
public safety. The dissertation proposes that the critical (un)making model is
a useful way of understanding bidirectional communicative processes and
generating novel ideas that emerge through engaged participation,
exploration, and iteration present in unfolding and reconfiguring processes.

10
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This approach emphasizes the importance of (i) adopting a playful approach
engaging diverse stakeholders, (ii) fostering shared sensemaking, (iii)
utilizing experience-based and ad hoc methods, (iv) maintaining openness to
multiple interpretations and reflections, and (v) extending communicative
practices beyond social media platforms to strenghten and improve
communication processes related to complex societal matters, such as
cultivating a sense of public safety.

Paper IV:
Participatory approach to
police social media

an Bidirectional
communication

communication

Figure 1. Overview of the dissertation.

Outline of the Dissertation

The dissertation is structured into eight chapters and four articles (three
scientific articles and one chapter for an anthology) in the following order.

1
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Chapter Il presents Perspectives from Previous Research, and this is to
understand the dissertation’s position and what it examines. Chapter III,
Theoretical Framework, focuses on the meaning of a sense of public safety,
experience, and sensemaking. The chapter concludes with an explanation of
how the different theoretical sections are connected and shaped the
theoretical framework of the dissertation—making sense of public safety.
The fourth chapter focuses on the Methodology, where 1 present the research
design, methodological strategies, and approaches used in the dissertation.
The choice of methods is explained and reflected upon, as is how the
empirical material was collected and analyzed. I also reflect on research
quality and ethics. After that, in Chapter V, I provide a more detailed
explanation of The Swedish Police as an Empirical Case and Police Region
South (PRS), the specific case for this dissertation. Chapter VI presents the
Summary of the Papers, where short presentations of each paper’s findings
and contributions are given based on the research questions. In Chapter VII,
I discuss and reflect on the Findings, which include three themes: (i)
Integrating Operational and Communicative Policing into Social Media, (i1)
Fostering Public Engagement Through Police Communication on Social
Media, and (iii) Bidirectional Communication as Sensemaking, as well as
Critical (Un)Making as a Model for Capturing Co-Creation based on the
case of the Swedish Police and their social media, supported by Papers [-IV.
Finally, Chapter VIII concludes the dissertation by revisiting its overall aim
and presenting the theoretical and methodological contributions, practical

recommendations, identified limitations, and directions for future research.

The Kappa ends with Papers I-1V:

. Paper I: “Malmo is not Sweden’s Chicago™: Policing and the
challenge of creating a sense of safety through social media
strategies (published)

. Paper II: Communicating a sense of safety: The public experience

of Swedish Police Instagram accounts (published)

. Paper III: Social media communication to create public safety and
oppose public fear: Insights into how Swedish public sector
organizations convey a sense of public safety via Instagram
(published)

12
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Paper IV: Communicating a sense of public safety through social
media: A participatory approach in a public sector organization (in
review)

13
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Chapter 1
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Previous Research

To further clarify the scope, aim, and contribution of this dissertation—and
to position it within existing scholarship— I will present key perspectives
from previous research. First, I outline studies on public authorities’ social
media communication and the role of connectivity, highlighting the
limitations of prior research that has predominantly adopted top-down
perspectives. | then address how this narrow focus overlooks the everyday
meaning-making practices of both employees and the public, emphasizing
the importance of incorporating bottom-up perspectives. This discussion
leads to an argument for adopting a participatory approach to better
understand communication as a socially constructed process. Subsequently, I
discuss how this approach provides deeper insight into two interrelated
dimensions of communication: (i) its sociocultural construction and (ii) its
digital mediation. The chapter concludes by examining the specific
challenges faced by the police when communicating through social media.

Public Authorities’ Social Media Communication

Social media is crucial for policeS and other public authorities in managing
and cultivating relationships with the public (Olsson & Eriksson, 2016;
Schneider, 2021a, 2021b). Social media platforms permit public authorities
to become both producers and distributors of media content. Furthermore,
the incorporation of social media has become pervasive in the daily
operations of public organizations (Eriksson & Ivarsson Westerberg, 2021;
Lovari & Valentini, 2020), both internally and externally. This integration
facilitates the sensemaking, dissemination, and participation of information
within the organization (Madsen, 2022) and beyond its boundaries (de Graaf
& Meijer, 2019). The rapid development in the media sector, such as social
media advancements, has been driven by social and technological factors
that have enabled individuals and organizations (no matter the sector) to
communicate or interact instantaneously. This facilitates collaboration and
the rapid sharing of information (Burgess et al., 2018).

5 In this dissertation, the terms “police authority” and “police organization” are used interchangeably to
refer to the same concept.

15



Jens Alvén Sjoberg

Furthermore, previous research on public authorities shows that they are
pressured to be more open to digital interactions with the public (de Graaf &
Meijer, 2019; Lindgren et al., 2019), and this pressure thereby shapes
organizations’ (public and private) understanding of what digital media can
do (Beverungen et al., 2019). On this notion, public authorities think they are
interacting with the public, but instead, they mostly describe themselves or
what they do in a transmissive manner without the public in mind (Eriksson
& lIvarsson Westerberg, 2021; Fredriksson & Pallas, 2016). As a result,
public authorities mostly take the form of few-to-many (Lovari & Valentini,
2020) instead of many-to-many, the latter a core function of social media
(van Dijck, 2013). This reinforces social media as a double-edged sword of
communication, depending on its utilization and perception by the user
(Falkheimer & Heide, 2014). For instance, social media communication
frequently occurs across multiple media platforms today because that is
where the public is. This creates a demanding and challenging environment
for public authorities due to a lack of resources® and communication
strategies, as they are still obliged to disseminate information by law
(Ivarsson, 2021). For example, previous studies show public authorities
often shape their social media content in a friendly or trendy way in order to
stay popular by disclosing personal aspects of the organization in the hope of
getting closer to and building relations with the public (Cassinger &
Thelander, 2020; Schneider, 2021b) to humanize the authority’s work in
order to build relationships with the community (Bullock et al., 2021;
Rasmussen, 2021) or trust (Williams et al., 2018), but not in a manner that
focuses on a sense of public safety.

Although social media is emblematic of a digitalized society, facilitating a
seamless exchange of information and interaction, it is imperative to
acknowledge its potential negative aspects. These involve unthinking
communication and ethical and structural issues, which refer to the dark side
of digitalization (see Trittin-Ulbrich et al., 2021). Another issue is the
influence of the private sector on public authorities. This phenomenon, in
turn, exerts a significant influence on the manner in which public authorities
communicate with their respective target audiences, thereby altering the
communication style, media usage, and approach employed by them (Enbom
et al., 2014; Fredriksson & Pallas, 2020). For instance, this issue has been a

6 One dimension of this problem lies in public authorities’ use and the influence of New Public
Management (NPM). However, NPM is outside the scope of this dissertation.
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recurring theme when it comes to the Swedish Police in various news
reports. It leads to communicative challenges for authorities on how to use
social media and what to communicate based on societal demands,
expectations, and responsibilities (Cassinger & Thelander, 2020; Olsson &
Eriksson, 2016). This communicative challenge or problem is reinforced by
the blurring between the digital and the nondigital, a consequence of ever-
present connectivity (van Dijck, 2013).

Relevance of Connectivity

van Dijck’s (2013) perspective on connectivity is still highly relevant ten-
plus years later. This is because the connectivity concept leads to a
discrepancy between public authorities’ communication process, social
media dynamics, and integration of complex societal matters for/with the
public. For instance, the Swedish public is highly connected to social and
digital media platforms today (see Internetstiftelsen, 2024), which affects
public authorities like the Swedish Police in how to reach it. Public
authorities must align their actions with their stated intentions of
transparency and consistency (Fredriksson & Edwards, 2019), as
exemplified by the police officer’s quote at the beginning of Chapter I.
Furthermore, social media has become a valuable strategic communication
toolbox that grants organizations (and their employees) greater freedom and
control over the dissemination of information, in contrast to other media
platforms, if resources are allocated for this task (Falkheimer & Heide, 2014,
2023). Still, it can also be problematic for public authority members due to a
lack of communication on social media (Lovari & Valentini, 2020). From a
connectivity perspective, social media can jeopardize the organization’s
strategic value and purpose and how communication is used and valued (cf.
Zerfass et al., 2018). This phenomenon engenders communication challenges
for public authorities (Andersson et al., 2021; Eriksson & Ivarsson
Westerberg, 2021) due to an absence of comprehensive understanding of the
capabilities and limitations (Trittin-Ulbrich et al., 2021), and the role or
framing of strategic communication (Falkheimer & Heide, 2023;
Fredriksson & Pallas, 2016) in the use of social media from the standpoint of
how, what, and why. Rasmussen emphasizes the critical need of public
authorities, particularly within the legal system, to “operate in social media
within the limits of appropriateness” (2017: 99) to avoid cultivating mistrust
or uncertainty.
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These factors highlight the lack of comprehensive studies examining public
authorities’ communicative process of using social media to create meaning
around complex societal matters, in this case, how public authorities
communicate to create a sense of public safety within the community.

A Note on Top-Down and Bottom-Up Communication

It is important to acknowledge that part of the problem stems from the gap
between the top-down communication practices of public authorities and the
inherently bottom-up nature of social media.

As Christensen and Christensen state, “Regardless of the exact production
conditions, the use of member voices to represent the organization is likely
to involve more or less explicit attempts to discipline the appointed
speakers” (2022a: 498). Additionally, the communication processes of public
authorities are often based on their purpose, but, as with organizations in
general, they face challenges related to the strategic aspects of what, how,
why, and to whom they communicate in order to communicate strategically
and meaningfully outside of their organizational space (Christensen &
Christensen, 2022b; Falkheimer & Heide, 2023). This, in turn, highlights
that organizations and employees face challenges in coordinating and
balancing strategies, areas of action, and responsibilities when
communicating internally or externally, which causes communication to
shift between strategic and nonstrategic (see Raupp & Hoffjann, 2012) or
between transmission or meaning-making (Heide et al., 2021).

The above arguments expose the differences in communication processes
between public authorities and social media. Grint (2005) notes that the top-
down perspective is part of dealing with complex dimensions of a problem
or an issue that affects society. Simonsson and Heide (2021: 267) posit that
focusing on “managers as key actors [in research] generates a focus on top-
down oriented communication processes and neglects the importance of
horizontal, informal communication processes and coworkers as
communicators,” aka a bottom-up perspective.

Top-Down Perspective on Public Authorities Communication

On this notion, a top-down mentality (or a transmission communication
perspective; see chapter 1 in Carey, 2009) still influences organizational

18



Communicating a sense of public safety

members’ communication internally and externally. This top-down mentality
is exemplified by how communication can be expressed to be perceived as
acceptable by others but can reduce the value of employees’ communication
and thus lead to member perspectives on the organization being devalued
(Christensen & Christensen, 2022a). Lovari and Valentini (2020) add that it
is a common practice in (and a criticism of) the whole public sector to take a
transmission communication perspective with their social media, which
informs their social media use. Additionally, Andersson et al. (2021, 2024)
highlight the role and opportunities social media provides to public
authorities, especially Swedish police officers, in how they communicate
their work to the public. Andersson et al. (2021, 2024) indicate that the ways
in which public authorities and their employees use social media reveal a
gap between top-down communication, which focuses on information
dissemination and organizational control, and bottom-up communication,
which is more personal and employee-driven.

As a concrete example, and based on what this dissertation focuses on, the
Swedish Police” has a highly vertical top-down structure throughout the
organization, from the National Police Commissioner to the police units on
the ground. This is exemplified by using a top-down perspective to make
sense of their operations (Kihlberg & Lindgren, 2021). This perspective is
reinforced by political decisions like the Police Act (SFS 1984;387) and
Sweden’s goal to excel in digitalization, which affects all parts of society
(Regeringskansliet, n.d.)8. It also depends on the authority’s own decisions
based on their role in society, such as Police Operational Strategies (Police,
2023a, 2024) aimed at staying close and visible to the public in both digital
and nondigital spaces, reducing crime, and creating a sense of public safety.
This is exemplified by how the Swedish Police act on social media, based on
the Police Communication Policy (Polisen, 2015) and in their Social Media
Handbook (Polisen, 2022).

The challenge between top-down and bottom-up communication is reflected
in how employees and management value and understand the role of
organizational communication (Simonsson & Heide, 2021). Luoma-aho and
Canel (2020) suggest that this creates a discrepancy in the communication
mindset between the public sector and the public. The discrepancy (between

7 For further details on the Swedish Police, see Chapter V.

8 The Swedish digitalization goal will not be further explored in this dissertation.
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top-down and bottom-up) is highly visible in how Swedish Police behave
and communicate to establish relationships, through social media
communication, with the public to fulfill their duties effectively.

Social Media Communication as a Bottom-Up Perspective

Since the terms ‘top-down’ and ‘bottom-up’ denote different approaches to
understanding communication, it is important to acknowledge that tensions
between these perspectives influence “communication on strategy
formulation (i.e., how communication about daily practices eventually
impacts the strategic decisions of organizations)” (Hallahan et al., 2007: 13).
Consequently, how the police and other public authorities communicate to
the public involves more than merely balancing and interpreting various
strategic documents and policy decisions (see Fredriksson & Edward, 2019).
It also involves the need to build relationships with the public in
communicating different types of content from a local level (Williams et al.,
2018) by emphasizing a form of bottom-up perspective on how police
members communicate (Andersson et al., 2024; Paper 1V). Social media
communication has become a relevant way to do so due to today’s connected
and mediated way of living, where digital and nondigital spaces are
interconnected (van Dijck, 2013). However, public authorities’
communication processes still indicate a discrepancy between top-down and
bottom-up ways of communicating. The bottom-up perspective entails
reducing organizational control such that workers can communicate
according to their own preferences within the organizational setting (Heide
et al.,, 2018, 2021). This approach also fosters the perception of
communication as a strategic entity and of communicators as valuable assets
(Simonsson & Heide, 2021). The bottom-up perspective also underscores the
usefulness of social media as a communication tool for complex societal
matters or responsibilities, including promoting a sense of public safety, for
instance by taking a local perspective on social media communication based
on the members who work on the ground.

However, even with bottom-up communication, public authority members
must reflect on the purpose of their social media communication (Cassinger
& Thelander, 2020) so as not to jeopardize their relationships with the
public. Based on this, a bottom-up communication perspective becomes a
way to strategically communicate the authorities’ work and responsibility
(and their purpose) to the public (Paper IV), which is a fundamental aspect
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of strategic communication (Falkheimer & Heide, 2014, 2023). This
perspective on bottom-up communication prompts me to provide a concise
overview of participatory approaches and their relevance to this dissertation.

Relevance of a Participatory Approach

This dissertation adopts a participatory approach to explore how police
employees and the public make sense of police social media communication,
particularly in relation to the creation of a sense of public safety. This
approach aligns with traditions such as participatory design, participatory
research, participatory processes, participatory culture, co-production
research, and action research. Although these terms vary across disciplines,
they share a common objective: to examine how diverse actors
collaboratively generate knowledge to address complex societal challenges
(Bradbury et al., 2019; Martin, 2010) and to translate innovations into
meaningful practices within everyday contexts (Ehn et al.,, 2014). A
participatory approach is about doing research in the real world to gain
deeper insights by observing participants’ ways of interacting (Tuurnas,
2020), fostering engagement (Johnston & Taylor, 2022), and building trust to
establish strong relationships (Shani & Coghlan, 2021) for co-creating
research. All stakeholders become partners in the process, and the values of
the relationship are fundamental to co-creating meaning (Botan & Taylor,
2004).

Furthermore, a participatory approach acts as a learning environment where
knowledge is shared democratically with abductive reasoning to improve
accountability and transparency in a co-learning process (Lindhult &
Axelsson, 2021). Ehn et al. (2014) add that participatory processes include
both human and nonhuman entities in society in an ongoing relationship. In
this context, participatory approaches connect to social constructivism®
(Alvesson & Skoldberg, 2009) and illustrate that meaning is created through
communication and interaction, influenced by sociocultural contexts
involving improvisation (Craig, 1999). This perspective agrees with
Falkheimer and Heide’s (2023) acknowledgment that organizations, both
public and private, are social entities because they rely on people, structures,
purposes (and goals), identity, and communication to operate.

9 See Chapter IV for an in-depth look at the dissertation’s social constructionist approach.
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Media and Communication Perspectives on Participation

In this dissertation, I adopt a media and communication perspective on
participation, with particular attention to organizations and strategic
communication. First, I draw on Henry Jenkins’ (2006) assertion that we are
now both producers and consumers due to digital advancements,
emphasizing engagement through a participatory approach to various media
platforms and multiple events and discussions. In addition to Jenkins’
account of participation, I also draw inspiration from Gambarato et al.’s
(2020) work, which focuses on the sociological approach to participation
within transmedia storytelling and situates them in relation to systems
theory. From this perspective, the authors argue that participation extends
beyond the evolving relationship between users and media producers and
that interaction does not inherently constitute participation, as illustrated in
the following passage:

For instance, audiences can interact on social media and reply to
posts related to the transmedia story they enjoy. This is interaction,
but this does not imply that they are participating in the
development of the transmedia story. In contrast, when audiences
can, for example, suggest plot progression via social media
channels, and these suggestions are incorporated by the
transmedia producers, interaction and participation are in place.
(Gambarato et al., 2020: 47)

Carpentier presents a different approach to participation. Moving beyond a
sociological orientation, Carpentier (2016) emphasizes a political approach
that highlights the importance of power relations, such as power distribution
and power-sharing, and decision-making in the complexity of participatory
processes. From this standpoint, the logic of power diverges from ordinary
social interactions, thereby differing from the sociological approach.
Carpentier (2015, 2016) also underlines the importance of access,
interaction, and participation in participatory processes. In response to
overly simplistic models of participation, he proposes a four-level analytical
toolkit, comprising field, actors, decisions, and power organized into 12
steps that illuminates how participation can function in media and
communication settings (Carpentier, 2016).
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Kaun and Uldam’s (2017) perspective on participation aligns with
Carpentier’s political approach, as their study examines the role of social
media in civic—particularly political—participation through Swedish
volunteer initiatives during the 2015 migration crisis. The authors argue that
understanding political participation and civic engagement on social media
requires examining participation through the interplay of dimensions of
power relations, practices, affordances, and discourse. Therefore, they
introduce an analytical model for studying social media participation that
avoids techno-determinism and mediacentric biases by emphasizing these
four interconnected dimensions. Kaun and Uldam further argue that although
each dimension matters individually, it is their interplay that reveals who
participates, who is heard, and how phenomena such as virality, media
interconnections, and online—offline dynamics take shape. Otherwise, the
understanding of the interaction between platform technologies, user
practices, dominant discourses, and broader power relations becomes limited
or missed (Kaun & Uldam, 2017).

Although Carpentier’s (2015, 2016) and Kaun and Uldam’s (2017) views on
participation as a political approach provide valuable insights, they will not
be further applied in this dissertation. Instead, I adopt the sociological
approach, as it more closely aligns with the dissertation’s focus on how
participants are engaged and mobilized. This perspective resonates well with
Jenkins’ (2006) and Gambarato et al.’s (2020) research on participation, as
well as the views of Andersson et al. (2024) and Falkheimer and Heide
(2014, 2023) on strategic communication as a two-way process. A
participatory approach therefore presents opportunities and challenges for
organizations and their members in understanding and co-creating strategic
communication to go from a top-down to a bottom-up communication
mindset (Heide et al., 2018).

Furthermore, the sociological approach to participation emphasizes that
developing sustainable relationships among the involved actors is essential.
For instance, with a strategic communication focus, interactions and contacts
between participants are valued more than just achieving the organization’s
goals (Johnston & Taylor, 2022). Implementing the sociological approach to
participation, with a focus on strategic and organizational communication in
media and communication studies, facilitates reflection from a bottom-up
perspective as a participatory process (Sjoberg, 2016; Paper IV) and enables
the exchange of knowledge and experiences between participants (Ratto,
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2011). This occurs within a particular sociocultural communicative context,
as Craig (1999) postulated. In this case, it is important to understand how
public authorities handle, enhance, learn from, and make sense of
communicative challenges related to complex societal matters, especially
from a strategic and communicative perspective (Gulbrandsen & Just, 2022;
van Ruler, 2018).

Nevertheless, there are challenges in applying a participatory process when
conducting research with public authorities. The challenges are mainly due
to decisions and societal and organizational responsibilities (Ivarsson, 2021)
that make it difficult for public authority members to fully participate in this
type of research (Martin, 2010; Tuurnas, 2020). Regardless of whether
participation is approached from a sociological or political perspective,
scholars have raised questions about the role of the researcher and the power
dynamics embedded in decision-making processes, particularly with respect
to their implications for access, interaction, and participation. These
considerations are central to understanding a research problem from a
participatory standpoint (see e.g., Carpentier, 2015, 2016; Kaun & Uldam,
2017). A participatory approach becomes relevant when a problem is
widespread and can be combined, co-created, and reflected on with a focus
on learning and knowledge sharing from a collaborative setting (Lindhult,
2022). Based on these explanations, I argue that a participatory approach can
address, enhance, learn from, and make further sense of the communicative
challenge that authorities face in communicating a sense of public safety on
social media from a media and communication perspective.

A Social Constructionist View on Communication

The dissertation’s understanding of participation, grounded in a sociological
approach, is aligned with Carey’s conception of communication as a ritual
process. As Carey explains, “[a] ritual view of communication is directed not
toward the extension of messages in space but toward the maintenance of
society in time” and “the representations of shared beliefs” (2009: 15). That
view can be connected to Craig’s (1999) view that communication is a
socioculturally constructed phenomenon occurring in today’s interconnected
society (see van Dijck, 2013, for example), which converge on social media.

24



Communicating a sense of public safety

Communication as Socio-Culturally Constructed

Communication is dynamic and constantly develops through dialogues in
and outside organizations. I thus draw on one of Craig’s (1999) views: that
communication is socioculturally constructed!® by reproducing and
constructing social order from our inherent aspect as human beings through
dialogue. This perspective shows that communication is socially constructed
and highlights the central role of people in this, at both the individual and
collective levels, in the meaning-making of communication. Alvesson and
Skoldberg (2009) hold that society (in this case, authorities and their
communication) is a social constructivist product. Hallahan et al. (2007)
posit that communication entails creating and exchanging meaning between
actors. This, in turn, means that communication is constructed and
understood in how members of the authority act and communicate on behalf
of the organization to the public. Falkheimer and Heide (2023) emphasize
that this communicative standpoint involves adapting, listening to, and
interpreting social and cultural contexts to create meaning, to influence, or to
change people’s behavior through dialogue.

Communication has psychological, social, and cultural dimensions, and its
interpretation involves a degree of ambiguity (Hallahan et al., 2007).
Therefore, Weick’s (1995) sensemaking!!—making sense of what we do in
an organization by seeing and then doing—and Craig’s (1999) view of
communication as socially reproducing, links to my participatory approach!2
by emphasizing a bottom-up perspective on the strategic communicative
mindset that communication made in organizational settings becomes central
to the organization’s behavior, goal, and existence (Falkheimer & Heide,
2023; Zerfass et al., 2018). To further elucidate the scope of this dissertation
and my stance on communication, that is, as socially constructed and
dialogue-bound in how organizational members communicate and make
sense of it with the public, communication as digital media also needs to be
unpacked.

10 See Chapter IV for an in-depth look at the dissertation’s social constructionist approach.
11 See Chapter I1I for an in-depth look at the dissertation’s approach to sensemaking.

12 See Chapter IV and Paper IV for an in-depth understanding of my participatory approach in this
dissertation.
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Digital Communication

The second perspective is digital communication, which is rooted in media
technology development (like social media) and its social and cultural
impact on us. In order to understand digital communication, I once again
turn to van Dijck’s (2013) concept of connectivity. Van Dijck points out that
the boundaries between digital and nondigital space have been blurred by
our constant connectivity, for example, through smartphones and social
media as the digital facet of communication. This connectivity thus ties into
the mediatization of public authorities, whereby digital communication
influences how authorities communicate with the public and with
collaborative actors. Connectivity is highly prevalent in Sweden due to the
government's digitization plan (mentioned earlier), which is directing society
toward more digital communication. This view is reinforced by the
medialization that has emerged among authorities due to sociocultural
conditions (Fredriksson & Pallas, 2020).

Furthermore, this means that digital communication takes place on platforms
that suit an organization based on its hopes to retain control but still be seen
as accessible (Trittin-Ulbrich et al.,, 2021), consistent and transparent
(Fredriksson & Edwards, 2019). Since communication also happens in
digital settings on social media, public authorities thus mix transmission and
dialogue-based communication that suits them strategically. This, in turn,
ties in with how employees communicate, as they often communicate what
the organization has predetermined whether consciously or unconsciously
(Christensen & Christensen, 2022), in this case, how the police communicate
a sense of public safety on their social media.

Communicative Challenges With Social Media

Previous research on public authorities shows they are having difficulty
keeping up with and responding to the public’s use of social media (Lovari
& Valentini, 2020). Police authorities are especially interesting because of
their duties and missions in a democratic society, how they use social media,
the platforms they select, and their view of communication based on
authority, decisions made, and laws.

Williams et al. (2018) observed that police use of social media for
community purposes often falls short and becomes a channel for information
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dissemination rather than an arena for dialogue. The study by de Graaf and
Meijer (2019) showcases how police face many value conflicts in terms of
how they use social media, such as transparency, participation, and
efficiency. This affects the relationship between the police and the public due
to differences in digital maturity and their use of social media platforms. A
consequence of this is that police often use social media for mass
communication due to the organizational framework instead of as an arena
for dialogue and insights from the public, which de Graaf and Meijer (2019)
as well as Ralph et al. (2022) highlight.

On this note, police officers exhibit selective use of social media when
engaging with users by demonstrating a degree of empathy (albeit
infrequently), while disregarding those who challenge their legitimacy in
order to uphold the police image (Kudla & Parnaby, 2018). Studies like
those of Bullock et al. (2021) and Sachdeva et al. (2016) indicate that social
media interactions between police officers and the public can boost
engagement, reduce crime, and possibly enhance public safety. Police social
media can therefore motivate the police and the public to collaborate more
effectively and support community safety (Sachdeva et al., 2016; Williams et
al., 2018); however, public safety remains mostly a byproduct of police
social media. Still, this depends on police authorities and their understanding
and use of social media as a communicative and participatory space.
However, previous studies, such as de Graaf and Meijer (2018) and Walby
and Wilkinson (2023), have shown that their understanding and use of social
media is not always clearly reflected in actual police social media activity.
This presents a challenge for the police, as the public often perceives police
behavior (Jackson & Bradford, 2009) or the intent behind police
communication differently from how the police themselves understand it
(Ralph et al., 2022). Therefore, police authorities must further reflect on their
social media processes—what they want to communicate, to whom, and why
—even if officers must weigh the opportunities and limits of social media
when engaging with the public (Bullock et al.,, 2021), especially when
dealing with and communicating on complex societal matters

Furthermore, previous studies of police social media have mainly focused on
(1) visibility activities (Rolandsson, 2020) to legitimize police work in the
community (Grimmelikhuijsen & Meijer, 2015; Walsh & O’Connor, 2019),
(i) engaging in trust-building (Williams et al., 2018), (iii) narrating or
controlling the police’s own story (Walby & Wilkinson, 2023) to deal with or
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avoid public criticism (Kudla & Parnaby, 2018; Ralph et al., 2022), (iv)
performing and managing the police image (Bullock, 2018; Schneider,
2021a), (v) upholding social order as well as being trendy online (Schneider,
2021b), or being funny or personal online with inspiration from the private
sector in terms of content and style, such as humor or journalism
(Rasmussen, 2017, 2021; Rolandsson, 2020) to boost popularity (vi) or by
giving different voices from the organization as ambassadors (Andersson et
al., 2021, 2024), or (vii) increasing attractiveness (Olsson & Eriksson, 2016),
for instance by showcasing the ‘cuteness’ of the police via their animals,

such as police dogs (Wood, 2020).

In the case of the Swedish Police, they mainly use Facebook, Instagram, and
X (formerly Twitter) as their social media platforms for communication and
sharing information (Eriksson & Ivarsson Westerberg, 2021). On these
platforms, they focus on content like recruitment campaigns, employer
branding, crime trend updates, prevention tips, and building relationships
and public trust. Swedish police officers see social media as an information
tool to build engagement and reputations that the public can relate to and to
promote low bureaucratic control barriers, according to Rolandsson (2020).
What prior research shows in many cases aligns with the Swedish Police’s
social media. Thus it strengthens my position on the lack of social media
communication efforts aimed at conveying the complex societal matter of
creating a sense of public safety. Brandén (2022) too notes that the meaning
of a sense of public safety is rarely examined and therefore requires more
research to capture its full scope outside the field of criminology. Current
definitions of a sense of public safety often overlook the importance of its
communication aspects, which is why extremely few studies (besides mine)
have focused exclusively on using social media for this purpose. This
highlights the ambiguity and complexity from a communication perspective
in how the Swedish Police work with and communicate a sense of public
safety on social media.

Consequently, these research perspectives make evident that public
authorities and, especially, police authorities must reflect on what, why, and
whom they communicate with/to know /how to communicate a sense of
public safety on social media. This is to avoid jeopardizing the relationship
with the public and to have a more explicit communicative process with their
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social media because public authorities work for the public (e.g., Eriksson &
Ivarsson Westerberg, 2021; Luoma-aho & Canel, 2020).
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Chapter 11



Communicating a sense of public safety

Theoretical Framework

In this chapter, I will present the dissertation’s theoretical framework with
support from previous research on the topic. I will further unpack the
concept of a sense of public safety, which I briefly introduced in the
problematization in Chapter I. Thereafter, I will present a sense of public
safety as an experience. After that, I will focus on making sense of
experiences by presenting how sensemaking is used theoretically. This is to
understand how public authorities communicate in order to examine
communicative processes in which public authorities convey a sense of
public safety on digital media, in this case, the Swedish Police and the
public.

The Meaning of a Sense of Public Safety

In order to understand the meaning of a sense of public safety as a complex
societal matter from a theoretical perspective, safety!3 can be described as
preventing unintentional harm and assessing potential risks and dangers that
we (individuals or society) face (Boholm et al., 2016; Mdller et al., 2006).
Safety is mainly associated with personal safety, as it varies according to
each person’s predefined perspective and is about feeling safe based on
historical happenings and previous experience (Furedi, 2019). Additionally,
safety has a collective and political meaning (Hermansson, 2018) rooted in
social and public agreements about what it is and how we should engage
with it, which gives it an intersubjective meaning (Ceccato et al., 2019; Pain
& Townshend, 2001). Eizenberg and Jabareen (2017) posit that safety is also
tied to social sustainability discourse due to its effects on society (on micro,
meso, and macro levels). Security!4, on the other hand, focuses on mitigating
intentional harm through concrete measures (Boholm et al., 2016). This
means that security is about tangible measures at collective levels that
involve aspects such as the use of camera surveillance (CCTV) (see Gerell,
2020), lighting, speed bumps, traffic controls, and the presence of authorities
in the public space (Cassinger & Thufvesson, 2022; Sahlin Lilja, 2022). In
this way, security is linked to crime prevention activities, such as police

13 Safety refers to trygghet in Swedish.

14 Security refers to sdkerhet in Swedish.
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conducting traffic controls to reduce speeding and drunk driving, using
camera surveillance in a crime-dense area, neighborhood watch, or visiting
schools to confiscate weapons and drugs. Safety and security are thus closely
linked in managing different types of risks and hazards, but they should be
seen as different concepts with differing meanings (Boholm et al., 2016).
Further description of the concept of security is beyond the scope of this
dissertation.

The Intersubjective Meaning

The understanding of safety versus security leads me to define safety as
dynamic, with an emphasis on the intersubjective meaning where a sense
becomes an important part of understanding it as a sense of public safety.
Furthermore, the intersubjective meaning of a sense of public safety is
contingent upon expectations, perceptions, and previous experiences with
individual and collective agreements and behaviors about what safety in
public space means or should mean (Zou & Meng, 2020). A sense of public
safety also encompasses deliberate design measures in public spaces that
enhance safety perceptions by mitigating various types of risks that can
compromise public safety (Cassinger & Thufvesson, 2022) as well as public
authority communication (Ho & Cho, 2016) and trust (Kunnel, 2021).
Accordingly, a sense of public safety varies and is challenged by societal
events and situations as well as gender, mode, and location, which makes the
intersubjective meaning dynamic, vague, and difficult to fully define and
measure (Brandén, 2022; Ceccato et al., 2021). This creates a conflict
between what a sense of public safety means and how it can be created
theoretically and practically. To this, Brandén adds

that it is precisely because of the promise of protection in a time of
uncertainty and governmental precarization that safety offers, of
immunizing the safe “us” and the current order, that safety ... has
become a neoliberal “solution” to a range of socio-economic and
political challenges today. (2022: 90).

The explanations above pose significant challenges for public authorities in
terms of their actions, awareness, and communication strategies regarding
the intersubjective meaning and vagueness of a sense of public safety and
how it can be achieved.
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Previous research on public safety has primarily focused on a sense of safety
generated by a visible police presence, such as through foot patrol officers
(Borovec et al., 2021) or proactive policing initiatives (Holmberg, 2005). It
has also examined collaborative projects involving various community
actors aimed at understanding and addressing public safety from a more
holistic perspective (Pain & Townshend, 2001). A sense of public safety is
influenced by the actions and inactions of authorities in society, making it a
dynamic and changing phenomenon. Additionally, a sense of public safety
has become a measure of societal symptoms that need quick fixes, which is
almost impossible when dealing with this type of complex societal matter
(Brandén, 2022). The discrepancy between public expectations and
authorities’ actions results in disappointment and undermines understanding
of what fosters a sense of public safety. To illustrate this discrepancy,
previous research has stated that the police, as a homogeneous group, and
the public, as a heterogeneous group, are evident in their disparate
perspectives on what creates a sense of public safety, and these differing
perspectives are frequently overlooked by both parties (Jackson & Bradford,
2009; Sachdeva et al., 2016). This discrepancy can connect to the diverse
political meaning of a sense of public safety and how politicians can help to
create public safety (Hermansson, 2018). In this way, a sense of public
safety is dynamic.

The phenomenon of public safety extends to the operation of the welfare
state!> and the relationship of trust between the public and public authorities
(Rothstein, 2000, 2001). Establishing trust between the public and police
authorities becomes paramount to prevent crime and enhance public safety
(Ceccato et al., 2019; Jackson & Bradford, 2009), particularly a sense of
public safety. This aspect assumes significant importance when considering
public authorities’ responsibility to ensure public safety within public spaces
(Cassinger & Thufvesson, 2022).

Consequently, a sense of public safety is defined in this dissertation as
dynamic and as having an intersubjective meaning based on social and
cultural agreements about how we experience it. This means that a sense of
public safety is dynamic because it involves vagueness, trust, and risk
awareness based on individual and collective experiences, which affect

15 For example, the welfare state encompasses health care, education, legal systems, and tax systems that
are designed to promote the well-being of its citizens. To acquire a more profound comprehension of the
welfare state, | recommend taking a look at Rothstein’s research.

33



Jens Alvén Sjoberg

public authorities and how they strategically communicating a sense of
public safety to the public. Thus, our experiences become central in
understanding a sense of public safety because we are shaped by cultural and
social events and dimensions. This leads me to move on to the next part of
the chapter.

A Sense of Public Safety as an Experience

“An experience has pattern and structure, because it is not just doing and
undergoing in alteration, but consist of them in relationship” (Dewey, 2005:
45-46). This means that experience has theoretical and philosophical
dimensions based on how we understand it. Dewey (1997) states that
experiences are necessary for us to understand our reality and behavior,
underscoring the notion that experience is an active process in which we
engage with our environment, thereby shaping our learning and growth
based on the past. Accordingly, experiences are imbued with feelings, but
feelings themselves are not distinct entities within them (Dewey, 2005).
These feelings, characterized as a unified whole of an experience, mean that
the experience is a dynamic process in which we appropriate our
surroundings and create a sense of our reality in a subtle play between its
elusive and disappearing dimensions (Nora, 1989). For instance, this can be
described as moving in a foggy area with flashing lights that guide one
between what one experienced and thought one experienced. Because our
experiences are used to confirm certain social behaviors, we reproduce them
without thinking about how they actually relate to the context we are in
(Souza, 2022).

To elaborate further, Bornemark (2020) highlights that we must consider
how we experience situations and surroundings and what we know, which
involves trust of ourselves and others (humans and organizations), as well as
the role of communication in how it shapes our experience (Carey, 2009).
This is exemplified by the Swedish Police’s use of social media to share
local updates, highlight local initiatives, and collaborate with other societal
actors in efforts to engage the public, foster trust, and cultivate a sense of
safety within communities (see Papers I[-III). Our experience is based on
retrospective reflections, personal growth, and critical thinking, which can
be developed; however, it can also mislead us in our perceptions (Dewey,
2005; Nora, 1989), especially regarding what constitutes a sense of public
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safety. This suggests that how we experience is inherently characterized by
vagueness due to the fact that our surroundings always affect us intentionally
or unintentionally (Souza, 2022). In this way, vagueness becomes a
limitation of experience. For instance, vagueness is present in our perception
and experience of a sense of public safety and what is going on around us.
Thus, how we experience a sense of public safety is in a constant tug-of-war
based on insecurity and a lack of risk awareness (Moller et al., 2006), which,
at worst, leads to public fear (Furedi, 2019). Our sense of public safety or
fear is influenced and reshaped by our surroundings and social or past
events, making the experience dynamic. For this reason, I will briefly
discuss fear, which is also dynamic and the antithesis of a sense of public
safety.

Fear as the Diametrically Opposite of a Sense of Safety

The experience of fear symbolizes the diametrically opposite state of
experience regarding a sense of public safety. Fear always lurks around the
corner, diminishing or challenging our sense of public safety (Furedi, 2019).
In this way, fear affects the well-being of communities because it influences
our perceptions of safety, trust, and security (Pain & Townshend, 2001).
Experiences of fear are influenced by societal and cultural phenomena
related to crime or mediatized events or rumors and heighten public anxiety
and fear in public spaces (Furedi, 2019). In this way, the experience of fear
constantly challenges us and affects society at large!® but some groups more
than others (Ceccato et al., 2021). It increases individual and collective
instability and uncertainty, which affects our sense of public safety
consciously and unconsciously (Paper I1I; Lotman, 2013). Furthermore, fear
ties into a critique of how society functions today: the unwillingness to
improve problems tied to the welfare of society (Best, 2021). Best adds that:

fear draw[s] our attention to the way that risk seems to figure more
prominently in our thinking. As our lives become safer and longer
— thanks to all those vaccinations, antibiotics, smoke detectors,
and airbags — we have the leisure to try to make further
improvements, to avoid other threats, but are we actually afraid, in

16 Unlike a deterioration in public safety at the national level, a deterioration in safety at the international
level should be seen as a crisis. Risk and crisis are beyond the scope of this dissertation; however, I
recommend Frandsen and Johansen’s (2020) work on risk and crisis communication in the public sector
for a better understanding of this issue.
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the sense of experiencing actual fear? This is less clear. (Best,
2021: 295).

The above quote ties in with the discussion on the role of society in
addressing public safety and fear and with the Swedish issue of crimes that
affect our experience of safety or fear (Brandén, 2022; Sahlin Lilja, 2022).
Brandén (2022) emphasizes the importance of involving municipalities and
authorities in planning and working to increase public safety and reduce fear
in public spaces. In the Swedish situation, at a macro level, gang-related
crimes and violence, crimes against the elderly, rape, threats, and hatred via
social media emerge as major factors in the experience of fear (Bré, 2022,
2023; Sahlin Lilja, 2022).

Insecurity and fear in public spaces are key factors in understanding
complex societal matters, particularly in relation to a sense of public safety.
These emotions directly shape how people perceive safety, trust authorities,
and engage with their communities (Brandén, 2022; Furedi, 2019). Within
this context, fear can be understood as linked to a wicked problem.
According to Grint (2005), a problem is considered wicked when it becomes
so large and multifaceted that simple solutions are inadequate and efforts to
address it may give rise to new challenges. In the long term, the experience
of public fear challenges society (at the macro level) in several respects (see
Furedi, 2019) and in addressing the root problem. Furthermore, a wicked
problem is influenced by decision-makers’ perceptions and responses, and
this impacts how they address the issue (Grint, 2005). Alford and Head agree
with this standpoint and add “that wicked problems [also] come in various
shapes and sizes, each requiring a particular handling” (2017: 409). For
example, Swedish authorities are struggling to cope with gang violence and
experiences of fear among the public. Gang violence and the connected
actions of public authorities are a ‘wicked problem’ because they relate to
other problems such as questions of education, job opportunities, housing,
integration, and the dismantling of the welfare state, which in turn affects
creating a sense of public safety. Theoretically, this means that efforts to
manage and reduce public fear and instead create a sense of public safety are
based on societal knowledge and perceptions, policy decisions, and public
authorities’ actions.

36



Communicating a sense of public safety

Experiencing: a Continuous Bridge of Interpretive Processes

This comprehension of how we experience fear or safety in public spaces
must be regarded as continuous processes that shape our experiences
(Dewey, 2005; Nora, 1989) of how societal matters. A sense of public safety
is intersubjective and dynamic due to our interpretation of contemporary and
societal events. This means that our experience is a process based on how we
interpret and connect past events to present ones (Dewey, 1997, 2005), in
this case, relating to what and how we perceive a sense of public safety.
Bornemark (2020) adds that our experience should be seen as a bodily,
psychological, and reflective interpretive process that happens in interaction
and communication. | agree because public fear and safety are interlinked
with our feelings and experiences and based on our surroundings.

In this case, experience as a theoretical dimension serves as the foundation
for comprehending a sense of public safety and its relationship to police
social media. Furthermore, this view on experience ties into Karl Weick’s
(1995) sensemaking as a theoretical concept for a comprehensive
understanding of this dissertation’s theoretical framework.

Making Sense of Experiences

To focus on sensemaking is to portray organizing as the
experience of being thrown into an ongoing, unknowable,
unpredictable streaming of experience in search of answers to the
question, ‘what’s the story?’ Plausible stories animate and gain
their validity from subsequent activity. (Weick et al., 2005: 410)

The quote further elucidates the theoretical dimension of experiences of a
sense of public safety by adding Weick’s sensemaking to this dissertation’s
theoretical framework. Weick (1995) posits that sensemaking as a theory is
what the name describes: sensemaking is to create meaning around
something. Sensemaking is thus a process that connects to our experiences
by extracting clues from our past to the present with input from the
environment in an ongoing manner. In this way, sensemaking helps us
understand the challenges we plausibly face by actively making sense of
incomplete and often contradictory information and situations based on
identity, retrospective, enactment, social, ongoing, extracting cues, and
plausibility, which are the seven sensemaking characteristics (Weick, 1995).
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The comprehension of the sensemaking process requires discerning the
significance of small actions at micro levels, which can engender substantial
consequences at meso or macro levels (Weick et al., 2005). This can be
shown in how police officers, based on their experiences and
understandings, use social media, which in turn has a ripple effect on
whether it contributes to creating a sense of public safety in the community.
Madsen elaborates that “sensemaking is dynamic and changes in interactions
with other organizational members[, r]ather than being something an
individual employee is for or against” (2022: 432). In this way, the strength
of sensemaking as a theory relies on its dynamic, social, and communicative
structures (Weick et al., 2005). Strong emotions, uncertainties, and identity
crises serve as a mechanism for comprehending the challenges we face in
sensemaking processes (Heide et al., 2021).

However, even if sensemaking is a dynamic process that relies heavily on
previous experiences and interpretations to comprehend our environment, it
has some limits. These include dimensions of Erfarenheter and
Upplevelser!’ in how we make sense of organizational life; Gulbrandsen and
Just (2022) further posit that Weick’s sensemaking disregards how
organizations seek to explain their past and envision their future
strategically. In this aspect of sensemaking processes, there is always the risk
of a distorted perception of reality in how we should understand and
experience situations. This, in turn, hinders our ability to navigate and reflect
on the complexity of our surroundings when rapid or regulatory action is
required of public authorities (Alvesson & Jonsson, 2021). This can lead to
overconfidence regarding what a sensemaking process can do for an
organization and its members. Alvesson and Jonsson further argue that not
everything necessarily needs to be understood from the perspective of
making sense of how the organization works and is experienced. Sometimes,
there is value in non-sensemaking and the absence of a sensemaking process,
as this can facilitate doing in organizations without inhibiting employees’
actions by over-reflecting and ascribing meaning (Alvesson & Jonsson,
2021). Furthermore, sensemaking processes can create instability and
jeopardize the cognitive and social dimensions among employees if the
purpose of the process is unclear (Heide et al., 2021).

17 Erfarenhet (in Swedish) refers to people’s knowledge of previous actions, and Upplevelse (in Swedish)
pertains to the feelings and understanding of what we experience. In this dissertation, I will focus on
Upplevelse to understand how we experience things.
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Another critical dimension is that sensemaking lacks acknowledgment of
power relationships, inequalities within organizations, and the power effects
these have on individuals (Helms Mills et al., 2010). Even if Weick et al.
(2005) address some dimensions of power in connection to whether it is
expressed, increases, decreases, or influences others, Helms Mills et al.
argue that “Weick’s approach is also limited by an under focus [sic] on
issues of power, knowledge, structure, and past relationships” (2010: 188).
The authors also highlight that ongoing constraints with sensemaking are
present due to individuals’ constant discussions with past experiences,
beliefs, and values without a reflective understanding of the effects of
dominant organizational identities and rules have on their sensemaking
process (Helms Mills et al., 2010).

Even if the uncritical aspect of the power dimension in sensemaking theory
is a problem, it is not an issue for this dissertation because it is not within the
scope of what is being examined. Instead, sensemaking is focused here on
the experiences of how public authorities communicate a sense of public
safety in and through social media. This notion leads me to unpack Weick’s
(1995) seven sensemaking characteristics with support from Heide et al.
(2021) and Weick et al. (2005) in Table 1 (shown on the following two
pages) to demonstrate the relationship of sensemaking to a sense of public
safety as the theoretical framework of this dissertation.

Weick’s sensemaking Making sense of the experience of a sense of
characteristics public safety
n Identity This sensemaking characteristic of identity is dynamic

and changeable because it involves reflections on what
changes and uncertainties will mean for me, based on
past experiences, thoughts, and perspectives. It thus
relates to how we behave in both work and private life,
influencing and reshaping our identity, in this case,
about the perception of public safety.

()} Retrospective The retrospective characteristic means that we are not
empty shells because we use past experiences to make
sense of what a sense of public safety means
individually and collectively here and now. See Paper I
for more on this.
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Enactment means that we socially construct the context
of which we are part. Thus, we create different
meanings of what a sense of public safety is depending
on the social context, such as at work or with family.

This characteristic means that sensemaking is a social
process that never occurs in isolation but in
communication and interaction with others. In this way,
interaction and communication socially shape our
actions and our understanding and experience of a
sense of public safety.

Ongoing means that sensemaking does not start or end
but is continuous based on constant interruptions and
impressions from past experiences and events into the
present. Thus, a sense of public safety is ongoing and
affected by interruptions and past experiences in our
present.

This characteristic means we extract cues or bits of
information to understand our (individual and collective)
environment. This means that we extract cues, such as
body language, tone of voice, and other nonverbal
signals, statistics, and reports in our environment and
then interpret all of that in order to make sense of what
a sense of public safety will mean intersubjectively.

Sensemaking is predicated on plausible, coherent, and
socially credible records rather than accuracy, which
becomes essential, in this case, in making sense of our
experience of a sense of public safety. This is because
we tend to simplify rather than elaborate when taking
action. For instance, this illustrates the dilemma
between public fear and a sense of public safety,
depending on what is plausible or accurate for the
Swedish Police to communicate in and through their
social media communication (see Papers Il and IlI).

Table 1. The relationship of sensemaking to a sense of public safety. Made by the
author with inspiration from the work of Heide et al. (2021), Weick (1995), and

Weick et al. (2005).

Weick’s (1995) seven sensemaking characteristics in Table 1, which I have
demonstrated in Paper 1V, indicate that sensemaking is not something that
occurs in a vacuum but is a dynamic and interactive process of
comprehending the world around us (Heide et al., 2021). This underscores
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the importance of communicating both Zow and why during the sensemaking
process, as posited by Madsen (2022). In this context, it is necessary to
understand how individuals experience police social media communication
with regard to creating a sense of public safety, and why such experiences
are significant.

Summary of the Theoretical Framework

The theoretical framework of this dissertation is built around experience and
sensemaking—making sense of public safety—two concepts used to
understand the meaning of a sense of public safety. This is because
experiences and sensemaking are connected as ongoing processes of how we
understand our world, which is also present in various ways in Papers -1V,
with regard to a sense of public safety. In order to more clearly illustrate my
interpretation of the theoretical framework regarding the relevance of
experience and sensemaking in understanding a sense of public safety, I
represent them as theoretical processes illustrated in Figure 2 (see next
page). These processes illustrate the manner in which experiences and
sensemaking are interconnected as ongoing, theoretical activities that
influence the understanding of a sense of public safety as experienced,
dynamic, and intersubjective.

The red circle represents how we experience a sense of public safety and
how our perception shapes it. It is connected to the smaller green circle,
which represents the intersubjective meaning of a sense of public safety, and
is also linked to the blue one. The blue circle represents sensemaking,
whereby our experience of reality is seen as an ongoing performance that
emerges as we make retrospective sense of the situations we encounter and
the outcomes we create. Furthermore, the sensemaking circle means that
through interactions and with our previous experiences of situations,
environments, and emotions, we form an ongoing process of a sense of
public safety. In doing so, the blue circle becomes larger and more present in
both the green and red circles. In this way, our experiences and sensemaking
theoretically become central to this dissertation (and the included papers I-
IV), in particular, to understand the role of public authorities in making a
sense of public safety in today’s interconnected society and how they
communicate that in social media.
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Figure 2. Making sense of public safety.

To conclude this chapter, this dissertation’s theoretical framework of a sense
of public safety is dynamic, with an emphasis on the intersubjective meaning
that is created when we make sense of our experiences. To summarize, a
sense of public safety is dynamic and intersubjective and made sense of and
experienced from:

* the social and cultural dimensions of situations,
®  the aspects of vagueness and interpretive perspectives, and
* individual and collective awareness of uncertainty, risk, and fear.

All of these shape the way we make sense of public safety as a
communicative challenge for public authorities, especially when it is decided
by law to do so. In the next chapter, I will present and reflect on this
dissertation’s methodological choice and procedure.
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Chapter IV

43



Jens Alvén Sjoberg

Methodology

In this chapter, I present the methodological considerations of the
dissertation. The chapter addresses the ontological and epistemological
underpinnings of the study’s research strategy, design, and methods. After
that, the qualitative research strategy of the dissertation is discussed, and |
reflect on the qualitative methodologies for the empirical collections and the
modes of analysis used in Papers I-IV. The chapter concludes with a

reflection on the quality of the research and its ethical considerations.

A Social Constructionist Approach

Social constructionism is a sociological theory of knowledge proposed by
Berger and Luckmann (1966), which argues that knowledge is created and
maintained through social interactions, relationships, language, and culture.
It implies that knowledge is not inherent or fixed but constantly negotiated
and constructed through social interactions (mentally and shared) and the use
of language representations to question what is real (Sohlberg & Sohlberg,
2019; Wenneberg, 2001). Wenneberg (2001) continues by stating that social
constructionism has research implications for understanding, discovering,
questioning, and conceptualizing the world from a social perspective,
thereby making the researcher an active participant in the process. The social
constructionist approach is constantly evolving because language and
societal structures are in flux, which can be viewed both as a strength and a
limitation of the approach (Thomassen, 2007). This dynamism also
characterizes participatory processes. Social constructionism, as the
overarching research paradigm for this dissertation, aligns closely with its
aim of examining how public authorities communicate complex societal
matters through digital media.

The social constructionist epistemology maintains that knowledge is
constructed through our mental and linguistic interactions, which in turn
prompt critical reflection on what is regarded as ‘real’ (Thomassen, 2007;
Wenneberg, 2001). This means that we socially construct our reality
depending on social aspects, interpretation, understanding, and explanation
of our surroundings and their relevance within the social groups we are
active in (Lynch, 2016; Wenneberg, 2001), such as work or family.
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Epistemology is thus shaped by our interactions (Sohlberg & Sohlberg,
2019), which is the view of knowledge on which this dissertation is based.
For instance, from an organizational perspective, knowledge is co-created by
how employees in formal and informal settings make sense of what they are
doing to develop novel perspectives on their work in relation to the ‘reality’
as an ongoing process (Weick, 1995). In this way, communication is socially
constructed, a creative and integral function, and part of our doing to
understand the world, individually and collectively (Craig, 1999).

Social constructionist ontology is grounded in human interactions and
experiences because social constructionism posits that meanings are not
inherent but rather created through mental, structural, and linguistic
representations developed over time, thereby forming a shared reality
(Sohlberg & Sohlberg, 2019; Wenneberg, 2001). The argument for this is
that social constructionism emphasizes that reality exists through
knowledge, meaning that humans create knowledge socially (Wenneberg,
2001). For example, this implies that the empirical material collected for the
papers was interpreted and contextualized within a sense of public safety in
Sweden. In line with the social constructionist view, communication is here
understood as the (re)production of social order (Craig, 1999). This view
“challenges many commonplace assumptions, especially our tendencies to
take for granted the absolute reality of our own and others’ personal
identities, to think of social institutions as if they were inevitable natural
phenomena” (Craig, 1999: 146).

Social Constructionism To Understand a Sense of Public Safety From
a Media and Communication Perspective

Social constructionism does not posit an objective reality or absolute
knowledge. It is therefore suitable as the research paradigm to examine how
police employees and members of the public make sense of their experiences
of public safety and how the police authority communicates about safety via
social media. From this perspective, the questions of what, who, and how,
along with past experiences, are crucial in understanding how the police
utilize social media. A social constructionist approach emphasizes how
knowledge is shaped by cultural and social contexts in combination with our
experiences (Dewey, 2005; Sohlberg & Sohlberg, 2019). This dissertation
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examines to how the Swedish Police’s social media communication strategy
concerning public safety is made sense of by police officers and the public.

On this notion, the influence of social constructionism on the participatory
approach, discussed below, stems from its focus on social interpretations and
meanings derived from experiences, norms, and values that prevail in society
(Lindhult & Axelsson, 2021). This makes it particularly valuable for
qualitative research (Lindhult, 2022) and, even more so, for the participatory
process approach applied in this study. However, even if a participatory
process approach can lead to socially informed, fair decision-making and
improve societal outcomes, it remains challenging to consciously give voice
to and involve all participants in the research (Bradbury et al., 2019; Martin,
2010).

From a media and communication perspective, organizations do not act
separately from this understanding because they are socially constructed.
Lynch adds that social constructionism influences “rules, roles, and norms
[that] are both conventional and constraining: they can change and are
changed both by official rulings by legislative bodies and in a more gradual
and casual way through cultural drift and local negotiation” (2016: 104),
which results from institutionalized actions. Since organizational
communication is socially constructed, this aligns with the view that
strategic communication is shaped by the actors involved (whether acting
from a top-down or bottom-up perspective or consciously or unconsciously)
to clarify organizational goals and the purpose of the work (Falkheimer &
Heide, 2023), as well as to increase organizational engagement (Johnston &
Taylor, 2022). In this way, it highlights how Swedish Police employees
socially construct and make sense of public safety, alongside the authority’s
obligations in society, and how to communicate it effectively digitally with
the public.

Criticism of social constructionism has emphasized that language as a social
phenomenon is in constant development and, therefore, challenges reality
and manifests social groups’ or organizations’ view of realities that can
reinforce stereotypes and prejudices (Sohlberg & Sohlberg, 2019;
Wenneberg, 2001). Another criticism of social constructionism is that
everything is perceived as relative, also referred to as relativism (Wenneberg,
2001). For instance, because organizations and their communication are
socially constructed, they also reproduce frustrations, misbehaviors, and
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misunderstandings internally—patterns that ultimately influence the public
(Beverungen et al., 2019; Trittin-Ulbrich et al., 2021). Another criticism
concerns the question of the nature of reality and whether knowledge is
subjective or objective, and scientific value (Lynch, 2016). Lastly, criticism
of social constructivism point to the problem of defining ‘truth,” as it
becomes a question of social power and resources (Wenneberg, 2001).

Qualitative and Participatory Research Strategy

The research strategy employed in this dissertation is based on a qualitative
case study, as this approach allows for “... in-depth contextual analyses of
one or a few instances of a naturalistic phenomenon, such as a person, an
organization, a program, an event, a geographical location, or a decision”
(Tracy, 2020: 61). In this study, the case consist of the Swedish Police and
their use of social media communication to create a sense of public safety. A
qualitative approach is characterized by inductive reasoning, which means
that one departs from a set of observations (empirical material) from reality
and then formulates a theory on these observations (Thomassen, 2007). By
contrast, deductive reasoning means that one departs from a theoretical
starting point and logical precondition to find out if the premises that one
takes for granted are true or not (Sohlberg & Sohlberg, 2019; Thomassen,
2007). Then, there is abductive reasoning as a third choice, which is a mix of
inductive and deductive reasoning to grasp systematic experiences as well as
abstractions of empirical observations of coherence to construct knowledge
(Sohlberg & Sohlberg, 2019).

In this dissertation, a mix of inductive and abductive reasoning is used. The
research strategy that this dissertation employs has resulted in the application
of different methods for collecting empirical material for the four papers:
semi-structured interviews (Kvale & Brinkmann, 2014), photo-elicitation
interviews (Harper, 2002), qualitative content analysis (Graneheim &
Lundman, 2004), and participatory processes approaches in the form of
critical making (Ratto, 2011; Sjoberg, 2016; Somerson & Hermano, 2013). I
will now present the methodologies used in Papers (I-1V).
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Qualitative Interviews

In Papers I and 11, qualitative interviews were used to understand how police
employees and members of the public understand and experience police
social media communication and the societal task of creating a sense of
public safety.

Semi-Structured Interviews (Paper I)

Semi-structured interviews are an appropriate method to use when seeking to
investigate how people understand a phenomenon based on their worldview
and knowledge (Kavle & Brinkman, 2014). Semi- structured interviews
involve asking questions of how, what, and why, along with follow-up
questions based on specific themes in a flexible manner. In Paper I, semi-
structured interviews were used to gain a deeper understanding of and
insight into the phenomenon of creating a sense of public safety and police
social media strategies.

I conducted three pilot semi-structured interviews with police employees
from PRS in the late spring of 2020. These pilot interviews were 38-66
minutes long. The purpose of the pilot interviews was to test and modify the
interview guide. Malmgqvist et al. (2019) argue that pilot interviews are an
important and valuable way to streamline a study’s implementation,
minimize flawed interview questions or an inappropriate research design,
and make qualitative empirical collection more precise. Via the pilot
interviews, minor clarifications and updates to interview questions were
made, but no change in the research design or the overall theme of the
interviews was made.

The collection of empirical material started at the end of 2020 and continued
during 2021, resulting in 20 semi-structured interviews. The interviews
allowed me, to ask thematic questions on how police employees understand
their view on trust, crime prevention, and creating a sense of public safety
and what social media strategies they use when communicating with the
public. The most interviews were conducted in digital settings via Teams or
Zoom due to the COVID-19 pandemic. However, some them were
conducted in person at police stations or public spaces within PRS. The
interviews lasted between 55 and 125 minutes and were held in Swedish, but
subsequently transcribed and translated into English. The strength of using
semi-structured interviews for this paper was the flexibility for the
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respondent and me, as a researcher, to ask questions and have a conversation
about the police social media and different police concepts and tasks in a
relaxed setting, even if most of the interviews were done digitally.

Nonetheless, semi-structured interviews have limitations, and the most
important one is the purpose of the interview, which can easily be forgotten
and thus make the material harder to work with or useless (Kvale &
Brinkmann, 2014). This never happened in this study, but it was something
that I considered and a reason I conducted the pilot interviews. Another
limitation is when and how the interviews are conducted, which makes the
situation unique and could affect the participant. This is because the
researcher is a visitor during the interviews, which can create a power
imbalance between the researcher and the interviewee (Czarniawska, 2014).
Another challenge for me was the COVID-19 pandemic, which forced me to
reschedule several interviews and to use the university’s digital platforms for
most of the empirical collection. On a few occasions, Zoom could not be
used due to Swedish Police firewalls—identifying it as nonsecure software
—which led to changing to Teams or rebooking the interview for a physical
meeting. All of this could have affected the interviewees negatively due to
the extra work and frustration of not being able to do the interview smoothly,
resulting in a technical imbalance between the researcher and the
interviewee. However, the interviews went smoothly in 90% of the
situations. The respondents were interested in the interview topics, but also
clear about not revealing sensitive information when sharing certain
examples (i) as they saw me as an outsider and (ii) that the police culture
revolves around being secret and trained to say “no comments” to the press,
as stated by some of the respondents as a critique of the police
organization.!8

In addition, semi-structured interviews are usually held in a sedentary
situation outside the individual’s entire context, thus making it difficult to
know whether the interviewee is giving honest answers or giving answers
that the researcher wants (Kvale & Brinkmann, 2014). In this dissertation,
the interviews were conducted either digitally during the daytime, often from
their offices, or nondigitally at police stations or public spaces close to a
police station within PRS. The proximity to their work environment helped

18 To acquire a more profound comprehension of the Swedish Police culture, I recommend taking a look
at Malin Wieslander’s research.
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support their answers along with the semi-structured questions even if the
interviews were in a staged situation (Czarniawska, 2014). Another criticism
of using semi-structured interviews is the challenge of upholding legitimacy,
perceptions, and assumptions of what the interviewing focuses on instead of
producing knowledge. On this notion, Kvale and Brinkmann (2014) suggest
breaking away from the mindset of “now I will be part of an interview.”
Instead, focus groups can be used to solve that problem (Kvale &
Brinkmann, 2014). However, focus groups were impossible for this paper
because of the difficulties with the availability of the police interviewees.
Therefore, semi-structured interviews were chosen as the most appropriate
method for police employees to participate according to their own
availability.

Photo-Elicitation Interviews (Paper II)

I believe photo elicitation mines deeper shafts into a different part
of human consciousness than do words-alone interviews. It is
partly due to how remembering is enlarged by photographs and
partly due to the particular quality of the photograph itself.
Photographs appear to capture the impossible: a person gone; an
event past. That extraordinary sense of seeming to retrieve
something that has disappeared belongs alone to the photograph,
and it leads to deep and interesting talk. (Harper, 2002: 22-23)

Photo-elicitation interviewing (PEI) was used in the empirical collection for
Paper II. However, before | describe the methodology, I want to address the
fact that pilot interviews were also conducted in this study to test and decide
on the structure of the interview guide (Malmqvist et al., 2019). I conducted
pilot interviews with friends and family members in three sessions and with
three bachelor students at Jonkdping University (JU) in two sessions during
the fall of 2022. This was done to get further input to improve or modify the
questions and research design. The pilot interviews resulted in minor
adjustments to the questions for clarification purposes.

PEI, as a method for collecting the empirical material, focuses on images to
encourage participants to share their thoughts, feelings, and experiences in a
reflective way (Harper, 2002). The PEI approach contributes to a learning
process for both the interviewees and the researcher (Richard & Lahman,
2015). Here, the method was used to capture the public’s experiences and
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understandings of police social media communication on Instagram in
connection to communicating a sense of safety. This was done by presenting
two to three posts from Malmo Police’s Instagram account (posts 1 and 2
were often discussed but not necessarily post 3, depending on the availability
of the interviewees). The posts were shown in printed form or on an iPad.
The goal was to capture how members of the public experienced the content
and what meanings or emotions it evoked. PEI is typically understood to
uncover underlying or unconscious beliefs and attitudes, which can be
difficult to articulate through other methods, and using images provides a
more engaging and interactive way of collecting rich and extensive empirical
material (Harper, 2002; Richard & Lahman, 2015). In addition, PEI as a
method allows the researcher to understand how participants interpret and
experience the images due to how they talk about the posts based on their
cultural background, language characteristics, and personal experiences

(Clark-Tbaiez, 2004).

Nevertheless, PEI as a method also faces limitations. First, the selected
images may not resonate with participants’ experiences of the police, which
could lead to the collection of unrepresentative answers. A second limitation
concerns confidentiality, which highlights the methodological challenge of
creating a sense of intimacy due to the empirical setting where the researcher
and participants must meet, look at, and discuss the images (Clark-Ibafiez,
2004). This challenge is one reason why qualitative methods such as PEI can
make it difficult for researchers to recruit interviewees (Clark-Ibafiez, 2004;
Richard & Lahman, 2015). Another limitation with PEI, posited by Richard
and Lahman (2015), revolves around research ethics and whether
participation is safe. In this case, verbal consent was collected from all
participants, and no personal or sensitive information was collected to
uphold the rules of research ethics in accordance with the European General
Data Protection Regulation (GDPR; European Commission or EC, 2025)
and VR (2017, 2024). In addition, the empirical material was stored safely
using JU ShareFile, a platform for storing sensitive research data. The final
limitation of PEI is that it may be time-consuming and expensive to
implement as it requires developing and selecting appropriate visual
materials. To mitigate this limitation, screenshots from the Malmo Police’s
Instagram (approved to use the Swedish Police) were used in the study.
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Collection of Social Media Post (Paper Ill)

The material for Paper III was obtained using manual scraping and the
convenience sampling method as a strategy for collecting the empirical
material. In this paper, my co-author and I relied on Ditchfield and
Meredith’s (2018) qualitative approach of manual scraping to collect social
media material by taking screenshots of Instagram posts. The material was
collected from January 1st to the final day of March 2024 from the following
Instagram accounts: (@polisenmalmo, @omradespolisenmalmo, and
@malmo_stad_officiell. Subsequently, we adopted Gill’s (2020)
convenience sampling method, as the collection strategy aligns with the
focus of Paper III to understand how PSOs communicate public safety via

social media.

We started the collection phase by taking screenshots of every post that the
Malmo Police and the City of Malmd made on the Instagram accounts:
@polisenmalmo, @omradespolisenmalmo, and @malmo_stad officiell
during March and April 2024. All collected screenshots were saved in a
collaborative folder on OneDrive at JU. Subsequently, the material was
organized into two spreadsheets and folders, one for the Malmé Police and
one for the City of Malmo, prior to commencement of the analytical phase.
We obtained permission from the Malmo Police and the City of Malmo to
utilize the Instagram posts in our research, a decision motivated by
considerations of ethical and publishing reasons. Both authorities provided
their consent for the use of the collected posts in the context of our research
endeavors.

There are some limitations of the method for data collection in this study.
The first concerns manual scraping, as it is a time-consuming method.
Second, it relies heavily on what, how, and why the material is collected
(Ditchfield & Meredith, 2018). The screenshots were captured on the same
premises during the entirety of the process, though not from a single
computer. This limitation can be attributed to discrepancies in technical
specifications. However, this particular limitation was not addressed in the
present paper, as our collaboration occurred during a subsequent phase of the
project. Additionally, I cropped and resaved all the posts in Adobe
Photoshop according to the technical specifications provided by the
publisher. Another limitation concerns the convenience sampling method,
which, though easy and efficient, it does not always necessarily give the
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most in-depth and reliable information (Gill, 2020). As this paper focuses on
the Malmé Police and the City of Malmd’s communication on Instagram,
this sampling method provides ample information for the project, even with
this limitation in mind.

Critical Making Workshops (Paper 1V)

For Paper IV, I used the participatory process approach of critical making
workshops as a bottom-up method with police employees from the PRS to
understand and address a complex problem (for more details on how the
method was applied, see Paper IV). The participatory process approach
encourages the interpretation and integration of different perspectives to
socially construct knowledge aimed at addressing or transforming societal
issues collectively (Ehn et al., 2014; Lindhult & Axelsson, 2021) by
intentionally giving voice to research participants (Bradbury et al., 2019) and
fostering open dialogue (Lindhult, 2022) with a bottom-up perspective
(Heide et al., 2018). In this context, critical making as a participatory process
aligns with social constructivism because of its strong focus on participation
emphasizing the active involvement of participants to bridge gaps between
technological and social aspects through critical design, educational, and
reflective engagement (Ratto, 2011; Somerson & Hermano, 2013). This is
also because, in critical making, the finished “thing” is not the main goal;
instead, the focus is on the process that shifts from “‘matter of fact’ to
‘matter of concern’” (Ratto, 2011: 260). Therefore, critical making can be
described as a participatory process in social, technological, and design
research, which makes it interesting to include this method in media and
communication science.

Critical making workshops were thus used for Paper IV as a suitable
approach because they combine focus groups, workshops, and reflections in
a unified setting to make sense of public communication—creating a sense
of public safety and conveying it via PRS social media platforms. Four
workshops were conducted between May and June 2023, resulting in 14
police employees from PRS participating. The workshops lasted between
93-116 minutes and were conducted in Swedish. The police employees
become the leading actors in the making phase of how they made sense of
public communication on social media with an extensive focus on creating a
sense of public safety via conversation, interaction, reflection, and
documentation of their ideas and knowledge insights on using social media.
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This made critical making workshops the umbrella of the making phase
through abductive, participatory, iterative, and experiential learning
processes of previous experience, conversations, and reflections (Ratto,
2011; Somerson & Hermano, 2013).

In these workshops, the foundation of the method for collecting the
empirical material focused on two practical scenarios: scenario 1 focused on
an unsafe location in a city, and scenario 2 on a large public event to create
engagements that the police employees could relate to in their work,
individually and collectively. I want to emphasize that these scenarios were
predicated on extant research and findings from Paper I, which focuses on
Policing and the challenge of creating a sense of safety through social media
strategies, as well as Paper 11, which takes the focus on the public experience
of Swedish Police Instagram communication. By doing so, the critical
making workshops focused on the participants co-creating collective
knowledge about the communicative challenges to creating a sense of public
safety via social media based on their experience and the scenarios in mind.
This process became supportive of the critical and social development of
skills and abilities, where the participants reflected on the communication
processes, impacts, and implications of the scenarios (Sjoberg, 2016), which
intentionally gave and amplified their voices (Bradbury et al., 2019). The
findings resulted in four overarching categories regarding the participants’

sensemaking of creating public safety via social media communication.

Nonetheless, there are limitations in using critical making workshops as a
participatory process approach. The overall limitation of the approach is the
level of participant involvement. In all participatory research, the role of
participants is crucial for understanding, reflecting on, and solving complex
problems or societal issues, but it varies depending on the problem. This
variation influences the project’s design, theoretical framework, and timeline
(Eden & Ackermann, 2018; Lindhult & Axelsson, 2021). Although present,
this was not a relevant issue in Paper IV because the police employees were
active in the workshops to different degrees and discussed, reflected on, and
documented their ideas and understanding of the scenarios. However, in
workshops two and three, which included only police officers without the
presence of other employees, it seemed some participants chose to take a
more cautious and secretive approach. The fact that the researcher was not a
police officer but someone outside of the authority may have been the reason
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for such reluctance. This situation can be linked to police culture (see
Wieslander, 2022) regarding being reserved or unsure of what to say and
contribute during a workshop. DiSalvo (2014) adds that when using critical
making as a methodology, it always involves dimensions of political
meaning for the (involved) participants (consciously or unconsciously) and
others, concerning implications it can have now or in the future. Therefore, a
controlled, transmissive, and top-down communicative mindset becomes
more accessible for participants to rely on instead of embracing the bottom-
up perspective (Heide et al., 2018), when the focus is on public safety.

Moreover, in workshop three, one of the police officers had to leave early,
which could have disturbed the session. As the researcher, this forced me to
strengthen the co-creative parts of iterative, critical, communicative, and
reflective elements (Sjoberg, 2016) by pushing toward Ratto’s (2011: 260)
“matter of concern.” Here, the participants needed to reflect and write down
their thoughts and ideas on sticky notes about a sense of public safety
through police social media communication. This ties into another limitation
of conducting critical making workshops: the power dynamics and unequal
roles between the researcher and participants, which could lead to the
researcher or participants using their power to take control of the session
(Lindhult & Axelsson, 2021). The issues of power during the workshops
correlate to police officers being secretive about telling the whole picture
concerning scenario 1, which ties into a lower degree of engagement,
motivation, and participation that all participatory research can suffer from
(Martin, 2010). This was especially present in workshop two because the
workshop consisted only of uniformed police officers who were somewhat
reluctant to engage. However, the opposite happened in the fourth workshop,
which consisted of communication and media employees within PRS. Here,
an open, iterative, and reflective process occurred with a critical mindset of
how the police communicate or do not. This ties into the reflective
perspective of critical making because isolating only the reflective part
during a workshop session is difficult. Often, participants need to reflect
afterward individually and collectively to make further sense of the problem
or solution they are trying to solve (Ratto, 2011; Somerson & Hermano,
2013). Therefore, the reflective part is the most challenging perspective to
fully understand when using this method, making it the most challenging
limitation to be aware of.
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From a holistic point of view, all the workshops went smoothly, even with
the limitations and challenges presented above. I still decided to use critical
making workshops for Paper IV because the strength of the methodology
emphasizes the participatory/co-creative, iterative, communicative, and
reflective processes between the participants and researcher as more equal
actors from a social constructivist perspective. The critical making approach
is thus useful for understanding and handling complex matters (Ratto, 2011).

Methods of Analysis

To analyze the empirical material in the papers, I used the framework
analysis method in Paper I, phenomenography in Paper II, a content analysis
method in Paper III, and sensemaking as an analytical lens in Paper IV. By
using these analytical methods, I was able to grasp different nuances and
empirical perspectives in the examination of the core research question of
each paper. These four methods are described below.

Framework Analysis

In Paper I, my co-authors and I used Furber’s (2010) and Gale et al.’s (2013)
framework analysis method, which is a thematic analysis method. This
method consists of the phases of transcribing and familiarization with the
interviews, as well as coding and indexing the material where the analytical
framework draft is developed. After that, the charting of the material is a
thematic framework where the refinement and interpretation phase happens,
which included adding interview quotes to the framework with code names
Resp-A to Resp-T. The final analysis phase was to synthesize the findings,
which consisted of mapping, interpreting, and synthesizing the empirical
material into the final theoretical framework (Furber, 2010; Gale et al.,
2013). In this process, we concretized the findings of Paper I by finalizing
the framework by describing and discussing the findings from the police
employees into three dialectally intertwined social media strategies: a sense
of safety as a form of transmediality, presence, and transparency (see Paper |
for more details).

Phenomenography to Understand People’s Experience

In Paper II, a phenomenography analysis approach based on Adams et al.
(2011) and Dahlgren and Johansson (2020) was used to analyze the
empirical PEI material because it is qualitative research approach that aims
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to describe and understand the different ways people experience the world
around them. We (my co-authors and I) chose this method to examine how
the public experience of the Swedish Police’s strategic communication of a
sense of safety on Instagram. Furthermore, phenomenography as an analytic
method allowed us to uncover the underlying structures of meaning to
categorize and understand how members of the public experience police
Instagram communication and a sense of public safety. By using this
method, the analysis allowed us to identify common themes and patterns in
the empirical material in the ways people experience a particular
phenomenon (Adams et al., 2011; Dahlgren & Johansson, 2020). In this
case, phenomenography yielded three overarching categories of
experiencing police communication from conversations about Instagram
posts of daily policing in Malmd: a sense of protection, a sense of proximity,
and a sense of ambiguity (see Paper II for more details).

Qualitative Content Analysis

In Paper III, Gnewski and I analyzed Instagram posts by the Police in
Malmoé (@polisenmalmo, @omradespolisenmalmo) and the City of Malméo
(@malmo_stad_officiell) between the first of January to the last day of
March in 2024. In this study, we used the qualitative content analysis of
Graneheim and Lundman (2004) to analyze 23 Instagram posts by the police
in Malmo6 and 27 by the City of Malmd. Using this method, we first
collected the posts by printing the posts of each account. After that, we
moved on to the analysis where we used the manifest dimension, which
focuses on the descriptive part of the content, as well as the latent
dimension, which focuses on the underlying and interpretative meaning of
the content (Graneheim & Lundman, 2004). Based on the aim of Paper III,
this analytical approach allowed us to examine how PSOs communicate
public safety via social media in today’s mediated society from abductive
reasoning. However, we both analyzed the material to maintain a high level
of trustworthiness in the interpretations of the manifest and latent
dimensions; the trustworthiness of an analysis “will increase if the findings
are presented in a way that allows the reader to look for alternative
interpretations” (Graneheim & Lundman, 2004: 110). As a result, the
material in this study was categorized solely based on the images, title, and
text provided by the authors. All comments from followers were excluded
from the analysis due to ethical considerations that focus solely on PSOs’
role in communicating on social media. As a result, the manifest and latent
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dimensions of the Instagram posts (images combined with titles and the
provided informational text for each post) resulted in two overarching
themes based on Graneheim and Lundman’s (2004) definition analysis
structure: “Sharing Community Information for the Public” and
“Organizational Actions and Presence” (see Paper III for more details).

Sensemaking as Analytic Lens

In Paper IV, I used Weick’s (1995) seven sensemaking characteristics as the
analytic lens to analyze the four critical making workshops conducted with
police employees. These characteristics are grounded in identity
construction, retrospective, enactment, a social process, ongoing, focused on
and by extracted cues, and driven by plausibility rather than accuracy
(Weick, 1995) (see Chapter 111 and Paper IV for more details). By leaning on
these characteristics in the analysis of the two scenarios in the workshops, |
was able to grasp how police employees made sense of communicating a
sense of public safety via social media in the study. By doing so, the analysis
emphasized how the participants made sense of situations and created
meaning socially that led to action (Heide et al., 2021; Weick et al., 2005).
Sensemaking as an analytical lens, in this case, allows a nuanced and
multifaceted perspective from the participants. In this process, practical and
past experiences, organizational routines, rules, and interactions become
valuable, which aligns with Gulbrandsen and Just (2020) and Helms Mills et
al. (2010).

Furthermore, using sensemaking as an analytic lens allowed me to use a
back-and-forth approach between the interpretive, engaging, and reflective
processes in Paper IV. This can be described as the researcher having
dialogues with the empirical material to make sense of the observations and
coding (Westlund, 2020). By doing so, different codes were found, such as
control, friction, context, prevention, awareness, and authenticity. The codes
were then regrouped into themes that led to synthesizing the final
understanding of the findings with relevant quotes. The sensemaking
analysis resulted in four overarching categories: “Making sense of control,”
“Making sense of contextualization,” “Making sense of authenticity,” and
“Making sense of friction” to answer Paper IV’s RQ.
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Summary of the Analysis Methods

In conclusion, the selection of the analysis methods in Papers -1V ties into
the social constructivism paradigm to get a deeper understanding. By using
qualitative methodologies to both collect and analyze the empirical material
in this dissertation, all the papers examined the Swedish Police’s social
media communication creating a sense of public safety from different
perspectives on how it is experienced and made sense of by police
employees and members of the public. This means the findings in the papers
went from a small set of observations to the bigger picture in an iterative
process. Thus, they add to the discussion, from a qualitative and
participatory approach, of how public authorities’ social media
communication of complex societal matters is experienced and made sense
socially.

Reflection on Research Quality and Ethics

To further understand the choice of methodologies used in this dissertation,
it is crucial to reflect on the research quality and ethics. By doing so, the
choice of qualitative and participatory methods used for Papers [-IV puts the
research context into a bigger context. It also demonstrates that this
dissertation conducted its empirical data collection in accordance with
research regulations and guidelines from the Swedish Research Council’s
(VR) Good Research Practice (2017, 2024), the GDPR, and the Swedish
Authority for Privacy Protection (IMY; 2023). The reasons for using the
methodologies in Papers [-IV was to gain insight and understanding and to
exchange experiences and knowledge from in-depth perspectives.

I will lean on Tracy’s criteria for excellent qualitative research (2010). These
criteria have been used consciously and unconsciously in the dissertation
processes in PhD courses, seminars, conferences, and different iterations of
the papers that this dissertation builds on. But by doing so, this dissertation
connects to Tracy’s argument of “develop a platform from which qualitative
scholars can join together in unified voice when desired, and encourage
dialogue and learning amongst qualitative methodologists from various
paradigms” (2010: 839). Thus, in this section, I will reflect on the research
quality with the methodologies and research ethics in mind.
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Worthy Topic and Rich Rigor

The study object in this case is the Swedish Police and their social media
communication concerning creating a sense of public safety. The criterion of
a worthy topic focuses on relevance, timeliness, significance, and the interest
of the research community in, for instance, media and communication,
policing, organization studies, and the public. I find the choice of the
Swedish Police as an object of study of great social interest in how they
choose to express themselves. Specifically, the focus is on how the police
communicate a sense of public safety, a dimension that has been
underexplored in previous research and thus represents a critical rationale for
this study. Another reason is that the police are very active on social media
(see Chapter V), which results in the intertwining of digital and nondigital
spaces (van Dijck, 2023), and their work draws public attention. The
dissertation is also relevant from a public benefit perspective, which is that
the public can develop a better understanding of how the police operate and
how they strive to create a sense of public safety through social media.

Furthermore, Tracy’s (2010) criterion of rich rigor highlights questions of
the choice of theories, the time for collecting empirical material, and the fact
that it is the police’s public safety communication via social media that is
studied, i.e., the context. This is reflected in the fact that the theoretical
framework focuses on the experience of safety, which also ties together the
empirical material in the dissertation. Thus, it is the red thread in this project.
Nonetheless, this reinforces the choice of collection and analysis methods to
examine and understand the context and answer the questions in each paper.
This criterion emphasizes the importance of time in relation to the choice of
methods for empirical data collection and emphasizes that rushing this stage
can compromise the quality of the research. Instead, it suggests reflecting on
whether the data will add meaning to the study (Tracy, 2010). For Paper I,
the collection phase was not rushed; the opposite happened due to the
COVID-19 pandemic. In the case of Paper I, the issue of how and when the
empirical data collection will happen became one for me to reflect on in the
discussion with the police, which led to a mix of digital and nondigital semi-
structured interviews. Here, I could have asked myself whether qualitative
interviews were the way forward or not, but given the context of the
dissertation, I chose, in consultation with my supervisors, to prioritize
qualitative interviews even if it entailed extra work for everyone involved.
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Another example is from Paper II, which uses PEI to examine how the
public experiences police social media communication as linked to safety. |
could have conducted a quantitative study instead where I asked the public
how they perceive and experience the police’s social media communication
and the connection to a sense of public safety to find generalized answers to
how the Swedish population understands these subjects. However, that was
not the purpose of the study, which was to gain insight into how the public
experience the Swedish Police’s strategic communication of a sense of safety
on Instagram. Due to that, PEI was chosen as the qualitative method to show
images, ask follow-up questions, and see how individuals reacted when they
saw and talked about the posts studied in Paper II. All this ties into the
context of what is studied based on the choice of methods and the time
aspect of collecting data, which is crucial for a researcher always to reflect
upon. For example, in Papers II-1V, the empirical collection period was
between a limited time of some weeks and months due to good planning and
easier access to the data. On the other hand, the opposite happened in Paper I
due to the pandemic, which resulted in difficulties in finding suitable times
to conduct the interviews. Therefore, the empirical collection lasted almost a
year.

Sincerity and Research Ethics

Another criterion that Tracy (2010) highlights is sincerity, which ties into
previous criteria as well. In this criterion, self-reflection, awareness from the
researcher, and transparency around methodological choices and their
challenges are important to showcase. Here, the choice of the Swedish
Police and their social media connections to communicate a sense of public
safety once again becomes essential to reflect upon but from the standpoint
of my own connection to what is studied. During the dissertation process, |
must admit that | had mixed feelings about the Swedish Police. For instance,
based on my father’s work life within the police!®. This has allowed me to
understand the complexity of the organization, as well as how it is
experienced by the individual. However, my mixed feelings about the police
have affected me in the struggle to be more critical in my work and my
desire to improve the way the police communicate on social media. In this
sense, it forces me to distance myself from what I am studying but keep an

19 He has been a police officer for 47 years.

61



Jens Alvén Sjoberg

interest in it, which is a challenge that I need to keep working on in my
future role as a researcher.

The sincerity criterion also addresses the opportunities to listen, discuss, and
reflect on the empirical material during the collection and in the transcription
process. This ties into what Kvale and Brinkmann (2014) state about going
back and forth in the work process with qualitative material. By doing so,
the analysis has become more tangible for me in the various studies that
have emerged. Based on this aspect, research transparency becomes
important, which Tracy (2010) and the Swedish Research Council’s Good
Research Practice (2017) argue is an important aspect of doing research
because it shows how the research has been conducted. In Papers I-1V,
transparency is shown in how the empirical data were collected and the
methods used without jeopardizing research ethics. Concretely, besides
maintaining transparency in my papers, | have also provided insights from
my research with the police during internal meetings and with other
researchers at conferences to gather perspectives that this dissertation can
contribute to. For example, in Paper 1V, I had feedback meetings with three
of the four workshop groups to show what the workshops resulted in, to find
a shared picture of the workshop, and to allow for clarification and input.
This is an essential aspect of participatory research (Lindhult & Axelsson,
2021).

Throughout the dissertation, I have ensured the confidentiality of all
participants in the studies. | used informed consent (both verbal and written),
emphasizing the purpose of empirical collection, what would be collected,
and how the data were stored and managed. This is central to conducting
good qualitative research, which also shows that the researcher is taking
responsibility for the research beyond a checklist mentality (Markham, 2018;
Tracy, 2010). Since Papers I, II, and IV are based on empirical data from
police or the public, I have taken ethical measures following VR’s Good
Research Practice. I have only collected empirical material relevant to the
focus of this dissertation, ensuring that no sensitive information such as race,
ethnic origin, political opinions, religious beliefs, or data on offenses and
criminal convictions was gathered, in accordance with VR (2017, 2024). In
this context, this means that all participants from the PRS served as police
employees in Papers I and IV. For Paper II, I asked members of the public
how they experienced two to three Instagram posts and whether there were
aspects of public safety in the way the police used Instagram posts to
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communicate. In this case, no sensitive material was collected due to the
framing of the questions. Likewise, for Paper III, no sensitive materials were
collected due to its focus on public documents, such as Instagram posts by
Swedish authorities. However, in this study, we obtained approval from the
Swedish Police and the City of Malmé to use the material, and we also
removed all comments from followers to focus on how the police and the
city communicate public safety through their Instagram posts.

By doing so, I followed the directions of GDPR (EC, 2025), VR’s Good
Research Practice (2017, 2024), IMY (2023), and JU (n.d.) in the collection
phase and on storing empirical material securely2?? throughout this
dissertation project. I also used JU ShareFile (JU, 2025)2! to store the
empirical material for Papers I, II, and IV in this dissertation. For Paper III, a
shared folder on JU’s OneDrive was used to store the material. This decision
was based on the material consisting of public documents in the form of the
public authorities’ Instagram posts and, therefore, follows the JU (n.d.) data
directions for storing nonsensitive material.

Credibility and Resonance

Furthermore, this dissertation is based on credibility and resonance. Tracy
(2010) explains that these elements include how one’s research is written in
detail and how it is shown instead of told, how different voices come
through, e.g., via participant reflections, how the studies are aesthetically
made, and how the research contributes with personal knowledge and
experience, as well its transferability. Trustworthiness is essential to the
criteria of credibility and resonance, which consist of clarity, depth of
description, and multivocal perspectives. All this is included in the
dissertation analyses to varying degrees via Papers I-IV. For instance,
analyses show different views of the empirical material via quotes together
with previous research and theoretical support. This increases the study’s
credibility on how the Swedish Police’s social media communication
strategy concerning public safety is made sense of by employees and the
public. In doing so, the dissertation shows different perspectives and

20 For instance, in episode 13 of the podcast of HLK’s doktorand podd (Sjoberg et al., 2022), we address
and discuss the topics of data management, having a data plan for one’s research project, and how to store
empirical material securely.

21 JU FileShare is a file storage service that uses servers located at JU in order to store sensitive and
nonsensitive material securely (JU, 2025).
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approaches by using multiple and varied voices in the empirical material,
thus tying in with multivocality (Tracy, 2010). For example, during the
analysis phase with the interview studies (Papers I and II), I found it
challenging to decide what role quotations could or could not play in the
process, which can impact credibility. Again, this is something 1 will
continue to work on in the future.

Nonetheless, in the papers, different aspects of the participants’ reflective
perspectives are present, although it was challenging from the perspective of
“show rather than tell.” For instance, Paper III reports a content analysis
study, and therefore, this aspect is almost impossible due to the scope of the
study, but in Paper IV, it was easier because the study took a participatory
approach. By doing so, it resulted in feedback meetings with three of the
four workshop groups.

This dissertation project has also taken the resonance criterion into
consideration. It focuses on how all parts of the research are written,
structured, and designed to make sense. For instance, the papers are
structured in formats and guidelines based on the directives of journals or
publishers. By following these structures and guidelines, the plots of the
papers are presented in an academic way. When it comes to this dissertation,
I partly follow the university guidelines to make this research easier for the
reader, which has been my ambition throughout the process, even if to is
hard to both be precise and use attractive prose. However, I have taken some
design liberties into account in this dissertation. Tracy emphasizes this as
“good research provides readers with vicarious experience” (Tracy, 2010:
845). In any case, having good aesthetic perspectives on the text structure
and content can increase the possibility that the findings can live on in other
contexts or situations, for example, that this dissertation results in practical
recommendations, besides research contributions, on how the police can
think about communicating a sense of public safety or that my research is
placed in formats like podcasts.

However, the question of who will read the research is also relevant to
highlight as a subcriterion based on Tracy’s (2010) arguments for good
qualitative research. This means that it is good to have clear target groups in
mind in the research community. With my papers, the target groups I had in
mind are scholars in media and communication, policing, organization
studies, and strategic communication. Still, I also have the Swedish Police,

64



Communicating a sense of public safety

other public authorities, and the public in mind as target groups when it
comes to social media communication and the connection to societal tasks,
such as creating a sense of public safety. Because of this, it was central for
me to publish the papers in an open-access format to make the findings
accessible to people both inside and outside academia. In this way, the
findings of this dissertation can reach a larger audience.

Significant Contribution and Meaningful Coherence

Keeping the audience in mind connects to Tracy’s (2010) criteria of
significant contribution and meaningful coherence. These criteria are about
the contribution of the research. In this case, the dissertation, including
Papers [-1V, studies what it intends to do with relevant methods. Regarding
the contribution of Papers I-1V, there are empirical, practical,
methodological, and heuristic perspectives. For example, all the papers have
different levels of empirical and heuristic perspectives concerning the
Swedish Police’s social media communication and creating a sense of public
safety. By doing so, the contributions of the papers make suggestions for
future research, which can also be relevant to practitioners. Papers II and IV
also provide some practical contributions to how the police and other public
authorities can think about communicating. Paper IV also adds the
methodological contribution of the use of critical making workshops in
strategic communication research. On the other hand, Tracy (2010)
highlights that qualitative research also encompasses moral implications and
contributions. In this dissertation, I have not tackled this as a contribution,
since the empirical material does not cover this aspect, even if I am fully
aware that the police as a study object involves moral and societal issues,
such as violence and abuse of power in policing.

It has been a straightforward process in terms of working with meaningful
coherence with this dissertation. This is because I have focused on the
police’s social media communication and creating a sense of public safety
throughout the process. However, with that stated, the choice of methods
was not always obvious (as mentioned). For example, I considered using
quantitative methods for Paper II to obtain a more generalized perspective of
the topic. However, in consultation with other researchers and my
supervisors, as well as due to the use of the social constructivist paradigm, I
decided to use PEI and phenomenography as methods to better examine how
the public experiences police social media communication of a sense of
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public safety. Beyond that, in Paper 1V, critical making workshops were
obvious to use from the start. However, I sometimes questioned the choice
of the method depending on Swedish Police involvement in participating in
the workshops. In this case, police employees from PRS participated in the
workshops within a short time frame. Another limitation and challenge was
the work of the literature review (as many different fields study the police,
public safety, authorities, and social media). Consequently, it is possible that
I may have overlooked existing research to achieve the highest possible
quality in my own work. This is due to the possibility of studying a police
authority’s social media communication and creating a sense of public safety
from different directions.

Final Words on Research Quality and Ethics

The connection between the dissertation’s aim of examining how public
authorities communicate complex societal matters on digital media; the
social constructivism paradigm; the choice of methods; empirical material;
and the importance of transparency in the research process is fundamental
for achieving meaningful coherence. These aspects, along with Tracy’s
(2010) previously mentioned criteria, have guided me in my work in this
dissertation to maintain good research quality and ethics. Next, [ will present
the Swedish Police and PRS as the specific research case.
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Chapter V/
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The Swedish Police as an Empirical
Case

In this chapter, I will give a more detailed description of the Police Authority
and the choice of the specific police region as the case in this dissertation.

The Swedish Police

The Swedish Police is the largest public authority in Sweden (Statskontoret,
2018, 2025) with around 38,000 employees. Like many other public
authorities in Sweden, the Swedish Police is structured as a single-council
authority where the head of the organization is solely responsible for the
government’s activities (Ivarsson, 2021; Polisen, 2023b). The Swedish
Police is led by the national police commissioner and the National Police
Commissioner’s Office and is structured into eight national departments, an
independent Special Investigations Department, and seven police regions
(Polisen, 2021, 2023b). This means that most police work is organized in
one of the seven police regions, which in turn are divided into 27 smaller
local police areas in order to be closer to the public (see Figure 3 on the next
page, which shows the police regions and police areas in Sweden). These 27
local police areas are, in turn, responsible for a specific geographical area of
the country, which ensures that their work is locally rooted and (primarily)
affects the people in the area.

The Swedish Police have significant societal and public responsibilities and
tasks. The authority has a unique position in society because people have the
right to use violence to carry out some of their tasks (Polisen, 2023a, 2023b).
In this regard, Swedish Police work is regulated by the Police Act (SFS
1984:387), which addresses how the police should carry out their mission
and responsibilities by focusing on promoting and fostering justice, security,
order, and public safety. In Figure 4 (see page 70), I display the police’s
overarching tasks based on the Police Act. The Police Act has been
translated into various strategies and policy documents outlining how the
Swedish Police should operate, including their roles and responsibilities in
law enforcement, crime prevention and security, and creating a sense of
public safety in society, for instance, a strategy document that differentiates
between the police tasks of crime prevention and creating a sense of public
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Figure 3. The geographical division of the Swedish Police.
Made by the author based on information on how the Swedish Police is
structured (Polisen, 2023a, 2023b).
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Based on the Police Act [Polislag 1984:387],
the Swedish Police Authority's main mission is to
reduce crime and increase public safety in Sweden.
The following are the overarching tasks of the police:

Law enforcement . . Creating
(investigating and Crime prevention a sense of
solving crimes) public safety

Figure 4. An overview of the Swedish Police’s main responsibilities in society.
Made by the author based on information from the Police Act (SFS 1984:387).

safety, which are in many cases interconnected (Polisen, 2018). However,
the most prominent strategy and policy document is Police Strategy 2025—
202722 (Polisen, 2024), which consists of four main goals:

*  Strategy I: Successful crime prevention

*  Strategy Il: Increased local presence

*  Strategy Ill: Increased efficiency

*  Strategy IV: The right competence in the right place

These strategies are closely linked to operational policing, collaboration, and
the three overarching police tasks illustrated in Figure 4. Strategies I and II
are particularly notable as they focus on crime prevention, digital
engagement, and creating a sense of public safety, unlike the other strategies
outlined in Police Strategy 2025-2027 (Polisen, 2024). In this context,
Strategy II also supports police use of social media by emphasizing
increased local presence through both digital and nondigital means to
maintain or create a sense of public safety.

The Swedish Police’s efforts to address the complex societal matter of a
sense of public safety are also connected to the United Nations Sustainable

22 For more information on specific police tasks, I refer to the Police Strategy 2025-2027 document and
polisen.se.
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Development Goals (SDGs). Sweden has committed to aligning its efforts
with these goals (see e.g., Regeringskansliet, 2025), specifically, SDG 11:
Make cities and human settlements inclusive, safe, resilient, and sustainable.
and SDG 16: Promote peaceful and inclusive societies for sustainable
development, provide access to justice for all, and build effective,
accountable, and inclusive institutions at all levels (United Nations, n.d.).
These SDGs connect to a broader level of understanding of the
communicative challenge and complexity of creating a sense of public
safety. With this background, I will now offer a brief overview of the
Swedish Police’s media presence, considering the significant societal and
organizational interest in what the authority does both locally and nationally.

Swedish Police Media

Media interest in police work is very much based on the role and tasks of the
police in society, organizational culture, and myth-making. It has resulted in
daily coverage in newspapers, radio, television, fictional stories (such as
movies and TV series), and social media posts. For instance, Pollack (2001)
states that crime sells, meaning that the public’s image of the police is often
built on media reporting and not on what exactly they do. Based on Pollack’s
argument, the Swedish Police have taken different roles in their media
presence related to their work to minimize crime in the local community and
to create a sense of public safety by sharing information about their work
(Bjellert & Palm, 2012). When it comes to social media, the Swedish Police
have, during the last decade, become more and more active on Facebook,
Instagram, and X to extend their local presence and be where the public is.
This mentality creates conflicts regarding how the Swedish Police
communicate on social media; see Paper II and III for further information.
This behavior is a consequence of digital development based on Swedish
political digitalization decisions (Regeringskansliet, n.d.) and tasks I-III in
Police Strategy 2025-2027 (Polisen, 2024). In this context, police social
media activities are vital because their messages must be clear to the public,
which they determine through a top-down approach, policies, and strategy
documents (Polisen, 2015, 2023a, 2024).

The Swedish Police stand out from other Swedish public authorities in terms
of social media. In September 2025, the authority had 275 official social
media accounts on Facebook, Instagram, LinkedIn, X, YouTube, and some
podcasts (Polisen, n.d.). The Swedish Police utilize social media mainly for
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the dissemination of information and branding (image work of the
authority), which I stated in chapter two and in Papers I-IV. To better
understand how the police use social media and where communication
challenges occur in creating a sense of public safety, I will provide two
examples below.

Example I: Swedish Police’s Careless Use of Social Media

The first example that affects a sense of public safety is based on the
Swedish Police’s presence and their careless behavior on social media. The
Swedish Police use social media (such as Facebook, Instagram, and X)
without caring about regulations or communicating respectfully. This
problem is ongoing and has been discussed and criticized in various media,
with several police officers and official police social media accounts posting
rogue and malicious social media posts, including depictions of people in
vulnerable situations or collaborations with for-profit companies (see
Karlsson, 2021a, 2021b) where officers use social media for personal
benefits while wearing police uniforms (Chamy & Ewald, 2022; Enestrom,
2024). In this discussion, aspects of ambassadorships and unclear regulations
are part of the problem (e.g., Brokropp, 2022), where very dubious posts
have been made of content involving political and economic issues and
members of the public in vulnerable situations. This problem has (re)started
internal discussions and revisions of police social media use and regulations
(Ericson, 2024). Part of the problem lies in unclear rules, the authority’s
view on social media, and the heavy focus on image work. This is supported
by Andersson et al.’s (2024) research on ambassadorship, which shows that
Swedish Police officer use of social media is primarily about image
management. Ambassadorship is outside the main focus of the dissertation
and will, therefore, not be developed further. Still, police use of social media
must involve internal trust, support, and regulations that are needed for this
to function, especially when it concerns a sense of public safety. Police
social media often receives a lot of attention, which influences politicians
and societal debates consciously or unconsciously in different ways
(Holgersson et al., 2022).

Another factor in this problem of reckless behavior on social media lies in
the way the Swedish Police operate, where police processes and myths
collide with participatory aspects of social media. The Swedish Police have
faced organizational difficulties in learning from past experiences and
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competencies and prioritizing their work and responsibilities to the public
and society’s expectations of the police (Holgersson, 2018; Ivarsson
Westerberg, 2020). As a result, this type of problem often manifests itself in
the Swedish Police not entirely keeping up with societal developments and
frequently asking for more resources but without any major breakthroughs
(e.g., Kjoller, 2022; Olin, 2023). Consequently, it places great demands on
the police (employees and the authority), in terms of both their interactions
on social media and their actions. These demands have a potential impact on
public trust and the creation or maintenance of a sense of public safety.

Example II: Easter Riots in Sweden 2022

My second example of communicative challenges in creating a sense of
public safety is based on the actions of the Swedish police during the 2022
Easter riots. In this case, the police communicated their role and the riots in a
scarce way, often with mixed messages. The communicative actions of the
police contributed to confusion in this tense situation, which had a major
impact on the sense of public safety in the country. On the other hand,
various media actors, including DN with over 150 news articles (2024) and
Svts via its news and in the subsequent TV program “Uppdrag granskning:
Péaskupploppen” (Henke, 2023), reported on the riots. In addition, various
actors posted about the situation on social media. However, the police were
sparing with their social media use during the Easter riots. Holgersson
(2023) claims in a news article that an important but problematic aspect of
how the police handled the riots was that the police blamed others instead of
reflecting on their responsibility for why things went wrong and what they
could have done to prevent these situations from happening in the first place.
This view is in line with Terpstra et al.’s (2019) view of police structural
barriers and difficulties in their operational work, which they refer to as
abstract police. Terpstra et al. continue:

Abstract police may be less able to realise adequate solutions for
the problems of citizens and communities, because internal
processes and organisational procedures are fragmented, creating a
lack of overview and having a negative impact on feelings of
ownership and responsibility. . . . [It] may contribute to new
problems of coordination and communication. (2019: 352)
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This quote relates to a larger organizational issue about the police that
connects to the criticism, often repeated in media reports (see, e.g.,
Erlandsson, 2022: Lernstad, 2022) of the Swedish Police’s actions and
organizational practices at the macro and meso levels (see, e.g., Holgersson’s
report on the police’s handling of passport applications, its consequences,
and structural problems [2022] or Ivarsson Westerberg’s book Reform in
Uniform [2020] for more about these issues). In this example, the media took
a major and necessary role in informing and trying to counteract the rise of
public fear. This example reiterates the importance of the police becoming a
communicating and learning organization in order not to compromise (i)
public trust in authorities and (ii) public safety.

Brief Conclusion of the Examples

These two examples highlight the careless communicative practices of
individual police officers on social media and the broader challenges faced
by the Swedish Police during crises. In particular, they illustrate the critical
role of communication and the associated responsibilities of the police
toward the public. Consequently, it is essential for the Swedish Police to
comprehend their broader role in media and public communication, as
highlighted in studies by Enbom et al. (2014) and Palm and Skogersson
(2008). This necessity arises in part because the police and the public often
have differing perspectives on policing, as discussed in Jackson and
Bradford (2009) and Paper II. Such differences can affect the relationship
between the police and the public, as well as public perceptions and
understanding of safety (Pain & Townshend, 2001). These considerations
lead to the presentation of the specific case discussed in this dissertation.

The Specific Case of Swedish Police Region South

The choice of a case study was based on the fact that the research design has
an emphasis on discovering and studying in depth a specific phenomenon,
such as organizations or events (Tracy, 2020), and in this dissertation, the
case is on the PRS (Polisregion Syd) and their use of social media to create a
sense of public safety. In order to understand the reason for PRS and to make
a long story short, at the beginning of this dissertation project (autumn of
2019), I was in contact with the Swedish Police, and the authority decided,
on a national level, that one region was most suitable to participate in this
project. After different meetings with the police, it landed on PRS because

74



Communicating a sense of public safety

the police regions receive much media attention, work heavily with social
media, and, at the time, were responsible for projects concerning a sense of
public safety.

The PRS accounts for around 50 of the 275 social media accounts on
Facebook, Instagram, and X used by the authority. This makes PRS the
second-most social media-intensive and active police region in the country
after the Stockholm Police Region (Polisen, n.d.). In addition, PRS is
associated with high and complex crime activity and population density
(Bra, 2022). With 20% of Sweden’s population living in the PRS (SCB,
2022), the region is one of the most densely populated areas in the country.
The geographical location of the PRS and its connection to Denmark and
continental Europe via Malmo, Helsingborg, and other coastal cities also
makes the region an important hub for trade and communication. In addition,
Malmo is the largest city in the PRS and the third largest city in the country.
Malmé’s population consists of 186 nationalities (Malmé stad, n.d.), and the
city is notorious for its criminal history, for example, as mentioned in
Bjellert and Palm’s (2012) study. The PRS, with its more than two million
inhabitants, is in many ways affected (as is the country as a whole) by
various criminal activities, such as widespread problems with drug use,
assaults, threats, sexual offenses, robbery, pickpocketing, sales fraud, card
and credit fraud, cybercrime, and gang violence with shootings, murders,
and explosions causing insecurity and fear in the community (Bra, 2021,
2022, 2024). These are the arguments for PRS as a case.

The Participants From PRS

To make this dissertation and the case study even more manageable, police
employees from three police areas within the PRS participated. This was an
agreement made between the PRS and myself to make the empirical
collection manageable and to have a wide spread of participating police
officers, communication experts, and media strategies with different
experiences, professional roles, and geographical perspectives from big
cities, rural areas, and middle-sized to small towns. Specifically, the police
areas of Kalmar Kronoberg (POKK), Malmoé (POMA), and Nordvéstra
Skéne (PONV) participated in the dissertation through interviews (Paper 1),
email and phone conversations (relevant for the whole dissertation project),
and critical making workshops (Paper 1V).
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Chapter VI



Communicating a sense of public safety

Summary of Papers

This chapter summarizes the procedures and main findings of the four
studies that this dissertation builds upon, which resulted in three scientific
articles and one chapter in an anthology. In Papers I-III, I am the first author
(see the appendices for the co-authors’ statements), and in Paper IV, I am the
sole author.

Paper |

In the first article, 20 semi-structured interviews with police employees
(police officers and communication professionals within the authority) from
the PRS were used to collect empirical material to understand how the police
use social media, the concept of creating a sense of safety, and what social
media strategies they use or have when communicating about these topics.
Therefore, the following RQ was stated, “What are the strategies applied by
the Swedish Police through their social media communication to create a
sense of safety?”. We used the framework analysis method to analyze the
material to find what strategies the PRS uses.

The contribution of this study shows that the police’s strategies for
communicating a sense of safety via social media can be divided into three
strategies: transmediality, presence, and transparency. However, these
strategies need to be interconnected to have the greatest effect, which is
often lacking because the police’s overall purpose of communicating via
different media is ambiguous. The study shows that creating a sense of
safety via social media communication becomes more like a side effect of
everything else they communicate because they have no stated strategies or
structures from which to start. This is because there is still much “work in
progress” thinking and questions among police officers concerning social
media and creating a sense of safety. Nonetheless, the study also highlights
that the police’s ability to create a sense of safety is hampered by the fact
that they communicate only in Swedish. It is problematic and a critical
limiting factor for its exclusionary nature in creating a sense of public safety.
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Paper Il

In Paper II, PEI (as was explained in Chapter IV) was used to collect
empirical material to understand how the public experiences and perceives
the police’s social media communication on Instagram linked to creating a
sense of safety publicly. To answer the RQ of the study, “To what extent
does the Swedish Police organization’s communication on Instagram
contribute to the public’s experience of a sense of safety?” we used a
convenience sample. This means that those who were available during
empirical collection participated, which resulted in a sample of 41 people
from the public in Malmo.

A phenomenographic approach was used to analyze the material, which
resulted in three overarching categories of experiencing police
communication: a sense of protection, a sense of proximity, and a sense of
ambiguity. The contribution in Paper II shows that the public perceives the
police’s social media communication as reassuring and relationship-building
but also frivolous and unclear because large parts of the police’s social
media communication, according to the public, lack a clear purpose. The
study also highlights that police social media has become a form of internal
communication, not for the public. Therefore, the police authorities must
instead use social media as a communicative and interactive process on the
public’s conditions for further engagement and to minimize wrongdoing,
which previous research has stated (Bullock et al., 2021; Schneider, 2021a;
Wood, 2020).

The study showcases the importance of public authorities and their social
media to understand the responsibility they have, how and why they
communicate, and to minimize misunderstandings among the public. This is
since the public is not a homogeneous group, but overall aspects can
contribute to increased or decreased safety. Public understanding is central to
public order, stability, and a sense of public safety so that public authorities
can understand what it means in a larger context.

Paper llI

This study, presented as a book chapter, focuses on how PSOs grapple with a
decreased sense of safety and increased fear among the public. Social media
communication often emphasizes the complex, interconnected problems
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related to our digital and nondigital surroundings, affecting public safety in a
mediated and digital society. Therefore, the following RQ was stated: “How
do the Police in Malmo and the City of Malmé convey a sense of public
safety through their Instagram posts?” in order to examine how PSOs
communicate public safety via social media in today’s mediated society. This
is because a decreased sense of safety is a problem and a challenge that
Sweden and these public organizations face today in the public sphere.

Furthermore, the study was focused on the Swedish Police Authority in
Malmé and the City of Malmo, analyzing their Instagram posts using
Graneheim and Lundman’s (2004) qualitative content analysis to grasp the
manifest and latent dimensions of posts. This process resulted in two
overarching themes: Sharing Community Information for the Public and
Organizational Actions and Presence. The findings show that the City of
Malmg, as a municipality, has a significant responsibility for the well-being
of the public and, therefore, primarily focuses on building relationships and
trust rather than a sense of public safety. The Swedish Police too have an
enormous responsibility. Still, their use of Instagram is mainly to share
societal information or is viewed as a PR tool, for instance, to promote the
profession or manage the organizational image. The study also shows that
although some incentives for two-way communication are present, there is
limited behavior from the organizations in question, thus strengthening the
impression that police authorities or municipalities are reluctant to accept
questions from the public besides the specific ones they have added in their
post. This becomes troublesome because the public often has different
understandings of the message, which can add to public criticism of the
organization.

In summary, this study suggests that a sense of public safety is not
strategically clear in the Swedish Police Authority in Malmo and the City of
Malmo’s social media communication because both organizations have
different duties to uphold and create a sense of public safety in Malmo.
Consequently, PSOs’ use of Instagram remains subject to interpretation by
the organizations and the public due to a lack of a strategic mindset to create
a sense of public safety and oppose public fear.
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Paper IV

The study for Paper IV conducted four critical making workshops, a concept
commonly used in design and sociotechnical fields but not typically within a
strategic communication context. Each session included three to four police
employees to capture participants’ sensemaking of social media
communication related to a sense of public safety from a bottom-up
perspective through discussions, notes, and reflections. The study had the
following RQ: “How do Swedish police employees make sense of their
social media communication related to a sense of public safety in critical
making workshops?”’

Departing from this RQ, I analyzed the empirical material by adopting
sensemaking as a theoretical and analytic lens to understand how police
employees make sense of their social media communication to create a sense
of public safety. The analysis phase resulted in four overarching categories
that explain how participants made sense of their social media
communication of complex societal matters: Making sense of control,
Making sense of contextualization, Making sense of authenticity, and Making
sense of friction. Based on these four categories, the study showcases
challenges and opportunities with the use of critical making workshops.

The study addressed the opportunities in utilizing critical making workshops,
where the first aspect is seeing the workshops as a learning and reflective
arena. This second opportunity, through this study, highlights that critical
making workshops enable participants to gain new insights from past
examples and from each other. Furthermore, the study also emphasizes that
challenges with critical making workshops center on resistance to full
participation, with participants often sharing limited or organizationally
filtered perspectives on social media and a sense of public safety. Another
challenge was the power dynamics and hierarchical structures, particularly
regarding the risk of “doing wrong” in employing critical making
workshops. Another challenge with the critical making workshops involved
the researcher’s dual role, which created tension between acting as a co-
learner and maintaining the position of a researcher. In this aspect, the
workshops heavily depended on the researcher’s commitment to a
participatory, reflective, and explorative approach, which served as both a
limitation and an opportunity.
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Thus, the critical making approach can capture deep and multifaceted
insights into practical and reflective dimensions based on previous
experience, a reflective and learning-oriented mindset, and the purpose of
the work in an iterative approach by critically reflecting on the problem, and
where all participants are active in the process. This study concludes by
illustrating how the critical making workshop process enables researchers
and participants to collaboratively engage in sensemaking around complex
societal matters. In this context, Swedish Police employees made further
sense of their social media communication by co-creating about the complex
societal matters of creating a sense of public safety from a bottom-up
perspective through participatory and exploratory processes. Finally, the
critical making workshop approach enhances the field of strategic
communication by providing a clearer understanding of how researchers,
organizations, and other stakeholders can facilitate access and interaction
regarding the communication of complex societal matters on digital media.
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Chapter VII



Communicating a sense of public safety
Findings

In this chapter, I will present the dissertation’s findings concerning how
public authorities communicate complex societal matters through digital
media platforms. I will also present the development of the critical
(un)making model for capturing bidirectional processes of digital
communication between public authorities and members of the public. As
mentioned earlier in this dissertation and in the existing literature, public
authorities’ social media use offers opportunities such as sharing societal
information, maintaining the organizational image, establishing a digital
presence, and spreading messages more quickly without involving other
actors. However, public authorities and their members often overlook the
communicative value of social media in terms of how to use it effectively to
fulfill their societal obligations while maintaining digital visibility and
engagement (Cassinger & Thelander, 2020; Olsson & Eriksson, 2016),
which are aspects that contribute to their communication challenges (Lovari
& Valentini, 2020).

This chapter begins by critically discussing the findings presented in the
individual papers, which examine the Swedish Police’s communicative
practices for constructing a sense of public safety on social media. These
findings are organized into three overarching themes: (i) the integration of
operational and communicative policing in digital environments, (ii)
strategies for fostering public engagement through police communication,
and (iii) the role of bidirectional communication in processes of collective
sensemaking. Building on these insights, the chapter introduces Critical
(Un)Making as a Model for Capturing Co-Creation—a conceptual
framework derived from the empirical analysis that advances theoretical
understanding of the communicative dynamics between public authorities
and citizens.

Integrating Operational and Communicative Policing
Into Social Media

The first theme highlights that the Swedish Police still struggle to
communicate a sense of public safety on social media. One side of this
difficulty is the lack of integration between operational and communicative
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work (presented in different ways in Papers I and IV). Police employees
stated that social media allows them to be digitally present and more
transparent and, by doing so, reach a larger audience more quickly than with
other media platforms. Many police employees did not realize or consider
the importance of integrating operational and communicative policing into
the context of social media. Instead, they viewed these aspects separately,
especially regarding creating or maintaining a sense of public safety. This
often results in it being mainly seen as a byproduct of their social media
efforts. Part of this might be due to the Swedish Police’s “trial and error” and
“common sense” mentalities in using social media. These issues are noticed
in Paper I’'s and IV’s findings from police employees’ perspective and in
Paper II from the public’s viewpoint, resulting in wrongdoings and
neglecting the Police Act (SFS 1984:387) and Police Strategy 2025-2027
(Polisen, 2024) statements about the role of the police in Sweden on social
media. The police mentality ties into the lack of readiness and coordination
of the police when conducting operational and communication duties
simultaneously, especially in conveying societal messages to the public on
social media (see Paper I; Williams et al., 2018). However, those police
members who did recognize the value of integrating operational and
communicative policing saw it as an opportunity to promote public safety
via social media.

Additionally, it is imperative to acknowledge that what the police do on
social media is connected to their social responsibility. On a broader level,
this means that even if Swedish public authorities have different
responsibilities, they also share similarities in organizational structures and
communication policies (Ivarsson, 2021), meaning that they need to base
their decisions on what is most important to the public. In practical terms,
communication policies pose a challenge for the Swedish Police because
they must not only balance their bureaucratic structures, limitations, and
societal responsibilities, but also address the needs or demands of the public.
These tensions have been extensively examined by international scholars (de
Graaf & Meijer, 2019; Meijer & Torenvlied, 2016; Ralph et al., 2022) and by
Swedish researchers (e.g., Rolandsson, 2020), as well as in Paper II. As
stated above, the police’s use of social media is limited by bureaucratic
structures, which in this case negatively affect their ability to serve the local

community. For instance, Paper II demonstrates that the public’s ability to
interpret and understand the police’s intentions on social media is
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significantly hindered when their communication lacks strategic alignment
with the goal of fostering a sense of public safety. This observation is
reinforced in Paper III, which reveals that police communication
predominantly centers on disseminating organizational information rather
than prioritizing content that cultivates relationships and promotes public
reassurance. A plausible explanation for this tendency lies in the complex
and ambiguous ways in which police employees conceptualize the creation
of a sense of public safety in digital environments. This uncertainty is a
governance issue and stems from a lack of clear policies on how the police

should communicate with the public.

To conclude this theme, the Swedish Police need to integrate their
operational and communication efforts on social media with a clearer focus
on creating a sense of public safety for the communities they serve. As
indicated by previous research and the theoretical framework, the integration
of operational and communication efforts can enhance the strategic
effectiveness of public authorities’ communication (Gulbrandsen & Just,
2022; van Ruler, 2018), especially in conveying the dynamic, intangible
(Brandén, 2022), and intersubjective aspects (Zou & Meng, 2020) of a sense
of public safety. Accordingly, there is a need for police employees (and
public authority personnel more broadly) to combine operational and
communication efforts to adopt a more long-term, public-centered
communication strategy. Without such integration, social media initiatives
risk being misunderstood or failing to strengthen the public’s sense of safety.
Achieving this integration begins with the police developing a clearer
understanding of their own role and fostering deeper relationships with the
public when communicating complex societal matters via social media. This
discussion leads directly to the second theme of the findings.

Fostering Public Engagement Through Police
Communication on Social Media

The Swedish Police must understand how to engage with the public on
social media to create a sense of safety. The findings show that the Swedish
Police focus heavily on information sharing and upholding the
organization’s image as a strategy to create social media engagement.
Fredriksson and Pallas (2020) argue that this media use can either bolster or
hamper the sense of control associated with organizational media use. In

85



Jens Alvén Sjoberg

using social media, public authorities often prioritize sharing information
and posting content on social media that will, in some way, benefit the
organization’s image (Cassinger & Thelander, 2020; Kudla & Parnaby,
2018). This aligns with prior research on police social media, which
emphasizes managing the police image (Bullock, 2018; Schneider, 2021a) or
the “authentic” police image (Andersson et al., 2024) by digitally controlling
the police narrative to uphold the policing myth (Walby & Wilkingson,
2023) and avoid criticism (Kudla & Parnaby, 2018). For instance, in Papers
I-111, the Swedish Police are not justified in their heavy information-sharing
approach and upholding the police image instead of communicating with the
public. The Swedish Police’s social media activities hope to generate
engagement among the public and, in the long run, lead to an increased
sense of public safety. Still, they do not have a clear strategy for doing so
and leave it up to individual employees to find out how (Paper I). As posited
in Paper II, due to the lack of engagement with the public, and as previously
documented in extant research, this issue can be seen as a recurrent problem
with social media in creating community engagement (Bullock et al., 2021)
or in reducing lawlessness to increase public safety via social media
engagement (Sachdeva et al., 2016). Even if the Swedish Police’s social
media use is based on employees’ communication and narrative of their
work (illustrated in different ways in Papers [-IV), the difficulty of creating
a sense of public safety is still connected to why public authorities mostly
share information that is beneficial for the authority’s image work. This
perspective of public authority social media behavior also ties into
Christensen and Christensen’s (2022) argument for conscious or unconscious
organizational communication.

Furthermore, findings show that the Swedish Police’s social media use is
inconsistent in creating a sense of public safety, further complicating this
communication process. Part of this is because police employees do not fully
understand the complex societal matter of creating a sense of public safety.
This, in turn, generates tensions between the Swedish Police’s strategic
documents (Polisen, 2023a, 2024), official police definitions of creating a
sense of public safety (Polisen, 2018), the Swedish Police Act (SFS
1984:387), and individual police officers’ perspectives on how the public
should interpret and understand the notion of a sense of public safety.
Consequently, the authority’s social media communication becomes highly
contingent upon the discretionary practices of individual employees in
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framing and emphasizing issues of public trust and safety. This results in
personal or local strategies, as discussed in Paper I. This issue is further
highlighted in Papers II-1V. Part of this lies in the discrepancy between
nondigital and digital policing in how they engage with the public. The
Swedish Police use social media often to manage a lack of local information
by strategically publishing content that is either easier to digest or to uphold
the organization’s digital presence and image (a form of control) instead of
concentrating more on complex societal matters (see Paper III), such as a
sense of public safety, rather than via other media platforms (mentioned in
Papers 1 and IV). One reason for this is that the Swedish Police have a
unique position, compared with other public authorities, regarding the high
demand from the public and media actors for information. For instance,
Swedish Police officers commonly present different versions of the
profession and their responsibilities on social media to inform and create
relationships with the public, as noted in the findings and in research by
Bergquist et al. (2015) and Rolandsson (2020). However, it can also create
problems when they become too spontaneous or focus too much on voicing
the organization (see Andersson et al., 2024), which can give false
impressions among the public about policing, for instance, as noted in Paper
II.

Consequently, understanding how public authorities, specifically the
Swedish Police, communicate on social media requires a comprehensive
approach that considers what is communicated, Zow it is communicated, and
why, including the underlying reasons. These questions align with
Christensen and Christensen’s (2022b) emphasis on creating meaningful and
strategic communication, moving beyond the image-focused approaches
often observed in police social media (e.g., Bullock, 2018). Furthermore,
these questions also resonate with the sensemaking framework, in which
dynamic, social, and communicative structures (Weick et al., 2005) become
central to understand how the police communicate a sense of public safety to
the public through social media. However, as demonstrated by previous
research on police social media use (see Chapter II), these are lacking,
creating a communication challenge because police organizations prioritize
the management of the police image, following trends and private sector
influences to boost popularity rather than encouraging police and public
social media interaction. The Swedish Police, like other public authorities,
face the challenge of balancing strategic and nonstrategic communication (as
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highlighted by Raupp and Hoffjann, 2012), which results in an imbalance in
their social media communication—Iacking a clearly defined strategy—
making social media a secondary task despite increased connectivity, thereby
negatively impacting public trust and safety.

In this way, this second theme underscores the scarcity of formal social
media strategies among the Swedish Police. Due to it, police employees
frequently establish an ad hoc communication process when dealing with a
sense of public safety on social media. In this regard, police communication
at both the organizational and employee levels lacks a bidirectional process
for effectively conveying messages to the public on social media. This

observation leads me to the third theme of the findings.

Bidirectional Communication as Sensemaking

Public authorities frequently rely on a transmission view of information,
characterized by a predominantly top-down approach to information
dissemination (Luoma-aho & Canel, 2020). This view on communication is
reflected in how Swedish public authorities use social media, where social
and cultural agreements and Swedish values of openness and information
sharing are connected to their responsibilities to serve people and society
(see Eriksson & Ivarsson Westerberg, 2021; Ivarsson, 2021). The third theme
emphasizes the role of bidirectional communication as a sensemaking
process through which the police seek to create a sense of public safety. The
findings show that police employees hesitate to communicate due to the fear
of revealing weaknesses within the organization to the public. This relates to
Ralph et al.’s (2022) study about the English police, who avoid listening to
the public and their opinions on what the police should do. As a result, police
social media can, instead of creating closeness, lead to further distancing and
harm the relationship between authorities and the public, which worsens the
communication challenge. Part of this problem is that police social media
communication mainly acts as a transmission tool to avoid criticism and
exert control, making it a strategic challenge rather than a platform for
genuine engagement and interactions with the public. This stems from
previous research illustrating that police officers often overlook the
importance of digital communication with the public (de Graaf & Meijer,
2019; Ralph et al., 2022) and must thus balance their social media activities

88



Communicating a sense of public safety

based on the affordances and constraints of their interactions (Bullock et al.,
2021). This can be seen as a police sensemaking process.

Another aspect of the findings demonstrates that being communicative on
social media adds an extra workload for police officers, and when resources
and organizational structures are lacking, it becomes problematic (see Papers
I and IV). A central issue in all the Papers (I-IV) is that public authorities’
use of social media entails an implicit interpretation of what it means to
“communicate” with the public. This dilemma is also noticed by Ivarsson
(2021) and Lovari and Valentini (2020). In addition, this approach tends to
beautify the organization (Beverungen et al., 2019), leading to
misunderstandings about its societal role and communicative responsibilities
to the public (Eriksson & Ivarsson Westerberg, 2021; Fredriksson & Pallas,
2020). Police social media accounts, in this way, have become a
unidirectional news channels because of the use of a top-down
communication mindset to influence the public without fostering
bidirectional dialogue or participation. This is problematic because it is
crucial to conduct bidirectional dialogue in order to build relationships (e.g.,
Bullock et al., 2021) and trust (e.g., Rothstein, 2000, 2001) and to combat
insecurity (Pain & Townshend, 2001) between the police and the public and
create a sense of public safety (e.g., Ceccato et al., 2019; Jackson &
Bradford, 2009), which I also demonstrate in Papers [-1V.

An additional side of this theme arises from organizational tension between
official duties (Ivarsson Westerberg, 2020) and maintaining a digital
presence for the public, as stated by policy and strategy documents (e.g.,
Polisen, 2023a, 2024). Part of the problem lies in the context of a “no
comment” culture (see Paper I), which hampers police employees from
communicating with the public in the digital arena, for instance, by posting
short, ambiguous, or posting local information in haste rather than
bidirectional social media communication that focuses on a community’s
experience of a sense of public safety. This also relates to the findings in
Papers II and III, which reveal that the police continue to struggle with being
bidirectional on social media, often using Instagram solely to inform or
project a positive image of the organization. Furthermore, in Paper 1V, police
officers experience communication friction when understanding their social
media interactions, particularly when creating a sense of public safety and
balancing the organizational tension between their policing duties and their
online presence. From the public’s perspective, the police’s social media
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communication is often perceived as lacking clarity and purpose, wherein
ambiguous messaging generates confusion rather than providing reassurance
regarding public safety (as demonstrated in Paper II). Thus, the Swedish
Police, like many other public authorities, need to change their approach to
communication strategies from relying on fixed tools and a transmission
mindset to viewing communication as relational, long-term, and dynamic
processes (Carey, 2009; Gulbrandsen & Just, 2022). This means police social
media communication must involve aspects of adapting to, listening, and
interpreting social and cultural contexts to create meaning, interaction, and
behavioral change in their communication process, which aligns with
Falkheimer and Heide’s (2023) argument. These aspects are crucial for
police and other authorities to enhance and clarify their social media
communication, especially to create a sense of public safety and maintain a
positive relationship with the public. This also ensures that public
authorities’ social media platforms serve the public as intended, which can
also align with Weick’s (1995) sensemaking process.

The findings further suggest that public authorities’ use of social media
embodies competing interpretations and organizational pressures, revealing
the complex and sometimes contradictory dynamics through which they
communicate and generate meaning online. This observation resonates with
the persistent tension between top-down and bottom-up communication (see
Chapter II), which contributes to uncertainty in how individuals experience
(Dewey, 2005) and make sense of (Weick, 1995) public authority social
media communication, particularly regarding a sense of public safety. In
many cases, police employees make sense of police social media by sharing
local content and praising or interacting with other Swedish Police social
media accounts, making their social media posts, in this sense, somewhat
between planned and accidental communication. Papers I, 11, and IV support
this finding, where the police struggle to see their social media activities as a
long-term communication platform for dialogue and participation with the
public, especially in terms of creating a sense of public safety. This issue
concerning police use of social media is also addressed in prior research,
including studies by de Graaf and Meijer (2019) and Ralph et al. (2022). Part
of this challenge relates to organizational incentives that encourage police
officers to maintain an active presence on social media—both to engage with
the public and to conduct digital patrols (see Papers I and IV)—in order to
meet institutional expectations regarding digital visibility. This dynamic can
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be understood through Dewey’s (2005) notion of experience as a basis for
action, which operates at both individual and organizational levels. From this
perspective, the Swedish Police may be characterized as a non-learning
organization, a critique advanced by Holgersson (2018) and Ivarsson
Westerberg (2020).

Consequently, the challenges faced by social media officers in public
authorities are exacerbated by a lack of transparency in the public sector
(Lovari & Valentini, 2020) and insufficient long-term and organizational
support and involvement of communication experts as strategic assets (see
Simonsson & Heide, 2021) regarding how employees should communicate
with the public on social media. The results of the dissertation (Papers I-1V)
also indicate that the Swedish Police lack a coherent strategy for
communication and participation on social media. This insufficient social
media support heightens tensions between police officers and the public
when it comes to working and communicating to create a sense of public
safety. Therefore, the police need to understand the expectations,
perceptions, and experiences stemming from individual and collective
agreements and behaviors, as these form the foundation for a sense of public
safety (see Zou & Meng, 2020), when communicating it digitally. This
connects with Papers I-III and previous research on police social media
(e.g., Williams et al., 2018), which suggest that police officers need to focus
on trust-building and visibility efforts to promote and communicate a sense
of public safety. On this note, it is important to keep in mind that the police
and the public often have different understandings of policing and societal
responsibilities (see Jackson & Bradford, 2009, for more about this
discrepancy). This perspective also supports the argument by Christensen
and Christensen (2022a, 2022b) that organizations, in a broader sense, often
overlook how and why they communicate. Consequently, organizations like
the Swedish Police may end up with conflicting communicative agendas that
limit their understanding of the public and negatively impact employees’
ability to interpret and communicate complex societal matters on social
media effectively.

In this regard, I agree with Madsen (2022) that public authorities face
communication challenges involving employees’ sensemaking based on
‘how’ and ‘why,” especially when it involves communication for and with
the public. For the police’s social media communication to become clearer
for officers and the public, understanding how, why, and what is crucial. This
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will help the Swedish Police (and other authorities) build stronger
relationships and trust with the public through ongoing social
communication and sensemaking focusing on interpretation, social
enactment, cue extraction, and retrospective analysis (Weick, 1995).
Therefore, I recommend that the Swedish Police move beyond merely
protecting the organization’s image or chasing popularity through social
media algorithms and followers. Instead, the police should enhance their
bidirectional communication on social media by declaring that creating a
sense of public safety is their primary strategic communicative goal due to
the interconnectedness of the digital and nondigital spaces today. This would
force the Swedish Police to move away from the current approach where the
authority mainly focuses on sharing information rather than engaging in
digital dialogue with the public, which makes it challenging to do so
effectively. I also recommend that the Swedish Police establish police officer
positions dedicated to social media and digital work focused on public safety
matters to address this communication process challenge. This would
support social media communication as ongoing among the police (and other
public authorities), partners, and the public, making it easier to link various
police activities like crime prevention, crime solving, collaborations, and
public safety efforts as a continuous dialogue. Contributing to a shift in the
focus from creating a sense of public safety to collaboratively creating it—
(Co)creating a Sense of Public Safety. This transition also supports the
initiatives of the UN’s SDGs 1123 and 1624 of public safety efforts
throughout various parts of society (United Nations, n.d.).

Summary of the Thematic Findings

Taken together, the themes highlight how the Swedish Police’s social media
communication aimed at creating a sense of public safety is characterized by
several shortcomings, including a disconnection between operational and
communicative policing, unclear communication goals, a predominantly top-
down approach, and limited public engagement and bidirectional interaction.
The themes link to critical (un)making as part of ongoing communication
processes aimed at conveying the matter of creating a sense of public safety
digitally, leading me to the next part of the chapter.

23 SDG 11: Make cities and human settlements inclusive, safe, resilient, and sustainable.

24 SDG 16: Promote peaceful and inclusive societies for sustainable development, provide access to
justice for all, and build effective, accountable, and inclusive institutions at all levels.
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Critical (Un)Making as a Model for Capturing Co-
Creation

As the findings demonstrate (primarily in Paper 1V), the Swedish Police
employees described how they made sense of using social media with the
ambition of creating a sense of public safety through communication. Yet
they also emphasized the absence of a clear or consistent approach to
achieving this, largely due to the complexity and ambiguity of the task. The
co-creative dimensions of their work point to a bidirectional way of
generating meaning around societal responsibility that needs to be digitally
communicated. Thus, it becomes paramount to reflect upon this bidirectional
process by extending the concept of critical making to encompass both
making and unmaking as a means of engaging with the communicative
practices of public authorities striving to create a sense of public safety on
social media. In this context, unmaking refers to processes of unfolding,
while making involves processes of reconfiguring—both occurring within
an ongoing social and reflective context.

The reasons for developing a critical (un)making model as a methodological
contribution of this dissertation include: (i) the lack of social media
strategies (see Paper I), (ii) ambiguities and frictions that emerged during the
workshops for Paper IV, (iii) public experiences (see Paper II), and (iv) what
police actually publish on social media (see Paper III) regarding police
communication efforts to create a sense of public safety. The lack of
processes of unfolding the communicative practices of the police is thus a
vital aspect that I want to bring forth because the critical making workshops,
in Paper 1V, were characterized by a consensus mentality among police
officers regarding police work and the purpose of social media. Another
reason is that processes of unfolding to be able to reconfigure in an
improved manner provides a scope for exploring and co-creating the
communicative process of creating a sense of public safety. This is because
the task is complex, intersubjective, and dynamic in nature but also needs to
be communicated by the authorities and understood by the public to
maintain a democratic society. An additional rationale for incorporating
processes of unfolding and reconfiguring into critical (un)making stems
from the participatory approach itself, which enables more in-depth and
diverse perspectives on a problem by drawing on participants’ varied
backgrounds, experiences, contributions, and ways of shaping knowledge
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and understanding from multiple viewpoints. This is highlighted, for
instance, by the standpoints of Ratto (2011), Record et al. (2013), Somerson
and Hermano (2013) on critical making, Lindhult and Axelsson’s (2021) co-
creating knowledge, and a bottom-up (e.g., Heide et al., 2018) or
sensemaking (Weick, 1995) perspective. These perspectives resonate well
with Gambarato et al.’s (2020) sociological approach to participation within
media and communication context. Thus, participatory processes can lead to
tangible innovations in daily life because society is a mix of human and
nonhuman agents operating in an ongoing process.

Based on these arguments, [ have added (un) to the “making” because both
making and unmaking coexist in the process of first unfolding and then
reconfiguring. To gain further insight into this expansion of critical
(un)making, it is important to consider the characteristics of critical
(un)making presented in Table 2 to justify it as a bidirectional
communicative model that can serve to address complex societal matters,
such as creating a sense of public safety, by means of co-creation.

Critical (un)making model

The Role of Moving beyond social media platforms (as technologies),
Reflection and critical (un)making focuses on understanding and questioning
Play social factors and past experiences through the exploration of

play and reflection. This process fosters a learning experience
for participants both during and after the sessions (Somerson
& Hermano, 2013). In this case, the approach aims to make
sense of unfolding/reconfiguring via co-creation of a sense of
public safety.

Embracing The critical (un)making process underscores the value of
Diversity of participants’ diverse interpretations of addressing societal
Interpretations for challenges, thereby enhancing the dynamism of the process.
(un)making The diversity of interpretations, as stated in Paper IV, should

be viewed as resourceful despite potentially leading to the
unfolding of existing communication strategies and despite
challenges of co-creation at micro, meso, and macro levels.
Furthermore, the process of unfolding within critical
(un)making thus plays a crucial role where the participants'
different experiences enrich the process by combining
agreements and dis-agreements in a shared learning process
(Dewey, 2005) of co-creating knowledge (e.g., Lindhult &
Axelsson, 2021).
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Emphasizing
Experience and
Bottom-Up
Communication

The ad hoc dimension of critical (un)making stresses a
bottom-up approach with unmaking aspects by shifting the
focus from right and wrong thinking to iterative, experience-
based perspectives. Specifically, this means that the ad hoc
dimension, through the critical (un)making process, suggests
that participants’ experience becomes more vital than blindly
following the organization’s policy documents, communication
guidelines, or the communications department’s directives.
Instead, these documents and roles should be seen as
supporting resources for individual and collective context for
communica-tion. By doing so, critical (un)making will allow
participants to deepen their understanding through individual
and collective knowledge and experiences, aligning with
arguments from Bornemark (2020) and Dewey (2005), which
will be co-created within the organization for its media
communication strategies.

Unfolding Power
Dynamics in Co-
creating
Processes

Critical (un)making also entails unfolding power dynamics,
ensuring that all actors are treated equally in the process
even in collaborative settings involving external partners or
the public. For example, this approach bridges and combines
the Swedish Police’s operational and communicative efforts
to co-create a sense of public safety by allowing different
actors (within or outside the police) to further develop their
understanding of societal responsibility in a common-ground
setting.

Navigating
Ambiguity: The
Role of Sense-
making in Critical
(Un)Making

Finally, critical (un)making incorporates Weick's (1995)
sensemaking concept to foster a holistic mindset. This
approach emphasizes the importance of plausible,
bidirectional, ongoing, and social processes where there is no
absolute right or wrong in the act of unfolding and
reconfiguring.

Table 2. Critical (un)making model

The Demonstration of the Critical (Un)Making Model

Based on the five critical (un)making characteristics outlined above, this
dissertation continues to show how critical (un)making as a communicative
process for co-creation can be visualized and implemented as a participatory
and exploratory method in media and communication science. The process
focuses on unfolding and reconfiguring complex societal matters by
involving different actors (researchers and participants in the empirical
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process), adopting sensemaking as a practice, utilizing a (co)creation
approach that is experience-based and ad hoc, open to various interpretations
and reflections, and extending beyond social media platforms to address the
problem as a communicative process that influences or involves the public
space. In the case explored in this dissertation, the process highlights how
police employees can make sense of and assume responsibility for their
social media communication by unfolding and reconfiguring a sense of
public safety by integrating practical experiences with reflective and
collaborative approaches in an iterative manner. Figure 5 (see next page) is
proposed as the Critical (un)making model, represented in the form of an
infinity loop (IL) comprising interconnected horizontal and vertical
trajectories. The figure illustrates the intended application of the critical
(un)making model as a bidirectional communication process for
understanding how public authorities engage with complex societal matters
or responsibilities.

The left-hand space of the IL represents the actors involved in the empirical
process, including both the researcher and the participants. This dimension is
fundamental, as the critical (un)making process cannot occur without
participant engagement. The actor-space is interlinked with the three other
spaces in the IL: sensemaking (top), unfolding/reconfiguring (right), and the
complex societal matter (bottom). The right-hand space highlights the
process of unfolding and reconfiguring that happens in a (co-)creative,
explorative, and iterative setting. Here, participants’ experiences gain
significance through an ad hoc orientation in which multiple interpretations
and reflections—extending beyond social media platforms—jointly shape an
ongoing process of unfolding and reconfiguring, thereby facilitating deeper
engagement with the underlying problem. Consequently, the outcomes of
this process remain inherently unpredictable and cannot be fully controlled.

The top space of Figure 5 emphasizes the dimension of sensemaking. It is
understood as a dynamic practice in which actors iteratively move back and
forth in making plausible interpretations of complex societal matters—such
as creating and sharing a sense of public safety through social media
communication. This iterative process enables democratic societies to
engage with experiences at both individual and collective levels. In other
words, sensemaking entails a continuous, dialogical exchange through which
participants interpret, negotiate, and develop shared understandings of the
matter at hand. These arguments about sensemaking (in the figure) further
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Figure 5. Critical (un)making model.
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align with Weick’s (1995) and Weick et al.’s (2005) perspective that it is a
process dependent on how well it maintains the fluidity, continuity, and
adaptability of different interpretations to achieve plausible meanings rather
than fixed, static meanings—particularly regarding how to communicate a
sense of public safety digitally. The bottom space in the critical (un)making
model represents the complex societal matter itself, depicted as a black drop.
This metaphor was chosen because a drop of water is inherently mutable,
symbolizing the fluid and evolving nature of societal matters. In this regard,
a sense of public safety and creating it are not static but shift over time,
shaped by broader societal transformations. Thus, what creates a sense of
public safety today may differ significantly in the future.

Finally, the dotted lines illustrate the figure’s overall flexibility and
connectivity, symbolizing its dynamic nature characterized by continuous
actors involved in processes of unfolding and reconfiguring in a
(co-)creative, explorative, and iterative setting, and the dimension of
sensemaking in an ongoing process to understand and develop knowledge to
cope with the problem. That is why most of Figure 5 is dotted, which in this
case relates to how police employees unfold and reconfigure meaning in
their process to create a sense of public safety through their social media
communication for society.

Hallmarks and Critical Aspects of the Critical (Un)Making Process

As a result, critical (un)making as a communicative process for co-creation
should be seen as an applicable contribution to work with complex societal
matters, in this case, communicating a sense of public safety digitally.
However, as with all models, it is vital to indicate possible misuses that
could emerge when applying it as a methodological tool.

First, there is a risk of losing the participatory dimension if the researcher
fails to create a comfortable atmosphere for participants to participate freely
and nonpassively or else neglects the value of the participants’ input. This
issue can, for instance, occur if there are too few participants or if the
researcher has already decided on what to hear and what not, which reduces
the research quality (e.g., Tracy, 2010). A key aspect of dealing with this
challenge is simultaneously engaging and motivating all participants early to
feel that they are (i) part of the research project and (ii) getting something
out of the process. This is crucial but also a challenge within participatory
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research (Bradbury et al., 2019; Lindhult & Axelsson, 2021). A challenge
inherent in the participatory process approach is the presence of uninterested
or unreflective mindsets that may result in negativity. Here, I recommend
that by eliminating the “right or wrong” dimension, which aligns with
Ratto’s transition from “matter of fact” to “matter of concern” (2011: 260),
and facilitating learning outcomes and reflection from a bottom-up
perspective throughout the whole process (Sjoberg, 2016; Somerson &
Hermano, 2013), the issue of unmotivated participants may be mitigated in
the research process.

An additional potential challenge with the critical (un)making process is that
if it aims to address complex issues too quickly or can be examined in other
ways more clearly, the participatory and reflective aspects become
unnecessary (Lindhult, 2022). This possibility risks undermining the critical
dimension and bypassing the unfolding aspect of critical (un)making. By
emphasizing unfolding and reconfiguring in an ongoing process, the strength
of the method lies in its ability to enable a greater focus on taking
responsibility for addressing the problem (in this, a sense of public safety).
On this note, co-creation and participatory processes also involve
dimensions of political meaning for the participants (consciously or
unconsciously) concerning potential implications for the present and future,
which must also be considered when employing this type of research design
(DiSalvo, 2014). For instance, during the workshops described in Paper 1V,
some participants discussed, for example, ambiguous social media posts that
could affect public confidence in the police. In this context, the lack of
support and guidance from the communications department was identified as
part of the problem. This issue also aligns with what Paper Il found—that
members of the public experienced a lack of a clear communication strategy
from the Swedish Police’s social media, especially regarding a sense of
public safety now and in the future.

These hallmarks and critical aspects of the (un)making process should be
seen as a way to understand how the method can be used to analyze, create,
or improve digital communication processes that focus on key societal
responsibilities, such as establishing a sense of public safety and how public
authorities communicate that on social media. Communication is central to
how the actors unfolding and reconfiguring perspectives can contribute to
making sense of problems. This aligns with social constructivism’s view of
communication as a dynamic process that produces and reproduces shared
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sociocultural patterns, which also aligns with Craig’s (1999) and Weick’s
(1995) views on communication. The critical (un)making process establishes
a way to address deviations, interpretations, and sensemaking. It also
establishes connections among all the actors involved regarding what should
be communicated. Throughout the process, it remains aligned with the focal
problem. This brings me to the conclusion of this dissertation.
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Conclusion

This dissertation demonstrates that communicating complex social matters to
the public via social media remains a significant challenge for public
authorities. Furthermore, communication is not currently prioritized on an
equal footing with other core organizational activities. Public authorities,
especially the police, often lack a full understanding of how to engage with
the public through social media, particularly when defining appropriate
actions and communicating key societal responsibilities, such as creating a
sense of public safety. Existing research tends to overlook how public
authorities use digital media to communicate, participate, and engage in the
experience of public safety. Recognizing this is crucial, as the digital
communication practices of the police and other public authorities have far-
reaching implications. They play a vital role in shaping democratic
participation and engagement. To achieve this dissertation’s aims of
examining how public authorities communicate complex social matters
through digital media and developing a participatory approach to capture
bidirectional processes of digital communication between public authorities
and members of the public, I have used the Swedish Police and their social
media use as an empirical case.

The dissertation emphasizes the importance of enabling employees in public
authorities to make sense of their social media communication regarding
complex societal matters and to enhance this communication as an ongoing
iterative process. The emphasis is on (co)creating a sense of public safety
through the application of the critical (un)making model as a communicative
process, rather than relying on isolated initiatives aimed at promoting public
safety. More precisely, it demonstrates how critical (un)making as a
communicative process for co-creation can serve as a methodological
approach by unfolding and reconfiguring the communicative challenge faced
by the Swedish Police in creating a sense of public safety. In the end,?> this
concludes and highlights the need for public authorities to communicate
more openly on social media, keeping the public in mind in order to
(co)create a sense of public safety, which is an essential right of all humans.

25 This also refers to Linkin Park’s song “In the End” from the Hybrid Theory album released in 2000,
which has had a significant impact on the author.
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Furthermore, this dissertation offers theoretical and methodological
contributions focused on a critical (un)making model as a communicative
process for co-creation, which advances the fields of media studies,
organizational, and strategic communication in two ways. First, it
contributes by adding theoretical knowledge of public authorities’
communication processes of complex societal matters—specifically the
intersection of operational, strategic, and communicative dimensions—
through which public authorities seek to convey a sense of public safety via
digital media. This has been done by demonstrating (i) how the Swedish
Police employ social media to articulate their complex societal matter of
creating a sense of public safety, and (ii) how members of the public
experience the Swedish Police’s social media communication regarding
creating a sense of public safety. The second contribution offers a
methodological addition, consisting of a critical (un)making model that
captures a deeper understanding of bidirectional communicative processes
and generates novel ideas that emerge through engaged participation,
exploration, and iteration present in unfolding and reconfiguring processes.
This model emphasizes the importance of (i) adopting a playful approach
engaging diverse stakeholders, (ii) fostering shared sensemaking, (iii)
utilizing experience-based and ad hoc methods, (iv) maintaining openness to
multiple interpretations and reflections, and (v) extending communicative
practices beyond social media platforms to strengthen and improve
communication processes related to complex societal matters, such as
cultivating a sense of public safety.

Contributions

Theoretical Contributions

This dissertation highlights the need to conceptualize public authority
communication as a multidimensional process that intersects operational,
strategic, and communicative functions. Rather than treating these
dimensions as separate, the findings demonstrate their interdependence in
shaping public trust and perceptions of safety in digital environments. The
second contribution advances an intersubjective understanding of public
safety. Rather than viewing safety as a fixed or unilateral concept, this
perspective encourages scholars to conceptualize it as a dynamic, relational
process grounded in meaning-making through ongoing interactions between
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public authorities and the public. The third contribution underscores the
necessity of contextualizing communicative practices within broader socio-
cultural dynamics, recognizing that digital communication is shaped by
cultural norms, institutional histories, and societal expectations.

Methodological Contributions

This dissertation offers a methodological contribution through a critical
(un)making model, as illustrated in Table 2 and Figure 5. This model deepens
the understanding of complex societal matters by unfolding and
reconfiguring engaged, participatory, exploratory, and iterative processes. It
aligns with the core research problem by adopting a playful yet reflexive
approach that involves diverse stakeholders, promotes sensemaking, draws
on experience-based and ad hoc methods, and remains open to multiple
interpretations and reflections. Moreover, a critical (un)making model
extends communicative practices beyond social media platforms, thereby
enhancing and reimagining how communication processes engage with and
address complex societal matters.

Practical Implications

Furthermore, this dissertation also provides implications for how the
Swedish Police and their employees can implement this research in their
social media communication efforts that emphasize the creation of a sense of
public safety. They should (i) integrate operational and communicative
dimensions of policing with a clear emphasis on public safety; (ii) adopt a
long-term communicative perspective oriented toward public and local
engagement; (iii) develop communicative processes that prioritize
interaction with the public by grounding communication in local experiences
that incorporates the aspects of what, how, and why in such efforts; and (iv)
move beyond safeguarding organizational image or pursuing popularity
metrics. Instead, emphasis should be placed on enhancing bidirectional
communication by explicitly positioning the creation of public safety as the
primary objective of social media communication, particularly in light of the
increasing interconnection between digital and nondigital spaces.

Based on these implications, the Swedish Police should establish a police
officer position for each local police area dedicated to social media and
digital work focused on public safety matters to address this communication

104



Communicating a sense of public safety

challenge with support from the police communication department. This
would support police social media communication with their partners and
the public as a continuous dialogue, making it easier to connect various
police activities, such as crime prevention, crime solving, collaborations,
public safety efforts, and Sweden’s work with the UN’s SDGs (11 and 16).

Limitations and Future Research

This dissertation also faces limitations. The first limitation is that it focuses
solely on a single authority (besides Paper III), the PRS, and no other police
regions. This means that the local context of the police’s social media is
limited in terms of a deeper national understanding of a sense of public
safety. The second limitation is that I have excluded other media platforms
and discussions that may occur in different forums regarding policing online.
A third limitation is that the study only captures a snapshot of how the public
views a sense of public safety due to the limited sample size. Another
limitation of this dissertation is that I have not observed how police officers
create their content on social media in practice, i.e., sitting with them while
they create and publish posts during the interviews (in Paper I) or critical
making workshops (in Paper IV). This would further enhance understanding
of how public employees make sense of their communicative role for the
public.

Moreover, I suggest that future research incorporates other media platforms,
additional public authorities, or organizations within the public sector to gain
a deeper understanding of the internal and external communication processes
related to complex societal matters. This can be achieved by using the
critical (un)making model to further examine the intersection of operational,
strategic, and communicative functions among different public authorities,
thereby fully capturing the complexity of public authorities’ communication
processes in shaping public trust and safety from a holistic and longitudinal
perspective. Secondly, I suggest that future research should devote further
attention, either qualitatively, quantitatively, or participatory, to the
importance of contextualizing communicative practices within cultural
dynamics, such as involving different members from the public. This entails
examining how cultural contexts and collective perceptions of uncertainty,
risk, and fear shape the understanding around complex societal matters,
thereby strengthening the theoretical foundation for understanding how
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public communication not only informs but also co-creates shared meanings
—such as public safety—within society. My final suggestion is that future
research continues to explore the intersubjective understanding of a sense of
public safety by involving political perspectives in the meaning-making
process shaped through interactions between authorities and society. This
type of research should utilize mixed methods to gain a deeper
understanding of the intersubjective understanding of a sense of public
safety at both meso and macro levels, to gain further knowledge of the
dynamics and complexity aspects of a sense of public safety.

106



Communicating a sense of public safety

References

Adams, R. S., Daly, S. R., Mann, L., & Dall’Alba, G. (2011). Being a
professional: Three perspectives on design thinking, acting, and
being. Design Studies, 32(6), 588—607. https://doi.org/10.1016/
j.destud.2011.07.004

Alford, J., & Head, B. W. (2017). Wicked and less wicked problems: A
typology and a contingency framework. Policy and Society, 36(3),
397-413. https://doi.org/10.1080/14494035.2017.1361634

Alvesson, M., & Jonsson, A. (2022). Organizational dischronization: On
meaning and meaninglessness, sensemaking and nonsensemaking.
Journal of Management Studies, 59, 724-754. https://doi.org/
10.1111/joms.12790

Alvesson, M., & Skoldberg, K. (2009). Reflexive methodology: New vistas
for qualitative research (2nd. ed.). SAGE.

Andersson, R., Heide, M., & Simonsson, C. (2021). Kommunikativt
medarbetarskap [Communicative coworkership]. Department of
Strategic Communication, Lund University. https://
portal.research.lu.se/portal/sv/publications/kommunikativt-
medarbetarskap(a7929a49-acdb-462d-a977-94d76a7c¢18bf).html

Andersson, R., Heide, M., & Simonsson, C. (2024). Voicing the organization
on social media: Towards a nuanced understanding of coworker
voice and sources of control. Journal of Communication
Management, 28(2), 294-312. https://doi.org/10.1108/
JCOM-01-2023-0013

Berger, P. L., & Luckmann, T. (1966). The social construction of reality: A
treatise in the sociology of knowledge. Anchor Books.

Bentele, G., & Nothhaft, H. (2010). Strategic communication and the public
sphere from a European perspective. International Journal of
Strategic Communication, 4(2), 93-116. https://doi.org/
10.1080/15531181003701954

107



Jens Alvén Sjoberg

Best, J. (2021). Public fear and the media. In D. vom Lehn, N. Ruiz-Junco,
N, & W. Gibson. (Eds.), The Routledge international handbook of
interactionism (1st ed., pp. 288-297). Routledge.

Beverungen, A., Beyes, T., & Conrad, L. (2019). The organizational powers
of (digital) media. Organization, 26(5), 621-635. https://doi.org/
10.1177/1350508419867206

Bjellert, P., & Palm, G. (2012). En trygg polis i ett otryggt samhdlle : -
nyhetsmediernas bild av polisen och polisarbetet [ A safe police in an
unsafe society: The news media’s image of the police and police
work]. Linnaus University. http://urn.kb.se/resolve?
urn=urn:nbn:se:Inu:diva-23481

Bornemark, J. (2020). Horisonten finns alltid kvar: om det bortglomda
omdomet [The horizon is always there: On the forgotten judgment].
Volante.

Borovec, K., Balgag, 1., & Cajner Mraovi¢, 1. (2021). Police visibility as an
influencing factor on citizen perception of safety. Journal of
Criminal Justice and Security, 21(2), 135-160. https://
www.fvv.um.si/rV/arhiv/2019-2/03 Borovec et al rV_2019-2.pdf

Botan, C. H., & Taylor, M. (2004). Public relations: State of the field.
Journal of Communication, 54(4), 645-661. https://doi.org/10.1111/
j-1460-2466.2004.tb02649.x

Boverket [The National Board of Housing, Building, and Planning]. (2023,
March 15). Brottsforebyggande och trygghetsskapande dtgdrder
[Crime prevention and safety measures]. https://www.boverket.se/
sv/samhallsplanering/stadsutveckling/brottsforebyggande-och-
trygghetsskapande-atgarder/

Bradbury, H., Glenzer, K., Ku, B., Columbia, D., Kjellstrom, S., Aragoén, A.
0., Warwick, R., Traeger, J., Apgar, M., Friedman, V., Hsia, H. C.,
Lifvergren, S., & Gray, P. (2019). What is good action research:
Quality choice points with a refreshed urgency. Action Research,
17(1), 14-18. https://doi.org/10.1177/1476750319835607

Brandén, J. (2022). In the name of safety: Power, politics and the constitutive
effects of local governing practices in Sweden [Doctoral dissertation,

108



Communicating a sense of public safety

Umeéd University). Umed universitet. http://urn.kb.se/resolve?
urn=urn:nbn:se:umu:diva-193513

Brokropp, F. (2022, September 28). Vilket ansvar tar polismyndigheten for
polisers sociala medier? [What responsibility does the Swedish
Police Authority take for police officers’ social media?].
Polistidningen. https://polistidningen.se/2022/09/vilket-ansvar-tar-
polismyndigheten-for-polisers-sociala-medier/

Bré. (2021). Dodligt skjutvapenvdld i Sverige och andra europeiska ldnder
En jamforande studie av nivder, trender och vildsmetoder [Fatal
firearm violence in Sweden and other European countries: A
comparative study of levels, trends and methods of violence].
Rapport 2021:8. Brottsforebyggande radet [The Swedish National
Council for Crime Prevention]. https://bra.se/download/
18.1f8c9903175f8b2aa70c9a1/1629181100220/2021 8 Dodligt_skj
utvapenvald i Sverige och andra europeiska lander.pdf

Bra. (2022). Kriminalstatistik 2022: Anmdlda brott [Crime statistics 2022:
Reported crimes]. Brottsforebyggande radet [The Swedish National
Council for Crime Prevention]. https://bra.se/download/
18.6bb714d018722cf91a6b4b3/1680615035046/
Statistikrapport_anmalda 2022.pdf

Bréa (2023). Nationella trygghetsundersokningen 2023: Om utsatthet,
otrygghet och fortroende [National Safety Survey 2023: On
vulnerability, lack of safety, and trust]. Rapport 2023:9.
Brottsforebyggande radet [The Swedish National Council for Crime
Prevention]. https://bra.se/download/18.126e8d3al8afe99a9721d6¢/
1696837149983/2023 Nationella_trygghetsundersokningen 2023.p
df

Bra. (2024). Regionala variationer [Regional variations].
Brottsforebyggande radet [The Swedish National Council for Crime
Prevention]. https://bra.se/statistik/statistik-utifran-brottstyper/
regionala-variationer.html

Bullock, K. (2018). (Re)presenting ‘order’ online: The construction of police
presentational strategies on social media. Policing and Society,
28(3), 345-359. https://doi.org/10.1080/10439463.2016.1177529

109



Jens Alvén Sjoberg

Bullock, K., Garland, J., & Coupar, F. (2021). Police-community
engagement and the affordances and constraints of social media.
Policing and Society, 31(4), 373-385. https://doi.org/
10.1080/10439463.2020.1831498

Burgess, J., Marwick, A., & Poell, T. (2018). Editors’ introduction. In J.
Burgess., A. Marwick, & T. Poell The Sage handbook of social
media (pp. 1-10). SAGE Publications Ltd. https://dx.doi.org/
10.4135/9781473984066.n1

Carey, J.W. (2009). Communication as culture: Essays on media and society.
(rev. ed.). Routledge.

Cassinger, C. (2021). Regioner och kommunikation — En fraga om tillit
[Regions and communication — a matter of trust]. In M. Fredriksson
(Ed.), Organisationer och kommunikation [Organizations and
communication] (pp. 65-96). Studentlitteratur.

Cassinger, C., & Thelander, A. (2020). Voicing the organization on
Instagram: Towards a performative understanding of employee
voice. Public Relations Inquiry, 9(2), 195-212. https://doi.org/
10.1177/2046147X20920820

Cassinger, C., & Thufvesson, O. (2022). Enacting safe places — a study of
(im)balancing acts in everyday city centre management. Journal of
Place Management and Development, 16(1), 1-19. https://doi.org/
10.1108/JPMD-07-2021-0075

Carpentier, N. (2015). Differentiating between access, interaction and
participation. Conjunctions: Transdisciplinary: Journal of Cultural
Participation, 2(2), 7-28. https://doi.org/10.7146/tjcp.v2i2.23117

Carpentier, N. (2016). Beyond the Ladder of Participation: An Analytical
Toolkit for the Critical Analysis of Participatory Media Processes.
Javnost - The Public, 23(1), 70-88. http://dx.doi.org/
10.1080/13183222.2016.1149760

Ceccato, V., Vasquez, L., Langefors, L., Canabarro, A., & Petersson, R.
(2019). En trygg stadsmiljé: Teori och praktik for
brottsforebyggande & trygghetsskapande dtgirder [A safe urban
environment: Theory and practice of crime prevention & safety

110



Communicating a sense of public safety

measures]. Stockholm: Institutionen for samhéllsplanering och
miljo, Kungliga Tekniska Hogskolan.

Ceccato, V., Langefors, L., & Nisman, P. (2021). Young people’s
victimization and safety perceptions along the trip. Nordic Journal
of Criminology, 22(1), 6-125. https://doi.org/
10.1080/2578983X.2021.1882744

Chamy, C., & Ewald, H. (2022, October 02). Poliser i sociala medier
kritiseras: I uniform ska man vara serios [Police officers on social
media criticized: In uniform you have to be serious]. Dagens
Nyheter (DN). https://etidning.dn.se/p/dagens-nyheter/2022-10-02/a/
pols-i-uniform-ska-man-vara-serios/2357/588051/31222635

Christensen, E., & Christensen, L. T. (2022a). The interpellated voice: The
social discipline of member communication. Management
Communication Quarterly, 36(3), 496-519. https://doi.org/
10.1177/08933189211068790

Christensen, E., & Christensen, L. T. (2022b). Chapter 3: The saying and the
doing: When communication is strategic. In J. Falkheimer & M.
Heide (Eds.), Research handbook on strategic communication (pp.
33-45). Edward Elgar Publishing. https://doi.org/
10.4337/9781800379893.00008

Christensen, L. T., & Christensen, E. (2022). Preparing the show:
Organizational ventriloquism as autocommunication. Organization
Theory, 3(2), 1-21. https://doi.org/10.1177/26317877221098767

Clark-Ibanez, M. (2004). Framing the social world with photoelicitation
interviews. American Behavioral Scientist, 47(12), 1507-1527.
https://doi.org/10.1177/0002764204266236

Craig, R. T. (1999). Communication theory as a field. Communication
Theory, 9(2), 119-161. https://doi.org/10.1111/
j.1468-2885.1999.tb00355.x

Czarniawska, B. (2014). Social science research: From field to desk. SAGE.

M



Jens Alvén Sjoberg

Dahlgren, L. O., & Johansson, K. (2020). Fenomenografi [Phenomenography].
In A. Fejes & R. Thornberg (Eds.), Handbok i kvalitativ analys
[Handbook of qualitative analysis] (3rd ed., pp. 179-193). Liber.

de Graaf, G., Meijer, A. (2019). Social media and value conflicts: An
explorative study of the Dutch police. Public Administration Review,
79(1), 82-92. https://doi.org/10.1111/puar.12914

Dewey, J. (1997). Experience and education (new ed.). Simon & Schuster.
Dewey, J. (2005). Art as experience. Perigee books.

Ditchfield, H., & Meredith, J. (2018). Collecting qualitative data from
Facebook: Approaches and methods. In U. Flick (Ed.), The Sage
handbook of qualitative data collection (pp. 496-510). SAGE
Publications Ltd. https://doi.org/10.4135/9781526416070.n32

DiSalvo, C. (2014). Critical making as materializing the politics of design.
The Information Society, 30(2), 96—-105. http://dx.doi.org/
10.1080/01972243.2014.875770

Eden, C., & Ackermann, F. (2018). Theory into practice, practice to theory:
Action research in method development. FEuropean Journal of
Operational Research. 271, 1145-1155. https://doi.org/10.1016/
j-€jor.2018.05.061

Ehn, P, Nilsson, E. M., & Topgaard, R. (Eds.). (2014). Making futures:
Marginal notes on innovation, design, and democracy. The MIT
Press.

Eizenberg, E., & Jabareen, Y. (2017). Social sustainability: A new conceptual
framework. Sustainability, 9(68). https://doi.org/10.3390/su9010068

Enbom, J., Sjéstrom, S., & Ohman, A. (2014). Institutionella villkor for
mediehantering — en jdmforande kartliggning mellan socialtjinst,
skola och polis [Institutional conditions for news management: A
survey of social services, schools and the police]. Socialvetenskaplig
tidskrift, 21(2), 105-126. https://doi.org/10.3384/
SVT.2014.21.2.2419

112



Communicating a sense of public safety

Ericson, A. (2024, December 3). Vill skérpa reglerna for uniform utanfor
jobbet [Wants to tighten rules regarding uniforms outside work].
Polistidningen. https://polistidningen.se/2024/12/rikspolischefen-
vill-skarpa-reglerna-for-uniform-utanfor-jobbet/

Eriksson, C., & Ivarsson Westerberg, A. (2021). Ingen reklam tack — en
ESO-rapport om myndigheternas kommunikation [No advertising,
please — an ESO report on public authorities communication].
Finansdepartementet. https://eso.expertgrupp.se/rapporter/
2021 3 ingen-reklam-tack/

Erlandsson, A. (2022, May 2). Killor inifrdn: Dirfér tappade polisen
kontrollen under paskupploppen [Inside sources: Why the police lost
control during the Easter riots]. Dagens Nyheter (DN). https://
www.dn.se/sverige/kallor-inifran-darfor-tappade-polisen-kontrollen-
under-paskupploppen/

European Commission (EC). (2025, September 10). Data protection
explained (GDPR). https://commission.europa.eu/law/law-topic/
data-protection/data-protection-explained en

Falkheimer, J., & Heide, M. (2014). Strategic communication in
participatory culture: From one- and two-way communication to
participatory communication through social media. In D.,
Holtzhausen & A. Zerfass (Eds)., The Routledge handbook of
strategic communication (1st ed., pp. 337-349). Routledge. https://
doi.org/10.4324/9780203094440

Falkheimer, J., & Heide, M. (2023). Strategic communication: An
introduction to theory and global practice (2nd ed.). Routledge.

Frandsen, F., & Johansen, W. (2020). Public sector communication: Risk and
crisis communication. In M. Canel & V. Luoma-aho (Eds.), The
handbook of public sector communication (pp. 229-244). John
Wiley & Sons, Inc. https://onlinelibrary.wiley.com/doi/pdf/
10.1002/9781119263203.ch15

Fredriksson, M., & Pallas, J. (2016). Diverging principles for strategic
communication in government agencies. International Journal of

113



Jens Alvén Sjoberg

Strategic Communication, 10(3), 153-164. https://doi.org/
10.1080/1553118X.2016.1176571

Fredriksson, M., & Edwards, L. (2019). Communicating under the regimes
of divergent ideas: How public agencies in Sweden manage tensions
between transparency and consistency. Management Communication
Quarterly, 33(4), 548-580. https://doi.org/
10.1177/0893318919859478

Fredriksson, M., & Pallas, J. (2020). Public sector communication and
mediatization. In M. Canel & V. Luoma-aho (Eds.), The handbook of
public sector communication (pp. 167-179). John Wiley & Sons,
Inc. https://doi.org/10.1002/9781119263203.ch11

Fredriksson, M. (Ed.). (2021). Organisationer och kommunikation
[Organizations and communication]. Studentlitteratur.

Furber, C. (2010). Framework analysis: A method for analysing qualitative
data. African Journal of Midwifery and Women'’s Health, 4(2), 97—
100. https://doi.org/10.12968/ajmw.2010.4.2.47612

Furedi, F. (2019). How fear works: Culture of fear in the twenty-first
century. Bloomsbury Continuum.

Gale, N. K., Heath, G., Cameron, E., Rashid, S., & Redwood, S. (2013).
Using the framework method for the analysis of qualitative data in
multi-disciplinary health research. BMC Medical Research
Methodology, 13(117), 1-8. http://www.biomedcentral.com/
1471-2288/13/117

Gambarato, R. R., Alzamora, G. C., & Tarcia, L. (2020). Theory,
development, and strategy in transmedia storytelling. Routledge.

Gerell, M. (2020). CCTV in deprived neighbourhoods — a shorttime follow-
up of effects on crime and crime clearance. Nordic Journal of
Criminology, 22(2), 221-239. https://doi.org/
10.1080/2578983X.2020.1816023

Government Offices of Sweden. (2017). Combating crime together: A
national crime prevention programme [Short version of government
communication 2016/17:12]. Ministry of Justice, Sweden.

114



Communicating a sense of public safety

Graneheim, U. H., & Lundman, B. (2004). Qualitative content analysis in
nursing research: Concepts, procedures and measures to achieve
trustworthiness. Nurse Education Today, 24(2), 105-112. https://
doi.org/10.1016/j.nedt.2003.10.001

Grimmelikhuijsen, S. G., & Meijer, A. J. (2015). Does Twitter increase
perceived police legitimacy? Public Administration Review, 75(4),
598-607. http://www.jstor.org/stable/24757820

Grint, K. (2005). Problems, problems, problems: The social construction of
‘leadership.” Human Relations, 58(11), 1467—1494. https://doi.org/
10.1177/0018726705061314

Gulbrandsen, I. T., & Just, S. N. (2022). Chapter 7: From strategy to
strategizing. In J. Falkheimer & M. Heide (Eds.), Research
handbook on strategic communication (pp. 99-117). Edward Elgar
Publishing. https://www.elgaronline.com/view/book/
9781800379893/book-part-9781800379893-12.xml

Hallahan, K., Holtzhausen, D., van Ruler, B., Ver¢i¢, D., & Sriramesh, K.
(2007). Defining strategic communication. /nternational Journal of
Strategic Communication, 1(1), 3-35. https://doi.org/
10.1080/15531180701285244

Harper, D. (2002). Talking about pictures: A case for photo elicitation. Visual
Studies, 17(1), 13-26. https://doi.org/10.1080/14725860220137345

Heide, M., & Simonsson, C. (2011). Putting coworkers in the limelight: New
challenges for communication professionals. International Journal
of Strategic Communication, 5(4), 201-220. https://doi.org/
10.1080/1553118X.2011.605777

Heide, M., von Platen, S., Simonsson, C., & Falkheimer, J. (2018).
Expanding the scope of strategic communication: Towards a holistic
understanding of organizational complexity. International Journal of
Strategic Communication, 12(4), 452-468. https://doi.org/
10.1080/1553118X.2018.1456434

Heide, M., Johansson, C., & Simonsson, C. (2021). Kommunikation i
organisationer [Communication in organizations] (3rd ed.). Liber.

115



Jens Alvén Sjoberg

Helms Mills, J., Thurlow, A., & Mills, A.J. (2010). Making sense of
sensemaking: The critical sensemaking approach. Qualitative
Research in Organizations and Management, 5(2), 182—195. https://
doi.org/10.1108/17465641011068857

Henke, J, (Producer). (2023) Uppdrag granskning: Pdskupploppen [Mission
review: Easter riots] [TV-show], episode 1. SVT. https://
www.svtplay.se/uppdrag-granskning-paskupploppen

Hermansson, K. (2018). Den svenska tryggheten: En studie av en
kriminalpolitisk symbol [Public safety in Sweden: A study of a
crime policy symbol]. Sociologisk forskning, 55(2-3), 179-202.
http://urn.kb.se/resolve?urn=urn:nbn:se:su:diva-158502

Ho, A. T. K., & Cho, W. (2017). Government communication effectiveness
and satisfaction with police performance: A large-scale survey study.
Public Administration Review, 77(2), 228-239. https://doi.org/
10.1111/puar.12563

Holgersson, S. (2018). Ursdkta, men vi dr faktiskt POLISEN och vi star éver
lagen! [Pardon, but we are actually the POLICE and we are above
the law!]. Linkdping University Electronic Press. http://urn.kb.se/
resolve?urn=urn:nbn:se:liu:diva-149912

Holgersson, S. (2022). Polisens hantering av passansokningar: dnnu ett
exempel pd konsekvenser av polisens strukturella problem [Police
handling of passport applications: yet another example of the
consequences of structural problems within the police authority].
Linkdping University Electronic Press. https://urn.kb.se/resolve?
urn=urn:nbn:se:liu:diva-184489

Holgersson, S. (2023, January 13). DN Debatt. ”Polisen forsdker aterigen
skyla over en skandal” [DN debate: “The police are once again
trying to cover up a scandal.”]. Dagens Nyheter (DN). https://
www.dn.se/debatt/polisen-forsoker-aterigen-skyla-over-en-skandal/

Holgersson, S., Grahn, O., & Granér, R. (2022). En handbok om att bevaka
polisen [A handbook on monitoring the police]. Linkoping
University Electronic Press. https://urn.kb.se/resolve?
urn=urn:nbn:se:liu:diva-186081

116



Communicating a sense of public safety

Holmberg, L. (2005). Policing and the feeling of safety: The rise (and fall?)
of community policing in the Nordic Countries. Journal of

Scandinavian Studies in Criminology and Crime Prevention, 5(2),
205-219. https://doi.org/10.1080/14043850410010702

Internetstiftelsen [The Swedish Internet Foundation]. (2024). Svenskarna
och internet 2024 [The Swedes and the Internet 2024]. https://
svenskarnaochinternet.se/rapporter/svenskarna-och-internet-2024/

Integritetsskyddsmyndigheten [The Swedish Authority for Privacy
Protection] (IMY). (2023, June 9). Behandling av personuppgifter —
for forskare [Processing of personal data — for researchers]. https://
www.imy.se/verksamhet/dataskydd/dataskydd-pa-olika-omraden/
forskning/behandling-av-personuppgifter--for-forskare/

Ivarsson, S. (2021). Myndigheter och kommunikation — Att balansera
allménintresse och egenintresse [Public authorities and
communication — balancing public interest and self-interest]. In M.
Fredriksson (Ed.), Organisationer och kommunikation
[Organizations and communication] (pp. 97—130). Studentlitteratur.

Ivarsson Westerberg, A. (2020). Reform i uniform: polisens stora
omorganisation [Reform in uniform: The major reorganization of
the Swedish Police]. Studentlitteratur.

Jackson, J., & Bradford, B. (2009). Crime, policing and social order: On the
expressive nature of public confidence in policing. The British
Journal of Sociology, 60(3), 493-521. https://doi.org/10.1111/
j-1468-4446.2009.01253.x

Jenkins, H. (2006). Convergence culture: Where old and new media collide.
New York University Press.

Johnston, K. A., & Taylor, M. (2022). Chapter 26: Engagement as strategy:
A framework for strategic communication. In J. Falkheimer & M.
Heide (Eds.), Research handbook on strategic communication (pp.
384-399). Edward Elgar Publishing. https://doi.org/
10.4337/9781800379893.00033

Jonkoping University (JU). (n.d.). Recommended data storage at JU for
staff. Retrieved September 9, 2024, from https://ju.se/download/

17



Jens Alvén Sjoberg

18.6d16635¢169318de0edd8c/1551338371430/
Rekommenderad datalagring vid JU for personal EN.pdf

Jonkoping University (JU). (2025, April 4). JU ShareFile / JUReShare is a
service for secure storage of data. https://ju.se/en/it-helpdesk/faq---
manuals/my-user-account/file-access-off-campus/ju-sharefile---
jureshare.html

Karlsson, V. M. (2021a, January 5). Hér &r polisens grova Overtramp i
sociala medier [Here are the police’s major social media violations].
Dagens ETC. https://www.etc.se/ledare/har-ar-polisens-grova-
overtramp-i-sociala-medier

Karlsson, V. M. (2021b, April 18). Hér ar polisens krankande inldgg i sociala
medier — far intern kritik [Here are the police’s offensive social
media posts — receives internal criticism]. Dagens ETC. https://
www.etc.se/inrikes/polisen-postar-krankande-inlagg-i-sociala-
medier-trots-hard-kritik

Kaun, A., & Uldam, J. (2017). ‘Volunteering is like any other business’:
Civic participation and social media. New Media & Society, 20(6),
2186-2207. https://doi.org/10.1177/1461444817731920 (Original
work published 2018)

Kihlberg, R., & Lindberg, O. (2021). Reflexive sensegiving: An open-ended
process of influencing the sensemaking of others during
organizational change. European Management Journal, 39(4), 476—
486. https://doi.org/10.1016/j.em;j.2020.10.007

Kjoller, H. (2022, April 28). Polisen gor fel pa fel — och far mer pengar som
beloning [Police make mistake after mistake — and get more money
as a reward]. Dagens Nyheter (DN). https://www.dn.se/ledare/hanne-
kjoller-polisen-gor-fel-pa-fel-och-far-mer-pengar-som-beloning/

Kudla, D., & Parnaby, P. (2018). To serve and to tweet: An examination of
police-related Twitter activity in Toronto. Social Media + Society,
4(3). https://doi.org/10.1177/2056305118787520

Kunnel, A. J. (2021). Trust and communication: Foundations of
interconnectivity. Peter Lang Verlag. https://www.peterlang.com/
document/1143228

118



Communicating a sense of public safety

Kvale, S., & Brinkmann, S. (2014). Den kvalitativa forskningsintervjun [The
qualitative research interview] (3rd ed.). Studentlitteratur.

Lemnstad, O. (2022, April 20). Polisforskaren starkt kritisk till hanteringen av
upploppen [Police researcher strongly critical of the handling of the
riots]. Dagens Nyheter (DN). https://www.dn.se/sverige/
polisforskaren-starkt-kritisk-till-hanteringen-av-upploppen/

Lindgren, I., Madsen, C.0., Hofmann, S., & Melin, U. (2019). Close
encounters of the digital kind: A research agenda for the

digitalization of public services. Government Information Quarterly,
36(3), 427-436. https://doi.org/10.1016/].giq.2019.03.002

Lindhult, E. (2022). Att komma igang med ett deltagarbaserat
aktionsforskningsprojekt [Getting started with a participatory action
research project]. I E. Bergdahl & F. Andersson (Eds.),
Deltagarbaserad aktionsforskning - tillsammans for kunskap,
ldrande och fordndring [Participatory action research - together for
knowledge, learning and change] (pp. 49—74). Studentlitteratur.

Lindhult, E., & Axelsson, K. (2021). The logic and integration of
coproductive research approaches. International Journal of
Managing Projects in Business, 14(1), 13-35. https://doi.org/
10.1108/IJIMPB-07-2020-0215

Lovari, A., & Valentini, C. (2020). Public sector communication and social
media. In M. Canel & V. Luoma-aho (Eds.), The handbook of public
sector communication (pp. 315-328). John Wiley & Sons, Inc.
https://doi.org/10.1002/9781119263203.ch21

Lotman, M. (2013). The unpredictable workings of culture. Tallinn
University Press.

Luoma-aho, V., & Canel, M. (2020). Introduction to public sector
communication. In M. Canel, M., & V. Luoma-aho (Eds.), The
handbook of public sector communication (pp. 1-26). John Wiley &
Sons, Incorporated.

Lynch, M. (2016). Social constructivism in science and technology studies.
Human Studies, 39, 101-112. https://doi.org/10.1007/
s10746-016-9385-5

119



Jens Alvén Sjoberg

Madsen, V. T. (2022). Making sense of internal social media and
participatory communication: Exploring the employee perspective in
a change process in a public sector organization. Journal of
Communication Management, 26(4), 420-435. https://doi.org/
10.1108/JCOM-01-2022-0002

Malmgqvist, J., Hellberg, K., Moéllas, G., Rose, R., & Shevlin, M. (2019).
Conducting the pilot study: A neglected part of the research process?
Methodological findings supporting the importance of piloting in
qualitative research studies. International Journal of Qualitative
Methods, 18 1-11. https://doi.org/10.1177/1609406919878341

Malmé stad [City of Malmé]. (n.d.). Population Malmo [Population of
Malmg]. Retrieved March 22, 2023, from https://malmo.se/Fakta-
och-statistik/Facts-and-statistics-in-english/Population.html

Manovich, L. (2017). [Instagram and contemporary image. http://
manovich.net/index.php/projects/instagram-and-contemporary-
image

Martin, S. (2010). Co-production of social research: Strategies for engaged
scholarship. Public Money & Management, 30(4), 211-218. https://
doi.org/10.1080/09540962.2010.492180

Meijer, A. J., & Torenvlied, R. (2016). Social media and the new
organization of government communications: An empirical analysis
of Twitter usage by the Dutch police. The American Review of
Public Administration, 46(2), 143-161. https://doi.org/
10.1177/0275074014551381

Moller, N., Hansson, S. O., & Peterson, M. (2006). Safety is more than the
antonym of risk. Journal of Applied Philosophy, 23(4), 419—432.
https://doi.org/10.1111/j.1468-5930.2006.00345.x

Nora. P. (1989). Between memory and history: Les Lieux de Mémoire.
Representations: Special issue. Memory and Counter-Memory, 26,
7-24. https://doi.org/10.2307/2928520

Olin, L. (2023, February 15). Polisens resurser dkar — men inte uppklaringen
av de grovsta brotten [Police resources are increasing — but the
resolution of the most serious issues is not crimes]. SVT. https://

120



Communicating a sense of public safety

www.svt.se/nyheter/inrikes/polisens-resurser-okar-men-inte-
uppklaringen-av-brott

Olsson, E.-K., & Eriksson, M. (2016). The logic of public organizations’
social media use: Toward a theory of ‘social mediatization.” Public
Relations Inquiry, 5(2), 187-204. https://doi.org/
10.1177/2046147X16654454

Palm, G., & Skogersson, R. (2008). Hjdltar, bldljus och sdkerhet:
konstruktionen av polisen i nyhetsmedierna [Heroes, blue light, and
security: The construction of the police in news media]. Vixjo
University. http://urn.kb.se/resolve?urn=urn:nbn:se:vxu:diva-2223

Pain, R., & Townshend, T. (2002). A safer city centre for all? Senses of
‘community safety’ in Newcastle upon Tyne. Geoforum, 33(1), 105—
119. https://doi.org/10.1016/S0016-7185(01)00025-2

Pieczka, M. (2019). Looking back and going forward: The concept of the
public in public relations theory. Public Relations Inquiry, 8(3),
225-244. https://doi.org/10.1177/2046147X19870269

Polislag [Police Act]. (SFS 1984:387). Justitiedepartementet [4. https://
www.riksdagen.se/sv/dokument-lagar/dokument/svensk-
forfattningssamling/polislag-1984387 sfs-1984-387

Polisen. (n.d.). Polisen pd sociala medier [The Swedish Police on social
media]. https://polisen.se/aktuellt/sociala-medier/

Polisen. (2015). Polismyndighetens kommunikationspolicy [The Swedish
Police communication policy]. (PM 2015:58). Polismyndigheten.

Polisen. (2018). Slutrapport: Definitionerna av brottsférebyggande och
trygghetsskapande arbete samt styrande dokument [Final report:
Definitions of crime prevention and creating a sense of safety work
together with governing documents] (Dnr A841.321/2016).
Polismyndigheten.

Polisen. (2021). Polismyndighetens organisationsschema [Organization
chart of the Swedish Police Authority]. Polismyndigheten. https://
polisen.se/contentassets/777f48e6alc742d0a9426ff14c2fd569/

polismyndigheten_organisationsschema 2021.pdf

121



Jens Alvén Sjoberg

Polisen. (2022). Polismyndighetens handbok for dig som anvinder sociala
medier i tjidnsten [The Swedish Police Authority’s handbook for
those who use social media in the service]. (PM 2022:22).
Polismyndigheten.

Polisen. (2023a). Polismyndighetens strategiska verksamhetsplan 2020-
2024 [Police Authority strategic operational plan 2020-2024]
(Revised March 2023: A354.025/2022). Polismyndigheten.

Polisen. (2023b). Polismyndighetens organisation [The organization of the
Swedish Police Authority]. Polismyndigheten. https://polisen.se/om-
polisen/organisation/

Polisen. (2024). Polismyndighetens strategiska verksamhetsplan 2025-2027
[Police Authority strategic operational plan 2025-2027] (Revised
May 2025: PM 2024:21). Polismyndigheten.

Pollack, E. (2001). En studie i... Medier och brott [A study of media and
crime, PhD dissertation, Department of Journalism, Media and
Communication (JMK), Stockholm University]. https://urn.kb.se/
resolve?urn=urn:nbn:se:su:diva-29619

Ralph, L., Jones, M., Rowe, M., & Millie, A. (2022). Maintaining police-
citizen relations on social media during the COVID-19 pandemic.
Policing and Society, 32(6), 764-777. https://doi.org/
10.1080/10439463.2022.2091565

Rasmussen, J. (2017). ‘Welcome to Twitter, @CIA. Better late than never’:
Communication professionals’ views of social media humour and
implications for organizational identity. Discourse &
Communication, 11(1), 89-110. https://doi.org/
10.1177/1750481316683295

Rasmussen, J. (2021). Share a little of that human touch: The marketable
ordinariness of security and emergency agencies’ social media
efforts. Human Relations, 74(9), 1421-1446. https://doi.org/
10.1177/0018726720919506

Ratto, M. (2011). Critical making: Conceptual and material studies in
technology and social life. The Information Society, 27(4), 252-260.
https://doi.org/10.1080/01972243.2011.583819

122



Communicating a sense of public safety

Raupp, J., & Hoffjann, O. (2012). Understanding strategy in communication
management. Journal of Communication Management, 16(2), 146—
161. https://doi.org/10.1108/13632541211217579

Record, I., Ratto, M., Ratelle, A., leraci, A., & N. Czegledy, N. (2013). DIY
prosthetics workshops: Critical making for public understanding of
human augmentation. 2013 [EEE International Symposium on
Technology and Society (ISTAS): Social implications of wearable
computing and augmediated reality in everyday life (pp. 117-125).
https://doi.org/10.1109/ISTAS.2013.6613110

Regeringskansliet, (n.d.). Mal for digitaliseringspolitik [The objective of
digitalization policy]. https://www.regeringen.se/regeringens-politik/
digitaliseringspolitik/mal-for-digitaliseringspolitik/

Regeringskansliet, (2025). Sveriges arbete med Agenda 2030 [Swedens
work with Agenda 2023]. https://www.regeringen.se/regeringens-
politik/globala-malen-och-agenda-2030/globala-mal-for-hallbar-
utveckling/

Richard, V. M., & Lahman, M. K. (2015). Photo-elicitation: Reflexivity on
method, analysis, and graphic portraits. International Journal of
Research & Method in Education, 38(1), 3-22. https://doi.org/
10.1080/1743727x.2013.843073

Rolandsson, B. (2020). The emergence of connected discretion: Social
media and discretionary awareness in the Swedish Police.
Qualitative Research in Organizations and Management, 15(3),
370-387. https://doi.org/10.1108/QROM-04-2019-1746

Rothstein, B. (2000). Trust, social dilemmas and collective memories.
Journal of Theoretical Politics, 12(4), 477-501. https://doi.org/
10.1177/0951692800012004007

Rothstein, B. (2001). The universal welfare state as a social dilemma.
Rationality and Society, 13(2), 213-233. https://doi.org/
10.1177/104346301013002004

Sahlin Lilja, H. (2022). Fear of crime research in Sweden: A research
discourse in beneficial soil. Nordisk Tidsskrift for

123



Jens Alvén Sjoberg

Kriminalvidenskab, 109(1), 19-28. https://doi.org/10.7146/
ntfk.v109i1.130284

Sachdeva, N., Kumaraguru, P., & De Choudhury, M. (2016). Social media
for safety: Characterizing online interactions between citizens and
police. Proceedings of British HCI 2016 Conference Fusion
(Bournemouth, UK). http://dx.doi.org/10.14236/ewic/HCI2016.29

SCB. (2022). Population in the country, counties and municipalities on 31
December 2021 and population change in 2021. Statistics Sweden.
https://www.scb.se/hitta-statistik/statistik-efter-amne/befolkning/
befolkningens-sammansattning/befolkningsstatistik/pong/tabell-och-
diagram/folkmangd-och-befolkningsforandringar---helarsstatistik/
folkmangd-i-riket-lan-och-kommuner-31-december-2021-och-
befolkningsforandringar-2021/

Schneider, C. J. (2021a). Policing and social media. In D. vom Lehn, N.
Ruiz-Junco, & W. Gibson. (Eds.), The Routledge international
handbook of interactionism (1st ed., pp. 298-309). Routledge.

Schneider, C. J. (2021b). Police use of social media as bureaucratic
propaganda: Comments on state violence and law enforcement use
of social media in 2020. Criminology, Criminal Justice, Law &
Society, 22(2), 1-8. https://scholasticahq.com/criminology-criminal-
justice-law-societv/

Shani, A. B. (Rami), & Coghlan, D. (2021). Action research in business and
management: A reflective review. Action Research, 19(3), 518-541.
https://doi.org/10.1177/1476750319852147

Simonsson, C., & Heide, M. (2021). Developing a communicative logic—the
key to communication professionalism. [International Journal of
Strategic Communication, 15(3), 253-273. https://doi.org/
10.1080/1553118X.2021.1906682

Sjoberg, J. (2016). Critical making as a design process learning method
(Master Thesis, Malmo University). DIVA. http://urn.kb.se/resolve?
urn=urn:nbn:se:mau:diva-20437

Sjoberg, J., Blom, K. A., & Rostedt, J. (2022). 13 Specialavsnitt om
datahntering & dataplanering for forskningsarbete! En

124



Communicating a sense of public safety

doktorandpodd fran HLK, Jonkoping University. Spotify. https://
open.spotify.com/episode/4ssVIOYDBIQHISgPPOEMWz?
si=lec76b7a786f4f64

Sohlberg, P., & Sohlberg, B. (2019). Kunskapens former: vetenskapsteori,
forskningsmetod och forskningsetik [Forms of knowledge: Theory of
science, research methodology and research ethics]. (Fjdrde
upplagan). Liber.

Somerson, R., & Hermano, L. (Eds.). (2013). The art of critical making:
Rhode Island School of Design on Creative Practice. Wiley.

Souza, A. C. A. (2022). Transmedia experiences in the Magic Kingdom
theme park: Branding, space, and (un)sustainability at Disney [PhD
dissertation, Jonkoping University, School of Education and
Communication]. https://urn.kb.se/resolve?
urn=urn:nbn:se:hj:diva-56323

Statskontoret (2017). Fortroende for staten: Forvaltningspolitiska
utvecklingsomraden och prioriteringar 2017-2018 [Trust in the
state: Administrative policy development areas and priorities 2017—
2018]. (Dnr 2017/47-5). https://www.statskontoret.se/siteassets/
rapporter-pdf/2017/2017103.pdf

Statskontoret. (2018). Ombildningen till en sammanhdllen polismyndighet.
Slutrapport [The transformation into a coherent police authority:
Final report]. https://www.statskontoret.se/publicerat/publikationer/
publikationer-2018/ombildningen-till-en-sammanhallen-
polismyndighet.-slutrapport/

Statskontoret. (2025). Statsforvaltningen i korthet [Brief state administration
overview]. (Dnr 2025/17). https://www.statskontoret.se/siteassets/
rapporter-pdf/2025/sik-2025.pdf

Strombéack, J. (2014). Makt, medier och samhdlle: en introduktion till
politisk kommunikation [Power, media, and society: an introduction
to political communication] (2. Uppl.). Studentlitteratur.

Sakerhetspolisen. (2023, August 17). Hjning av terrorhotnivén till hogt hot
[Terror threat level raised to high threat]. https://

125



Jens Alvén Sjoberg

www.sakerhetspolisen.se/ovriga-sidor/nyheter/nyheter/2023-08-17-
hojning-av-terrorhotnivan-till-hogt-hot.html

Sédkerhetspolisen. (2024, August 14). Terrorhotet kvar pd hog nivé [Terror
threat remains high]. https://sakerhetspolisen.se/ovriga-sidor/
nyheter/nyheter/2024-08-14-terrorhotet-kvar-pa-hog-niva.html

Sdkerhetspolisen. (2025, May 23). Sédnkning av terrorhotnivan till forhéjt hot
[Lowering of the terror threat level to heightened threat]. https://
sakerhetspolisen.se/ovriga-sidor/nyheter/nyheter/2025-05-23-
sankning-av-terrorhotnivan-till-forhojt-hot.html

Terpstra, J., Fyfe, N. R., & Salet, R. (2019). The abstract police: A
conceptual exploration of unintended changes of police
organisations. The Police Journal, 92(4), 339-359. https://doi.org/
10.1177/0032258X18817999

Tracy, S. J. (2010). Qualitative quality: Eight “big-tent” criteria for excellent
qualitative research. Qualitative Inquiry, 16(10), 837-851. https://
doi.org/10.1177/1077800410383121

Tracy, S.J. (2020). Qualitative research methods: collecting evidence,
crafting analysis, communicating impact. (2nd edition). Wiley-
Blackwell.

Trittin-Ulbrich, H., Scherer, A.G., Munro, 1., & Whelan, G. (2021).
Exploring the dark and unexpected sides of digitalization: Toward a
critical agenda. Organization, 28(1), 8-25. https://doi.org/
10.1177/1350508420968184

United Nations (UN). (n.d.). Goal 16: Promote just, peaceful and inclusive
societies. https://www.un.org/sustainabledevelopment/peace-justice/

van, Dijck. J. (2013). The culture of connectivity: A critical history of social
media. Oxford University Press.

van Ruler, B. (2018). Communication theory: An underrated pillar on which
strategic communication rests. International Journal of Strategic
Communication, 12(4), 367-381. https://doi.org/
10.1080/1553118X.2018.1452240

126



Communicating a sense of public safety

Vetenskapsradet (VR). (2017). God forskningssed 2017 [Swedish Research
Council’s (VR) good research practice 2017]. https://www.vr.se/
download/18.2412¢5311624176023d25b05/1555332112063/God-
forskningssed VR 2017.pdf

Vetenskapsradet (VR). (2024). God forskningssed 2024 [Swedish Research
Council’s (VR) good research practice 2024]. (Dnr 5.2-2024-06421).
https://www.vr.se/.../God_forskningssed VR2024.pdf

Walby, K., & Wilkinson, B. (2023). The visual politics of public police
Instagram use in Canada. New Media & Society, 25(5), 898-920.
https://doi.org/10.1177/14614448211015805

Walsh, J. P., & O’Connor, C. (2019). Social media and policing: A review of
recent research. Sociology Compass, 13(1), 1-14. https://doi.org/
10.1111/s0c4.12648

Weick, K. E. (1995). Sensemaking in organizations. Sage.

Weick, K. E., Sutcliffe, K. M., & Obstfeld, D. (2005). Organizing and the
process of sensemaking. Organization Science, 16(4), 409—-422.
https://doi.org/10.1287/orsc.1050.0133

Wenneberg, S.B. (2001). Socialkonstruktivism: positioner, problem och
perspektiv [Social constructivism: Positions, problems and
perspectives]. Liber.

Wieslander, M. (2022). Tystnadskultur och visselblasare [Culture of silence
and whistleblowers]. In R. Garner & M. Wieslander (Eds.), Etiska
perspektiv pd polisarbete [Ethical perspectives on policing] (pp.
197-216). Studentlitteratur.

Williams, C. B., Fedorowicz, J., Kavanaugh, A., Mentzer, K., Thatcher, J. B.,
& Xu, J. (2018). Leveraging social media to achieve a community
policing agenda. Government Information Quarterly, 35(2), 210—
222. https://doi.org/10.1016/j.g1q.2018.03.001

Wood, M. A. (2020). Policing’s ‘meme strategy’: Understanding the rise of
police social media engagement work. Current Issues in Criminal
Justice, 32(1), 40-58. https://doi.org/
10.1080/10345329.2019.1658695

127



Jens Alvén Sjoberg

Zerfass, A., Verci¢, D., Nothhaft, H., & Page Werder. K., (2018). Strategic
communication: Defining the field and its contribution to research
and practice. International Journal of Strategic Communication,
12(4), 487-505. https://doi.org/10.1080/1553118X.2018.1493485

Zou, Y., & Meng, F. (2020). Chinese tourists’ sense of safety: Perceptions of
expected and experienced destination safety. Current Issues in
Tourism, 23(15), 1886—1899. https://doi.org/
10.1080/13683500.2019.1681382

128



Communicating a sense of public safety

List of Figures and Tables

Figure 1 11
Figure 2 42
Figure 3 69
Figure 4 70
Figure 5 97
Table 1 3940
Table 2 94-95

129



Jens Alvén Sjoberg

Appendices



.' JONKOPING UNIVERSITY

School of Education and Communication

Co-Author Statement

“Malmo is not Sweden's Chicago™: Policing and the challenge

Title of paper of creating a sense of safety through social media strategies

Publication outlet — journal Nordicom Review

List of authors

First author: Jens Sjoberg (now Jens Alvén Sjoberg)
Second co-author: Peter Berglez
Third co-author: Renira Rampazzo Gambarato

Contribution of first author:

As the first and corresponding author, Jens was involved and responsible for all the parts of the article:
Introduction, background, the literature review, the theoretical framework, methodology, analysis of the
empirical material, conclusion, and references. He was also responsible for the design and writing of the
article, as well as collecting and transcribing all the empirical material.

Contribution of second co-author:

As a second author, Peter was involved in making the article’s content more critically intellectual. He
contributed to the writing in sections of the introduction, literature review, findings, and conclusions
throughout the process.

Contribution of the third co-author:

As the third author, Renira was involved in all parts of the article but focused most on the analysis and
development of the findings and conclusions to make the content more critically intellectual throughout the
process. She also supported Jens in the work process of using framework analysis to analyze the empirical
material.

AT

Signatdre, lead author

Signatures, co-authors



. JONKOPING UNIVERSITY

School of Education and Communication

Co-Author Statement

Communicating a sense of safety: the public experience of

Title of paper Swedish Police Instagram communication

Publication outlet — journal Journal of Communication Management

List of authors

First author: Jens Alvén Sjoberg
Second co-author: Cecilia Cassinger
Third co-author: Renira Rampazzo Gambarato

Contribution of first author:

As the first and corresponding author, Jens was involved and responsible for all the parts of the article:
Introduction, the literature review, the theoretical framework, methodology, analysis of the empirical
material, discussion, conclusion, and references. He was also responsible for the design and writing of the
article, as well as collecting and transcribing all the empirical material.

Contribution of second co-author:

As the second author, Cecilia revised the work critically for the important intellectual content in the
introduction, literature review, analysis section, discussion, and conclusion throughout the process,
primarily focusing on strategic communication.

Contribution of the third co-author:

Renira revised the work critically for the important intellectual content throughout the article as the third
author. She was also responsible for developing the theoretical framework and explaining the choice of
Instagram throughout the process.

1 4=

Signatufe, lead author

W?QW

Signatures, co-authors



Signature page

[ )
This document has been electronically signed e d S
using edusSign. u I g n

Electronically signed by eduSign
Cecilia Cassinger
Date and time of signature

2025-03-28 13:21 UTC

Authenticated by
Lunds universitet

16l

Validate signed documents at: https://validator.edusign.sunet.se

SUNET



.' JONKOPING UNIVERSITY

School of Education and Communication

Co-Author Statement

Social media communication to create public safety and
oppose Public fear: Insights into how Swedish public sector
organisations convey a sense of public safety via Instagram

Title of paper
Publication outlet — journal/ Anthology from Tallinn University Press: Through the Lens of
anthology Dread: Exploring Meaning-Making of Fear in the Mediasphere

List of authors
First author: Jens Alvén Sjoberg

Second co-author: Martina Gnewski

Contribution of first author:

As the first and corresponding author, Jens was involved and responsible for designing the book chapter.
This involved working with all parts of the chapter: Introduction, the literature review (especially with
PSOs’ strategic social media communication), the theoretical framework, the methodology, the analysis of
the empirical material, and references. Jens took the lead in writing the concluding discussion, which was
co-authored with Martina.

Contribution of second co-author:

As a second author, Martina was involved in writing the book chapter, where she co-authored the introduction,
the parts that concerned Malmé City in the analysis section, and the concluding discussion. Martina was
responsible for the literature review on strategic communication and also took a language review role
throughout the chapter.

Signature, lead author

Signatures, co-afithors







Communicating a sense of public safety

The case of the Swedish Police Authority’s strategic social
media communication

When public authorities address the complex societal matter of public safety through digital
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context for exploring how institutional communication can influence perceptions of public
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Authority’'s social media communication from multiple perspectives. The dissertation
combines qualitative methodologies, such as interviews, framework analysis method,
phenomenography, and qualitative content analysis, and critical making workshops
as a participatory and explorative method, together with theories of experiences and
sensemaking, to theoretically understand a sense of public safety. The findings demonstrate
how public authorities, specifically the Swedish Police, can make sense of and enhance
their social media communication regarding a sense of public safety through a bidirectional
way of communicating. The dissertation emphasizes the importance of public authorities
communicating more openly on social media in order to (co)create a sense of safety with the
public. It makes theoretical and methodological contributions with the critical (un)making
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