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Abstract
The trend towards digitalization has made its way into personal services, promising better service quality for customers and
improved working conditions for service providers. However, the implementation of digital technologies remains a major
challenge, especially for smaller companies. Building on the results of the SO-SERVE project, this paper presents the
concept of Social Service Engineering and its practical application in introducing a digital tool in two daycare centers.
The software provided to the employees on tablets was intended to support the information and documentation processes,
as the design of internal and external information flows and documentation processes in the daycare centers proved to be
particularly challenging. The paper presents two exemplary SO-SERVE tools used in the daycare centers: ‘Digitization
Checklists’ provide company managers and business unit managers with an overview of the necessary steps for the
standardized use of software and hardware within the company. ‘Digitization companions’ are employees who are readily
available to their colleagues as contact persons for questions and concerns about working with the new digital tool. An
initial online evaluation with 23 educators from the daycare centers reveals that the digital tool and supporting SO-SERVE
tools have improved information and documentation processes, and the work situation of employees. Both educators and
parents benefit from the improvements.
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Einführung digitaler Technologien in personenbezogenen Dienstleistungen – Unterstützungdurch
Social Service Engineering

Zusammenfassung
Der Trend zur Digitalisierung hat die personenbezogenen Dienstleistungen erreicht und verspricht eine bessere Servicequa-
lität für Kund:innen und bessere Arbeitsbedingungen für die Beschäftigten. Die Einführung digitaler Technologien bleibt
jedoch eine große Herausforderung, insbesondere für kleinere Unternehmen. Aufbauend auf den Ergebnissen des Projekts
SO-SERVE wird in diesem Beitrag das Konzept des Social Service Engineerings und seine praktische Anwendung bei der
Einführung eines digitalen Tools in zwei Kindertagesstätten (Kitas) vorgestellt. Das digitale Tool wurde den Beschäftigten
auf Tablets zur Verfügung gestellt, um die Informations- und Dokumentationsprozesse zu erleichtern. Dieser Beitrag stellt
zwei exemplarische SO-SERVE-Werkzeuge vor, welche die Einführung des digitalen Tools in den Kitas unterstützten:
„Digitalisierungs-Checklisten“ geben Unternehmens- und Bereichsleitungen einen Überblick über die notwendigen Schrit-
te für den standardisierten Einsatz von Soft- und Hardware im Unternehmen. „Digitallots:innen“ sind Beschäftigte, die
ihren Kolleg:innen als Ansprechpersonen für Fragen und Anliegen rund um die Arbeit mit dem neuen digitalen Tool zur
Verfügung stehen. Eine erste Online-Evaluation mit 23 Erzieher:innen aus den Kitas zeigt, dass das digitale Tool und
die unterstützenden SO-SERVE-Werkzeuge die Informations- und Dokumentationsprozesse sowie die Arbeitssituation der
Beschäftigten verbessert haben. Sowohl Erzieher:innen als auch Eltern können von den Verbesserungen profitieren.

Schlüsselwörter Digitalisierung · Einführung neuer Software · Arbeitsgestaltung · Kinderbetreuung

1 Maximizing the benefits of digitization

The trend toward digitization has finally arrived in the sec-
tor of person-related services (e.g., healthcare, childcare,
and sales). Digital technologies are increasingly used, es-
pecially as systems for documentation, monitoring, billing,
and electronic communication (e.g., Colombo et al. 2020;
Burris 2019). Even if the transformation process is some-
what slower in the service sector than in other work ar-
eas, digital technologies offer organizations great potential
for improvement. Thereby, advances refer not only to the
increase of service quality for customers but also to the
improvement of working conditions for service providers
(Eurofound 2020).

Organizations in the sector of person-related services
are under increasing pressure to economize. Thus, there
is a high need for effective service design to provide high-
quality and efficient services to customers (e.g., Wang et al.
2019). At the same time, the increased work demands and
their adverse consequences in person-related services point
to the requirement of preventive work design (e.g., Arons-
son et al. 2017; O’Connor et al. 2018). Digital technologies
can be a way to support both customer-oriented service de-
sign and employee-oriented work design (Vial 2019; Cascio
and Montealegre 2016; Krick et al. 2020).

However, up to 70% of digitization projects in organi-
zations fail (e.g., Barrett and Stephens 2016), especially
when technocentric change ignores social and organiza-
tional factors (Parker and Grote 2022). As Josh Bersin,
founder of Bersin by Deloitte, mentioned, digital transfor-
mation is not about technology but about people (Bersin
2019). In other words: “The fact is that it is your peo-

ple who will fuel—or—thwart your digital transformation”
(Kane 2019, p. 46). Therefore, active involvement of em-
ployees and customers, a well-organized roll-out, and ongo-
ing communication are indispensable prerequisites for the
company’s sustainable introduction of digital technologies.
They can prevent employees and customers from getting
the impression that digital innovation is being ‘forced’ on
them without giving a thought to the end-users, which can
lead to resistance and rejection.

This paper is intended to provide managers with guiding
principles and examples for successfully introducing digital
technologies in organizations that offer person-related ser-
vices. Building on the results of the SO-SERVE project, the
Social Service Engineering (SO-SERVE) concept is there-
fore presented (see Friedrich et al. 2021). The paper focuses
on two exemplary SO-SERVE tools developed to support
the introduction of new digital technologies into organiza-
tions and maximize the likelihood of success in technology
roll-out: Procedural Digitization Checklists andDigitization
Companions. The tools demonstrate the practical applica-
tion of Social Service Engineering in introducing digital
technologies, using childcare as an example.

2 Social Service Engineering (SO-SERVE)

2.1 General approach and principles

Social Service Engineering is a general framework that sup-
ports all kinds of innovations and changes in organizations
that offer person-related services. These innovations and
changes include the introduction of new (digital) work tools
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and changes in work processes, as well as innovations in
customer service and customer relationships. By providing
subordinate principles for Social Service Engineering and
an online tool kit with step-by-step instructions, the concept
offers orientation for socio-technical change processes.

The interdisciplinary concept of Social Service Engi-
neering was developed in the SO-SERVE (BMBF/ESF)
project. The project’s starting point was the necessity to
combine the disciplines of work psychology and service
engineering to improve person-related services for both em-
ployees and customers. The technology-driven approach of
service engineering aims to design high-quality, efficient,
and customer-oriented services or service systems. As ser-
vice engineering primarily considers the customer’s per-
spective of service characteristics, working conditions and
employees’ demands in person-related services might be
neglected. Therefore, work psychology brings the employee
perspective, and thus, the ‘Social’ aspect to the approach of
Service Engineering. Work psychology aims at a preven-
tive, humane design of person-related service work. Hu-
mane or decent work means that it promotes learning and
personal development as well as physical and mental health
by respecting the criteria of human-centered design, such as
avoiding over- and underchallenging tasks, providing skills
variety, autonomy, task identity, task significance, and job
feedback (e.g., ISO 6385:2016; ISO 10075-2:1996). So-
cial Service Engineering combines theoretical approaches,
methods, and tools from work psychology and service en-
gineering to generate synergies from the collaboration of
both disciplines.

In sum, Social Service Engineering assumes sustainable
corporate success is only possible through employee-ori-
ented decent work design in conjunction with service design
that considers economic aspects and the wishes of service
recipients and users. The SO-SERVE principles (adopted
from Friedrich et al. 20211) for the design of humane and
efficient person-related services are derived from this ba-
sic idea. As overarching guidelines, they also apply to the
introduction of digital technology.

Principle #1: Service design and work design are realized
together.

The key premise of Social Service Engineering is that
there is an interplay between the working conditions of
employees and the service quality of customers, which can
influence satisfaction on both sides and thus contribute to

1 This work is licensed under the Creative Commons Attribution
4.0 International License (http://creativecommons.org/licenses/by/
4.0/). This work is attributed to Julia Friedrich, Kristin Gilbert,
Ulrike Pietrzyk, Vanita Römer, Anne Steputat-Rätze, & Christian
Zinke-Wehlmann. The original version can be found here: https://
innovation.so-serve.de/.

the company’s success. For this reason, joint design of ser-
vice and work is essential.

Principle #2: Social Service Engineering focuses on the time
for empathic and meaningful interaction.

Interaction between people represents the core value of
person-related services. Only appreciative personal interac-
tion and attention ensure that person-related work meets the
demands of service recipients or service users, as well as
the professional standards of service providers. Time must
be provided for this interaction.

Principle #3: Social Service Engineering considers the
circumstances of all actors in the network (e.g., service
provider, service recipient, stakeholders).

Social Service Engineering considers aspects that might
influence the behavior or experience of the actors in the
person-related service situation, including organizational
(e.g., time available, technical equipment), emotional-mo-
tivational (e.g., expectations of the interaction), cognitive
(e.g., qualifications, competencies in using the technology),
and social aspects (e.g., social norms).

Principle #4: All network stakeholders are encouraged to
participate actively in the work and service design.

The knowledge and experience of service providers, ser-
vice recipients, and stakeholders with the service are uti-
lized to determine which processes are not optimally de-
signed and to implement design processes. In the develop-
ment and introduction of digitization measures, the early in-
volvement of future users avoids possible undesirable con-
sequences.

Principle #5: The organization’s goals are clearly defined
and aligned.

Well-defined goals support the design process by facil-
itating the prioritization and selection of design measures
(selection and evaluation function), the coordination of ac-
tors toward common goals (motivation function), and the
monitoring of intermediate and final results (control func-
tion). The objectives are coordinated to promote each other,
and design measures do not contradict each other.

Principle #6: Design measures address problems at their
source.

Condition-related design measures focus on the improve-
ment of the circumstances of the service delivery (e.g.,
by optimizing workflows and improving software usabil-
ity). Individual-related design measures aim at improving
how employees deal with given circumstances (e.g., by time
management or software user training). Individual-related
measures are only used when technical or organizational
measures have been exhausted or are not suitable for elim-
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Table 1 Assessment methods and fields of action

Tab. 1 Erhebungsmethoden und Handlungsfelder

Assessment methods Resulting fields of action (FOA)

Document analyses (76 coded documents)
Written employee survey on perceived working conditions and consequences
of strain (N= 63)
Partially standardized individual interviews with employees and managers
(N= 12)
Partially standardized group interviews with employees and managers (N= 4)
Written survey on satisfaction with communication with parents/relatives
(N= 178) and employees (N= 40)
Process modeling using BPMN notation language
Stakeholder analysis
Touchpoint analysis

1. Internal and external information flows, documentation
processes
2. Role definition
3. Idea and change management
4. Qualification and initial training
5. Work process design
6. Cooperation with external parties (stakeholders)
7. Social relations between employees
8. Monotonous work demands in some work areas
9. Work breaks and break room design
10. Occupational health and safety

inating the problem (see EU OSH legal framework on the
introduction of measures to encourage improvements in the
safety and health of workers at work: Council Directive
89/391/EEC 1989).

Principe#7: The design of person-related services is built on
a shared value base of trust and transparency.

A trusting collaboration in which all actors can partici-
pate constructively forms the basis for designing the person-
related service. Shared values are translated into transpar-
ent design processes and horizontal negotiation processes.
These processes require management practices in which hi-
erarchical control and top-down approaches are reduced to
a minimum.

Principle #8: Person-related work and its design require
a shared mindset across the team and the organization.

The service mindset reflects a service organization’s ba-
sic attitude toward providing services. A shared service
mindset can create certainty of action in everyday and ex-
ceptional situations for employees. It is concerned both with
the goals aimed at in the provision of services and with how
these goals are achieved. The role of the service recipient is
also the subject of the service mindset. The service mindset
should be developed in participation with the employees to
ensure that it is supported and implemented in their day-to-
day work.

2.2 Methodological approach for the development
of Social Service Engineering

In the SO-SERVE project, one of the first steps in the coop-
eration of work psychologists and service engineers was as-
sessing working conditions and service processes in two use
cases—childcare and elderly care. The service institutions
involved in the project were two childcare centers (with
60 employees and 6 managers) and an outpatient and inpa-
tient elderly care facility (with 37 employees and 4 man-
agers). Research methods included quantitative and quali-

tative methods (e.g., surveys, interviews, and process anal-
yses; see Table 1). The assessment revealed several chal-
lenges calling for solutions (e.g., information management
and diffusion of responsibilities). Together with the results
of a literature review, these challenges were carved out as
fields of action (FOA) for collaborative design approaches
(see Table 1).

Based on the assessment results, suitable SO-SERVE
tools for analyzing and designing person-related services
were selected and subsequently adapted or further devel-
oped. Both scientific disciplines and the two use case facil-
ities were involved in the iterative process.

An online toolkit with step-by-step instructions was com-
piled to make the SO-SERVE analysis and design tools
available to practitioners. An overview of the tools in the
toolkit and their implementation context in the SO-SERVE
project is provided in Table 2.

2.3 Applying Social Service Engineering in the use
cases

As the design of the internal and external information flows
and documentation processes (FOA 1, Table 1) turned out
to be especially challenging in childcare and elderly care,
this paper focuses on this selected field of action. However,
although the field of action was significant for both use
cases, more detailed analyses with the SO-SERVE tools,
e.g., Fishing for Causes, and Service Information FlowMap
(see Table 2), revealed different causes for the problems in
the use cases. Regarding the childcare centers, the chosen
information channels for internal and external communi-
cation were inappropriate, and the growing administrative
burden was no longer manageable without (digital) sup-
port. As a solution to the problem in the childcare centers,
software was introduced to support information and docu-
mentation processes. Regarding the elderly care facilities,
problems in FOA 1 were primarily caused by an unclear dis-
tribution of tasks within teams and between different levels
of the company. For clarifying all roles in the company, e.g.,

K



Z. Arb. Wiss. (2023) 77:257–269 261

Table 2 Overview of analysis and design toolsa in SO-SERVE
Tab. 2 Übersicht der Analyse- und Gestaltungswerkzeugea in SO-SERVE

Tool Short description of output/use Primary FOA (No.)
Focus of tool
Context

Service Information Flow Map Visualization of service processes, touchpoints, and information management
measures

1
Analysis
CC, EC

Digitization Checklists for company
managers/business unit managers

Overview of the steps that need to be taken before employees can work with
digital technologies

1
Design
CC

Canvas Corporate Guidelines for
Digital Work

Definition of specifications for the standardized handling of software and
hard-ware within the company (e.g., data privacy, responsibilities)

1
Design
CC

Handout Digitization of Work Pro-
cesses

Recording of the most important information on the use of software and
hard-ware for employees (e.g., goals, use in everyday work)

1
Design
CC

Digitization Companions Establishment of a central point of contact where information about the tools,
their application/handling, and related difficulties can be requested

1
Design
CC

Role Model Canvas Overview of role characterization and role definition (e.g., purpose, tasks,
differentiative features)

1; 2
Design
CC, EC

KANBAN Board Idea Management Structured collection of ideas for improvements and transparent presentation
of change processes

3
Design
EC

Idea Managers Establishment of a position for idea management (planning, collection of
ideas, selection of appropriate ideas, follow-up of implementation)

3
Design
AP

Digital Board
Processes and Files

Knowledge management system, including core process descriptions linked
to relevant files and documents

4
Design
CC

FAQ for Person-related Services Overview of frequently asked questions by employees or customers and their
answers in an accessible place

6
Design
CC

Role Play PLUS Creating a shift in perspective to reflect and understand the behaviors and
needs of all interaction partners in face-to-face and digital interaction

6, 7
Design
CC

Participatory Workplace and Break
Room Design

Setting up workstations for work with digital tools and creating spaces for
undisturbed breaks in cooperation with employees

9
Design
CC, EC

Fishing for Causes Visualization of problem causes identified through problem analysis in vari-
ous cause areas (e.g., service work, corporate culture, organization)

Overarching
Analysis
CC, EC

SO-SERVE SWOT Analysis Overview of strengths, weaknesses, opportunities, and threats concerning
both employees and customers with the subsequent derivation of targeted
strategies

Overarching
Analysis
CC, EC

Questionnaire—Screening of Work
Characteristics

Employee evaluation of a wide range of work characteristics, with a colored
background indicating needs for corporate design activities

Overarching
Analysis
CC, EC

FOA Field of action, Contex= Implementation contex, CC Childcare, EC Elderly care, AP Application in practice pending
a These tools are licensed under the Creative Commons Attribution 4.0 International License (http://creativecommons.org/licenses/by/4.0/). These
tools are attributed to Julia Friedrich, Kristin Gilbert, Ulrike Pietrzyk, Vanita Römer, Anne Steputat-Rätze, & Christian Zinke-Wehlmann, and can
be found here: https://innovation.so-serve.de/methoden

of nursing specialists, nursing assistants, coaches, and care
management, the Role Model Canvas tool was applied. As
to the use of digital technologies in elderly care, the com-
pany has already been working successfully with nursing
software and mobile devices for planning and administra-

tion tasks in outpatient care (including tour planning, duty
scheduling, and care documentation).

Since this paper is aimed to show how SO-SERVE can
support the introduction and use of digital technologies, the
use case of childcare will now be described in more detail.
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Our analysis of work conditions and service processes
in the childcare centers showed that the information needs
of employees and customers are not satisfactorily met. The
internal and external information flows proved to be com-
plex, inefficient, and prone to error. For example, there were
double structures of analog and digital documents and about
70 paper lists in every institution (e.g., meal attendance list,
registration and deregistration list, pick-up permission list,
and children’s allergy list). Sticky notes were written to
pass information to the parents or among the team. For
this purpose, the notes were stuck to children’s backpacks,
childcare group books, or paper lists. The sticky notes have
not proven to be a reliable means of conveying information,
as some of the notes got lost. Further, the high number of
messages on information boards in the childcare centers led
to information overload among parents.

The software introduced in the childcare centers to re-
design information flows and documentation procedures
was made available for employees on tablets. It offers two
main modules: An administration module to facilitate the
management of internal information flows and an external
communication module enabling digital communication be-
tween educators and parents. In the course of improving
information management through the internal communica-
tion module, the paper lists and documents were checked
for redundancy and transferred to the digital system. Among
many other new features, the daily registration and deregis-
tration of children were digitally simplified so that employ-
ees can now register and deregister children with one click
in the system. Digital (de-)registration eliminated the need
to manually search for names on a paper list and look for the
paper list itself when a colleague has it in use. The registra-
tion data is automatically captured and merged into a digital
overview for the childcare center managers. In addition, all
educators have access to all information about a child at
any time, from a child’s daily attendance in the childcare
center, contact information about the child’s parents, rel-
evant characteristics of the child, and pick-up permits, to
organizational details.

The software’s external communication module allows
childcare members to communicate digitally with the chil-
dren’s family members so that information can be passed on
properly. This way, family members only receive relevant
information, and do not have to search through the infor-
mation boards at the childcare centers to see if there is any-
thing useful. Reciprocally, family members were enabled to
pass on information to the childcare centers conveniently. If
children cannot attend their scheduled stay at the childcare
center, e.g., due to sickness or vacation, family members
can easily unregister them through the digital system. As
a result, fewer calls that otherwise distract employees from
their childcare duties arrive in the childcare center.

The results of a written online survey with 23 educa-
tors from the two childcare centers (response rate: 35%)
demonstrated an improvement in the work situation of the
employees in the childcare centers by using the software.
The educators reported that child-related administrative and
documentation tasks can be completed more conveniently,
quickly, and with better quality. As a consequence, it was
stated that using the software allows educators more time
for pedagogical work with the children. The quality of the
selected software, e.g., suitability for tasks, controllabil-
ity, and error tolerance (see EN ISO 9241-110), was rated
high. The implementation process, supported by the SO-
SERVE tools, was evaluated positively overall. The effi-
cient organization was highlighted. Only the participation
of the employees in the implementation process, ‘from the
selection of the software to the roll-out,’ was rated some-
what lower since the top management made the software
selection without involving the employees.

To sum up, the digital system facilitated the processes in
both childcare centers. Nevertheless, the use of SO-SERVE
tools was required to prepare both managers and employees
for the practical implementation of the digital system. Two
of the SO-SERVE tools are presented as examples in the
following sections.

3 Steps to success—The SO-SERVE
Digitization Checklists

Small and medium-sized companies usually have few ad-
ditional resources to introduce digital tools (Ingaldi and
Klimecki-Tatar 2022; Eller et al. 2020). Therefore, they
sometimes tend to forget or skip necessary planning and im-
plementation steps when introducing digital technologies.
For this reason, two procedural checklists were developed
as part of the SO-SERVE toolkit to ensure that the oper-
ational requirements for digital work are met before em-
ployees start working with the tool. One checklist is to be
worked through by the company managers, and the other
by the business unit managers.

3.1 Objectives of the Digitization Checklists

Checklists are powerful tools to remind people of essen-
tial steps to achieve goals, especially in complex situations.
The purpose of the two SO-SERVE checklists is to give an
overview of the steps needed to be taken at the company
management level and business unit levels (e.g., teams, fa-
cilities, branches) when introducing digital technologies.
Before employees start to work with the new digital tool,
the checklists should be completed. The implementation
process can be carried out systematically, targeted, and ef-
ficiently by going through the checklist routine.
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Fig. 1 Checklist ‘Company
Basics for Work with Digital
Tools’. (Modified from “Check-
liste Rahmenbedingungen für
digitale Arbeit”. This work
is licensed under the Crea-
tive Commons Attribution 4.0
International License (http://
creativecommons.org/licenses/
by/4.0/). This work is attributed
to Julia Friedrich, Kristin
Gilbert, Ulrike Pietrzyk, Vanita
Römer, Anne Steputat-Rätze,
& Christian Zinke-Wehlmann.
The original version can be
found here: https://innovation.
so-serve.de/methoden)
Abb. 1 Checkliste „Company
Basics for Work with Digi-
tal Tools“. (Modifiziert von
„Checkliste Rahmenbedingun-
gen für digitale Arbeit“. Dieses
Werk ist lizenziert unter der
Creative Commons Attribution
4.0 International License (http://
creativecommons.org/licenses/
by/4.0/). Diese Arbeit wird Julia
Friedrich, Kristin Gilbert, Ulrike
Pietrzyk, Vanita Römer, Anne
Steputat-Rätze & Christian Zin-
ke-Wehlmann zugeschrieben.
Die Originalfassung finden Sie
hier: https://innovation.so-serve.
de/methoden)

Done x Content

Participation Involving people, creating trust

Obtain wishes about the purposes and application areas of the software and 
hardware from managers, employees, and customers (e.g., childcare: parents; 
elderly care: patients, relatives)

Provide opportunities for managers, employees, and customers to voice
ideas, questions, and concerns about software use

Organization Clarifying processes and responsibilities

Describe the objectives of using the software and hardware from the 
company's perspective for managers, employees, and customers

Develop a data privacy concept or expand an existing data privacy concept

Provide an administrative instruction on data privacy for 
managers/employees

Provide a data privacy statement for customers

Assign access rights for individuals or groups/work teams

Define areas of responsibility and duties for technical, content-related, and 
organizational issues; delegate them to the business unit level if necessary

Define company-wide operating guidelines for handling software and 
hardware

Designated use and application areas of software and hardware

Internet use (e.g., installation of apps, online research)

Inclusion of new hardware in inventory

Secure storage of mobile devices

Handling of hardware loss or damage 

Policy for internal and external digital communication, netiquette

Develop customer guidance

Support for customers e.g., in the form of FAQ or naming of a contact 
person

Terms of use and netiquette

Qualification Building user competencies

Examine the qualification needs in the business units for managers and 
employees

Plan qualification measures for the handling software and hardware for 
managers and employees (estimate additional costs, if necessary)

Organize knowledge transfer within the company for learnings, tips, and tricks 
in using the software

Provide practical software user guides for customers

Communication Creating transparency

Inform the responsible persons in the business units about the above points

Inform customers about the above points that are relevant to them

The project management required for introducing dig-
ital technologies in organizations must deal with numer-
ous issues, e.g., data protection, responsibilities, compe-
tence development, and corporate guidelines for using digi-
tal tools. The checklists allow managers to consider the or-
ganization’s context when addressing these issues, enabling
a company-specific approach. Furthermore, the checklists
prevent incorrect or divergent use of digital technologies
across teams and departments, often resulting from project
management failing to communicate the software’s usage
and benefit (Forstner and Nedbal 2017).

3.2 Making the Digitization Checklists work

The basic idea of the Digitization Checklists is to use four
success criteria that have proven their worth in the context

of work design (based on Gilbert et al. 2020). For practi-
cal application, the four criteria are underpinned by con-
crete work steps that have been included in the Digitization
Checklists depicted below.

1. Participation: Employees, managers, and external stake-
holders are continuously involved in the phases of plan-
ning, implementation, and evaluation of designmeasures.
There are opportunities for continuous exchange about
design measures in the company.

2. Organization: Design measures’ preparation, imple-
mentation, and follow-up are systematic and well-struc-
tured. Organization includes defining objectives, pro-
cesses, tasks, responsibilities, and schedules.

3. Qualification: The responsible persons and all other per-
sons involved have the necessary competencies or are en-
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Fig. 2 Checklist ‘Start Working
Digitally in Business Units’.
(Modified from “Checkliste
Start ins digitale Arbeit”. This
work is licensed under the Cre-
ative Commons Attribution 4.0
International License (http://
creativecommons.org/licenses/
by/4.0/). This work is attributed
to Julia Friedrich, Kristin
Gilbert, Ulrike Pietrzyk, Vanita
Römer, Anne Steputat-Rätze,
& Christian Zinke-Wehlmann.
The original version can be
found here: https://innovation.
so-serve.de/methoden)
Abb. 2 Checkliste „Start
Working Digitally in Busi-
ness Units“. (Modifiziert von
„Checkliste Start ins digitale Ar-
beit“. Dieses Werk ist lizenziert
unter der Creative Commons
Attribution 4.0 International Li-
cense (http://creativecommons.
org/licenses/by/4.0/). Diese
Arbeit wird Julia Friedrich,
Kristin Gilbert, Ulrike Pietrzyk,
Vanita Römer, Anne Steputat-
Rätze & Christian Zinke-
Wehlmann zugeschrieben. Die
Originalfassung finden Sie hier:
https://innovation.so-serve.de/
methoden)

Done  x Content

Participation Involving people, creating trust

Obtain wishes for software implementation from business unit employees

Provide opportunities for business unit employees to voice ideas, questions, 
and concerns about software use

Consider the wishes, ideas, questions, and concerns of employees collected by 
the company management and within the business unit

Consider the wishes, ideas, questions, and concerns of customers collected by 
the company management

Organization Clarifying processes and responsibilities

Determine the scope of the software and hardware roll-out within the business 
unit (complete or partial roll-out: for all employees/tasks or for selected 
employees/tasks)

Set and prepare the start date of the software and hardware roll-out within the 
business unit

Implement the company policies for the use of software and hardware within 
the business unit

Define team-specific guidelines and responsibilities for handling software and 
hardware within the business unit

Access rights (assignment of user accounts)

Specifications and responsibilities for data input

Responsibilities for data maintenance

Labeling of mobile devices

Responsibilities and policies for mobile device charging

Secure storage and charging locations for mobile devices; labeling of 
these locations

Set up the basic structure of the system

Data mask/basic data

Folder structure and naming of folders

User Accounts

Designate contact persons for employees on technical, organizational, and 
content-related issues

Designate contact persons for customers on technical, organizational, and 
content-related issues

Qualification Building user competencies

Schedule external training courses (offered by the software provider) and/or
arrange internal training for business unit employees

Prepare the trainings (including employee information and employee 
scheduling)

Provide training manual/information material

Offer follow-up training (if necessary)

Organize knowledge transfer within the business unit for learnings, tips, and 
tricks in using the software (e.g., by setting up the role 'Digitization Companion')

Communication Creating transparency

Distribute all relevant information on the digitization of work processes
within the business unit

Scope and start date of the software and hardware roll-out 

Company guidelines for handling software and hardware

Team-specific guidelines and responsibilities

Administrative instruction on data privacy

Training measures

Distribute all relevant information on the digitization of service processes
among the customers

Scope and start date of software usage

Guidance on software handling 

Data privacy statement of the company 

(Technical) support for customers

Terms of use and netiquette

K

http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
https://innovation.so-serve.de/methoden
https://innovation.so-serve.de/methoden
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
https://innovation.so-serve.de/methoden
https://innovation.so-serve.de/methoden


Z. Arb. Wiss. (2023) 77:257–269 265

abled by training to implement/use the design solutions.
All persons have a common understanding of the goals
and functioning of the design solutions.

4. Communication: All participants are informed in a suit-
able and timely manner about the reason, objective, pro-
cess, and results of design measures.

Checklist ‘Company Basics for Work with Digital Tools’ The
checklist provides the management with an overview of
the steps required for the standardized use of software
and hardware in the company (Fig. 1). The checklist also
includes steps to prepare for the use of the software by
customers. These steps apply when the software is used
for internal and external communication and organization
processes. The customer-related steps can be skipped if the
software relates exclusively to internal processes.

The company managers work through the checklist.
When each item has been checked off, the ‘green light’ can
be given for introducing the new software or hardware in
the business units.

Checklist ‘StartWorkingDigitally inBusinessUnits’ The check-
list is aimed at managers in the business units (e.g., teams,
facilities, branches). It supports the responsible persons in
taking the necessary organizational steps before and during
the introduction of new technology (software and hard-
ware) for employees in their business unit and customers
(Fig. 2). The customer-related steps can be skipped if the
software relates exclusively to internal processes.

The business unit managers work through the checklist.
When each item has been checked off, the ‘green light’ can
be given to work with the new software or hardware.

4 With a ‘guide on the side’—The
Digitization Companions

Many organizations invest a lot of time and effort in prepar-
ing the introduction of digital tools: the right software and
hardware are selected, data protection issues are clarified,
and employees are informed and given comprehensive train-
ing. However, our experience shows that once the ‘green
light’ is given, many employees feel left alone with ques-
tions, concerns, and problems, which can negatively impact
the acceptance and frequency of the use of digital technol-
ogy. To ensure that employees find support in dealing with
digital tools in everyday work, the design measure of Dig-
itization Companions was used and tested in the project.
The method can be implemented in organizations with lit-
tle effort and has proven very useful.

In the SO-SERVE online toolkit, Digitization Compan-
ions are described as employees who are available to their
colleagues as contact persons for questions and concerns

about working with the new digital system, and who support
the business unit managers in the implementation. When
a person actively asks for advice or support, a meeting with
the Digitization Companion is arranged.

Since the role of a Digitization Companion is less that of
a teacher (‘sage on the stage’) and more that of a facilitator
(‘guide on the side’), the concept shows some similarities
with related approaches such as coaching and mentoring
(see Hilali et al., 2020; Kirk and King 2022). However,
the concept focuses on the knowledge transfer ‘on demand’
between colleagues and therefore represents a particularly
low-threshold, on-site solution for organizations to qualify
employees for using new digital tools.

4.1 Objectives of Digitization Companions

Digitization companions are useful when introducing new
digital tools and after the tools have been successfully es-
tablished. They support the development, maintenance, and
sustainable use of (digital) skills through purposeful learn-
ing relationships among colleagues. As experts in the work
processes and conditions in their childcare center, Digitiza-
tion Companions are not only quickly available to answer
questions but also provide their colleagues with precise and
tailored advice and support.

Another advantage of the participative method is that it
can improve employees’ digital skills as well as communi-
cation and team cohesion. In addition, the workload created
by the digitization project is distributed among several peo-
ple, which can reduce the workload of managers.

4.2 Making the Digitization Companionshipwork

In the SO-SERVE project, the role of a Digitization Com-
panion was taken on by two to three educators per institu-
tion. The Digitization Companions in the childcare centers
served as contact persons for technical questions (e.g., soft-
ware handling and operating problems) and content-related
questions (e.g., shared storage location). For the implemen-
tation of the method, we followed the four success criteria
(see Sect. 3.2).

Participation: The method offered the chance to involve the
employees in the qualification process. Since the success of
Digitization Companionship largely depends on the com-
mitment of the Digitization Companions, the role should
be assumed voluntarily. That’s why the childcare managers
asked the team who could imagine supporting the roll-out
process as a Digitization Companion. In both childcare cen-
ters, two to three educators promptly came forward to take
on this task. The Digitization Companions were technically
experienced and had a positive attitude toward the software
introduction.
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Fig. 3 A role description canvas
of a Digitization Companion.
(Modified from “Einführung
der Rolle der Digitallots:innen”.
This work is licensed under the
Creative Commons Attribution
4.0 International License (http://
creativecommons.org/licenses/
by/4.0/). This work is attributed
to Julia Friedrich, Kristin
Gilbert, Ulrike Pietrzyk, Vanita
Römer, Anne Steputat-Rätze,
& Christian Zinke-Wehlmann.
The original version can be
found here: https://innovation.
so-serve.de/methoden)
Abb. 3 Ein Canvas zur Be-
schreibung der Rolle von Digi-
tallots:innen. (Modifiziert von
„Einführung der Rolle der Di-
gitallots:innen“. Dieses Werk
ist lizenziert unter der Crea-
tive Commons Attribution 4.0
International License (http://
creativecommons.org/licenses/
by/4.0/). Diese Arbeit wird Julia
Friedrich, Kristin Gilbert, Ulrike
Pietrzyk, Vanita Römer, Anne
Steputat-Rätze & Christian Zin-
ke-Wehlmann zugeschrieben.
Die Originalfassung finden Sie
hier: https://innovation.so-serve.
de/methoden)

Maria

The role of a 'Digitization Companion'

in the Teddy Bear Childcare

Carl

What is the purpose of the Digitization Companion?
The Digitization Companion supports managers and colleagues in the childcare centers in introduc-
ing and using digital tools. The Digitization Companion passes instructions and information from the 
management to the team, e.g., about planned actions and new functions of the digital tool.

Who supports the Digitization Companion?
The management [contact details], the software provider [contact details] and the
Human Resources Department [contact details] are supporting the Digitization Companion.

Primary tasks Exchange of information
Being the contact person for the team
• for questions about the software 

and hardware (e.g., functions, 
content design)

• for entering new child profiles and changing 
child-related data

• for correcting false child registration times
Being the contact person for the management
• when introducing new processes or features

or modifying existing ones
• when passing on information to the team

• Passing on information from the 
team to the management, e.g., 
when digital documentation needs correc-
tions or when the hardware is broken

• Passing on information from the manage-
ment to the team

• Formats: oral communication (regular meet-
ings, door-to-door conversations); written 
communication (leaving a note in the soft-
ware or the analog mailbox)

Responsibility and permissions Skills 
• A Digitization Companion is

approachable in the role during 
his/her working hours; there are 
no fixed consultation times

• A Digitization Companion is allowed to cor-
rect child-related documentation data auton-
omously

• A Digitization Companion decides when to 
schedule tasks autonomously

• Allocated time: approx. 2 hours/week

• Technical: Use of hardware and 
software (+ administrative area), 
spreadsheet use

• Organizational: time management, inde-
pendently coordinating the role with peda-
gogical work

• Social: openness to others, communication 
skills, ability to explain technical issues, will-
ingness to help even in stressful situations

No! • Checking battery levels and correct storage of tablets
• Registering and deregistering all children
• Checking if children have been registered/deregistered by other employees

Organization: The main aspect of organizing Digitization
Companionship is to ensure role clarity through role defini-
tion. Role clarity means that everybody knows the respon-
sibilities and tasks of Digitization Companions. Role defi-
nition refers to the process of specifying and documenting
all components of a role (see Table 3). In terms of a par-
ticipatory approach, management representatives, employee
representatives, and future role owners should take part in
the role definition. In the childcare centers, a role descrip-
tion canvas (see Fig. 3) was completed collaboratively.

The depicted example of the role description canvas
(Fig. 3) was initially created by the childcare company
management and further detailed by each childcare cen-
ter management. It is important to regularly update the role
definition because as the team’s skills grow in using the tool,

the Digitization Companion’s responsibilities may change
over time. The role definition canvas can subsequently be
reused in other organizational units or software projects.

An important aspect of organizing the role is the time
made available to the Digitization Companions. As they
voluntarily assume the role in their organization in addi-
tion to their job responsibilities within their regular working
hours, it is crucial to allocate sufficient time for the role and
reduce other duties accordingly. This is especially impor-
tant in the preparation and start-up phase of the technology
introduction when data entry is pending. In the childcare
centers, the workload was about three to four working days
in the first three to four weeks and an average of two hours
per week later. Care was taken to double staff the role to
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Table 3 Components of the role definition of a Digitization Companion
Tab. 3 Bestandteile der Rollendefinition von Digitallots:innen

Components Central questions about the role components

Vision What is the Digitization Companion important for?

Primary tasks What are the Digitization Companions’ main tasks?
What is the Digitization Companion not responsible for?

Support Who can ask the Digitization Companion for help?
Who supports the Digitization Companion?

Responsibilities and per-
missions

Where is the Digitization Companion authorized to make decisions?

Information exchanges What information does the Digitization Companion need to share (and with whom)?
What information does the Digitization Companion rely on (and from whom)?

Competences and skills What competencies (e.g., knowledge, soft skills) are required to perform the role of a Digitization Companion?

reduce the workload of individual employees and to com-
pensate for absences due to illness.

Qualification: A Digitization Companion needs special
skills to perform the role successfully. In the SO-SERVE
project, the Digitization Companions have acquired the
necessary technical qualification for their role both by par-
ticipating in the software provider’s introductory training
course and by subsequently familiarizing themselves with
the functions and use of the software. For this purpose, they
were provided with the technical resources a few weeks
earlier than their colleagues, including login and adminis-
trative access rights to the software. It has become apparent
that Digitization Companions require not only technical
expertise but also social and organizational skills, such as
bundling tasks and being open to colleagues’ wishes. These
skills should either already exist in the digital pilots or be
developed accordingly. Concerning knowledge manage-
ment, it is worthwhile for several Digitization Companions
to network within their institution and across institutions to
reflect on and optimize their roles and areas of responsibi-
lity.

Communication: The role description (see Fig. 3) should
be made accessible to all team members well in advance of
the roll-out. In the SO-SERVE project, the role description
canvas was posted in the break room to inform employees.
Additionally, it was made available digitally on the intranet
and as a note to the team in the software. It is also important
to create transparency about the additional time resources
of the Digitization Companions in the team to prevent dis-
cord and increase acceptance, for example, by anchoring
the times required to perform the role in the duty roster.

5 Conclusion

Current demographic, economic, and global changes are
increasing the already high work demands on employees in

person-related services. In these turbulent times, preventive
work design can help maintain employees’ ability to work,
keep absenteeism and turnover low, and motivate engaged
and efficient work. Humane work design is therefore not
only essential for employee satisfaction, health, and safety
but also a prerequisite for achieving economic goals and
satisfying customers (Bräunig and Kohstall 2013).

As simple as the connection between employee and cus-
tomer satisfaction may seem, it is sometimes challenging
to convince practitioners of the importance of work design.
Work design is often seen as a rather dry and less impor-
tant task. However, work design should not be regarded
as an obligatory, independent activity in the company but
as a proactive part of the company’s strategic planning pro-
cesses to achieve the company’s goals. To support this chal-
lenging requirement practically, we have developed useful
tools for practitioners within the SO-SERVE project. The
tools emerged as a result of the SO-SERVE principles pre-
sented. The main principle of Social Service Engineering
is that design measures must always meet the criteria of
both employee-oriented work and customer-oriented ser-
vice. Social Service Engineering is thus a multidisciplinary
approach to the design of (digital) transformation processes
in organizations, as called for by Verhoef et al. (2021). It is
now up to the service organizations to put the approach into
practice, guided by the SO-SERVE principles and using the
supporting SO-SERVE tools.

The SO-SERVE tools are mainly conceptualized for con-
dition-related work design, in line with the Social Service
Engineering principle #6. It is true that managers must en-
sure that the necessary individual-related measures are real-
ized, such as qualification and training for technology use.
However, implementing condition-related measures to im-
prove the underlying critical working conditions remains
indispensable. We believe that person-related measures that
stand alone and do not go beyond ‘motivation and self-
optimization training’ can have a frustrating effect on em-
ployees—especially for employees exposed to particularly
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high work demands for which no improvement measures
are taken.

In the SO-SERVE project, we have addressed digitiza-
tion in organizations as a work design and service design
measure. However, digital technologies themselves require
accompanying design measures during their implementa-
tion process. Therefore, work psychologists accompanied
the digitization process in the project to develop tools fa-
cilitating the transformation for employees and managers.
Specifically, the tools depicted in this paper create an or-
ganizational frame for implementing digital technologies.
The two checklists help to set the conditions for using the
new system by giving an overview of the preparatory steps
and processes. With the second condition-oriented tool, the
Digitization Companions, a point of contact for employ-
ees is installed within the business units. This approach has
proved so useful that we can well envisage offering a similar
contact point for parents, made up of parent representatives.

As a practical part of the project, the SO-SERVE tools
were used to successfully support a software and hardware
implementation project in two daycare centers. The reported
experiences with the SO-SERVE tools were very positive,
but their thorough evaluation is currently pending. Initial
evaluation results have already shown that the project’s goal
of gaining more time for pedagogical work with the chil-
dren through the use of the internal communication tool of
the software has been achieved. However, introducing the
software in the daycare centers tied up many personal and
financial resources. When the educators started using the
software, they even felt that the extra time they needed to
operate it contradicted the software’s actual goal of giving
them more time for pedagogical work with the children.
Fortunately, this disadvantage has been overcome by the
time-saving effect after the familiarization phase, and other
daycare centers are currently following the project daycare
centers with the software implementation.

To conclude, Social Service Engineering provides ser-
vice companies with a framework to improve working con-
ditions and employee satisfaction, as well as service quality
and customer satisfaction, even in times of change.

Acknowledgements We sincerely thank our practice partners in child-
care and elderly care, who supported us in carrying out the research and
development project.

This publication is a result of the research and development project
SO-SERVE. The project is funded by the German Federal Ministry of
Education and Research (BMBF) and the European Social Fund (ESF)
as part of the program ’Innovations for Tomorrow’s Production, Ser-
vices and Work’ (funding code 02L18A180ff.) and is supervised by
the Project Management Agency Karlsruhe (PTKA). The authors are
responsible for the content of this publication.

Funding Open Access funding enabled and organized by Projekt
DEAL.

Open Access This article is licensed under a Creative Commons At-
tribution 4.0 International License, which permits use, sharing, adapta-
tion, distribution and reproduction in any medium or format, as long as
you give appropriate credit to the original author(s) and the source, pro-
vide a link to the Creative Commons licence, and indicate if changes
were made. The images or other third party material in this article are
included in the article’s Creative Commons licence, unless indicated
otherwise in a credit line to the material. If material is not included
in the article’s Creative Commons licence and your intended use is not
permitted by statutory regulation or exceeds the permitted use, you will
need to obtain permission directly from the copyright holder. To view
a copy of this licence, visit http://creativecommons.org/licenses/by/4.
0/.

References

Aronsson G, Theorell T, Grape T, Hammarström A, Hogstedt C,
Marteinsdottir I, Skoog I, Träskman-Bendz L, Hall C (2017) A
systematic review including meta-analysis of work environment
and burnout symptoms. BMC Public Health 17:264. https://doi.
org/10.1186/s12889-017-4153-7

Barrett AK, Stephens KK (2016) The pivotal role of change ap-
propriation in the implementation of health care technology.
Manag Commun Q 31(2):163–193. https://doi.org/10.1177/
0893318916682872

Bersin J (2019) Digital transformation is a people problem, not a tech-
nology problem. Josh Bersin on why we need to re-think the
value propositions of the businesses we’re in. O’Reilly Me-
dia. https://www.oreilly.com/radar/digital-transformation-is-a-
people-problem-not-a-technology-problem/#t=87. Accessed 7
Nov 2022

Bräunig D, Kohstall T (2013) Calculating the international return on
prevention for companies: Costs and benefits of investments in
occupational safety and health. Final report 2013, Version 2.
Issa International Social Security Association. https://ww1.issa.
int/sites/default/files/documents/publications/2-ROP-FINAL_en-
157255.pdf. Accessed 20 Oct 2022

Burris J (2019) Syncing with families: Using technology in early child-
hood programs. Am J Educ Learn 4(2):302–313. https://doi.org/
10.20448/804.4.2.302.313

Cascio WF, Montealegre R (2016) How technology is changing
work and organizations. Annu Rev Organ Psychol Organ Behav
3:349–375. https://doi.org/10.1146/annurev-orgpsych-041015-
062352

Colombo F, Oderkirk J, Slawomirski L (2020) Health information
systems, electronic medical records, and big data in global health-
care: Progress and challenges in OECD countries. In: Haring R,
Kickbusch I, Ganten D, Moeti M (eds) Handbook of global
health. Springer, Cham, pp 1–31 https://doi.org/10.1007/978-3-
030-05325-3_71-1

Eller R, Alford P, Kallmünzer A, Peters M (2020) Antecedents, con-
sequences, and challenges of small and medium-sized enterprise
digitalization. J Bus Res 112:119–127. https://doi.org/10.1016/j.
jbusres.2020.03.004

Eurofound (2020) Impact of digitalisation on social services. Publica-
tions Office of the European Union, Luxembourg https://doi.org/
10.2806/630187

Forstner A, Nedbal D (2017) A problem-centered analysis of enter-
prise social software projects. Procedia Comput Sci 121:389–397.
https://doi.org/10.1016/j.procs.2017.11.053

Friedrich J, Gilbert K, Pietrzyk U, Römer V, Steputat-Rätze A, Zinke-
Wehlmann C (2021) Perspektiven auf die Gestaltung von Interak-
tionsarbeit. Whitepaper https://doi.org/10.25368/2021.4

K

http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
https://doi.org/10.1186/s12889-017-4153-7
https://doi.org/10.1186/s12889-017-4153-7
https://doi.org/10.1177/0893318916682872
https://doi.org/10.1177/0893318916682872
https://www.oreilly.com/radar/digital-transformation-is-a-people-problem-not-a-technology-problem/#t=87
https://www.oreilly.com/radar/digital-transformation-is-a-people-problem-not-a-technology-problem/#t=87
https://ww1.issa.int/sites/default/files/documents/publications/2-ROP-FINAL_en-157255.pdf
https://ww1.issa.int/sites/default/files/documents/publications/2-ROP-FINAL_en-157255.pdf
https://ww1.issa.int/sites/default/files/documents/publications/2-ROP-FINAL_en-157255.pdf
https://doi.org/10.20448/804.4.2.302.313
https://doi.org/10.20448/804.4.2.302.313
https://doi.org/10.1146/annurev-orgpsych-041015-062352
https://doi.org/10.1146/annurev-orgpsych-041015-062352
https://doi.org/10.1007/978-3-030-05325-3_71-1
https://doi.org/10.1007/978-3-030-05325-3_71-1
https://doi.org/10.1016/j.jbusres.2020.03.004
https://doi.org/10.1016/j.jbusres.2020.03.004
https://doi.org/10.2806/630187
https://doi.org/10.2806/630187
https://doi.org/10.1016/j.procs.2017.11.053
https://doi.org/10.25368/2021.4


Z. Arb. Wiss. (2023) 77:257–269 269

Gilbert K, Kirmse AC, Pietrzyk U, Steputat-Rätze A (2020) Gestal-
tungshinweise für die praktische Umsetzung der Gefährdungs-
beurteilung psychischer Belastung. Z Arb Wiss 74:89–99. https://
doi.org/10.1007/s41449-020-00201-2

Hilali KSA, Mughairi BMA, Kian MW, Karim AM (2020) Coach-
ing and mentoring-concepts and practices in development of
competencies: A theoretical perspective. Int J Acad Res Ac-
count Finance Manag Sci 10(1):41–54. https://doi.org/10.6007/
IJARAFMS/v10-i1/6991

Ingaldi M, Klimecki-Tatar D (2022) Digitization of the service pro-
vision process—Requirements and readiness of the small and
medium-sized enterprise sector. Procedia Comput Sci 200:
237–246. https://doi.org/10.1016/j.procs.2022.01.222

Kane G (2019) The technology fallacy: People are the real key to dig-
ital transformation. Res Manag 62(6):44–49. https://doi.org/10.
1080/08956308.2019.1661079

Kirk S, King J (2022) EAP teacher observation: Developing crite-
ria and identifying the forms of pedagogic practice they afford.
J Engl Acad Purp 59:101139. https://doi.org/10.1016/j.jeap.2022.
101139

Krick T, Huter K, Seibert K, Domhoff D, Wolf-Ostermann K (2020)
Measuring the effectiveness of digital nursing technologies: De-

velopment of a comprehensive digital nursing technology out-
come framework based on a scoping review. BMC Health Serv
Res 20:243. https://doi.org/10.1186/s12913-020-05106-8

O’Connor K, Muller Neff D, Pitman S (2018) Burnout in mental health
professionals: A systematic review and meta-analysis of preva-
lence and determinants. Eur Psychiatr 53:74–99. https://doi.org/
10.1016/j.eurpsy.2018.06.003

Parker SK, Grote G (2022) Automation, algorithms, and beyond: Why
work design matters more than ever in a digital world. Appl Psy-
chol 71:1171–1204. https://doi.org/10.1111/apps.12241

Verhoef PC, Broekhuizen T, Bart Y, Bhattacharya A, Dong QJ,
Fabian N, Haenlein M (2021) Digital transformation: A multidis-
ciplinary reflection and research agenda. J Bus Res 122:889–901.
https://doi.org/10.1016/j.jbusres.2019.09.022

Vial G (2019) Understanding digital transformation: A review and a re-
search agenda. J Strateg Inf Syst 28:118–114. https://doi.org/10.
1016/j.jsis.2019.01.003

Wang W-T, OuW-M, Chen W-Y (2019) The impact of inertia and user
satisfaction on the continuance intentions to use mobile commu-
nication applications: A mobile service quality perspective. Int J
Inf Manage 44:78–193. https://doi.org/10.1016/j.ijinfomgt.2018.
10.011

K

https://doi.org/10.1007/s41449-020-00201-2
https://doi.org/10.1007/s41449-020-00201-2
https://doi.org/10.6007/IJARAFMS/v10-i1/6991
https://doi.org/10.6007/IJARAFMS/v10-i1/6991
https://doi.org/10.1016/j.procs.2022.01.222
https://doi.org/10.1080/08956308.2019.1661079
https://doi.org/10.1080/08956308.2019.1661079
https://doi.org/10.1016/j.jeap.2022.101139
https://doi.org/10.1016/j.jeap.2022.101139
https://doi.org/10.1186/s12913-020-05106-8
https://doi.org/10.1016/j.eurpsy.2018.06.003
https://doi.org/10.1016/j.eurpsy.2018.06.003
https://doi.org/10.1111/apps.12241
https://doi.org/10.1016/j.jbusres.2019.09.022
https://doi.org/10.1016/j.jsis.2019.01.003
https://doi.org/10.1016/j.jsis.2019.01.003
https://doi.org/10.1016/j.ijinfomgt.2018.10.011
https://doi.org/10.1016/j.ijinfomgt.2018.10.011

	Introducing digital technologies in person-related services—Support through Social Service Engineering
	Abstract
	Zusammenfassung
	Maximizing the benefits of digitization
	Social Service Engineering (SO-SERVE)
	General approach and principles
	Methodological approach for the development of Social Service Engineering
	Applying Social Service Engineering in the use cases

	Steps to success—The SO-SERVE Digitization Checklists
	Objectives of the Digitization Checklists
	Making the Digitization Checklists work

	With a ‘guide on the side’—The Digitization Companions
	Objectives of Digitization Companions
	Making the Digitization Companionship work

	Conclusion
	References


