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Introduction
This study aims to explore new approaches to research and knowledge exchange on how FinTech SMEs can support workplace and people 

management solutions that maximise the potential of their employees at all levels to contribute innovation in the development and delivery of 
Digitally Enhanced Advanced Services (DEAS).

Research Questions
1. What workplace and people management strategies do, and 

should, Fintech SMEs have in place to ensure that employees 
have the ability, motivation and opportunity to maximise the 
impact of servitisation strategies, by providing agility, 
innovation and responsiveness in co-designing and delivering 
DEAS? 

2. Are there approaches to skills development – and models of 
work organisation and teamworking – that are more or less 
likely to support ‘innovative work behaviours’, whereby 
managers, employees and stakeholders are empowered to 
collaborate and innovate in co-designing and delivering DEAS? 

Participants
This research employs a co-creative approach, the research team 
is working with a small number of SMEs in the FinTech sector. The 
FinTech sector has been chosen as the focus of this research 
because DEAS are at the core of their operations. 

FinTech can be defined simply as “technology used as part of the 
delivery of financial products and services” with a FinTech 
company being one that “has a business and operational model 
based around fintech enabled products and services” (Powell et al. 
2021:7). The importance of the sector has been highlighted 
recently, most notably in the Kalifa Review (2020) which stated: “It 
is a permanent, technological revolution, that is changing the way 
we do finance” (Kalifa Review 2020: 3).

Methods

Focus Groups Online Survey      Weekly Pulse 
Surveys 

Toolkit
In addition to the academic outputs of this research project, the 
research team will co-create a toolkit which can be used by other 
organisations in the FinTech sector to assess the alignment 
between their workplace and people management practices and 
what they are aiming to achieve in relation to their DEAS.

Research Team: Strathclyde Business School - Professor Colin Lindsay, 
Professor Patricia Findlay, Professor Matthew Revie, Dr Nicola Murray.       

In partnership with FinTech Scotland.

Innovative Work Behaviours (IWBs)
IWBs are “employee behaviours directed at the generation, introduction 
and/or application (within a role, group or organisation) of ideas, 
processes, products or procedures that significantly benefit the relevant 
unit or organisation” (De Spiegelaere et al. 2014: 126).
IWBs underpin employee driven innovation that has the potential to 
lead to a wide range of positive outcomes including improvements in 
products/services and processes and procedures (ways of working). 
Focusing on innovation at the individual employee level can also help 
make work feel more worthwhile promoting factors such as retention, 
engagement and satisfaction (see Bos-Nehles et al. 2017). This research 
explores the enabling role IWBs can play in supporting DEAS.

Workplace and People Management 
Practices for DEAS

Many of the factors identified as shaping organisations’ journeys 
towards effective servitisation strategies (Baines et al. 2020) also 
appear in research on drivers and constraints on employees’ 
opportunities to innovate in a broader range of organisational and 
workplace settings (Findlay et al. 2017, 2020). This research explores 
the interplay between these two areas and in particular, aims to 
identify the workplace and people management practices necessary 
to ensure employees have the Ability, Motivation and Opportunity to 
effectively deliver DEAS.

Research Underpinnings

Servitisation
Traditionally, servitisation is understood to be “a transition or 
transformation which is largely characterised as a linear and gradual 
move along a product continuum from less to more sophisticated 
services” (Baines et al, 2020: 2). At its core, it is about ‘creating 
additional customer value’ (Godsiff and Wood, 2020). Advanced 
services can be considered as the most developed level of the 
servitisation continuum (Baines et al, 2017). This research builds on 
the limited existing research that explores the core skills and 
competencies required by employees for successful servitisation such 
as service-centricity, flexibility and relationship building (Baines et al. 
2013. See also: Johnstone et al. 2014; Rabetino et al. 2017; Polo 2018; 
Adam 2018; Paschou et al. 2018, 2019).


