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Background

• The COVID-induced digitalisation of charity and voluntary services demonstrates that the adoption

of technology is an important way for the sector to stay relevant and functional.

• The digitalisation of charity and voluntary services poses a threat to the social integration and social

wellbeing of their service users, often vulnerable groups, who rely not only on a charity’s core

service (e.g. education and training, money matters, etc.) but also on complementary peripheral

services in form of meaningful and sympathetic human interactions (i.e. human touch).

• The principles of servitization and particularly the concept of advanced services with its focus on the

delivery and value of outcomes can assist charity and voluntary sector to offer digital services those

are person-centric and holistic.

KnowledgeGap

• How do service users experience human touch in digital charity and voluntary services?

• How to augment human touch in digital charity and voluntary services to maintain the wholesome

support, address social needs and foster social wellbeing of service users?

Methods

• A three-stage study:

1. Inquiry: 25 interviews and 2 focus groups

2. Solution development: following a bricolage strategy and through a participatory approach

3. Usability study: evaluating the devised solution in 10 iterations with 5 follow-up interviews

Conclusions

• For advanced charity and voluntary services, users value is centred on the multiplex wellbeing

outcomes and not merely the use of core services.

• Social integration and social wellbeing could be considered as performance measures in digital

transformation of the charity and voluntary sector.

Findings

• Service users' poor appraisal of their social integration and a sense of being socially disadvantaged are

the main barriers for digital charity and voluntary services to deliver wellbeing outcomes.

• The value of digitally enhanced advanced services in charity and voluntary sector is contingent on the

extent to which a service is socially enhanced and allows the flow of social resources.
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