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Summary: The charity and voluntary sector is an important service sector that offers social 
provisioning and generates value for the vulnerable groups. Evidence demonstrates that 
following the COVID-19 outbreak, the sector has faced challenges in effective digitalisation of 
their services whilst maintaining relational value propositions. Building on lessons learnt in 
servitization concerning the development of co-created and user-centred solutions, this 
research employs a bricolage strategy to empirically develop a toolkit for digitally enhanced 
advanced social provisioning services. This study contributes to the theory and practice by 
expanding the concept of advance services to the charity and community sector. 
 

Introduction/purpose: A large percentage of the voluntary sector is dedicated to delivering 
support services to vulnerable groups to help their transition into normal life and to sustain this 
transformation. The sector’s practices are often built upon the principles of relationship-based 
and person-centred approach and operationalised through incorporating different touchpoints 
(e.g., physical, sensorial, symbolic, and social) in service design and not simply providing a 
core service. However, in transitioning social provisioning to digital platforms, the question 
remains as to how the sector can transfer human touchpoints online and meet the relational 
needs of their service users. Learning from the principles of Digitally Enhanced Advanced 
Services (DEAS) and using a bricolage strategy, this research attempts to explore how the 
charity sector can ensure that the relational approach is embedded in their COVID-inspired 
digital social provisioning which is crucial to the delivery of their expected wellbeing outcomes. 
 

Theoretical background: DEAS are a cluster of high-value business models that focus on 
the delivery of outcomes rather than the delivery of services (Ennis & Barnett, 2019). 
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Advanced services are offerings that focus on the on-going outcomes from service 
consumption, specific to individual service users, and are more concerned with how the 
service is used and the value of the outputs than the efficiency of service processes (Baines 
& Howard, 2014; Ziaee Bigdeli et al., 2018). Digital technologies play key roles in the 
development and delivery of the DEAS and COVID-induced digitalisation of voluntary services 
is an opportunity for the sector to adapt their business models to ultimately develop and deliver 
digitally enhanced advanced social provisioning. Social provisioning is the process of 
organising activities through social relations to access and integrate resources, often in 
contexts outside price-based markets, and plays a critical role in emergencies and crisis 
recovery (Cheung, McColl-Kennedy, & Coote, 2017). 

 While there are a plethora of digital solutions for social provisioning, the greatest 
challenge remains in providing the “human touch” in digital social provisioning, something that 
is crucial for the wellbeing outcomes of the service. Human touch refers to human interaction 
or interpersonal exchange that leads to relational value for beneficiaries (Solnet et al., 2019). 
To address this challenge, we adopt a bricolage strategy (Witell et al., 2017) that involves 
developing creative solutions (e.g., service toolkit or blueprint) by combining existing and 
limited resources to understand how to integrate the human touch into social provisioning 
across digital platforms.  

 
Research methodology: Adopting a bricolage strategy, we use a variety of exploratory 

qualitative research methods in a charity context to investigate the integration of human touch 

in digital social provisioning for refugee service users during the COVID lockdown. The study 

includes: 

1. Inquiry: We conduct needs assessment through 25 online interviews and 3 online focus 

groups with service providers and service users on their service experiences and preferences 

during the COVID pandemic to develop a service blueprint. We conduct a thematic analysis 

to identify key touchpoints and important interactions with impacts on wellbeing outcomes. 

2. Solution development: Using data from the first phase, we adopt a bricolage strategy to 

propose a digitally enhanced advanced service/intervention based on charity’s existing 

resources. This results in developing a service toolkit involving various touchpoints.  

3. Usability study: We introduce the proposed solution (i.e., service toolkit as guided by the 

service blueprint) to a group of refugee service users and record their behaviour and 

commentaries through observation, field notes, and follow-up interviews. 

Findings (expected):  
This research is a work under progress and in the usability study phase. The intended 

deliverable is a service blueprint proposing a service toolkit composed of various touchpoints 
through which digital social provisioning can be executed with anticipated relational value and 
wellbeing outcomes. 

 
Theoretical and practical contributions: 

This research contributes to the DEAS literature by proposing a digitally enhanced 
advanced social provisioning toolkit to the charity and community sector that can lead to 
greater technology acceptance within the sector and by their service users. Findings from this 
study enable the sector in allocating/relocating their resources based on the user’s needs to 
ensure the sustainability of their services and to develop resilience and agility in face of crises 
or in post-crisis recovery.  
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