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Chapter 8
Responsible Digital Transformation 
of Social Welfare Organizations

Birte Schiffhauer and Udo Seelmeyer

8.1  �Introduction

In recent years, the debate on digitalization played an increasingly important role in 
welfare organizations. However, the term digitalization is used to describe a variety 
of different things (Hess 2019): (1) A narrow use of the term refers to the binary 
coding of analogue information and thus to make it available for data processing in 
computer systems, for example, when scanning a paper document. (2) A broader 
term refers to the processes and procedures that change in the course of using digital 
technology, for example, in organizations. (3) In a comprehensive sense, digitaliza-
tion describes a social and societal transformation process described in terms such 
as the “network society,” the “knowledge society,” the “information society,” the 
“control and surveillance society,” the “digital capitalism” or the “culture of digi-
tality.” In the following, we take the second definition of digitalization as a basis. We 
do not understand digitalization in a narrow technical sense, but rather focus on 
aspects of social and organizational embedding and contextualization of socio-
technical systems.

Digitalization is already an integral element of social welfare organizations: 
Information systems support professionals during anamneses, planning, account-
ing, administration and documentation (Gillingham et al. 2020; Ley 2012). Digital 
technology supports communication in the social sector, communication between 
professionals, but also between professionals and clients (Döring 2019; Seelmeyer 
2018). Some organizations use online counselling, and even the usage of chatbots to 
support social services is debated (Waag et al. 2020). Another technology strongly 
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discussed is the application of decision support systems (Bastian 2017; Schneider 
and Seelmeyer 2019; Gillingham et al. 2020). Those systems are algorithm-based 
and make use of big data analysis. In addition, assistive technologies support social 
services (Klein 2010; Schiffhauer 2020). Using those sorts of technology can have 
great impact on organizations, professionals and clients (Kutscher et al. 2014) as 
well as on society.

Digitalization should be handled and reflected by social welfare organizations in 
respect of four dimensions: risk, chance, responsibility and necessity (Schiffhauer 
2019): Digitalization poses multiple social and ethical challenges (like substitution 
of employees or surveillance), which must be observed and evaluated in terms of the 
goals of social organizations. Chances of digitalization present themselves in open-
ing up opportunities for the employees and addressing social services (e.g. support-
ive innovative technology). Social organizations need to take the responsibility of 
actively monitoring and constructing the effects of digitalization for the benefit of 
the people and to enhance social compensation, as counteracting discrimination is 
one of the major tasks for social welfare (BAGFW 2017). Finally, digitalization is a 
necessity as it is essential to reduce costs or improve services and disruption of 
traditional social services can already be identified (e.g. offering different kinds of 
social services through a single platform, Faiß 2018). These four dimensions eluci-
date the importance for a responsible digital transformation of social welfare orga-
nizations understood as a continuous organizational process of change. Thereby, the 
integration of innovative technologies has to be considered, which transform prod-
ucts, services, business processes and business models.

However, there is no blueprint on how social welfare organizations could go 
through this digital transformation process. Common innovation and organizational 
development processes cannot be applied easily as social welfare organizations dif-
fer from industrial companies (Eurich et al. 2018, p.3; Parpan-Blaser 2018, p.262). 
Accordingly, there are hardly any models for social services to initiate, design and 
implement social innovation processes (Parpan-Blaser 2018, p.262; Schöttler 2018, 
p.157, Eurich et al. 2018, p.1). Furthermore, there is a lack of systematic concepts 
for the evaluation of technologies for usage in welfare organizations (Buhr et al. 
2016) and for social services (Becka et al. 2017). In this respect, it is necessary to 
adapt procedures from the context of technology development to the requirements 
and general conditions of social welfare organizations and at the same time to 
develop suitable models for introducing and anchoring digital technology as a social 
innovation in the organizations. How this challenge can be encountered will be 
illustrated by means of a case study that describes a corresponding procedure at the 
German social welfare organization Arbeiter-Samariter-Bund; Workers’ Samaritan 
Federation North Rhine-Westphalia registered association (ASB NRW e.V.) Without 
recapitulating the scientific discourses on organizational change processes, at least 
a well-founded classification of the case study outlined below should be made. The 
procedure developed there is based on reflexive approaches of technology develop-
ment, characterized by a strong emphasis on user-centricity and the inclusion of 
ethical aspects. These approaches are not limited to the aspect of technology devel-
opment but are extended by elements of organizational development as well as criti-
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cal success factors of change processes. As a basis for this, fundamental aspects for 
a successful organizational development in social welfare organizations will be 
worked out in the following in order to link this in a next step with existing frame-
works and methods from the context of technology development such as Responsible 
Research and Innovation (RRI), Design Thinking and Human-Centred Design 
(HCD) for interactive systems.

8.2  �Organizational Development and Innovation 
in the Context of Social Services

Discussions about and management of transformations in welfare organizations 
should involve organizational-theoretical considerations. Different disciplinary 
approaches – from sociology and psychology to business administration and man-
agement – differ both in their focus on content and in whether they primarily pro-
vide analytical or practical knowledge. Classical organizational models in the 
tradition of Max Weber assume that organizations are essentially structured by 
rationality of purpose. However, recent approaches in organizational sociology 
point out that such rationalities of purpose have a legitimizing rather than an instru-
mental function in the control of the organization (Grunwald 2018). This leads to a 
shift towards informal logics and practices in organizations, which can complement, 
irritate and overlap formal processes and structures (Büchner 2020). These findings 
can be used as analytical starting points for the processes of organizational learning 
and organizational development in the context of digital transformation. Out of the 
broad spectrum of organization-related theories, analyses and concepts, those deal-
ing with organizational change processes are of particular relevance to the following 
considerations (cf. as an overview, e.g., Schreyögg and Geiger 2016, 357 ff.). There 
are many findings on barriers to organizational change, as well as on the prerequi-
sites, principles, phase models and methods for successful change. Approaches such 
as organizational development (Cummings and Worley 2015) – in the diagnostic 
and dialogical variant  – organizational transformation, organizational design, 
change management (Doppler and Lauterburg 2019) or organizational learning 
(Huber 1991) can be roughly distinguished and described with their respective 
focuses and emphases. However, usually, they are not clearly defined and show 
some overlaps. These more basic approaches are complemented by more limited 
and focused concepts such as quality development, quality management, knowl-
edge management or – currently popular – innovation management.

Core elements of almost all models of organizational development and at the 
same time critical success factors of change processes are employee participation 
and transparency of communication about the process (Frey et al. 2008). Frey and 
colleagues point out that change processes can lead to uncertainty among employ-
ees. They suggest that employees should participate at the change process, so that 
they can (re)gain control over the situation. This could lead to a stronger identifica-
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tion of the employees with the project and further on motivate and encourage their 
involvement. In addition, there should be a clear goal and vision set up and com-
municated in a transparent way to everyone involved. A common mutual awareness 
is seen as a basic principle for a successful change management process. A close 
connection between technology and organization is also central to concepts such as 
innovation management (cf. Hauschildt et al. 2016). However, the methods devel-
oped there, which are usually designed for the corporate context, cannot be easily 
transferred to the field of social work and welfare organizations.

There are three types of organization that predominate in the field of social work 
in Germany: (1) state agencies and administrations, which can act both as funding 
partner and provider of services, (2) welfare organizations and (3) social economy 
enterprises, whereby in practice, different hybrid forms of the latter ideal types 
occur. The organization Arbeiter-Samariter-Bund referred to in the case study can 
be assigned to organization type “welfare association,” but also has elements of the 
type “social economy enterprise.” Social welfare organizations can be determined 
as “professional organizations” (Klatetzki 2012), which combine bureaucratic 
structures within team structures based on professional values (Klatetzki 2012, 175 
f.). Besides bureaucratic and profession-related rationalities, Schöttler refers to eco-
nomic, socio-political and association-specific religious or ideological objectives 
and logics as supplemental rationalities (Schöttler 2019, p. 90). In order to connect 
these multiple rationalities productively, additional communicative spaces are 
needed. Those enhance the “discourse capacity” of the organization and lead not 
only to technical but also systemic innovations (Schöttler 2017, 2019). The charac-
teristic of social welfare organizations as pluralistic or hybrid organizations is 
important for the design of innovation and transformation processes: In contrast to 
routine and projects, innovations are characterized by the fact that neither path nor 
goal is clear and must be developed first. Therefore, the mindset for goal develop-
ment associated with the term “open innovation” (Chesbrough 2003) is evident in 
the entrepreneurial context (Schöttler 2019). Nevertheless, innovations are always 
risky as well as the resources used for them. Hence, Schöttler proposes a “state-gate 
process” (Cooper 1990) as a multi-stage decision-making process with increasing 
resource input.

As social work can be defined as “a practice-based profession and an academic 
discipline that promotes social change and development, social cohesion, and the 
empowerment and liberation of people” (IFSW 2014), social welfare organizations 
base their work on specific norms and values. The importance of specific norms and 
values lies in the interaction with often vulnerable or marginalized groups and/or 
individuals. The goal is to help, to empower them and to increase their well-being 
(Homfeldt 2012, p. 499). Therefore, it can be stated that working with those people 
implies moral and legal components (Klatetzki 2010, p. 10). Social services in par-
ticular have a moral component, since clients are often affected by social problems, 
which are anchored in the social structure of a society. These can change depending 
on the current norms and values of a society, so social services also require analyti-
cal reflection (Kessl and Otto 2012, p. 1310ff.) For example, in their work, profes-
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sional social workers refer to a code of ethics that includes human rights and social 
justice (DBSH 2016, p. 2; Staub-Bernasconi 2009, p.133ff).

Thus, social welfare organizations have to focus on the social and ethical aspects 
of digital transformation and innovation processes. Innovations in this field are 
always to be conceived as social innovations in the sense that they are “innovative 
activities and services that are motivated by the goal of meeting a social need and 
that are predominantly diffused through organizations whose primary purposes are 
social” (Mulgan 2006, p.146). Although systematic concepts for a responsible and 
reasonable ethical and digital transformation for social welfare organizations are 
missing “Responsible Research and Innovation” (RRI), Design Thinking and 
Human Centred Design (HCD) for interactive systems offer frameworks for respon-
sible innovations and therefore are discussed in the following chapter. RRI is a 
rather open framework for an ethically oriented design of research and development 
processes and has its roots in the context of European research policy and funding. 
Design Thinking is a methodological approach that aims at the development of user-
oriented, innovative problem solutions by combining different creativity techniques 
and a high degree of interdisciplinary cooperation. HCD in turn represents a process 
model especially for development of interactive technical systems, which also 
includes standards for this. The three approaches thus have a different focus on the 
levels (1) framework/orientation, (2) process/method and (3) content standards.

8.3  �Frameworks for Responsible Development 
and Implementation of Digital Technologies

The core problem of responsible innovations and digital transformation is that the 
effects must be anticipated in advance, but the consequences cannot be predicted 
with certainty until the innovation is developed and used. At the same time, it is dif-
ficult to alter the innovation, when it is widely distributed, so-called path depen-
dence (Collingridge 1980). Using the framework of RRI is one way to anticipate the 
impacts before and during the innovation process. Although there is no widely 
accepted definition of RRI (Bogner et al. 2015; Lindner et al. 2016), the idea is that 
“Responsible innovation is a collective commitment of care for the future through 
responsiveness, stewardship of science and innovation in the present” (Owen et al. 
2013, p.36). RRI is an iterative and multi-actor-integrating approach to direct and 
control research and innovation in a normative way, for example, based on sustain-
ability or social desirability (Lindner et al. 2016, p.10). Thus, the integration of such 
a process is suitable for social welfare organizations, as they aim “to motivate peo-
ple to work for the common good and […] to follow the idea of social justice as 
advocates for people in need of help” (https://www.bagfw.de/ueber-uns/freie-wohl-
fahrtspflege-deutschland/selbstverstaendnis). For the implementation of the RRI 
framework, four dimensions are proposed (Owen et al. 2013; Lindner et al. 2016): 
reflexivity, deliberation, responsiveness and anticipation. Being reflective means 
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rethinking one’s own activities, goals and motivations and assign to codes of con-
ducts and regularities (Owen et al. 2013; Stilgoe et al. 2013). Deliberation includes 
an inclusive approach, transparency of the project in the organization as well as in 
the public, open discussions and debates with stakeholders. Responsiveness refers 
to a collective and “open process of adaptive learning” (Owen et al. 2013, p. 38) in 
order to adapt the innovation process iteratively. The dimension anticipation encom-
passes the description and the analysis of potential (un-)intended impacts, including 
methods like technology assessment (Owen et al. 2013).

Design Thinking is an approach that can be used for developing and implement-
ing innovations of teams and organizations especially for “wicked” problems 
(Beckman and Barry 2007). The innovation approach Design Thinking can be 
applied to any area and any organization in order to increase innovative magnitude; 
it focuses on the user’s point of view and an interdisciplinary co-development with 
iterative circles to improve the outcome of the project (Carlgren et al. 2016). This 
approach is therefore also suitable for identifying innovation potential in social wel-
fare organizations. Human-Centred Design for interactive systems (HCD) accord-
ing to ISO 9241-210 provides a framework for orientation. HCD is a tool for the 
development of hardware and software to enhance human-machine interaction 
focusing on human factors. It proposes that the activities for designing human-
centred (digital) products are divided into different phases: Impulse & Planning, 
Specify Context of Use, User Requirements, Design Solution and Evaluation and 
Testing (DIN EN ISO 9241-210). These two processes can be combined well with 
each other.

Although Design Thinking and HCD focus on human factors, the ethical evalu-
ation and the focus on responsible innovation is not given enough attention. As it 
was stated before, ethics and responsibility should be the focus of innovation man-
agement in social welfare organization. Thus, Design Thinking and HCD could be 
combined with methods like RRI for a responsible development and integration of 
innovations in social welfare states. Therefore, even if there are no specific models 
of innovation processes for social services, innovative methods such as Design 
Thinking (Hartmann 2018, p.  144) and HCD together with RRI can be a useful 
starting point for social service organizations. Based on a project of technology 
development and implementation, a case study at the “Arbeiter-Samariter-Bund” 
(ASB) combined these approaches in order to guide the welfare organization 
through the process of digital transformation.

8.4  �Practical Experiences: A Case Study

The social welfare organization Arbeiter-Samariter-Bund (Workers’ Samaritan 
Federation) is a non-profit organization offering services to people’s needs like care 
for the elderly, rescue services, first aid, assistance for children and support for 
people with disabilities, as well as support for refugees. The organization has more 
than 1.2 million members and is divided into 16 regional organizations. One of them 
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is the ASB NRW e.V., where the conducted case study took place. Due to its special 
responsibility for vulnerable people, the ASB NRW e.V. aimed to innovate and 
integrate digital technology responsibly. As systematic concepts about the assess-
ment of technology usage and how to integrate technology in social welfare organi-
zations were missing, different concepts like RRI, Design Thinking and HCD were 
adapted and used to develop a concept for the digital transformation of the ASB 
NRW e.V.  Thereby, important insights of change management processes were 
included like participation of the team and transparency about the process (Frey 
et al. 2008). Of course, it has to be mentioned that digital transformation is a process 
and never is completed. In addition, processes in reality are never conducted as an 
ideal type.

Participation and transparency are important elements of successful change man-
agement processes (Frey et al. 2008; Werther and Jacobs 2014). Therefore, in 2019, 
the digitalization strategy for ASB NRW e.V. was developed on a participatory, 
human-centred and scientific basis. First a literature research and a qualitative orga-
nizational diagnosis were conducted. The qualitative organizational diagnosis was 
based on the results of a previous organization development process: all relevant 
documents were analysed regarding to their importance for digitalization. This was 
done to ensure that all association-specific religious or ideological objectives and 
logics were taken into account as suggested by Schöttler (2019, p. 90). Thereof a 
preliminary digitalization process was conducted.

In accordance with the RRI dimensions “reflexivity” and “deliberation,” five 
workshops were realized. Participants were all associated to the ASB NRW e.V., 
including volunteers, employees and managers. In all workshops, the preliminary 
digitalization process and – relating to the RRI dimension “reflexivity” – the goals, 
motivations and possible consequences were discussed. After each workshop, the 
digitalization process was adapted following the RRI dimension “responsiveness” 
and the idea of iteration of the HCD and Design Thinking (for detailed procedure: 
Schiffhauer 2019). These workshops also opened up additional communicative 
rooms, as it is needed in social welfare organizations for the development of a dis-
course (Schöttler 2017/2019). Because of these discussions, the following goal for 
the ASB NRW e.V. was defined as a guideline for the digitalization process: “On the 
one hand, the ASB aims to further develop its services and establish innovative ser-
vice areas through digitalization and further technical and medical progress. On the 
other hand, it is also the aim to maintain and further develop values such as human-
ity, solidarity and respect as the supporting pillars of our society – in the face of 
accelerating technological development” (Schiffhauer 2019).

Based on this guideline, two medium-term strategies were developed to achieve 
the stated goal. The first medium-term strategy is “Including the own expertise in 
the debate on digitalization in society as a whole.” It contains the constant and active 
participation of the ASB NRW e.V. in meetings, workshops and conferences on the 
topic of digitalization and society to contribute to the guideline. This strategy also 
includes creating transparency about the digitalization process within the ASB 
NRW e.V. Therefore, the digitalization process was presented at academic confer-
ences as well as at workshops for professionals and peers. Beneath transparency, 
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this also enhanced collaboration and communication between academics and soci-
ety, congruent with the RRI approach (Lindner et al. 2016). Transparency was also 
created via the website “asb-digitalisierung.de,” where information was provided 
about the process, all talks and participations at conferences, discussions and activi-
ties in society.

The second medium-term strategy was the deployment and implementation of a 
process for the “human-centered development of the social services of the ASB 
NRW e.V. through digitalization” (see Schiffhauer 2019). The HCD approach (DIN 
EN ISO 9241-210:2010–01) was used as a basis for the process, and methods of 
Design Thinking, RRI and ethical evaluation of socio-technical arrangements 
(Manzeschke et al. 2013) were integrated. The testing and application of this strat-
egy are described in the following.

First Phase: Impulse and Planning  Impulses are often an important prerequisite 
for innovations (Guldin 2004). After a visit to the virtual reality (VR) time travel 
through the historical Cologne, the idea emerged to use the immersive experience of 
VR in the first aid training. This approach fulfilled the function of opening up 
employees to the later process of integrating such technologies and arousing their 
interest, as described early on by Lewin (1947) as the first phase of Unfreezing for 
change processes. Afterwards, the planning of the project began. For this purpose, 
an interdisciplinary project group was formed.

Second Phase: Specify Context of Use  In the second phase, the context of use was 
determined (DIN EN ISO 9241-210). A scientific research and a market analysis 
took place to generate an overview of the current state of research in the field of 
“VR in first aid training.” To specify the context of use, it was agreed to develop a 
“Virtual Reality Learning Environment” (VRLE) as a 360° movie, which is sup-
posed to support the learning of first aid and can be used in the context of first aid 
training.

Third Phase: User Requirements  The third phase focuses on determining the user 
requirements of the product. For this purpose, a workshop involving all stakeholders 
(e.g. experts in first aid training) was conducted, following the recommendations of 
the HCD approach and the dimension deliberation of RRI. The previously consid-
ered context of use was put up for discussion (RRI-dimension: responsiveness) and 
expanded by the group of experts. The selection of the training units to be imple-
mented in VR was carried out in a participatory manner with Design Thinking 
methods such as brainwriting, clustering and brainstorming. In order to extract the 
usage requirements for the VR application, the most important points were col-
lected and written on maps in a brainstorming session. These points were then dis-
cussed and clustered in categories “benefit” and “concerns” in the plenum using a 
metaplan technique and a further category “challenge” was added. In particular, this 
discussion was accompanied by a lively debate on the goals, motives and conse-
quences (RRI dimension: reflexivity). In addition, an ethical evaluation scheme was 
developed and sent to the working groups to extract possible negative and positive 
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effects of the VR application and thus to integrate the RRI dimension “reflexivity” 
and “anticipation.” The evaluation scheme was developed from an adaption of the 
MEESTAR model (Manzeschke et al. 2013) with reference to the “Challenges of 
social work through digitalization” (Kutscher et al. 2014). In a joint web confer-
ence, the further development of the scenarios including the ethical evaluation 
scheme was discussed.

Fourth Phase: Design Solution  In the fourth phase, the prototype was developed. 
Working groups (including experts and other stakeholders) wrote the storyboard for 
the 360° film. The film was shoot in a Kindergarten and the application was 
programmed.

Fifth Phase: Evaluation and Testing  In the fifth phase, the prototype was tested 
and evaluated. A first usability and user experience (UX) evaluation with the method 
thinking aloud (Nielsen 1994) was realized with ASB members as participants. 
Thinking aloud is a method often used in Design Thinking processes and for the 
evaluation of usability and UX, where the user is thinking aloud when working on 
the tasks. It has the advantage that possible obstacles or annoyances of the prototype 
can be identified directly (Nielsen 1994). The aim was to identify the most serious 
usability problems and first UX aspects in order to report them to the company 
quickly. In addition, the participants were also asked to fill out the ethical evalua-
tion. Based on the results of the first UX study, the application was adjusted (RRI 
dimension: responsiveness).

Throughout the whole process, the success factors of change management were 
kept in mind (Frey et al. 2008). In order to ensure transparency, for example, a high-
quality designed mailing was sent to all ASB state associations and to the ASB 
federal association. The mailing contained a cover letter informing about the digita-
lization process at the ASB NRW e.V. and inviting further discussions on the oppor-
tunities and challenges and encouraging questions, ideas and suggestions.

8.5  �Conclusion

This description of the practical example aimed to give an insight into ideas of how 
social welfare organizations are dealing with digital transformation processes. Just 
as the visit to the virtual reality time travel through the historical Cologne initiated 
the unfreezing phase for the VR Project, the VR Project can be understood overall 
as an unfreezing phase for a broader organizational development process. It has to 
be evaluated in the future how the developed strategy and the VR Project works into 
the organization and could transform the organization socially and ethically. 
Although this is just a beginning, the described strategy and the project enhanced 
the communication about digitalization. Often it is not clear what people are refer-
ring to when speaking of digitalization. The workshops created a common under-
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standing about what digitalization is and even more important which goals and 
values the ASB NRW e.V. is aiming to proceed in a digitalized future. Digitalization 
was no longer a fuzzy cross-section topic but a tangible project one can refer to as 
an example for digitalization. At the ASB NRW e.V., the communication about digi-
talization was enhanced due to the specific reference to the VR Project – like the 
naming of extreme weather phenomena improves the communication about them 
among the population (National Weather Service 2014).

The project also served as a lighthouse project to provide a model on how digi-
talization projects or the development and implementation of innovative technology 
can be carried out. Because of its high relevance, great importance was given to 
planning and reflecting the process in detail, involving and motivating people to 
participate and training the team in evaluation of ethical aspects of innovative proj-
ects. This was very time consuming and sometimes, it was difficult to motivate 
people to participate in a further evaluation as this project was in addition to their 
regular work. It is questionable whether it is possible for an organization to provide 
the time resources. Further projects should be able to be implemented more quickly 
as existing knowledge about the process is already available. Nevertheless, it seems 
feasible to reduce the workload of the experts. Although participation is needed and 
appreciated, it was realized that working on the storyboards for the 360° film in the 
working groups was too much work for the experts in addition to their time-
consuming main work. A task force could prepare, for example, the storyboards and 
then ask the experts for feedback. Participation of experts has to be weighed care-
fully against the time and financial resources available.

However, this process fulfilled the goal of organization development to be a pro-
cess of “facilitating change and development in people (e.g. styles, values, skills), in 
technology (e.g. greater simplicity, complexity), and in organizational processes 
and structures (e.g. relationships, roles)” (Friedlander and Brown 1974, p. 314). The 
expertise of the experts in first aid training and broad-based rescue service training 
was needed in the development of innovative technology, which could be used to 
improve their teaching. This integration of employees is also a strategy to improve 
the motivation of participation and to reduce anxieties towards digitalization (Frey 
et al. 2008). As suggested by Frey and colleagues, this was a way that employees 
could gain control over the situation. However, uncertainty is immanent in the pro-
cess of digitalization and its effects cannot be anticipated in advance overall 
(Collingridge 1980). Nevertheless, this process helped to recognize the expertise of 
the experts. In addition, it was important that all experts agreed on a mutual proce-
dure of development and integration of the technology. Since the implementation of 
the VR application in first aid training will be on voluntary basis, the commitment 
of the experts is important for the success of the project.

With the described project, the essential guidelines that Schöttler (2019, 94f.) 
developed for innovation processes in welfare organizations could be addressed: (1) 
By means of the exemplary examination of the possibilities that VR technologies 
offer for a classic service process such as first aid training, the project was able to 
establish an overall openness and language ability with regard to aspects of digital 
transformation in one’s own association. (2) Due to the broad composition of the 
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groups of people involved in the workshops, new communication spaces were cre-
ated, which promoted the ability to discourse even across different disciplines, 
professions and company divisions. (3) Through an appropriate design of the devel-
opment process, these different environments and rationalities could be included at 
an early stage. (4) The intended fundamental examination of the organization with 
the chances, risks and challenges of digital transformation was concretized in the 
form of a practice-relevant project. However, this presupposed that the necessary 
free space and resources could also be made available for this. It was shown that it 
is useful for social welfare organization to use, adapt and combine the different 
methods RRI, Design Thinking and HCD to go through the digital transformation. 
But they need to be reflected on the needs of the organization and the process has to 
be adapted after each project, as digital transformation processes are learning pro-
cesses. Future research should address the needs of social welfare organizations in 
digital transformation processes in specific regarding the time issue, as negotiation 
processes and iteratively discussions are very time consuming.

References

BAGFW. (2017). Digitale Transformation und gesellschaftlicher Zusammenhalt  – 
Organisationsentwicklung der Freien Wohlfahrtspflege unter den Vorzeichen der 
Digitalisierung. https://www.bagfw.de/veroeffentlichungen/stellungnahmenpositionen/detail/
article/digitale-transformation-und-gesellschaftlicher-zusammenhalt-organizationsentwick-
lung-der-freien (28. Februar 2019).

Bastian, P. (2017). Negotiations with a risk assessment tool: Standardized decision-making in the 
United States and the deprofessionalizationthesis. Transnational Social Review., 7, 206–218.

Becka, D., Evans, M., & Hilbert, J. (2017). Digitalisierung in der sozialen Dienstleistungsarbeit – 
Stand, Perspektiven, Herausforderungen, Gestaltungsansätze. Düsseldorf: Forschungsinstitut 
für gesellschaftliche Weiterentwicklung.

Beckman, S. L., & Barry, M. (2007). Innovation as a learning process: Embedding design thinking. 
California Management Review, 50(1), 25–56.

Bogner, A., Decker, M., & Sotoudeh, M. (Eds.) (2015). Gesellschaft – Technik – Umwelt Neue 
Folge: Vol. 18. Responsible Innovation: Neue Impulse für die Technikfolgenabschätzung? 
(1. Auflage). Baden-Baden: Edition Sigma. Retrieved from http://gbv.eblib.com/patron/
FullRecord.aspx?p=4561709. https://doi.org/10.5771/9783845272825

Büchner, S. (2020). Formalität und Informalität unter den Vorzeichen der Digitalisierung. In 
N. Kutscher, T. Ley, U. Seelmeyer, F. Siller, A. Tillmann, & I. Zorn (Eds.), Handbuch Soziale 
Arbeit und Digitalisierung (pp. 364–375). Weinheim: Beltz Juventa.

Buhr, D., Frankenberger, R., Fregin, M.-C., & Schmid, J. (2016). Auf dem Weg zu Wohlfahrt 
4.0?: Die Digitalisierung des Wohlfahrtsstaates in den Politikfeldern Arbeit, Gesundheit und 
Innovation im europäischen Vergleich. Politik für Europa #2017 plus. Berlin: Friedrich-Ebert-
Stiftung, Referat Westeuropa/Nordamerika.

Carlgren, L., Rauth, I., & Elmquist, M. (2016). Framing design thinking: The concept in idea 
and enactment. Creativity and Innovation Management, 25(1), 38–57. https://doi.org/10.1111/
caim.12153.

Chesbrough, H. W. (2003). Open innovation: The new imperative for creating and profiting from 
technology. Boston, Mass: Harvard Business School Press.

Collingridge, D. (1980). The social control of technology. London: Pinter.

8  Responsible Digital Transformation of Social Welfare Organizations

https://www.bagfw.de/veroeffentlichungen/stellungnahmenpositionen/detail/article/digitale-transformation-und-gesellschaftlicher-zusammenhalt-organizationsentwicklung-der-freien
https://www.bagfw.de/veroeffentlichungen/stellungnahmenpositionen/detail/article/digitale-transformation-und-gesellschaftlicher-zusammenhalt-organizationsentwicklung-der-freien
https://www.bagfw.de/veroeffentlichungen/stellungnahmenpositionen/detail/article/digitale-transformation-und-gesellschaftlicher-zusammenhalt-organizationsentwicklung-der-freien
http://gbv.eblib.com/patron/FullRecord.aspx?p=4561709
http://gbv.eblib.com/patron/FullRecord.aspx?p=4561709
https://doi.org/10.5771/9783845272825
https://doi.org/10.1111/caim.12153
https://doi.org/10.1111/caim.12153


142

Cooper, R.  G. (1990). Stage-gate systems: A new tool for managing new products. Business 
Horizons, 33(3), 44–54. https://doi.org/10.1016/0007-6813(90)90040-I.

Cummings, T. G., & Worley, C. G. (2015). Organization development & change (10e [edition]). 
Stamford: Cengage Learning. Retrieved from http://www.loc.gov/catdir/enhancements/
fy1314/2013935704-b.html

Deutscher Berufsverband Soziale Arbeit (DBSH). (2016). Deutschsprachige Definition Sozialer 
Arbeit des Fachbereichstag Soziale Arbeit und DBSH. https://www.dbsh.de/profession/defini-
tion-der-sozialen-arbeit.html (Zugegriffen: 15.03.2019).

DIN EN ISO 9241-210. (2010). Ergonomie der Mensch-System-Interaktion–Teil 210: Prozess zur 
Gestaltung gebrauchstauglicher interaktiver Systeme (ISO 9241-210: 2010). Berlin: Beuth.

Doppler, K., & Lauterburg, C. (2019). Change Management: Den Unternehmenswandel gestalten 
(14., aktualisierte Auflage) Frankfurt / New York: Campus.

Döring, N. (2019). Sozialkontakte online: Identitäten, Beziehungen, Gemeinschaften. In 
W. Schweiger & K. Beck (Hrsg.), Handbuch Online-Kommunikation (2. Auflage, S. 167–194). 
Heidelberg: Springer.

Eurich, J., Glatz-Schmallegger, M., & Parpan-Blaser, A. (Eds.). (2018). Gestaltung von 
Innovationen in Organisationen des Sozialwesens. Wiesbaden: Springer.

Faiß, P. (2018). Digitalisierungsstrategien für Verbände und Komplexträger entwickeln. In: 
Kreidenweis, H. (2018). Digitaler Wandel in der Sozialwirtschaft, Baden-Baden, S. 103–117.

Frey, D., Gerkhardt, M., & Fischer, P. (2008). Erfolgsfaktoren und Stolpersteine bei Veränderungen. 
In R.  Fisch, D.  Beck, & A.  Müller (Eds.), Veränderungen in Organisationen: Stand und 
Perspektiven (Vol. 75, 1st ed., pp. 281–299). Wiesbaden: VS Verlag für Sozialwissenschaften/
GWV Fachverlage GmbH Wiesbaden. https://doi.org/10.1007/978-3-531-91166-3_12.

Friedlander, F., & Brown, L. D. (1974). Organization development. Annual Review of Psychology, 
25(1), 313–341. https://doi.org/10.1146/annurev.ps.25.020174.001525.

Gillingham, P., Schiffhauer, B., & Seelmeyer, U. (2020). Internationale Forschung zum Einsatz 
digitaler Technik in der Sozialen Arbeit. In N.  Kutscher, T.  Ley, U.  Seelmeyer, F.  Siller, 
A. Tillmann, & I. Zorn (Eds.), Handbuch Soziale Arbeit und Digitalisierung (pp. 639–651). 
Weinheim: Beltz Juventa.

Grunwald, K. (2018). Organisationen aus sozialwissenschaftlicher Perspektive. In K. Grunwald & 
A. Langer (Eds.), Sozialwirtschaft: Handbuch für Wissenschaft und Praxis (1st ed., pp. 223–
238). Baden-Baden: Nomos Verlagsgesellschaft.

Guldin, A. (2004). Veränderung von Organisationen. In H. Schuler (Hrsg.) Organisationspsychologie 
2  – Gruppe und Organisation. Enzyklopädie der Psychologie (Db. D/III/4, S. 701–771). 
Göttingen: Hogrefe.

Hartmann, C. (2018). Digitale Dienstleistungen entwickeln  – Innovationskultur mit neuen 
Methoden fördern. In H.  Kreidenweis (Ed.), Digitaler Wandel in der Sozialwirtschaft: 
Grundlagen-Strategien-Praxis (pp. 133–144). Baden-Baden: Nomos Verlag.

Hauschildt, J., Salomo, S., Schultz, C., & Kock, A. (2016). Innovationsmanagement (6., vollst. 
akt. u. überarb. Aufl.). Vahlens Handbücher der Wirtschafts- und Sozialwissenschaften. 
München: Franz Vahlen. Retrieved from https://ebookcentral.proquest.com/lib/gbv/detail.
action?docID=4688806

Hess, T. (2019). Digitalisierung. In N. Gronau et al. (Eds.), Enzyklopädie der Wirtschaftsinformatik. 
Online Lexikon. Retrieved from https://www.enzyklopaedie-der-wirtschaftsinformatik.de/
lexikon/technologien-methoden/Informatik%2D%2DGrundlagen/digitalisierung

Homfeldt, H.-G. (2012). Soziale Arbeit im Gesundheitswesen und in der Gesundheitsförderung. 
In W. Thole (Ed.), Grundriss Soziale Arbeit: Ein einführendes Handbuch (Vol. 145, 4th ed., 
pp. 489–503). Wiesbaden: VS Verlag. https://doi.org/10.1007/978-3-531-94311-4_30.

Huber, G.  P. (1991). Organizational learning: The contributing processes and the literatures. 
Organization Science, 2(1), 88–115. Retrieved from http://widgets.ebscohost.com/prod/cus-
tomerspecific/s7170641/vpn.php?url=https://search.ebscohost.com/login.aspx?direct=true&d
b=edsjsr&AN=edsjsr.2634941&lang=de&site=eds-live.

B. Schiffhauer and U. Seelmeyer

https://doi.org/10.1016/0007-6813(90)90040-I
http://www.loc.gov/catdir/enhancements/fy1314/2013935704-b.html
http://www.loc.gov/catdir/enhancements/fy1314/2013935704-b.html
https://www.dbsh.de/profession/definition-der-sozialen-arbeit.html
https://www.dbsh.de/profession/definition-der-sozialen-arbeit.html
https://doi.org/10.1007/978-3-531-91166-3_12
https://doi.org/10.1146/annurev.ps.25.020174.001525
https://ebookcentral.proquest.com/lib/gbv/detail.action?docID=4688806
https://ebookcentral.proquest.com/lib/gbv/detail.action?docID=4688806
https://www.enzyklopaedie-der-wirtschaftsinformatik.de/lexikon/technologien-methoden/Informatik--Grundlagen/digitalisierung
https://www.enzyklopaedie-der-wirtschaftsinformatik.de/lexikon/technologien-methoden/Informatik--Grundlagen/digitalisierung
https://doi.org/10.1007/978-3-531-94311-4_30
http://widgets.ebscohost.com/prod/customerspecific/s7170641/vpn.php?url=https://search.ebscohost.com/login.aspx?direct=true&db=edsjsr&AN=edsjsr.2634941&lang=de&site=eds-live
http://widgets.ebscohost.com/prod/customerspecific/s7170641/vpn.php?url=https://search.ebscohost.com/login.aspx?direct=true&db=edsjsr&AN=edsjsr.2634941&lang=de&site=eds-live
http://widgets.ebscohost.com/prod/customerspecific/s7170641/vpn.php?url=https://search.ebscohost.com/login.aspx?direct=true&db=edsjsr&AN=edsjsr.2634941&lang=de&site=eds-live


143

IFSW General Meeting and the IASSW General Assembly. (2014). https://www.ifsw.org/
what-is-social-work/global-definition-of-social-work/

Kessl, F., & Otto, H. U. (2012). Soziale Arbeit. In G. Albrecht & A. Groenemeyer (Eds.), Handbuch 
soziale Probleme. Wiesbaden: VS Verlag für Sozialwissenschaften.

Klatetzki, T. (2010). Zur Einführung: Soziale personenbezogene Dienstleistungsorganisation 
als Typus. In T.  Klatetzki (Ed.), Soziale personenbezogene Dienstleistungsorganisationen: 
Soziologische Perspektiven (Vol. 74, pp. 7–24). Wiesbaden: VS Verl. für Sozialwiss. https://
doi.org/10.1007/978-3-531-92474-8_1.

Klatetzki, T. (2012). Professionelle Organisationen. In M. Apelt & V. Tacke (Eds.), Handbuch 
Organisationstypen (pp. 165–183). Wiesbaden: VS Verlag für Sozialwissenschaften. https://
doi.org/10.1007/978-3-531-93312-2_9.

Klein, B. (2010). Neue Technologien und soziale Innovationen im Sozial- und Gesundheitswesen. 
In J.  Howaldt & H.  Jacobsen (Eds.), Dortmunder Beiträge zur Sozialforschung. Soziale 
Innovation: Auf dem Weg zu einem postindustriellen Innovationsparadigma (Vol. 2, pp. 271–
296). Wiesbaden: VS Verlag für Sozialwissenschaften/GWV Fachverlage GmbH Wiesbaden.

Kutscher, N., Ley, T., & Seelmeyer, U. (2014). Mediatisierte Lebens-und Arbeitswelten. Blätter 
Der Wohlfahrtspflege, 161(3), 87–90.

Lewin, K. (1947). Group decision and social change. In T. Newcomb & E. Hartley (Eds.), Readings 
in social psychology (pp. 197–211). New York: Holt, Rinehart & Winston.

Ley, T. (2012). New technologies for practice. In M. Gray, J. Midgley, & S. A. Webb (Eds.), The 
Sage handbook of social work (pp. 677–692). Los Angeles: Sage.

Lindner, R., Goos, K., Güth, S., Som, O., & Schröder, T. (2016). „Responsible Research and 
Innovation “ als Ansatz für die Forschungs-, Technologie-und Innovationspolitik–Hintergründe 
und Entwicklungen. TA-Vorstudie, Büro für Technikfolgen-Abschätzung beim Deutschen 
Bundestag. Berlin http://www.Tab-Beim-Bundestag.De/de/pdf/publikationen/berichte/TAB-
Hintergrundpapierhp022.Pdf. [Aufgesucht am 18.05. 2017].

Manzeschke, A., Weber, K., Rother, E., & Fangerau, H. (2013). Ergebnisse der Studie “Ethische 
Fragen im Bereich Altersgerechter Assistenzsysteme”. Berlin: VDI.

Mulgan, G. (2006). The process of social innovation. Innovations: Technology, Governance, 
Globalization, 1(2), 145–162.

National Weather Service, National Center for Environmental Prediction, National Hurrican 
Predition. (2014). Reason to name hurricans. Retrieved December 22, 2014, from http://www.
nhc.noaa.gov/aboutnames_history.shtml

Nielsen, J. (1994). Usability engineering. Amsterdam: Morgan Kaufmann.
Owen, R., Stilgoe, J., Macnaghten, P., Gorman, M., Fisher, E., & Guston, D. (2013). A framework 

for responsible innovation. Responsible Innovation: Managing the Responsible Emergence of 
Science and Innovation in Society, 31, 27–50.

Parpan-Blaser, A. (2018). Steuerung und Gestaltung von Innovationsprozessen. In J.  Eurich, 
M.  Glatz-Schmallegger, & A.  Parpan-Blaser (Eds.), Gestaltung von Innovationen in 
Organisationen des Sozialwesens (pp. 253–274). Wiesbaden: Springer.

Schiffhauer, B. (2019). Digitalisierung menschzentriert, ethisch und sozial: Ziele und Strategien 
für Hilfs- und Wohlfahrtsverbände am Beispiel des ASB NRW e.V. In Digitale Transformation 
der Sozialen Arbeit: Rahmenbedingungen und Strategien. Archiv für Wissenschaft und Praxis 
der sozialen Arbeit 2/2019.

Schiffhauer, B. (2020). Assistenztechnologien in der Sozialen Arbeit. In N.  Kutscher, T.  Ley, 
U.  Seelmeyer, F.  Siller, A.  Tillmann, & I.  Zorn (Eds.), Handbuch Soziale Arbeit und 
Digitalisierung (pp. 265–275). Weinheim: Beltz Juventa.

Schneider, D., & Seelmeyer, U. (2019). Challenges in using big data to develop decision sup-
port systems for social work in Germany. Journal of Technology in Human Services, 37(2–3), 
113–128. https://doi.org/10.1080/15228835.2019.1614513.

Schöttler, R. (2017). Die Innovationsparadoxie der Sozialwirtschaft: Rekonstruktion eines multi-
rationalen Innovationsprozesses in einem diakonischen Unternehmen. Zugl.: KiHo Wuppertal/

8  Responsible Digital Transformation of Social Welfare Organizations

https://www.ifsw.org/what-is-social-work/global-definition-of-social-work/
https://www.ifsw.org/what-is-social-work/global-definition-of-social-work/
https://doi.org/10.1007/978-3-531-92474-8_1
https://doi.org/10.1007/978-3-531-92474-8_1
https://doi.org/10.1007/978-3-531-93312-2_9
https://doi.org/10.1007/978-3-531-93312-2_9
http://www.tab-beim-bundestag.de/de/pdf/publikationen/berichte/TAB-Hintergrundpapierhp022.Pdf
http://www.tab-beim-bundestag.de/de/pdf/publikationen/berichte/TAB-Hintergrundpapierhp022.Pdf
http://www.nhc.noaa.gov/aboutnames_history.shtml
http://www.nhc.noaa.gov/aboutnames_history.shtml
https://doi.org/10.1080/15228835.2019.1614513


144

Bethel, Dissertationsschrift, 2017 (1. Aufl.). Management – Ethik – Organisation: Band 004. 
Göttingen: V&R Unipress. https://doi.org/10.14220/9783737007467

Schöttler, R. (2018). Zwischen Euphorie und Widerstand: Digitale Innovationen erfolgreich 
realisieren. In H. Kreidenweis (Ed.), Digitaler Wandel in der Sozialwirtschaft: Grundlagen-
Strategien-Praxis (pp. 145–160). Baden-Baden: Nomos Verlag.

Schöttler, R. (2019). Innovationsprozesse in Sozialunternehmen: Entfalten von Paradoxien. In 
B. Becher & I. Hastedt (Eds.), Sozialwirtschaft innovativ. Innovative Unternehmen der Sozial- 
und Gesundheitswirtschaft: Herausforderungen und Gestaltungserfordernisse (Vol. 33, 
pp. 85–96). Wiesbaden: Springer VS. https://doi.org/10.1007/978-3-658-19504-5_3.

Schreyögg, G., & Geiger, D. (2016). Organisation: Grundlagen moderner Organisationsgestaltung: 
mit Fallstudien (6., vollständig überarbeitete und erweiterte Auflage). Lehrbuch. Wiesbaden: 
Springer Gabler. Retrieved from https://d-nb.info/107398365x/04

Seelmeyer, U. (2018). Mit offenem Blick strategisch gestalten. Soziale Arbeit auf dem Weg in die 
digitale Zukunft. FORUM sozialarbeit+ gesundheit, 14(4), Vol. 31 S. 6–S.10.

Staub-Bernasconi, S. (2009). Soziale Arbeit als Handlungswissenschaft. In B.  Birgmeier & 
E. Mührel (Eds.), Die Sozialarbeitswissenschaft und ihre Theorie(n): Positionen, Kontroversen, 
Perspektiven (Vol. 31, 1st ed., pp. 131–146). Wiesbaden: VS Verlag für Sozialwissenschaften. 
https://doi.org/10.1007/978-3-531-91699-6_11.

Stilgoe, J., Owen, R., & Macnaghten, P. (2013). Developing a framework for responsible innova-
tion. Research Policy, 42(9), 1568–1580. https://doi.org/10.1016/j.respol.2013.05.008.

Waag, P., Schiffhauer, B., & Seelmeyer, U. (2020). Chatbots in der Beratung. In U.  Bach, 
G.  Ernst, G.  Finking, & K.  Zühlke-Robinet (Eds.), Digitale Transformation: Arbeit in 
Dienstleistungssystemen. Baden-Baden: Nomos.

Werther, S., & Jacobs, C. (2014). Theoretische Grundlagen. In S.  Werther, C.  Jacobs, F.  C. 
Brodbeck, E. Kirchler, & R. Woschée (Eds.), Organisationsentwicklung – Freude am Change. 
Berlin/Heidelberg: Springer.

Open Access   This chapter is licensed under the terms of the Creative Commons Attribution 4.0 
International License (http://creativecommons.org/licenses/by/4.0/), which permits use, sharing, 
adaptation, distribution and reproduction in any medium or format, as long as you give appropriate 
credit to the original author(s) and the source, provide a link to the Creative Commons license and 
indicate if changes were made.

The images or other third party material in this chapter are included in the chapter's Creative 
Commons license, unless indicated otherwise in a credit line to the material. If material is not 
included in the chapter's Creative Commons license 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.

B. Schiffhauer and U. Seelmeyer

https://doi.org/10.14220/9783737007467
https://doi.org/10.1007/978-3-658-19504-5_3
https://d-nb.info/107398365x/04
https://doi.org/10.1007/978-3-531-91699-6_11
https://doi.org/10.1016/j.respol.2013.05.008
http://creativecommons.org/licenses/by/4.0/

	Chapter 8: Responsible Digital Transformation of Social Welfare Organizations
	8.1 Introduction
	8.2 Organizational Development and Innovation in the Context of Social Services
	8.3 Frameworks for Responsible Development and Implementation of Digital Technologies
	8.4 Practical Experiences: A Case Study
	8.5 Conclusion
	References


