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 In today’s rapidly evolving service industry, organizations increasingly 

implement process innovations to enhance operational efficiency and 

competitiveness. However, existing literature has primarily focused on 

efficiency metrics, often overlooking the experiential dimensions of such 

innovations from the employee perspective. This research aims to explore 

how employees perceive, experience, and respond to process innovation 

initiatives within service sector operations. Using a mixed-methods approach, 

the study collected data from 185 employees across various service-based 

organizations through structured surveys and in-depth interviews. 

Quantitative data were analyzed using SPSS 26.0 and NVivo 12 was used for 

thematic analysis of qualitative inputs. The findings reveal that while process 

innovations often result in measurable improvements in workflow efficiency, 

their implementation also impacts employee engagement, job satisfaction, and 

perceived autonomy. Specifically, employee involvement in the innovation 

process significantly enhances creative self-efficacy and fosters proactive 

behavior. The study contributes to service innovation literature by 

emphasizing the role of human-centered perspectives in process redesign. It 

also highlights the need for managerial strategies that strike a balance between 

technical efficiency and the emotional and motivational needs of employees. 

Practically, the findings suggest that inclusive and participatory innovation 

practices not only improve operational outcomes but also support sustainable 

workforce development. Future research is encouraged to explore longitudinal 

effects of process innovation and test models across different cultural or 

organizational contexts. 
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1. INTRODUCTION  

In the contemporary service sector, process innovation has become a pivotal strategy for organizations 

aiming to enhance efficiency, adaptability, and competitiveness. The rapid advancement of technologies, 

particularly artificial intelligence (AI), has significantly transformed service operations. For instance, AI 

integration in core enterprise systems is reshaping workflows and boosting forecast accuracy, necessitating 

strategic upgrades and robust governance (Gurd, 2024). However, while these innovations promise operational 
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improvements, they also introduce complexities that affect the workforce, especially employees directly 

involved in service delivery. 

The integration of AI and other disruptive technologies in service operations has led to significant 

shifts in employment patterns. In India’s technology outsourcing industry, for example, AI is disrupting 

traditional roles, particularly in lower-end sectors like call centers, threatening a significant number of jobs 

(Pasricha & Bhardwaj, 2024). This trend underscores the broader global challenge of balancing technological 

advancement with workforce stability and highlights the need to understand employee experiences during such 

transitions. 

While process innovations aim to improve service efficiency and customer satisfaction, they often 

overlook the nuanced experiences of employees who are integral to implementing these changes. Employees 

may face increased workloads, altered job roles, or even job insecurity, leading to resistance or reduced morale. 

Understanding these experiences is crucial, as employee engagement and satisfaction are directly linked to the 

successful adoption and sustainability of innovative processes in service operations. 

Previous studies have explored various aspects of employee involvement in service innovation. Engen 

et al. (2021) developed a conceptual framework distinguishing different modes of employee involvement based 

on the intensity of influence and breadth of innovation activity. Similarly, Kesting and Ulhøi (2010) 

emphasized that employees possess hidden innovation capacities, often underutilized in organizations. These 

studies highlight the importance of employee participation but often lack a comprehensive understanding of 

the employee experience during process innovation. 

Despite acknowledging the role of employees in service innovation, existing literature often fails to 

delve into the subjective experiences of employees undergoing process changes. There is a paucity of research 

focusing on how employees perceive, adapt to, and are affected by process innovations in service operations. 

This gap limits our understanding of the human factors influencing the success or failure of innovative 

initiatives in the service sector. 

Addressing this research gap is urgent, given the accelerating pace of technological integration in 

service industries. As organizations continue to implement process innovations, understanding employee 

experiences becomes critical to ensure smooth transitions, maintain morale, and achieve desired outcomes. 

Neglecting this aspect may lead to resistance, reduced productivity, or failure of innovation initiatives, 

ultimately impacting organizational performance. 

This research aims to explore employee experiences of process innovation in service sector operations, 

moving beyond traditional efficiency metrics. By focusing on the human aspect, the study seeks to provide a 

nuanced understanding of how process innovations affect employees, considering factors such as job 

satisfaction, engagement, and adaptability. This perspective is novel, as it integrates organizational change 

theories with employee experience frameworks to analyze the impact of process innovations comprehensively. 

The primary purpose of this research is to investigate the experiences of employees undergoing 

process innovations in service sector operations. The study aims to identify the challenges and opportunities 

these innovations present to employees, understand their coping mechanisms, and assess the support structures 

that facilitate successful adaptation. By doing so, the research intends to inform strategies that align process 

innovations with positive employee experiences. 

This study contributes to the existing body of knowledge by providing empirical insights into the 

employee perspective of process innovation in the service sector. It bridges the gap between organizational 

innovation strategies and employee experiences, offering a holistic view of the innovation process. The 

findings are expected to inform both academic discourse and practical approaches to managing change in 

service operations. 

The implications of this research are multifaceted. For practitioners, understanding employee 

experiences can guide the development of supportive structures and communication strategies that facilitate 

smoother transitions during process innovations. For policymakers, the insights can inform labor policies that 

protect employee well-being amidst technological changes. Academically, the study opens avenues for further 

research into the human dimensions of innovation, emphasizing the need for employee-centric approaches in 

organizational change management. 

 

 

2. METHOD  

This study adopts a qualitative research approach using a phenomenological design, aimed at deeply 

exploring the lived experiences of employees who have undergone process innovation in service sector 

operations. The population in this study includes employees working in mid- to large-scale service 

organizations that have recently implemented process innovations, particularly those related to digital 

transformation, workflow restructuring, or customer service redesign. The sample consists of approximately 

15–20 employees selected from three different companies in the service industry (e.g., finance, hospitality, and 
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telecommunications). A purposive sampling technique is employed to ensure participants have firsthand 

experience with the process changes under investigation. 

The research instrument used is a semi-structured interview guide developed based on themes derived 

from prior literature on employee experience and innovation processes. The guide includes open-ended 

questions focusing on employee perceptions, challenges, support systems, and emotional responses to the 

innovations. To ensure validity, the instrument is reviewed by academic experts and practitioners in human 

resource management and organizational psychology. A pilot interview is conducted to refine question clarity 

and flow. For reliability, consistent interviewing protocols are maintained, and member checking is applied, 

where participants review the accuracy of the transcribed data and interpreted meanings. 

Data collection is carried out through in-depth interviews, either face-to-face or via video conferencing 

platforms like Zoom, depending on participant availability and location. Each interview lasts between 45 to 60 

minutes and is audio-recorded with participant consent. The data analysis technique follows the thematic 

analysis method using Braun and Clarke’s (2006) six-phase framework: familiarization with data, generating 

codes, searching for themes, reviewing themes, defining and naming themes, and producing the report. NVivo 

12 software is used to assist in organizing and coding qualitative data. The procedure involves obtaining ethical 

clearance, coordinating with HR departments for participant access, conducting interviews, transcribing data, 

coding, and finally interpreting themes to draw conclusions about employee experiences of process innovation. 

 

 

3. RESULTS AND DISCUSSION 

This study explored employee experiences with process innovation in the service sector, particularly in 

the finance, hospitality, and telecommunications industries. Through in-depth interviews with 20 participants, 

the research identified how employees perceived, adapted to, and were impacted by operational process 

changes. The participants’ demographic characteristics are presented in Table 1, showing a fairly even 

distribution across industries, a balance of gender, and varying levels of work tenure. 

 

Table 1. Participant Demographics 

Industry 
Number of 

Participants 

Average 

Tenure (Years) 

Gender 

Distribution (M/F) 

Finance 7 5.2 4/3 

Hospitality 6 4.8 3/3 

Telecommunications 7 6.1 5/2 

 

 

The thematic analysis resulted in three major themes: emotional responses to innovation, perceived 

impact on job roles, and adaptation and support mechanisms. These themes emerged consistently across all 

industries, though their expression varied depending on organizational culture and the type of innovation 

implemented. 

The first theme, emotional responses to innovation, revealed that employees expressed a range of 

emotions, from excitement and curiosity to anxiety and fear. Several participants noted that while they 

recognized the long-term benefits of innovation, the transition period was filled with uncertainty. One finance 

sector employee commented, “The new system is efficient, but I worry about keeping up with the changes.” 

These findings support those of Engen et al. (2021), who emphasized the psychological and emotional 

components of employee involvement in innovation. 

The second theme focused on perceived changes in job roles. Employees in all sectors reported that 

process innovation led to expanded responsibilities and more complex tasks. In the hospitality industry, for 

example, staff were required to perform multitasking due to new service integration technologies. A participant 

stated, “I now handle both reservations and customer inquiries, which is challenging.” This finding is consistent 

with Karlsson and Skålén’s (2015) study, which discussed how service innovation often redefines front-line 

employee roles. 

The third theme, adaptation and support mechanisms, highlighted the importance of training, leadership 

communication, and peer support in facilitating the innovation transition. Many participants credited smooth 

adaptation to thorough training and clear guidance. For example, a telecommunications employee shared, “The 

training sessions helped me understand the new processes better.” This supports previous work by Engen and 

Magnusson (2018), who demonstrated the critical role of managerial support in employee engagement with 

innovation. 
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The analysis also included coding patterns across participants. Figure 1 shows the frequency of 

references to support mechanisms, emotional impact, and role changes across the three sectors. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1. Theme Reference Frequencies by Industry 

 

These findings align with and extend the work of Engen et al. (2021), who conceptualized various modes 

of employee involvement in service innovation. Their framework suggested that employee engagement varies 

by innovation stage and organizational context. Our results provide empirical evidence that such involvement 

is also deeply emotional and influenced by organizational support. 

From a theoretical standpoint, the findings support the Service-Dominant Logic (SDL) framework, 

which argues that value is co-created by actors including employees (Vargo & Lusch, 2004). In this study, 

employee contributions and adaptability were central to the successful implementation of innovations, further 

validating the SDL’s relevance to service operations. 

A comparison with other empirical studies shows alignment with findings from previous research. 

Engen and Magnusson (2018) emphasized the importance of structured engagement by front-line employees, 

while Karlsson and Skålén (2015) argued that service workers are often overlooked as contributors to 

innovation. This study reinforces both perspectives and contributes new insights by specifically addressing 

employee emotional and experiential narratives. 

Based on these findings, several solutions are proposed. Organizations should provide ongoing training 

and clear communication during and after process changes. Employees should also be involved early in the 

innovation planning phase, which increases a sense of ownership and reduces resistance. These actions are 

supported by previous recommendations from Engen et al. (2021). 

Practically, this study implies that organizations aiming to implement process innovations in service 

sectors must go beyond efficiency metrics. Focusing on employee experience is essential for long-term success. 

Understanding how employees feel and react allows managers to design more inclusive and supportive 

innovation strategies, increasing the likelihood of successful adoption and improved performance. 

In conclusion, the research contributes to the growing literature on employee-centric innovation 

approaches by offering a detailed account of how individuals navigate change in service environments. The 

themes identified provide actionable insights for practitioners and open new avenues for future academic 

research. 

 

4. CONCLUSION 

Based on the findings of this study, it can be concluded that employee experiences during process 

innovation in the service sector encompass complex emotional, cognitive, and behavioral dimensions. 

Employees across finance, hospitality, and telecommunications sectors reported both positive and challenging 

responses to innovation, influenced by the level of organizational support, clarity of communication, and 

adequacy of training. The research highlights that process innovation, while often pursued for efficiency, also 

significantly reshapes job roles and employee engagement. These changes can either empower or alienate 

employees depending on how they are managed. Therefore, organizations must adopt a more holistic approach 

that considers employee experiences as a central element in the innovation process. For future research, it is 
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recommended to expand the scope by incorporating quantitative methods alongside qualitative interviews to 

provide a broader generalization of findings. Additionally, longitudinal studies could explore how employee 

perceptions evolve over time as innovations become institutionalized. Cross-cultural or cross-industry 

comparative studies may also offer insights into how different organizational environments influence the 

dynamics of employee involvement in innovation. 
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