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Co-creating Service-Dominant Business Artifacts with
Action Design Research: Towards Ambidextrous Business
Process Management
Co-criação de Artefatos Empresariais de Serviços-Dominantes com Action Design
Research
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Abstract: Due to the rise of digital innovations, business process management research requires not only to
focus on internal organizational improvement aspects. It should also adopt an explorative focus to include
completely new business processes driven by digital innovations. Our research project began as an innovation
initiative of an international Dutch conglomerate in the financial services sector for exploring new business
models. This effort took the form of collaboration among academics in business informatics and practitioners.
We formalized this collaboration by adopting action design research (ADR) for reaching impact within the
company while contributing new knowledge. The use of ADR resulted in the artifacts’ co-creation that led to
shared benefits, resulting in a win-win situation for the academics and practitioners.On the one hand, academics
built a framework and its underlying artifacts for service-dominant business design and engineering. On the other
hand, the framework supported the organizational transformation driven by digital innovation. This framework
helps explore new strategic approaches that influence the design of new business models enabled by new
business processes due to combining new and current capabilities known as business services.
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1. Introduction
A former chief executive officer (CEO) of the Dutch conglom-
erate initiated a project named CoProFind (contract-based
process outsourcing in the Financial Services industry) for
facing future challenges driven by the rapid market changes.
The goal of the project was to trigger the digital transforma-
tion of the company driven by new paradigms in connection
with the field of business process management. For achieving
this goal, we established a collaboration between academic
and practitioners. This kind of collaboration is growing in
importance because it can generate reciprocal benefits for all
parties involved [1]. Practitioners from industry secure access
to scientific capability, and scientists, in exchange, learn about
the industry’s demands and concerns [2].

In this paper, the Author explores the collaboration chal-
lenges, experience, and gains between academia and industry.
The Author was the former PhD candidate of the project that

acted as a link between the between academia and industry.
In particular, the Author discusses the shift from researcher-

driven design research towards a collaborative action design
research approach. With this research approach, our collab-
oration was able to produce a framework that achieved or-
ganizational change while generating academic knowledge.
This work is an extension of a presented research paper [3]
at the first workshop on academy meets industry in informa-
tion systems engineering (AMISE) co-located at CAISE 1,
2. This research paper extends the AMISE research paper by
including new illustrations (Figures: 1, 2, 3, 4 and 10) and
new tables (Table 1 and Table 2). There is also the extension
challenges and lessons as two sections. The inclusion of the
following new sections: State-of-the-art as Section 2 and Sec-
tion 12 for establishing a clear connection between this work

1http://caise20.imag.fr/workshops.html
2https://www.inf.ufrgs.br/amise/2020
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Figure 1. Problem identification journey.

and the BPM lifecycle.
This paper is structured as follows: In Section 2, we dis-

cuss the state-of-the art regarding digital transformation frame-
works related to business process management. In Section
3, we discuss the research problem identification from prac-
tice. In Section 4, we discuss the challenges faced during our
project. In Section 5, we describe the criteria for selecting
the research method. In Section 6, we describe good prac-
tices of the selected collaborative research method: Action
Design Research (ADR). In Section 7, we discuss the result
of applying the collaborative research approach in the Dutch
conglomerate for the overall framework design. In Section 8,
we discuss the ADR use on developing the strategic layer. In
Section 9, we discuss the ADR development on the business
model layer. In Section 10, we describe the collaboration
regarding the co-creation of the business service compositions
and the business services layer. In Section 11, we discuss
on how we solve our challenges and the lessons learned. In
Section 12, we discuss the relationship between the resulting
framework and the business process management lifecycle.
Finally, we end this paper with conclusions.

2. State of the Art
The contemporary business process management (BPM) body
of knowledge was developed for a specific type of business
context, focusing mainly on clear-cut, structured processes
that require improvement, standardization, or automation en-
abled by workflow management and enterprise systems in
order to improve time, costs, and quality [4]. The BPM body
of knowledge offers multiple research agendas for various
topics such as the process mining agenda [5]. However, the
link between BPM and DI has not received enough attention
from researchers and is under-investigated [6].

Traditional BPM research on focuses on inward-looking
improvement to improve operations, reduce waste and in-

crease efficiency. However, digital innovation is challenging
shifting the focus towards exploration outside the boundaries
of the organization [7]. Moreover, leading researchers form
the BPM community are calling for a convergence between
BPM and digital innovation (DI)[8]. BPM tends to be inward-
looking and attempts to incrementally improve business pro-
cesses. However, this incremental improvement is not focus-
ing on decisively innovate the business processes. In recent
BPM literature, this difference has been identified as exploita-
tion vs. exploration. For exploitation, BPM methods such as
process analysis, re-design, and the development of a stan-
dardized data structure. For instance, ERP solutions support
many of the process activities and thus helps to harmonize
the process on a global scale and increase its efficiency and
effectiveness. However, because the focus on exploration lies
in innovation and more creative methods should be applied for
process design and re-design phase, such as design thinking
methods, instead of extensively measuring and analyzing the
process performance [9]. As a researcher in business infor-
mation systems the following question arise: How to extend
business process management towards explorative research?
Pervious works link the business processes with strategy and
business models [10], [11], [12]. Hence, there is a research op-
portunity for developing a framework that links an explorative
perspective to business process management. Previous works,
provide a foundation of the framework presented in this re-
search paper by connecting business processes with business
artifacts: Al-Debai identified three connected layers: Strat-
egy, Business Models and Business Process [10], [11]. The
author states that the business model acts as the foundation
from which the detailed operational business process model
should be derived. De Castro et al., identified the business
model, service compositions as processes, and business ser-
vices [12]. However, these works do not provide management
tools for connecting such layers. These management tools are
essential part of explorative BPM for identifying new busi-
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