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Abstract 
This study aims to examine the human dimension of digital transformation by exploring how Human 
Resource Management (HRM) strengthens employee adaptation in intelligent workplaces among 
service-sector employees in South Tangerang, Indonesia. The study employs a qualitative case study 
approach involving service-sector employees in South Tangerang. Data were collected through in-depth 
interviews, observations, and document analysis and analyzed using thematic analysis to identify 
patterns related to employee adaptation and HRM practices. The findings indicate that HRM plays an 
important role in supporting employee adaptation through continuous learning programs, digital skill 
development, organizational communication, and supportive leadership. Employees also demonstrate 
greater readiness to adapt to intelligent workplace systems when organizations provide psychological 
support and apply human-centered management approaches. This study contributes to digital 
transformation literature by emphasizing the human side of technological change and integrating 
employee well-being with adaptation strategies in HRM practices, providing practical implications for 
creating adaptive and sustainable intelligent workplaces 
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1. Introduction 
Digital transformation has become a strategic agenda for organizations in various sectors due 
to rapid technological developments, artificial intelligence integration, and the increasing use 
of intelligent systems in workplaces. Organizations must not only adopt technology but also 
ensure employees can adapt to technological changes and maintain organizational 
performance. In service organizations, digital transformation has a particularly significant 
impact because business performance is closely related to employee interaction, service quality, 
responsiveness, and customer experience. Human resource management (HRM) therefore 
plays an increasingly strategic role in ensuring successful organizational transformation. 
Recent studies indicate that digital transformation influences employee competencies, 
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organizational practices, and work structures, requiring organizations to implement adaptive 
human resource strategies to maintain competitiveness (Bertucci Ramos & Molina, 2025; 
Strohmeier, 2022). 
The implementation of intelligent workplaces has changed traditional working systems into 
digitally integrated environments where employees interact with technologies such as artificial 
intelligence, automation systems, digital platforms, and data-driven decision making. While 
technological implementation may increase efficiency and productivity, digital transformation 
also creates challenges related to employee adaptation, technological readiness, work stress, 
and psychological well-being. Previous studies explain that successful digital transformation 
is strongly influenced by employee readiness, organizational culture, technological 
perceptions, and continuous skill development (Verhoef et al., 2021). Furthermore, HRM 
practices in digital environments require new competencies and more human-centered 
approaches to address technological changes effectively (Strohmeier, 2020). 
Several recent studies have examined digital transformation and HRM from different 
perspectives. Research on digital transformation in human resource management demonstrates 
that digital systems can improve employee performance and organizational efficiency through 
enhanced information systems and data management. Research in the business service sector 
also found that digital innovation affects organizational agility and workforce productivity. 
Other studies emphasize that artificial intelligence integration contributes to employee 
performance through improved engagement and technological support systems (Stahl et al., 
2023). 
Although previous studies provide valuable contributions, several limitations remain evident. 
First, many studies emphasize technological systems and organizational performance while 
paying limited attention to the human dimension of digital transformation. Second, previous 
research predominantly focuses on quantitative approaches and manufacturing or technology 
sectors, leaving service-sector contexts relatively underexplored. Third, employee adaptation 
is often viewed solely through technological readiness perspectives while neglecting 
psychological and social dimensions. Existing studies also generally discuss digital HR 
implementation broadly without specifically exploring how HRM strategies facilitate 
employee adaptation within intelligent workplaces (Castaneda et al., 2025; Mendy et al., 2025). 
The current state of the art suggests that successful digital transformation requires human-
centered management practices that integrate technological advancement with employee well-
being, organizational support, leadership, and continuous learning initiatives (Agrifoglio et al., 
2020; El Garem, 2026). Human resource practices should therefore evolve beyond 
administrative functions and become strategic mechanisms that strengthen employee 
adaptability and resilience in intelligent work environments. 
Based on these considerations, this study focuses on service-sector employees in South 
Tangerang as the research object because the sector has experienced substantial technological 
changes while remaining strongly dependent on human interaction and service quality. This 
study aims to examine how Human Resource Management strengthens employee adaptation in 
intelligent workplaces within the context of digital transformation. The novelty of this research 
lies in emphasizing the human side of digital transformation by integrating employee 
adaptation, psychological support, and human-centered HRM practices within intelligent 
workplace environments. Unlike previous studies that focus primarily on technological 
implementation and organizational outcomes, this research provides a contextual 



Jurnal Nasional Manajemen Pemasaran dan Sumber Daya Manusia 
e-ISSN: 2745-7257 

Vol. 7 No. 3, September 2026 

Published by:  
 

Pa
ge

16
3 

understanding of employee adaptation in service organizations, contributing both theoretically 
and practically to the development of human-centered digital transformation strategies.  
2. Literature Review 
2.1 Digital Transformation and Intelligent Workplace 
Digital transformation refers to the integration of digital technologies into organizational 
processes, structures, and business models to improve efficiency, flexibility, and organizational 
competitiveness. The development of artificial intelligence, cloud computing, big data 
analytics, and automation technologies has significantly changed organizational operations and 
transformed conventional workplaces into intelligent workplaces. Intelligent workplaces 
represent digitally connected work environments in which technology supports 
communication, collaboration, decision-making, and operational processes (Chen & Hansen, 
2025; Schumacher et al., 2024). Unlike traditional workplaces, intelligent workplaces rely on 
adaptive systems capable of processing information and supporting employees in real-time 
activities. 
From a theoretical perspective, the transformation process can be explained through Socio-
Technical Systems Theory, which suggests that organizational effectiveness depends on the 
interaction between technological systems and social systems. Technological development 
alone is insufficient to ensure organizational success; human aspects such as employee 
behavior, communication patterns, and organizational culture also play significant roles. 
Therefore, digital transformation should not be viewed merely as a technological transition but 
as a process involving organizational and human adaptation (Ali & Hasanah, 2024). 
Organizations that successfully implement intelligent workplace systems are generally those 
that balance technological advancement with employee readiness and organizational support 
mechanisms. 
2.2 Human Resource Management in the Digital Era 
Human Resource Management (HRM) has undergone substantial transformation due to the 
emergence of digital technologies. Traditional HR functions, including recruitment, 
performance management, employee development, and communication systems, increasingly 
utilize digital platforms and automated systems. This shift has led to the concept of digital 
HRM or HRM 4.0, where technology is integrated into human resource processes to improve 
efficiency and strategic decision-making. 
The Resource-Based View theory explains that human resources are strategic organizational 
assets that can create competitive advantage when managed effectively. In digital 
environments, HRM functions extend beyond administrative activities and become strategic 
mechanisms for facilitating employee development and organizational adaptability (Palos-
Sánchez et al., 2022). HRM contributes significantly through learning initiatives, digital skill 
development, leadership support, and organizational communication systems (Saks, 2022). 
The role of HRM becomes increasingly critical because technological transformation often 
introduces uncertainty among employees. Organizations that implement human-centered HR 
practices are more likely to support employee engagement and improve adaptation capability. 
Therefore, HRM serves as an intermediary between technological change and employee 
readiness by ensuring that organizational transformation remains aligned with employee needs 
and organizational objectives. 
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 2.3 Employee Adaptation and Technology Acceptance 
Employee adaptation refers to an individual's ability to respond effectively to changing work 
demands and environments. Digital transformation creates various changes in job structures, 
communication patterns, work procedures, and employee responsibilities, requiring individuals 
to continuously develop adaptive capabilities. 
Technology Acceptance Model (TAM) explains that employees are more likely to accept and 
use technology when they perceive it as useful and easy to use. According to this perspective, 
employee adaptation is influenced by perceptions of technological benefits and ease of 
implementation. However, adaptation involves not only technological factors but also 
psychological and organizational dimensions. 
Adaptive Performance Theory further suggests that employee adaptability includes the 
capability to learn new tasks, manage uncertainty, solve emerging problems, and respond 
positively to workplace changes (Al-Alawi et al., 2023; Bahri & Najiburrahman, 2024). 
Individual readiness, self-efficacy, organizational support, and continuous learning 
opportunities significantly influence adaptation processes. Consequently, organizations must 
create supportive environments that encourage employees to acquire new skills and maintain 
positive attitudes toward technological changes. 
2.4 Previous Studies and Research Gap Analysis 
Previous studies have extensively examined digital transformation and HRM from multiple 
perspectives. Existing research generally indicates that technological implementation 
positively contributes to organizational performance, productivity improvement, and 
operational efficiency. Studies also suggest that HR practices such as employee training, 
competency development, and leadership support enhance organizational readiness toward 
digital transformation. 
Despite these contributions, several limitations remain evident in the existing literature. First, 
many previous studies emphasize technological and organizational outcomes while providing 
limited attention to the human side of digital transformation. Second, research frequently 
focuses on quantitative methods and large-scale organizations, while service-sector contexts 
remain relatively underexplored. Third, employee adaptation is often examined only from 
technological perspectives without adequately addressing psychological and social 
dimensions. 
These limitations indicate that previous studies have not comprehensively explained how HRM 
practices facilitate employee adaptation within intelligent workplace environments. Therefore, 
additional studies are required to explore how human-centered HR strategies strengthen 
adaptation processes in changing work environments. 
2.5 Conceptual Framework and Research Positioning 
Based on theoretical foundations and empirical findings, digital transformation, HRM, and 
employee adaptation are interconnected elements within organizational environments. 
Intelligent workplaces require organizations to integrate technological systems with human 
resource practices that support employee readiness and well-being (Nugroho et al., 2024; 
Peersia et al., 2024). 
The present study positions Human Resource Management as a strategic mechanism that 
strengthens employee adaptation in intelligent workplace environments. HRM practices such 
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as training programs, competency development, organizational communication, leadership 
support, and psychological assistance are considered important elements influencing employee 
adaptation processes (Nyathi & Kekwaletswe, 2024). 
The novelty of this research lies in emphasizing the human dimension of digital transformation 
through a human-centered perspective. While previous studies predominantly focused on 
technological implementation and organizational performance outcomes, this study integrates 
employee adaptation and psychological support mechanisms into the understanding of digital 
transformation within service-sector organizations in South Tangerang. This perspective 
expands theoretical discussions and offers practical implications for developing sustainable 
intelligent workplaces. 
3. Research Method 
The research was conducted among employees working in the service sector in South 
Tangerang, Indonesia. The study focuses on service organizations because this sector has 
experienced rapid technological transformation while continuing to rely heavily on human 
interaction, service quality, and employee performance. The research subjects consisted of 
employees and managerial personnel involved in organizational activities related to digital 
systems and workplace adaptation processes. Informants were selected using purposive 
sampling based on predetermined criteria, including employees with experience using digital 
systems and direct involvement in organizational digital transformation processes. 
This study utilized both primary and secondary data sources. Primary data were obtained 
directly from research participants through interviews and observations, while secondary data 
were collected from organizational documents, reports, company records, previous research, 
and relevant literature supporting the research topic. 
Data collection was conducted using several techniques. First, in-depth semi-structured 
interviews were employed to explore participants’ experiences, perceptions, and understanding 
of workplace transformation and employee adaptation processes. Second, observations were 
conducted to understand workplace conditions, employee interactions, and the implementation 
of digital systems in organizational settings. Third, documentation techniques were applied by 
reviewing organizational reports, policies, and other supporting materials relevant to the 
research context. 
The data analysis process adopted an interactive analysis model consisting of three stages: data 
reduction, data display, and conclusion drawing. Data reduction involved selecting, 
simplifying, and organizing relevant information obtained from interviews, observations, and 
documents. Data display involved categorizing and presenting findings systematically to 
facilitate interpretation and pattern identification. Finally, conclusion drawing involved 
interpreting the findings and identifying relationships among themes associated with digital 
transformation, HRM practices, and employee adaptation. 
To ensure the validity and trustworthiness of the findings, this study employed triangulation 
techniques, particularly source triangulation and methodological triangulation. Source 
triangulation involved comparing information from different participants, while 
methodological triangulation involved comparing findings rom interviews, observations, and 
documentation. These validation procedures were implemented to increase the credibility and 
consistency of the research findings and provide a comprehensive understanding of the 
phenomenon under investigation  



Jurnal Nasional Manajemen Pemasaran dan Sumber Daya Manusia 
e-ISSN: 2745-7257 

Vol. 7 No. 3, September 2026 

Published by:  
 

Pa
ge

16
6 

4. Findings and Discussions 
4.1 Digital Transformation Practices in Service-Sector Organizations 
The findings indicate that service-sector organizations in South Tangerang have gradually 
integrated digital technologies into operational and administrative activities. The 
implementation includes digital communication platforms, cloud-based systems, online 
customer services, and automated work processes. The transition from conventional systems 
to intelligent workplaces has changed work procedures and employee interaction patterns. 
Based on interviews and observations, digital transformation was perceived as beneficial 
because it improved operational efficiency and accelerated information exchange. However, 
employees also experienced adjustment challenges due to changing technological systems and 
work demands. 
Table 1. Forms of Digital Transformation Implemented in Service Organizations 

Digital Transformation 
Practice 

Organizational 
Function 

Perceived Impact 

Digital communication 
systems Internal coordination Faster information exchange 

Cloud-based platforms Data storage and access Increased flexibility 
Automated reporting systems Administrative work Reduced manual workload 
Online customer service 
systems Customer interaction Improved service efficiency 

Data analytics tools Decision-making 
support 

Better accuracy and 
responsiveness 

Source: Data Research (2026) 
The findings suggest that technological implementation significantly affects organizational 
processes. However, technology itself does not guarantee successful transformation without 
employee readiness and organizational support. 
4.2 Employee Adaptation toward Intelligent Workplace Systems 
Employee adaptation emerged as one of the most important findings in this study. Informants 
expressed varying levels of readiness in responding to workplace transformation. Some 
employees demonstrated high adaptability due to prior digital experience, while others 
experienced difficulties in adjusting to new technologies. 
Several adaptation indicators identified during interviews include learning capability, 
technological acceptance, work flexibility, and confidence in using digital systems. 
Table 2. Employee Adaptation Indicators Identified from Interview Results 

Adaptation Dimension Findings from Informants 
Learning capability Employees actively learn new systems 
Technological acceptance Employees gradually accept digital changes 
Work flexibility Employees adapt work patterns to digital systems 
Confidence level Confidence increases after training participation 
Problem-solving ability Employees become more responsive to challenges 

Source: Data Research (2026) 
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The findings demonstrate that employee adaptation is a continuous process rather than an 
immediate response. Adaptation involves both behavioral and psychological dimensions. 
From the perspective of the Technology Acceptance Model (TAM), employees are more likely 
to accept technology when they perceive it as useful and manageable. Employees who 
understood the benefits of digital systems tended to adapt more quickly than those experiencing 
uncertainty 
4.3 Human Resource Management Strategies in Supporting Employee Adaptation 
The findings indicate that Human Resource Management (HRM) practices play an important 
role in facilitating employee adaptation. Organizations implemented various initiatives 
designed to reduce resistance and increase employee capability. The most frequently mentioned 
HRM initiatives involved training programs, leadership support, communication mechanisms, 
and psychological support 
Table 3. Human Resource Management Strategies Identified in the Study 

HRM Strategy Objective Impact on Employees 
Learning capability 
 

Employees actively learn new 
systems 

Increased technological 
capability 

Technological 
acceptance 

Employees gradually accept digital 
changes 

Improved readiness 

Work flexibility Employees adapt work patterns to 
digital systems 

Reduced uncertainty 

Confidence level 
 

Confidence increases after training 
participation 

Improved understanding 

Problem-solving 
ability 

Employees become more responsive 
to challenges 

Increased confidence 

Source: Data Research (2026) 
Employees indicated that regular training and learning activities reduced anxiety regarding 
technological changes. Employees who participated in digital training programs showed 
greater confidence in operating workplace systems. These findings support Resource-Based 
View theory, which suggests that employee capability serves as a strategic organizational 
resource contributing to sustainable competitive advantage. 
4.4 Leadership and Communication as Adaptation Mechanisms 
Another important finding is the role of leadership and communication in supporting employee 
adaptation. Informants consistently stated that leadership support significantly influenced their 
attitudes toward workplace transformation. Employees emphasized that supportive leaders not 
only provide technical guidance but also encourage positive perceptions toward change. 
Transparent communication also reduced uncertainty regarding organizational goals and 
expectations. 
Table 4. Themes Generated from Interview Coding 

Main Theme Sub-theme Interpretation 

Leadership support Guidance and mentoring Increased employee 
confidence 

Organizational Information transparency Reduced resistance 
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communication 

Employee involvement Participation in decision-
making 

Greater acceptance 

Organizational support Psychological assistance Increased motivation 

Source: Data Research (2026) 
The findings indicate that communication functions as more than an information-sharing 
mechanism. Communication also creates understanding and trust between employees and 
organizations. 
According to Socio-Technical Systems Theory, successful workplace transformation depends 
on balancing technological systems and social systems. The present findings support this 
perspective because employee adaptation was strengthened through interpersonal support and 
organizational interaction 
4.5 Human Side of Digital Transformation: Discussion and Research Implications 
One of the most significant findings of this study is that successful digital transformation 
depends not only on technological implementation but also on human-centered management 
approaches. Although technology improves efficiency and productivity, employees continue to 
require organizational support to manage uncertainty and workplace pressure. 
Several employees expressed concerns regarding workload increases, pressure to learn new 
systems, and fears related to technological replacement. Human-centered HRM practices such 
as mentoring, emotional support, and employee participation helped reduce these concerns. 
Table 5. Summary of Major Research Findings 

Major Findings Implications 
Digital transformation changes work systems 
 

Organizations must improve employee 
readiness 

Employee adaptation varies among individuals Continuous learning is necessary 

HRM supports adaptation processes Strategic HR practices should be 
strengthened 

Leadership and communication influence 
acceptance 

Human-centered approaches are essential 
 

Psychological support affects readiness Employee well-being should be prioritized 

Source: Data Research (2026) 
Compared with previous studies that primarily focused on technological outcomes and 
organizational performance, this study provides additional evidence that digital transformation 
should be viewed from human perspectives. Human Resource Management acts not merely as 
an administrative function but as a strategic mechanism that strengthens employee adaptability 
and supports sustainable intelligent workplace development. 
5. Conclusions 
This study aimed to examine the human dimension of digital transformation by exploring how 
Human Resource Management (HRM) strengthens employee adaptation within intelligent 
workplaces among service-sector employees in South Tangerang. The findings indicate that 
digital transformation extends beyond technological implementation and significantly 
influences employee behavior, work patterns, and organizational interactions. Employee 
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adaptation in intelligent workplaces is shaped not only by technological readiness but also by 
organizational support mechanisms, including continuous learning opportunities, digital 
competency development, effective communication systems, supportive leadership, and 
psychological assistance. The findings show that HRM plays an important strategic role in 
facilitating adaptation and strengthening employee readiness for changing work environments. 
The study contributes to the literature by emphasizing the human side of digital transformation 
and offering a human-centered perspective on intelligent workplaces. While previous studies 
have predominantly focused on technological implementation and organizational performance 
outcomes, this research highlights the importance of integrating employee well-being and 
adaptation mechanisms within HRM practices. Theoretically, the findings strengthen the 
understanding that successful digital transformation is determined by the interaction between 
technological systems and human factors. Practically, the findings suggest that organizations 
should prioritize employee development and supportive organizational environments to ensure 
sustainable transformation processes. 
Based on these findings, several recommendations can be proposed. Organizations, particularly 
in the service sector, should strengthen HRM strategies through continuous digital training 
programs, employee-centered leadership practices, and communication mechanisms that 
support employee adaptation and psychological well-being. Organizations should also 
encourage employee participation during digital transformation processes to reduce resistance 
and increase acceptance of technological changes. For future research, broader research 
contexts involving different industries and organizational settings are recommended to improve 
generalizability. Future studies may also adopt mixed-method or quantitative approaches to 
examine the relationships among HRM practices, employee adaptation, and intelligent 
workplace outcomes across larger populations.  
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