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Abstract

Research background. The need for an in-time, efficient and effective adaptation of small and medium-
sized enterprises in the service sector to the technical, economic, social and environmental conditions
of Industry 4.0 and Society 4.0 is a current problem caused by the introduction of new information

Dvorakova, L., Hordk, J., Caha, Z., Machova, V., Haskova, S., Rowland, Z., & Krulicky, T. / Economic Annals-XXI (2021), 191(7-8(1)), 67-87

© Institute of Society Transformation, 2021

67


http://ea21journal.world/
https://doi.org/10.21003/ea.V191-06
mailto:ldvorako%40kfu.zcu.cz?subject=
https://orcid.org/0000-0001-6389-381X
mailto:horak%40mail.vstecb.cz?subject=
https://orcid.org/ 0000-0001-6364-9745
mailto:caha%40mail.vstecb.cz?subject=
https://orcid.org/0000-0003-2363-034X
mailto:machova%40mail.vstecb.cz?subject=
https://orcid.org/0000-0001-5479-6655
mailto:haskova%40mail.vstecb.cz?subject=
https://orcid.org/0000-0002-4971-7972  
mailto:rowland%40mail.vstecb.cz?subject=
https://orcid.org/0000-0002-7792-8873
mailto:krulicky%40mail.vstecb.cz?subject=
https://orcid.org/0000-0002-0378-2699

ECONOMIC ANNALS-XXI
ECONOMICS AND MANAGEMENT OF ENTERPRISES

and communication technologies, cyber-physical systems and artificial intelligence into all economic
industries and areas of human life. The advent of new technologies is changing the entire value chains
of Industry 4.0 - Labor 4.0 - Education 4.0 - Thinking 4.0, creating conditions for new business models
but also pressure on flexibility and personalization of services or triggering new requirements for cyber
security and the interdisciplinarity of access of small and medium-sized enterprises - providers and
users of services. The current global COVID-19 health pandemic (2020-2021), with its economic and
social impacts on all economic industries, has accelerated the use of disruptive technologies, principles,
procedures, methods and tools of Industry 4.0 and Society 4.0 and the need for the support of small and
medium-sized enterprises in the service sector in adapting to changes in the business environment.
Purpose of the article. The main objective of the research is to validate, evaluate and discuss the functionality
and content of the created methodology of adaptation of small and medium-sized enterprises in the service
sector to the implementation of the principles, procedures, methods and tools of Society 4.0 and its
applicability in business practice, specifically focusing on small and medium-sized enterprises in the area
of knowledge-intensive services. An integral part of the research is to assess selected negative and positive
impacts of the COVID-19 pandemic on business processes in the context of issues being tackled.
Methodology. The methodological procedure to validate the functionality and content of the created
methodology of the adaptation of small and medium-sized enterprises in the service sector to the conditions
of Society 4.0 is based on the strategy of mixed research. An explorative sequence design was used as a
key design of mixed dynamically oriented research, during which quantitative data collection, analysis and
evaluation formed the basis for qualitative analysis and evaluation, which resulted in the interpretation and
discussion of the research results and, at the end of the paper, the formulation of the issues that will be
the next area of scientific research activity of the author’s team. In the quantitative part of the research,
Fisher’s exact test was used for the verification of difference statistics in data obtained from testing a sample
of micro, small and medium-sized enterprises and from external project application sponsors providing
services to this category of enterprises. In the qualitative part of the research, the Atlas.ti software was
used for the evaluation of information obtained with respect to the methodology of adaptation of small and
medium-sized enterprises for encoding, processing and interpretation of qualitative data and semantic
networks were created for the individual sub-categories of evaluation.

Findings & Value Added. The research result proved that the adequacy of the content and functionality of
the checked methodology of adaptation of SMEs strongly corresponds to the needs and requirements of
micro and small enterprises in particular that conduct business in the area of knowledge-intensive services.
Barriers, limits, needs and potential in individual categories of micro, small and medium-sized enterprises
were identified which are related to the use of technologies and tools of Society 4.0, to new requirements for
knowledge and skills qualifications of labor and to the relation of SMEs to innovations in business processes.
The results of validation of the methodology of adaptation of SMEs in the knowledge-intensive service sector
confirmed that the created methodology of adaptation of small and medium-sized enterprises is applicable
to the implementation of the principles, procedures, methods and tools of Society 4.0. in the real conditions
of business practice.
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1. Introduction

Disruptive changes caused by the introduction of new technologies, cyber-physical systems
and artificial intelligence into all sectors of the economy, with impacts on all areas of society,
i.e. impacts on the labor market, education, science and research, legislation, cyber security,
ethics etc., are, both in practice and theory, described by terms such as Fourth Industrial Revo-
lution, Industry 4.0 and, in the context of changes and impacts on the entire society, Society 4.0
(Schlechtendahl et al., 2015; Marik et al., 2017; Frey & Osborne, 2017; Oztemel & Gursev, 2020).
The key focus in monographies, professional articles and studies and best practices with respect
to these issues is today mostly on industrial applications in large enterprises, although an in-time
and efficient implementation of the concepts of Industry 4.0 and Society 4.0 is an existential chal-
lenge also for small and medium-sized enterprises (the «<SMEs») in the service sector, aiming to
reinforce their development, competitiveness and sustainability in the national and global context
(Castelo-Branco et al., 2019; Szalavetz, 2019; Xu et al., 2018).
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The current need for an in-time and effective adaptation of SMEs in the area of knowledge in-
tensive services to the technical, economic, social and environmental conditions of the concepts
of Industry 4.0 and Society 4.0 was confirmed by field research conducted from 2019 to 2020
in the Czech Republic (the «CR»). Using a questionnaire inquiry, the results of which were fur-
ther supported by structured interviews with SME owners and managers, and based on the es-
tablished needs and comments arising from the discussions with SME representatives in work-
shops in the CR, it was established that SMEs in the knowledge intensive service sector lack any
methodology for their adaptation to the implementation of principles, procedures, methods and
tools to the conditions of Society 4.0. The identified minor attention in the field of theory and prac-
tice dedicated to the issues of the adaptation of micro, small and medium-sized enterprises to the
conditions of Society 4.0 led to the creation of an innovative methodological tool - Methodology of
adaptation of small and medium-sized enterprises in the service sector to the implementation of
principles, procedures, methods and tools of Society 4.0 (Dvorakova et al., 2020).

The main objective of the research is to validate, evaluate and discuss the functionality and
content of the created methodology of adaptation of small and medium-sized enterprises in the
knowledge intensive service sector to the implementation of principles, procedures, methods and
tools of Society 4.0 and its applicability in business practice. With respect to the main objective,
the following research questions 1 to 4 were formulated.

RQ1. What are the reasons for creating a methodology for the adaptation of small and medium-
sized enterprises in the knowledge intensive service sector to the conditions of Society 4.0 in
the CR?

RQ2. How does the selected sample of enterprises evaluate the methodology for adaptation of
small and medium-sized enterprises in the knowledge intensive service sector to the conditions
of Society 4.0 in the CR in terms of its practical use, extent and potential?

RQ3. To what level is working from home supported, considering the current COVID-19 situation
in the knowledge intensive service businesses in the CR?

RQ4. What limits and barriers do the knowledge intensive SMEs encounter when adapting to the
conditions of Society 4.0 in the CR?

The research results help fill the gap in the small attention paid in theory and practice to the
adaptation and transformation of business processes of SMEs in the service sector in the context
of use of computerization, digitization and robotization and other methods and tools of Industry 4.0
and Society 4.0 including their impacts on knowledge and skills qualification requirements on la-
bor, the labor market, education etc. Moreover, the COVID-19 pandemic prompted the need of
using such technologies, methods and tools in SMEs and the economic and social impacts of the
pandemic are causing several process, organizational, personal, communication and interhuman
changes in SMESs’ business environment (Donthu & Gustafsson, 2020; Fairlie, 2021).

The presented research results are being implemented by a multidisciplinary project team
from the University of West Bohemia in Pilsen and the Technical and Economic University in Ceské
Budéjovice and as part of a professional cooperation with external application guarantors (regio-
nal, national and professional institutions in the Czech Republic: Regional Chamber of Commerce
in the Pilsen Region; Labor Office of the Czech Republic, Regional Branch in Pilsen; Regional Of-
fice of the South Bohemian Region; Labor Office of the Czech Republic, Regional Branch in Ceské
Budéjovice; South Bohemian Chamber of Commerce; South Bohemian Society for the Develop-
ment of Human Resources). The project results may be used in business practice and the aca-
demic sphere through public and free-of-charge access to the project website (for details, see the
Adaptation of Knowledge Intensive Service Sector to the Conditions of Society 4.0, official project
website, 2019).

2. Brief Literature Review

Inthe lastten years, the topics of the Fourth Industrial Revolution, Industry 4.0 and Society 4.0 have
been becoming more and more frequented both in theory and in practice, together with the initiatives
reacting to the Fourth Industrial Revolution (Perakovi¢, PeriSa, & Zori¢, 2020; Stanék et al., 2019;
Kruli§ et al., 2018; Skobelev & Borovik, 2017; Vacek, 2017; Vance; 2015; Ministry of Trade and Indus-
try of the Czech Republic, 2016; Anderson, 2012; Kagermann, Lukas, & Wahister, 2011). Since 2016,
when the topic of the Fourth Industrial Revolution was selected as the central topic for the World Eco-
nomic Forum (World Economic Forum, 2016), the vision and concepts of Industry 4.0 and Society 4.0
have been analyzed and developed by the professional public, in governmental documents and
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regulatory measures and presented in good practice examples, in particular in the environment of
large enterprises and institutions (Ministry of Labor and Social Affairs of the Czech Republic, 2016;
Tomek & Vavrova, 2017; Office of the Government of the Czech Republic, 2017; Atik & Unlii, 2019;
Keidanren, 2020).

Today, the Fourth Industrial Revolution is a permanently developing concept where disruptive
technologies such as Cyber-Physical Systems, Big Data, Internet of Things, Internet of Servi-
ces, Internet of People, artificial intelligence, virtual reality, robotics and many others essential-
ly change the way we make business, work and live. In Europe, the concept has been called In-
dustry 4.0 and in other parts of the world, it has been referred to as the Fourth Industrial Revo-
lution. Industry 4.0 already has an impact on today’s society and it has the potential to influence
the form and functioning of the future society. The principles, procedures, methods and tools of
Industry 4.0 are applicable not only in industrial production but also in all production and non-pro-
duction economic industries, in public administration as well as in the professional and personal
lives of the individual. For these reasons, this society has been referred to as Society 4.0. (Morrar,
Arman, & Mousa, 2017; Xu et al., 2018; Vacek et al., 2019; Tausl Prochazkova et al., 2019).

The Fourth Industrial Revolution grows upon the foundations of the first, second and third in-
dustrial revolutions and it is regarded as a brand-new era thanks to the explosive rate of deve-
lopment and revolutionary innovative factor of applied technologies. Schwab (2017) draws at-
tention to the unprecedented rate of technological breakthroughs and to the impacts of these
changes on the entire society. We agree and we want to add that the paradigmatic change in-
volves an integrated and combined use of disruptive technologies and changing the way that
people think, the so-called Thinking 4.0. The Fourth Industrial Revolution - Industry 4.0 is now a
highly global and heterogenous concept today. It is connected both with universal challenges as
well as many risks or threats. The most frequently discussed are the impacts on the elimination
of many job positions or the extinction of entire professions, impacts on the content, scope and
forms of education, impacts on data and IT systems security both nation-wide and world-wide
(Chmelar et al., 2015; Ministry of Labor and Social Affairs of the Czech Republic, 2014; Office of
the Government of the Czech Republic, 2015; OECD, 2016; Santos et al., 2017; Keidanren, 2018;
Dvorakova, 2019).

The definitions, characteristics and content of the Fourth Industrial Revolution and concepts of
Industry 4.0 and Society 4.0 have not been clearly defined in professional literature as of yet. Since
2011, their notion and definition in terms of objectives and content have been in development (for
more details, see Buguin et al., 2013; Dutton, 2014; Kagermann & Wahlster, 2014; Pan et al., 2015;
Almada-Lobo (2015); Kovacs & Kot, 2016; Morrar et al., 2017; PwC, 2017; Piccarozi et al., 2018).
According to Inkermann et al. (2019), the term Industry 4.0 has gone through an inflation of mea-
ning and is almost ever-present. We need to emphasize that this applies not only to various profes-
sional articles of authors from 2011 to 2021 but even more so to the comparison of sources from
different years. It is only natural that today’s opinions as to what technologies, methods and tools
are the pillars of Industry 4.0 and Society 4.0 and what their objectives are might significantly dif-
fer from the opinions expressed in 2011 when the term «Industry» was first presented at the Han-
nover Fair in the Federal Republic of Germany. Schwab (2016) states that the Fourth Industrial Re-
volution is characterized by a fusion of technologies that connects the lines between the physical,
digital, and biological spheres. If we look at the definition of Industry 4.0 formulated by the Ger-
man organization GTAI (Germany Trade & Invest, 2014), we can learn that the term «Industry 4.0»
refers to an advanced technological revolution which supports the interaction of real and virtual
worlds in a new way, creating new aspects which are to change the production sector completely.
The essential element of the said definition is that it emphasizes the cooperation of man and tech-
nology and the new form of man - machine interaction, such as touch interfaces, symbolized by
advanced robotics and 3D printing.

Based on a systematic literary research and results of their research, the authors of this article
define the concepts of Industry 4.0 and Society 4.0 concepts for digitization, computerization, full
automation and robotization of many of the current human activities, transformation of the labor
market and education. These concepts help provide a higher rate and efficiency of the creation of
more accurate, reliable and cheaper products and services, a more effective use of materials and
environmentally-friendly production and non-production processes in all sectors of the economy,
in households and in professional and private human lives, ultimately striving to improve the qua-
lity of life.
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Small and medium-sized enterprises play a significant and irreplaceable role in the European
economy (Vojik, 2010; Hillary, 2000). They represent more than 99% of European businesses, pro-
vide two-thirds of jobs in the private sector and contribute to the creation of the aggregate added
value created by businesses in the EU by more than one half (European Commission, 2021). For
the last thirty years, the Czech Republic (the «CR») has also been one of the countries with a major
market share of SME segments (in terms of their number, employed people, share in the creation
of added value and other macroeconomic indexes). As demonstrated by the macroeconomic data
of the Czech Statistical Office (2021a), the share of SMEs in the total number of active businesses
amounted to 99.8%; the share of SMEs’ employees in the total number of employees in the busi-
ness sphere in the CR was 58% and the share of SMEs in the creation of added value was 55% in
2019. In terms of SME size categories (micro, small and medium-sized enterprises), statistical da-
ta processed from the sources of the European Commission document the dominant representa-
tion, in terms of their numbers, of the role and significance of micro, small and medium-sized en-
terprises both in the Czech economy and in the EU economy (European Commission, 2020). In
the overall structure of the number of businesses according to individual size categories, micro
enterprises significantly prevail (96% in the CR, 93% in the EU); small enterprises represent a 3%
share in the CR and 6% share in the EU; medium-sized enterprises have a 0.8% share both in the
CR and EU. The fact that large enterprises only have a 0.2% share in the number of all enterprises,
both in the CR and EU, confirms the irreplaceable role of SMEs not only in terms of the economy
but also in terms of social and regional development. This fact played an important part in the de-
cision to focus our research on SMEs.

According to Vojik (2010), Chladkova (2010) and Strakova et al. (2020), the advantage of SMEs
is mainly their relative flexibility (including the formation and termination of companies), a relative-
ly high absorption capacity of labor force due to flexibility and a capacity to fill the gap in the struc-
ture of business relationships and the response time to changes of conditions. The disadvantages
include more difficult access to capital, new knowledge and information and diminished capacity
to eliminate the consequences of fluctuations of external influences mainly in the initial stages of
SMEs’ development. Their relatively limited resources (such as human, time or financial) may also
restrict their access to new technologies, methods and tools of Industry 4.0, to the introduction of
innovations or subsidy and support programs.

In this research, we categorized businesses as SMEs based on Commission Recommendation
No. 2003/361/EC of 6 May 2003 concerning the definition of micro, small and medium-sized en-
terprises. This Recommendation (European Commission, 2003) presents a division using a com-
bination of quantitative criteria (number of employees, yearly turnover, yearly balance sheet - as-
sets) and qualitative criteria (independence of the business). Not exceeding the number of em-
ployees is mandatory, however, a small or medium-sized enterprise can choose the turnover or
balance sheet limit, choosing only one criterion which is more beneficial for the enterprise. A mi-
cro enterprise is defined as an enterprise with fewer than 10 employees and a yearly turnover and/
or yearly balance sheet below EUR 2 million. A small enterprise is defined as an enterprise with
fewer than 50 employees and a yearly turnover and/or yearly balance sheet below EUR 10 million.
An enterprise is categorized as a medium-sized enterprise when it employs less than 250 people
and has a yearly turnover less than EUR 50 million and/or a yearly balance sheet less than EUR 43
million. The European Commission created the said categorization of micro, small and medium-
sized enterprises to provide for a focused and efficient targeting of subsidy and support measures
for SMEs.

In terms of the national economy and market sectors, traditional three-sector divisions of the
economy (primary, secondary and tertiary sectors) are used in professional literature and for sta-
tistical processing of data. In the 1950s, a quaternary (knowledge) sector was split from the tertiary
sector and since the 1980s, a quinary sector has been split (H-tech research and advanced infor-
mation technologies, biotechnologies, nanotechnologies). The service sector (tertiary sector) in-
cludes all branches of human activities based on the provision of services, i.e., provision of work,
knowledge, financial means, infrastructure or products or their mutual combinations. Vargo and
Lusch (2014) take a holistic approach to the definition of a service, presenting it as an application of
competencies for the benefit of other people. The tertiary sector is considered to be the most dy-
namic part of the economy and its share in the economy to be the characteristics of a country’s le-
vel of development. Since the 1980s, there has been a significant shift of business activities into the
tertiary sector. In terms of macroeconomic indexes, the service sector represents a major part of
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the national economies of the Czech Republic and other European countries. The tertiary sector in
the CR created 63% of gross added value in 2019, which is approximately 10% less in comparison
to the average attained in the EU countries. The share of services in the total gross added value in
the EU-28 countries was 73.9% in 2019, compared to 69.9% in 2018. Services have an especially
high relative importance in Luxembourg, Malta, Cyprus, France, Greece, The Netherlands, Belgium
and Portugal. At least three fourths of the aggregate added value were attributed to them. In the
Czech Republic, Ireland, Romania, Poland, Slovakia, Slovenia and Hungary, the shares of services
in the gross added value were from 61% to 66% (Czech Statistical Office, 2021a).

For a more detailed division of economy sectors into individual branches and into individual
economic activities, classifications of human activities at the national, European and internatio-
nal levels were created in the 20th century. We based the selection of businesses into our tested
sample of SMEs in the area of knowledge intensive services on the categorization of the business
according to the CZ-NACE classification (Czech Statistical Office, 2008). It is the Classification of
Economic Activities introduced by the Czech Statistical Office on 1 January 2008 and this classi-
fication is fully compliant with the Statistical Classification of Economic Activities in the European
Community, specifically with its revision two (NACE Reuv. 2). In the field research we performed,
SMEs providing and using knowledge intensive services were the specific target group. Under the
applied classification of economic activities, CZ-NACE, these are primarily information and com-
munication activities (services in section J) and profession, scientific and technical activities (ser-
vices in section M of the classification). Knowledge Intensive Services represent services requi-
ring a high intensity of the use of knowledge (Miles et al., 2019, Hinke et al., 2019). They are know-
ledge providers - businesses whose main form of activities is the creation of new knowledge, and
knowledge users - business that use knowledge created by its providers to innovate products,
services and processes as part of their activities. In many cases, working with knowledge has a
mixed form, i.e. the business is both the provider and user of knowledge. Such a way of work gets
reflected in so-called open innovations (Chesbrought, 2006).

The literary research focused on the issues of the adaptation of micro, small and medium-sized
enterprises in the area of knowledge intensive services to the conditions of 4.0 shows that very
small attention is paid to these issues in theory. Kagermann, Wahlster & Helbig (2013) state, in
the Final Report of the Industry 4.0 Working Group, their recommendations for the implementa-
tion of the German strategic initiative Industry 4.0 and priority activities to assure the future of Ger-
man manufacturing industry. They compare and evaluate the condition and initiatives for the sup-
port and financing of industrial politics in Germany to selected countries and parts of the World
(Western Europe, EU, China, USA, India and others) and they state that Germany has a potential
to become a leading market and leading supplier for Industry 4.0. Miiller (2019) is one of the few
authors who examines Industry 4.0 in the context of small and medium-sized enterprises and the
business model. His research paper used an exploratory research design based on 43 in-depth
expert interviews within the three most important German industry sectors, mechanical and plant
engineering, electrical engineering and automotive suppliers. The author defines different cha-
racteristics for the providers and users of Industry 4.0 and discovers that key resources and va-
lue proposition are among the most affected elements of the business model, whereas channels
are the least affected. Sommer (2015) examines the awareness, readiness and ability of compa-
nies to face the challenge of Industry 4.0, taking into account the special role of SMEs. Based on
the review and comparison of nine studies, he states that there is usually awareness about the to-
pic relevance and he finds that the preparedness and ability to face the challenges of Industry 4.0
strongly depend on the size of SMEs and he deepens the knowledge of the adaptation deficits of
German SMEs. The smaller SMEs are, the higher the risk that they will become victims instead of
beneficiaries of the Fourth Industrial Revolution. Ingaldi & Ulewicz (2020) resolve, as part of their
research, the issues of implementation of Industry 4.0 into SMEs in Poland and they map the level
of SMEs’ readiness for sustainable development through technological transformation. They indi-
cate the lack of financial resources and specialized support in procuring new technologies as the
main problems of SMEs’ adaptation. Vanhaverbeke et al. (2020) focus on the research of openin-
novations in SMEs, they indicate sectoral patterns of open innovation in SMEs and they deal with
the measuring, evaluation and stimulation of open innovation in SMEs. Open innovation and open
business models are one of the frequently discussed topics of the last years and they also rep-
resent a source of solution, ideas and opportunities in the process of adaptation of SMEs in the
knowledge intensive sectors to the conditions of Society 4.0.
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3. Purpose

The purpose of the research is to validate, assess and discuss the functionality and content of
the created methodology of adaptation of SMEs in the knowledge intensive service sector to the
implementation of principles, procedures, methods and tools of Society 4.0 and its applicabil-
ity in business practice. The evaluation and discussion of results are also oriented on extending
the knowledge potential in the area of using philosophy, vision and concepts of Society 4.0 in the
real business conditions of SMEs in the service sector in the context of the global COVID-19 pan-
demic.

SMEs in the service sector in the CR today are not able to find any user-accessible methodo-
logical tool or best practices which would have been validated in theory and in practice and which
would support and facilitate an effective and in-time adaptation of SMEs in the service sector to
changes in the business environment associated with the advent and development of the con-
cepts of Industry 4.0 and Society 4.0.

4. Research Methodology

The research in 2019 to 2021 was motivated by the current need of an in-time and effective adap-
tation of SMEs in the service sector in the CR to the technical, economic, social and environmen-
tal conditions of the concepts of Industry 4.0 and Society 4.0, with a specific focus on SMEs in the
sector of knowledge intensive services. The SMEs’ current need was corroborated by field research
(questionnaire survey, structured interviews with SMEs’ owners and managers in the South Bohe-
mian and Pilsen Regions in the Czech Republic, two workshops for SMEs in the service sector) and
led to the formulation of the methodology of adaptation of SMEs in the service sector to the con-
ditions of Society 4.0. The structure and content of proposed Methodology of Adaptation of SMEs
were drafted based on the pre-research carried out which included the following: creation of two
critical studies focused on the analysis and evaluation of the technological and social impacts of
Industry 4.0 (Vacek et al., 2019; Tausl Prochazkova et al., 2019); a questionnaire survey and struc-
tured interviews in SMEs in the sector of knowledge intensive services from 2019 to 2020.

Validation of the Methodology alone will be divided into main parts - the quantitative part and
the qualitative part. The data file based on which both these parts will be processed will contain
a total of 42 businesses, out of which there will be 14 micro enterprises, 14 small enterprises and
14 medium-sized enterprises. For the purpose of confirmation and descriptive statistics, typolo-
gy based on the size of an enterprise and its subject of business will be applied, where groups of
approximately the same sizes will be formed through categorization. The following categories will
be chosen:
1) IT - companies focused mostly on software development.
2) Consultancy - companies of financial consultants, HR consultants and accountants, tax advi-

sors and auditors.
3) Project activities involving various topics - companies offering translations, marketing, educa-

tional projects, management or product testing services.
4) Production - companies manufacturing and distributing their own products, building companies.

The quantitative part will be focused on the evaluation issues with respect to the Methodology,
in particular on the evaluation of whether the structure and content are adequate and whether the
Methodology is adequate for business, practice, interest in cooperation, the willingness to share
experience, representation of technologies, requalification, interest in workshops, utilization of out-
sourcing, automation, representation of innovations and an increase of the share of working from
home. To that end, IBM SPSS statistical software will be used, where the available data will be pro-
cessed in the form of contingency tables in which the existing differences will be checked using
Fisher’s exact test. The sizes of contingency tables for individual partial calculations will be in the
following formats: 2x3, 3x3 and 3x4. Answers to the questions concerning the evaluation of the Me-
thodology will be in the format of four-level nominal data, i.e. 1 = No; 2 = Rather not; 3 = Rather yes;
4 = Definitely yes. In all cases when the answer is not «No», three answer options will be used for the
depiction of statistical analysis, t00, since a relevant statistical evaluation would not otherwise be
possible. The results of statistical processing will then be transformed and processed in Microsoft
Excel, where they will be visualized in the form of graphs. For the purpose of descriptive interpre-
tation, classical column graphs, group column graphs and compound column graphs will be used
(for all categories of the given area together). Based on the Fisher’s test calculations, separate de-
scriptive tables will be created for all interactions in the respective section.
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To create the qualitative part, a software for qualitative data analysis, ATLAS.ti, will be used.
A more detailed description of the enterprises involved will be included here. This part will in par-
ticular include the topics processed in the following categories: working from home, requalifica-
tion, outsourcing, automation, technology, innovation and COVID-19 impacts on the business.
The evaluation questionnaire will be complemented by imported comments which will be encoded
using overt coding and then interlinked with the topics above. The codes will be interlinked using
axial coding and a secondary classification will be made. As part of the analysis of the main part
of the qualitative comments on the evaluation of Methodology, semantic networks will be created
for individual partial categories which will be represented graphically and which can be used for
secondary evaluation. Specifically, there will be the following categories: the professional level of
the text, practicality, the extent of the text, recommendations, evaluation, applicability.

5. Results

5.1. More detailed description of the creation of methodology and validation

procedure

As already mentioned above, the methodology was formulated based on the prior outputs from
the project in 2019 and 2020 and based on two studies (study 1 - Identification, analysis and eva-
luation of the principles, procedures, methods and tools for the adaptation of service sector to the
technical, economic, social and environmental conditions of Society 4.0.; study 2 - Catalogue of
changes of knowledge and skills qualification requirements for jobs in connection with the advent
and development of Society 4.0), based on the motions, comments and feedback from Workshop
No. 1 and Workshop No. 1 Report - Adaptation of the sector of knowledge intensive services to
the condition of Society 4.0.

For the research aimed at the formulation of this methodology, both qualitative and quantita-
tive research methods were applied, combining empirical data collection (the questionnaire sur-
vey and structured research) and desk research methods. To compare the issues being tackled
in the Czech environment and abroad, comparative methods were applied. For this part of the re-
search, secondary aggregated data (Czech and international statements) and the primary data of
the external application guarantors (Regional Chamber of Commerce in the Pilsen Region; Labor
Office of the Czech Republic, Regional Branch in Pilsen; Labor Office of the Czech Republic, Re-
gional Branch in Ceské Budéjovice; South Bohemian Chamber of Commerce; Regional Office of
the South Bohemian Region; Jiho&eska spole¢nost pro rozvoj lidskych zdroju, o.p.s. (South Bo-
hemian Society for the Development of Human Resources)) were used; these guarantor focus on
working with SMEs in the service sector.

In the preparation and implementation of empirical survey, we also cooperated with the above-
mentioned external application guarantors of the project and we used the Bisnode’s Albertina data-
base and database of the Technological Agency of the CR (Czech Republic) concerning the suppor-
ted projects focusing on Industry 4.0 and Society 4.0. The primary objective of the empirical survey
was to establish what the attitude of SMEs to innovations with respect of technological, economic and
social changes brought by Industry 4.0 and Society 4.0 is. By the empirical survey, we also tried to es-
tablish the current state of affairs and strategy in this field in SMEs in the service sector and the bar-
riers and limits to the development of SMEs in the service sector. The questionnaire survey was car-
ried out from 5 June to 15 November 2019 and a total of 141 respondents took part. Structured inter-
views were conducted with a total of 20 representatives of businesses in the service sector.

Upon consultations about the proposal of the Methodology which was formulated based on the
collected information, the Methodology was first created and then validated and tested in corpo-
rate practice, which is also the subject of this article. The validation was made in cooperation with
the external application guarantors who confirmed that the content and procedures of the proposed
Methodology correspond to the needs and requirements of SMEs in the service sector. The data
sample used for validation of the Methodology included a total of 42 enterprises, out of which there
were 14 micro enterprises, 14 small enterprises and 14 medium-sized enterprises. For the purpo-
ses of statistics, typology based on the size of an enterprise and its subject of business was ap-
plied, where groups of approximately the same sizes were formed based on the categorization. The
methodology validation was split into two parts - the qualitative part and the quantitative part; both
these parts were described in detail in the methodology of this article. The basic information about
enterprises involved according to the size and subject of business is incorporated in Figure 1.
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Figure 1:
Involvement of enterprises according to size and subject of business
Source: Calculated by the authors

5.2. Evaluation of the Methodology (practicality, extent and potential thereof) by

the selected sample of enterprises

Below, you can find a graphical expression of how the selected sample of enterprises evalua-
ted the Methodology for adaptation of SMEs in the service sector in the CR to the conditions of
Society 4.0 in terms of its practicality, extent and potential. The results are provided according
to the category of size of the enterprise and according to the type of business of the enterprise.
Figure 2 shows the results of evaluation of the applicability of the Methodology in practice.

As you can see in the Figure above, micro enterprises were the ones with the highest propor-
tion of the answer «Definitely yes» (57%), while it was always only 2 enterprises which gave this an-
swer in the other size categories. «Rather yes» was a dominant answer given by twelve small en-
terprises (86%) and ten medium-sized enterprises (71%). The answer «Rather not» was given only
by two micro enterprises and two medium-sized enterprises. The potential of Methodology for its
applicability in practice is especially important; the applicability is shown in Figure 3.

Figure 2: Figure 3:
Evaluation of the Methodology Evaluation of the applicability
(practicality, extent and potential thereof) of the Methodology in practice according
by the selected sample of enterprises to the type of activities
Source: Calculated by the authors Source: Calculated by the authors

According to Figure 3, six consultancy companies (60%), four IT companies (33%) and two
companies involved in project activities (20%) answered «Definitely yes«. «Rather yes» was the
most frequent answer which was given by 80% of companies involved in project activities, 80% of
the production businesses and 50% of IT companies. Two IT companies and two production busi-
nesses answered «Rather not».

The results of Fisher’s test by which differences were tested showed the following values,
i.e. for the enterprise size (V = 5.67, p = .22) and subject of business (V=5.95, p = .47).

Based on the comments obtained as part of the qualitative evaluation of the practicality of
methodology by the selected sample of enterprises, the enterprises perceived a certain lack of
practical procedures and instructions. By way of example, a representative of an adult education
and marketing business says the methodology has been processed very well, however, it is not
very practical for direct application in SMEs. Internal processes, possibilities of the application of
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automation and utilization of successful practice examples were identified as the chief areas for
the application of instructions.

For the evaluation of the extent of Methodology by the selected sample of enterprises, see
Figure 4.

As you can see, a total of six micro enterprises (43%) and six small enterprises (43%) answered
«Definitely yes«. The remaining small enterprises all answered only «Rather yes», while two micro
enterprises and four medium-sized enterprises answered «Rather not»; the answer «Rather yes»
was prevalent with medium-sized enterprises. In Figure 5, the results of the evaluation of adequa-
cy of the extent for enterprises according to the type of activities are shown.

As you can see in Figure 5, the extent is seen as adequate mainly by consultancy companies
that mostly answered «Definitely yes» (80%); this answer was given only marginally by other busi-
nesses. All enterprises involved in project activities answered «Rather yes». IT companies and pro-
duction enterprises, two representatives of each answered «Definitely yes» and six of each an-
swered «Rather yes» (50% for IT, 57% for production).

The results of Fisher’s test by which differences were tested showed the following values, i.e.
for the size of an enterprise (V=5.54, p =.24) and subject of business (V=9.74, p =.06). Based on
these facts, we can say that the adequacy of the extent and subject of business come very close
to the determined significance level. In case of a larger sample of enterprises, a statistically pro-
vable difference might be expected.

Figure 4: Figure 5:
Evaluation of the adequacy of the extent for Evaluation of the adequacy of extent for
enterprises according to size enterprises according to the type of activities
Source: Calculated by the authors Source: Calculated by the authors

The opinions (as expressed in the comments) on the extent of text of the methodology are va-
ried, which is only natural. Although the extent is positively appreciated by most, commenting that
the methodology is extensive and covers all fields relating to the issues at hand, others criticize
that some parts are in too much detail, while other parts are in less detail or no detail at all. The
opinions on the extent vary depending on whether the basic needs of the particular user of the
Methodology were addressed, or not. By way of example, one of the accounting and tax firms be-
lieves that the innovation section is too extensive, while there is no section dedicated to the par-
ticular methods of processes digitization which would be of interest to the firm. Based on the re-
commendations with respect to the extent, motions were included to create a brief summary ver-
sion for practical work, best in the form of a workbook.

In Figure 6, the evaluation of the adequacy potential of the Methodology for enterprises is rep-
resented.

Small enterprises appreciated the applicability of the Methodology potential for enterprises
positively, all of them answering «Rather yes». Micro enterprises also demonstrated a positive
appreciation, most frequently answering «Definitely yes»; this answer was given by six of them
(43%). Only four micro companies (29%) answered «Rather not». Medium-sized enterprises an-
swered «Rather not» or «Rather yes» equally, six of them giving the former answer and six of them
giving the latter answer (43%). Figure 7 shows the evaluation of the applicability of the Methodo-
logy for enterprises according to the type of activities.

All enterprises involved in project activities answered «Rather yes» when evaluating the ap-
plicability of Methodology. This was also the most frequent answer given by IT companies.
Four consultancy companies (40%) and four IT companies (33%) answered «Definitely yes».
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Figure 6: Figure 7:
Evaluation of the applicability of the Methodology Evaluation of the applicability of the Methodology
for enterprises according to size for enterprises according to the type of activities
Source: Calculated by the authors Source: Calculated by the authors

An absolute majority of production enterprises answered «Rather not» and the rest (40%) an-
swered «Rather yes».

The results of Fisher’s test by which differences were tested showed the following values,
i.e. for the size of an enterprise (V = 8.65, p = .04) and subject of business (V = 8.04, p = .17).
As you can see, the appreciation of adequacy for an enterprise differs significantly, depending
on the size.

General evaluations and appreciations of the potential of methodology were mostly positive in
the comments and the reminders depended on the options provided to the particular enterprise.
The applicability of and the need for this methodology were mentioned many times. By way of an
example, a company providing consultancies with respect to human capital management consi-
ders the methodology to be highly beneficial, since to its knowledge, there are no such detailed
instructions which the companies might use (without having to study all the available literature, of-
ten written in a foreign language). Based on the evaluation received, the acceptance of the me-
thodology was a success, as expected.

5.3. Limits encountered by the selected sample of enterprises

The limits which an enterprise can encounter include the introduction of new technologies, rep-
resentation of requalification, outsourcing, representation of automation and innovation.

As far as modern technologies are concerned, the selected sample of enterprises has already
been using them to a large extent. They see the implementation of technologies mainly in connec-
tion with innovation and extending the options of business activities into all segments. A boom in
the use of modern technologies was experienced in particular in the field of artificial intelligence.
The businesses, and small enterprises especially, perceive the financial costs needed as the pri-
mary problem relating to the introduction of new technologies. The application of modern techno-
logies also requires trained employees motivated to accept new procedures. Enterprises are often
motivated for technological development in narrow fields only. In Figure 8, the use of technologies
in enterprises according to size.

Figure 8:
Use of technologies in enterprises according to size
Source: Calculated by the authors
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Figure 8 shows that micro enterprises and small enterprises use mainly artificial intelligence,
virtual reality and Internet of Things, which might be quite surprising. Medium-sized companies
focus more on 3D/additive manufacturing and artificial intelligence, Internet of Things, drones and
robotics. Table 1 of the Fisher’s test shows an interesting summary of difference statistics with re-
spect to the use of technologies relating to the evaluation of Methodology.

As part of the evaluation of content, the test shows the influence of the application of the In-
ternet of Things, with no distinctive values recorded with respect to the practical applicability; the
influence of the Internet of Things and virtual reality was manifested in the application for own
business.

Enterprises often use requalification; however, many of them do not consider it to be an ideal
solution. It is even considered to be very difficult in terms of critical soft skills. Enterprises be-
lieve that an appropriate procedure would be to provide employees with an option of targeted
training; however, this approach is only consistent with the practice of micro enterprises. En-
terprises also believe that key employees in particular should be involved in company-wide
requalification.

For the use of requalification in enterprises according to size, see Figure 9.

Table 2 shows the results of Fisher’s test of the differences in Methodology evaluation accor-
ding to the use of requalification.

Table 1:
Difference statistics of the use of technologies relating to the evaluation of Methodology
Technology Structure and content For practice For business
Vv p \" p \" p
Artificial intelligence 3.51 0.19 1.36 0.65 3.21 0.31
Virtual reality 5.26 0.09 2.33 0.45 7.03 0.02
Block chain 2.02 0.41 0.56 1.00 1.46 0.60
Drones 1.06 0.56 0.53 1.00 0.50 1.00
Internet of Things 9.05 0.01 3.93 0.21 5.85 0.04
Robotics 1.92 0.54 1.40 0.49 0.47 1.00
3D/additive manufacturing 4.28 0.14 2.07 0.42 0.62 0.84

Source: Calculated by the authors

Figure 9:
Use of requalification in enterprises according to size
Source: Calculated by the authors

Table 2:
Difference statistics of the use of requalification relating to Methodology evaluation
Requalification area Structure and content For practice For business
\" p \" p \" 1)
IT knowledge 1.73 0.63 3.40 0.26 1.30 0.69
Digital skills 5.80 0.06 6.26 0.04 4.16 0.09
Creative thinking 7.71 0.01 7.42 0.01 5.32 0.07
Critical thinking 4.27 0.09 5.37 0.05 3.27 0.19
Analytical thinking 7.71 0.01 7.42 0.01 5.32 0.07
Innovative approach 4.45 0.11 4.37 0.10 3.21 0.31
Teamwork 5.80 0.06 3.04 0.22 4.16 0.09

Source: Calculated by the authors
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As you can see, a significant difference was identified in the evaluation of Methodology con-
tent in creative and analytical thinking; indications of a connection with the requalification of digi-
tal skills and teamwork both of which have a value of p = .06 were discovered. The requalification
of analytical and creative thinking, digital skills and critical thinking are also significant for the eva-
luation of adequacy of the Methodology for practice. No differences for any kind of requalification
were identified in the evaluation of the adequacy of the Methodology for an enterprise.

In cases where outsourcing is being used, the representation of outsourcing is high in many
areas of evaluation. In additional comments in the qualitative part, enterprises listed the particu-
lar activities they outsource, including their connections to further procedures of business auto-
mation. Examples of particular activities outsourced by the enterprises are customer support for
their own e-commerce projects, repeated marketing activities, accounting firm, the monitoring of
trademarks by a patent office and the resolution of all disputes using a law office, including com-
munication. Figure 10 shows the representation of outsourcing in enterprises according to size.

Figure 10 shows that enterprises of all sizes outsource mainly legal services. Micro enterprises
also outsource the protection of intellectual property and accounting processes. Small enterpri-
ses use outsourcing for IT solutions or ERP. Medium-sized companies outsource in fact the same
activities. Figure 11 shows the representation of automation.

In connection with the automation options, the enterprises often mentioned the introduction
of austerity measures with respect to the operating costs. Automation was also frequently asso-
ciated with investments and changes caused by the COVID-19 pandemic (working from home, in-
crease of investments into IT or development of own new applications). Automation was most fre-
quently mentioned in the context of the calculation of internal KPI (key performance indices).

The representation of innovation shown in Figure 12 plays a part no less important.

Figure 10:
Representation of outsourcing in enterprises according to size
Source: Calculated by the authors

Figure 11: Figure 12:
Representation of automation of routine Representation of innovation according
processes in enterprises according to size to type of activities
Source: Calculated by the authors Source: Calculated by the authors
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Innovations are considered to be a matter of course by the selected sample of enterprises,
emphasizing most of all the processes and technologies based on their long-term growth and
expansion strategies. Currently, innovations are being connected mainly with the impacts of
the COVID-19 pandemic on business. In this respect, a significant dependency of innovations
on a target group was discovered, where certain segments currently show a lower likelihood
of growth. Based on this fact, we can say that the segment of activity is the main drive for in-
novation.

As part of the field research, we established, by our research inquiry of the researched sample
of knowledge intensive service enterprises, that even before the pandemic, about 25% of the en-
terprises standardly, to a certain extent, used work from home which was more than the average
for the CR - 10% before the pandemic.

There was a boom of this form of work during the COVID-19 pandemic and all enterprises from
the selected sample were using this form of work to a certain extent. In companies which stan-
dardly used work from home, their employees were ready for this alternative and the pandemic did
not have a significant impact on them. However, the share of employees working from home was
fluctuating from 10% to 100% with individual knowledge intensive companies and the number of
days per week on which this form of work was applied varied as well.

The preferences for work from home of employees of the sample of companies quite differed.
Some employees (about 10% to 20%) preferred working from home, approximately the same pro-
portion did not and the rest preferred rather an alternating regime. Several employees perceived
an insufficient background (facilities, technical equipment) and disturbances (e.g. presence of
children) as disadvantages. Often, the enterprise itself was concerned about more difficult coor-
dination and communication in its project teams. A certain part of companies saw specialized
work as an obstacle to working from home; in their opinion, the virtualization of specialized work
might have a negative impact on the rate of processes and might be demanding on new technolo-
gies. For some enterprises, working from home became an impulse for investments into IT tech-
nologies, own applications and increased robotization of human work, which may certainly be per-
ceived as positive.

As far as the support for work from home is concerned, the enterprises mostly stated that
their employees had sufficient equipment to work from home, meaning mostly company note-
books, software or a contribution for using the employees’ own hardware and, in some cases,
a financial contribution for using the Internet. The enterprises do not deal much with other as-
pects of working from home which is caused also by the lack of legislation that would regulate
this form of work in the CR.

In the research inquiry, knowledge intensive enterprises also answered the question whether
they planned on increasing the proportion of work from home in the future, after the pandemic
goes away. In the selected sample, more than half of the enterprises are about to increase the
share of work from home and approximately another 20% are rather inclined to do so. Only less
than one tenth of the enterprises definitely have no intention to do so (see Figure 13).

If we take into account the size categories of enterprises (see Figure 14), the micro enterpri-
ses (71.4%) and medium-sized enterprises (57.1%) intend to «Definitely yes» increase the share
of work from home, while only 28.6% small enterprises intend to do so.

Figure 13:
Intention of enterprises to increase the share of
work from home - entire sample of enterprises
Source: Calculated by the authors
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If you look at the intention of enterprises to increase the share of work from home according
to type of activity, all the examined IT companies want to increase - «Definitely yes» - the share of
work from home, while all the examined production companies are rather not inclined to do so,
which is logical considering the nature of business (for details, see Figure 15).

Figure 14: Figure 15:

Intention of enterprises to increase Intention of enterprises to increase
the share of work from home - enterprises the share of work from home - enterprises
according to size categories according to type of activity
Source: Calculated by the authors Source: Calculated by the authors

6. Discussion

Research focusing directly on the adaptation of SMEs in the sector of knowledge inten-
sive services to the conditions of Society 4.0 has never been conducted before. Therefore,
the results of this innovative article cannot be compared to others. However, results of the re-
search of authors involved in similar issues or tackling similar topics might also be interes-
ting. Research conducted by Choi et al. (2021) is worth mentioning; they researched the con-
tribution of knowledge intensive business services (KIBS) in the stages of new product deve-
lopment (NPD) to the performance of companies with regard to correlations between the in-
put variables. To explicitly quantify the contributions in the stages of NPD, the authors pro-
posed a new methodology using the variable importance evaluation method. The proposed
method mitigates correlation effects and facilitates a direct interpretation of the importance
of input variables. The proposed methodology was evaluated in case of a public research or-
ganization in the South Korea using a data file of the research collected from Korean SMEs.
Empirical results showed that KIBS with inter-stage correlations variously contribute to com-
panies in the stages of NPD depending on performance measures. KIBS usually assist com-
panies’ management decision-making in both end stages of NPD and KIBS in all stages ex-
cept for the product implementation and help the companies to save time and money. Cam-
pisi et al. (2019) researched the effectivity of companies in the sector of knowledge intensive
services, using the data envelope analysis (DEA) to calculate Malmquist’s productivity index
for the period from 2012 to 2017. Malmquist’s productivity analysis based on DEA was specifi-
cally applied at the corporate level in a sample of a total of 1,674 Italian companies in the KIBS
sector associated with three different NACE codes (72 IT services, 73 research and develop-
ment, 74 other professional business activities). The effectivity measuring was then applied to
define the financial performance of a KIBS company by analyzing the formulas of average pro-
ductivity grouped according to Italian geographic regions. Malmquist’s productivity measures
were divided into two parts: change of efficiency and technical change index. The results for
the period from 2015 to 2017 showed that the average yearly growth of the total Malmquist’s
productivity index was positive in nine Italian regions which represented only 17% from the
total number of selected KIBS companies. On the other hand, the drop of average perfor-
mance measure was observed in five geographic areas that contributed to 75.7% of the en-
tire sample. In general, the component of technological changes as a measure of innovations
is strongly limiting on KIBS behavior in productivity growth in all geographic regions. The evi-
dence of importance of the regional configuration of the heterogenous nature of the KIBS sec-
tor for economic and productive transformation in local branches of industry in the context of
the Fourth Industrial Revolution was presented in their study by Vaillant et al. (2021). Based on
evolution perspectives which are based on the sources claiming that industrial development of
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a region mostly stems from the existing capabilities of the local capacities and creates a tra-
jectory related to diversification and builds on the local servicification framework, the authors
claim that the impact of KIBS enterprises on the production performance (HPH per employee)
is conditional upon the specific nature of the locally present provision of knowledge inten-
sive services by KIBS enterprises. Regions with T-KIBS (technology-based knowledge inten-
sive business services) have, in their «kknowledge space», a potential relationship of resources
which makes it possible for their local production sectors to diversify production more easily
towards Industry 4.0.

Based on the above-mentioned results, we can now answer the determined research ques-
tions.

1. Why was it necessary to formulate a methodology for the adaptation of SMEs in the sector of
knowledge intensive services in the CR to the conditions of Society 4.0 and what was its formula-
tion process including validation in practice?

The reason for the formulation of the Methodology was mainly that there is currently no me-
thodology which would be able to provide the procedure to these companies containing individual
steps for their adaptation to disruptive changes into business processes and into the entire com-
pany, brought about by Industry 4.0 and Society 4.0. The need to formulate the Methodology was
also caused by the demand and requirements of business practices which had been mapped in
advance.

The formulation of the Methodology was based on the research which included the analysis
and evaluation of principles, procedures, methods and tools for the adaptation of the service sec-
tor to the technical, economic, social and environmental conditions of Society 4.0. It also con-
tained an evaluation of the changes of knowledge and skills qualification requirements for the
workforce in the environment of Society 4.0, a questionnaire inquiry, structured interviews, analy-
sis and the evaluation of the results of project workshops and the analysis, evaluation and integra-
tion of motions and reminders of six external application guarantors of the project. Based on the
above-mentioned materials, the synthetization of the information obtained and the conception of
proposed measures for the adaptation of SMEs was then performed.

The proposed Methodology was consulted and formulated, and, immediately afterwards, it
was validated and tested in business practice on a selected sample of enterprises (42 enterpri-
ses in the category of SMES), in cooperation with six external application guarantors of the project
who believe that the procedure and content of the proposed methodology corresponds with the
requirements and needs of SMEs in the service sector.

2. How does the selected sample of enterprises appreciate the methodology for adaptation
of SMEs in the sector of knowledge intensive services in the Czech Republic to the conditions of
Society 4.0 (practicality, extent, potential)?

The selected sample of enterprises appreciates the practicality of the Methodology mostly
positively, where in fact all types of enterprises in terms of size consider it practical. Consultancy
companies find it most adequate in terms of practicality. Even in spite of these facts, some enter-
prises feel there is a certain lack of detailed practical procedures and instructions, namely with re-
spect to internal processes, application of automation and use of best practice examples.

Opinions on the extent of the Methodology differ. Although the extent is appreciated mostly posi-
tively (mainly by small enterprises and consultancy firms and companies involved in project activities),
criticism was also put forth that some parts were excessively detailed, while other parts had less detail
or no detail at all. Based on the recommendation with respect to the extent, an abbreviated summary
version of the Methodology for practical purposes (in the form of a workbook) will be made.

There were bigger differences in the evaluation with respect to the potential of the applicability
of the Methodology for enterprises. For example, all small enterprises consider the Methodology
suitable in terms of the potential of applicability for enterprises, like most of the micro enterprises,
however, 43% of medium-sized companies consider the Methodology as rather not suitable. The
potential of the Methodology is mostly appreciated by enterprises involved in project activities and
IT. General appreciation and appreciation of the potential of the methodology are mostly positive.
Many have mentioned the applicability of and the need for this methodology.

3. To what level is work from home supported in knowledge intensive service enterprises in the
CR in regard to the current COVID- 19 situation?

The factors determining the level of using work from home include: the Digital Economy and
Society Index (DESI), organization culture, the structure of economy, legislation and organization
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of work (Llave, 2021). The DESI index assesses five areas of digitization: connectivity, human
capital, use of Internet, integration of digital technologies and digital public services. The Czech
Republic has the third best coverage of 4G networks in Europe (99%) and is among the first
five in the number of SMEs using Internet for sales (23%). Overall, the CR is right under the
EU average and it lacks behind mainly in the field of digital services (European Commission,
2019). In terms of legislative tools in relation to work from home, there are significant differences
among the EU countries. Some countries already have the legislation (such as France, ltaly or
Spain), others have submitted bills or are currently debating or passing the legislation (such as
Germany, Sweden, Finland), while some countries, including the Czech Republic (Llave, 2021),
are not even preparing it yet.

In 2019, before the global coronavirus outbreak, about 10% of employees in the Czech Repub-
lic worked from home on a daily basis or at least several days a week; compared to other coun-
tries, the use of work from home was below average in the CR (the EU average was 14%); in Swe-
den and The Netherlands, it was 37% of employees, in Finland, it was 32%, 25% in Belgium and
23% in France. The countries that used work from home even less than the Czech Republic inclu-
ded our neighbors Slovakia with 9% and others, such as France - 8%, ltaly and Greece - 5%. In
Bulgaria, the use of work from home was extremely low, a mere 1% (Llave, 2021).

The use of work from home significantly changed with the global coronavirus outbreak and the
average level of use of work from home increased to 48% in the EU countries in 2020. The Czech
Republic, with its 44.6%, was slightly below average. Countries with a rapid growth, compared to
the period before the pandemic, included France with 57.8% and Italy with 56.8%.

We established that enterprises were using work from home, to a certain extent, even be-
fore the pandemic (about 25% of enterprises). During the COVID-19 pandemic, work from home
experienced a significant growth. The enterprises stated that their employees were sufficiently
equipped for working from home - company notebooks, software or contribution for the use of
their own hardware and Internet. Unfortunately, there is no sufficient legislation regulation work
from home and that is why SMEs do not deal much with other aspects of work from home. This
will have to change, considering that more than one half of the selected sample of enterprisesin-
tends to intensify work from home and the other 20% are inclined to do so.

4. What limits do the enterprises in the field of knowledge intensive services encounter when
adapting to the conditions of Society 4.0?

The limits that the knowledge intensive service enterprises may encounter in the CR include
mainly the introduction of new technologies. Currently, many enterprises are using modern tech-
nologies, which opens the door to multiple possibilities and facilitates the business activities.
However, a significant disadvantage of the modern technologies is high cost and great demands
for trained employees. Other limits include no doubt the involvement of requalification, which the
enterprises apply, however, many of them consider it not ideal, in particular requalification in the
area of critical soft skills. Outsourcing is another limit which the knowledge intensive service en-
terprises in the CR may encounter when adapting to the conditions of Society 4.0. As the research
results show, outsourcing is largely used. Particular examples of such use are customer support
for own e-commerce project, repeated marketing activities, accounting firm, monitoring of trade-
marks by a patent office and resolution of disputes by a law office, including communication.

Other limits include automation which is perceived by the enterprises as necessary thanks to
operating cost savings. Automation is often perceived in the context of investments and changes
brought about by the COVID-19 pandemic (work from home, increased investments into IT or de-
velopment of own new applications) and in the context of calculating internal key performance in-
dices (KPI). Innovation is another limit, no less important; enterprises consider innovations as a
matter of course, emphasizing the processes and technologies based on their long-term growth
and expansion strategies. Currently, innovations are being connected to the impacts of Covid-19
on business activities. In this respect, a significant dependency of innovations on the target group
was discovered, where certain segments currently have a lower likelihood of growth.

7. Conclusion

There is no doubt that the current phenomenon of the last ten years is the effective and in-time
implementation of the concepts of Industry 4.0 and Society 4.0 in SMEs in the service sector, con-
nected, on the one hand, with the fast and dynamic advent of robotization, automation, compu-
terization and digitization in production and non-production industries of large companies, and,
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on the other hand, with the obstacles of financial, human, time and knowledge resources given by
the specifics and nature of SMEs in the service sector. And this was the reason for formulation of
the Methodology which is to serve mainly as instructions for the procedure of adaptation of mi-
cro, small and medium-sized enterprises to the conditions of Society 4.0 and as a tool and instruc-
tions for SMEs for the identification and assessment of opportunities and threats relating to the
development of technical, economic, social and environmental conditions in the environment of
Industry 4.0 and Society 4.0. The main objective of this article was to validate the applicability of
this Methodology and to answer the research questions.

The data sample used for the validation of the Methodology included a total of 42 enterprises
(14 micro enterprises, 14 small enterprises and 14 medium-sized enterprises). For the purposes
of statistics, typology based on the size of an enterprise and its subject of business was applied,
where groups of approximately the same sizes were formed based on the categorization. The
methodology validation was split into two parts - the qualitative part and the quantitative part. The
«Results» chapter contained graphical expressions and descriptions of how the selected sample
of enterprises assesses the Methodology for adaptation in terms of practicality, extent and poten-
tial. It also included the limits encountered by these companies. They were in particular represen-
tation of technologies, representation of requalification, outsourcing, representation of automa-
tion, innovations. The issues of COVID-19 pandemic impacts on enterprises, being both negative
and positive, were tackled as well. An example of a positive impact of COVID-19 s its impact on the
introduction of new technologies allowing for the streamlining and automation of certain proces-
ses. In the performance of work, COVID-19 brought about the emphasis on work from home or the
adoption of specific hygienic measures.

Work from home was yet another limit discussed in this article. Because of the pandemic, work
from home is now more strongly represented in companies. Specialized work was seen as a major
obstacle to work from home; its virtualization may have a negative impact on the rate of processes
and demands for new technologies.

In the «Discussion» chapter, all research questions posed have been answered. Based on the
above-mentioned, the determined objective of this article has been met.

Based on the above-mentioned, the following potential research can go into several directions.
By way of example, the future research may be focused on more detailed practical procedures
and instructions for the particular areas of internal processes of SMEs relating to automation, for
instance. The research can be focused also on the formulation of a brief summary version of the
methodology for practical purposes (workbook) for the needs of particular enterprises or the par-
ticular field of business.
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