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1	 Characteristics of well-designed 
	 working tasks

The characteristics of well-designed tasks are theo­
retically based and empirically founded. Therefore, 
they became a guideline for task evaluation and task 
design. Although these standards (DIN EN ISO 9241-2 
and DIN EN 614-2) refer to operating machines and 
visual display unit (VDU) work, the characteristics 
are of a generic kind, and thus might be useful for the 
evaluation and design of further types of working tasks 
as well.

Integrating both standards cited the following list 
of required characteristics concerning well-designed 
working tasks results:
•	 The working tasks should not be partialized into 

fragments, but rather be complete and meaning­
ful units.

•	 The tasks should contribute to the total output of 
an organization in an identifiable and consider­
able manner.

Abstract

International and European standards (DIN ISO EN 9241-2; DIN EN 614-2) demand the design of „complete“ (vs. partia­
lized), „well-designed tasks“, since such tasks have proven to be advantageous for (intrinsic) work motivation, job satisf­
action, and mental strain. However, the standards have been developed for work associated with machine operation and 
visual display units (VDU); most of the studies dealing with these characteristics investigated non-interactive jobs in ma­
nufacturing or administration.  The question therefore is whether the standards apply to jobs including client or customer 
interaction as well. Exemplarily, 95 jobs in retail sales were examined using observation-based and subjective measures. 
As retail tasks consist of tasks both with and without customer interaction, the core concept „task completeness“ was 
extended and the characteristics of „well-designed tasks“ were adapted for their application to interaction-centered sub­
tasks. Hence, the retail jobs could be grouped in reference to the completeness vs. partialization of their object-centered 
and their interaction-centered subtasks, and be compared with regard to perceived task characteristics.

The results approve the usefulness of the proposed modifications, and thus recommend the applicability of the stan­
dards to (interactive) retail tasks as well. Ongoing research is needed to examine the transferability of the standards to 
other kinds of interactive tasks as well.

Keywords: 
task characteristics – task completeness – interactive tasks – retail sales

•	 The tasks should require a reasonable variety of 
skills and abilities, combining routine-, know­
ledge- and intellectually-based activities, and 
thus, avoid repetitive monotonous demands.

•	 The tasks should offer control as regards speed, 
sequence, and prodecures of work.

•	 They should offer meaningful feedback on their 
accomplishment.

•	 The tasks should consider knowledge, experi­
ence, skills, and abilities of the employees, thus 
avoiding underload as well as overload.

•	 Carrying out the tasks should permit the exten­
sion of knowledge, skills, and abilities on the job 
as well as the application, and thereby, improve­
ment in the level of training.

•	 Socially isolating work is to be avoided.

These standards are based on the psychological 
approach of complete vs. partialized working tasks 
(from a philosophical point of view cf. Schweitzer, 
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