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( Abstract )

An Analysis of Technology Stress of Call Center
Employees:. Focusing on Digital Shadow Work
and Organizational Citizenship Behavior

Byeong Hoon Lee*, Joon Koh

With the development of Al and digital technologies such as big data, metaverse, and the Internet of Things, Robotic
Process Automation (RPA) has brought great development and change to companies. Among these realistic industrial areas
by RPA, the call center service area, which consists of a combination of complex high-tech systems and professional
operation groups, has now reached the stage where Al is conducting counseling. The evolution of this digital transformation
has become an important direction of change in the digital-related industry sector. Along with these changes, there have been
many changes in the technical stress of the members of the organization within the RPA organization and their solutions.
In this study, the representative psychological mechanisms were presented as Digital Shadow Work (DSW), expressed as
‘unpaid work’, and Organizational Citizenship Behavior (OCB), which is ‘an act that helps organizations other than their

duties’. This study theoretically contributes to the extension of the DSW concept to the organizational members.

Key words: Technical stress, Digital shadow work, Organizational citizenship behavior, Grounded theory
methodology, Call center
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