Journal of Service Research and Studies http://dx.doi.org/10.18807/jsrs.2024.14.3.102

REER=EER R
7 @AY Ae & F G 1B’

AFAT e gag
g R
K9F 4. A7AT
1L A& 4.1 1B dlolg ¥4 A
2. 0|24 7 5. A&
2.1 "M A ] A7 51 A3 B9
2.2 HlA 9| A 5.2 3t&A g AFA A
23 OxY YaZgols~ % 53 AT AH 2 AA
24 OAE aZgols~ By AT References
9 Atz Abstract
3. A
31 A #38 9 24 3
3.2 QI8 R/ A%

R9f

A Y o] FHsh= 22 43 YRFAV|E] e JF 3t 370 Hal WElE Begit) ot
W3l HlA] AR = Gekg m|X|al glom, OR|E YT Ego]x] TYoR Eeld AlFgzhe dolMe 28l 7]t 457t
AWkt a1 glek. o]of we} viAe] = Wty glon, gAY r&s 5 J4F A T vigid ARFUA A
S0l T83 gFo 7 RN gk B AT URE YaEYo|2olA niMzle wslshs 45 33 gl a7E e
AFS BASITE AT WP R E A HIAE g eE A% AERE Alffﬂo}wl w3l 33k 71, 95 W) a2Ea
o g Wsll tls) 2AEItE O 29, ORE YA o]z viAY] dF= %i s, OAE E9E 24
27t AE B9 YA s} o= tai}-s}z glom dg dgoal Ay FJHEW 33k gl ~E 7]9 AFUA A,
< TRl A5 i ¢ T HA, M2 3ol tigk iAol =& £ A9 Axprl vlA A

[e]
7 g7l gk 3@7‘—1 013 % %3‘3]—5 A, A w53 B Tl 783 7|2 ARE AT S s

FAof: BIA Y G gAY fAEFH0]~ He U

AU (20243 089 169), £4U(2024'3 094 049), 711%H@¥24%(2024L4 09€ 10%)

TR =R 20249 olstriistal A1 o] A =R TIAE Y aFe ol EolA WMslEE HIAY ¢F-9t
2 g RS sElo T RAE

- *l]l?ﬂ?(}, olgt A st A A8 AAL from_sukyung@naver.com

= FEAA At AROEY BALE AT zailying2207@gmail.com

o DAIARL olstd A gt 414 -SRIt FAIAMEERY 20, yunhj@ewha.ac.kr

- 102 -



AR 22A, A14E A3E, 2024.09

1. AME

A2 (Pandemic) ©]F w3kl U= HlZ=H A
s o] wstel ARFA7IEICT) o] wAs e
A5 e F WsE zYeitt (Choi and
Choi, 2023). tAd 7=z QIst 945 g7 W
st AIEe] OAd AN dFE T8k
Wb kb Qivk vA" aEdols 2 <
Eff &3F4E Aleshs AkuminaZl A AlA oF
167 3 AARE g oR g Al mEW, AL
el 84%7F 97 w slolBE| T A i
= 85k 30tk (Akumina, 2023). ©]9} =2 dAA)
& EeE wgie 9 o] txd YaEw o]
2 (Digital workplace) 7oA o]Fo2d Z1S el
Wit
gAY faEdelas SEE AHFY, AvE
171, Al 59 A 7S &8 A ojtiAu A
12 "ol 7Fedt 9 S Algske Be 9
u]slt} (Digital Workplace Group, 2019). ©]el u}
o} I Ae7h e, Bl el A A
7h Gk dake w1t i Est skt V)
Lo xRl F4 dEE dF429) vlgid 3]¢]
£ ¥Egshs 220l o g WatE ) olst
siol 7] AAGES S7h 44 S 23] El
5G 718l ¥yl ymd tAE IRk 7 $e
gjgk #ilo] =ebAar glrk (Kim, 2020).

olgfgt wjAeA e 7|9Ee] A AEE
sl ZEAAE HAslel B8-S A3k 9l

o A 4 FAE PEekn Ak 8, S

> N

E 5 kst 71dse] X" faZdols BES
Tdsta o, HY =t Al gl &t
ko] gAks Rkdah] f1al vkst 78 A8t
9ok (Park, 2022; Park, 2021; Lee, 2019).
gAY fJaZeol A o ® Adketaizt k= 7]

4 AEFY FA3} (Yang, 2018; Marsofiyati and
Febriantina, 2016), 7]% %9]o] HA1Z ] Aabd =}
AF 849 vx= 9 (Akpomi and Orduy,
2009; Pineda—Zapata et al., 2012), B]A &2 A%
A 7)=d Gield Ak fFEe o3 wgt 9
olof whE Aj22 9J=F (Moreira et al., 2020; dos
Santos et al., 2023), HIXA2] AE Aks|s} #7g 2}
A&AQ w5 F24 (Silva et al., 2022), WY
O] AT W §A I A9 niAH g
H3lol 9% (Bette et al., 2021) 59 A7) =9
Hek e, "A" faEeels gl niAA
o] Zof & ofifo| sl Ao R =o¥ AT
opz] Rk AAolrt.

HIAA Sl = AR 71ee w24 84,
ZdAkeRe] A T ohekst QRlel o3| wigte
t} (Joh and Choi, 2007). YA ¢FEY0] A9
S9joR HAAe = EyA FtelA 22l
7IRke 2 Wglstn AjZE- ofgdo] QF 1l Qirk o]

)

il

of meh wAge) iR 87 % AR Ask AE
oS A5 AP veky Aot Ynk
ateb, 2 Qe Anl S el o)

g fzEdols B WaEE A QT
43 72 AR AEA 279 e A
YAl @k olo] W QT AR Tl 2
o 3, BAY el xelq WA o) g 8
Be B, 3, NGO ofwA MEHY E
A, B S do) 2o wAAel Qi ofd
A wshe, A QTEE ok ol
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HIAA Y] OAY Al 47 8749 wele} o 9% 1F

2 ATE U gaBdels B3 HAL
o Qv wsel e AP ANFORH, S
Ay ARA FdE s g sEHoRs o
A EsEAold Aol A 8t o
o UE 7E AP RIS PR e, Az
& AT IS ALY ok Aot
O S @6l HAAe] k8 FA =
88 Ak o A28 71z ARE ATsA
gtk o)2 Fal AR ARMS Yo, 24
gelel 3ast ANE ek d Jlelskas
e,

2. OI=H HiE

2.1 HIMZE2] AT

HIAAS) QR 243t AL AEE HgoR
e FART 42E Bre, 39 AR

o7 AYsk= Zlojtt  (National Competency
Standards, 2023). o]e]dt &2 222 54, ZJAt
o] 2919k ofek, gi-e] 34 ol whet tkeiAl &
bl o ik vIXE Adrtele] s SEA A &
A Bl A4 T (PHA R g v
ik 53] gshs vl=yA AN e HuAd
Zlo] Fa%t JAPAR S e ol 8% s o
th wEbA BlME Al vz A AR glofA=
Qb & ARl A or F7pEa gtk (Joh and
Choi, 2007).
HIA2E T 94 JS7F wla v
& A= BAlel Aesliof sk 54
and Lee, 2015). <& &0, ¥4 dz, ds} g,
ArdAeld, WA &, 2o +Hl, A4 e,
AN 3 9 B #e), ARAF A, S 5 AN
VBN G, AL % T tReFst 2 Xkl
o

o)t} <Tab. 2—1>3} o] njAAe Adul 714, 27)

4, HE 37, w3, gl o5 FolA vhekst A7
FHols ARFAVIEICD 9 WE=E AFAF
(AD, A3 Fol vxe 4 el =Yd=aA Al
23 WglE Zolgta Uty Paek and  Choi
(2007) 9} Sun and Choi (2010) 9] d+ex=
o5 g el A AlFehs OxNet dlolElE 283t
of A Fo st AYE EESIITh Yang
et al. (2018) e REAR] HIA Q= Q1FA]
s HIAel ofsf oAl }*é | Am, HxE A
sidolg A AeAtgo] o= el g
Za4o] AR Aolgla et Eak 9 EAE
o] Hisk= &S HESMY d3As HIA #
2], Wleloly A7k 5 AER Ve B 9] 2
dol T7FE Z1o= oIt Sun et al. (2021) 2
NEA HIA AR 28] AREAPZE Q1A= T8k
T5 At o ARl 1FAE B4 AH] Al
WS ARSI
o|Ad, HAE 7]=e] L vjAA] el w
WS Bl ea glom, HiAAle of|gh Wsle] of
to] g Fert gty 78RR gAY 93E
go]x go] E=]lu= Aol v FE
Argelet dart Sl

il

ol
.
2

=X
9

o,

-
—

lo [

2.2 HIM2| A

12

Fe 54 4

4ot A4, 7, w9, HEE gvgtt (Dubois,
2003). ol Al EEW A9l met
Wslsle, FTEU99} 42} AR Al sk
Aol g8ty el Ji1e] odE AEHAHoR
Ndehs 427"z gadyed gk @]
oA aL 9t} ofe] thekgh SHE JFolol|x] e
gt =o7h olojx|ar glow, HAE oA E
Wslelal Qli= gdel thgslr] Sl vlx7E ZE ok
Sh= ool tisto] A &A 0 =ol¥ gtk
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AT} =0F T2 =
XA | 82 2 28KA
o | OO deIsH, SREEESY, PR URUL AENE,
b
Yoo (2005) =28 2=0sE
clHY, T2HA, B3, 884, 834, s34, #2l, MLy, J84
— y y y —_| o,
S e
PNES A2 XA
Choi and Kim (2006) ol Jl& LREEESSH, MHAAE 225
B A5, MdIA JAL elEy
RN BEXIA, DHMNHIAXIA, =0, BRE
Jung and Choi (2007) HE DIES M 22| 58, ANLESH
EHE HIAE, A2Id, XDISH, 2ILHA
PNES Az =8, SIH L 3SXA
Sun and Choi (2010) pJes Jl& BREHEESH, HRLIAOIESE, He2HsE, sy, A=0sH
EHE JIUSK], SRA(QIA), U2 Q016 BT, Hidd, Y2 Xl
PR JISWHIA 0|21 A2 nsUA
Jang et al. (2011) w3l pIES SAEESHE, 322, HOIHZEESE, AR22sE
B AHIA, OHW, OI0IXI tolZ!, Xolzel
NG =UQ FA, Al 2RI, 2OFEAL MIAHAL SH=2AL SIE XA SHE XAl
AL, J|1EE, 2N, SAEM, AIRSE 2L, s, THe,
Kim (2013) 23012 Jl& 2=20sE, elAH s, d¥2esE, JE2A s, Euse, Fstst
SN S
B a&8 BEE, JIYRX, I, =2 (=4, M2 I=HAMHECIS
PNES FSEINEN
BRHEESHY, HRLIAOIESE, HS™”, HHE ZHEsS, Aotst
Hur and Paek (2022) Il Jl&
CHOI2EH|
BE | 12N 82 33
Ao] AskE ot} x7)d= 4% & <lEY A 2] (Place), 9&(Talent)o] #3S o]Fofof st}
&5 B3 AFE AFoE F3E o}t (Benson (Grampp and Zobrist, 2018). Gartner(2019)+= ©]

al., 2002), vheFet 9ol vAdste) 7] = A A AN 0] HelE 2ekeh gl glet
A& whdete] B g daE ik

A" gasdolaels gl Digital
Workplace Group2] CEO2! Paul Miller7} 2009 o FHLAs Adow, WA
HE FAAoR ARgs] AFEY (Kim, 2020). Agkstal AdselA HA9] ¢
<Tab. 2—-3>3} o] YAd aEdo|xel st 4 e IR 53] 43k
&3t [CT B3} AntE 71719

+3e tAEE
e Alwste]
e ER
Fahe ok 1)
ulo

b U

=

&)

A3 24 2345 2 HlEY s dEfor s HltE - A o] ks FX8130H (Lee, 2020).

At (Kim, 2020). °]ell d54%] tAd =20l

MZAERe] gt nichd

A A2kS 93] 7)< (Technology), 57+ Space), 9 wWEA WAsl= ICT 7]4S
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Tab. 2—3 Definitions of digital workplace

SN &9
Benson et al. (2002) o2 S0 QB0 H&oH01 2RE ALE
Miller (2012) Sc|d PRI SSE oKl OXg 32t
S0t 9sH0IH HIZERQ MY SF0A ZRE O A & = UEE o= 2clH, 23t

Dery et al. (2017) CINE 94

Rakovic et al. (2022) ANES0l HEHA L2 3| FdH AtEdte 2= CIXIE Jlsi MblA

Grampp and ZRASOA HESHT &+, SHS 2 MHIASE HMSoHH ALY R 0 MALAS x|0i3tot,

Zobrist(2018) ATl HCIAMLE StMEH 2ot J|S22 &AGD A = JEE X

AP BAQ AHIXH B4 AEIYD J|=2 EE0IHAM R H0IE 2I¥EE =0l M3 O

Gartner (2019) ST @2 WAS JHSEPI B BIEUA T
S FEehe T Qlolth MZAYE UAY AS =g Uk sbher wiehs 29
7ge] olssi, YA 95 SAolN IS (Lee, 2022) & A=atar, HlolH= 'ATEI = 921"
7] gt (Hwang et al., 2021). 71% Jeieh= k& AEE Al Fold (Kim, 2022), 732 'Wow
7x| ) 3 okxlS Roln 7)Y Edlov W= From Anywhere' 925% 438 =3t} (Jeon,
9lo7)a1 9tk 2022). olglell t=re 719l sel < FEle) st

Ee mEhg WHEe 2% gad P9 2 EYsel oAg gasdelse] 322 g8
Hsks st A4 Hyss S gt itk
A} o)F AATTE A ) 7190 Hge
29 ol R 48 o]} SISt (Korea 2.4 C|X|E Y3=20]~ 2 o7 3 Al
Chamber of Commerce and Industry, 2020).

HAg faEdolas e A58E ek, HAY =Zelol el sk thiEAQl Aady+=
=4 3R} FdeHA AdE A = Algst U3} Pl Prester et al.(2023) tAE
7] olel ik TAE £54S Few gk gE  wnitel AAdel fEdeln 2@ oxd
21 3l 3]¢] AJAHRD % (Zoom) S WHE] 7|3F aAZHolr oM ofWAl  FAEEAE
Mgl FEech 2T J1ee) was 99 BTHI Dudesert et dl (2023 AE
79l E02 GF ARl 4 A9 dyel 24 FHAA LIVIE 2] 9 B4

[

FEEIglon, o= txd HaZdelxy =

4 Z stk

5G &AL, SRS, Y Ve, AL HHlIH £
A, ZREA 10T 719 212 bAd f=a2e]
2 78] Vs EUE vhdska Slok ofgh 2
Ve 249 I e dAlska, Al Tked
A= A% FgAze =AM txd faZeel
o] 7]kl =aL gl

U Fo 1T 7IdEs vAE fa2de]

Aol tAd Ag el wost 9Es
eItk Weritz (2022)2 th=2] 7]
gAd faEwelndd Fad Vs
2110k HM et al. (2023)2 1T AFdeA tixg
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AR S A Sls ITEAF AdES
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it

S
=

(023 COVID-19 @] ol%  Txd
gaBdolne] Bt ol mE 24 e

- 107 -



~

EREER=E

EED

sEst o

) KPMG (2022)+= <Tab. 2—4>%} o] o|& &3},

ylolH, SKes, 24, vlo]=

o= eR
=

8 4%

O] _ A
=

Jol o Lhe

WAE

3. oy

ARE ©
== i

o]

3L
=

7 e} tlXE 92

A Qi

=
=

o

Tab. 2—4 Enterprise digital workplace cases

= ulo fig
|2 TN E_E
wo | o KX M F)
0o b = =2 X0 g
e - ) o <l
o _.__.M_ X =) A ol B _mﬂ _._%_m
AN = O LI S G . ,
= . O . = 1l ol
ij oAg ° o RT g = - aﬁ ujo
T T mo X o) 3w = © |w
ok Wi = ol = 2 =1 = =1 H N RE E
= MI.H ~J a o w s} K0 K -
w_ 3 = X (2 H s 2| o - o
= Y |nlrc © oo |wml o el a 5 |
g 18 |y |(ww & R Y T B ) - R
S |12 s =@ ™ oo [w| F & |FN wlm &
= |% Im |3l ® = ol oa P E, % o |E
=) =|= & _ m. — by =
wlr |2 |& (B2 & ul@ (¥ (I F@P (B o=
= S W |Flm al< |5 g #EE |E, 2 oz |2
4_|=__ 33 wl -1 unj 2| = o) = H| = Al o) | OF i [mi) = ic
= i H w,mm m 3 | ok &0 + =i o __o%_ &l i o mm =
) —_ - — L —_— =
5 |8 |w o jmx Zf_ @lmo 2k TwE (NwaE S|
o .ﬂ D == R d 51 1] | | < _._%: o Fo_w = S < =
" = B e B Ko N m__ By Hloy = HERS m_@ @ g
ol - 2 i ot = = S| S "™ | Jo 0 —
) ) o wmm alammw_i E_%M;_ [ on W 2l K|~ A QK
! @ m= Rl Ro|Ke w0 | I < | S | @ ! ol
) l _f% | Ol 3y w| AT oH{ 8 Do e Elz plo = g gm =)
W lm T2 wlollz Mmoo Ofm| D|CE E= IS ES (R
= e 2 b = off 0 S| W | w|a | o B ~|m M| = = =
) w <I| o ®| oD M K| R o = [ = o)
e |53l Uz Ma oyl gl | =1 Bl PR T LA
g (88wl ML slkoEPs wzw [FlodlE®m R
g |12 ule GlTg sWwgl™ S s8] o & glav W8 o F ol
T S 5 L == oH < [ I BT il W == W= Sluy 5 3 au g R W
R 1 ull— iz WA JE | S|y < Sl T DRl =
& <k ss <F| |or < K| = X0 of - |5 al= | H 3 ol =
w43 ° EE ow oWy 1Y@l s|m a3 43R s T
) I o B P ) o o I = I i e T R T ] o =
M =|m o|r &Rz ool 2|l R|s 3|P|oF |k = &6 fm s Fl ks
e AU o K] 6 BRI a]e ™ of e o] e oo ofe]e o o Koo o] o oUOf. .
IH 0} N M| o N 4Hl o} Y R ) nJ Al o N <
| oW | Mo | = || o ~ | W | oM |~ Mo |~ o &) ~
=
B0 ) 5 o N Wy
3l i) S o 10 M
el P 2 il = S 4
n mr - 5 =

d: KPMG (2022) D18t AR} T4

bS

=
=

- 108 -



AR 22 A A4E A3E, 2024.09

3.1 K= E 2 24 9
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Tab. 3—1 Interview respondents’ characteristics
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Tab. 4—1 Interview data analysis results
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The Digital Innovation of Secretarial Roles:
An Examination of Changing Work Environments and
Required Competencies
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ABSTRACT

The accelerated pace of change in the business environment and the advent of new
information and communication technologies since the onset of the pandemic have had a
profound impact on the way in which work is conducted. These developments are also
affecting the nature of secretarial roles, with the adoption of digital workplaces rendering
online—based work that transcends physical time and space the norm. The role of the
secretary is also undergoing a transformation, with the capacity to utilize digital technology
and communicate in person emerging as crucial competencies. The objective of this study is
to provide an exploratory account of the evolving work environment and the newly required
competencies of secretaries in the digital workplace. The research methodology comprised
in—depth interviews with current assistants, the objective of which was to explore the cultural,
spatial, technological, and workplace changes and the new competencies required. The study
revealed that the role of secretaries in the digital workplace is undergoing a significant
transformation. This is characterised by a decline in traditional face—to—face work, an
increased reliance on digital platforms, and the digitisation of information management. The
competencies deemed essential for success in this evolving environment include digital
literacy, proficiency in text—based communication, the ability to maintain a consistent attitude
towards online and offline work, and the capacity to adapt to new situations. The findings of
this study contribute to the academic understanding of the digital workplace for secretaries
and provide a useful basis for the development of practical secretarial education and career
development programs. Furthermore, this study aims to provide a more comprehensive
examination of secretarial work in the digital workplace and to identify areas where
secretaries may require additional support.

Keywords: Secretary, Profession, Competency, Digital workplace, In—depth nterview

First Author, Master, Dept. of International Office Administration, Ewha Womans University

Co-Author, Postdoctoral Researcher, Graduate School of Information, Yonsei University

" Corresponding Author, Assistant Professor, Dept. of International Office Administration, College of Science and Industry
Convergence, Ewha Womans University

ok

- 130 -



