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Exploring Public Digital Innovation using Robotic Process
Automation: A Case in National Information Society Agency

sk sk sk

Myung Ki Nam" - Young Sik Kang™ - Heeseok Lee - Chanhee Kwak

Abstract

Robotic Process Automation (RPA) has attracted great attention from diverse home and foreign
industries. To provide lessons learned and action principles based on real RPA adoption and applica-
tion experiences, various case studies have been conducted. However, lacking is an investigation of
public sector for RPA adoption, especially in Korea. To reduce the research gap, this study presents
a case study of RPA adoption by a representative Korean ICT public organization, NIA (National
Information society Agency). By automating a core process, entering a document to a governmental
portal service, NIA has achieved various management performances in terms of cost, operation, and
business impacts. Especially, by relieving four types of rigidity of public institutions (i.e. structure, hu-
man resource, tasks, and rules), Our case study result suggests that RPA enables public institutes to
overcome obstacles of pursuing digital transformation. Implications and limitations for future public
RPA adopters are offered.

Keywords: Robotic Process Automation (RPA), Digital Innovation, Digital Transformation, Public
Innovation, Innovative Growth
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