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ABSTRACT

This research aims to study the factors influencing innovation resistance to
Robotic Process Automation (RPA) in Business Processes in organizational transformation
within the Thai consumer and retail industry, in order to understand the mechanisms
and factors that lead to the rejection or discontinuation of RPA bots. The study examines
these factors along the User Journey, from the pre-adoption phase, the initial adoption
phase, during usage, through to outcomes and decision-makins.

This research employs a qualitative research methodology using deductive
reasoning, applying the TOE Framework and Innovation Resistance Theory as theoretical
frameworks to develop semi-structured interview questions, with an emphasis on in-depth
interviews to allow respondents freedom in sharing their experiences. The sample
consisted of 18 employees with RPA-related experience across three departments:

Accounting, Information Technology, and Internal Audit. Participants were categorized

Ref. code: 25686702037414HBA



(@)

into three groups based on their adoption experience: the Reject group, the
Discontinue group, and the Accept group.

The findings identified five key factors present across all departments. First,
uncertainty of work output, a post-adoption barrier most prominently observed in the
Discontinue group. Second, an unwanted additional workload that contradicts RPA”s
intended goal of reducing tasks. Third, unclear value relative to cost, where the
Discontinue group focused on short-term outcomes while the Accept group viewed
Robotic Process Automation (RPA) as a long-term investment. Fourth, an organizational
culture resistant to change, a barrier found across all groups, though the Accept group
managed it through appropriate mechanisms. Fifth, top management support, which
served as a moderating factor determining whether other barriers would be addressed.
Additionally, the Reject group”s resistance was primarily driven by structural
constraints such as inadequate IT infrastructure and regulatory risks, while the
Discontinue group faced post-adoption barriers stemming from a gap between

expectations and experience.
Keywords Innovation Resistance, Robotic Process Automation (RPA) in Business Processes,

Technology-Organization-Environment (TOE) Framework, Innovation Resistance

Theory, Consumer Goods and Retail Industry in Thailand
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