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Abstract

Online customer support agents need to use internet-based systems because their work
requires digital technology which raises their risk of cyber-loafing. The study investigates how
technology accessibility affects online customer service workers' cyber-loafing behavior
through its interaction with job stress and job boredom. The research used an explanatory
design with its quantitative method to investigate the topic. The researchers gathered data
through a survey which selected 170 participants using purposive sampling. The researchers
conducted multiple linear regression analysis after they had completed data verification and
reliability assessment and classical assumption testing. The study results showed that job
stress and job boredom together with technology accessibility created a relationship which
had a strong impact on cyber-loafing behavior. People in digital workplaces access non-work
internet content according to this study because their mental states and workplace conditions
determine their online habits. The research establishes a theoretical framework which
develops our understanding of employee behavior in digital workplace settings. The study
results provide organizations with practical recommendations on how to maintain employee
productivity through effective management of their workload and work design and
technology implementation.
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INTRODUCTION

Companies now use digital services as their primary method to establish customer
service systems through online platforms. Online customer service employees work in an
environment which maintains constant connectivity to internet technology and digital devices
during their entire working day (Tawil et al., 2025). Employees at work create this situation
because they use workplace internet access to visit websites which contain social media
platforms and entertainment content and personal browsing. Cyber-loafing creates a big
problem because it reduces employee productivity while damaging their ability to deliver
services and concentrate on their work with customers (Karyono et al., 2024). Cyber-loafing
leads to two negative outcomes because it makes employees at online services lose their ability
to concentrate which results in customer dissatisfaction and harms organizational reputation.
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Organizations need to comprehend how cyber-loafing behavior develops so they can
effectively handle employee performance in the digital work environment (Nugraha et al.,
2025).

Workers develop occupational stress when they face work pressure and handle
customer demands while they interact with clients in digital work environments. Customer
service employees must achieve specific response times while they manage multiple incoming
calls and maintain their cheerful demeanor during difficult situations (Susilowati et al., 2025).
Employees who experience excessive work stress will search for temporary relief by engaging
in non-work activities on the internet. Employees use cyber-loafing as a method to cope with
their emotional stress (Zakaria et al., 2025). Employees who experience job boredom will use
the internet for personal purposes as their preferred way to find activities. Employees use
cyber-loafing as their response to boredom (Riyanti et al., 2025). The minor activity becomes
a major work disruption because it decreases focus and lowers service quality when it is not
controlled. Employees in digital work environments use job boredom as a reason to engage in
cyber-loafing activities (Akbar et al., 2023). People can obtain digital devices and internet
access and online software programs during work hours because of technological accessibility
(Metris et al., 2024). The online customer service employees require access to advanced
technological equipment for their work performance (Lubis et al., 2019). Workers can access
technology resources at any time which allows them to use those resources for their personal
activities outside of work (Ibrahim et al., 2025). Organizations that lack control over their
technological accessibility systems face increased risk of computer system outages. Employees
who have simple access to internet and digital devices will spend more work time on activities
that do not relate to their job duties (Wibowo et al., 2023; Rony et al., 2020).

The study investigates the effects of work-related stress and job-related boredom and
available technology resources on the online customer service staff members who engage in
cyber-loafing. The study aims to improve digital human resource management knowledge
about the connection between psychological factors and situational elements with their impact
on online work performance. The research establishes a new framework which combines three
different elements to explain why employees engage in cyber-loafing behavior. The research
findings will help organizations create better digital employee management systems because
they will develop strategies for handling employee workloads and increasing their work
responsibilities and controlling their usage of technology. Organizations need to establish
productive work processes which enable employees to create a sustainable digital work
atmosphere.

METHOD

The research employed quantitative research methods to study how job stress and job
boredom and technological access together impacted cyber-loafing behavior of online
customer service representatives. The research team gathered their study data by conducting
a survey which used a structured questionnaire that included a five-point Likert scale to
customer service employees who worked at digital-based companies throughout Indonesia.
The researchers used purposive sampling to select respondents who met specific criteria,
including working as an online customer service for at least one year and using a computer
or digital device for work and maintaining internet access during work hours and
participating in customer service through digital platforms. The study included 170
participants who took part in research activities. The researchers conducted instrument
quality testing through validity testing which used item-total correlation to identify valid
items that exceeded 0.30 and achieved statistical significance at 0.05. The research team first
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applied classical assumption tests to analyze data which included normality assessment and
multicollinearity assessment and heteroscedasticity assessment to confirm the validity of their
regression analysis model. The researchers employed multiple linear regression analysis to
investigate how independent variables impacted cyberloafing behavior through their
individual impacts and their collective impacts.

RESULT AND DISCUSSION

The multiple linear regression analysis results showed that the research model achieved
simultaneous testing through its F-test which reached a significance level of 0.000. The study
found that job stress and job boredom together with technology accessibility, have a
substantial impact on cyber-loafing behavior of online customer service employees. The
research model three independent variables explain 67% of the cyber-loafing behavior
variation, according to the coefficient of determination (R?) which shows 0.67. The t-test results
showed that all independent variables at the 95% confidence level reached positive and
significant effects, which led to the acceptance of all research hypotheses.

The analysis showed that workplace stress caused online customer service staff
members to engage in more cyber-loafing activities. Workers search for mental breaks through
non-work-related online activities because they have to handle excessive work demands.
Online customer service employees must provide instant support to customers while they
work to achieve their performance targets. The current environment creates situations that
result in both mental and physical exhaustion. Employees turn to cyber-loafing as a way to
achieve temporary relief from their work-related stress. The behavior becomes problematic
when workers start to perform it without restraint because it diminishes their ability to
concentrate on work and decreases their productivity. The research shows that work-related
stress functions as a psychological factor which leads employees to practice cyber-loafing
throughout their virtual work activities.

The research findings show that online customer service workers experience higher
cyber-loafing behavior when they become bored with their jobs. Employees experience
workday boredom because they need to perform identical tasks throughout their entire shift.
Employees use internet activities to find new things because they feel bored at work which
makes them browse social media and read content that is not related to their jobs. The people
who use cyber-loafing as a way to escape their work responsibilities. The behavior provides
short-term pleasure yet people lose their ability to concentrate on work tasks when they fail
to manage their time. The emotional driver that explains why people waste their work time
through cyber-loafing activities.

The study's findings show that technological accessibility leads to more cyber-loafing
among online customer service workers. Employees use their internet connection and digital
devices to access technology for purposes that do not involve their work. Employees who
work online experience continuous internet access which enables them to use technology for
both professional and personal tasks. Employees of organizations that lack proper
management systems can obtain access to technology which leads to their increased
cyberloafing activities. The digital workplace sees technology accessibility become a
situational element which strengthens this specific behavior.

CONCLUSION
The study proves that online customer service employees spend their work time on non-

work activities because three separate elements together with job-related stress and job-
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related boredom and their ability to use technology create a specific work environment. The
internet serves as a stress relief tool for employees who face intense work pressure because
they use it during their free time. Employees who perform the same work duties throughout
the day will experience work boredom which will lead them to use cyber-loafing as their
method to find different activities. Employees use advanced virtual work technologies to
access multiple online systems during office hours which leads to increased cyber-loafing
activities. The three elements serve as fundamental factors which determine how people use
the internet for non-work purposes within digital work environments. Companies should
implement better strategies to distribute workloads between employees which will help them
manage their stress levels according to the specific needs of their work environment through
the establishment of feasible service objectives and the provision of mental health resources.
Organizations use task rotation systems to reduce job boredom because these systems let
employees learn new tasks while gaining valuable work experience. Organizations need to
establish their technology accessibility management through two methods which include
developing specific internet usage rules and providing employees with technology use ethical
training for their work environment.
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