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For years, companies have chosen to understand human resources 
in the most literal sense – one more resource that must be managed 
efficiently to reach corporate objectives. Consequently, the HR function 
was, for the best part, a primarily administrative role.

The key responsibilities were secretarial and 
work in the HR department focused more on 
record-keeping and reporting than value-added 
interactions with the workforce. Gradually, 
this view of HR has evolved considerably. 
Since the 1990s, numerous pieces of research 
have shown that how organizations manage 
their employees has a direct impact on how 
well the organization performs. Employee 
satisfaction has become a major objective, as 
more organizations recognize the importance 
of keeping employees happy as the primary 
means of enabling them to deliver their level 
best.  
 
In this context, a more strategic view of HR 
has shifted the function’s focus from menial 
administrative tasks to high-performance, 
value-adding practices. This transformation 
has largely coincided, over the past decade, 
with another monumental change sweeping 
across companies all around the world: 
digital transformation. For the past few years, 
digitalization has been altering how companies 
work in previously inconceivable ways. 
Companies have become aware that using 
technology in the right way can ensure massive 
efficiency gains, especially at individual levels 
– allowing us to do what we’ve always done, 
only faster, easier and more cost-effectively. 
And one area that is rapidly undergoing digital 
transformation is HR.

With growing competition globally and 
increased difficulty in attracting and retaining 
the workforce, companies across the board are 

prioritizing the HR department’s transformation 
into a strategic partner with a seat at the 
leadership table. All over the world, existing 
workforce structures are being disrupted by 
new technology and business models. In this 
context, with a rhythm of change exacerbated 
by the effects of the pandemic, organizations 
are seeking new ways to remain relevant for 
their employees and bring digital tools to HR to 
simplify processes, increase productivity, and, 
in the end, better care for people.
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The journey towards value-based HR

KPMG, Future of HR survey

Two-thirds of HR executives 
agree that HR has undergone  
or is undergoing a digital  
transformation.
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Today’s challenging times are the catalyst of numerous organizational 
changes across the board. 

HR leaders, in particular, have been at the center of their organizations’ rapid response to COVID-19 
and have been playing a central role in keeping the workforce engaged, productive and resilient. 
Understandably, in the beginning, the priority was almost exclusively on responding to the changing 
environment and ensuring that organizations could meet new safety requirements while still 
maintaining productivity. 

In 2021, as vaccines have heralded a safer way forward, HR leaders could better turn their attention 
towards crafting a path to recovery and ensuring that their organizations are prepared to thrive.

One aspect that has required a great deal of 
HR attention relates to the way we work. The 
reality of 2020 involved a very sudden switch to 
remote working. Despite initial concerns, this 
massive, global experiment proved that remote 
work could be successfully implemented at 
even the most significant scale, bringing the 
need for digitalization closer to the HR function. 

Traditionally, HR departments have been  
looked upon in a transactional fashion, 
designed to narrowly carry out recruitment  
and administrative tasks. 

However, the workforce market is changing – 
physical barriers to recruitment begin to blur, 
and millions worldwide are likely to look to 
professionally reconvert in the coming years.  
In this ever-globalized context, the role of HR 
must inherently shift towards a more  
value-adding strategic function that effortlessly 
finds, attracts, and shapes talent to contribute 
to the financial bottom line directly. Digitalizing 
HR is a critical lever for companies looking to 
remain relevant and at the forefront of the 
business world. 
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Pandemic changes to the face of HR
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The right technology has become imperative to make a real difference and not just in management 
board discussions. In this context, HR has evolved into a more technology-supported function, with 
tech solutions combining with new, adapted policies to meaningfully help employees and improve 
their experience from anywhere, save time and enhance their productivity. 
 
When implemented within the HR framework, conversational AI technology allows the deployment 
of intelligent digital assistants that can handle a high volume of queries in real-time, accurately, and 
cost-effectively. These bots can be implemented across various use cases, helping to bring tangible 
benefits to different aspects that employees value daily.

The right technology tools can support or, 
more importantly, consolidate various HR 
tasks, from data management to payroll, from 
recruitment to onboarding or performance. 
At the same time, to make remote or hybrid 
models continue to work without significant 
interruptions or hiccups, leaders must look 
even more closely at the employee experience. 
They need to sincerely recognize what 
employees need and want and create policies 

to allow for personalization and flexibility. 
Conversational AI is one of the ways how they 
can do this.

Forrester Research

87% of CEOs are looking  
to modernize their HR  
departments using AI bots.

HR departments have been on the burner continuously since the 
beginning of 2020 to address evolving employee needs. 
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What does conversational AI support 
in HR look like?
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1. Employee self-service

A newer, enhanced version of the traditional 
employee self-service software comes in the 
form of automated, intelligent virtual assistants 
that integrate with existing HR systems and 
internal databases to change the employee 
experience significantly. 

The most important is the simplicity of use – 
thanks to NLP technology, chatbots imitate 
the kind of conversation an employee would 
have with an actual HR representative, making 
the interaction more pleasurable and more 
straightforward. Moreover, an HR chatbot is 
available for employees 24 hours a day and can 
answer the most common employee questions 
in a personalized manner. This makes for 
a seamless interaction that saves time and 
provides the employee with a positive, satisfying 
experience.  

 
Conversational AI solutions used for HR 
support were especially relevant in 2020 
when the added pressure of keeping remote 
employees constantly informed in a context in 
which said information could change rapidly 
and dramatically over a few days made the 
task even more strenuous. In a fast-changing 
environment, employees often looked to their 
organizations as a source of guidance and 
information during the pandemic. Having a 
channel that catered to this need 24/7 was a 
clear advantage that employees appreciated.

Additionally, chatbots’ ability to continuously 
learn and improve their use scenarios 
means they support continuous HR service 

improvement. For example, if an HR chatbot 
finds itself unable to answer a specific query, 
it can redirect the user to an HR department 
representative to finalize the process. 
Leveraging machine learning, the chatbot will 
also remember the answer provided and utilize 
it for similar future situations. Over time, this 
means the chatbot will learn how to handle a 
greater variety of interactions, simultaneously 
reducing the need for actual human assistance 
and filling the knowledge gaps in your HR 
service delivery.

IBM

60% of workers  
are willing to have AI agents  
like chatbots advise them on 
HR-related topics. 
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2. Recruitment and onboarding

One of the critical tasks HR must perform in any organization is managing the employee life cycle, 
including recruitment, hiring, and onboarding, training. Despite the negative impact of the pandemic 
on the job market, while some industries, such as hospitality, have had to contend with layoffs and 
freeze hirings, other sectors have, on the other hand, been pushed to grow their teams to deal with 
increased demand and workloads. However, hiring and onboarding processes in a work-from-home 
context require HR departments to adapt to deliver the same results.

The traditional recruiting process is a very 
time-consuming task for recruiters. Due to its 
inherent limitations, it can contain multiple 
bottlenecks that can negatively impact the 
candidate experience. Recruiting chatbots 
can quickly process large quantities of CVs 
to select the most relevant ones. They can 
then automate the communication between 
recruiters and selected candidates. After 
candidates apply for jobs from the career pages, 
recruiting chatbots can obtain candidates’ 
contact information, arrange interviews, and 
ask basic questions about their experience and 
background. Recruiting chatbots are the first 
touchpoint with candidates and can gather 
comprehensive information about a candidate. 

Onboarding is all about what happens after 
the hiring decision has been made and the new 
hires are about to join the team. It involves 
tedious administrative tasks, like completing 
their documentation and ensuring access 
to all relevant initial pieces of training and 

procedures’ overviews. It also initiates the 
employee’s experience with the company by 
introducing him to his team members and 
ensuring he gets accustomed to the internal 
culture. 

An important factor that guarantees a 
successful onboarding process is for the new 
teammate to have a permanent point of contact 
to help guide him through the process, a very 
time-consuming task when done manually and 
difficult in a remote work scenario. However, an 
onboarding chatbot can do an exemplary job of 
guiding new employees through every step of 
the onboarding process, providing links to the 
relevant information and engaging materials, 
reminding them of procedures and deadlines, 
and helping them fill out required forms or 
quizzes. Such chatbots can also integrate with 
internal communication tools to facilitate  
inter-team interactions and bring an extra 
element of convenience.

Gartner

By 2022, 35% of organizations 
will turn the job application  
process into a simple  
conversation by utilizing  
conversational user experience 
and natural language  
processing in their recruiting 
process.
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3.	 Compensation	and	benefits	management

In any organization, it is the people who drive 
business results. And in a demanding job 
market, with added flexibility, ensuring that 
employees do not take their talent someplace 
else is becoming a vital imperative. Strong, 
differentiated total rewards packages can 
have powerful benefits, including increasing 
the quality of your candidate pool, improving 
retention, creating organizational alignment, 
boosting your reputation and your bottom line.

At the same time, though, the teams of many 
organizations worldwide are increasingly 
heterogeneous, with various generations 
at work simultaneously, at vastly different 
periods of their lives, and with vastly different 
expectations and needs. 

Thus, many organizations overhaul their 
benefits plans and adopt new reward policies 
that enable employees to pick the appropriate 
benefits, whether health, training, or leisure-
related. This, however, presents the added 
challenge of making a lot of additional 

information readily available to employees to 
facilitate their decision-making. AI-enabled 
intelligent virtual assistants can be available 
24-hours to answer employees’ questions to 
make the new benefits easier to navigate and 
understand and more tailored to the individual 
user. AI can offer an engaging, personalized, 
and educational experience, giving employees 
the confidence to make the best choice. 

Additionally, chatbots can assist employees 
with the benefits enrollment process and 
administration or even suggest using existing 
benefits at different milestones in the 
employee’s professional life. 

While chatbots are especially important to 
boost knowledge and enrollment, as they help 
employees sort through the different benefit 
options and pick the right ones, they also make 
a palpable difference year-round by educating 
and assisting workers. And, in the process, 
it’s easing the workload of human resource 
departments.
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4. Training and re-skilling

The covid-19 pandemic has re-emphasized the need for organizations to prepare for an uncertain and 
potentially unknown future of work. One way to mitigate these future risks is to emphasize employee 
training and developing the skills necessary to create an adaptable workforce and thus, at least 
partially, future-proof their business. Continuous learning is also an essential benefit for millennials 
and Gen Z, the fastest-growing workforce segments. Both groups are convinced that a successful 
career is built through the frequent updating of skills and knowledge.

Conversational technology allows companies to 
provide employees with personalized learning 
programs by integrating chatbots that use 
natural language processing within existing 
internal learning platforms to guide employees 
through training initiatives seamlessly. Chatbots 
are especially helpful in the context of remote 
work when organizations struggle to keep close 
to all the employees or identify the areas in 
which they are struggling. An intelligent virtual 
assistant can constantly be at employees’ 

disposal to make learning suggestions or 
offer future training slots to ensure that the 
workforce continues to develop. 

Chatbots can also be used to test the 
knowledge accumulated through training or 
gauge the level of skills development in simple, 
non-intrusive manners. In other cases, they can 
be used to gamify the learning experience and 
keep employees constantly engaged with the 
knowledge and their colleagues.
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After the pandemic forced millions of businesses worldwide to shut 
their doors and send teams to work remotely, the world was ripe with 
predictions that the way we work would be forever changed. 

Many heralded work-from-anywhere as a 
permanent fixture for future workplaces. Yet, 
as restrictions lifted and the health situation 
stabilized across the world, it became apparent 
that the reality of work would likely be more 
nuanced than that. While having certain 
benefits, remote work has also brought its own 
challenges, from keeping employees engaged to 
mental fatigue and a feeling of disconnect many 
feel while separated from their team. 

Many organizations are, thus, reconsidering 
their work-from-home policies to evolve them 
into a type of hybrid work pattern that will 
best serve their workforce. Most are a hybrid 
workplace defined by a redesigned shared 
space, where a large number of employees will 
work by rotation. Such a model balances the 
flexibility that employers and employees need 
but creates new operational challenges for how 
the space should be used and what procedures 
employees now need to follow to comply with 
all safety regulations.

Chatbots can prove invaluable in lessening 
the burden placed on HR teams to properly 
manage and communicate the conditions of a 
safe return to work. One of the most important 
tasks is ensuring that employees know exactly 
what to expect when they return, what new 
procedures or rules they need to adhere to, and 
how to best prepare for the return. 

This can be quite time-consuming for the HR 
department to handle in large teams, especially 
as procedures may also include differing 
schedules, and communication will, thus, need 

to be individualized. Using a chatbot allows 
it to handle any questions that employees 
might have, with the benefit of doing so at 
any convenient moment for the employee. 
Additionally, it can communicate new shifts or 
working hours that employees need to adhere 
to when coming back to the office or allow them 
to self-manage their time in the physical office 
by easily choosing their in-office and remote 
working schedule.  

Simultaneously, organizations gearing up for 
reopening their offices face the challenge of 
helping employees feel engaged and providing 
them with a platform for feedback. Chatbots 
can easily be used to monitor people’s return to 
the office, their satisfaction, and productivity, 
thereby also helping make the process more 
seamless.

THE DIGITAL FUTURE OF HUMAN RESOURCES

Chatbots help teams return to work
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HR is on the brink of massive disruption. Where we work, how we 
work, and how we communicate with the rest of our team – all these 
factors that define our work environment have fundamentally shifted 
over the past few decades. 

The COVID-19 pandemic not only accelerated 
this transformation but also changed the 
work paradigm to such an extent that modern 
workspaces that can be at home, mobile, or 
shared are now commonplace worldwide. This 
means that, for many employees, their link 
to the workplace is now increasingly shaped 
by digital interactions and the interfaces 
that enable them. Each of these brings with 
it new engagement models and business 
opportunities. 

However, the adoption of conversational 
interfaces is probably one of the most 
significant shifts, allowing a business to interact 
with employees seamlessly and naturally. 
Conversational engagement is set to transform 
employee interactions across the board. The 
more accessible, faultless, and personalized 
these interactions are, the better the employee 
experience.

Undoubtedly, 2020 and the Covid-19 pandemic 
have transformed the world in ways that we 
cannot even begin to fathom. Yet, one that is 
already obvious is that it has made automated 
conversations more relevant than ever. In 
the past, most of the bandwidth of IT and 
HR helpdesk staff was spent responding to 
repetitive, low-value employee queries in a 
process that was often frustrating and slow for 
both parties involved. 

Those lost person-hours traditionally resulted 
in a troubling loss of productivity and efficiency. 
Gartner predicts that “by 2022, 70% of white-
collar workers will interact with conversational 
platforms daily.” Assuredly, the self-service 
trend enhanced by the pandemic will become 
indispensable in creating positive employee 
experiences, and chatbots will be instrumental 
in pushing the initiative further. 
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The new normal in HR is  
conversational
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DRUID is an AI conversational technology  company that develops intelligent virtual assistants 
for Enterprise organizations. 

Through its native integration with UiPath, DRUID enables complex process automation 
in which computer systems exchange information with human users in natural language 
through any digital communication channel.
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