HEAVE A SIGH OF RELIEF HR,
AMBER'S HERE TO HELP

More and more companies are looking to deploy chatbots to get feedback
from employees and keep them engaged with C-suite leaders
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hashank Jain, 29, feels more

connected with his team

these days. A senior engineer-

ing manager at hospitality

company Oyo Rooms who
has 25 people reporting to him, Jain
recently received feedback that high-
lighted his leadership strengths and
pointed out areas for improvement.
“My knowledge sharing and work pri-
oritization skills had to get better,” says
Jain, who is now working on remodel-
ling his management style.

Jain’sleadership assessment was col-
lected online by a new member of the
human resources (HR) team at Oyo—
Amber.

But Amber is not an ordinary mem-
ber. Anartificial intelligence (AI) pow-
ered chatbot, Amber’s job is to amass
responses for specific surveysand send
areport to the chieftechnology officer
(CTO) or head of HR toreview. “If there
is a red flag like attrition risk high-
lighted by Amber, we take immediate
action. If there are yellow flags, we
know we need to keep a constant
check. Otherwise, we collate the data to
identify patterns,” says Anil Goyal, CTO
at Oyo. Ovostarted using Amber about
six months ago.

HOW IT WORKS

Employee feedback and engagement
are pivotal HR functions. HR depart-
ments use tools like annual surveysand
feedback forms to capture the pulse of
the employees. However, as companies
expand in size or geographically, HR
teams can end up losing touch. That's
where chatbots become useful. “We
felt that we were not as informed about
- our folks—were they as excited aswhen
they started, were they sharing our
growth,” says Goyal, explaining that
scaling up of Oyo was causing a discon-
nect between the top management and
the employees. “We were keen on
maintaining the relationship with our
employees and thiswas the genesis for
bringing in Amber. Amber helps con-
tinue the relationship without spend-
ing too much time collecting inputs.”

Amber, created by Gurugram-based
start-up Infeedo, offers insight into the
organizational pulse and individual
experiences. Amber shows up on an
employee'sscreen according to his/her
pre-defined milestone in the company
and uses the responses by the
employee to curate reports for pre-de-
fined members of the C-Suite.

There's another a huge plus—Amber
maintains confidentiality of the col-
lected responses. “We have seen them
(the staff) being very candid in sharing
feedback even more than in one-on-
one meetings or in surveys,” adds
Goyal.

When the responses are collected by
achatbot anonymously, it means man-
agers can't hold any one person
responsible for negative feedback if
any. “Managers like me also know we
are getting honest feedback. I have
been working on the suggestions lately
and had an open discussion with my
team thereafter,” says Jain.

Others like HR voicebot Darwin,
built by Hyderabad-based HR platform
Darwinbox , helps people engage in
voice-enabled conversationsand then
preparesareport. “The reason we put
in a lot of research in developing the

Shashank Jain, senior
engineering manager at Oyo
Rooms, and (below) Tanmaya
Jain, founder of Infeedo, the
stort-up that developed Amber.

Beyond Amber
and Darwin

Chia, (formerly JLT).Isabot _
‘%‘“ claims to manageover22
uman resource functions. It
integrates with applications
such as Slack and Messenger
and helpsin streamlining
functionsincluding
scheduling, on-boarding,
payroll and expenses alongside
chatting with employees.

Engazify, is an employee
recognition bot that tracks
conversations happeningon
Slack. It maintains a database
of the number of times an
employee hasbheen
appreciated for work and
builds a leader board on
the basison the
statistics. It also offers

a happiness

score of the

team.
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Jinieisan

employee’s

personal assistant
builtby HR

solutions firm, People
Strong, It helpsthe HR
do more conversational
tasks by taking over
transactional ones like
application of leaves,
managing employee data,
among others.
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voice front is because we understand
that voice is the most natural form of
interaction,” says Jayant Paleti,
co-founder and chief executive officer
at Darwinbox.

Darwin uses voice-enabled input
and responds accordingly on business

scenarios such as leaves, compensa-
tion, and on macro trends including

and attrition rates.
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£ FORCHATBOTS
Marico Ltd, a consumer goods con-
glomerate, realized the need for bots
for HR functionsas early as 2015, “We
needed bots to boost
organizational cul-
ture while
remaining rele-
vant in the
industryandasa
part of its
broader digital
strategy.” explains
Amit Prakash,
chief HR officer
(CHRO) at the |
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Mumbai-headquartered company.
AtMarico, Amber aids talent engage-
ment within the organization. “When
employees join us at different loca-
tions, the supervision for onboarding
employees hastobe better. On the day
of joining, the new members are taken
out for lunch with the supervisor. For
me to get into that detail is difficult.
Amber helps to manage this informa-
tion with little effort,” says Prakash.
In February, Marico launched the
Kudos bot on Maricognize. an in-house
reward and recognition platform. The
Kudos bot, like the name suggests an
employee for his/her brilliant perform-
ance, offers them a citation and
presents a finandal incentive or perk,
on the platform automatically. “Look-
ingat how the change is happeningin
theindustry, we thought it’s very criti-
cal tohave close interactions
with our members
(employees) more
regularly,” says Pra-
kash.

Delhivery, alogistics
company, is using Dar-
winte focus onits feedback
culture, “Darwinbox’s con-
tinuous feedback tool is an
integral part of our performance
management system,” says Kapil
Bharati, chief technology officer,
Delhivery. “Continuous feedback, in
the last few mont hs, enables _(ir_gg_l’v
course correction It also helpsto foster
a performance driven culture by
openly discussing an individual’s
strengths and arezs of improvement on
aregular basis,” says Bharati.

ISITTIMETORETIRE HR?

When Tanmaya Jain was building
Infeedo’s technology for HR, hismen-

| torswere skeptical. “My advisors ques-
team performance, engagement levels |

tioned why we want to work for HR
because its is looked down upon asa

1 support function with low budgets,”

recalls Jain.
But both Varun Puri, partner at

|| Infeedo, and Darwin’s Paleti, who often

interact with the CHROs, say that HR
departments need todoa lot more since
the workplace of today is constantly
changing. “There are clients who
directly come with the problem of
measuring employee experience and
otherswho cometo solve forattrition,”
says Puri. Paleti says a lot of times
CHROs want to find solutions for the
tedious HR tasks like attendance man-
agement. According to industry experts,
70% of the work performed by human
resource professionals at present is
purely administrative, leaving lessroom
for creativity and engagement at work-
place. And this is the work that can be
handled by bots. “Chatbots will never
eliminate the need for HR, but can help
facilitate better engagement between
the HR and the workforce,” says Paleti.
“It'scomplementary to the human func-
tion.”

Kamal Karnath, CEO of Xpheno, a
specialist recruiting firm, says the need
for executives with the skill of under-
standing organizational behaviour and
bringing innovative solutions will
come to the forefront even though the
number of individuals needed for peo-
ple’smanagementisexpectedtofallin
the future. Chatbots can help HR pro-
fessionals become creative in people
management, helping them moving
away from the usual Excel sheet man-
agement.



