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Today’s Topic

HR Virtual Agents
» Managing Disruption
» |IBM HR’s Journey

» Key Elements for Success




The Perfect Storm

Increased Call Volume

New types of questions

More complex scenarios

Evolving answers

HR Service Center Operation
Workload |

<

Availability
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Pandemic Timeline S

Work from home policy

Connectivity issues

llIness

Staff reduction
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MIT Technology Review

Accelerated
. The pandemic is emptying
Tran SfO rmation call centers. Al chatbots

are swoopingin

@ WATSON

e 24x7 crisis-related information

Hi, I'm
* Real time critical business policy Watson Assistant.
updates dusations st CID-S,

How can I help?

* Reassurance and Al-driven alerts

e Scalable capacity

* Deployed in days
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What’s Next?

~N

(" Virtual Agent )

( Chatbot
g
Embedded
Experience

Self-service Q&A
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4 Digital Assistant

[ @ ]
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Integrated
Experience

24x7 HR Service

\

Augmented
Experience

Transactional Support
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IBM HR Chatbot Journey

Checkpoint Bob
Nov 2016

2016 2017

Workday
Feb 2017
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Travel
Apr 2017

US Benefits
Mobility
LA

Oct 2017

IBM Services

Seller Certification New Collar
Exit Interview Diversity & Dec 2018
Jan 2018 Inclusion

Jul 2018

GEVS

TA Ops

Mar 2018 Payroll (US)
IBM Referrals
Nov 2018

AskHR



The IBM Chatbot Ecosystem circa 2018
Tl‘avel B@t Your Learning

Onboarding Event Central Support

—— e = ss istant with IBM Watson Conversation
IEE: “ MyCA
Career

. Coach @
Ask Watson ;] Y . - MAT
@ BENADOT (\ Diversity & lr

@‘6 o Compliance bot | .
Benefits Enrp I
Checkpoint , '
Bob

Watson Virtual
Agent for HR

:::::


https://www.ibm.com/blogs/soon-2-b-blue/quin/
https://w3-01.ibm.com/hr/web/workday/#/en-US/
https://gda.w3ibm.mybluemix.net/mat.html
https://attractive.mybluemix.net/welcome?cm_mc_uid=51600065996315021161419&cm_mc_sid_50200000=1502986166
https://qa-agentassist.gps.ihost.com/waa-web/#/welcome
https://checkpoint-bob.w3bmix.ibm.com/
http://travelbot.w3ibm.mybluemix.net/travelbot
https://2x-dc2.kenexa.com/wps/myportal/$tenant/IBM/SWF/myca
http://ecconversation.mybluemix.net/
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IBM AskHR Bot circa 2020

Q As k H R ~ Language (Beta) E

Manager transactions

Information about Coronavirus
Essential Business Employee ~

Also, your mental and emotional well-being is as important as your physical health. To learn more about the programs that IBM has available to help you
Employee transfer ~ please click here.
Organization management v

If am unable to answer your questions, I will be able to assist you in creating a help desk ticket. I am still learning about other HR topics. Short questions in
Compensation N full sentences work best.
Employee transactions + Privacy Notice
Letters ~

How can I help you today?
Personal information (Workday) b |
Travel .

.o

. Transaction Support
Payroll v

e e * Transfer Employees * Cost Center & Location

New design introduction video

 Consolidation of 28 Q&A
chatbots

* View VacationBalance * Global Employment Letters
* Request Time Off * W2 Reissue

e US Payslip Re-issue * Travel/Expense Reporting

* Employee Info e HR@IBM Ticket Automation

* Personalized responses

* 12 supported languages  Supervisory Org Info  Transfer to Live Agent

* +50% of HRSC inquiries « Direct Reports Info

* US Employment Letters
e Payslip Reissue (Global)
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Best
Practices
for Success

®

Motivated and Inspired Scalable
Dialog Team Orchestration Platform

V|
Human-centric Agile & Iterative
Experience Design Solution Development
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Motivated &

Chatbot Process Flow

Inspired Dialog Queries
T Chatbot
€am || Corpus

Training
<

Question
Variations

Responses

Users . @
| ) . esponses Subject
dhah D

Matter ‘ 6 ‘
Experts '.‘

Feedback
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Motivated & “Goldie”
Inspired Dialog An essential information

Team resource for 2 Goldie —ox
implementation of new o |
ease do not input any personal ~
pe rfo rma n Ce ma n agement infc?nfnalion. into this chat window
as it is not intended to be used to
progra m process suc h information.

what is an activity?

Activities are only required for staff

or associate through to Senior

Manager or Associate Directors.

In place of annual goals, you will

have a discussion with your
ounselor on the shorter term

activities on which you plan to

“Goldie"” was delivered to "Goldie” answered

250,000 professionals 500,000 questions

in 150 countries in28 days and achieved ROI

in31 days in 1 week
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Scalable
Orchestration
Platform

©2020 IBM Corporation
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Users

-

Omnichannel Input

¥t slack ﬁ.
. ©
acebook Messenger

Case and Service Management

servicenow zendesk

K D
it

F

Administration
Data Masking
Analytics

Logging

Orchestration

Al Services

r- Conversation

( Q)) Translation

A

-l||ll-l- Tone Analyzer

Automation

Robotic Process |

Enterprise Systems
ORACLE

SAP SuccessFactors

Document
Repository

P

‘ ‘ workday
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SIEMENS

Scalable
Orchestration
Platform

Ihg,ehuffy -for Ll‘fQ_

* HR-relatedsupportfor
280,000 Siemens employees

e 200+ topics

* 5languagesacross20
countries

e 1Memployee
queries/month

carl.siemens.com
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Human-centric
Experience
Design
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ervices

ORCHESTRATION

'

Digital Assistant

Frequently asked
guestions

Tailored information

Simplified
transactions

pa3

t

CHAT INTERFACE

!
|

2

COLLEAGUE

v

Human Agent

Sensitive HR
topics

Complex
scenarios

Personal
intervention
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Human-centric
Experience

Design
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Your employee transfer has been successfully submitted. Is
there anything else | can help you with?

| need to help an employee apply for -~ Q,

short term medical leave

That sounds like a complicated request, let me transfer you to
a live agent. Yourticketis #CN76543

Thanks! - @"

I’'m sorry to hear about your employee! Let me explain what
needs to be done to initiate short term medical leave.

4
2
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Iterative Solution
Development
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Outcomes

Feedback

2

Employee

Co-creation

Experiment



IBM Talent & Transformation

Iterative Solution
Development

IBM Garage
Co-Create
Co.
C’e% * Visioning, Assessment & ideation
| Co-Execute

* Prototyping & rapid iteration

o Co-Operate

* Digital transformation at scale
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The Future of Personalized HR

Your HR Assistant

Total Engagement &
Rewards Morale

Job/Career Skills/Learning Employee Support

Employee Data 3.0

Systems of Record
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Getting
Started
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The Change Management Challenge

‘ TECHNOLOGY + PROCESS + PEOPLE ]

S = o

| MORE
'EASIEST DIFFICULT DIFFICULT |




Thank you!

Eric Bokelberg

Global HR Innovation Leader
IBM Talent & Transformation
ebokelb@us.ibm.com



Breakout Questions

Have you implemented chatbots or virtual agents to answer employee questions? Why or Why not?

* For those that have...
o What has the experience been like?
o Which best practices mentioned in the webinar have you discovered on your own?
o What other best practices would you recommend?

* For those that haven't...
o What’s holding you back?

o What are your plans for digitally transforming HR operations?

 Where else in HR would it be beneficial to apply "Human-Centric Experience Design” and “Iterative
Solution Development?”
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