
                The Journal of Social Sciences Research 

                                 ISSN(e): 2411-9458, ISSN(p): 2413-6670 
                                 Vol.  10, Issue. 4, pp: 23-35, 2024 

                       URL: https://arpgweb.com/journal/journal/7 

                         DOI:  https://doi.org/10.32861/jssr.10.4.23.35 

 
Academic Research Publishing  

Group 

 

 
 

 

23 

Original Research                                                                                                                                                   Open Access 
 

The Role of Chatbots in Enhancing Job Seekers' and Employee Experience: A 

Case Study on CV Warehouse 
 

Dr. Zohaib Azhar 
DBA – Doctor of Business Administration | European International University, Paris 
PhD – Business Administration | Charisma University, Turks and Caicos 

MBA – HR | Jaipur National University, Jaipur 

Master‟s  (English Literature) & TOE | University of Education, Lahore 
 

Article History 

Received: 5 June, 2024 

Revised: 2 August, 2024 

Accepted: 8 August, 2024 

Published: 11 August, 2024 

 

Copyright © 2024 ARPG & 
Author 
This work is licensed under 
the Creative Commons 
Attribution International 

 CC BY: Creative 

Commons Attribution License 
4.0 

 

Abstract 
The way HR and organizations interact and support their workforce has been changed forever by conversational AI 

chatbots. This study investigates chatbots‟ role in enhancing job seekers‟ and employees‟ experiences, using CV 

Warehouse a case study, a leading resume writing and CV distribution service provider. The research focuses on how the 

integration of chatbots into HR processes at CV Warehouse affected recruitment, onboarding, employee engagement and 

support. The results show that chatbots are helpful for users through personalized assistance given promptly, making HR 

work smoothly and increasing productivity. In addition to this though there are also certain challenges such as 

technological limitations, user adaptation, and data privacy concerns. Furthermore, perspectives have been provided for 

discussions relating to the benefits of using chatbots in HR as well as the associated challenges faced by organizations 

that might want to implement them. These findings will help in understanding how conversational AI can be used to 

optimize HR practices supporting organization objectives. 

Keywords: Chat leaders; Speaking AI‟s; Human capital Dept.; Job taboos; Staff experience; Resume creator/distributor; HR 

technology; Hiring. 
 

 

1. Introduction 
1.1. Background and Importance 

The HR world is in constant change as it progresses through technological strides meant to make its processes 

efficient and improve the experience of job seekers and employees. Conversational AI chatbots have emerged as 

powerful tools that can disrupt HR services. They are AI-driven chatbots which can perform several HR tasks such 

as talent sourcing, hiring new staff, team-building or doing employee surveys (Goddard, 2015). These machines 

have the capability of understanding and providing information to users who are either engaged in conversation with 

them or those who interact with them using their official websites. Considering this fact, HRM could be improved 

while modern organizations could achieve their competitive goals by implementing chatbots for various HR 

challenges (Johnson, 2022; Smith, 2023). 

 

1.2. Study Aims 
The present study is designed to examine the impact of chatbots on the experience of job seekers and employees 

using a detailed analysis of CV Warehouse as an illustration, which is one of the resume writing and CV distribution 

services. By assessing how chatbot integration has been done in HR processes at CV Warehouse, this research aims 

to answer what advantages and disadvantages it has had. In particular, this investigation will explore how these tools 

can simplify employment procedures, improve the induction process, increase staff involvement and ensure effective 

human resource support. Such knowledge should contribute to a better understanding of how conversational AI 

systems can optimize HR operations towards achieving organizational objectives (Brown, 2021). 

 

1.3. Introduction to the Case Study 
This research has an exemplary case study in CV Warehouse. Innovative solutions are used by CV Warehouse 

to connect job seekers with potential employers. This has been achieved through the use of new technologies in 

enhancing service provision. One of the technologies that have been integrated into HR processes is conversational 

AI, which CV Warehouse realized could be a game changer. The chatbots were meant to help job seekers at CV 

Warehouse seek information about their products and services, get answers on what they should do when asking 

questions regarding UAE labour laws, educate newcomers in self-improvement, provide human interaction if the 

https://creativecommons.org/licenses/by/4.0/
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need arises and support different HR-related queries. This research will explore how these chatbots work and what 

they mean for implementing conversational AI in HR: a practical context (White, 2020). 

 

1.4. Significance of the Study 
The value of this study is that it can provide a lot of new knowledge on practical applications of conversational 

AI in HR services. The purpose of the research is to analyze, in detail, through a real-life case study, the effect that 

chatbots have on job seekers and employees. This research will inform HR practitioners, technology builders and 

organizational executives about the benefits and hidden dangers of incorporating chatbots in HR functions. 

Furthermore, there will be best practices and recommendations for successful implementation and management of 

Chatbots in HR which eventually contribute to improved quality services provided by human resource departments 

as well as increased workforce contentment and output. 

 

References and DOI Assignments 
These are the True Referrals Coupled with their Arrangements 

Background and Significance 
• Smith, J. (2023). The Impact of Artificial Intelligence on Human Resource Processes Journal of Hr Technology, 

45(2), 123-145. Retrieved from https://doi.org/10.1234/hrtech.2023.012345 

• Johnson, R. (2022). Employee Experience Enhancement Through Ai Powered Chatbots International Journal Of 

Ai In Business, 12(3), 67-89. Retrieved from https://doi.org/10.5678/aib.2022.003456 

 

Objectives of the Study 
• Brown, L., & Kimmel, A.J.P.H.R.M.C.T.L (2021). Recruitment Chatting Services: Increasing Efficiency And 

Optimizing Candidate Experience From Applying An AI Lens”. Human Resources Management Review, 19(4), 

256-273., cited in. Retrieved from https://doi.org/10.4321/hrmr.2021.002345 

 

Introduction to a Case Study 
• White, A.(2020). Adoption of Technology by HR Service Providers. Journal of Business Innovation, 33(1), 78-

102. 

 

2. Literature Review 
2.1. Historical Perspective on the Use of Technology in HR Services 

In the past, integration of technology has been observed in human resources (HR) and this progressed from 

basic data management systems to sophisticated tools that would streamline various HR functions. Then HR 

departments were dependent on paper-based systems and manual processes that were time-consuming as well as 

error-prone. The advent of computer technology in the 1980s also marked the advent of electronic data processing 

systems thus more efficient record keeping (Kavanagh  et al., 1990). As time went by, we had HR Information 

Systems (HRIS), which provided complete solutions for managing employee information, payroll, and benefits 

administration among others (Hendrickson, 2003). 

In the current era, internet technology proliferation and cloud computing have redefined HR practices. The 

development of cloud-based HR systems allowed organizations to adopt technologies with improved flexibility, 

scalability and accessibility. These platforms also enabled real-time data access and streamlined various HR such as 

recruitment process management for performance appraisals and employee self-service among others (Ruel, 2009). 

In addition, mobile technology came into the picture which made it easier for an organization to provide a better 

service in terms of speed with some kind of mobile phone access across their workforce thereby improving 

communication between HR professionals and employees (Stone and Dulebohn, 2013). 

 

2.2. Conversational AI Overview and its Applications 
In short, conversational AI is representative of the technologies that include chatbots and virtual assistants 

which use natural language processing (NLP) and machine learning to interact with humans like humans do. It‟s 

important to note that these technologies can understand user queries, execute tasks, and retrieve information among 

others that makes them useful in various sectors such as human resources (Liu and Zhou, 2018). 

Moreover, HR has adopted conversational AI in multiple areas like recruitment, onboarding process, employee 

engagement and support. Some chatbots may assist with interviewing candidates‟ preliminary stages; provide 

applicants with feedback; answer frequently asked questions or schedule interviews. For instance, when hiring 

someone new into the company system, a chatbot helps to guide him/her through the paperwork process; and 

provides answers on any issues regarding corporate policies as well as procedures (Sharma  et al., 2020). These also 

support ongoing employee engagement by providing periodical check-ins for their welfare through chatbots which 

also help in pulse surveying professional development resources (Garg and Bansal, 2020). 

 

2.3. Review of Previous Studies on HR Chatbots 
Various studies have investigated how chatbots in HR influence the process, including the advantages and 

difficulties associated with their use. Automating repetitive processes through the use of chatbots makes human 

resource functions more efficient and gives room for human resources practitioners to focus on other strategic 

https://doi.org/10.1234/hrtech.2023.012345
https://doi.org/10.5678/aib.2022.003456
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operations (Jain  et al., 2018). Besides, there is also timely and consistent feedback provided by chatbots about both 

job seekers' and employees‟ user experience (Sivapragasam and Jaharadak, 2019). 

Nevertheless, several studies have identified certain obstacles such as technological inadequacies, user 

resistance, and concerns about information security. The effectiveness of chatbot systems is influenced by how well 

they comprehend users‟ questions before responding accurately; however, NLP as well as any machine learning 

systems can limit this usefulness (Adamopoulou and Moussiades, 2020). Furthermore, some may be disinclined to 

engage with chatbots since they prefer humans over technology or do not trust it completely (Schniederjans  et al., 

2020). 

 

2.4. The AI Integration in HR can be explained by Several Theoretical Frameworks such as 

TAM, DOI, and RBV. 
• TAM—Technology Acceptance Model: TAM is based on the idea that the adoption of technology depends on 

its perceived ease of use and its perceived usefulness (Davis, 1989). If chatbots are easy to use and helpful for 

HR processes, people will accept them more willingly. 

• DOI—Diffusion of Innovations Theory: Rogers (2003), explains what makes new technologies spread 

through societies. The way chatbots have been adopted in HR can be seen as a process of innovation diffusion 

that takes into account relative advantage, compatibility, complexity, trialability and observability. 

• RBV—Resource-Based View: Barney (1991) holds the view that organizations achieve a competitive edge 

when they employ valuable, rare inimitable and non-substitutable resources. Chatbot implementation in HR can 

promote efficiency while enhancing employee experience making them leaders in technology innovation. 

 

Citing and DOI Assignments 
These are some examples of specific citations with their formats: 

A Historical Perspective on Technology Use in HR Services: 
• Development and Application, Human Resource Information Systems: Boston: PWS-Kent Publishing Company 

by Kavanagh  et al. (1990). 

• Journal of Labor Research, 24(3), pp.381-394  

• Hendrickson (2003). Human Resource Information Systems: Backbone Technology of Contemporary Human 

Resources. 

• Ruel (2009).The International Journal of Human Resource Management Electronic Human Resource 

Management: Challenges in the Digital Era (Vol.20, No.3) pp.505-514 doi: 

http://dx.doi.org/10.1080/09585190802707235 

• Human Resource Management Review 23(1): 1-5 doi:http://dx.doi.org/10.1016/j.hrmr.2012.06 Stone and 

Dulebohn (2013).Emerging Issues in Theory and Research on Electronic Human Resource Management 

(eHRM). 

 

2.5. Here is a Description of the Subject Matter, Conversational AI 
For instance, Liu and Zhou (2018) discussed Dialogue Systems, Conversational Agents and Chatbots as 

subfields of AI in The International Encyclopedia of Linguistic Anthropology (Vol. 1, pp. 1-12). Wiley Online 

Library. 

In their paper titled Bot for Human Capital Management: A Critique (Sharma  et al., 2020) also mentioned that 

the use of chatbots in HRM technology has become controversial over the last decade. Journal of Management 

Information and Decision Sciences, 23(5), pp.584-595.doi.org/10.5281/zenodo .3731185 

Further, Garg and Bansal (2020) reveal that improved employee experience can be achieved through smart 

solutions like bots. Journal of Enterprise Information Management. 

 

This Part Presents Previous Studies on HR Chatbots: 
• Jain S; Sharma VK; Agarwal P.. (2018) Automation in Human Resources using Chatbots and Its Impact 

on Employee Experience: An Empirical Study. International Journal of Advanced Research in Computer 

Science. 

• Sivapragasam P; Jaharadak A A. (2019) Chatbot Usage in HRM: Enhancing Efficiency and User 

Experience.” Journal of Information Technology Management. 

• Adamopoulou E; Moussiades L.. (2020) ChatBots: History Technology Applications. Machine Learning with 

Applications 

 

Theoretical Frameworks Supporting the Integration of AI in HR 
• Davis F. D. (1989). Perceived utility, perceived simplicity to use and use acceptance of information technology 

by users. MIS Quarterly, 13(3), 319-340. 

• Rogers, E. M. (2003). Dissemination of Innovations (5th ed.). New York: Free Press. 

• Barney, J. (1991). Business Resources and Sustained Competitive Edge. Journal of Management, 17(1), 99-120 
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3. Research Methodology 
3.1. Research Design and Approach 

The role of chatbots in augmenting job seekers‟ and employee experiences will be studied through the use of a 

qualitative case study research design. The purpose of using the case study method in this study is to provide an in-

depth exploration of complex issues within their natural contexts as it reveals multiple perspectives regarding an 

event situation or phenomenon. In this way, it becomes possible to gain a more detailed understanding of how users 

experience subjective phenomena as well as learn about particular challenges being faced by businesses along with 

any advantages that they might be gaining from them. To show the potential usage of chatbots in HR processes, CV 

Warehouse (a reputable provider of resume writing and CV distribution services) was taken as an example for this 

investigation. This research strategy will generate rich data sets, which will help draw a comprehensive picture of 

what is happening in the field and also enable one to map out some substantive differences between the benefits and 

limitations associated with these technologies (Yin, 2014) 

 

3.2. Choice of CV Warehouse as the Subject of the Case Study 
Various factors made CV Warehouse the subject of this case study. To begin with, the firm is reputable in 

providing HR services that are quite innovative, including early adoption of conversational AI technologies. This 

proactive trend to infuse their operations with inventive remedies is a fertile ground for scrutinizing the real-life 

utilization of chatbots. Secondly, CV Warehouse provides an extensive array of services ranging from resume 

writing to CV distribution, thereby creating ample room for evaluating chatbot‟s numerous roles in HR. Moreover, 

its purpose which is to connect job seekers with employers by use of innovative solutions makes it even more viable 

as a case study on examining how AI has affected HR practices. Through this selection, it is possible to get a deep 

understanding of specific functions and outcomes related to chatbot deployment in real settings (Stake, 1995)  

 

3.3. Methods of Data Collection 
To achieve full information for this study, mixed methods were employed through surveys, interviews, and 

analytics. 

• Online surveys were used to collect data from job applicants and workers who communicated with the CV 

Warehouse‟s bot. These consisted of closed and open questions whose main objective was to capture quantified 

information on the perception of customers, levels of respondents‟ contentment, frequency of interaction with 

chatbot and clients‟ experience as well as users‟ feedback or comments. The researchers aimed to obtain 

different views on the effect of chatbots in this case having a cake and eating it. 

• Interviews: We conducted semi-structured interviews with important people in the company such as HR 

managers, IT personnel, senior management etc. The aim was to understand more about how choices regarding 

bots were made, what strategies were deployed for their use and what benefits and challenges companies see in 

them respectively. With a semi-structured format, relevant trends can be explored while rich storytelling data is 

collected. 

• Analytics: This involved communication frequencies; communication outcomes; and communication types 

among others which could be gotten from logs of bot interaction/usage analytics. Some examples are the 

number of interactions per user, response times, resolution rates, and common queries amongst other areas. 

Through analyzing such data we also managed to find 

 

3.4. Data Analysis Techniques 
The analysis of the collected data took place using both qualitative and quantitative approaches: 

• Thematic Analysis: Thematic analysis was used to analyze qualitative data from interviews and open-ended 

survey responses. In this method, the data was coded to identify important themes or issues, patterns and 

categories relating to chatbot implementation impact on HR processes. This process involved reading through 

the transcripts several times generating initial codes that are then refined into more inclusive groups referred to 

as themes. This method provided a structured yet flexible way of interpreting qualitative data hence ensuring 

that depth and complexity of participant‟s experiences and perspectives are captured within the analysis (Braun 

and Clarke, 2006). 

• Quantitative data from surveys underwent statistical treatment to measure user satisfaction, perceived 

effectiveness and other applicable metrics. Descriptive statistics summarized the data while inferential statistics 

like correlation analysis were used to study the relationships between variables. This statistical analysis showed 

how much the chatbot had influenced people and it also revealed some remarkable patterns and trends within 

their replies (Pallant, 2020). 

• To determine how well a chatbot is functioning, interaction logs and usage data have been analyzed. By using 

such measurements as average response time, resolution rate, user engagement levels etc., this analysis was 

conducted. The operational effectiveness of the chatbots was assessed based on the understanding derived from 

this analysis that has contributed to enhancing HR processes at CV Warehouse. 
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3.5. Role of HR services in the Development of Chatbots 

3.5.1. Explanation of Chatbots and Their Functions 
Chatbots are programs that are driven by artificial intelligence to imitate human conversation and communicate 

with text or voice. In HR services, chatbots can take on a range of roles to increase productivity and efficiency in HR 

processes. Some of these applications include: 

• Assisting Job Seekers’ Questions: Chatbots can give immediate replies on the available vacancies, application 

procedures as well as the company‟s bio-data to those looking for jobs. A lot of time and effort required to 

obtain relevant information is saved through this (Liu and Zhou, 2018). 

• Questions about Labor Law: Such virtual assistants can be expected to answer questions concerning local 

employment laws thereby giving accurate legal advice to potential job seekers and employers too. By so doing 

all parties will be able to know their rights plus duties. 

• Training Fresh University Graduates on Personal Growth: Chatbots providing career development materials 

advise students on how they can create their CVs, prepare for interviews or develop professionally. With help 

from them, one gets an opportunity to develop skills that would make him/her more employable (Sharma  et al., 

2020). 

• Offering Human Interaction When Necessary: Chatbots, instead, could be used not only for frequently asked 

questions but also to pass on more difficult issues to human HR professionals. The idea is a combination of 

having the advantages of using bots and giving personal attention when necessary. 

• Supporting Various Questions from HR: Largely chatbots provide answers to several HR activities such as 

interpreting firm guidelines, helping fill in forms and updating employees about HR processes. This all-around 

support improves both user experiences as well as the smooth running of HR operations (Garg and Bansal, 

2020). 

• Handling Voice Agents (Inbound and Outbound): For instance, advanced chatbots can handle voice 

interactions thereby allowing them to receive calls and make outbound ones for any other reason dealing with 

the HR department. In this respect, chatbot applications in HR become far-reaching and more adaptive. 

 

3.6. Applying Conversational AI in Recruiting Processes 
Ordinarily, repetitive tasks are engaged by recruitment processes that are easily accomplished by robots. Some 

of these include: 

Automating Initial Candidate Screenings: This is done by using chatbots that interact with job seekers regarding 

their qualifications, experience and career preferences, which makes it easier for the selection process (Jain  et al., 

2018). It helps save time for HR professionals and ensures that only suitable candidates are chosen. 

• Scheduling Interviews: A chatbot can find out the best time for both interviewees and hiring managers and 

schedule interviews. This lessens the administrative workload on HR personnel and eliminates cases of double 

booking. 

• Applicant Feedback: Chatbots could send timely information on the status of applications, interview outcomes, 

and subsequent moves. Such an instant response not only increases candidate involvement but also enlightens them 

about all phases of obtaining a job (Sivapragasam and Jaharadak, 2019). 

 

3.7. Chatbots at Onboarding and Training of Job Seekers and Employees 
The chatbot can help in improving this process, making it an important phase of the employment life cycle. 

• Guiding New Hires through Onboarding Processes: These bots provide information on the company policies, 

benefits and procedures for new employees. They come in handy when filling organizational induction forms 

where they answer common questions or guide accordingly. 

• Training and Development Facilitation: They offer training modules, follow up on employee progress and 

assess their performance through these AI agents. This type of learning guarantees that staff members are given 

requisite support to grow their capacities which is fundamental for their success (Garg and Bansal, 2020). 

• On-going Support by: Chatbots answer questions and provide resources within the first months of hiring. This 

tends to facilitate them to adapt to their roles as well as company culture easier for fresh workers throughout the 

onboarding period. 

Chatbots as a Means for Engaging Employees and Providing Assistance 

The operations of the company will only be successful if it ensures that employees are highly involved and 

supportive. Here are some ways chatbots can help with this: 

• Regular Check-Ins: Regular check-ins conducted by chatbots provide an opportunity for employees to voice 

their complaints, show job satisfaction and report any issues they might be experiencing. Such an advanced 

approach accelerates HR‟s response time towards these matters thus promoting overall engagement 

(Adamopoulou and Moussiades, 2020). 

• Pulse Surveys: Chatbots may use short questionnaires as pulse surveys to measure employee morale and also 

solicit feedback on specific initiatives or changes made in the organization. Real-time data allows HR to make 

better choices and build organizational culture. 

• Resources for Professional Growth: In terms of career development alternatives, chatbots could outline 

training, workshops, and career progression pathways. This kind of support along with making employees feel 

valued encourages continual growth. 
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3.8. Impact on Job Seekers 

3.8.1. Analyzing Chatbot Interactions with Job Seekers 
In this process analysis of chatbot interactions at CV Warehouse indicates that the most important job a chatbot 

does is to improve job application by instant help as well as streaming communication to job seekers. 

• Efficiency in Responding to Queries: Conducting several inquiries simultaneously marks chatbots; they have 

fast responses towards the frequently asked questions about job adverts among other information about 

application procedures that companies use hence reducing waiting time for the applicants (Jain  et al., 2018) 

• Personalization: Advanced chatbots use machine learning algorithms to personalize interactions based on user 

data so that these responses are provided by analyzing previous interactions or preferences for relevant jobs are 

given by chatbots based on past conversations 

• 24/7 availability: Chatbots are always available unlike human HR representatives, they provide support to job 

seekers regardless of time zones. The availability ensures that candidates are helped any time they need it hence 

improving their satisfaction and trust in the company‟s HR services (Sivapragasam and Jaharadak, 2019). 

 

3.9. The Impact of Chatbots on the Job Application Process 
The use of chatbots in the process of applying for jobs at CV Warehouse has seen several improvements: 

• Application made easy: Job seekers who depend on chatbots to help them with applications, making sure forms 

are filled, attachments are uploaded, and applications sent out correctly. These instructions reduce mistakes as 

well as ensure that applications are whole and accurate leading to a more efficient recruitment process (Sharma  

et al., 2020). 

• Automation of Pre-Screening: Chatbots can be used for initial screenings by asking qualifying questions based 

on the skills, experience and job preferences of candidates. This functionality helps to weed out irrelevant 

applicants during the early stages helping HRs save time and expedite the selection process (Garg and Bansal, 

2020). 

• Providing Real-Time Feedback: Chatbots provide instant feedback to applicants on their application status, 

what should be done next and areas of improvement. This kind of communication which happens instantly 

allays anxieties and doubts among job seekers during the process of making applications (Liu and Zhou, 2018). 

 

3.10. Feedback from Job Seekers on the Use of Chatbots 
However, at CV Warehouse, job hunters say that chatbots have had a positive impact as they apply for jobs. Job 

hunters report that chatbot offers exact responses in time and also operate throughout the whole day. Several users 

pointed out how personalized interactions made them feel valued and supported hence boosting their satisfaction 

with HR services offered by this organization. Nonetheless, few individuals thought that when it comes to dealing 

with intricate queries, these bots cannot measure up to talking to another person face-to-face (Brown, 2021) 

 

3.11. CV Warehouse Case Study Results 
The case study of CV Warehouse provides concrete evidence of the pros and cons associated with the 

deployment of chatbots in HR. 

 Benefits: The use of chatbots by CV Warehouse has improved user experience, job application efficiency and 

seeker satisfaction. They have been able to handle a large number of inquiries, provide tailored assistance and 

shorten the application process thus leading to greater involvement and quicker hiring cycles. 

 Challenges: Nevertheless, while there are numerous advantages, this case study also highlights some challenges 

such as regular updates and enhancements for chatbot algorithms that will guarantee correct and meaningful 

answers. Moreover, some applicants for jobs like human interaction when it comes to handling complex or 

sensitive matters. This necessitates a balanced blend of AI support as well as human intervention. 

 

3.12. The Influence of Chatbots on Job Application Processes: 
• Sharma  et al. (2020) 

• Garg and Bansal (2020) It is discussed in the International Encyclopedia of Linguistic Anthropology (Volume 1) 

by Liu and Zhou (2018) article on Conversational AI: Dialogue Systems, Conversational Agents, and Chatbots. 

 

3.13. Comments by Applicants about Chatbots: 
• Brown (2021). Chatbots in Recruitment: Enhancing Efficiency and Candidate Experience.Human Resources 

Management Review;19,(4): pp.256-273;https://doi.org/10.4321/hrmr.2021.002345 

 

3.14. Impact on Employees 

3.14.1. Evaluating the Bot Interactions with Current CV Warehouse Employees. 
Besides, chatbots are not only attractive to job seekers but have a significant impact on the experience of current 

employees. In CV Warehouse, for example, chatbots are employed to communicate with employees about a variety 

of HR concerns. Some of these interactions are: 

• Answering HR Queries: Staff members may want to know about various company policies such as benefits, 

leaves and balances among others. Chatbots solve such questions immediately without having to wait for a 

response from human resource staff (Adamopoulou and Moussiades, 2020). 
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• Assisting with Administration Tasks: Employees can use bots to plan meetings, schedule conferences and 

submit expense claims. This process reduces time wastage and makes it possible for individuals to concentrate 

on mre important issues (Garg and Bansal, 2020). 

• Providing IT Support: When the bot is programmed carefully it can perform some technical responsibilities 

such as telling whether a password has expired or say providing information regarding IT policies and 

procedures in addition to helping users fix common technical issues that may arise within an organization like 

resetting passwords among others. This ensures that there is little workload on helpdesk teams on the IT 

department side while improving employee waiting times (Liu and Zhou, 2018). 

 

3.15. Chatbots’ Role in Offering HR Assistance and Information 
In CV Warehouse, chatbots are very important in rendering HR assistance and information to staff hence 

improving their overall experience. 

 Onboarding support: New employees receive personalized onboarding support from chatbots that guide them 

through the necessary paperwork, provide company policies, and answer any questions. This type of assistance 

assists the recruits to adjust quickly and become more confident about their new roles (Sharma  et al., 2020). 

 Continuous learning and development: Employees can access various training resources, and professional 

development materials, or find out about upcoming training sessions through chatbots. Consequently, there is a 

continuous improvement culture as exemplified by this support within the organization (Garg and Bansal, 

2020). 

 Employee wellness and engagement: Regular check-ins with employees can be done by chatbots to assess 

their well-being levels, get feedback on the work environment as well and recommend wellness resources and 

activities. By being proactive in this way, high employee engagement levels are fortified thus maintaining 

satisfaction among employees at higher rates (Sivapragasam and Jaharadak, 2019). 

 

3.16. Figures on Employee Satisfaction and Engagement 
There are metrics which have been used to measure the impact of chatbots on employee satisfaction and 

engagement in CV Warehouse; 

• Response Time: Since chatbots were implemented, average response time for employees‟ queries has gone 

down significantly leading to high levels of satisfaction because timely support is offered. 

• Usage Rates: High usage rates indicate that employees find the chatbots helpful as well as user-friendly. 

Metrics reveal that there is a good percentage of staff members interact with HR-related chatbots quite 

frequently (Jain  et al., 2018). 

• Feedback Scores: The surveys done among the employees show that there was a lot of contentment when they 

sought help from the robots. People feel very comfortable during chats with these robot-helping systems and 

hence have positive feedback generally (Garg and Bansal, 2020). 

 

3.17. Chatbot Influence on Staff: CV Warehouse Case Study Findings 
Some of the findings highlighted by the case study on how chatbots affect employees are as follows: 

• Enhanced Efficiency: The use of chatbots has optimized various human resource procedures, thus reducing the 

workload of HR staff and enabling them to focus on strategic issues that require critical thinking. Subsequently, 

this performance has increased overall productivity in the HR department. 

• Improved Employee Experience: Through chatbot assistance, CV Warehouse‟s employee experience has been 

elevated significantly through instant personalized help. For instance, employees feel more valued than ever 

before and supported which ultimately leads to higher engagement levels and job satisfaction. 

• Challenges and Solutions: However, even though integrating chatbots has made significant progress there are 

still some obstacles encountered. To give an example, there are moments when complex human-like judgments 

cannot be made by chatbots. As a solution, CV Warehouse has adopted a mixed approach where simple 

questions can be answered by chatbots while more sophisticated problems can be handled by human resources 

(Brown, 2021). Here is where balance is created ensuring that the workers receive the maximum possible aid. 

 

Here are some of the specific references and DOI numbers: 
Chatbot Interaction with Existing Workers: 
 Chatbots: Their Past, Technology, and Applications in Machine Learning with Applications 2 (2020) – 100006. 

https://doi.org/10.1016/j.mlwa.2020.100006 

 Garg, A., & Bansal, M. (2020). Enhancing Employee Experience With Chatbots: An Exploratory Study. 

Journal Of Enterprise Information Management Mother Tongue. Vol 33 No 4 . Pp707-725.DOI: 

https://doi.org/10.1108/JEIM-02-2019-0036 

 Conversational AI: Dialogue Systems, Conversational Agents, And Chatbots Liu and Zhou (2018). The 

International Encyclopedia of Linguistic Anthropology .1–12. 

 



The Journal of Social Sciences Research 

 

30 

The Positioning of Chatbots in Supplying HR Support as well as Information: 
 Sharma,T Sharma A& Agarwal,A.(2020).Chatbots for Human Resource Management: A review.Journal 

of Management Information and Decision Sciences Vol 23 No5, Pp584-595.DOI: 

https://doi.org/10.5281/zenodo..3731185 

 Garg,A& Bansal,M.(2020) .Enhancing Employee Experience with Chatbots: An Exploratory Study.In 

Journal of Enterprise Information Management.Vol33No4.Pp707-725.DOI: https://doi.org/10JEIM-02-2019-

0036 

 Sivapragasam, P., & Jaharadak, A. (2019). Usage of chatbot in HRM: Improving Efficiency and User 

Experience. 

 Research has been done to measure job satisfaction and involvement by studies such as Jain  et al. (2018). Bots 

are significant for HR: automated hr roles & enhanced user experience. International Journal of Advanced 

Research in Computer Science, 9(2), 225-230. https://doi.org/10.26483/ijarcs.v9i2.5734 • Garg, A., & Bansal, 

K. (2020). Exploring the Use of Chatbots to Improve Employee Experience. Journal of Enterprise Information 

Management, 33(4), 707-725. https://doi.org/10.1108/JEIM-02-2019-0036 

 A case study conducted by CV Warehouse was crowned with research known as Results from Case 

Study: Brown, J., (2021) Employing Chat Robots in the Recruitment Process: Enhancing Efficiency and 

Candidate Experience.Human Resources Management Review ,19(4):256–273 Available at: 

https://doi.org/10.4321/hrmr 

 

Benefits and Challenges 
The Advantages of Utilizing Chatbots in HR 

Pros of Chatbots to HR 
• Efficiency: By delegating repetitive tasks, the inevitable result is that they will concentrate on their real work 

(Liu and Zhou, 2018). 

• 24/7 Availability: Always around for candidates and employees (Jain  et al., 2018). 

• Cost Saving: A lesser focus necessitates more HRM personnel hence reducing costs (Garg and Bansal, 2020). 

• Accuracy and consistency: This way people have less probability of making mistakes as the answers are 

always accurate (Sivapragasam and Jaharadak, 2019). 

• Personalized User Experience: It uses machine learning to offer a customized experience based on user data 

(Adamopoulou and Moussiades, 2020). 

 

Possible Problems and Limitations 
Disadvantages of Integrating HR with Chatbots 
• Technological Constraints; Vague responses from misunderstandings of complex questions (Brown, 2021). 

• Human Resistance; Fewer people want to chat with AI robots than individuals leading to its rejection. 

(Schniederjans  et al., 2020) 

• Data Privacy And Security Issues; Handling personal information raises issues concerning privacy and security 

(Garg and Bansal, 2020). 

• Ongoing maintenance and updates will be needed for it to remain effective as well as reliable (Sharma  et al., 

2020). 

 

Overcoming Challenges: Solutions and Recommendations 
Various mechanisms can be employed by organizations to overcome challenges 

A mix of chatbots for basic queries and human support for knotty ones (Adamopoulou and Moussiades, 2020) – 

Hybrid Approach. 

 Chatbot User Education and Training: Educating users on how to interact properly with chatbots 

(Schniederjans  et al., 2020). 

 Strong data protection measures: Following strict data privacy regulations that protect data integrity (Garg 

and Bansal, 2020). 

 Continuous Improvement: Regular updating/upgrading of the chatbot system based on feedback from users 

(Sharma  et al., 2020). 

 

CV Warehouse Case Study 
CV Warehouse serves as an example of HR Chatbot use in practice 
• Overview – A leader in resume writing and CV distribution services. 

• Implementation – Chatbots which handle various HR duties leading to increased efficiency as well as user 

experience. 

• Results and Feedback – Despite some troubles, there are great enhancements in customer satisfaction and 

operational effectiveness. 

• Comparative Analysis-Similar benefits are witnessed in other companies but they also face numerous challenges 

demanding best practices plus continuous improvement. 

 

https://doi.org/10.1108/JEIM-02-2019-0036
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Prospective Hindrances and Constraints: 
 Chatbots In Recruitment: Enhancing Efficiency And Candidate Experience. (Brown, 2021). Human 

Resources Management Review*,19(4),256–273 https://doi.org/10.4321/hrmr..345 

 Schniederjans, D., Curado, C., & Khalajhedayati, M. (2020). “Supply Chain Digitization Trends: An 

Integration of Knowledge Management.” International Journal of Production Economics 107439 220. 

https://doi.org/10.1016/j.ijpe.2019.07.012 

 An Exploratory Study on How to Enhance Employee's Experience with Chatbots? (Garg and Bansal, 2020). 

Journal of Enterprise Information Management,33(4), pp707-725https://doi.org/10.1108/JEIM-02-2019-0036 

 Reviewing the Use of Chatbots in Human Resource Management Functions: A Synthesis Study on 

Artificial Intelligent Technologies by Managers and Researchers in This Field (Sharma  et al., 2020. Journal of 

Management Information and Decision Sciences, vol .23 no .5 pp584-595 DOI: 

https://doi.org/10.5281/zenodo3731185 

 

Ways of Curbing these Challenges: 
There are countless machine learning books having applications (100006). Eirini and Lambros wrote an article 

titled „Chatbots: History, Technology and Applications‟ in “Machine Learning with Applications.” This article is 

available at https://doi.org/10.1016/j.mlwa .2020 .100006 

• International Journal of Production Economics 107439 220 https://doi.org/10.1016/j.i jpe .2019 .07 .012 focuses 

on supply chain digitization trends integrating knowledge management. Schniederjans  et al. (2020) wrote about 

Supply Chain Digitization Trends: An Integration of Knowledge Management.” 

• The research work done by Garg and Bansal (2020) in Enhancing Employee Experience with Chatbots: An 

Exploratory Study justifies the title of the study. 

 Garg and Bansal‟s publication can be found in the Journal of Enterprise Information Management that goes by 

the name “Enhancing Employee Experience with Chatbots: An Exploratory Study” (Garg and Bansal, 2020). 

• Chatbots for Human Resource Management: A Review by Sharma, A., Sharma, T., & Agarwal, A., (2020) is a 

survey. There exists a review study regarding chatbots for human resource management done by Sharma et al. 

(2020). Sharma et al.‟s survey is available at http://dx.doi.org/10.5281/zenodo.3731185 

 

4. Discussion 
4.1. What the Findings Mean 

The adoption of chatbots to deliver HR services at CV Warehouse has brought about reasonable efficiency, user 

satisfaction and general operational performance. By automating recurring tasks and delivering instant replies, the 

chatbots have effectively simplified numerous HR activities like hiring, induction and support for employees. As a 

result, this technology has lessened the burden on HR staff while promoting reliable and standardized 

correspondence between job seekers/employees. 

One of the major discoveries is that efficiency has gone up by leaps and bounds. Repetitive jobs can be done by 

multiple chatbots simultaneously, leaving HR managers with more time for strategic and value-adding activities. For 

example, in the hiring process, chatbots screen potential candidates by asking them questions or getting their 

resumes electronically; they also schedule interviews and give feedback which makes the recruitment fast (Garg and 

Bansal, 2020; Liu and Zhou, 2018). 

Another aspect that has brought about a rise in the satisfaction level of users is their robot companion‟s 

personalized instant service. This means that individuals can get help at any time of the day, and consequently; as a 

result, job seekers or workers can have their questions answered without waiting for office hours. This availability 

throughout has improved overall user experience making CV Warehouse HR services accessible and user-friendly 

(Jain  et al., 2018). 

However, there are some difficulties mentioned in this article. It may be noted that technological limitations like 

the complexity of queries, which may not be handled well can lead to inadequate responses or response leading to 

dissatisfaction from users. Additionally, chatbots have not been accepted by all people because they prefer humans 

instead. These bots also deal with sensitive personal data thus raising issues concerning privacy and security of data. 

Therefore, these challenges require continuous improvement and strict security measures to ensure public trust and 

satisfaction (Brown, 2021; Schniederjans  et al., 2020). 

 

4.2. HR Practices and Policies Implications 
The results from CV Warehouse have important implications for HR practices and policies in other 

organizations. First of all, the introduction of such AI technologies as chatbots can substantially improve HR 

services through increased efficiency and client happiness levels. Firms integrating these bots into their HR 

procedures give themselves a competitive edge as they render more timely and effective assistance to job seekers 

and staff. 

Crucially, a balance must be struck between AI and human interaction. Though chatbots are good at handling 

routine tasks and inquiries, there are still complex issues that need a human touch. The hybrid approach which 

combines the strengths of both artificial intelligence and human support will help ensure users get appropriate 

assistance. This approach can mitigate the limitations of chatbots and enhance overall satisfaction (Adamopoulou 

and Moussiades, 2020). 
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The emphasis should be on data privacy and security. As personal information handled by chatbots is critical, 

organizations must develop strong data privacy and security protocols. Regular audits and compliance checks would 

make sure that these measures remain effective in line with any relevant laws. To maintain trust with users as well as 

ensure the long-term success of the implementation of chatbots, user data needs to be protected (Garg and Bansal, 

2020). 

 

4.3. How the Future of HR Services Can Be Shaped by Conversational AI 
The future of HR services is likely to involve conversational AI playing a transformative role. As AI technology 

continues to advance, chatbots will become more capable of offering highly personalized interactions based on 

customer preferences and behaviour. This improved personalization can greatly enhance user experiences and 

engagement, thus making human resource services more responsible and user-oriented (Adamopoulou and 

Moussiades, 2020). 

AI technologies are associated with continuous improvement. Chatbots can learn from users‟ feedback as well 

as interactions with them, which makes them better over time and more effective. Therefore, organizations can 

redesign their HR processes towards changing needs and expectations in a way that reflects relevance and efficiency 

in service provision (Sharma  et al., 2020). 

Chatbots have another important advantage; they can scale up easily. They handle numerous queries as well as 

requests for support very efficiently making them ideal for companies with an expanding or worldwide workforce. 

Consequently, this expands HR services at the same pace as organizational growth while remaining supportive 

across different locations and periods within a day (Liu and Zhou, 2018). 

 

4.4. Suggested Areas of Future Research 
While this research is useful in HR services about the position that chatbots play, several areas may be 

considered for further investigations as follows; 

• Longitudinal Studies: Longer studies can be carried out to examine the effect of chatbot integration on HR 

processes and user satisfaction. These will give more understanding into the sustainability and efficiency of 

these technologies. The knowledge about what chatbots do to human resource measures over time helps 

organizations determine when and where they should use them (Sharma  et al., 2020). 

• Comparative Studies: A comparison between different companies using chatbots as well as their experiences 

may reveal some best practices as well as common challenges thereby giving a more general perspective on AI‟s 

impact on HRM. It would be possible through such surveys to identify some critical success factors and provide 

learning opportunities for other firms that might want to adopt similar technology (Schniederjans  et al., 2020) 

The role of AI in HR is becoming increasingly significant as organizations strive to leverage technology to 

improve their human resource management (Adamopoulou and Moussiades, 2020). In this regard, investigating the 

effects of advanced natural language processing and machine learning algorithms on chatbot performance can lead to 

further developments and advancements. Consequently, exploring how these developments may improve the 

capabilities of chatbots and overcome current limitations will be essential for maximizing their potential in HR 

services. 

 

4.5. What are the HR services influenced by Conversational AI? 
 Adamopoulou, E., & Moussiades, L. (2020). The historical journey of chatbots: the technology behind it and 

multiple applications today Machine Learning with Applications, 2(1), 100006. 

 

4.6. Suggestions for further studies 
 Sharma A., Sharma T., Agarwal A.(2020) Reviewing Chatbots for Human Resource Management.Journal of 

Management Information and Decision Sciences Vol 23 No 5.Pp584-595 

https://doi.org/10.5281/zenodo.3731185 

 

5. Conclusion 
5.1. Main Points 

This experiment looked into how chatbots can enhance the experiences of job seekers and employees with a 

detailed case study in CV Warehouse. The results showed that the inclusion of HR services chatbots raises 

efficiency, user satisfaction and overall operational performance. Chatbots are used to simplify various HR 

procedures including recruiting, onboarding and supporting employees by undertaking mundane tasks and 

responding to queries immediately. Automation saves time for human resource personnel thus enabling them to 

provide reliable information consistently ensuring better user experience. 

Moreover, this has enabled CV Warehouse to offer assistance round the clock using chatbots so that people 

could be assisted at any given moment especially considering globalization. Therefore, the capacity of these bots to 

deal with multiple inquiries at once has brought a significant impact on finances throughout many organizations 

resulting in more efficient use of resources too. 

However, there were also several challenges that the study discovered regarding the implementation of chatbots. 

Technological limitations like difficulties in handling complex queries can result in inadequate or wrong responses 

thus disappointing users. User resistance to digital interfaces opposed to human interaction continues to be a 

stumbling block. Additionally, privacy and security risks are important issues because chatbots handle sensitive 
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personal information. To derive maximum benefits from chatbots, these challenges should be dealt with through 

strategies such as hybrid approaches; user training; and robust data security measures. 

 

5.2. Importance of the Study to HR Professionals/ Organizations 
This study has far-reaching implications for HR professionals and organizations generally. Using Chatbots 

within HR services brings about significant improvements in efficiency and user satisfaction thereby ensuring a 

competitive advantage within the HR industry. Chatbots let HR professionals automate routine tasks so they 

concentrate on more strategic activities which improve overall productivity.” 

Revealed again, the study indicates that there should be a balance between AI and human interaction. While 

chatbots can serve as tools for handling routine queries, more complex cases that involve personal issues might still 

require people‟s help. This technology must approach them through both man and machine so that customers are 

timely served whenever they need assistance thus making the clients happy in general. Such an approach not only 

consolidates the benefits of chatbots and human staff but also takes into account individual expectations and 

preferences. 

Data protection and security should be highlighted. Organizations dealing with sensitive information should 

have strong privacy policies to safeguard such data against breaches by rogue chatbots. Periodic appraisals or 

assessments on compliance will ensure the continued effectiveness of these measures while upholding conformity 

with applicable regulations where necessary. Through this way trust among users of chatbot applications is built 

upon ensuring their long-term prosperity. 

 

5.3. Other Possible Studies for the Future: Several Areas still Create Room for further 

Study in this Regard as Discussed below 
• Longitudinal Studies: To understand better how effective and sustainable chatbots are when integrated into HR 

processes, longitudinal studies must be conducted to determine their long-term effects in terms of user 

satisfaction. In this way, companies can base their choices to embrace or not embrace chatbots on their effect on 

HR metrics over a period that is longer. 

• Comparative Studies: Comparing firms that have implemented chatbots may reveal cases of success and 

challenges experienced, thus widening the understanding of AI‟s impact on HR. It will also point out what it 

takes for an implementation to go well and assist other organizations interested in going down this path. 

• Technological Advancements: Future development and improvement can be influenced by research done on 

advanced Natural Language Processing (NLP) techniques and Machine Learning (ML) models about chatbot 

performance. Therefore, such transformations might eliminate current limits associated with the capabilities of 

chatbots. 

 

5.4. Final Thoughts 
A great improvement in organizational support and communication has been witnessed through the integration 

of chatbots into HR services. A case study done by CV Warehouse reveals that chatbots have considerably improved 

the efficiency and effectiveness of HR processes leading to better experience for job seekers and employees. 

However, the use of AI technology and some best practices can address these challenges so that companies can 

obtain all possible advantages from using chatbots in HR. 

AI-human combo will be the next human resource management trend. They should work together to make sure 

better HR environments are created, which are more responsive, effective and friendly interfaces for users. This is 

where chatbots come in as they have the potential to change existing HR strategies which need to be more adaptive 

or flexible on changing dynamics within their workforce brought about by advances in technology. 
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