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How Artificial Intelligence is impacting People Management

How Artifical Intelegence is Affecting People Management
at Pets at Home ltd.
[image: ]Written for Peter Pritchard, CEO of Pets at Home Ltd.
This report lies out where Pets at Home Ltd. can bring Artificial Intelligence into their People Management to increase their business potential. Pets at Home is a pet and animal supply company with stores all over the UK.
The Performance Management section looks at how Pets at Home currently uses Peer-to-Peer recognition and how they can improve it. Employee Engagement looks at how the employees can feel empowered with AI discussing options such as performance monitoring and recognition. Learning and Development looks at how AI can help online training resources. The final section, Recruitment, looks at how AI can help the interview process.
The report is concluded with a summary of the recommendations made throughout, commenting on how the HR team will need to support the changes and the benefits, ethics and risks of implementing these risks. 
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[bookmark: _Toc532592095]Introduction 	
This report will investigate how Pets at Home Ltd. can improve their people management can be improved with Artificial Intelligence (AI). This report will focus on how Human Resources (HR) leaders and managers can make use of AI technology to improve the business performance. One report carried out by Deloitte Human Capital Centre (2017) shows that 38% of respondents expect that, in the next five years, AI will be strongly embedded within their companies (Bersin, 2017).
People Management can be split into four sections; Employee Engagement, Performance Management, Learning and Development and Recruitment. This report will discuss how AI can and will be impacting each of these sections.
[bookmark: _Toc532592096]Pets at Home Ltd.
Pets at Home is a pet supplies chain of stores founded in 1991 by Anthony Preston in Chester, England (Pets at Home Ltd, 2013). The company now has over 370 stores and 6,000 employees in the UK. They 
Pets at Home offers more than just pet supplies. They also manage a dog-groomers, a Veterinary service and a loyalty card scheme and have their own animal rehoming charity. This report will just be focusing on their pet supplies stores.


[bookmark: _Toc532592097]Performance Management
Performance Management helps decide how much employees should be paid and/or rewarded based on their workplace performance. Businesses are said to perform better when their employees feel connected to the organisations and happy that their roles matter (George & Breif, 1992). There are many ways businesses can automate this ‘good job’ message. There are various reward delivering apps about, such as KangoGift, which managers and leaders can deliver recognition messages. KangoGift encourages managers and leaders to write personalised messages and each one is delivered with a printable certificate. KangoGift understands how important regular employee engagement is for employees, and for the overall business, and so send reminders to managers to initiate recognition (Horton, 2018). KangoGift also allows co-workers to recognise each other. Any piece of recognition is directly recorded as a ‘moment’ in ‘recognition history’. This is just one example of how AI is set to work alongside people management roles.
[bookmark: _Toc532592098]Current Opperations
Pets at Home currently only uses a peer-to-peer employee recognition scheme (Pets at Home Jobs, 2018).
[bookmark: _Toc532592099]Suggested AI Improvements
KangoGifts, or a similar application, can be used to further improve the current recognition scheme. Making it easier to deliver recognition. It would also be beneficial for managers/leaders to deliver recognition, use of an app similar to KangoGifts will aid in this. 



[bookmark: _Toc532592100]Employee Engagement
Employee Engagement works to bring out high performance in the workplace, working with the Performance Management section. 
One big area AI can clearly help is with responsive feedback platforms. These allow organisations to collect feedback from employees all year round, making annual reviews a thing of the past (HR Daily Advisor, 2018). 
AI can be used to analyse data, including email communications and biometrics data, to predict specific actions and to monitor level of engagement on a piece of work. This will prevent procrastination from employees and guide them to enjoy their jobs (Forbes, 2018).

[bookmark: _Toc532592101]Current Opperations
There are lots of benefit schemes currently in place for Pets at Home staff which will encourage them to see their job as a positive thing. (Pets at Home Jobs, 2018).
There are currently Peer-to-Peer reviews, which are mentioned in the Performance Management section above. This guides employees to recognise when a co-worker is performing well. This not only empowers the receiver of the recognition, but also allows the deliver to recognise what good work looks like.
[bookmark: _Toc532592102]Suggested AI Improvements
Engagement Monitors would have to be modified to fit retail work, but it could easily help employees a lot. Registering when an employee isn’t feeling fulfilled and prompting them to carry out another job can help with their morale and engagement. For example, when some one is stacking selves, they can be prompted to do a floor check to check customers and cleanliness is all okay. And then go back to their previous job after the short interlude. 
Recognition improvements mentioned in the previous section will also benefit employee engagement.

[bookmark: _Toc532592103]Learning and Development 
Learning and Development, or ‘L&D’, is the element of people management which aids employees to reach and fulfil their potential. Previously it’s been referred to as training but recently it has been changed to be more specific and personal to individuals (Armstrong & Taylor, 2009). 
The main way other companies are using AI to aid their L&D is through online, interactive training resources. These are being used at the beginning of a new job and throughout a job role. With clever algorithms and inelegant tutoring systems which analyse answers, points of weakness can be picked out and then further learning rescores can be offered. This also gives a new employee a nice way to get to know the culture of a business before their first official day. Inc. (2018) have an article which discusses how AI can help L&D in eliminating bias when choosing who to deliver the L&D to and in the marking of it. 
L&D isn’t a section which is being completely replace by AI though. L&D professionals will need to understand the AI being used so the right questions can be asked. The aim of using AI in a L&D sector is to free up time for the L&D professionals to spend on creating quality learning content, rather than distributing and analysing it (Training Industry, 2018).
[bookmark: _Toc532592104]Current Opperations
Currently, the L&D at Pets at Home is mostly made up of online training. Programmes such as the ‘Step Up Development’ which is the initial training for store employees. This online training is continued all the way up to a deputy manager position (Pets at Home Jobs, 2018). 
[bookmark: _Toc532592105]Suggested AI Improvements
Tailored learning experiences can help Pets at Home with their current online training schemes. This will allow the employee to learn better through AI monitoring how they are working and what works best for them. Its widely recognised that different people work in different ways, and tailoring training experiences to how each person works will allow them to engage with the learning resource better and learn more.


[bookmark: _Toc532592106]Recruitment
Recruitment is no longer about putting out a job advertisement and getting someone to fill the role, it has become more of a talent scouting operation. Searching for people with a certain attractive set of skills which can aid a job role. Then employing them based on their current skills and their space for progression.
AI can be used to screen CV’s, source candidate or even shortlist candidates. It can also be used to carry out further research on candidates and as software like this is used more, it will grow and learn and become better at delivering quality results. A great benefit of using AI in recruitment is that technology doesn’t hold gender and cultural bias. Which may lead to a more diverse work team. 
[bookmark: _Toc532592107]Suggested Opperations
There isn’t much information on Pets at Home’s recruitment process.
[bookmark: _Toc532592108]suggested AI Improvements
Screening Software works to intelligently screen the resumes kept on a company’s current resume database and learns which candidates moved to become successful employees. It can also aid in finding information about previous employers and through searching their social media profiles (Forbes, 2018).
Recruiter Chatbots help in the recruitment process by delivering instant replies and answering job description and company culture questions. They can also deliver feedback and suggestions on where to go next (Forbes, 2018).
Digitised Interviews assess a candidate’s interview, judging their words and body language. This information can help assess whether the candidate is fit for the role and the culture of the workplace (Forbes, 2018).


[bookmark: _Toc532592109]Summery of Recommendations
1. Recognition Scheme
To improve the deliverance of recognitions and encourage higher staff members to deliver it.
Helping with Performance Management and Employee Engagement
2. Engagement Monitors
To help understand when engagement is low and combat the low engagement
Helping with Employee Engagement
3. Tailored Learning Experience
to recognise how employees learn best and display learning resources in the most engaging way for them
Helping with Learning and Development
4. Screening Software
To help pick the best CV fit for a job role
Helping with Recruitment
5. Recruiter Chatbots 
To help applicants in the application and interview process
Helping with Recruitment
6. Digitised Interviews
To help pick the best applicant fit for the job role and company culture
Helping with Recruitment


[bookmark: _Toc532592110]Benefits, Ethcics and Risks
Adopting these approaches will improve the overall performance of the business by saving the HR team time which they can then spend on creating quality content. If Pets at Home were to initiate these changes before competitors, such as Jollies Pet Store, it would give them the competitive advantage of having happy staff.

As with every artificial intelligence improvement, the ethics and the possible risks need to be assessed.
The Recognition Scheme may cause ethical issues with encouraging putting a number to an employee rather than understanding them as an individual. This act of ranking employees against each other dehumanises people. This can be overcome by the HR team monitoring the ‘number scheme’ and monitoring the feedback which comes through.
The Engagement Monitors may make the employees feel like they are not trusted to make decision and work alone. This can cause the same issue which it is trying to solve of employee engagement. This links to the ethical issue sometimes named ‘big brother’, like an issue of capitalism. 
The Tailored Learning Experience doesn’t seem to have disadvantages.
The Screening Software may miss out key applicants because their cv isn’t up to standard, even if they might have performed well in an interview. It also analyses social media profiles which may be an invasion of privacy. 
The Recruiter Chatbots are a great way to get quick response times and to not waste HR’s time answering simple questions, but lots of people hate listening and talking to automated messages on the phone. The chatbots need to be sophisticated to make sure they aren’t going to annoy people by not really answering their questions. 
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