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[bookmark: _Toc496043657]eXECUTIVE sUMMARY

This report was asked for by the CEO of EasyJet asking for recommendations as to how to introduce artificial intelligence into Human Resources (HR), specifically in;
· Recruitment
· Learning and Development
· Employee Engagement
· Performance Management
It will look at what is currently in place and how it can be improved and made more effective.  
The findings within this report indicate that EasyJet has systems in place in each of these areas but can be improved by a more sophisticated use of AI. It also shows that one of EasyJet’s competitors shows very little use of AI within their HR department which should push EasyJet to put the following recommendations in place to provide them with the competitive edge.  The recommendations collected, explain that it would be beneficial to introduce AI chat bots to help employees be more productive and App’s to be used by staff company-wide.  AI can help teach them new ways of thinking and constantly test them on their existing knowledge as well as introducing mentors to improve staff in areas, helping them to grow and even make mistakes without worrying about repercussions.  Within recruitment there has been an increase of companies using AI to analyse applicants for vacancies making the short listing process less time consuming and removing potential bias and increasing diversity.  





[bookmark: _Toc496043658]Introduction

[bookmark: _Toc496043659]Statement of Purpose
There is a need for HR to recruit, retain and inspire staff, leading to improved business performance.  This report, commissioned by the CEO of EasyJet, will discuss Artificial Intelligence and its use in the workplace.  It will be looking at their current use of AI in the following areas;
· Recruitment
· Learning and Development
· Employee Engagement
· Performance Management
It will look at what EasyJet’s competitors have in place, highlighting the benefits of AI as well as the risks and ethical questions it raises.  It will then discuss potential recommendations that could help EasyJet improve its people management and what will be needed from the current HR department to put them in place to affect a seamless transition into a more effective way of working.   
Background of the organisation
EasyJet was launched in 1995, founded by Sir Stelios Haji-loannou.  The first headquarters was opened at Luton Airport and on the 23rd of October of the same year they received their first booking.  According to EasyJet end of year results (2016) EasyJet had a staff of “over 10,000 staff” including “2,865 pilots” and “6,516 cabin crew”.  EasyJet has a “market capitalisation of c£4 billion and a net cash position of £213 million” (EasyJet, 2016).   Last year they had “80.2 million” passengers, an increase of 9.7% from the previous year (EasyJet, 2017).  



      How AI technology is impacting people management
In computer science, Artificial Intelligence (AI) is where a computer demonstrates knowledge and understanding normally considered to be characteristics of a human being, such as being able to learn or problem solve (Russell & Norvig, 2010).  People management is of vital importance across the board when it comes to the success of any business because people are crucial to getting tasks done.  If, for example, they cannot agree to work with others or are not valued, then their output falls, the organisation does not run efficiently and consequently profit will be lost with the potential of production stopping completely, such as the Ryanair pilots dispute in 2018, if a big enough issue arises.  (Weightman, 1999)
In our current day and age, artificial intelligence is beginning to move into Human Resources (HR).  Bringing businesses into the current technological era, however, leads to debates and discussions as to whether this is a good thing for the people in the work place.   
Tasks that include collecting quantitive data can be easily automated, making it easier for certain manual jobs to become obsolete.  In departments such as operations, robots are being introduced which can assemble products and do other tasks in a more time efficient manner (Krasadakis, 2018).  Situations like these are putting people in a panic about their job security, making people management an essential part in keeping the peace.  However, in HR AI is also moving into aspects such as sifting through applications which can be a great time saver, allowing people more time to work with staff and deal with issues personally.  Some people are understandably on edge at the thought of their wellbeing at work in the hands of a computer.  


easyjets current use of Artifical intelligence
Recruitment
When EasyJet puts out an advertisement for a position, the written applications are put through recruitment computer software, which identifies key words and amounts (expected salary) within each one and it discards those that don’t fit the given criteria set by the employer.  It also looks to see if anyone has applied within the last six months using the same email address and automatically removes them.  They send their adverts to a variety of different recruitment companies and agencies.  After the recruitment process the data is collected and analysed so that EasyJet can see which agency gives them the biggest number of applicants as well as which source the applicants that get the job, have come from.  This then helps EasyJet to tailor their recruitment process.  
Employee engagement and performance management
Performance management is about working as a cohesive group using each person’s strengths and working together to create a better understanding.  When done correctly it allows people to meet their full potential benefitting both individuals and the organisation.  (Armstrong & Baron, 2007).  EasyJet has recently started using Peakon, a platform to measure and improve employee engagement (CITATION).  The process is as follows;
1. All staff complete a company survey that covers topics such as 
· Their love of the job
· Their leadership
· Are they happy with set goals
· Their ability to move around the business
· Etc.
The data is then collected and put into dashboards so that the senior leadership team and managers can identify both company and departmental issues.  
Managers can then discuss issues with staff that they have identified.  There is also an ability, using the dashboard, where staff can anonymously contact their supervisors to challenge decisions and ask questions, get answers and continue the communication until they are happy.   (Broster,2018)
The results are fed back to the Board and cascaded down.  Each department is marked on the questions asked and the results, as well as the percentage of people who responded.
This process is to be completed every 3 months to monitor performance and allowing EasyJet to find the issues and fix them.  It prevents problems going unnoticed and potentially getting worse.  (Broster,2018)
    Learning and Development
The L&D Department at EasyJet has responsibility for all e-learning.  They have many compulsory modules and their system shows what percentage of staff have completed the tasks, how many have passed/failed, started but not finished, etc.  This allows management to monitor completion against performance. (Broster,2018)
Our competitors use of AI
British Airways have a diverse workforce located in many parts of the world.  Their preferred method of training roll-out is via the internet.  Where this proves challenging, they have given out CD-Roms containing the learning material.  This last one is much harder to monitor.  BA use a small number of preferred suppliers of custom-built e-learning for their 15,000 cabin staff (Little, 2006)
Due to limitations of information online as to what artificial intelligence British Airways use within their HR department, this is all the information that could be identified.   
4. benefits to using AI technology within the business
There are many benefits to introducing Artificial Intelligence into the workplace, the first being time efficiency.  By having computers analyse all the time consuming quantitive data they collect, instead of people, frees up their time allowing them to focus on more important tasks.  Next, it eradicates bias within the work place, e.g. in the recruitment stage when it comes to hiring a new member of staff, the computer does not judge race, gender, age, etc.  This eliminates even the subconscious bias that people have.  It also removes prejudice when it comes to dealing with issues within the work force as it looks at the facts and can decide what to do without a human’s emotions clouding their judgement.  It also cuts down costs, specifically in areas such as recruitment, by having it done by computer where applicants can conduct the interview from their own home.  This removes the cost of setting up a room for the process, high level employees taking the time away from their work to conduct them and also cuts out the middle man of recruitment agencies as they can have sourced it on their own website and shared through platforms such as social media.  
5. the ethics and risks to introducing AI
“A huge part of the best kind of HR is emotional intelligence and people skills – a computer can’t replace those completely.”  (Whitehouse, 2018).
There are bound to be ethical issues to consider when it comes to introducing Artificial Intelligence into the workplace.  EasyJet is aware that failure to retain staff causes a drain on all departments.  Their use of the Peakon system is geared towards staff feeling valued and working in an area that best suits their skills.  When added to workers’ rights which are written in legislation, it becomes clear that AI will be best used with an understanding of both sides of the argument.  Over enthusiastic implementation of AI, replacing people with computers, will increase nervousness and slow down productivity as individuals spend more time trying to do their job “by the book” rather than innovate.  When it comes to solving people problems there is often an emotional side to be considered which cannot be dealt with by the computer.
Consideration must be taken as to whether its morally correct.  People are unique and can do things machines cannot, as well as people’s given rights and protection under the law they also deserve to be treated fairly and with respect.  They should feel safe and looked after in the workplace.  Can this be ensured if Human Resources is being run by artificial intelligence?  
Also, when it comes to problems, people can see the emotional side to an issue and it can help them make the right decision whereas computers cannot process emotions.
There are risks to using AI in the recruitment process because no matter how high tech the algorithms are, they will identify the same patterns and more than likely come up with the same type of people.   This type of recruitment widens the geographical area from which a company would receive responses, which could potentially flood the HR department with applicants that may seem like good choices but, due to their physical location would be impossible for that position.  Another issue faced by those applying for the job is that they don’t get the human feedback, finding it hard to gauge how they are doing as most people in a face-to-face interview look at the interviewer for clues as to how they are doing.    
6. Conclusion

6.1 	Recommendations
The recommendations I believe EasyJet should consider are as follows;
i. [bookmark: _Hlk533185267]AI Chat Bots 
ii. Applications
iii. AI recruitment Robots
i. AI Chat Bots allow employees to ask even simple questions that they may not wish to ask their managers but may find the information necessary in order to continue with a task.  It also allows them to have “someone” to help whenever they need instead of waiting for a supervisor to be available.  The answer is then at their fingertips, increasing productivity.  This is one way to enhance Performance Management.  
ii. An AI based application that runs quizzes based on company’s policies using scenarios that are tailored to each employee’s department, pushing them to improve their problem solving.  Also, it will use game-based learning, competing against AI, allows it to adapt and get smarter making it harder for the user to win, forcing them to think further outside the box and adapt to their surroundings which is a great, transferrable skill to take into the work place.  It can also have a mentoring and coaching system where the AI will be programmed with knowledge of the business and have the approachability of someone that can help with any issues someone might face.  Research shows that coaching is one of the most effective Learning and Development (L&D) practices (Marchington & Wilkinson, 2014).  This app will help enhance performance management as well as learning and development.  
iii. When it comes to recruitment, using predictive algorithms and machine learning to assess human qualities is new and alternative.  AI is being used in an automated interview, where the applicants’ choice of words, tone of voice and other non-verbal communications are analysed, would be a good technique for EasyJet to implement to enhance their recruitment process.    

6.2 	HR Support requiremnts 
HR are the natural conduit between the employees and the new systems that management wish to introduce.  In order to make the changes, and this is across all parts of the organisation, communication is key.  This can start with a working group, made up of a lead from management, and various others from areas within EasyJet that will use the new Chat Bots or Apps, to get to the heart of the knowledge required.  Whether it starts here or not, all staff who will make use of the Chat Bots and the Applications will need to see them before they “go live”.  This must be organised by HR who will need to designate a lead from within the department and admin back-up.
This is a substantial task but necessary, so that the time and money spent on developing the IT and populating it with the correct information is not wasted.
In order to introduce the automated interview, HR will need to bring in the outside company to present the system to management, how it works and what EasyJet needs to do for their part.  They will then be responsible for liaising between the outside supplier and department heads to make sure their needs are accurately presented to the software company so that the remote interviews can achieve their requirements.
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