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01 Background
Business Environment Evolutions

HR Role

Business Processor 
Transformation

Source: Wong (2020)

01

Industry Changes

Inward: changes to HR

Outward: changes to 
employees

Across: changes to 
organization at large 

Source: Larkin (2017); Wong (2020)

02

Data Processing

Recruitment is a lengthy and 
complex process

Time is at essence

Source: Wong (2020)

04

Data Customization

Employee engagement

insightful Learning & Training

Source: Larkin (2017)

05

Employee Turnover

Employee turnover rate

USD 600 billions in 
turnover and recruiting

Source: Nelms (2019)

03



US Employee Turnover KPIs 

Source: 2019 Retention Report (Nelms, 2019)



2011

Watson was 
conceptualized as a 

simple question 
engine

Source: BasuMallick (2019)

AI Pioneer

2017

Watson Recruitment
Watson Candidate Assistant

Watson Career Coach
Watson Talent Frameworks

Adverse Impact Analysis
Drove USD107 billion in 

benefits with USD 100-million
savings

Source: Dignan (2018); Lewis (2019)

Fully AI-based Talent and 
Transformation Digital Suite

2018

Commercially available 
with OpenScale and 
NeuNetS launched to 

further enhance AI in HR, 
avoiding black box models, 
interfacing data from other 

cloud platforms

Source: BasuMallick (2019)

Open API

2019

Finalized 33-billion deal 
with open-source firm 
Red Hat to boost AI 
technology expertise 

Source: Lewis (2019)

Red Hat Acquisition

2021

350,000 employees 
utilizing AI and journey 

goes on

Source: Aspan (2020)

110 Years…

01 Background
IBM Watson Evolution

Future

Only Time Would Tell



02 Digital Change Driver
Artificial Intelligence

Source: IBM (2020)

AI in HR

Source: Guenole & Feinzig (2018)

To address persistent business & resource 
challenges in HR

To attract and predict future skill sets

To reinvest HR budget wisely

To improve employee Journey



Poor learning experience with lower enrollment and completion
rates

Gaps between current and required skills, misaligned with
business strategies

Trainers' charisma and teaching methodology not always
suitable for classes from different business backgrounds

Schedules are challenging to meet trainees’ busy work
commitments

IBM Learning & Training

03 Functional HR Challenges
in an IBM Context

Candidate quality challenges with slow response in hiring process
due to application volumes and HR resources available related to
HR financials

Poor candidate skill matches based only on keyword searches,
with also less transparency to both candidates as well as IBM

Skill shortages and unfilled vacancies were prolonged,
compromising job requisition priorities and business needs

IBM Recruitment

Source: Geetha & Bhanu (2018)

Traditional Recruitment

Source: Abdullah (2009); Clarke (2004)

Traditional Learning & Training

Traditional vs IBM

HR Challenges



Learning

Training & Development

Source: Aspan (2020); Dignan (2018); Guenole & Feinzig (2018)

04 AI Adoption in HR
IBM AI-Based HRM 1: Scope and Adoption

Candidate

Search job seeker employment history, even available data
from the cloud

Adverse Impact

Utilizes AI to defeat bias across the organization

Knowledgebase

Futureproofing talent strategies for the business needs in a
knowledgebase

AI coaching to advice career paths, with interactive 
communications

Training

Evaluates IBM employment success factors for a position.
AI identifies best qualified characteristics and unique skill sets

Recruitment without Bias Source: Toolbox For HR (2020)



Source: Ahmed (2018); IBM (2018)

04 AI Adoption in HR
IBM AI-Based HRM 2: Organizational Adoption

Learning & 
Training

Always-on Open learning
platform

IBM personal AI advisor guides
career planning to employees

AI-based learning enhances
learning results

Managers are empowered to
confidently override AI

AI creates confidence for hiring
managers, safeguarding an
improved relationship with HR

Empower People
IBM AI Skills 

Academy

A brand-new educational
academy helps businesses plan
with IBM’s expert resources

AI technology training for
managers at all levels and from
all departments with potential
value opportunities in relevant
business workflows

Senior 
Management 
Sponsorship

Senior management sponsors
initiatives

MVP (minimum variable product)
agreed to start simple before
mass production

ROI emphasized in Business
case and change management of
all AI projects

HR works as a business partner
and supervises ROI with USD
107M savings in 2017 alone

Change 
Management & 

Governance



04 AI Adoption in HR
IBM AI-Based HRM 3: HR and its Leadership Adoption

1 Billion
Saved 1 billion USD since
2011 from AI adoption in
HR

300 Millions
USD 300 millions saving in
hiring and HR productivity

10,000 Jobs
AI handles application sorting and
matches daily

30 %
30% overall reductions in HR
expenses, especially lower-level
data verification

36% vs 12%
Application conversion rate
increased with the right
matches

98 %
IBM Your Learning visited by
98% employees every quarter

60 Hours
Each employee completes 60-
hour training per year, with
reference to most interested
channels by peer

7x24 = 700
AI-driven chatbot to answer
learning questions all day long to
encourage training enrollment,
answering 700 questions a day

Source: Aspan (2020); Dignan (2018); Guenole & Feinzig (2018)



� AI helps IBM to timely recruit and
predict for future success

Recruitment

� Lack of local attention to cultures and
regulations

Local Culture and Regulations

� AI helps employees renew their skills
� AI increases learning adoptions

Learning & Training

� Employee customer-centric for HR and to
provide business executives forward-looking
workforce intelligence

� AI enables HR to solve vital resource challenges
early

Effective Organizational Adoption

� Challenges in technology capable HR
personnel

� Business benefit instinct from HR to lead
effectively

� Dependency on IT

HR Savvy Professionals

� Missing trained data
� AI is still human dependent

Institutionalized System Bias

In general, an impeccable job; nevertheless, only emphasizes thinking global but not enough acting local

� Lack of strategy in local data privacy for
china and Vietnam

Data Privacy

05 Findings and Learnings
Impact, Insight, and Observations



HR Leaders

Lessons

Learnt

� AI is Intimidating for non-technical HR personnel
� Fear of AI to take away human jobs

Fear

� Start simple and smart
� Consider the AI “sweet spot” for general needs
� Focus on opportunities to improve business processes
� Take advantage of cross-functional teams

Building Confidence

� Young et al. (2018) argued 70% of digital transformation failed for attracting
employees

� IBM fins workforce is either unable or unwilling to effectively embrace the
change

Workforce Expectations

� AI is designed to learn and improve strategic HR roadmap

SHRM

HR Manager Role

� HR needs to acknowledge the change and embrace new technologies,
where CIPD survey shows only 45% organizations accept technology
adaption in HR

Foundation

� Solid AI knowledge required for business leaders along
with HR professionals

05 Findings and Learnings
HR Leaders Lesson Learnt



01 02 03 04 05 06
Technology 

Transparency
HR Digital
Roadmap

Be an Organization 
Stakeholder

Digital Savvy HR 
Professionals

AI Driven Interview Act Local Reducing 
Bias

Create and provide technology
transparency to HR and
business

Improved organization-wide
access and utilization of IBM AI
OpenScale dashboard

Source: BasuMallick (2019)

Clear digital transformation
roadmap helps business to
align HR digital vision

Be a business partner, HR
should have input and
influence in leadership
decision making of
technologies

HR ought to take a strategic
approach, using AI analytics to
drive leadership conversations,
defining digital roadmap

Collaborate AI solutions with
business for a better success

Flexible agile units with
technologically savvy HR
personnel to connect business
from multi-disciplinary groups

Incubate HireVue alike AI
engine to enhance digital talent
acquisition process

Being conscious of potential
cultural bias

Respect local data privacy laws
and regulations

AI solution deployed along with
IBM’s ongoing cultural and DEI
transformation program
(Colletta, 2021)

06 Recommendations
with Implementation



06 Recommendations
with Implementation



In conclusion, the importance and outlook of HR’s role in digital transformation

would always intensify. A digitally intelligent HR function, driven by data insights,
will always help the organization get the most from its people and technology,

forming a customer centric digital experience in employee journey!

Q & A



Reference

Abdullah, H. (2009) ‘MAJOR CHALLENGES TO THE EFFECTIVE MANAGEMENT OF HUMAN RESOURCE TRAINING AND DEVELOPMENT ACTIVITIES’, The Journal of 
International Social Research, 2(8). Available at: https://www.researchgate.net/profile/Haslinda-
Abdullah/publication/26628188_MAJOR_CHALLENGES_TO_THE_EFFECTIVE_MANAGEMENT_OF_HUMAN_RESOURCE_TRAINING_AND_DEVELOPMENT_ACTIVITIES/links/5b7
189ee92851ca65057cd51/MAJOR-CHALLENGES-TO-THE-EFFECTIVE-MANAGEMENT-OF-HUMAN-RESOURCE-TRAINING-AND-DEVELOPMENT-ACTIVITIES.pdf (Accessed: 3 
November 2021).

Ahmed, O. (2018) ‘ARTIFICIAL INTELLIGENCE IN HR’, International Journal of Research and Analytical Reviews, 5(4), December. Available at: 
https://www.ijrar.org/papers/IJRAR1944797.pdf (Accessed: 4 November 2021).

Aspan, M. (2020) ‘This tech giant says A.I. has already helped it save $1 billion’, Yahoo Finance, 25 January. Available at: https://finance.yahoo.com/news/tech-giant-says-already-
helped-
160000979.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAAfcNmAMk2DUTa10AtDxA3VViwgerh1lB5OY7UDVY7PYxUL5J2uV
16OYnVqQF1OTnHQoHVDIfzkdrtnG9iSW48f_ClELG0f4DBrpopIvelI7oFwfDCFnC2i7VA687_55PH4hgN4sYbwraguog0vTNqeoHnAuO5nJo2AzN5M4Ejm_ (Accessed: 2 November 
2021).

BasuMallick, C. (2019) ‘How IBM Watson OpenScale Could Drive AI Adoption in Human Resources’, HR Technologist, 5 March. Available at: 
https://www.hrtechnologist.com/articles/digital-transformation/how-ibm-watson-openscale-could-drive-ai-adoption-in-human-resources/ (Accessed: 2 November 2021).

Bokelberg, E., Guenole, N. and Feinzig, S. (2017) AI can help transform HR in three key ways. Available at: https://www.ibm.com/thought-leadership/institute-business-
value/report/cognitivehrstudy (Accessed: 2 November 2021).

Clarke, N. (2004) ‘HRD and the challenges of assessing learning in the workplace’, International Journal of Training and Development, 23 June. DOI: 10.1111/j.1468-2419.2004.00203.x.

Colletta, J. (2021) ‘3 HR practices that IBM relies on for constant growth’, Human Resource Executive, 21 May. Available at: https://hrexecutive.com/3-hr-practices-that-ibm-relies-on-for-
constant-growth/ Accessed: 4 November 2021).

Dignan, L. (2018) ‘IBM aims to meld AI with human resources with Watson suite’, ZDNet, 28 November. Available at: https://www.zdnet.com/article/ibm-aims-to-meld-ai-with-human-
resources-with-watson-suite/ (Accessed: 1 November 2021).

Geetha, R. and Bhanu, S.R.D. (2018) ‘RECRUITMENT THROUGH ARTIFICIAL INTELLIGENCE: A CONCEPTUAL STUDY, International Journal of Mechanical Engineering and 
Technology, 9(7), pp. 63-70, July. Available at: https://d1wqtxts1xzle7.cloudfront.net/57190371/IJMET_09_07_007-with-cover-page-
v2.pdf?Expires=1635933323&Signature=NpKA78Wsg-MWC08PPf5uhBCX3GJ5YrZvVcvE82QGI8jesa1rPNKEmQJ3qeS7QZ4280LKXZcbq2RMce42w1SqJCBseNGxirm~ckT-
AhXOAaqBB4KdL8v~MSue1DyLsEbKfdUkod4Ti83Wwp3uqxD~XPYPhvZEZsp2Uwt-KtnqZNHzeCeB9RjoC0X9B9hvkI2jUil-Jrf0xyz1IRc~mKQI~OZjWBp4w6qIpp7vHg2BS3eTJiKL8Q-
7vv4Xdt1KUtos7Fq1sChNI~6DBm~2uh7pxH~2~~m5MaND0hYEWrQs65-gBJ0~N68l1mpUwAwAJMzAXism701QokFGlyEePblYcg__&Key-Pair-Id=APKAJLOHF5GGSLRBV4ZA 
(Accessed: 3 November 2021).



Guenole, N. and Feinzig, S. (2018) ‘The Business Case for AI in HR With Insights and Tips on Getting Started’, IBM Smarter Workforce Institute. Available at: 
https://www.ibm.com/downloads/cas/AGKXJX6M (Accessed: 1 November 2021).

IBM (2020) ‘Artificial Intelligence’, IBM Cloud Education, 3 June. Available at: https://www.ibm.com/cloud/learn/what-is-artificial-intelligence (Accessed: 3 November 2021).

Larkin, J. (2017) ‘HR digital disruption: the biggest wave of transformation in decades’, Strategic HR Review, 16(2), pp. 55-59, 10 April. DOI: 10.1108/SHR-01-2017-0006.

Lewis, N. (2019) ‘IBM Transforms Its Approach to Human Resources with AI’, SHRM, 21 May. Available at: https://www.shrm.org/resourcesandtools/hr-topics/technology/pages/ibm-
transforms-human-resources-ai.aspx (Accessed: 2 November 2021).

Multivu (2018) IBM Talent Business Uses AI to Rethink the Modern Workforce, 28 November. Available at: https://www.multivu.com/players/English/8247551-ibm-talent-transformation-ai/
(Accessed: 2 November 2021).

Nelms, D. (2019) ‘2019 Retention Report’, Work Institute. Available at: 
https://info.workinstitute.com/hubfs/2019%20Retention%20Report/Work%20Institute%202019%20Retention%20Report%20final-1.pdf (Accessed: 2 November 2021).

Toolbox For HR (2020) ‘20 AI in HR Trends for 2020 | Artificial Intelligence | Human Resource Trends’, Youtube, 30 March. Available at: https://www.youtube.com/watch?v=o-VpNaYNxNI
(Accessed: 5 November 2021).

Wong, E. (2020) ‘How HR stands to benefit from artificial intelligence’, Techwire Asia, 2 March. Available at: https://techwireasia.com/2020/03/how-hr-stands-to-benefit-from-artificial-
intelligence/ (Accessed: 1 November 2021).

Young, A. et al. (2018) Reimaging HR in Financial Service. Available at: https://images.info.accenture.com/Web/ACCENTURE/%7B9f9f1b2d-7717-4e06-b9a9-
3f9f89284002%7D_reimagining-hr-in-financial-services.pdf?elqcst=272&elqcsid=217 (Accessed: 3 November 2021).


