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I. CHATBOTS: A BRIEF HISTORY
Chatbots – or at least talk of them – are everywhere today.
As the new “face” of artificial intelligence (AI) technology,
chatbots are delivering an intuitive interface for every
business function from marketing to customer service to
– finally – employee engagement. In fact, a recent survey1
shows that 80 percent of brands will use chatbots and
AI technology for customer interactions by 2020. Most
organizations are sprinting to identify which chatbots meet
their unique needs.

The First Chatbot
While poised to disrupt the entire consumer – and employee
– experience, chatbots are not exactly new. Joseph
Weizenbaum2 developed a program in the 1960s that was
able to hold coherent conversations with a human. Named
ELIZA, the program used pattern matching to encourage
open-ended feedback from its conversation partner. Many
consider ELIZA to be the world’s first chatbot.
Since ELIZA’s birth, various forms of machine learning have
become ubiquitous in daily life. But what’s going on behind
the scenes? Not knowing how a piece of technology works
poses significant risk in a business setting. At the same
time, the speed of innovation means there’s no time to
lose. Organizations understand the need to use up-to-date
technology but are caught without sufficient knowledge
to make educated choices. This challenge extends to HR
professionals, for whom machine learning, AI and chatbots
introduce both an opportunity and an enigma.

Marrying HR + Tech
HR is under pressure to implement technology that offers
consumer-grade experiences, but traditionally, HR teams do
not include technologists. Working to catch up to the current
technology landscape and terminology, they are ultimately
stuck with a lot of questions about what AI or chatbots can
do and how they may benefit the organization.
This paper will explore why chatbots are important to the
employee experience and how HR professionals can
leverage the Achievers Active Listening Interface (AllieTM)
to address their ongoing engagement challenges. It will
discuss the science behind Allie, and why she’s at the
forefront of employee engagement technology, driving
meaningful action and change.

UNDERSTANDING THE LINGO

ARTIFICIAL INTELLIGENCE (AI):
The big picture concept of machines executing
tasks intuitively or intelligently, which has been
around for generations. This tech falls into two
categories, applied AI (the most common, such
as systems that can automate trades or operate
a driverless car) and generalized AI (this is
where much of the innovation is happening,
and includes tools that can in theory complete
any task).

MACHINE LEARNING (ML):
An application of AI rooted in the ability for
computers to be given access to data and
then learn and make decisions from it. ML
has also been around for a long time, dating
back as far as the 1950s, but the advent of
the internet is when innovation really started
heating up.

RULE-BASED CHATBOTS:
These are the most common type of
chatbots consumers are interacting with
today. They operate on scripts or decision
trees ranging from simple to complex, that
guide the bot on how to answer questions
and when/if to escalate a chat to a real
person.

AI-POWERED CHATBOTS:
When rules-based chatbots are connected to
AI, they can begin to do more than ask and
answer basic questions. The analytics under
the hood enable the chatbot to learn from
interactions with users and make inferences
and suggestions from those learnings.
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The Chatbot Trend: Why Now?
Chatbots have been around for decades, so why is its popularity surging today?
First of all, chat is a go-to mode3 of digital human-to-human communication. According to Business Insider research4, the
top four messaging apps (Messenger, WhatsApp, WeChat and Viber) have more monthly active users than the top four social
networking apps. And, more than half of users between the ages of 18 and 55 in the U.S. have interacted with chatbots.
Second, consumers have become accustomed to quick and easy access to information and answers to their questions.
Chatbots offer instant responsiveness – like a concierge providing numerous services through a single point of contact – so
users don’t need to read through lengthy documents and FAQs to get the information they need.
The market is showing rapid traction for chatbots for customer service and sales, but the jury is still out on where they fit into the
workplace or HR tech. A report5 by the Digital Workplace Group forecasted that workplace chatbots will be one of the digital
workplace technologies that will be “fundamentally reinvented” by the early 2030s.
Today, chatbots and chat widgets that make employee-HR administrative processes more accessible – such as checking
PTO status or making a healthcare claim – have been announced by numerous HR industry players and startups. Making life
easier is always a big win. HR representatives that have used these types of tools have positive reviews, reporting the ability to
automate and scale certain processes, and help employees get the answers they need faster.

II. THE SHIFT TOWARD AGILE ENGAGEMENT
Organizations have often considered employee
engagement a survey exercise, not a two-way
conversation between employee and employer. Surveys
leave employees feeling like they are dumping information
into a black hole with no real or beneficial outcome.

Stop Doing What Doesn’t Work
Industry leaders6 are calling a spade a spade: the continual
decline in global employee engagement signals that
annual engagement surveys simply aren’t working. Even
if survey feedback does lead to action, it is so far removed
from the time and people that triggered it that the changes
go unnoticed. Employees cannot be expected to connect
the disparate engagement dots and will not benefit from
initiatives that are disconnected from their day-to-day
realities.

STATE OF AUTOMATION

TECHNOLOGY
There’s a lot to make sense of when
it comes to AI, machine learning and
chatbots. Keith Strier, Americas AI Leader at
EY Advisory has said,
“There is really a spectrum of
automation technologies that range
from the very rules-based to more
human-like cognition, such as being able
to recognize a face. You might start out
with a machine that has some humanlike skills and it’s able to automate and
do some tasks…then you might be able to

Listen to Your Employees

engineer that machine over time to have

Today’s workforce is dynamic, always-on and asked to
adapt to constant change. Managers and employees want
to have ongoing, two-way conversations that lead to better
performance and engagement, but achieving that kind of
responsive feedback relationship – let alone at scale –
feels nearly impossible.

increasingly higher levels of autonomy so
that it not only can accomplish some of
those tasks, but it can actually do them
without human intervention or curation.”
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III. THE NEW EMPLOYEE ENGAGEMENT CONVERSATION
Employee engagement science has evolved. Organizations must shift their mindsets to treat
engagement as an active, fluid, personal experience that reaches each employee at every level.

Meet Achievers’ Active Listening Interface, AllieTM
Allie’s 24/7 chatbot interface augments
engagement surveys with real-time
dialogue and offers employees a
dedicated, one-on-one conversation that
helps the feel they’re not alone. Eventually,
outcomes are elevated into information
and recommendations that connect the
employee and manager for timely action.
Over time, the AI behind Allie grasps the
nuances of each employee’s feedback and
provides personalized recommendations
that address specific employee needs.

ALLIE’S IMPACT
Allie completely changes the engagement landscape. When
managers are able to listen to the feedback and do something
about it, the benefits below are just the tip of the iceberg.
Allie is designed to:
• Offer a low-touch and high-frequency feedback tool for employees,
ensuring they have an outlet and feel heard on a regular basis

• Parse information to managers so they can have visibility into how
their employees really feel and what’s needed to keep them happy and
engaged

• Offer best practices on how to take action based on employee feedback
analysis

• Solve the lack of impact from engagement surveys through a two-way interface
• Simplify the process of addressing negative feedback and getting negative
situations under control
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Allie turns the one-dimensional survey
activity into a three-dimensional dialogue
between the employee and Allie, then through
Allie to the manager. The manager is then
prompted to close the loop with real action.

Allie’s value lies in the following:

ALWAYS ON

EMOJIS

CONVERSATION FLOW

Allie is available to employees
whenever they want to
chat, providing access to a
confidential engagement
conversation when it makes
sense for them.

By capturing user emotions
through emojis, versus a
number scale, Allie provides an
intuitive, visual and casual way
for employees to communicate
how they are feeling during
each chat session.

Allie adapts to users’
responses to guide them
through different chat
branches, so conversations
feel natural and appropriate.

CONCIERGE FOR MANAGERS

CLOSING THE LOOP

Managers and HR can get a handle on issues early
and frequently with indications of what engagement
drivers are most critical to address. Check in and
see how every employee is doing across all key
engagement drivers. Through her interactions with
employees, Allie measures satisfaction across
expectations, role, support, team, development,
feedback, recognition, strategy, leadership, culture
and work-life balance.

AI behind Achiever’s Listen learns from employee
dialogue with Allie, analyzing and disseminating that
information to provide employees and their managers
with specific recommendations for what needs to
change on a day-to-day, week-to-week, month-tomonth basis. This way, managers are empowered to
be responsive to feedback and enabled to make sure
employees are getting what they need, at scale.
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Human or Machine?
To preserve positive employee experience,
transparency and trust are paramount. When it comes
to workplace chatbots, that means not trying to fool people
into thinking they are talking to a real person. Allie’s avatar is a
robot – intentionally built to be welcoming without masquerading as a
human being. She sets expectations with the user up front, and provides the
employee with a way to communicate needs to the appropriate channels.
In Allie, employees, managers and HR departments have an intelligent and capable
engagement assistant.

Basics of Building Employee Trust
Allie fosters and maintains transparency and trust with employees in the following ways:

PERSONALIZED RESPONSES

USEFUL SUGGESTIONS

Allie is designed with the employee in mind. The
rules that guide her interactions enable natural,
personalized conversations. Because she is powered
by AI, she learns over time and offers an increasingly
customized employee experience.

Closing the loop to connect employee feedback
with manager action is the number one way to build
real trust. Managers are guided with next steps to
identify immediate bite-sized actions. The more
Allie helps people feel like their input matters, the
more engaged they can become in their work and
workplace.

CONFIDENTIALITY

LEVERAGES HUMAN INTELLIGENCE

Allie ensures that employees know their feedback
is kept private. In their first interaction with
Allie, she offers visibility into what, where and
how their information is used, and offers users
access to additional privacy and confidentiality
documentation.

The biggest impact in engagement, inevitably,
happens through human-to-human interactions.
Allie escalates the right information to the right
people in real time, so that effective change can
occur quickly.
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IV. THE INDUSTRY CONSENSUS
Industry thought leaders and HR professionals
on the frontlines all recognize the brokenness of
today’s engagement surveys and are enthusiastic
about Allie’s ability to truly shift the engagement
conversation.
Allie solves the black hole problem of traditional
engagement solutions and maximizes the ROI of
user interactions. Designed to provide the utmost
value for the user’s time, she delivers the same
results managers and employees would expect
to come from a one-on-one manager or mentor
session, but in real time and on an as-needed basis.

“Allie guides employees through more in-depth
questions regarding their engagement levels—
resulting in richer feedback. The responses
of our employees will allow ECi to take more
timely action on areas negatively impacting our
employee engagement. Additionally, it will allow
us to reinforce those actions that strengthen the
engagement of our employees.”
- ANDREW PRYOR
SVP OF HR, ECI SOFTWARE SOLUTIONS

V. CONCLUSION: FUTURE OF
ENGAGEMENT TECH
The majority of today’s engagement technology and
approaches remain generic and static, failing to provide
real-time insights that follow the fluid nature of an
employee’s day-to-day experiences and feelings. Engaging
the modern workforce requires managers and HR to
continuously listen to employees and ensure they feel
heard. When executed well, and with truly intelligent
technology under the hood, chatbots can be a real solution.
Allie gives new and fluid insight into the elements that
drive employee engagement. This makes it possible to
take real and timely action to personalize the employee
experience at scale which will quickly move the
engagement needle.

“Employee engagement is no longer a surveying
exercise; it is a real-time conversation that
empowers every employee to own and impact
engagement.”
- NATALIE BAUMGARTNER
CHIEF WORKFORCE SCIENTIST, ACHIEVERS
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Achievers enables global enterprises across industries to reach higher levels of employee
engagement and align teams with business objectives. Combining the highest-adopted
employee recognition tools with an intelligent, always-on, Active Listening Interface, Achievers
empowers employees and managers to drive engagement every day.

Want to learn more?

REQUEST A DEMO

For more engagement tips, visit our Engage Blog

www.achievers.com | 1.844.418.5972
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