
The customer is a Fortune 500 company with more than 800 employees. It has offices in the US and

serves software vendors and enterprises across the globe. The company has been named as one of

the fastest growing technology companies in Asia Pacific.

With remote working becoming the new business priority in 2020, employees were increasingly

working from home in an isolated manner. The customer noticed that due to the absence of an

office environment, employees were facing challenges in carrying out their work. There was difficulty

in remotely supporting employee queries 24*7.

The customer required a solution to ensure continued employee engagement. They needed

technology to effectively connect with their employees, resolve queries, and provide better support

service times.

By deploying an AI-enabled office bot popularly known as Pritella, Harbinger

helps HR Teams with faster HR service delivery and employee engagement.

About

Providing HR Support 24*7 Without a Large HR Team

Case Study

Harbinger Improves Employee 
Experience with AI-Enabled 
Chatbot



Harbinger developed an AI-enabled office bot to provide automated responses to employee queries

and requests.

Integration capability: The bot was seamlessly integrated with-

• Backend systems such as Human Resource Information System (HRIS) to fetch employee data

files and relevant information. Specifically in this case, the bot was integrated with SAP

SuccessFactors.

• Leave Management System (LMS) - With this, the bot was able to help with queries regarding

vacation balance and leave plans of the entire team, so an employee could decide on possible

vacation dates.

• Performance Management Systems and other Learning platforms to provide user-specific

learning recommendations based on an employee’s role, goals, interests, etc.

• Front-end systems such as MS Outlook, MS Teams, Microsoft APIs, and Google assistant to allow

employees to access the office bot in their flow of work.

Cutting-edge AI/NLP technology to understand employee requests and provide real-time

answers. The bot was configured with a user-friendly context-sensitive menu, so the employees

were able to easily navigate and get a resolution for their queries.

Highly flexible platform to customize tasks with company-specific workflows and

knowledgebase. The knowledgebase is typically ever evolving with newer information and support

for newer queries getting added on an ongoing basis. Hence, managing the quality of questions did

not become a concern.

Capability to match new keywords for existing questions as well as provide image-based answers.

The bot can also redirect users to the knowledgebase to get more detailed answers. There are over

400 unique questions in the bot’s database and including the variations, there are more than 900

questions categorized according to possible employee concerns such as Attendance, Finance

(Payroll), Corona FAQs, etc.

Customized and white-labelled as per the branding requirements of the company.

A Virtual Assistant Integrated with HR and Other 
Systems

Features highlights



Reduced support functions load: With workflow automation, the office bot could interact with

support departments such as transport to provide information about facilities, raise/manage service

requests on behalf of the employees, and book/cancel conference rooms reservations.

Personalized recommendations: The bot could provide personalized learning recommendations

to employees based on LMS/MOOC offerings in the company.

Harbinger Improves

Employee Experience

with AI-Enabled Chatbot

Wish to know more? 

Connect with us: 

contact@harbingergroup.com

Benefits 

Since it was launched around mid-2019, the customer has more than 5,000 queries asked to the

AI-enabled office bot, out of which over 90% were resolved directly without any manual

intervention. This was particularly useful to resolve event-specific queries – such as those related to

COVID-19 pandemic.

It saved almost 30% of support-related costs for the customer which, in turn, could be

effectively used for qualitative and productive activities of support staff in the company.

mailto:contact@harbingergroup.com



