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How has investment in conversational AI changed during the past year?

What are the misconceptions around conversational AI?

What problems does conversational AI help solve in talent acquisition?

What type of companies see value in these solutions?

How are companies using conversational AI today?

What use cases should companies consider?

INTRODUCTION
In 2020, Aptitude Research published a comprehensive study on conversational AI to understand key drivers, 

closely at talent acquisition technology to help lift the administrative burden of recruiting teams and engage with 

enterprise companies are investing or planning to invest in conversational AI this year (an increase from just seven 
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THIS REPORT WILL HELP TO ANSWER THE FOLLOWING QUESTIONS:



Quantitative Research: 426 responses of talent 
acquisition and HR director level and above

Qualitative Research: Series of interviews in 
2021 on the challenges, strategies, and technology 

Research Methodology
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TOP FINDINGS

            Conversational AI Is Not a Point Solution:

leveraged these solutions to improve the application or screening processes are already recognizing the impact 

             The ATS and CRM Markets Can’t Compete:

 

              Conversational AI Is Already Prevalent in Everyday Lives:
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See the  
2020 Report
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            Conversational AI Is Not a Chatbot:

            

            The Audience for Conversational AI Is Expanding to Employees:

Conversational AI is 
not only candidate-centric, it is people-centric. 

            Conversational AI Is Completely Transforming High-Volume Recruiting:
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THE EVOLUTION OF CONVERSATIONAL AI: 
AN ASSISTANT, NOT A BOT

Figure 1: Evolution of Conversational AI
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24/7 Support: Real-time support and responses  
at every hour of the day

Natural-Language Processing: Computers processing  
large amounts of natural-language text

Omnichannel Communication: Communication  
through voice, text, video, messaging, etc.

Contextual Learning:  
Solution that gets smarter over time 

Deep Learning: AI based on neural networks that  
can analyze structured and unstructured data

End-to-End Talent  
Acquisition Experience

Keyword Learning: Learning only  

Candidate Facing

Recruiter and Hiring Manager Facing

CHATBOT CONVERSATIONAL AIFigure 2: Conversational AI vs. Chatbot
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How can I help you?

How can I help you today?

What is the status of my application?

What is the status of my application?

Sure, it’s 555-555-5555

Oh, that would be awesome. Can I contact you if I don’t hear 
anything in a few days?

Jan Smith

I want to check the status of my 
application. I already applied.

Please type “Search Jobs”, “Apply for 
Jobs”, “Schedule an Interview”

Please type “Search Jobs”, “Apply for 
Jobs”, “Schedule an Interview”

Good to see you again, Jan! I want to be sure I give you the 
right information. Can you give me your phone number, Jan?

Thanks, I just texted you a code for security reasons.  If you need help 
with it, just let me know.

Absolutely. If you don’t hear from me soon, let me know and we’ll get 
you connected back with Mike or another member of the team! 

Great - so it looks like you applied to our Customer Success role and 
had an interview with Mike last week. The team is still gathering 
feedback, which is a process that typically takes 2-4 days. I will send 
you a text as soon as there is a status update if you’re up for it.
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THE CURRENT STATE OF CONVERSATIONAL AI
No longer an emerging category of TA tech, conversational AI is a critical part of the tech stack for enterprise 

Figure 2: The Impact of HR Ownership

2019 2020 2021
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Figure 3: Enterprise Companies Investment in Conversational AI
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We only want humans 
 to communicate 
with candidates

We believe it 
 only works for  

high-volume recruitment

We believe  
candidates do not 

 like these solutions

Figure 4: Roadblocks for Investing in Conversational AI
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ROADBLOCKS FOR CONVERSATIONAL AI:  
DEBUNKING THE MYTHS

investing in these solutions, the top reasons cited included preferences for human interaction, belief that 

Figure 2: The Impact of HR Ownership
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Only humans should communicate with candidates. 

The greatest misconception around conversational AI is that it removes the human 

responses, conversational AI only gets smarter with use to understand how 

It only works for high-volume.

services, professional services, and technology that are investing in conversational 

Candidates don’t like these solutions. 

meets these basic needs and provides an opportunity to connect with an employer 

These barriers to conversational AI ultimately stem from the confusion between 
 

 

MISCONCEPTION 1:

MISCONCEPTION 2:

MISCONCEPTION 3:
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Figure 5: Top 10 Challenges That Conversational AI Helps Solve

THE BUSINESS IMPACT:  
WHAT CHALLENGES DOES  
CONVERSATIONAL AI SOLVE?

1.  We need  
more candidates  
applying to jobs.

2.  We need better 
quality candidates

3.  We need more  
engagement on  
our career site.

 

Allows chat and mobile apply from 

point of sale or service, or within 

candidates early in the process, 

assists them in the application 

process, and answers any questions 

Screens every candidate for minimum 

 

candidates who meet minimum criteria, 

ensuring hiring managers never spend 

time interviewing someone they 

Helps companies understand 

where they should be spending 

dynamic and personalized  

  Increases number of 
applicants

  Increases conversion rates

  Increases candidate 
engagement

  Increases quality of hire

  Increases quality of 
applicant

  Strengthens employer 
brand

  Improves candidate 
engagement

  Increases conversion rates

Role of Conversational AI Impact on Business Results
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4.  We need to screen 
candidates early 
in the process.

5.  We need to reduce 
the time recruiters  
and managers  
spend scheduling 
calls.

6.  We need to 
reduce bias in 
the recruitment 
process.

7.  We need to  
engage with  
new hires before 
day one.

8.  We need to  
retain talent.

Lifts the administrative burden 

applicants by providing candidates 
with information on the company 
and the job, as well as screening for 

Automates the scheduling, 
rescheduling and reminders for  
interviews to save time for recruiters 

and equitable screening process, as 
well as responding to every question 
and candidate regardless of name, 

hires to ask questions and engage 
with an employer before they start 

with information about jobs and 

 Improves quality of hire

  Improves candidate 
experience

  Improves recruiter 
experience

  Improves recruiter retention

  Improves diversity of 
candidate sources

 Improves diversity of hires

   Improves new hire 
experience

   Increases new hire 
productivity

 Improves retention

  Improves employee 
experience

Role of Conversational AI Impact on Business Results
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9.  We need to  
improve our 
brand to compete 
for talent.

10.  We need 
to scale.

to candidates at events, point 

Gives candidates insights and 
information on the company and 

every candidate and employee 
to help companies scale without 

on all screening and scheduling 
work for teams as volume of 

 Improves brand reputation

 Increases conversion rates

  Increases quality hires

  Reduces costs

Role of Conversational AI Impact on Business Results
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Figure 6:  The Impact of Conversational AI

65%
54%

65% 60%
56%

18%

30% 27% 29%32%



14

28%
36%

22%
14%

Have Not Started:

Just Getting Started:

Limited Use:

Optimal Use:

to look at options for 
conversational AI, but 
are not ready to make 
an investment and are 
unclear about the goals 

options and interested in 
making an investment in 

conversational AI for  
one or two use cases  
that would include 
sourcing, application, or 

 
leveraging conversational 
AI as a critical part of 
their talent acquisition 
technology stack across 

Figure 7: Maturity of Conversational AI

THE REAL-LIFE USE CASES  
OF CONVERSATIONAL AI
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candidates an opportunity to fully apply right from their phones via chat and continue everything from scheduling an 

            A Traditional ATS is Not Enough:

High-Volume Hiring:  

Traditional High-Volume Hiring: Strategic High-Volume Hiring

Employer Brand Traditional advertising to reach 
candidates and invest in employer brand 

Broader reach to both 
candidates and customers

Communication Traditional working hours and applicants 
must wait until managers have time to 
respond

Apply No passcode or login required

Language All languages

Scheduling  
or phone 

Automated scheduling and 
communication and ability to 
easily reschedule
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also created the kind of modern, “internet generation” experience that the company knew would align with its

 

   

 

    

    
 

    

   

THE SOLUTION:

THE SUCCESS METRICS

Recruiting demands were higher than ever, employee turnover was not getting better, and its small recruiting 

 

THE CHALLENGE:

CASE STUDY
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RECRUITER-LED EXPERIENCES

eliminated specialist roles that may include candidate experience managers and data scientists, while others have 

Req Workload:  
 

increase in requisition  

61% 41% 14%

of companies using 
conversational AI  
have a centralized  

recruitment function

are recruiting for  
high-skilled roles

of companies increasing  
use of conversational AI are  

in technology

Doing More with Less:  
Limited resources on TA 

 

Administrative Tasks:

week scheduling and 10 hours a 

 

   No longer does the team have to spend hours coordinating interviews over email or playing phone 

tag with busy candidates.
   Due to the convenience of communicating over mobile devices, candidate ghosting has decreased 

tremendously and time to hire has never been quicker.
   Having the ability to text candidates and schedule interviews over the phone have enabled the 

Talent Team to spend more of their time building relationships with top talent, allowing for better 

candidate experience, and higher-quality hires.

CASE STUDY
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CASE STUDY

72%

50%

50%

30 Day

of recruiters are more likely to stay 
at their current job with the use of 
conversational AI

reduction in time spend on 
administrative tasks

of recruiters said better tools and 
solutions is the number one factor in 
improving their experience and top 
reason to stay with an organization

0%

15%

Recruiter Retention Recruiter Productivity Recruiter Experience

30%

45%

60%

Not using CAIUsing CAI

Figure 8:  Impact on the Recruiter Experience

42%

53%
55%

27%
23%19%
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PERSONALIZING THE EXPERIENCE

communication to personalization ensures that candidates are being seen and heard throughout talent 

Ideally, candidates should receive communications that include personalized 
messaging to help inform their journey. Some examples may include:

Recruitment Marketing: 

Interview: 
the interview, including who candidates will meet, 

Application: 

Onboarding: 
the new hire experience including lunch, 

Does your 
company 
have any 
programs 
for hiring 
women in 
tech?

Does your 

company 

have any 

programs 

for hiring 

women in 

tech?

Does your 

company 

have any 

programs 

for hiring 

women in 

tech?

Are there 

any other 

jobs 
available?

What  
building  
will my 
interview  
be in? Who 
will I be 
interview
-ing with?

What will 

my first 

day look 

like?
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EXPANDED USE CASES

 
 

for candidates in a remote environment, including scheduling interviews, 

Figure 9: Expanded Use Cases of Conversational AI

40%

34%

32%

32%

12%

19%

Companies need 
technology to 

provide a better 
experience  

for candidates 
in a remote 

environment, 
including 

scheduling 
interviews, 

personalized 
feedback, and new 
hire information.
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When the use cases expand, the potential of conversational AI increases and candidates receive more insightful 

   Awareness of an 
employer and brand

   Research an employer 
and brand

   Engage with employer 
and begin communication

   Explore current and 
future job opportunities

   Apply for a job

   Go through  
screening questions

   Explore similar jobs

   Schedule the interview

   Prepare for the interview

   Understand the job status

   Learn more about 
 the employer

  
   Start the  

onboarding process

   Feel engaged in the new 
company culture before 

ATTRACT TALENT RECRUIT TALENT HIRE TALENT

Figure 10: Conversational AI Throughout the Candidate Journey
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support hiring teams, while conversational AI (assistants) are strategic, 
supporting candidates, recruiters and hiring managers throughout all 

DIFFERENTIATE INTELLIGENT  
ASSISTANTS FROM BOTS:

IDENTIFY THE CHALLENGES:

KEY RECOMMENDATIONS

all areas of talent acquisition and employee experience including internal 

EXPAND USE CASES:



To learn more, visit www.paradox.ai.

ABOUT US

 
 

knowledge, combined with ourconsulting and advisory services, enables companies to 
save time, money and improve the recruiting, hiring and workforce  

 
 

 www.AptitudeResearch.com or connect 
with us on Twitter or LinkedIn


