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Abstract—Business Process Outsourcing (BPO), as a sector, experiences high employee turnover rates with continuous
recruitment processes of a large number of employees. Hence, recruitment processes are of utmost importance to sustain
business processes. This study aims to find the impact of Artificial Intelligence (Al) on recruitment efficiency in the BPO
sector. The research will specifically deal with Al-based recruitment tools such as resume parsing, chatbots, predictive
analytics, and video interview analytics. The primary research method will involve collecting data from 120 HR
professionals of selected BPO companies with the help of a structured questionnaire based on a five-point Likert scale.
The tools used for data analysis will be statistical tools such as percentage analysis, mean, standard deviation, and
correlation analysis. The findings of the research clearly prove the impact of Al on recruitment efficiency in terms of cost
per hire, time to hire, recruiter productivity, and quality of hire, though fairness and transparency are still major issues
to be addressed with respect to AL
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1. INTRODUCTION

The Business Process Outsourcing (BPO) sector is one of the major industries in the service-based economy of India.
Because of the high level of competition and the nature of the business involving shift-based operations and performance
pressure, as well as the nature of the job requiring repetitive tasks, the BPO sector faces high attrition rates. Therefore,
the recruitment process becomes a continuous and high-scale activity.

The conventional recruitment processes are not effective in handling the high volume of applicants in the most efficient
manner, which leads to increased costs and decreased quality of hiring processes. Artificial Intelligence (AI) technology
has proven to be one of the revolutionary technologies in the field of Human Resource Management.

Al-based recruitment tools such as resume screening software, chatbots, predictive analytics, and video interview
analytics are increasingly being adopted by organizations to make the hiring processes more efficient and effective. The
BPO sector, which involves high-scale recruitment processes, can benefit from the integration of Al technology in the
recruitment processes

2. REVIEW OF LITERATURE

Kaur and Sharma (2021) observed that Al-based resume screening systems significantly reduce recruiter workload and
improve shortlisting accuracy in high-volume recruitment environments.

Upadhyay and Khandelwal (2022) highlighted that predictive analytics enhances hiring quality by forecasting employee
performance and attrition risks.

Bhatia and Singh (2023) reported that recruitment chatbots improve candidate engagement and reduce response time,
particularly in service-oriented industries.

ISSN: 2455-7188 (Online) www.ijirms.com

66



Impact of Artificial Intelligence on Recruitment Efficiency in the BPO Sector

Raghavan et al. (2021) raised concerns regarding algorithmic bias and the risk of replicating historical discrimination
through Al-based hiring systems.

Although prior studies confirm the benefits of Al in recruitment, limited empirical research focuses specifically on the
BPO sector using primary data. This study attempts to address that gap.

3. RESEARCH GAP

Moreover, most of the literature focuses on conceptual discussions or applications of Al in the IT sector. The empirical
literature on Al applications in the BPO sector, especially in the Indian context, is meagre. Further, few studies have
examined recruiter productivity and fairness as outcome variables. This study attempts to fill this research void by
providing sector-specific empirical findings.

OBJECTIVES OF THE STUDY
1. To identify the level of Al implementation in BPO recruitment.
2. To explore the effect of Al on recruitment efficiency metrics.
3. To evaluate the effect of Al on recruiter productivity and quality of hire.
4.  To explore the fairness of Al-based recruitment.
5. To recommend best practices for effective Al implementation.
5. RESEARCH METHODOLOGY
5.1 Research Design
Descriptive and analytical research design.
5.2 Data Collection

A five-point Likert scale was used in a structured questionnaire to gather primary data. Journals, books, and internet
databases were the sources of secondary data.

5.3 Sample Design
Population: Talent acquisition executives, recruiters, and HR managers in BPO firms.
Twenty responders make up the sample size.
Method of Sampling: Convenience sampling
5.4 Variables of the Study
Al in recruitment is an independent variable.
e  Time-to-hire is a dependent variable.
e  Cost-per-hire, hiring quality
e  Recruiter productivity
e Perceived fairness
5.5 Tools for Analysis
e  Percentage analysis

e Mean and standard deviation
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6. DATA ANALYSIS AND INTERPRETATION

6.1 Adoption of AI Tools in Recruitment
Table 1: Adoption Level of AI-Based Recruitment Tools

Al Tool Mean Std. Deviation
Al Resume Screening 4.32 0.68
Recruitment Chatbots 4.10 0.72
Video Interview Analytics 3.95 0.81
Predictive Analytics 3.88 0.79

Interpretation

The results reveal that there is a high adoption rate of Al tools in BPO recruitment processes. The tool with the highest
mean is "Al-based resume screening," with a mean value of 4.32. The tool with the lowest mean is "Al-based predictive
analytics," indicating that this tool is still in the emerging phase. The low values of standard deviation indicate that all
respondents were consistent in their views.

6.2 Impact of AI on Recruitment Efficiency

Table 2: Impact of Al on Recruitment Performance Indicators

Recruitment Parameter | Mean Score
Time-to-Hire Reduction 4.40
Cost-per-Hire Reduction 4.18
Recruiter Productivity 4.35
Quality of Hire 4.12

Interpretation

Recruitment processes are also made more efficient by the integration of Al technology. The highest score (4.40) was
achieved in the area of reducing the time to hire by using Al technology. The score of 4.35 also confirms the efficiency
of Al technology in improving the productivity of the recruiting staff by avoiding repetitive tasks. The operational
advantages of Al technology are also confirmed by the improved cost efficiency and quality of hire.

6.3 Perceived Fairness and Effectiveness

Table 3: Perception of Fairness in AI Recruitment

Statement Mean
Al decisions are unbiased 3.72
Al improves transparency 3.65
Human judgment is necessary 4.45

Interpretation

Although respondents moderately agree on the notion that Al enables unbiased decision-making, there are concerns

regarding transparency. The high level of agreement on the need for human judgment (4.45) indicates that Al should
assist, not replace, human decision-making.

7. FINDINGS
e Al tools are used extensively in BPO hiring.
e Time-to-hire and cost-per-hire are considerably reduced using Al.

e  Automation increases recruiter productivity.
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e  Predictive analytics improves hiring quality
e Fairness and transparency still depend on human oversight.
8. SUGGESTIONS
e Using Al tools along with the decision-making ability of humans.
e Regular audits of Al algorithms to minimize bias.
e Providing training programs on Al for HR professionals.
e Setting guidelines on ethical issues and data privacy.

e Increasing transparency in Al-based recruitment processes.
9. CONCLUSION

Artificial Intelligence has established itself as a key facilitator in ensuring efficiency in recruitment processes within the
BPO industry. The study has reaffirmed that Artificial Intelligence is indeed a key facilitator in ensuring greater speed,
cost savings, and recruiter productivity in recruitment processes. Ethical concerns surrounding bias and transparency in
Artificial Intelligence-based recruitment processes need to be addressed through a human-Artificial Intelligence hybrid
model.
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