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Technological  innovat ion remains a relevant  factor  of  economic growth in the 

dynamic capita l ist  context ,  marked by the  advancement of  Informat ion and 

Communicat ion Technolog ies ( ICT),  in which organizat ions art icu late dynamic 

capaci t ies in the pursuit  of  susta inable compet i t ive advantage, main ly through 

individual competencies.  In this scenar io,  Industry 4.0 ( I4.0)  and Dig ital  

Transformat ion (DT),  which inc ludes  Big Data  ,  Internet  of  Things  (  IoT)  and  

Art i f ic ia l  Inte l l igence  (  AI  ) ,  stand out  with  tools  based on complex a lgor i thms,  

machine learning  and  deep learning  .   They can serve as data mining,  predict ive 

analyt ics and interact ion wi th people through  Inte l l igent Vir tual  Agents ( IVA)  using 

natura l  language and cont inuous learning,  ways to emulate complex human sk i l ls.   

In th is way, the DT elements are presented as new technolog ies that  impact the  

Organizat ion of  Work  (OW)  and intensify the chal lenges re lated to the integrat ion 

of  the Human Resource Management  (HRM) strategic funct ion,  i ts pract ices and 

instruments,  with  examples  of  products (as  HR  analyt ics ,   people analyt ics  and 

Art i f ic i  al Inte l l igence  ,   offered by  HR Tech startups /  spin -of fs  .  Under these 

perspect ives,  i t  is  proposed to  discuss  the  use of  AI (Cognit ive Comput ing)   f rom 

the case of  a  brazi l ian bank, in i t ia l ly  through the  percept ion of  i ts   employees, 

ass isted by an  IVA that  provides informat ion about the products and services of  

th is company,  usual ly   assigned to  contact  center  department  attendants .  As a  

complement,  we sought  to observe i f  the use of  th is  new technology,  focused on 

banking processes, a lso inc ludes HR processes.  The bank current ly overcomes 

14 mi l l ion conversat ions through the  IVA  that  has a capacity for  4500 interact ions 

per hour in mult ip le channels.  Thus,  th is  exploratory  study  has a qual i tat ive 

character  and was carr ied out in the f ie ld wi th appl icat ion of  an  interview  scr ipt  

with employees,  anonymous and volunteers,  for  sc ient i f ic  purposes.   They were 

approached in 22 branches of  the Metropol i tan Region  ,  in the munic ipal i ty  of  Belo 

Hor izonte,  Minas Gerais,  Brazi l ,  in  the per iod of  2018. Publ ic data f rom  the bank 's  



web  porta l were a lso used  as a secondary source.   As main results,  the at tendance 

of  employees through a   IVA  is  real in these agencies  ;   the  in terviewees  perceive  

the  effect iveness of  the  IVA  responses  in  85%  of  the requests  ,  but wi th  l imits  on  

quest ions  with greater  comp  laxi ty  ;   also,  that  i f  th is new technology provides 

informat ion necessary for  labor act iv i t ies  ,  i t  is  thus to enable them in some way;   

and, that  attendants  in  the   contact  center   have been  withdrawn or  t ransferred  ;   

there were no indicat ions of  support  for  HR  processes, such as  vacat ions,  salary 

and   payrol l  ,  but rather the  referra l  to the  responsible  department;  dur ing  the   

in teract ions there is evidence that  some users t reat  the machine as another 

human;   the machine learning process   counts on the help of  anthropolog ists and  

psycholog ists  ,  among others;  "Human touch"  and more " re lat ionship" are 

contradict ions  in organizat ional d iscourse.  As a proposit ion,  due to the evidence 

found, qual i tat ive and quant i tat ive su rveys are suggested that  are comprehensive 

and profound about the impact of  these new technologies on  OW, especia l ly in  

contact  center   in  industry,  service and  commerce  f i rms.  The same is  necessary 

about  the  subsystems of  HRM  users of  products of fered by   startups  and  spin-of fs 

HR Tech, for   understanding   of  dynamics   about funct ion and i ts pract ices.   
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