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Replacing a Legacy HR Sdpport
Tool with an Intelligent, Al/fowered
Employee Self-Service Pldtform
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A CASE STUDY

Transforming HR Knowledge Access Through
Enterprise GenAl, Self-Service Automation, and
Knowledge Ownership

FUSO employees frequently rely on HR policies,
benefits information, leave guidelines,
onboarding procedures, and organizational
policies to perform their day-to-day activities. To
support employee self-service, FUSO had
implemented a chatbot solution intended to
provide quick access to HR-related information.

As employee expectations evolved and
organizational knowledge expanded, FUSO
identified an opportunity to modernize the
experience through a more intelligent, scalable,
and self-managed support platform capable of
improving knowledge accessibility, reducing
operational dependency, and enhancing
employee experience.
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Problem Statement

FUSO sought to establish a modern employee
self-service platform capable of improving
knowledge accessibility, reducing operational
dependency on manual support channels,
strengthening  knowledge governance, and
creating a scalable foundation for Al-driven
employee assistance.
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Solutions

Al-Powered Employee Assistance Platform

Implemented a conversational HR support
platform capable of understanding employee
intent and delivering contextual, policy-aligned
responses through natural language
interactions.

Intelligent Knowledge Retrieval Framework
Established a hybrid retrieval model combining
structured HR knowledge with semantic
search capabilities, enabling accurate and
relevant information discovery regardless of
how questions are phrased.

Self-Managed Knowledge Governance

Enabled HR teams to independently manage,
update, and govern organizational knowledge
through intuitive administrative capabilities,
eliminating reliance on external vendors for
content maintenance.

Responsible Al Controls

Implemented governance mechanisms,
response guardrails, and knowledge-
grounding frameworks to ensure reliable,
trustworthy, and HR-specific Al-generated
responses.

Analytics and Operational Management
Introduced  monitoring, usage insights,
feedback mechanisms, and administrative
controls to support continuous platform
optimization and informed decision-making.

Business Outcomes

70<% Increase in  employee adoption
compared to the previous chatbot
platform.

60% Reduction in routine HR inquiries
requiring manual intervention from HR
teams.

75% Faster publishing and maintenance of
HR policy content through direct HR
ownership and self-service
administration.

459 Increase in positive user feedback and
overall platform effectiveness.

2447 Availability of HR knowledge and
employee self-service support across
the organization.

Transition from a third-party managed
solution to a fully owned and governed
platform.
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and ensuring security and scalability across
platforms. Some of the world’s largest companies
and Indian Public Sector Undertakings trust
Cubastion to deploy services to drive new levels
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Over 18 years, Cubastion has built solutions that
impact over 500+ million people around the
globe working in different demographics across
different cultures. Learn more about Cubastion at
www.cubastion.com
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