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Abstract

In the rapidly evolving digital economy, Human Resource Management (HRM) is transitioning from a support
function to a strategic driver of business success. This study explores the application of Generative Artificial
Intelligence (Generative Al), specifically ChatGPT, as a decision-support tool for strategic workforce planning
and workflow optimization in an e-commerce context. Employing a simulated case-based methodology, the study
examines how an HR Manager interacts with ChatGPT to design a customized organizational structure, conduct
job analyses for operations and supply chain roles, develop phased hiring and training roadmaps, and evaluate
cost-saving projections through automation. The results demonstrate that ChatGPT is capable of generating
detailed, scalable, and industry-aligned workforce plans, offering strategic insights across various HR functions
including role structuring, technology integration, and financial modeling. Despite its advantages in speed and
scalability, the study underscores the need for human oversight in interpreting and contextualizing AI-generated
content. The findings contribute to both theoretical and practical discussions on the human-Al synergy in HRM,
providing a conceptual framework for integrating generative Al into workforce development and workflow
strategies. This research affirms that while ChatGPT serves as an effective augmentation tool for HR
professionals, its outputs must be carefully validated within organizational contexts. The study concludes with
implications for Al adoption in strategic HRM and recommendations for future research.

Keywords: Generative AI; ChatGPT: Strategic Workforce Planning; Job Analysis;, Workflow Optimization, Al-
Augmented Decision Making, Al in Talent Management, Automation in HR.
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I.  Introduction

In the era of Industry 4.0 and organizational digital transformation, Human Resource Management
(HRM) has witnessed a profound shift from administrative support to strategic partnership. The growing
complexity of business environments—particularly in digital-first sectors such as e-commerce—necessitates
agile, data-driven, and scalable workforce planning. Amidst these changes, artificial intelligence (AI) has
emerged as a transformative tool, enabling organizations to rethink traditional approaches to talent management,
workflow design, and operational efficiency (Chamorro-Premuzic et al., 2019; Strohmeier & Piazza, 2015).
Among recent developments, Generative Al—and specifically, tools like ChatGPT—have shown the potential to
contribute to strategic HRM functions by providing contextual, responsive, and content-rich insights. Despite
the growing popularity of generative models in business settings, empirical and conceptual research on their
application in HR planning remains limited (Tambe et al., 2019). This article addresses this gap by investigating
ChatGPT’s effectiveness in helping an HR Manager design and implement a comprehensive workforce strategy
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for an e-commerce business with a focus on operations and supply chain management. Using a simulated,
interactive discussion with ChatGPT, the research emulates a real-world HR planning scenario, assessing how
well the Al supports the HR Manager in developing a detailed workforce hierarchy, conducting job analysis,
proposing a hiring and training roadmap, and forecasting financial implications. This study thereby contributes
both to the theoretical understanding and practical application of generative Al in HRM, offering a timely
framework for Al-assisted workforce development.

II.  Literature Review
The integration of artificial intelligence into human resource management has gained significant
traction over the past decade, reshaping conventional approaches to workforce planning, talent acquisition,
training, and operational optimization. This section critically reviews scholarly and practitioner literature on the
intersection of generative Al, digital workforce planning, and HR workflow automation, situating ChatGPT
within the broader domain of intelligent HR technologies.

2.1 Generative Al in Human Resource Management: Generative Al refers to Al systems that can
autonomously generate new content, including text, images, code, and designs, based on learned patterns from
vast data inputs (Dwivedi et al., 2023). In HRM, such technologies offer capabilities beyond traditional
automation by enabling dynamic content generation for job descriptions, performance reviews, employee
communication, and strategic planning documents (Tambe et al., 2019). Recent literature emphasizes the role of
generative Al in augmenting decision-making processes and providing contextually relevant responses across
HR functions (Haenlein et al., 2023). Specifically, ChatGPT, with its conversational ability and contextual
understanding, presents opportunities for real-time support in tasks such as competency mapping, workforce
structuring, and scenario planning (Kaplan & Haenlein, 2022). However, concerns persist about the
interpretability, ethical alignment, and contextual sensitivity of such models, particularly in diverse workforce
environments (Binns et al., 2018).

2.2 Strategic Workforce Planning in Digital Enterprises: Workforce planning is increasingly seen as a
strategic function that aligns human capital capabilities with long-term business objectives (Sullivan, 2002). The
shift toward digital enterprises demands adaptive workforce models capable of integrating human skills with
intelligent systems. The Resource-Based View (Barney, 1991) and Human Capital Theory (Becker, 1964)
provide foundational frameworks for understanding workforce as a key asset and source of competitive
advantage. Contemporary research underscores the importance of skills forecasting, role-specific training, and
flexible hiring practices as central to effective workforce strategies (Cappelli & Keller, 2014). Al-powered
platforms facilitate these processes through predictive analytics and scenario simulation, enabling managers to
align workforce supply with evolving operational demand (Deloitte, 2022).

2.3 Workflow Design and Automation in HRM: Workflow design in HR refers to the structuring of
interconnected human tasks and digital processes to ensure optimal performance and responsiveness.
Automation tools—ranging from Robotic Process Automation (RPA) to Al chatbots—have significantly
streamlined repetitive functions such as employee onboarding, payroll, performance tracking, and training
administration (Margherita, 2021). However, effective workflow automation requires more than technological
integration; it involves reconfiguring job roles, redesigning training programs, and redefining accountability
structures (Bersin, 2020). Studies emphasize the need for an orchestrated approach where Al complements
human decision-making rather than replacing it, especially in sensitive domains like talent development and
performance management (Strohmeier, 2020).

2.4 Evaluating AI Systems for Strategic HRM: The assessment of Al systems in HR contexts must consider
multidimensional criteria—accuracy, relevance, adaptability, ethical compliance, and user experience (Mikalef
et al., 2019). While most existing research focuses on Al in recruitment or performance analytics, few studies
investigate AI’s role in high-level strategy formulation. Thus, evaluating ChatGPT’s effectiveness in end-to-end
workforce planning presents a novel and timely area of inquiry. The integration of Al in HR strategy also
introduces new ethical and governance challenges, particularly related to bias, transparency, and the role of
human oversight (Tursunbayeva et al., 2018). Therefore, understanding how generative Al complements, rather
than substitutes, strategic HR capabilities is crucial for future research and practice.

III.  Research Objectives and Methodology
3.1 Objectives:
. To assess the capability of ChatGPT in generating a customized workforce hierarchy from top
management to operational levels for an e-commerce platform.
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. To analyze the depth and relevance of job analysis outputs generated by ChatGPT for operations and
supply chain roles.

. To evaluate the Al-generated roadmap for hiring, training, and automation in the context of operational
efficiency.

. To examine the validity of Al-generated financial projections related to HR interventions and cost-
saving strategies.

3.2 Research Methodology: This study adopts a qualitative, simulated case-based research design to
investigate the role of Generative Artificial Intelligence—specifically ChatGPT—in facilitating strategic
workforce planning and workflow design within the context of e-commerce operations. This methodology is
particularly appropriate for exploring emergent technological phenomena in organizational settings, where
empirical deployment is limited and theory is still in development (Yin, 2018; Eisenhardt, 1989). The simulated
case method enables the construction of a realistic and controlled scenario in which an HR Manager interacts
with ChatGPT to develop a comprehensive HR strategy. This includes designing a multi-tiered organizational
structure, conducting job-specific analyses, developing a phased hiring and training roadmap, integrating
workflow automation, and generating financial projections. By emulating a practical business case through
systematized Al-human dialogues, the study offers a detailed exploration of how Generative Al may augment
human expertise in HR decision-making. Rationale for Simulated Case-Based Approach The use of simulation
is theoretically grounded in prior literature on decision support systems and intelligent HR technologies (Tambe
et al., 2019; Mikalef et al., 2019). Simulated case design is particularly valuable in contexts where:

. The technology under investigation (Generative Al in HRM) is novel and not yet widely
institutionalized.

. Real-world experimentation may present ethical, confidentiality, or logistical constraints.

. Conceptual and exploratory insights are required to inform both scholarly understanding and

practitioner adoption.

Simulations also facilitate replicability, flexibility, and depth of analysis, offering the ability to isolate and
examine specific HRM functions—such as talent acquisition, performance planning, and automation
readiness—without real-world disruption.

Research Design and Modules: The research scenario centers on an e-commerce firm seeking to operationalize
digital HR strategies. The HR Manager’s structured prompts to ChatGPT are derived from practitioner-informed
HRM frameworks, including the Strategic Human Resource Management (SHRM) model, Resource-Based
View (RBV), and Human Capital Theory. The Al responses are thematically organized into six interrelated
modules:

Table No: 1 — Research Design and Modules:

Module Focus Area
Workforce Architecture Design Organizational hierarchy and role structuring
Role-Specific Job Analysis Key responsibilities, required skills, and KPIs
Hiring and Training Roadmap Talent acquisition strategy and learning interventions
Workflow and Process Automation Al-enabled efficiency improvements and technology integration
Financial Forecasting Cost—benefit analysis and ROI estimation from workforce investments
Al System Evaluation Relevance, comprehensiveness, scalability, and human-AI complementarity

Each module was coded using qualitative thematic analysis, assessing the Al’s responses for contextual
alignment, strategic insight, and practical feasibility. The evaluation rubric included five criteria:

. Relevance to business strategy and HR function

Comprehensiveness of output content

Strategic insightfulness of proposed interventions

Feasibility in implementation contexts

Synergistic value in supporting, rather than replacing, HR expertise

Validation and Credibility

To enhance trustworthiness and ensure construct and content validity, the Al-generated responses were
independently reviewed by domain experts in human resource management, operations strategy, and digital
transformation. This triangulation process ensured that the outputs were grounded in contemporary practice and
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relevant to emerging HRM challenges. Although this methodology does not substitute for empirical
generalization, it provides analytical generalizability—as conceptualized by Yin (2018)—offering valuable
theoretical insights and guiding frameworks for future empirical research and organizational experimentation

with Al-enabled HR systems.

Iv.

Prompts and Results:

Prompt 1: assume that I am running a business which deals with e-commerce platforms. can you provide me
complete workforce from top management to operational level employees

Table No: 2 Result — Summary:

Level Key Roles Functions
Top Management CEO, COO, CTO, CMO, CFO, CHRO Strategic Leadership
Middle Management Department Heads Technology, Marketing, Operations, HR,

Supervisory Level
Operational Level

Outsourced Roles Freelancers, 3PL, Agencies

Analysts, Managers, Team Leads

Developers, Support, Warehouse, Delivery

Finance
Execution & Monitoring

Day-to-Day Operations
Support & Cost Efficiency

Prompt 2: Comprehensive Workforce Planning Model for an E-Commerce Business

1. Workforce Structure & Department-Wise KPIs

Table No: 2 Workforce Structure & Department-Wise KPIs

Key Roles KPIs
A. Top Management (Strategic Leadership)
. Chief Executive Officer (CEO) Revenue Growth Rate (%)
. Chief Operating Officer (COO) Return on Investment (ROI)
. Chief Technology Officer (CTO) Customer Lifetime Value (CLV)
. Chief Marketing Officer (CMO) Market Share Growth (%)
. Chief Financial Officer (CFO) Employee Satisfaction Score
. Chief Human Resources Officer (CHRO)
B. Technology & IT Department
. VP /Head of IT KPIs for IT & Technology:
. Software Development Manager Website Uptime (%) (Target: 99.9%)
. Cybersecurity Manager Website Load Speed (Milliseconds)
. Full-Stack Developers Conversion Rate (%)
. Cyberse‘curllty AnalystsA 2 Number of Security Breaches (Lower is better)
° Data Scientist / Al Engineer Al Recommendation Engine Accuracy
C. Marketing & Customer Engagement
. Digital Marketing Manager Customer Acquisition Cost (CAC)
. Customer Relationship Manager (CRM) Customer Retention Rate (%)\
i SEQ & Coqtent Lead Return on Ad Spend (ROAS)
° Social Meﬁ?la Manage.r Social Media Engagement Rate
¢ Ad Campaign Executives Email Marketing Open Rate (%)
D. Operations & Supply Chain Management
. Head of Supply Chain & Logistics Order Fulfillment Time (Hours)
. Warehouse & Fulfillment Manager Warehouse Utilization Rate (%)
. Procurement Manager Inventory Turnover Ratio
. Invgntory Man-age?ment Staff On-Time Delivery Rate (%)
¢ Delivery & Shipping Team Return Rate (%) (Lower is better)
E. Finance & Human Resources
. Finance Manager Gross Profit Margin (%)
. HR & Compliance Manager Operating Expenses as % of Revenue
. Payroll & Benefits Coordinator Employee Turnover Rate (%)

Time to Hire (Days)

Training Effectiveness Score
F. Customer Support & Service
. Customer Support Lead Average Response Time (Seconds)
. Live Chat & Email Support Executives First Contact Resolution Rate (%)
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. Call Center Representatives 4 Net Promoter Score (NPS)
Customer Satisfaction Score (CSAT)
Complaint Resolution Time (Minutes)
2. Workforce Planning & Workflow Strategy
A. Hiring & Talent Allocation
1. Top Management: Strong leadership with experience in e-commerce growth strategies.
2. Technology & IT: Skilled developers, data engineers, and cybersecurity experts to maintain system
efficiency.
3. Marketing & Sales: Creative professionals to drive digital marketing, customer engagement, and ad
campaigns.
4. Operations & Logistics: Highly organized supply chain and warchouse personnel to ensure timely
deliveries.
5. Customer Support: Well-trained representatives for chat, email, and phone support.

B. Workflow Strategy (Order Fulfillment Process Example)

Step 1:
Step 2:
Step 3:
Step 4:
Step 5:
Step 6:
Step 7:

Customer Places Order — Order goes to Order Processing System.

Payment Processing — Finance team verifies payment (Fraud Detection AI)
Warehouse Allocation — System checks inventory levels and assigns warehouse.
Order Packaging — Warehouse staff packs and labels the order.

Shipping & Delivery — Logistics team ships via preferred courier service.
Delivery Tracking — Customers receive updates via app/email.

Customer Service Support — Handles post-delivery queries & returns.

C. Automation & Al Integration in Workforce Management: To optimize performance, the following Al-
driven tools should be integrated:

Al Chatbots — For 24/7 customer service.

Predictive Analytics — To optimize inventory and reduce overstocking.
Automated HR Systems — To handle recruitment, payroll, and compliance.
Al-Based Fraud Detection — To identify fraudulent transactions.
Recommendation Engines — To improve personalized product suggestions.

D. Performance-Based Incentive Model: To enhance workforce motivation, implement:

3

Sales & Marketing Incentives — Bonuses for exceeding sales targets.

Warehouse Productivity Bonuses — For employees maintaining low error rates.
Customer Support Rewards — Based on customer satisfaction ratings.

Tech & IT Team Performance Bonuses — Based on system uptime and security levels.

. Implementation & Next Steps
Design Job Descriptions — Define roles, responsibilities, and expectations for each position.
Recruit & Train Employees — Focus on hiring tech-savvy and customer-oriented professionals.
Deploy Al & Automation — Implement advanced tools to enhance operational efficiency.
Set KPI Dashboards — Use BI tools (Power BI, Tableau, Google Analytics) to track key metrics.
Optimize Workforce Strategy — Regularly review and adjust workforce allocation for maximum efficiency.

Prompt 3: Customized Workforce Blueprint with Specific Software for an E-Commerce Business

1

. Workforce Structure & Technology Stack
Table No: 4 Workforce Structure & Technology Stack
Department Key Roles Core Responsibilities Recommended Software & Tools
Top Management CEO, COO, CTO, Business strategy, decision- ERP System: SAP S/4AHANA, Oracle NetSuite
CMO, CFO, CHRO making, growth planning
Technology & IT Head of IT, Developers, =~ Website  development, Al = E-commerce Platform: Shopify Plus, Magento,
Cybersecurity Analysts, = integration, security = WooCommerce
Data Scientists management Al & Analytics: Google Cloud Al, TensorFlow,
Apache Spark
Cybersecurity: Cloudflare, AWS Shield
Marketing &  Digital Marketing = SEO, paid ads, customer SEO & Analytics: Google Analytics, Ahrefs,
Sales Manager, CRM Lead, engagement, brand growth SEMrush

Social Media Manager,

Email Marketing:  Mailchimp,  HubSpot
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Ad Campaign Social Media Management: Hootsuite, Buffer,
Executives Sprout Social
Ad Campaigns: Facebook Ads Manager, Google
Ads
Operations &  Logistics Head, Order fulfillment, warehouse = Supply Chain & Logistics: SAP SCM, Oracle
Supply Chain Warehouse =~ Manager, = management, supplier = SCM, TradeGecko
Procurement Manager, coordination Warehouse Management: Zoho Inventory,
Inventory Staff NetSuite WMS
Shipping & Tracking: ShipRocket, EasyPost
Finance & HR Finance Manager, = Accounting, payroll, hiring, Accounting & Finance: QuickBooks, Xero, SAP
Payroll Manager, HR & @ compliance FICO
Compliance Payroll & HRM: BambooHR, Workday, ADP
Workforce Now
Customer Customer Support | Handling inquiries, complaints, =~ Customer Support CRM: Zendesk, Freshdesk,
Support Lead, Call Center Reps, = customer satisfaction Salesforce Service Cloud
Chatbot Support Team Al Chatbot: Drift, ChatGPT API, Tidio
Delivery &  Delivery Staff, Returns = Last-mile  delivery, reverse Delivery Management: Shippo, Delhivery API,
Fulfillment & Refunds Team logistics, returns UPS WorldShip

2. Role-Based Workflow Strategy with Software Integration

Table No: 5
A. Order Processing Workflow B. Digital Marketing & Customer Engagement Workflow
1. Customer Places Order (Shopify, WooCommerce, | 1. SEO & Web Traffic Analysis (SEMrush, Google
Magento) Search Console)
2. Payment Verification & Fraud Detection (PayPal, | 2. Ad Campaigns & Performance Tracking (Google
Stripe, Razorpay) Ads, Meta Ads Manager)
3. Warehouse Management (SAP WMS, NetSuite | 3. Customer Email & SMS Marketing (HubSpot,
WMS) Klaviyo, Mailchimp)
4. Order Picking & Packing (Zoho Inventory, | 4. Social Media Engagement & Influencer Marketing
ShipStation) (Hootsuite, Sprout Social)
5. Shipping Label Generation (EasyPost, FedEx API, | 5. Al-Powered Product Recommendations (Google
DHL Express) Cloud AlI, Algolia)
6. Real-Time Tracking for Customers (ShipRocket, | 6. Customer Reviews & Reputation Management
AfterShip) (Trustpilot, Yotpo)
7. Delivery Confirmation & Customer Feedback

(Salesforce, Freshdesk)

C. Supply Chain & Logistics Optimization Workflow

1. Supplier Coordination & Procurement (SAP Ariba, | 1. Payroll & Employee Benefits Management
TradeGecko) (Workday, ADP)

2. Inventory Forecasting & Stock Replenishment (IBM | 2. Automated Tax Compliance & Accounting
Planning Analytics, Oracle SCM) (QuickBooks, Xero)

3. Warehouse Operations & Order Picking (NetSuite | 3. Budget Planning & Expense Control (SAP FICO,
WMS, Fishbowl) Microsoft Dynamics 365)

4. Shipping Route Optimization & Cost Reduction | 4. Employee Performance Monitoring (BambooHR,
(Route4Me, UPS Quantum View) Zoho People)

5. Delivery Fleet Management (Onfleet, Tookan) 5. Al-Driven Recruitment & Talent Acquisition
6. Returns, Refunds & Reverse Logistics (Returnly, | (LinkedIn Talent Insights, Lever)

Happy Returns)

D. Financial & HR Workflow

3. Workforce Efficiency & Al Integration for Automation
Table No: 6 Al-Driven Workforce Management Tools

Process

Predictive Inventory Management
Chatbot & Automated Support
Automated Fraud Detection in Payments
Al-Powered Ad Optimization

Workforce Analytics & HR Optimization

4. Performance Monitoring & KPI Dashboard Setup

Al Integration

Google Cloud Al, IBM Watson

ChatGPT API, Drift Al, Tidio

Stripe Radar, Kount Al

Facebook Al Ads, Google Performance Max
Workday People Analytics, SAP SuccessFactors

To track workforce productivity, real-time dashboards should be set up using:

. Business Intelligence Tools — Tableau, Power BI, Google Data Studio
. Real-Time Reporting Software — Looker, Domo, Sisense
. Custom E-Commerce Analytics — Metabase, Google Analytics 4

DOI: 10.35629/3002-13098294

www.questjournals.org

87 | Page



Evaluating The Effectiveness Of Generative Al In Strategic Workforce Planning And ..

5. Incentive Models for Workforce Motivation
Table No: 7

A. Sales & Marketing Team | Revenue-Based Bonus - % of total sales revenue generated
Performance-Based Incentives — Conversion rate, ROI on campaigns

B. Warehouse & | Efficiency Bonus - Faster packing & reduced errors

Fulfillment Team On-Time Order Fulfillment Reward — Based on accurate order dispatch

C. Customer Support Team | CSAT-Based Incentives - High customer satisfaction scores
Resolution Time Bonus — Faster issue resolution

6. Final Recommendations for a Fully Optimized Workforce

. Implement Al-powered analytics to optimize stock management and reduce overhead.

Continuously monitor workforce KPIs using a centralized BI dashboard.

Use automation for customer service (Al chatbots, self-service portals) to cut costs.
Outsource logistics & last-mile delivery using 3PL (Third-Party Logistics) like FedEx, DHL.
Adopt an Agile hiring model with HRM tools like LinkedIn Talent, Zoho Recruit.

Prompt 4: Detailed Job Analysis for Operations & Supply Chain Team in an E-Commerce Business

1. Organizational Structure of the Operations & Supply Chain Team
A. Hierarchy

Head of Operations & Supply Chain (Director / VP)

Warehouse &Fulfillment Manager

Procurement & Inventory Manager

Logistics & Distribution Manager

Quality Control & Returns Manager

Order Processing & Packaging Staff

Delivery & Last-Mile Team

AN ol

2. Job Analysis for Key Roles
Table No: 8

Key Responsibilities Skills Required

Key Performance Indicators
(KPIs)

1. Head of Operations & Supply Chain (Director / VP)

Job Purpose: Oversees the entire supply chain, ensuring seamless operations from procurement to delivery while optimizing cost and

efficiency.

. Develop supply chain strategy aligned with Supply Chain Strategy & | ¢ Order Fulfillment Time
business goals. Planning (Hours)

. Manage supplier relationships and negotiate ERP & Inventory Management | ¢ Inventory Turnover Ratio
contracts. Systems (SAP, Oracle SCM) | & Logistics Cost as % of
. Ensure warehouse, logistics, and procurement teams Cost Optimization & Process | Revenue

function efficiently. Improvement ¢ Supplier Performance
. Monitor cost, inventory levels, and fulfillment Score

speed.

. Implement Al-driven automation tools for

logistics optimization.

2. Warehouse & Fulfillment Manager
Job Purpose: Manages warehouse operations, inventory storage, and order fulfillment to ensure
orders.

accurate and timely dispatch of

. Oversee inbound and outbound logistics. Warehouse Layout Optimization
. Optimize warehouse layout for efficiency. Inventory Management (FIFO,
. Monitor stock levels and prevent stockouts. LIFO)

. Implement warehouse automation (barcode Process Automation & Robotics

scanning, RFID, robotics).

¢ Order Processing Time
. Warehouse Space
Utilization Rate (%)
¢ Inventory Accuracy (%)
¢ Picking & Packing Error
Rate

3. Procurement & Inventory Manager
Job Purpose: Manages procurement of raw materials, negotiates

vendor contracts, and ensures optimal inventory levels.

. Forecast demand and restock efficiently. Vendor Negotiation & Supplier
. Negotiate supplier contracts & pricing. Management

. Track supplier performance & lead time. Demand  Forecasting &
. Reduce procurement costs using Al-driven | Procurement Planning

demand forecasting. ERP & Inventory Management

¢ Inventory Turnover Ratio
¢  Supplier Lead Time
¢ Procurement Cost Savings
(%0)
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4. Logistics & Distribution Manager

Job Purpose: Oversees transportation, delivery partners, and distribution networks to ensure on-time delivery.

. Manage 3PL logistics partners (FedEx, DHL,
UPS).

. Optimize shipping routes for cost savings.

. Implement real-time tracking for customers.

. Ensure last-mile delivery efficiency.

Transportation &  Route
Optimization
3PL Logistics Management

Last-Mile Delivery Planning

¢ On-Time Delivery Rate
(%)

¢ Shipping Cost per Order
¢ Delivery Success Rate (%)

5. Quality Control & Returns Manager
Job Purpose: Ensures product quality, return processing, and

reverse logistics efficiency.

. Establish quality inspection standards. Quality Assurance & Product | ¢ Return  Rate (%)
. Reduce product returns through proactive | Inspection . Defect  Rate (%)
measures. Returns Management & Reverse ¢ Average Return Processing
. Manage returns processing & refunds. Logistics Time

. Handle customer complaints regarding product Customer Satisfaction & Issue

quality. Resolution

6. Order Processing & Packaging Staff
Job Purpose: Responsible for picking, packing, and labeling orders before dispatch.

. Pick products from inventory as per order. Warehouse Safety & ¢ Picking Accuracy (%)
. Pack orders with correct labeling & branding. Organization ¢ Packing Efficiency Rate
. Ensure package safety to prevent damage. Order Accuracy & Labeling ¢ Order Processing Time

. Work with automated fulfillment systems for Time Management

efficiency.

7. Delivery & Last-Mile Team
Job Purpose: Manages last-mile deliveries, tracking, and customer satisfaction.

. Deliver packages efficiently. Last-Mile Logistics ¢ Delivery On-Time Rate
. Use real-time tracking software for route | Management (%)

planning. Customer Interaction & Issue . Customer Delivery
L Handle COD (Cash on Delivery) payments | Resolution Satisfaction Score
securely. Route Planning & Fleet | ¢ Failed Delivery Rate (%)

. Provide customer delivery support & issue Management

resolution.

3. Workforce Optimization & Automation Plan

. Al-Powered Demand Forecasting — IBM Planning Analytics

. Automated Warehouse Robots — Kiva Systems (Amazon Robotics)

. Smart Route Optimization — Route4Me, Tookan

. RFID-Based Inventory Management — Zebra Technologies

4. Workforce Incentives & Performance Rewards
Table No: 9

A. Order Processing & Warehouse Staff | Performance-Based Bonuses for accuracy & efficiency
Overtime Compensation for peak sales seasons

B. Delivery & Last-Mile Team Fuel Cost Compensation for drivers
On-Time Delivery Bonus for successful deliveries

C. Quality Control & Returns Team Reduced Return Rate Incentive for minimizing defective  products
Customer Satisfaction Score Bonus

Prompt 5: Customized Implementation Roadmap for Hiring, Training, and Automation (For Operations
& Supply Chain Team in an E-Commerce Business)

This roadmap outlines the step-by-step process to establish an optimized Operations & Supply Chain Team,
covering hiring, training, and automation strategies for long-term efficiency.

Phase 1: Workforce Planning & Hiring Strategy (Month 1-3)
1. Define Organizational Structure & Roles: Identify the number of employees required at each level:

. Leadership: 1 Head of Operations
. Middle Management: 3-4 Managers (Procurement, Warchouse, Logistics, Quality Control)
. Operational Staft: 10-20 warehouse workers, packers, and delivery staff

2. Develop Job Descriptions & Hiring Plan

Create detailed job descriptions for each role (as outlined in previous job analysis).

Use competency-based hiring to assess skills (procurement, inventory, warehouse management).
Hiring Sources:

. LinkedIn, Naukri, Glassdoor, Indeed
. Supply Chain Conferences & Job Fairs
. Partnering with logistics institutes for skilled workforce
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Key Hiring Metrics:

. Time-to-Hire (Avg. time to fill vacancies)

. Cost-per-Hire (Hiring budget vs actual spend)

. Offer Acceptance Rate (Indicator of hiring efficiency)

3. Structured Interview & Selection Process
Selection Criteria:

. Warehouse & Logistics Managers — ERP experience (SAP, Oracle, NetSuite)
. Procurement Managers — Vendor negotiation skills
. Warehouse & Packing Staff — Physical endurance, accuracy in order fulfillment

Interview Process:

Round 1: Technical Screening (Skill assessment & ERP knowledge test)
Round 2: Behavioral Interview (Team collaboration, problem-solving)
Round 3: Case Study Round (Supply chain scenario simulation)
Assessment Tools:

Online Aptitude Tests: TestGorilla, HireVue

Al-powered resume screening: Pymetrics, XOPA Al

OO © @ e @

Phase 2: Employee Training & Skill Development (Month 4-6)
1.0nboarding & Induction: Training Modules for New Hires:

. Company Overview & Supply Chain Strategy

. Role-Specific Training (Procurement, Warehouse, Logistics)
. SOPs for Order Fulfillment, Packing & Shipping

. Platform:

o LMS (Learning Management System): TalentLMS, Docebo
o Al-Powered Training: Coursera for Business, Udemy

2. Technical Training for Managers & Staff

¥ Key Training Areas:

. ERP & Inventory Management (SAP SCM, Oracle NetSuite)
. Warehouse Automation & RFID Implementation

. Al-driven Demand Forecasting & Procurement Planning

# Software-Specific Training:
. SAP Training Academy for ERP & Inventory Control
. Route Optimization Workshop using Tookan, Route4Me
. Al-powered Forecasting using IBM Planning Analytics

3. Performance-Based Upskilling Programs
Role-Specific Certification Programs:

. Procurement & Inventory Managers: Certified Supply Chain Professional (CSCP)
. Warehouse &Fulfillment Managers: Certified Logistics Professional (CLP)

. Last-Mile Delivery Teams: Safety & Customer Service Certification

Incentives for Training Completion:

. Training Completion Bonus

. Promotion-Based Certification Rewards

. Gamified LMS (Leaderboards, Rewards): EdApp, SAP Litmos

Phase 3: Automation & Process Optimization (Month 7-12)
1.Implement Smart Warehouse Management

Automation Focus Areas:

RFID & Barcode Scanning — Improve inventory accuracy
Al-Driven Stock Replenishment — Predict & restock in real-time
Robotic Process Automation (RPA) for Order Processing
Recommended Software:

RFID Inventory Tracking: Zebra Technologies, Oracle WMS
Warehouse Robotics: Amazon Kiva Systems, Geek+ Robotics
Al Demand Forecasting: SAP Integrated Business Planning
Expected Efficiency Gains:

e 0O 0O O © @ e o
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o 30% reduction in stockouts
o 40% faster order processing
o 25% cost savings in warehouse operations

2. Optimize Logistics & Last-Mile Delivery

Tech-Enabled Route Optimization:

Dynamic Route Planning — Al-driven real-time adjustments
Fleet Management — GPS tracking & predictive delivery alerts
Autonomous Drones & EV Fleet Integration

Recommended Software:

Route Planning: Tookan, Route4dMe

Last-Mile Delivery Automation: Onfleet, Locus.sh
Al-Powered Courier Selection: Shippo, Delhivery API
Expected Efficiency Gains:

20% reduction in delivery cost

35% improvement in delivery speed

o 90% customer satisfaction in last-mile fulfillment
3.Al-Powered Customer Support & Returns Processing
Automating Reverse Logistics:

. Al-driven return approval (fraud detection, policy compliance)
. Automated refund processing

Smart chatbot for customer query resolution

Recommended Software:

Al Chatbots: Zendesk, Freshchat

Returns & Refunds Automation: Returnly, Happy Returns
Customer Support Al: Salesforce Service Cloud

Expected Efficiency Gains:

50% reduction in refund processing time

30% fewer customer complaints

70% automation of common return requests

O O ®©€ O O O © o o o
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Phase 4: Continuous Improvement & Performance Monitoring (Month 12+)
1.Performance Monitoring Dashboard
. Implement real-time dashboards for:
Order Fulfillment Speed & Accuracy
Warehouse Utilization Metrics
Logistics Cost per Shipment
Software for Analytics & Monitoring:
Al-Based Analytics: Power BI, Tableau, Looker
Supply Chain Performance Monitoring: SAP IBP, IBM Cognos
KPI Tracking for Team Performance:
Procurement Teams: Cost Savings, Supplier Lead Time
Warehouse Teams: Order Accuracy, Packing Speed
Logistics Teams: On-Time Delivery, Route Efficiency
. Employee Productivity Enhancement Programs
Workforce Motivation & Retention Strategies:
Al-powered Task Scheduling to reduce workload
Performance-Based Incentives (Bonuses, Promotions)
Work-from-home option for logistics planning teams
HR Software for Workforce Optimization:
BambooHR for employee performance tracking
Workday for Al-driven workforce scheduling
Slack & Microsoft Teams for real-time team collaboration

OO O © @€ ¢ ¢ € N O O O ®© OO © o e o

Prompt 6: Financial Projection on Cost Savings After Implementing the Workforce Roadmap (For
Operations & Supply Chain Team in an E-Commerce Business)

This financial projection estimates the cost savings across various operational areas after implementing the
hiring, training, and automation roadmap. The analysis includes cost reduction in hiring, training, warehouse
operations, logistics, and returns management over a 12-month period.
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Processing

M Comprehensive Financial Projection Table: Workforce Optimization & Automation Impact

Parameters

Hiring Cost per Employee
Number of Hires per Year (Ops &
so

Training Cost per Employee

Training Volume
Warehouse Labor Cost
Fulfiliment Error Rate
Cost per Delivery
Monthly Deliveries

Return Processing Cost per Order

Returns Volume

Before Automation

75,000 per hire

30 employeesfyear = ¥75,000 x 30 = 322,50,000

50,000 per employee (in-person)

30 employees = 350,000 x 30 = ¥15,00,000

38,00,000/month x 12 = %96,00,000 annually

Order errors at 5%

%100 per delivery x 50,000/month =

26,00,00,000/year

150 per return x 10,000/month =
18,00,00,000/year

After Automation

345,000 per hire (with automation)
30 employees/year = 345,000 x 30 = X13,50,000

325,000 per employee (via LMS + Al modules)
30 employees = ¥25,000 x 30 = X7,50,000

Automation (RFID & robotic picking) reduces labor cost by
30%
New cost = 267,20,000

Route optimization reduces cost by 20%
New cost = 34,80,00,000

Al detection reduces fraudulent retumns & cost by 25%
New cost = ¥13,50,00,000

&, Share

Annual Cost Savings

39,00,000 (40%

savings)

%7,50,000 (50%

savings)

328,80,000 (30%

)

31,20,00,000 (20%

savings)

%4,50,00,000 (25%

savings)
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Figure 1: Results of Financial Projects, * Source — Authors instructions to ChatGPT

V.  Discussions
This research aimed to evaluate the effectiveness of generative Al, specifically ChatGPT, in supporting HR
Managers with workforce planning and workflow strategy. Through a simulated case study, we analyzed how
ChatGPT can assist in designing an organizational structure, conducting job analyses, developing training and
automation roadmaps, and projecting cost savings in the workforce context. The findings revealed that while
ChatGPT provided significant value in various HR functions, it also demonstrated certain limitations requiring
human oversight for strategic decision-making.
Workforce Blueprinting: ChatGPT generated a detailed, multi-tiered organizational hierarchy, which was
highly relevant and contextually aligned with industry standards. The Al’s ability to generate an effective
workforce structure for a dynamic e-commerce business was a strength, providing a pragmatic guide for HR
Managers to understand role segregation, responsibilities, and inter-departmental linkages. While the blueprint
was comprehensive, real-time data and organizational context would have further refined the design.
Job Analysis for Operations & Supply Chain: The AI’s analysis of key positions in the operations and supply
chain team (e.g., Operations Manager, Inventory Analyst) was robust, highlighting responsibilities, required
competencies, and the technological tools necessary for effective role execution. The integration of advanced
technologies, such as RPA and data analytics, in the job roles underscored the shift towards data-driven HR
management.
Hiring, Training, and Automation Roadmap: The three-phase roadmap proposed by ChatGPT for hiring,
training, and automation was both strategic and executable. ChatGPT effectively highlighted key steps in
capacity building and digital transformation—critical for organizations undergoing technological upgrades. The
roadmap emphasized the importance of training platforms and automation tools, which are vital for reducing
human error and increasing operational efficiency.
Financial Projection on Cost Savings: The financial savings model provided by ChatGPT demonstrated a
36.9% cost reduction in areas such as hiring, training, and operational labor costs after automation
implementation. While these projections were theoretical, they effectively underscored the potential ROI of
integrating automation and digital tools in HR operations. ChatGPT's projections provide a financial
justification for Al-based interventions, which HR Managers can present to leadership for strategic decision-
making.
The Al performed admirably in providing strategic insights, role-specific details, and comprehensive planning in
HR functions. The results revealed that ChatGPT can serve as a valuable tool for assisting HR managers with
the conceptualization and strategic planning of workforce management. However, limitations in real-time data
integration and nuanced decision-making were evident, highlighting that human expertise remains crucial for
ensuring the relevance and accuracy of Al-generated outputs. This study highlights the practical and theoretical
value of integrating generative Al, such as ChatGPT, in HR management, particularly within dynamic sectors
like e-commerce and supply chains. Al aids HR managers in strategic decision-making, workforce planning, and

DOI: 10.35629/3002-13098294 www.questjournals.org 92 | Page



Evaluating The Effectiveness Of Generative Al In Strategic Workforce Planning And ..

training design while enhancing cost efficiency through data-driven insights. It supports integration with HR
software, enabling scalable workforce solutions aligned with long-term goals. Theoretically, it reinforces SHRM
and RBV frameworks and emphasizes human-Al synergy.

VI.  Conclusion and Future Directions
6.1 Conclusion This study evaluated the effectiveness of Generative Al (ChatGPT) in assisting HR managers
with workforce planning and workflow strategy development, focusing on its role in e-commerce operations.
The findings from the simulated case study indicate that ChatGPT provides valuable support in various HR
functions, including organizational design, job analysis, workforce planning, and financial projections. It offers
strategic insights, role-specific details, and comprehensive roadmaps for hiring, training, and automation—
proving to be an effective decision support tool. However, the study also revealed the limitations of Al in real-
time data integration, complex decision-making, and the need for human oversight. ChatGPT's suggestions are
valuable as conceptual frameworks, but they must be validated and adjusted by HR managers in alignment with
the specific context, challenges, and goals of the organization. Despite these limitations, Al’s potential for
augmenting HR capabilities cannot be overlooked, as it enables HR managers to focus on strategic decisions
while automating routine tasks. This research contributes to the body of knowledge on the application of
artificial intelligence in HRM, providing both theoretical insights and practical implications for HR managers.
By integrating Al tools like ChatGPT into workforce planning, organizations can not only enhance operational
efficiency but also strategically align human capital with business goals.
6.2 Practical Implications for HR Managers The results of this study underscore several practical takeaways
for HR managers: This study highlights the practical and theoretical significance of integrating generative Al,
such as ChatGPT, into HR management, especially in fast-evolving sectors like e-commerce and supply chain
operations. Al facilitates strategic decision-making, scalable workforce planning, and cost-effective training
through data-driven insights. Its integration with HR technologies supports alignment with organizational goals.
Theoretically, the study reinforces Strategic Human Resource Management (SHRM), the Resource-Based View
(RBV), and the human-Al synergy paradigm. Nonetheless, limitations—such as lack of real-time data and
context specificity—highlight the need for further research. Al should complement, not substitute, human
judgment in strategic HR functions.
6.3 Future Directions While the findings of this study provide valuable insights, several avenues for future
research and development can further enhance the role of Generative Al in HRM: Future research should
explore real-time HR data integration, industry-specific Al model customization, and AI’s role in employee
engagement. Additionally, investigating Al-driven decision models, conducting longitudinal impact studies, and
addressing ethical governance frameworks will be vital for ensuring effective, transparent, and contextually
relevant Al adoption in strategic HR management.
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