Federal State Institution of Higher Professional Education
Saint-Petersburg State University
Graduate School of Management

INSTRUMENTS FOR RECRUITMENT AND ONBOARDING OF EMPLOYEES FROM
BELARUS IN THE CDEK FRANCHISE DIVISION

Final qualifying work is made by:
the 4™ year student of bachelor program,
International Management,

Voronina Ekaterina

iy

Scientific advisor

Bogatyreva Karina

Saint Petersburg
2024




STATEMENT OF SUBSTANTIVE CHARACTER OF THE TERM PROJECT

I, Voronina Ekaterina, the 4" year student of Graduate School of Management of SPbU,
International Management bachelor program, confirm that there are no elements of plagiarism in
my final qualifying work called «INSTRUMENTS FOR RECRUITMENT AND
ONBOARDING OF EMPLOYEES FROM BELARUS IN THE CDEK FRANCHISE
DIVISION», which is performed for public defense in June, 2024.

All direct loans from printed and electronic sources as well as from presented earlier course

projects and graduate works, candidate and doctoral dissertations have corresponding references.

I am aware of the regulation of the educational process existing at Graduate School of
Management according to which the detection of plagiarism (direct borrowing from other sources
without corresponding references) is the basis for setting a non-satisfactory mark for the term

project.
Voronina Ekaterina
The 4" year student of bachelor program,
Group 20.508-BmmM, International Management

Signature

iy




Table of contents

INTRODUCGTION ...t e et e e e et e e e e e bb e e e e e bt e e e e e aabeeeeesanaeeeeeenbeeaesaanes 4
CHAPTER 1. OVERVIEW OF EXISTING APPROACHES TOWARDS
RECRUITMENT AND ONBOARDING .......oooiiie ettt 10
I - Tod U1 =T o | SR 10
@ 0] o To= 1o [T Vo TH SRS 11
CHAPTER 2. DESCRIPTION OF THE COMPANY AND THE CURRENT APPROACH
TO RECRUITMENT AND ONBOARDING ...ttt 16
2.1 CDEK franchise division CharaCteriStiCS.......ccccciiiiiiiieeiieiiic e eie e ste e se e e e see s ste et 16
2.2 Current situation in recruitment and onboarding in CDEK franchise division....................... 19
2.2.1 Thematic Analysis of interview with the owners of the CDEK franchise division in order to review the
current situation regarding recruitment and ONDOAITING .......cvccvvecieiieiieiee e 23
CHAPTER 3. PROPOSED INSTRUMENTS FOR RECRUITMENT AND
ONBOARDING OF EMPLOYEES FROM BELARUS ..., 26
3.1 Role profiling as a preparatory stage for instruments for recruitment and onboarding of
EMPIOYEES FrOM BEIATUS .......ocviieiiie e sttt s re e be s be e e e sbeere et 26
3.2 Auto-analysis of responses 0N HEadHUNTET ............ccoviiiiiiiiiieeeee e 31
3.3 TElegram TEXE BOU .......cci ittt sttt et te s te e e s beese e tesaeesbestaeeesteeneerens 34
3.4 Voice bot for the first stage of the INTENVIEW........ccccv i 40
3.5 The ONDOAITING PIOCESS .....cviviteieieie ettt se ettt sttt ne e ese s 41
3.6 Resources required for implementation .............ccccooe oo 44
3.7 Implementation implications for conversion, timing, financial outcomes, cohesiveness of
(0] ST IO o] o L= =T TP 46
3.7.1 Survey newcomers for application fEADACK ...........cccviiiiiiic i 46
3.7.2 Thematic analysis of interview with CDEK franchise division owners for application feedback ........... 47
2.7.3 Implementation IMPLCALIONS: .......c.ciiiiiei e re et e b e sneesabesreesreesteeneas 50
CONCLUSION ..ttt et e e e et e e e e e bt e e e e e bt e e e e e sabbeeeesaabeeeeeenreeeeeannes 54
LIST OF REFERENCGE...... ..ottt e et e e s e e e e e nneeas 56

APPENDIX ..o 59



INTRODUCTION

Description of managerial problem

Currently, in CDEK franchise division, there is a problem of lack of instruments for
recruitment and onboarding of employees from Belarus. Personnel search and replacement process
takes 2 months, so it is impossible to quickly adapt to changes in the team and in work in general.
Especially when it is necessary to quickly replace an employee due to resignation or changes in
business processes. The absence of instruments for quick replacement of personnel creates an
uneven distribution of workload on the remaining employees, which ultimately affects the
efficiency and productivity.

The lack of instruments for introducing new employees to the workflow (onboarding)
creates problems. Newcomers do not understand the internal rules of our CDEK franchise division,
do not understand how they need to carry out procedures and internal programs, such as DK5 (a
program for viewing information about clients, services, and employees). They ask many
questions due to misunderstanding of instructions and processes. Because of this, the process of
recruitment and onboarding of employees into the work environment stretches to 2 months, which
is inefficient in terms of time and resource utilization for both CDEK franchise division and

newcomers.

The problems that the CDEK franchise division currently has are:

1. Low Conversion on HeadHunter from Viewing Vacancies to Responses as
of October 25, 2023. For example:

- 202 views, 11 responses, conversion rate is 5.4%

- 705 views, 56 responses, conversion rate is 7.9%

- 1269 views, 118 responses, conversion rate is 9.2%

2. Spending 94132 rubles per month on employee search to fill one type of
vacancy.

3. The process of finding one employee who fits principles takes 2 months.

4. New employees make a large number of mistakes, and for these mistakes,

we incur a penalty of 300000 rubles per month. The main rule that new employees violate
is: Simultaneous work under the CDEK franchise agreement and with any other courier
company (including through affiliated entities) based on contracts for remunerated services
or the placement of an office of another transportation/logistics/courier company at the

same address as the CDEK division office is not allowed. Violation of this rule may be



grounds for termination of the franchise agreement and imposition of penalty sanctions in
the amount of 150000 rubles in favor of the managing company of CDEK.

5. The onboarding process takes 1 month (22 working days) because each
time to replace an employee, the department team leads must call the newcomers and

explain the information.

Goal
The goal of this consulting project is to develop and implement instruments for recruitment
and onboarding of employees from Belarus in the CDEK franchise division as well as to evaluate

the outcomes of implementation.

Objectives
To accomplish this purpose, the following responsibilities were assigned:
1. Review CDEK franchise division activities.
2. Review the current situation regarding recruitment and onboarding in the

CDEK franchise division, including interview with the owners of the CDEK franchise

division and survey of the current employees for feedback about the onboarding process

they had.
3 Overview of existing approaches towards recruitment and onboarding.
4 Develop new instruments for recruitment and onboarding.
5. Apply new instruments for recruitment and onboarding.
6 Survey newcomers for application feedback.
7 Interview with CDEK franchise division owners for application feedback.
8. Evaluate implementation implications for conversion, timing, financial

outcomes, cohesiveness of working processes

Object and subject
Object is the CDEK franchise division. Subjects are instruments for recruitment and

onboarding of employees from Belarus in the CDEK franchise division.

Short description of paper structure

The structure of the work reflects the objectives of the study. The work consists of three
chapters:

Chapter 1: Overview of existing approaches towards recruitment and onboarding. This

chapter has a review of existing literature on recruitment and onboarding. It covers various
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theoretical frameworks, best practices, and technological advancements in these areas, providing
a foundation for understanding the current trends.

Chapter 2: Description of CDEK franchise division and Current Approach to Recruitment
and Onboarding. In this chapter there are characteristics of the CDEK franchise division and the
current methods used for recruiting and onboarding employees from Belarus. It includes insights
from interviews with the franchise division owners and feedback from current employees obtained
through surveys about onboarding that they had.

Chapter 3: Proposed Instruments for Recruitment and Onboarding of Employees from
Belarus. This chapter describes development and applying instruments for improving recruitment
and onboarding, including role profiling, the implementation of a Telegram text bot, and a voice
bot for the first stage of the interview. It also describes the structured onboarding process and
discusses the resources required for implementation. It includes a survey of newcomers for
application feedback and interview with CDEK franchise division owners for their feedback. The
3rd chapter evaluates implementation implications for conversion, timing, financial outcomes,

cohesiveness of working processes.

Characteristics of empirical data

° Data from interviews with the owners of the CDEK franchise division

) Data from the survey of current employees for feedback about the
onboarding process they had

° Data from the survey of newcomers for application feedback

° Data from interviews with the owners of the CDEK franchise division for
application feedback

° Internal documents of the CDEK franchise division

Nature of the Data

The empirical data in this work are both qualitative and quantitative. The qualitative data
is textual information which | gained from interviews with the owners of the CDEK franchise
division and internal documents, while the quantitative data were derived from surveys conducted

with employees and newcomers, conversion, and financial indicators.

Sources of Data
The data were collected from multiple sources to ensure comprehensiveness and reliability.

The primary sources of data include:



1. Interviews which | conducted with the owners of the CDEK franchise division to gain
in-depth insights and their vision about recruitment and onboarding and about application
feedback.

2. Survey of current employees, so | got feedback from 8 current employees about their
onboarding process that they had.

3. Survey of 49 newcomers to gather feedback about their application experiences.

4. Accessed internal documents of the CDEK franchise division for additional context and

information.

Data collection and analysis

Types of data collected

The format of this work is a consulting project. Overview of existing approaches towards
recruitment and onboarding with recent articles focusing on the latest developments in e-
recruitment, digital onboarding instruments, and onboarding. Articles were selected based on
relevance, recency, and quality from databases like Sage Journals, ResearchGate, and Wiley
Online Library. Qualitative data is collected through interviews with the owners of the CDEK
franchise division. Thematic analysis is used to identify key themes and patterns in the interview
data, such as high costs and inefficiency, lack of structure, financial impact of mistakes, and
recommendations for improvement. Structured surveys conducted with current employees who
have recently undergone the onboarding process provide quantitative data. Qualitative data was
used for improvement and to gather detailed feedback on the onboarding experience. Surveys
conducted with new employees who have recently joined our CDEK franchise division provide
quantitative data to assess the effectiveness and usability of the new recruitment instruments and
onboarding process. Qualitative feedback was used to gather insights into newcomers' experiences.
Quantitative data is extracted from internal documents and financial records to analyze the costs
associated with the recruitment and onboarding processes. This includes expenses related to job
postings, recruiter salaries, and penalties incurred due to mistakes by new hires.

The combination of qualitative insights from the interviews with owners of this CDEK
franchise division and quantitative data from the surveys allowed to review the current situation
regarding recruitment and onboarding in the CDEK franchise division, to understand which new

instruments for recruitment and onboarding to develop and to gain for application feedback.

Participants and sampling techniques
The sampling technique used was purposive sampling. Owners of our CDEK franchise

division know what is a goal of their CDEK franchise division, they know which problems we
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have and which changes they want to see. Eight current employees were selected to provide
feedback about their onboarding experiences. As individuals who have recently gone through the
onboarding process, they can offer valuable perspectives on what worked well and what could be
improved. Their feedback helps to identify specific gaps and areas for enhancement in the current
onboarding process. Forty-nine newcomers were surveyed to gather feedback about their
application experiences and initial impressions of our CDEK franchise division. Their fresh
perspectives provide insights into the interactions with our CDEK franchise division and the clarity

of the recruitment and onboarding materials and processes.

Data collection and analysis procedures

The data collection methods in this study were used to minimize bias and ensure the
accuracy of the data. These methods include:

1. Followed a predefined set of questions to maintain consistency across all interviews with
franchise owners.

2. Structured questionnaires for current employees and newcomers to ensure uniformity in
the data collected.

3. Internal documents were reviewed systematically to extract relevant information and
corroborate data from other sources.

The data for this consulting project was collected through 2 interviews with 2 owners of
this CDEK franchise division before (Interview transcription with CDEK franchise division
owners in order to review the current situation regarding recruitment and onboarding is attached
in the Appendix) and after (Interview transcription with CDEK franchise division owners for
application feedback is attached in the Appendix) applying new instruments for recruitment and
onboarding. Interviews were recorded and transcribed. The data was analyzed through a thematic
analysis approach, which involved identifying patterns and themes in the data and interpreting
their meaning.

| am a source of information because | work as HR director in the CDEK franchise division
(a document stating that | work in CDEK franchise division signed by the owner of the CDEK
franchise division is attached in the Appendix, Fig. 14). So I'm using my experience in this job. I
work closely with employees at various levels and have access to information about employees,
their needs and interaction with business processes. Thanks to this, | have a unique perspective on
the internal processes of the company and can provide valuable data for analysis and decision-
making. In addition, my experience in the field of human resources management allows me to see

not only current trends and problems, but also to propose solutions.



Moreover, | made a survey among current employees who came to our CDEK franchise
division when there were previous methods of recruitment and onboarding in order to get a
quantitative perspective on problems with recruitment and onboarding at this CDEK franchise
division (Results of a survey are attached in the Appendix, Fig. 18-24, Table 16).

In addition to the insights gained from the owners of this CDEK franchise division and
survey among employees, | made a survey among newcomers for application feedback (Results
of a survey are attached in the Appendix, Fig. fig 25-36, Table 17). This survey was designed to
provide a quantitative perspective on recruitment and onboarding at this CDEK franchise division.

The survey was made using a structured questionnaire. The survey responses were

collected, compiled, and analyzed to quantify what are the changes.



CHAPTER 1. OVERVIEW OF EXISTING APPROACHES TOWARDS
RECRUITMENT AND ONBOARDING

A search of educational databases, along with Sage Journals, ResearchGate, and Wiley
online Library, were carried out to discover applicable articles pertaining to recruitment and
onboarding procedures. Overview of existing approaches towards recruitment and onboarding
aimed to explore and summarize relevant articles from various sources in order to understand
trends in recruitment and onboarding. The analysis involved reviewing and summarizing the key

findings and implications of each selected article.

The criteria for selecting articles in overview of existing approaches towards recruitment

and onboarding were as follows:

Recent articles were prioritized to capture the latest developments and technological
advancement. Articles were selected based on their publication years, spanning from 2011 to 2023.
Special attention was given to those that explored the impact of digital instruments, platforms, and
innovations. Efforts were made to include a wide range of themes within recruitment and
onboarding, such as e-recruitment, onboarding handbooks, training programs, leadership styles,
digital onboarding, and knowledge management, to provide a holistic view of the topics.
Preference was given to articles published in Sage Journals, ResearchGate, and Wiley Online

Library.

1.1 E-recruitment

| focus on e-recruitment because CDEK franchise division works fully online. The
exploration of e-recruitment encompasses various aspects, shedding light on its practices, benefits,
challenges, and the evolving landscape shaped by technological advancements. Dr. B. Bharathi
and Mrs. K. Saraswathy's study establishes a foundation by providing a comprehensive overview
of e-recruitment, emphasizing its transformative impact on hiring practices (Krishnamurthy &
Bharathi, 2022, pages 167-169). The integration of digital platforms, video conferencing, mobile
apps, chatbots, and web-based evaluations has become imperative, especially in the post-Covid-
19 era. This technological shift not only facilitates a more extensive candidate pool but also
enhances the efficiency of aligning candidates with job openings, underscoring the overarching
goal of reducing manual task time and allowing for a focus on strategic aspects of company
operations.

Malik et al.'s research delves into the pivotal role of perceived usefulness and trust in

influencing job-seekers' inclination towards online recruitment websites (Malik et al., 2021, page
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54). Despite acknowledging limitations in sampling methods, the study provides actionable
insights for online recruitment providers and human resource managers. Meanwhile, Alainati's
exploration of online recruitment in Kuwait underscores the popularity of unconventional
platforms like Snapchat and YouTube, revealing participants’ positive perceptions of the
flexibility, speed, and wide reach offered by online recruitment methods (Alainati, 2022b, page
30). The study also unravels favorable aspects, such as the attractiveness of online job
advertisements and the durability of online recruitment.

Tedlapu Narayana Rao further reinforces the merits of e-recruitment, emphasizing its
impact on organizational effectiveness by reducing time and cost associated with traditional
methods (Rao, 2023b, pages 1494-1495). Building on this, Islam and Ayan's analysis of online
recruitment practices in Bangladesh elucidates the multifaceted benefits, including reaching a
diverse pool of candidates while acknowledging potential weaknesses such as implementation
costs and privacy concerns (Islam & Ayan, 2021b, pages 57-58).

The concept of blind recruitment, explored by Ramakrishnan, surfaces as a potential
antidote to bias, emphasizing skills-based selection and advocating for strategies like avoiding
demographic data and social media pre-screening (Ramakrishnan, 2022b, pages 12-13).
Concurrently, Gianvecchio et al.'s study on human and bot behavior in internet chat introduces
valuable insights applicable to recruitment and onboarding instruments, offering the potential to
analyze communication patterns and enhance the effectiveness of these processes (Gianvecchio et
al., 2011b, page 1565).

Koivunen et al.'s examination of chatbots in recruitment reveals recruiters' interest in
attracting both quantity and quality of applicants, suggesting practical impacts as complementary
channels for fast-tracking applications and enhancing brand image (Koivunen et al., 2022, pages
503-508). Emily J. Holm et al.'s case study on the use of a text-bot in residency recruitment further
expands the scope, highlighting the instrument's utility in facilitating registration and application
submission (Audrey Umbreit, 2021, page 1).

These studies collectively contribute to a nuanced understanding of e-recruitment,
exploring its multifaceted facets, from technological adoption to user perceptions and innovative

instruments, thereby laying the groundwork for more efficient and strategic hiring processes.

1.2 Onboarding

The onboarding process plays a pivotal role in shaping employee integration within a
company, significantly influencing the assimilation of organizational culture. In a transparent
hiring process, well-planned arrival, courteous reception, and informative company tours

contribute to effective onboarding, as outlined by Dias, Cremonesi, and Lopes (2021). Elements
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such as personalized training, mentorship, and early evaluations within the first week are identified
as crucial for successful integration. The involvemoent of Human Resources (HR) emerges as
pivotal, with Rickardo and Daniele (2023, page 694) emphasizing HR's role in motivation, needs
capture, and leveraging organizational culture as a competitive advantage. The study underscores
the necessity for continuous reviews and adaptations of internal practices to align with evolving
business environments, emphasizing the positive impact of effective onboarding on organizational
objectives and the development of a sense of belonging to the company.

Godinho et al.'s study delves into the importance of onboarding handbooks in the
socialization and integration processes, shedding light on the competitive emphasis on attracting
and retaining employees in global markets. The authors advocate for a comprehensive structure in
onboarding books, encompassing essential elements like company history, mission and values,
organizational structure, job descriptions, and work environment details (Godinho et al., 2023b,
page 14). The findings underscore the continued relevance of onboarding books as vital
instruments in facilitating organizational integration.

Olanipekun et al. 's exploration of the impact of training and development programs on
perceived employee job performance, while specific to the context of insurance companies in
Lagos State, Nigeria, provides valuable insights applicable to various sectors, including the
recruitment and onboarding of employees in the CDEK franchise division. The study emphasizes
the positive influence of training on employees' engagement in overtime, teamwork, and
motivation to achieve set objectives (Olanipekun et al., 2023b, page 115). Furthermore, the
research highlights the multifaceted benefits of training, including increased efficiency in task
delivery and organizational growth (Olanipekun et al., 2023b, page 116).

Li and Zhang's study explores the role of secure-base leadership in influencing employees'’
behavior, advocating for organizations to prioritize cultivating this leadership style. The authors
emphasize attributes such as availability, encouragement, and noninterference in managers,
alongside establishing sound communication channels, effective feedback systems, and targeted
reward and punishment mechanisms (Li & Zhang, 2023b, page 12). The article further accentuates
the importance of improving employees' psychological availability through practices like
respecting subordinates, accepting differences, and enhancing their well-being (Li & Zhang,
2023Db, page 12).

Caldwell and Rutledge present a comprehensive overview of the importance of effective
onboarding processes for new faculty in academic institutions. The authors emphasize the role of
onboarding in hiring well-qualified faculty, retaining them, and supporting them as valued
resources. They provide ten recommendations for new faculty onboarding, including creating a

guidance team, initiating onboarding early, and intensive training for key personnel (Caldwell &
12



Rutledge, 2023b, pages 2-4). The study underscores the necessity of strong organizational cultures
that value and support employees, presenting new faculty onboarding as a vital factor for the
present and future success of academic institutions.

Haave et al. 's investigation into the role of digital information in onboarding processes and
its impact on newcomers' understanding of their job and the organization highlights the positive
contributions of digital information to aspects of compliance and welcome. However, the study
emphasizes that clarity regarding job understanding and expectations requires more than a digital
course, necessitating face-to-face interactions for deeper understanding (Haave et al., 2023b, page
489).

Petrilli et al.'s study delves into the challenges and opportunities associated with digital
onboarding, recognizing the complexities organizations face in achieving seamless integration.
The study identifies a critical problem in digital onboarding, emphasizing the struggle to instill a
sense of agency or "pouvoir d’agir." The research underscores the importance of structured digital
onboarding processes, offering comprehensive support to newcomers for understanding
organizational culture, roles, and fostering motivation (Petrilli et al., 2022). Mentorship emerges
as a key element, aiding in professional orientation and career development.

Esha et al.'s exploration of the impact of remote work culture on the virtual onboarding of
new employees highlights the significance of online orientation, training, and holistic support in
regaining workers' confidence. The study emphasizes the managerial perspective, highlighting the
efficacy of these structures in helping individuals thrive and assisting businesses in achieving their

goals more effectively (Esha et al., 2023b, pages 50-51).

Titu and Pana's analysis of employees in knowledge-based organizations, particularly in
the IT industry, emphasizes the adaptability of employees and the crucial role of employers' agility
and adaptability in fostering collaboration. The study distinguishes motivation from morale,
discussing the concept of learning organizations and their focus on encouraging employees'
continuous learning, skill development, and adaptation to changes (Titu & Pana, 2023b, page 8-
10).

Kianto et al.'s study examines the relationship between knowledge management processes
and job satisfaction, emphasizing the significant impact of intra-organizational knowledge sharing,
codification, and retention on job satisfaction. The study identifies collegial support,
encouragement, and a positive work climate as strong enablers of job satisfaction (Kianto et al.,
2016b, page 630). The authors conclude that knowledge management processes are linked to high

job satisfaction, demonstrating a novel benefit of knowledge management for organizations.
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Rozman et al.'s investigation into the influence of knowledge management components on
the work engagement of employees identifies nine dimensions of knowledge management with a
significant positive impact on work engagement. The study emphasizes the importance of engaged
employees as key factors in the competitiveness and performance of a company, highlighting the
positive outcomes of engagement on creativity, innovation, client satisfaction, financial results,
and reduced absenteeism (Rozman et al., 2019b, page 52-54).

Nasikhin and Danila's research on the impact of knowledge management on employee
performance, specifically focusing on the mediation effect through employees' competence,
underscores the pivotal role of knowledge management in improving employee performance. The
study emphasizes the importance of in-house training programs to foster employee resource
development effectively and the significance of mentorship in guiding newcomers (Nasikhin &
Danila, 2018c, page 344-345).

Mahboub et al.'s investigation into the relationship between Knowledge Management
(KM) practices, Organizational Commitment (OC), and Job Satisfaction (JS) among employees in
Moroccan Small and Medium-sized Enterprises (SMEs) highlights the relevance of KM practices
in promoting favorable work attitudes and job well-being.

Leo et al.'s study on the dynamic interplay between knowledge management, innovation,
and firm performance emphasizes knowledge management as a strategic instrument for companies
operating in competitive environments. The positive influence of innovation on firm performance
suggests the importance of fostering a culture of continuous improvement and creativity, with the
study advocating for ongoing efforts to increase the quality of products through knowledge

management practices (Leo et al., 2023, page 12-13).

Overview of existing approaches towards recruitment and onboarding conducted to
develop, implement and evaluate outcomes of implementation of instruments for recruitment and
onboarding of employees from Belarus in the CDEK franchise division and shows insights into
contemporary practices and challenges. The exploration of e-recruitment underscores the
transformative impact of digital platforms, video conferencing, chatbots, and web-based
evaluations on hiring practices, particularly in the post-Covid-19 era. The studies collectively
emphasize the need for strategic adoption of technology to expand candidate pools, enhance
efficiency, and focus on the strategic aspects of company operations. Furthermore, the nuanced
understanding of e-recruitment extends to user perceptions, innovative instruments such as text-
bots and chatbots, and the potential benefits of blind recruitment in mitigating bias. These insights
collectively lay the groundwork for more efficient and strategic hiring processes, offering a

comprehensive view of the multifaceted facets of e-recruitment.
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On the onboarding front, the overview of existing approaches towards recruitment and
onboarding highlights the critical role of effective onboarding in shaping employee integration,
emphasizing elements such as personalized training, mentorship, and continuous reviews for
successful assimilation. The involvement of Human Resources emerges as pivotal, with an
emphasis on HR's role in motivation, needs capture, and leveraging organizational culture.
Onboarding handbooks, training and development programs, secure-base leadership, and digital
information are identified as key elements contributing to successful onboarding processes.
Moreover, the exploration of onboarding extends to challenges and opportunities associated with
digital onboarding, emphasizing the importance of mentorship and structured processes. The
impact of remote work culture on virtual onboarding is also discussed, underscoring the
significance of online orientation and holistic support.

In the context of knowledge-based organizations, the overview of existing approaches
towards recruitment and onboarding sheds light on the adaptability of employees, the role of
employers' agility, and the significance of learning organizations. Knowledge management
processes are explored for their impact on job satisfaction, work engagement, and employee
performance. The studies emphasize the positive outcomes of engaged employees on creativity,
innovation, client satisfaction, financial results, and reduced absenteeism.

Overview of existing approaches towards recruitment and onboarding provided insights
into recruitment and onboarding, based on which instruments for recruitment and onboarding of
employees from Belarus in the CDEK franchise division were identified. The integration of
technological advancements, user perceptions, and practices emerges as a key theme, emphasizing

the need for a holistic approach to talent acquisition and assimilation.
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CHAPTER 2. DESCRIPTION OF THE COMPANY AND THE CURRENT
APPROACH TO RECRUITMENT AND ONBOARDING

2.1 CDEK franchise division characteristics

CDEK franchise division was opened in 2021 as a back office with all employees working
online. Clients are in the B2B segment: owners of online stores, sellers on marketplaces,
manufacturers of goods—any business that requires delivery. Entrepreneurs don't have time to
delve into the details of logistics processes, but it's important for them that customers receive
parcels on time and that CDEK is available if anything goes wrong. We seek out such businesses,
connect them to CDEK delivery, and assist them with all questions for a percentage of their
shipments.

CDEK franchise division growing at a rate of 700% per year, and in 2 years, have entered
the TOP-10 franchisees by the number of clients. Every month, conclude more than 200 contracts,
which account for 20% of all CDEK contracts in the Northwestern Federal District. Clients of
CDEK franchise division send more than 8000 parcels per month. Currently, in CDEK franchise

division, there are 2 owners and 11 employees (Table 1).

Table 1
Employees of the CDEK franchise division and their responsibilities
Responsibilities
2 owners of this CDEK|-
franchise division
Sales Department:
1 sales team lead who works in e Monitor the work of managers in CRM
outsource e \Writing scripts
e Implement improvements in Bitrix24
e Train managers in new sales techniques
e Training of new employees
2 sales managers e Establish and maintain long-term relationships with key
customers
e Build a high standard of service, solve problems
e To support clients at all stages of cooperation
1 Sales Department Coordinator e Check requests from clients according to internal regulations
e Provide customers with calculations on the cost of our
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Continuation of the Table 1

services

Add customer data to the database, form and send contracts
to customers

Create requests for changes to customer data, block contracts
Run the Bitrix24 CRM system

Working with document automation

Make adjustments to uncoordinated contracts

Support Department:

1 team lead of support
department

Monitoring the work of CX managers

training new employees

Solve customer problems in the chat

Protect customers before CDEK

Create an image of logistics and e-commerce experts
To remove negativity with empathy and a desire to help

Reduce the outflow metric

2 CX managers

Solve customer problems in the chat

Protect customers before CDEK

Create an image of logistics and e-commerce experts
To remove negativity with empathy and a desire to help

Reduce the outflow metric

HR Department:

1 HR director

Developing and implementing personnel management
plans.

Recruitment, selection, and evaluation of personnel.
Monitoring the training and development of newcomers and
employees.

Resolving conflicts and settling disputes within the scope of
labor relations.

Ensuring compliance with labor legislation.

Managing the performance evaluation and compensation
process for employees.

Conducting analysis and forecasting personnel needs.

Ensuring that the company's activities comply with ethical
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Continuation of the Table 1

principles and corporate culture.
e Contributing to the development and maintenance of a
positive work atmosphere and corporate spirit.

1 recruiter e Checking candidates' resumes
e Conducting the first stage of the interviews
e Sends information to HR director

Accounting Department:

1 chief accountant e Keeping records in accordance with laws and standards
e Tax reporting

e control of settlements with counterparties

e Payment of salaries to employees

e Internal and external audit

1 accountant e Receiving and entering primary documents into the
accounting system (An average of 50 per month)

e Uploading bank statements to the accounting system,
verifying the correctness and correcting payment
transactions

e Garter the entered primary documentation for payments

e Formation of payment orders (On average 10 per day)

e Formation and verification of reconciliation reports with
suppliers and buyers, tax authorities

e Processing customer requests for accounting and
calculations

e Working with accounts receivable

Source: [Compiled by the author of the final qualifying work]

Goal in the HR department is to find motivated and ambitious managers, who want to grow
and develop alongside CDEK franchise division. And to have a clear understanding of whom |
want to see in CDEK franchise division, and for newcomers and employees to understand what is
expected from them, there is a job description that outlines the principles of a Manager's work,
specifically their attitude towards work, colleagues, clients, money, and themselves. The manager

manages projects, people, and themselves. Therefore, in CDEK franchise division, there are no
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linear employees, everyone from the CEO to the cleaner is a Manager, but at different levels of
responsibility.

This instruction is a code of conduct for a competent professional whom colleagues and
managers can rely on. Working with them is interesting, comfortable, and profitable. Such a person
is destined for success, with doors open to any company. Link to job description:

https://cdek.promo/base/di

Based on our "Job Description," principles in hiring personnel are:
1. "Can’t afford to choose a mediocre candidate,” 80% of success depends on the right
people; if there is no careful selection of employees, problems will arise in the future.

2. Create a team of motivated, constantly developing employees.

2.2 Current situation in recruitment and onboarding in CDEK franchise division
In CDEK franchise division hiring personnel for the following roles:

- Sales manager

- Sales department coordinator

- Accountant

- Customer support manager (CX manager)

Currently, the recruitment and onboarding of employees occur as follows:

1. Post the job vacancy on the HeadHunter website for the territory of Belarus.

2. Recruiter reviews the resumes of those who responded to the vacancy and conducts
initial interviews with all candidates to assess their skills and experience. She writes up the
interview outcomes and passes them on to me.

3. With candidates who have successfully passed the first stage of interviews, | conduct the
second stage of interviews. | ask questions in a case format to assess how the candidate would act
in various situations that arise within our company. I choose one person and hire him/her into our
team.

4. With the person who has joined CDEK franchise division, team lead conducts individual
calls via Google Meet. Team lead shows the programs that he/she will work with, how
communication is structured, and where to find information on work-related problems, such as
documents and templates.

5. Within 2 months, new employees should independently understand all the nuances of
the work, but they can still ask questions to team leads and managers.

6. After 2 months, the employee may be able to perform most work tasks independently,

but they still do not know all the details, so they still ask questions.
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Why do | post the vacancy on HeadHunter specifying the territory of Belarus:

To create a personal account within the CDEK internal system, it is necessary to receive
an SMS confirmation, which is sent only to phone numbers in the Russian Federation, Kazakhstan,
and Belarus. To select one territory from these three, | posted vacancies in all three locations to

understand where there would be more responses.

| posted the same vacancy for "Manager for B2B client support at CDEK (remote)” in
Moscow, Minsk, and Astana. It turned out that the least number of responses was in Moscow,
slightly more in Astana (Fig. 1), and the highest number of responses was in Minsk (Fig. 2).
Therefore, posting the vacancy specifically for the territory of Belarus is the best option for
attracting managers.

fara
BakaHcus BruoH DTKANKA F 11 apxusayum T

oTI(phIThIE BaKaHCHUK

MeHepep no nopaepxke b2b knueHTos Mocksa ExaTepuHa BopoHWuHa 34 30 16.11.23
CDEK (yganenHo)

MeHepxep no noppepxke b2b knueHToB AcTaHa EkatepuHa BopoHuHa 90 30 15.11.23
CDEK (yaanenHo)

Fig. 1 Number of responses in Moscow and Astana

Source: [Compiled by the author of the final qualifying work]

fara
BaKacus " A " x M v apxusauun 1

oTKpblTNB BaKaHCHu

KooppauHaTop otaena npogax MuHCK ExaTepuHa BopoHuHa € 30 27.03.24

Koop Top oTAena

p MuHck ExaTepuHa BopoHuHa 2 30 15.03.24

MeHegxep no noaaepxxe b2b knuenTos MuHck ExaTtepuHa BopoHuHa 24 30 10.03.24
CDEK (ynaneHHo)

MeHegxep no noaaepxke b2b KnueHTos Munck ExaTepuHa BopoHuHa 4 30 01.03.24
CDEK (ynaneHHo)

Fig. 2 Number of responses in Minsk

Source: [Compiled by the author of the final qualifying work]
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The problems that the CDEK franchise division currently has are:

1. Low Conversion on HeadHunter from Viewing Vacancies to Responses as of
October 25, 2023. For example:

- 202 views, 11 responses, conversion rate is 5.4%

- 705 views, 56 responses, conversion rate is 7.9%

- 1269 views, 118 responses, conversion rate is 9.2%

Due to such a small number of responses, it's difficult for us to find candidates who meet

our criteria.

The table 2 shows a detailed conversion rate through each stage of the selection process for

the sales department coordinator. Despite receiving a substantial number of responses (118), and

conducting a significant number of interviews (98 by the recruiter and 75 by the HR director), the

process resulted in no hires, as indicated by the total conversion rate of 0% (Table 2).

Table 2
Conversion as of October 25, 2023
Sales Department Coordinator
The selection stage
guantity conversion rate %

Goal
Number of responses in HH 118 100%
Number of interviews

) 98 83%
conducted by recruiter
Number of interviews

] 75 77%
conducted by me (HR director)
The number of candidates who
have started attending
o . 1 1,3%
individual calls via Google
Meet with team lead
Number of people who entered
0 0%
our company
Total conversion rate % 0%
Source: [Compiled by the author of the final qualifying work]
2. Spend 94132 rubles per month on employee search if | need to fill one

type of vacancy (Table 3).
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How much we spend to find one employee

Table 3

The cost of posting a vacancy on the HeadHunter
Standard+

41320 for 10 vacancies of Standart+
41320/10=4132 per one vacancy

Recruiter salary only for recruitment as a part of 20000 rubles per month
my salary

My salary only for recruitment as a part of my 70000 rubles per month
salary

Total 94132 rubles

Source: [Compiled by the author of the final qualifying work]

3. The process of finding one employee who fits our principles takes 2 months.

4. New employees make a large number of mistakes, and for these mistakes,

we incur a penalty of 150000 rubles. The main rule that new employees violate is:
Simultaneous work under the CDEK franchise agreement and with any other courier
company (including through affiliated entities) based on contracts for remunerated services
or the placement of an office of another transportation/logistics/courier company at the
same address as the CDEK division office is not allowed. Violation of this rule may be
grounds for termination of the franchise agreement and imposition of penalty sanctions in
the amount of 150000 rubles in favor of the managing company of CDEK.

5. The onboarding process takes 1 month because each time | need to replace
an employee, the department team leads must call the newcomers and explain the

information.

In addition to the data | described earlier, to assess the effectiveness of the current

onboarding process, gather feedback on existing problems and deficiencies, and ultimately

improve the process for future newcomers, | conducted a survey among current employees to

obtain feedback about their onboarding experience (Results of a survey are attached in the

Appendix, Fig. 18-24, Table 16).

From the survey | conducted, it was found that 62.5% of employees rated the

informativeness of presentations/materials they received when they joined us as 2 out of 5. The

majority of employees (7 out of 8) noted that they did not receive sufficient support from team

leads or managers during the first month. Employees indicated that the best learning approach
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would include a specific schedule, pre-prepared materials, and online meetings with team leads.
They mentioned that they wanted clear planning and scheduling, active support from team leads,
and a more structured and sequential approach to learning information.

Based on the survey, it is evident that the onboarding process needs to be made more

structured, with added support from team leads and an increase in practical activities.

2.2.1 Thematic Analysis of interview with the owners of the CDEK franchise division in order

to review the current situation regarding recruitment and onboarding

| had an interview with owners of the CDEK franchise division and made a thematic
analysis in order to review the current situation regarding recruitment and onboarding.
The thematic analysis process of the interview involved: familiarization, coding,

generating themes, defining and naming themes, and writing up.

During step 1, which was familiarization, | transcribed the interview (Interview
transcription with CDEK franchise division owners in order to review the current situation
regarding recruitment and onboarding is attached in the Appendix) to understand everything. This
step involved immersing oneself in the data by repeatedly reading the transcripts to become deeply

familiar with the content.

Step 2 was coding. These codes represented key problems and observations raised by the
interviewees
Codes that I identified:

° High cost of HR processes

° Inefficiency in recruitment

° Lack of structure in recruitment

° Lack of structure in onboarding

° Costly mistakes by new hires

° Financial penalties from mistakes

° Need for structured onboarding

° Suggestions for improved recruitment
° Suggestions for improved onboarding

Step 3 was generating themes

Collating codes into potential themes:
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1. Theme 1: High costs and inefficiency.
Codes:
° High cost of HR processes
° Inefficiency in recruitment
These codes clearly point to financial and operational inefficiencies, justifying their
grouping under this theme.

2. Theme 2: Lack of structure
Codes:

° Lack of structure in recruitment

° Lack of structure in onboarding

The lack of formal processes in both recruitment and onboarding consistently indicates an
overarching theme of structural deficiencies.

3. Theme 3: Financial impact of mistakes
Codes:

° Costly mistakes by new hires

° Financial penalties from mistakes

Both codes describe the financial repercussions of errors made by poorly trained new hires,
supporting their inclusion in this theme.

4. Theme 4: Recommendations for improvement
Codes:

° Need for structured onboarding

° Suggestions for improved recruitment

° Suggestions for improved onboarding

These codes collectively represent the owners' ideas for improvement of the recruitment
and onboarding processes.

Step 4 was defining and naming themes

Theme 1: High costs and inefficiency

The owners expressed concern over the high costs associated with their HR processes,
highlighting inefficiency in recruitment as a significant problem.

Theme 2: Lack of structure

A major pain point for the owners is the chaotic state of both recruitment and onboarding
processes, which lack any formal structure.

Theme 3: Financial impact of mistakes for our CDEK franchise division
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The lack of proper onboarding results in new hires making costly mistakes, leading to
significant financial penalties for our CDEK franchise division.

Theme 4: Recommendations for improvement

The owners suggested specific improvements, including faster and more cost-effective

recruitment processes and a structured onboarding program.

Step 5: Writing up

Final thematic analysis report:

The analysis of the interview data with the owners of the CDEK franchise division
identified several key problems and potential solutions in recruitment and onboarding processes.

Theme 1: High costs and inefficiency

Both owners expressed frustration over the high costs associated with their current HR
processes. Owner 1 noted that despite significant monthly expenditures, the results are subpar,
with not enough suitable candidates being found for the amount spent. This inefficiency in
recruitment is a major concern for the business.

Theme 2: Lack of structure

The lack of structure in both recruitment and onboarding processes was a recurring theme.
Owner 2 described the situation as chaotic and painful, especially for someone who values CDEK
franchise division. This lack of formal structure leads to operational inefficiency and an
unorganized approach to recruitment and onboarding of newcomers.

Theme 3: Financial impact of mistakes for our CDEK franchise division

The disorganized onboarding process results in new hires making mistakes, some of which
violate company policies. Owner 2 highlighted that these mistakes cost our CDEK franchise
division 150000 rubles in penalties each time they occur. This financial cost highlights the need
for a more structured and efficient adaptation process.

Theme 4: Recommendations for improvement

To address these problems, the owners suggested several improvements. Owner 1
suggested speeding up the hiring process and making it more cost-effective by improving the job
placement system, faster selection and more effective interviews. Both owners agreed on the need
for a structured onboarding program that includes comprehensive training in company policies and

procedures and consistent implementation for all newcomers.
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CHAPTER 3. PROPOSED INSTRUMENTS FOR RECRUITMENT AND
ONBOARDING OF EMPLOYEES FROM BELARUS

3.1 Role profiling as a preparatory stage for instruments for recruitment and
onboarding of employees from Belarus

Before implementing instruments for recruitment and onboarding of employees from
Belarus, it is essential to clearly define the expectations and requirements for candidates for all
positions | need. This will help clearly define the goals and tasks of the position, as well as the
professional and personal qualities required for the role. Role profiling sets the direction for
recruitment overall, helping to structure and understand what qualities to look for in candidates
and how to evaluate them.

First of all, I describe the goal *"Who we are looking for" to describe the candidate in one
sentence: who do we want to find? And describe why we are specifically looking for such a person.
This will set the direction for the search.

For example, for the CX Manager position, | need to find a "friend" for the team who wants
to grow. "Friend" - because they should be a pleasant person. It should be easy to communicate
with them for both clients and colleagues. Wants to grow - because CX is not just support, but a
separate business vertical that requires immersion. There is a stereotype that support is low-skilled
work and easy to get into. | need those employees who are interested in developing in this area
and growing with us.

After that, | describe the tasks/responsibilities of the candidate and define their daily tasks,
as well as priorities in work (Table 4). This is important both for evaluating suitable candidates
and for subsequent successful task execution within the job. It is necessary to describe in my own
words the tasks that the employee will perform.

Table 4

Tasks/responsibilities, daily tasks, and priorities in the work of a CX manager

To address customer issues in the chat The main daily routine

YASLI clients are not the same as CDEK clients, and they
To advocate for customers before CDEK
are needed only by us.

To create an image of logistics and e- ) o )
Manager is a "friend in delivery"
commerce experts

To address negativity with empathy anda  The client knows they can reach out with any request. And

desire to help even if we cannot assist, we will do everything possible.

To reduce churn metric goal of departmental

Source: [Compiled by the author of the final qualifying work]
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Next, I fill in the section "Who | Want to See” (WWS) (Table 5). Based on the goals and
tasks, | write down what qualities the employee should possess, what they should be able to do,
what they should enjoy about the work, and what positions in other companies such people might
work in. I write down 4-5 qualities. These qualities will be assessed at each stage of the funnel.
The type of test to give and the questions to ask at the interview will depend on these qualities.

Table 5
Section ""Who | Want to See" (WWS) for the CX manager
1. he wants to develop in support, and not

] CX — this is not technical support
sit out

) o Principle No. 2. We create a team of motivated, constantly
2. Able to study information independently )
developing employees.

3. Loves helping people There is no place in support without this

4. Knows the rules of correspondence, is We don’t want to blush when reading correspondence with

literate clients

Principle No. 2. We create a team of motivated, constantly
5. Able to work remotely )
developing employees.

Source: [Compiled by the author of the final qualifying work]

In the "CV Review" section (Table 6), criteria are outlined to quickly filter out candidates
based on their CVs, which do not meet specific criteria.

In the job description text, | add a task for the candidate to complete when applying. The
complexity and type of task depend on the WWS and the demand for the vacancy. For example,
for the CX Manager position, | request that candidates include in their cover letter where they
found the job posting. If there is no response, the candidate likely thought:

1. "Obviously, if I'm applying on HeadHunter, then | found the job posting on HeadHunter
- the employer will figure it out.” Or, "If it's obvious to me, then the employer must be stupid to
ask for it — it's not necessary to write."

2. "I'll apply first - then read; I'll see it when they respond.”

Working with such individuals would be challenging.

This method helps us assess:

- Interest: Can | understand if the candidate applies to everything or if there is specific
interest in our vacancy?

- Attention to detail: Did they read the entire job posting?

- Accountability: Did they fulfill the employer's first request?
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- Filtering out those who think they're the smartest and disregard employer requests if they
find them obvious.

This helps speed up the hiring process and minimize risks associated with unsuitable
candidates.

Next, | identify the "stop factors™ in the CV that indicate a candidate is not suitable. Each
criterion is assigned a score, and the number of points for filtering is determined. The higher the
candidate's score, the worse. This is necessary to have clear filtering criteria rather than randomly
selecting CVs.

Table 6
"*Stop factors™ in the CV of a CX manager
why?

40+ is likely to be difficult in a team with young and mb
Age 40+ and 23- (1) PC problems

23- probably won't be reliable

] It's always better with experience than without. Working
No relevant experience (1) ) ] )
with clients is not for everyone

] Remote work is not for everyone, there is a risk that it will
No remote experience (1)
not cope

There are errors in the text (3) CV is a reflection of a person. If you haven't checked for

mistakes, it shows your attitude and level of responsibility.

Changes companies a lot (2) Those who change jobs more than once a year

Nonsense is written, such as “I am the god They are crazy and inadequate
of calls and the king of chats” (3)

Private practice, freelance, sole proprietor  Freelancers live from order to order. It will work until a
currently (2) new client arrives. The sole proprietor goes to the line staff

only to sit out until he finds a new niche

Source: [Compiled by the author of the final qualifying work]

After that, I outline what will be said and asked during the qualification chat/call (Table 7).
If the main tasks of the employee do not involve phone communication, it is better to start the
conversation via chat after receiving the application. If | am looking for a talkative person, for
example, a sales manager, then | ask questions in a short call (voice bot, which will be described
later) for 2-3 minutes. The questions asked in this section depend on the "Who | Want to See"

(WWS) section.
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For example, for the CX Manager position:

To begin, please tell me a little about yourself:

- Describe your experience working with clients.
- Why are you interested in this vacancy?

- How do you think you can benefit us?

This way, | assess the candidate's interest in the vacancy and accountability. I check one or
more qualities from the WWS, filter out inappropriate candidates, and those who cannot articulate

their thoughts.
To evaluate the responses, | outlined "stop factors.” Just like in the CV stop factors, |

determined which answers are definitely not suitable and filter out such candidates.

For example, for the CX Manager position:

Table 7
Qualification chat/call for CX manager
why?

Multiple message response (1) Can't structure a thought

No understanding of text hygiene (1) We need to teach the rules of correspondence

No answer to all questions (1) Inattentive

Asks a question instead of an answer (3) Arrogant, inadequate

Voice message (3) Voice messages are written at the first acquaintance by
people who don't care if it's convenient for the recipient to
listen to it, there will be the same indifferent attitude
towards customers

Source: [Compiled by the author of the final qualifying work]

For the test assignment, | write a short task (Table 8). I specify for myself which WWS
this task verifies. | determine what answers | want to see. The complexity and type of task
depend on the WWS and the demand for the vacancy.

For example, for the CX Manager position:

As a short task, record a screencast for a client explaining how to calculate the cost of
shipping a package on the CDEK.ru website. Upload the screencast to Google Drive and send
the link in your reply message.

If one doesn't know what a screencast and CDEK are, they can Google it in 10 minutes.
This quick task will filter out those who are not willing to spend 30 minutes to join our team. |

29



specifically ask for a screencast because it reflects the task of conveying to clients how to use

their personal account.
Goal: To assess interest = willingness to invest time. We filter out lazy individuals and

candidates with low motivation.
| outline stop factors and assign points to each criterion. The more points, the worse.

Then, | determine the cutoff score.

For CX Manager:
Table 8

Short task for CX manager

why?

In the message in the telegram, the A person will take care of clients: he must understand that
candidate does not write who he is, does not if he just writes to the bos, then I will have to look for him
give a link to the CV (2) among other responses - so he did not take care of me

The screencast is recorded without a voice It is not difficult to record and also shows the level of care

explanation (2)
Source: [Compiled by the author of the final qualifying work]

The final stage is writing the "Who | Want to See" (WWS) questions for the interview
(Table 9). There are general questions for everyone, but for each vacancy, a list of questions needs

to be compiled to determine if the candidate fits the WWS.

| need to write:

- the question

- which WWS we are verifying

- what we roughly expect to hear

To choose the best candidate, | cannot rely on intuition when selecting candidates and avoid

being deceived by candidates.
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For CX Manager:
Table 9

Questions for the interview with CX manager

What am | asking What | want to hear

What is an acceptable time to respond toa  The time depends on the channel of the appeal

client?

Imagine that you came after a lunch break to prioritize, ask clarifying questions, express thoughts

and saw 100 requests from clients. structurally. For example: Is 100 requests a lot or a little?
Apparently, something serious has Are they the same type or different? can I influence the
happened. Your actions? cause of their occurrence? and so

What is your favorite app/website? Tella  he will explain how to a child.
beginner how to use the X function?

3.1 Oh, I got distracted. Tell me again. He will not be angry when he explains 2 times.

What is the difference between working in  There are no differences, there are people everywhere with
b2b and b2c support? their own problems

Source: [Compiled by the author of the final qualifying work]

The questions formulated for the interview are aimed at assessing the candidate's
compliance with the stated requirements and their ability to adapt and solve tasks within the role
of a CX Manager. This allows for a deeper understanding of the candidate and their potential for

successful work in this position.

3.2 Auto-analysis of responses on HeadHunter

In order for candidates to automatically get into the Telegram text bot, which | write about
further in section 3.3 Telegram Text Bot, | turn on the auto-analysis of responses function on
HeadHunter (Fig. 3). This auto-analysis of responses is aligned with the broader trend of
integrating digital instruments and platforms into the recruitment process, as highlighted in
overview of existing approaches towards recruitment and onboarding. Dr. B. Bharathi and Mrs.
K. Saraswathy's reviewed e-recruitment practices (Krishnamurthy & Bharathi, 2022, pp. 167-169),
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their study underscores the transformative impact of such technological integrations, which
facilitate a more extensive candidate pool. Moreover, Koivunen et al.'s examination supports the
use of automated instruments for fast-tracking applications and enhancing brand image (Koivunen
etal., 2022, pp. 503-508). By utilizing the auto-analysis function on HeadHunter, | can ensure that

candidates are efficiently funneled into subsequent stages of the hiring process.

Mo OTBETaM Ha BONPOCH Uepes 4aT-6oTa
26T ®

¥ HAC MHO OTKAWKOB, NOSTOMY NPOUECC 0TBOPA NPOXOAMT Yepes GoTa & Teleg

Kyaa nepesopuTs

TenegonHoe MHTEPEbI

Kakoe coofweHwe oTnpaenTs
3ppascrayire, [Namel!

Uro6sl NpoLecc 0T6Opa NPOX0AMN BLIETPO, Y HAC ecTh GoT-pexpyTep. OTEETLTE Ha BCE BOMPOCH!
Halwero 6012, YTOGbI Mbl MOTNH YaHaT GONbLIE MHBOPMALLMA 0 TEBE 1 NPHIACHTS HA HHTEPBSIO.

He oTnpaenAT: coobuienne

Ecnu He NOAXOAAT NG NapaMeTpam 1 oTeeTam

Kyaa nepesoputs

Orkaa

Kaxoe coofuweHwe 0TNpaBuTs
3ppascrayiTe, [Namel!

BoNbiOe ENacvBo 3a UHTEPEC, NPOARNEHHBIA K BakaHcHi "[Vacancy]”. K COXANEHMWO, B HACTOALLMA
MOMEHT Mbi HE FOTOBbI NPATNACUT BAC Ha NaN5HEALIEE MHTEPBEIO NO 3TOR BakaHCHM. Mbi

Fig. 3 How does auto-analysis of responses work

Source: [Compiled by the author of the final qualifying work]

1. The candidate responds to our vacancy on the HeadHunter website.

Immediately after the response, the bot on the HeadHunter website writes a
message:

We have a lot of candidates, so the selection process goes through a Telegram bot.
Click the "yes" button if you want to continue.

2. If the candidate clicks the "yes" button, the HeadHunter’s bot sends him/her
a message:

Hello, [Name]!

To ensure that the selection process is fast, we have a bot recruiter. Answer all the
questions from our bot so that we can find out more information about you and invite you
to an interview.

Link to our Telegram recruiter bot: t.me/HRCDEKTrecruitment_bot .

With respect,

[HRName]

So the candidate clicks on the link to the Telegram text bot and goes through the

automatic selection process.

32



3. If the candidate clicks the "no" button, the HeadHunter’s bot sends him/her
a message:
Hello, [Name]!

Thank you so much for your interest in the vacancy. Unfortunately, at the moment
we are not ready to invite you for a further interview on this vacancy. We have read your

RESUME carefully and may return to your candidacy when we have such a need.

With respect,
[HRName]

The auto-analysis of responses on HeadHunter processes the candidate's responses,
providing instant reply and next steps to quickly and automatically transfer candidates to my

Telegram text bot (Fig. 4 and Fig.5).
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Mapus! Y1o6bl npouecc otéopa...
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- Cepreit Yymakos

Fig. 4 How does auto-analysis of responses look like in a chat with candidates on the
HeadHunter. Part 1
Source: [Compiled by the author of the final qualifying work]

33



NK L‘laTbl @ Bane;ﬂmnﬁM'a‘r‘sreeuKol X

© Copocutb x Pesiome: Pa3sepHyTb pesiome

JANdHA AHAIUJIBEBHA! “110UBL...
Tumyp BekxaHos

ve * 3apaBcTByiTe,
Tumyp! YTobbi Nnpouecc otbopa... Mpurnawexve
3ppascrsyiite, Banepus!
Anekcanppa Asunosa
- o Yro6bl npouecc ot6opa npoxoaun BbICTPO, y Hac ecTb 60T-pekpyTep. OTBeTbTE Ha BCe
BONPOCHI Halero 60Ta, YTo6bl Mbl MOrNK y3HaTb Gonblue HGopMaLmm o Tebe u
NPUrNacuTb Ha MHTEPBbLIO.

pv ve * 3apascTeynTe,
Anekcanpapa! YTobbl npouyecc...

2 5.!" Exarepuna Cepreesa
fJ & p é : p ; e Ccbinka Ha Hawero 6oTa-pekpyTepa 8 Telegram: t.me/HRCDEKrecruitment_bot.

1pv ue * 3apaBcTBynTe,
ExarepwuHa MasnosHa! YTobbl...

o Banepus MateeeHko 4
2 Coser

IpHi7adlolne ¢ SApescTRYITe, 3ppascteyire! NoHpasuncs kaHaMAaT? Mbl Hawnu AN\ Bac eweé
Banepwus! 4YTo6bl npoyecc otbopa... AP idhes P aHAaLs R M

C yBaxeHveMm,
BopoxuHa ExkaTtepuHa :42 v

Mapus Unosemuesa
- noaRepx

ue » 3apaBcTByiiTe, Mpeanoxexue o pabore ‘ ‘ OTkasaTb ‘ ‘ ‘

Mapus! YTo6bl npoyecc ot6opa... ‘

@ ||

o Cepreit Yymakos

Fig. 5 How does auto-analysis of responses look like in a chat with candidates on the
HeadHunter. Part 2
Source: [Compiled by the author of the final qualifying work]

3.3 Telegram Text Bot

Based on insights from interviews with CDEK franchise division owners, survey feedback
from current employees, and overview of existing approaches towards recruitment and
onboarding, | am creating a Telegram text bot for conducting initial candidate assessments using
Role Profililing before interviews. This automated bot evaluates potential candidates, reducing the
time and resources spent on the recruitment process. | develop the bot on the Twin platform
https://twin24.ai/ The choice of this platform is due to the fact that the owner of our CDEK

franchise division has purchased a Twin company franchise, so we have special cooperation
conditions and reduced usage costs.

The usage cost of the Twin service for us is:

- Cost of a text bot message: 0.15 rubles

- Cost of a voice bot message: 0.15 rubles

The Twin service allows creating both text and voice bots. They can recognize intentions,

intonations, and analyze responses using ChatGPT.
The interview with CDEK franchise division owners highlighted problems in the

recruitment process, such as high costs and inefficiency. Telegram text bot will streamline the

initial assessment phase. It can recognize intentions, intonations, and analyze responses using
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ChatGPT, ensuring only qualified candidates proceed to further stages, while cost of a text bot
message is 0.15 rubles, thus reducing the inefficiencies and high costs mentioned by the owners.

The overview of existing approaches towards recruitment and onboarding supports the
implementation of technological advancements in recruitment. Krishnamurthy & Bharathi (2022)
and Rao (2023) highlight the benefits of e-recruitment, such as reduced time and costs, and the
importance of using digital platforms and instruments like chatbots. The bot leverages these
insights by integrating digital assessments and automating candidate evaluations to enhance
efficiency. Koivunen et al. (2022) and Umbreit (2021) emphasize the effectiveness of chatbots in
recruitment, enhancing applicant quality and brand image, and streamlining recruitment processes.
These findings reinforce the decision to use a telegram text bot for initial candidate assessments.

| developed a bot on Twin myself, and it took 2 working days to create it, because | had
experience creating bots, and | knew how my bot should work and look like.

The visual representation includes various roles and connections, illustrating the workflow
and logic implemented in the bot (Fig. 6). This panel allow me as a developer to design, edit, and
manage the bot's functionalities. | made a bot that asks open-ended questions and multiple-choice

questions and it can analyze responses of candidates.
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Fig. 6 How the developed bot looks like on Twin in development panel

Source: [Compiled by the author of the final qualifying work]

In my account | can see the list of candidates who have successfully passed all stages of the
recruitment process (Fig. 7). The interface includes detailed conversations with each candidate, highlighting

the completion of various stages and providing a streamlined view of the candidate’s progress.
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Fig. 7 How the list of can candidates who have successfully passed all stages of Telegram

text bot looks like
Source: [Compiled by the author of the final qualifying work]

The bot gives important information regarding the recruitment process, providing

instructions (Fig. 8). Candidates receive clear and structured messages, which guide them through

each stage of the application and selection process. By providing clear and structured messages,

the bot ensures that candidates understand what is expected of them.

Q HR CDEK recruitment

Mpueer, 8 HR-6ot komnanuu CDEK Yashino.
51 paboraro HR NOMOWHMKOM.

BNaroAapio Te6a 3a OTKAVK Ha HalLy BaKaHCHIO.

Y Hac NPOLECC HaiiMa BbIMNSANT TaK:

—— 5, POBOT, 3HAKOMAKCH C TOBOI TYT

~— BbINO/HAEWS KOPOTKOE TECTOBOE 3afaHme

== fl Nepeaalo NHOOPMaUNIO Yenoeexy

— cobecenosanme 8 Zoom

— npoxoauws onnauusaemoe obyuenie 5 aHeit

~= NPOXOANWIL ONNAYUBAEMYIO BAANTALMIO

~= @CNK Mbl NOAXOAUM APYT APYrY ~ welcome B KoMaHAy ))

Hanuwwm 8 oTseTHOM coobuieHnn "aa”, ecnm xouews
NPOAOAXMTL

na

[ing Hayana NPUCOEAMHANTECH K HaweMy
KaHany s Telegram, rae Mbi nyGavkyem
WHOOPMAUMIO O CAMOPA3BNTN U
nonesHom otavixe.

Tam perynsapHo NOABNAIOTCA NOCTbI,
OXBaTBIBAIOWIME PAINMUHbIE ChHEPDI: OT
MCKYCCTBA W X066M R0 CaMOPasBUTHS U
3aboTbl 0 300poBbE. Mbi CTpEMUMCR
NPEAOCTABUTL PA3HOOBPA3HbI KOHTEHT,
4TO6bI KaxAblit MOr HAHTH YTO-TO, 4TO
COOTBETCTBYET €0 MHTEpecam u
NPeAnouTEHNAM.

OTAbiXaTh BAXHO, @ OTAbIXATH C NONb3OH
eule saxnee,

Fig. 8 Instructions for candidates in Telegram text bot

Source: [Compiled by the author of the final qualifying work]
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The bot lists the available vacancies and provides clear instructions for the candidates to
follow (Fig. 9). By requesting specific information and offering easy-to-follow prompts. So
candidates are well-informed and can proceed through the necessary steps efficiently, improving

the overall experience and effectiveness of the recruitment process.

Q HR CDEK recruitment

roToso
Ha AaHHbIi MOMEHT Y Hac OCTYMHbI CMIEAYIOWME BAKaHCHM
- MeHepxep no npoaaxam
- KOOpAUHATOP OTlena NPoAax
- no b2b knuentos CA3K
- Byxrantep
Hanuwm MHe B OTBETHOM COOBLLEHHI BaKaHCHIO, KOTOPas
1e6e unTepecra
[V

Pap, 4To cMor Tebs 3auHTepecosartb.
MpyLAM, NoXanyiicTa, B OTBETHOM CCbNKy Ha Google fuck
€O CBOE Pe3iOMe NN CCbINKY Ha pesiome Ha headhunter

hitps://spb.hh.rulvacancy/88262847 .,.cuewo 02:2

Kako# BapuaHT TPyA0yCTPOBATCBa aKTyaneH ans sac:
1) Tonwko no TK PO

2) Camo3aHaToCTh

3) He UMeeT 3HaueHs

B oTBeTHOM COOBLIeHUM HanuwK ceou DUO, Homep
TenedoHa v HUK 8 Tenerpamm

+79215710657
@vvoronina_k

B 0TBETHOM COOBLEHNM OTBETb Ha BONPOCHI:

— ONWWM CBOJ ONbIT PaBoTHI B MPORAXEX?

Fig. 9 How do candidates see available vacancies and questions in Telegram text bot
Source: [Compiled by the author of the final qualifying work]

The bot conducts a qualification chat to assess candidates based on their responses (Fig. 10).

Q HR CDEK recruitment

479215710657

@vvoronina_k
B oTBeTHOM COOBWEHNY OTBETL Ha BONPOCHI:

~= ONWLWM CBON ONbIT PaBoTsl B NPoAaxax?

—= noyeMy Te6s 3auHTepecoBana BaKaHcHa?
—-KaK , KaKyio Nonb3ay HaM
~— Ha30BM 3TNkl NPOAAX

1) Umeio onbiT 8 B2B 1 B2C cdepe , NPUMEHSIO TEXHUKY
npoaax, paboraio ¢ paswbiMu CRM(AMO, Butpukc 24, et
KypcC W apyrue).

2) YMeI0 BECTU NeperoBops, 3aasath NPaBMNbHbie
BONPOCHY, pacnonarars k ce6e, yCTaHaBNMBaTb
TUnosbie

Bo3paxeHus («foporo», «A nogymaio», «¥ Apyrux
Aewesne». «Y HAC eCTb NOCTaBWMK», «[laiiTe CKMAKY»).
OcHoeHble kavecTsa 06y4aemocTb
otBeTcTBeHHOCTb. KEMCDI: konsepcus & Tennbix nuaax 26%,
B2C (npu cpeaHem yeke 60 000 p, oT 3 40 7 NPOAAX B AeHb,
3aKpbiTHe NnaHa Ha 3500 T.p B Mecal, ) 8 B2B xonoaHsix 60
% Npu 3aKpbITHe Ha BCTpevy U 50 % B odnaiite (B2B) keiic
CM 8 npoaaxy npu cpeaHem yeke ot 750 T.p, keiic B2C
cpepHuii Yek 450 Tp. uMkn caenku 3-4 Mecaua, KoNMYecTeo
NPOAGX (MPY 33KPbITHE Ha NNATHYIO BCTPeYy) B Mecal 19 .-
6 Xxopowas

3) 0 " 3an8KH C
OTAMYHOM KOHBEPCHEH.

4) n3secTHbie 5 3Tanos NPoAax, NpueeTCTemne,
KOHTaKTa,
, paborac

caenku.

Criacv6o 3a TeOM OTBETHI,
NPMATHO NO3HAKOMMUTHEA,

Fig. 10 How do candidates see Telegram text bot

Source: [Compiled by the author of the final qualifying work]
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The bot presents candidates with specific tasks or questions to assess their problem-solving
abilities and understanding of the job requirements (Fig. 11). By providing clear instructions and
relevant tasks, the bot ensures a structured qualification process. The responses from candidates
are then used to determine their fit for the role based on predefined criteria.

Q HR CDEK recruitment

NP I ULIIA | MUV G L BUSPUMG AT, DGO M IS

CAenKu.

Cnacubo 3a TeOM OTBETbI,
NPUATHO NO3HAKOMMUTLCA.

Bbibepu 0AHOro U3 KNMEHTOB (MHTepHeT-MarasuH, npoaasel,
Ha MapkeTnnence uau NPoM3BoaUTeNb ToBapos). MpuayMai
oaHy 60nb KNMEHTa N HAaNWLWIK Kak ay Gonb knueHTa pewaer
CA3K. Hanuww ceoe pelueHne B OTBETHOM COOBLIEHUN.

KnueHnT:MHTepHeT marasuH

Bonb: 6onblioe KONMYECTBO AOCTABOK B APYrie ropoaa 1 no
ropoay

PeliieHme: MOXHO BCe OTHECTH B C13K M €C/IW 3TO M0 ropoay
TO NOCBINKY OTBE3YT KNMEHTY WK B GAMKaMWNAA K HEMY CAIK
Ecnu ato no CTpaHe, TO MOXHO Pa3BecTu Nno ropoaam rae
€CTb CA3K, TaK Xe eC/M 3T0 CPOYHO eCThb IKCMPECC oTnpaska

MPoiiAK KOPOTKMIt NCUXONOTMYECKMIA TECT NO CCbINKE U
OTNpasb CKPUHLIOT CBOEro pe3ynbrata B OTBETHOM
coobeHnm:

ttps://psyte

Fig. 11 How do candidates see Telegram text bot
Source: [Compiled by the author of the final qualifying work]

The bot gives short tasks to candidates to assess their problem-solving skills and understanding of
job-related challenges. For example, candidates might be asked to analyze a specific client problem and

suggest a solution. After that, the candidate is given a link to complete a psychological test, further assessing
their suitability for the role based on their results.
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ATy DA RGO TG I RUR Y UL RIS G e

CA3K. Hanuwwu cBoe pelueHne B OTBETHOM COOBLLEHUN

KnueHT:UHTepHeT MarasuH

Bonb: 6onbloe KONMYECTBO AOCTABOK B ApYrie ropoaa 1 No
ropoay

PelueHue: MOXHO BCe OTHECTH B CAIK M €CNU 3TO N0 rOPOAY
TO NOCBINKY OTBE3YT KNUEHTY MW B BAMXKEMLLNIA K HEMY CASK
Ecnv 970 110 CTpaHe, TO MOXHO Pa3BecTy Mo ropoaam rae
€CTb CAIK, TaK e €CNM 3T0 CPOYHO eCTb IKCMPECT OTnpaBska

Mpoiiau KOPOTKMI NCUXONOrMUECKMIA TECT NO CChINKE U
0TNPaBb CKPUHLIOT CBOEr0 pesy/ibTaTa B OTBETHOM
coobuieHnn:

Cnacubo 3a pelweHus TeCTOBOro 3aaaHuns.

Yenosek NPOBEPUT TBOW OTBETbI 1 MPH MONOKUTENBHOM
oreeTe ¢ T06OI CBAXYTCA

Fig. 12 How do candidates see Telegram text bot

Source: [Compiled by the author of the final qualifying work]

1. The bot requests basic personal information from the candidate, such as name, contact
details, and a link to their resume.

2. The bot asks the candidate questions from the "Qualification Chat" section aimed at
assessing their qualifications, skills, work experience, and intentions. This allows for a more
comprehensive understanding of the candidate before conducting interviews and eliminates those
candidates who are not suitable for us.

3. The bot sends the candidate a test assignment.

4. After completing the test assignment, the bot evaluates the candidate's results using
ChatGPT based on pre-established criteria. This automates the process of assessing the candidate's
work quality and reduces the time spent on deciding on their further participation in the hiring
process.

5. In the operator panel, | have a list of candidates who have successfully passed all stages
of Telegram text bot. I can read all the messages in the chats and write messages on behalf of the
bot if | need to. All candidates who successfully passed all stages of Telegram text bot are

automatically proceeded to the first stage of the interview with Voice bot.
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3.4 Voice bot for the first stage of the interview

To candidates who have successfully passed all stages of the Telegram text bot, a voice bot
calls using the candidate's contact information provided in the text bot. This way, the process of
initial assessment and preliminary interviews happens automatically and without pauses.

From the interviews with CDEK franchise division owners, they identified the high cost of
HR processes and the inefficiency in finding good candidates. The voice bot aims to reduce costs
because we don't need to pay the recruiter 20000 rubles per month and the cost of a voice bot
message is 0.15 rubles, by automating the initial interview stage, ensuring that only qualified
candidates proceed further. | developed a voice bot on Twin myself, and it took 2 working days to
create it, because | had experience creating bots, and | knew how my bot should work and look
like.

Based on a overview of existing approaches towards recruitment and onboarding, several
key insights have informed the idea of voice bot for the first stage of the interview. Studies
emphasize the efficiency gains from automated systems, reducing manual tasks, and allowing a
focus on strategic operations (Koivunen et al., 2022, pp. 503-508). Moreover, the importance of
clear communication and comprehensive candidate information is underscored as crucial for
effective recruitment (Islam & Ayan, 2021b, pp. 57-58). Additionally, Alainati's (2022b, p. 30)
study on unconventional recruitment platforms in Kuwait reveals the flexibility, speed, and wide
reach of online recruitment methods. This aligns with using a voice bot for the first stage of the

interview in the recruitment process, making it more accessible and efficient.

How does this process work:

1. The voice bot asks questions to assess the candidate's motivation,
experience, and knowledge.

2. Bot asks questions in the format of solving cases.

3. After asking questions bot provides all details about vacancy, about our
CDEK franchise division and about our onboarding process.

4. After the interview, the bot provides information about those candidates
who are suitable for the second stage of the interview. | can read the transcription of the
interview and listen to the audio in order to evaluate the bot's performance, verify the

accuracy of the responses, and ensure the quality of the candidate's answers.

As a result, | have a list of candidates who have successfully passed the initial assessment
and the first stage of the interview with the bot and are suitable for the second stage of the interview

with me. If I need to hire 2 managers for our team, during the second stage of the interview, | select
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5 candidates who will undergo training. |1 choose more candidates for training than needed for
hiring because based on my experience, when | selected exactly 2 people, after training, we ended
up with 0 because CDEK has its own internal systems, programs, and documents that are quite
complex and not suitable for everyone. Considering the complexity of internal systems, programs,
and documents of CDEK, it is preferable to train additional candidates to minimize the risk of

temporary and personnel losses.

3.5 The onboarding process

The onboarding process is based on insights from interview with CDEK franchise division
owners and overview of existing approaches towards recruitment and onboarding. Based on
insights gathered from the interview with the CDEK franchise division owners, it became clear
that the current recruitment and onboarding processes are fraught with high costs, lack of structure,
and inefficiencies leading to costly mistakes. Owner 1 highlighted the excessive spending on HR
processes without yielding satisfactory results, while Owner 2 emphasized the chaos and lack of
structure in onboarding, resulting in bad trained employees who make expensive mistakes. These
observations have directly informed the development of the following structured and efficient
onboarding process, aiming to address these problems. I developed the onboarding process myself
and it took 20 working days to create schedule for sales manager, sales department coordinator,
accountant and customer support manager (CX manager), each of them have their own schedule
depending on what is important for that position in our CDEK franchise division.

Overview of existing approaches towards recruitment and onboarding emphasize the
importance of structured onboarding programs that include personalized training, continuous
mentorship, and early evaluations (Rickardo & Daniele, 2023; Godinho et al., 2023b).
Additionally, the integration of digital instruments and face-to-face interactions has been identified
as essential for effective onboarding (Haave et al., 2023b; Petrilli et al., 2022). Lanipekun et al.
(2023b) highlighted the importance of training and development programs in enhancing employee
engagement and performance. With these insights, the following onboarding process has been

developed to make integration of new employees.

The onboarding process consists of:

1) Training, which lasts for 5 working days.

The training period lasts for 5 working days. During this time, newcomers study
information according to a pre-established schedule using provided materials, such as videos,

presentations, documents and assessments (Table 10). Newcomers have daily calls with the team
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lead to discuss questions and apply the acquired knowledge in practice. This period is compensated

at 1000 rubles per day, regardless of the position.

day 1

Getting to know CRM.

goal Column analysis.
CDEK - how it works
COURSE

9:00 -

10:30
The way of the parcel
COURSE
WHAT IS ITYCK?
LINK+ caitn B 1T
Basic rules of work in
CRM VIDEO

10:30 -

12:00
The "Manager is
appointed” stage VIDEO
The "You can't write a
WMD" stage of the Video

12:00 -

13:00

The "Release by ITYCK"
VIDEO

Training for the position of sales department coordinator

goal

9:00 -
13:00

13:00 -
14:00

14:00 -
15:00

15:00 -
16:00

16:00 -
17:30

day 2

Familiarization with the
“Counterparty" sections in
OKS5.. Verification of the
counterparty. Introduction
of OMIIL.

Get acquainted with the
resources for checking
clients by LINK

Checking the counterparty
PRESENTATION

Getting to know the
counterparty section +
filling out cards VIDEO

Getting to know OMII.
PRESENTATION

Task: It is necessary to
check the client, is it
possible to hire him? If
not, why not? Specify the
client's LC. INN:
623401127866 and
1832116802. Send the
answer to the curator's

personal account

Break

The Employee section
COURSE

Get acquainted with a
videos LINK

day 3

Familiarization with the
“Contract" section.
Creating a contract.

Document automation.

goal goal
9:00-  The benefits of 9:00 -
10:00 concluding a contract 10:00
COURSE
10:00 - 10:00 -
11:30 11:30
Getting to know the types
of contracts. COURSE
11:30-  stages of the
13:00
agreement.PRESENTATI
ON
13:00 - 11:30 -
13:30 13:30
Creating a contract for the
self-employed. COURSE
13:30-  The creation of the 13:30 -
14:00  contract COURSE 15:00
15:00-
Break
18:00
14:00-
14:30
The creation of the
contract. COURSE
14:30-
15:00

Making contracts with
foreign clients COURSE

day 4

Working with the lead.
Blocking the contract.
Making changes.
Marketplace and
payment.

Payment COURSE

Delivery to the
marketplace COURSE

Fulfillment COURSE

Meeting with the team
leader. Let's go into
CRM self-lead
processing +

debriefing

Break

Repetition of the
previous material,
preparation of the
workplace (links, sites,
templates), repetition
of the ITYCK

Table 10

day 5

goal Practice in CRM/EK5

Open crm. We are working on

new lines.
10:00 -
Intern 1+2
11:30
11:30 -
12:30
Intern 3+4
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https://univer.cdek.ru/learning/course/95
https://docs.google.com/document/d/1ViRV_fIZaAJNXjUdqfOcs997Xw62cPZzigNjaYIRyRs/edit?usp=sharing
https://univer.cdek.ru/learning/course/55
https://univer.cdek.ru/learning/course/31
https://univer.cdek.ru/learning/course/230
https://docs.google.com/presentation/d/1ozuzFReS42qHb__mopHALOy0H7Te-iNe/edit?usp=sharing&ouid=111017982190440075757&rtpof=true&sd=true
https://univer.cdek.ru/learning/course/161
https://univer.cdek.ru/learning/course/132
https://docs.google.com/presentation/d/1W4ZmB9A_OptN49eM6EX-Dr2-j3I03xRN/edit?usp=sharing&ouid=111017982190440075757&rtpof=true&sd=true
https://drive.google.com/file/d/1JYPL4qf-XLTxUSySHcIff-hfkvAUWfBO/view?usp=sharing
https://docs.google.com/presentation/d/135GFxIsZSBmNOjwRJpBfpukO_MMY69ZY/edit?usp=sharing&ouid=111017982190440075757&rtpof=true&sd=true
https://docs.google.com/presentation/d/135GFxIsZSBmNOjwRJpBfpukO_MMY69ZY/edit?usp=sharing&ouid=111017982190440075757&rtpof=true&sd=true
https://univer.cdek.ru/learning/course/348#description
https://drive.google.com/file/d/1UBbIwbAQ_t9f-uox5T-MH10LnvoFO4jl/view?usp=sharing
https://docs.google.com/presentation/d/1mfy4x6ybn0n5DVYPKH2VkSCUFaDJzdHz/edit?usp=sharing&ouid=111017982190440075757&rtpof=true&sd=true
https://univer.cdek.ru/learning/course/157
https://univer.cdek.ru/learning/course/239
https://drive.google.com/file/d/1kmfErzf8apd5fgyAloODQ1JhIdQkK7Y7/view?usp=sharing
https://univer.cdek.ru/learning/course/94
https://univer.cdek.ru/learning/course/240
https://drive.google.com/file/d/1-cMXGk29eu65zKkq_WJCYQtWmXnMXKmI/view?usp=sharing
https://taplink.cc/kop.cdek
https://univer.cdek.ru/learning/course/447

13:00 -

14:00

14:00 -

15:00

15:00 -

18:00

How do I make the first
contact? Types of
communication via
Bitrix24.
PRESENTATION

Break

The " OMIT is written""
VIDEO

The "Full questionnaire
received" stage VIDEO

The stage “The contract is

not ready" VIDEO

17:00 Meeting with the

team leader and getting to

know each other. LINK

17:30 -
18:00

Take the test (send a 15:00-
screenshot with the results 15:30
in private messages to the

curator) TEST

15:30-
17:00

17:00 -
18:00

Self-employed in the
Republic of Kazakhstan
and the Republic of
Belarus. COURSE

What is Document
automation and how to
work with it? COURSE

What is an audit and how
to avoid it? LINK

Making changes to the
counterparty. Help
Blocking the contract.
Reference

Meeting with the team
leader, answers to

questions

Source: [Compiled by the author of the final qualifying work]

Continuation of the Table 10

HpoiitT

M TecT

How I select 2 people out of 5 to join our team after training:

After the exam, the
final test will be

waiting for you :)

TEST

https://docs.google.co
m/document/d/1ZE5n
DCO02RuPoac453Ej0H
7dw_5cLjSWuRbuV2
MuQ35M/edit

| assess engagement in the training, ability for self-study, absence of careless errors, and

also test knowledge through two assessments. If | observe interest, attention, and good results in
training, even with limited positions available for the given role, 1 may offer alternative

development opportunities within our CDEK franchise division for other positions that would be
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https://docs.google.com/presentation/d/1aRxnbe3jvIk2sB73mQpq5QYo10MkIBiB/edit?usp=sharing&ouid=111017982190440075757&rtpof=true&sd=true
https://www.testwizard.ru/test.php?id=180555
https://univer.cdek.ru/learning/course/159
https://univer.cdek.ru/learning/course/174
https://drive.google.com/file/d/1-ts6NiIYtPFKicUY0QHDFcinpx1Tg-Oc/view?usp=sharing
https://docs.google.com/document/d/1ADBGiHSRyC3EWg7EMhA4Nti-LGHemWUZ9V1jAUHEQ-w/edit?usp=sharing
https://drive.google.com/file/d/1-MKRMUZRLI3Xhdni6xsioWZ1Ndmputq2/view?usp=sharing
https://docs.google.com/forms/d/e/1FAIpQLScWwYG0C2g2XfSVWdjvXYauO7pwhIIKowDi8thApH9ssFaChQ/viewform?usp=sf_link
https://drive.google.com/file/d/1bcnl-iMbKAyKhbdSPqIVHIodTO4ts7mK/view?usp=sharing
https://meet.google.com/raw-vreo-sfv
https://docs.google.com/document/d/1ZE5nDC02RuPoac453Ej0H7dw_5cLj5WuRbuV2MuQ35M/edit
https://docs.google.com/document/d/1ZE5nDC02RuPoac453Ej0H7dw_5cLj5WuRbuV2MuQ35M/edit
https://docs.google.com/document/d/1ZE5nDC02RuPoac453Ej0H7dw_5cLj5WuRbuV2MuQ35M/edit
https://docs.google.com/document/d/1ZE5nDC02RuPoac453Ej0H7dw_5cLj5WuRbuV2MuQ35M/edit
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interesting for both newcomers and us. | value collaboration with proactive, goal-oriented

individuals and are interested in their contribution to our CDEK franchise division.

Conditions under wh

1. If the individual scores less than 80% during assessments.

ich training is not compensated:

2. If the individual completes the training before the scheduled date.

3. If the individual fails to complete the tasks provided during training.

4. If the individual is more than 5 minutes late for meetings with the team lead.

2) Adaptation period, which lasts for 10 working days (2 weeks).

During the adaptation period, newcomers begin to independently perform the majority of

their work tasks but can still ask questions to the team lead.

The adaptation period

is compensated as follows:

- 1000 rubles for support managers and accountants

- 1500 rubles for sales managers and sales department coordinators

- 2500 rubles for managers and team leads

After the adaptation period, | identify 2 individuals who we enter into a contract with, and

they fully handle all work tasks independently.

3.6 Resources required for implementation

Table 11 details the initial investments required to set up various components of the

recruitment and onboarding processes for our CDEK franchise division. These expenses are

essential for creating role profiles, developing instruments, and establishing onboarding schedules.

Each task’s financial cost and the time required are carefully calculated to ensure a smooth and

efficient implementation (Table 11).

One-time expenses for implementation

Table 11

Money spent

Time needed

In order to make Role profiling
of:

1. Sales manager

30000 rubles

17 working days
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Continuation of the Table 11

2. Sales department
coordinator
Accountant

4. Customer support

manager (CX manager)

schedule for:
1. Sales manager

2. Sales department
coordinator
Accountant

4. Customer support

manager (CX manager)

In order to make Telegram text | 10000 rubles 2 working days
bot

In order to make Voice bot 10000 rubles 2 working days
In order to make onboarding 25000 rubles 20 working days

In total

75000 rubles

41 working days

Source: [Compiled by the author of the final qualifying work]

Table 12 presents the recurring costs associated with maintaining the recruitment process.

These fixed costs include expenses for posting vacancies, utilizing instruments, and the

recruitment-related portion of the HR director's salary (Table 12).

Fixed costs for implementation

Table 12

Money spent

Time needed

Post a vacancy on the
HeadHunter

41320 for 10 vacancies of
Standard+
41320/10=4132 per one vacancy

1 minute

For using Telegram text bot on

Twin during recruitment process

1000 rubles on average per

month

It doesn't take human time
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Continuation of the Table 12

For using Voice bot on Twin 500 rubles on average per month | It doesn't take human time

during recruitment process

My salary only for recruitment | 15000 rubles per month 5 hours
as a part of my salary

In total 7132 rubles 5 hours

Source: [Compiled by the author of the final qualifying work]

3.7 Implementation implications for conversion, timing, financial outcomes,
cohesiveness of working processes
Section 3.7 provides evaluation implementation implications for conversion, timing,

financial outcomes, cohesiveness of working processes.

3.7.1 Survey newcomers for application feedback

To evaluate the user experience of the applied instruments a survey was conducted among
newcomers (Results of a survey are attached in the Appendix, Fig. fig 25-36, Table 17). The survey
shows that the ease of use of the Telegram text bot received an average rating of 4.86 out of 5,
where 42 people put 5 out of 5 points, 6 people put 4 out of 5 points and 1 person put 3 out of 5
points. Positive feedback highlighted quick responses (mentioned 14 times), convenience and
availability (mentioned 6 times), a modern technology impression (mentioned 3 times), and no
long waiting times (mentioned 5 times). Negative feedback was minimal, with a few mentions of
long response times and a preference for human interaction.

Communication with the voice bot also got high points, with an even higher average rating
of 4.96 out of 5, because 44 people put 5 out of 5 points, 4 people put 4 out of 5 points and 1 person
put 3 out of 5 points. Positive feedback emphasized a quick and efficient process (mentioned 8
times), clear and structured communication (mentioned 4 times), and no need for human
interaction (mentioned 5 times). There were no significant complaints overall. The key takeaways
from these findings indicate very high overall satisfaction with minimal problems reported. Both
bots were appreciated for their speed and convenience, though there are minor concerns about
occasional slow responses and a desire for human interaction options.

Additional analysis of the voice bot showed positive feedback for natural and human-like
communication (mentioned 12 times), a quick and efficient process (mentioned 9 times), flexibility

in scheduling (mentioned 4 times), and friendly and clear communication (mentioned 5 times).
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Negative feedback was minimal, with few mentions of the bot not answering all questions and a
preference for human interaction.

The informative materials received an average rating of 4.98 out of 5, where 46 people put
5 out of 5 points, 3 people put 4 out of 5 points. Support from team leads and managers was
reported as sufficient by 96% of respondents (47 people), with only 4% (2 people) reporting
insufficient support. It shows very high satisfaction with both bots and onboarding materials,
noting the major advantages of efficiency and convenience. Minor improvements could include
addressing bot response concerns and incorporating more human interaction options. During
onboarding, the majority of participants felt they received sufficient information. Examples of
feedback included phrases like "Bcero xBatmmo" (everything was enough), "Obuto Xoporee
obyuenue" (it was good training), "Bcro HyxHYy10 HHpopmaruio MHe naim” (I was given all the
necessary information), and "undopmarnus Obuia goctatouna" (the information was sufficient).
Most participants did not suggest any changes to the onboarding process, indicating high
satisfaction. Feedback included phrases like "Bce 6bu10 XOpoio, Heuero no0aButh" (everything
was fine, nothing to add), "ue 3nar" (I don’t know), "3arpymustocs orBetuts" (I find it difficult
to answer), and "He Hy)xHbI H3MeHeHus" (no changes needed). These key takeaways highlight a
well-structured and effective onboarding process, with minimal suggestions for improvement,
though there is a minor suggestion for more individual support calls.

The first month posed some challenges, with PUSK (ITYCK) being mentioned as
challenging initially, though training helped, and the new program (3K5) being mentioned for
complexity, but quickly resolved. Most participants found the information clear and accessible.
Emotions during the first month were predominantly positive, with feelings of joy, motivation,
satisfaction, and pride being common. Specific emotions included trust, optimism, enthusiasm,
inspiration, and a sense of belonging.

The survey results show a high level of satisfaction with the onboarding process,
communication with bots, and the work environment. While there were minor concerns such as
occasional slow bot responses and a preference for human interaction, these were outweighed by
the overwhelmingly positive feedback. The findings demonstrate the effectiveness and positive
impact of the telegram text bot, voice bot for the first stage of interview and the onboarding

process.

3.7.2 Thematic analysis of interview with CDEK franchise division owners for

application feedback

| conducted an interview with CDEK franchise division owners and did thematic analysis

in order to gain information about efficiency, costs and their feedback. This thematic analysis
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process of the interview involved: familiarization, coding, generating themes, defining and naming

themes, and writing up.

Step 1 was familiarization

| transcribed the interview (Interview transcription with CDEK franchise division owners
for application feedback is attached in the Appendix) to ensure a thorough understanding of the
content. This step involved immersing oneself in the data by repeatedly reading the transcripts to

become deeply familiar with the content.

Then step 2 was coding, these codes represented key problems and observations raised by
the interviewees.

Codes that I identified:

- Positive impact of new systems

- Cost reduction

- Efficient onboarding process

- Elimination of expensive mistakes

- Improved employee satisfaction

- No need for further changes

Step 3 was generating themes
Theme 1: Positive impact and efficiency
Codes:
° Positive impact of new systems
° Efficient onboarding process
These codes clearly indicate the overall positive effect and increased efficiency brought by
the new systems.
Theme 2: Cost reduction
Codes:
° Cost reduction
° Elimination of expensive mistakes
These codes reflect the significant reduction in costs and the financial benefits of avoiding
mistakes.
Theme 3: Improved employee experience
Codes:

° Improved employee satisfaction
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This code represents the positive feedback and increased engagement from new hires.

Theme 4: Stability and satisfaction with current systems
Codes:
° No need for further changes
This code suggests that the current systems are meeting the owners' expectations without
requiring further adjustments.

Step 4 was defining and naming themes

Theme 1: Positive impact and efficiency

- The new recruitment and onboarding systems have significantly streamlined processes,
resulting in increased efficiency and positive overall impact.

Theme 2: Cost reduction

- The implementation of new systems has led to a substantial reduction in costs and
elimination of expensive mistakes.

Theme 3: Improved employee experience

- The structured onboarding process and the use of technology have led to increased
satisfaction and engagement of newcomers.

Theme 4: Stability and satisfaction with current systems

- The current systems are performing well, with no need for further changes as they meet

the company's requirements effectively.

Step 5: Writing Up

Final thematic analysis report

The analysis of the interview data from the owners of the CDEK franchise division
identified several key benefits and stability in the newly implemented recruitment and onboarding
processes.

Theme 1: Positive impact and efficiency

Both owners highlighted the positive impact of the new systems, particularly the use of the
Telegram text bot and the voice bot, which have streamlined the processes. This has led to
increased efficiency in both recruitment and onboarding.

Theme 2: Cost reduction

The implementation of new instruments has reduced monthly expenses from about 100000
rubles to 7000 rubles, and the structured onboarding eliminated costly mistakes of newcomers,

which reduced penalties to zero and had a positive impact on our finances.
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Theme 3: Improved employee experience

Feedback from newcomers indicates a positive reception to the structured onboarding. The
use of technology in the initial recruitment stages has made the process smooth for new employees.

Theme 4: Stability and satisfaction with current systems

Both owners are satisfied with the new recruitment and onboarding instruments, they do
not see a need for further changes. The systems are performing well, meeting the company's needs
effectively.

Conclusion

This thematic analysis highlights the significant improvements and benefits brought about
by the new recruitment and onboarding processes at CDEK, emphasizing the positive impact on
cost efficiency, operational effectiveness, and employee satisfaction. The current systems are

stable and satisfactory, with no immediate need for further changes.

2.7.3 Implementation implications:

The table 13 shows evaluation implementation implications for conversion, timing,
financial outcomes, cohesiveness of working processes. The data is segmented into "Before™ and
"After" to highlight the changes through the implementation (Table 13).

Table 13

Evaluation implementation implications for conversion, timing, financial outcomes,
cohesiveness of working processes

Before After

Conversion on the HeadHunter | 5-9% 18-26%
from viewing the vacancy to

responding

How much money we spend per | 94132 rubles that we need to pay | 75000 rubles that we need to pay
month on employee search if | every month once
need to fill one type of vacancy 7132 rubles that we need to pay

every month

How much money we spend per | 94132*12 = 1129584 rubles 75000+(7132*12) = 160584
year on employee search if | rubles
need to fill one type of vacancy

every month
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Continuation of the Table 13

The process of finding one | 2 months 1 week
employee who fits our principles

takes

The onboarding process takes 1 month (22 working days) 5 working days Training part + 2
weeks (10 days) adaptation part =
15 working days in total

Money that we pay for mistakes | 300000 rubles per month 0 rubles

as penalty sanctions in favor of
the managing company of
CDEK

Source: [Compiled by the author of the final qualifying work]

The following data presents detailed statistics on the conversion rates from viewing
vacancies to responses on HeadHunter, a leading online recruitment platform, as of December 25,
2023 (Screenshots are attached in the Appendix, Fig. 37-41). For example:

- 951 views, 122 responses, conversion rate is 12,8%

- 5166 views, 1187 responses, conversion rate is 23,0%

- 1440 views, 223 responses, conversion rate is 15,4%

- 334 views, 62 responses, conversion rate is 18,5%

Tables 14 and 15 present an analysis of conversion at various stages of the candidate selection
process, starting from the initial response to the qualification chat in Telegram to the successful
completion of the adaptation period. The data is collected as of January 15, 2024 and March 20,
2024 and demonstrates the effectiveness of each stage of the recruitment process, including the
number of responses received, test assignments conducted, interviews conducted and the final
number of candidates who have started training and successfully completed adaptation (Table 14
and Table 15).

Table 14

Conversion as of January 15, 2024

Sales Department Coordinator
The selection stage

quantity conversion rate %

Goal 2

Number of responses in HH 641 100%
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Continuation of the Table 14

The number of respondents to
the qualification chat in

Telegram text bot

31

5%

The number of test assignment

received in Telegram text bot

10

32%

Number of interviews

conducted by voice bot

90%

The number of candidates who
have entered the training

44%

Total conversion rate %

0,62%

Number of people on
adaptation

Number of people who
successfully passed adaptation

period

Source: [Compiled by the author of the final qualifying work]

Conversion as of March 20, 2024

Table 15

guantity conversion rate %
Goal 2
Number of responses in HH 465 100%
The number of respondents to
the qualification chat in 219 47%
Telegram text bot
The number of test assignments
o 127 58%
received in Telegram text bot
Number of interviews
) 23 18%
conducted by voice bot
The number of candidates who
o 6 26%
have entered the training
Total conversion rate % 1,30%
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Continuation of the Table 15

Number of people on

) 4
adaptation
Number of people who
successfully passed adaptation 2

period

Source: [Compiled by the author of the final qualifying work]

The implementation of recruitment and onboarding instruments has positive outcomes for
the CDEK franchise division. The transformation is evident in several key areas, including
conversion rates, financial savings, time efficiency, error reduction, and the overall effectiveness
of the onboarding process.

Before the implementation, the conversion rate from viewing the vacancy to responding
was between 5-9%, now conversion rate improved to 18-26%. Financial savings have also
changed. Previously, the monthly expense for finding a one type of vacancy was 94132 rubles,
with new instruments, this cost has been reduced to 7132 rubles. This significant reduction in
recruitment expenses demonstrates the financial efficiency gained through the use of automated
and structured processes. Time efficiency has improved as well, because the duration of finding a
suitable candidate has been shortened from 2 months to 1 week.

Moreover, the onboarding process was 1 month (22 working days), while now its a 5
working days training part followed by a 2-week (10 days) adaptation period, totaling 15 working
days. In addition to the reduction in the number of days of onboarding, now | solve one of the
critical problems that we had was the frequency of mistakes made by newcomers, which often led
to financial penalties. Previously, we paid 300000 rubles per month in penalty sanctions paid to
the managing company of CDEK due to these mistakes based on information gained from
interview with CDEK franchise division owners. During the interview | asked them to look at
these financial expenses. New onboarding process has successfully eliminated these errors,
reducing the penalty costs to O rubles per month. In conclusion, the integration of these new

instruments has positive results.
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CONCLUSION

The goal of this consulting project was to develop and implement instruments for
recruitment and onboarding of employees from Belarus in the CDEK franchise division as well as
to evaluate the outcomes of implementation.

This goal was achieved through reviewing CDEK franchise division activities, reviewing
the current situation regarding recruitment and onboarding in the CDEK franchise division,
including interviews with the owners of this franchise division and surveys of current employees
for feedback about the onboarding process they had, overviewing existing approaches towards
recruitment and onboarding, developing and applying new instruments for recruitment and
onboarding, surveying newcomers for application feedback, interviewing CDEK franchise
division owners for application feedback, and evaluating implementation implications for
conversion, timing, financial outcomes, and cohesiveness of working processes.

A review of CDEK franchise division activities and current recruitment and onboarding
practices was conducted. This involved interviews with the owners of the CDEK franchise division
and surveys of current employees to gather feedback about their onboarding experiences. This
initial review highlighted problems such as high costs, inefficiency, and lack of structure in the
recruitment and onboarding processes. To solve these problems, existing approaches were
overviewed towards recruitment and onboarding. The insights gained from this overview informed
the development and implementation of new instruments, including a Telegram text bot, voice bot
for the first stage of interviews and onboarding process.

The new instruments were then developed and applied to the recruitment and onboarding
processes. The Telegram text bot is used to conduct initial candidate assessments, the voice bot is
the first stage of interviews, and onboarding process was made with training, which lasts for 5
working days and adaptation period, which lasts for 10 working days (2 weeks).

The evaluation of these new instruments showed improvements in several key areas.
Conversion rates from vacancy views to candidate responses increased from 5-9% to 18-26%. The
cost of recruiting one employee was reduced from 94132 rubles per month to one-time expenses
for implementation of 75000 rubles and fixed costs for implementation of 7132 rubles,
demonstrating decrease in costs. The time taken to hire suitable candidates decreased from 2
months to 1 week, allowing to adapt more swiftly to staffing needs. The onboarding process was
also streamlined from 1 month (22 working days) to 15 working days, comprising a 5-day training
period and a 10-day adaptation period. This new process not only reduced the onboarding time but
also improved, as evidenced by the elimination of costly mistakes previously made by newcomers.
The penalty costs, which amounted to 300000 rubles per month due to these mistakes, now penalty

costs are O rubles.
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Feedback from newcomers indicated high satisfaction with the new processes. The ease of
using the Telegram text bot received an average rating of 4.86 out of 5, and the voice bot received
an average rating of 4.96 out of 5. Additionally, 96% of new employees reported receiving
sufficient support from team leads and managers during their first month.

Interviews with the owners of the CDEK franchise division confirmed the positive impact
of the new instruments. They noted improvements in cost and time of the recruitment and
onboarding processes.

The implementation of the new recruitment and onboarding instruments resulted in
improvements in efficiency and cost reduction. These changes optimized the HR functions within
the CDEK franchise division, enhanced employee satisfaction and reduced operational risks

associated with onboarding mistakes from newcomers.
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APPENDIX

A document stating that | work in CDEK franchise division signed by the owner of the CDEK

franchise division

_J
CD=
== CJI9K RU, Sumno, bak,

nocénok Swmno, 1, YASI
Ten: +79626850795

10 mapTa 2024

CITPABKA
Hacrosuunm noarsepsxaaem, uto Bopounna Exarepuna Anekcanaposna «19»
anpenst 2023 roga 6buta npunsara Ha padoty B UIT SI3bikoB Oner Hukonaesny,
o¢puc komnanuu C/IDK RU, Summno, bak, nocénok SAwmnno, 1, YASI, B
HacToslIee BpeMst 3aHuMaeT J0/uKHOCTh «HR aupextopy.
WII S3bikoB Oner Huxonaesny, opuc komnauun CADK RU, Smuno, Bk,
nocénok Summuno, 1, YASI s1o (ppanyaii3snHroBoe nojpas/esieHne KOMmaH|uu
CJIDK.
CnpaBka jaHa Juist Ipe0CTaBICHHS 110 MeCTy TpeOOBaHusL.

SA3vikos Oner

@ CD=i

CDEK RU, Yashino, Back,
Yashino settlement, 1, YAS1
Phone number: +79626850795

March 10, 2024

CERTIFICATE
This is to certify that Ms. Voronina Ekaterina has been actually working for Sole
Proprietor Yazykov Oleg Nikolaevich, office of CDEK RU, Yashino, Back,
Yashino settlement, 1, YASI is a franchise division of CDEK as of April 19, 2023.
Currently, her job title is “HR director”.
IP Yazykov Oleg Nikolaevich, office of CDEK RU, Yashino, Back, Yashino
settlement, 1, YASI is a franchise division of CDEK.
This certificate is issued for submission upon request.

S3bikos Oner

<[//"”’ \
A=\’ ki )

Fig. 14 document stating that | work in CDEK franchise division signed by the owner of the

CDEK franchise division

Source: [Compiled by the author of the final qualifying work]
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Conversion on the HeadHunter from viewing vacancies to responses as of October 25,
2023.

CTtaTucTHKa 3a 2 Heplenu

705 56 79%

MpocmMmoTpbl OTKNUKK KoHBepcus

MocmoTpeTb Ha rpaduke

Fig. 15 Conversion on the HeadHunter from viewing vacancies to responses as of October
25, 2023. Part 1
Source: [Compiled by the author of the final qualifying work]

CTaTUCTHKa 3a 2 Hegenu

202 1" 5,4%

MpocmoTpbl OTKAWKHK KoHBepcusa

NocMoTpeTh Ha rpadpuke

Fig. 16 Conversion on the HeadHunter from viewing vacancies to responses as of October
25, 2023. Part 2
Source: [Compiled by the author of the final qualifying work]

CTaTUCTHMKa 3a 2 Hepgenn

1269 18 9,2%

MpocMOoTpbI OTKNUKK KoHBepcus

MocMOTpeTh Ha rpapuke

Fig. 17 Conversion on the HeadHunter from viewing vacancies to responses as of October
25, 2023. Part 3
Source: [Compiled by the author of the final qualifying work]

Interview transcription with CDEK franchise division owners in order to review the
current situation regarding recruitment and onboarding

Me: Thanks for sitting down with me today. Can you share your thoughts on which
problems do we have now in recruitment and onboarding?

Owner 1: You know, one of the biggest headaches for me is the high cost of our HR

processes. We're spending a lot every month, but the results aren't great. I don’t like spending so
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much on a not so efficient process, because we don't get enough good candidates for what we're
spending.

Owner 2: | agree with that, we need to reduce costs on that. Well, | can also add that we
don’t have any structure to our recruitment or onboarding processes, NOw its a chaos. For me as a
person who likes structure in everything, its very painful to see this chaos.

Me: How does this lack of structure affect our operations?

Owner 2: When we finally do hire someone, onboarding is a mess. New employees don't
get the training they need, so they make mistakes. These mistakes can be really costly, especially
when they violate our policy about not working with other courier companies.

Me: Can you talk more about the financial impact of these mistakes?

Owner 2: Sure, these mistakes cost 150000 rubles in penalties, and we have a new rule that
for each mistake we need to pay such a penalty, so we need to fix it somehow.

Me: Can you please now check how much concretely we spend every month on this
penalty.

Owner 2: Sure, wait. Now we spend 300000 rubles per month for these penalties. So we
need a more structured onboarding process to make sure new hires understand our rules from day
one.

Me: What can we change to solve these problems?

Owner 1: We need to make the recruitment faster and spend less. Better job postings,
quicker screening, and interview processes would help a lot. We need to cut down on the time and
money it takes to find the right candidates.

Me: What about the onboarding process? What changes would make the most impact
there?

Owner 1: We definitely need a more structured onboarding program. Maybe
comprehensive training on our policies and procedures, maybe more meetings with Ksenia.

Owner 2: Yes, we need to do something that we will use for all new employees and we will
not change it everytime we need to do onboarding for new employees.

Me: Thanks for your insights.

Owner 1 & Owner 2: Thank you, Katya. We're looking forward to seeing the

improvements.
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Survey of the current employees for feedback about the onboarding process they
had:

IO copy

Ha cKonbKo Tbl OLeHWBaeLlb MHHOPMATUBHOCTb Npe3eHTaLuin/MaTepuasnos,
KoTopble Tebe fJaBanu, KOrAa Tbl TONbKO NpuLien/npuiina B komnauuio? (rae 5
uAeanbHo, a 1 yxacHo)

8 responses

[ N
@92

[ X
®5

Fig. 18 Question 1 of the survey of the current employees for feedback about the
onboarding process they had
Source: [Compiled by the author of the final qualifying work]

Bbino nu y Te6A AOCTAaTOMHO NOAAEPKKHM CO CTOPOHBI TUMNUAO0B/PYKOBOAUTENE! B LD Copy
nepeblil MECAL, B KOMNaH1K?

8 responses

®na
® Her

N

Fig. 19 Question 2 of the survey of the current employees for feedback about the

onboarding process they had
Source: [Compiled by the author of the final qualifying work]

Kako# GopmaT 06yyeHns Bo Bpems aganTalumn Tbl CUMTALLb HAUYULLINM? D copy

8 responses

@ C KOHKPETHbIM pacnicaH1eM, 3apaHee
NOAFOTOBRNEHHLIE MaTepuantl +
CO3BOHBI C THMITHAOM

@ MonHocTbIo CaMOCTORTENbHOS
0ByyeHue 6e3 CO3BOHOB C TMMAIMAOM
OHNaiH CO3BOHL! C THMIMAOM

Fig. 20 Question 3 of the survey of the current employees for feedback about the
onboarding process they had
Source: [Compiled by the author of the final qualifying work]
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Kakoi uHdopmMaLmK He XBaTUNO BO BPEMA TBOEH afanTaluu, KOrga Tel TONBKO NpULWEn/npuwna
B KOMMaHUo?

8 responses

Bce 66110 Xa0TWU4YHO, MHE NPOCTO NpUCNanu CCbINKW Ha AOKYMEHTbI U CKasanwu paﬂﬁ“paTbCﬂ
MexayHapoaka

He XBaTano MHHOPMaLMM O KOMNaHUM U yCnyrax, He Mor 3-3a aToro o6paGaTbiBaTb BO3paMeH!s
BCEro XBaTano, Hao6opoT MHOTO 6bIN0 MH(OPMAaLIMK

e ata MHGOPMaLMA NpUMeHseTCA

HamnMCaHHbIX CKPUNTOB

Kak uameHaTb AaHHble 0 KNWeHTax, MHOro COKan-leH“ﬁ BHYTpeHHWX, CHa4Yana 5bIJ10 He NOHATHO 4YTO OHW
sHauart (OMI, C3, A3HMN u Tak ganee)

He 6b1n10 opraHu3oBaHHOCTH, NPo GyNGUNMEHT A y3HaN TONbKO Yepe3 Mecsal

Fig. 21 Question 4 of the survey of the current employees for feedback about the
onboarding process they had
Source: [Compiled by the author of the final qualifying work]

Kakue U3MeHeHWA N1 AONONHEHWA HYXKHbI B NepUoa aganTauuu, YTobbl oH 6bin nyywe Ans
6YAYULMX HOBbIX COTPYAHUKOB?

8 responses

YeTKUWA NNaHx, pacnucaHue, 6bICTphIE 0TBEeTbl HA BONPOCHI, NOHUMaHKE YTO ﬁy.ner Aanblie

H3y4aTb TONbKO TO YTO BaXHO, MHEe flaBanu MHOro HEH)‘)KHQF! MHqJOpMELlVIM, He aKTyEﬁbHﬂﬁ ANA Hawero
nogpasgeneHna

6onblue AeTanei u KOHKPETUKK, NPaKTUKK TOXe Mano 6bino

A Bbl XOTENa MEHbLUE HEHYXHOR WHPOPMaLMK, MHOTOE NOTOM He HYXHO B paboTe

Hy’Ha NpaKTWKa cpasy No TeMaM, @ He CHajyana NPoiiTH BCe TeMbl, a NOTOM cpasy B paboTy
6onblue CO3BOHOB, FAe TMMAMA, NOKa3bIBAET KaK HY)XXHO OTBEYATb KNMEHTaM

Pa3ioBblBaTh BCE, @ He AYMaTb, YTO Y€/I0BEK KOTOPLIM TONbKO NPULLEN, YKe BCe NOHUMAET U 3HaeT

KUHKDETHbIﬁ CNUCOK TéEM AyMaK He NoMeLaeT, yTO6BI NO HEMY NOTOM U3y4aTb, a8 He BCe Noapag B
XaoTHYHOM nopagke

Fig. 22 Question 5 of the survey of the current employees for feedback about the
onboarding process they had

Source: [Compiled by the author of the final qualifying work]
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Kakas MH¢0pMaLlMH 6bina camas cnoxHas ans U3y4yeHua u NOHNMaHUsA BO BpeMA NepBoro
MecsLa B KoMnaHum?

8 responses

MYCK, 3KS5, K KoMy o6paLaTbCcs 3a OTBETaMU Ha BOMPOCHI

6bIN10 HEMOHATHO BCE, NOTOMY 4TO MHOTO MH(OPMaL UK

dyndunmeHT, MapkeTnneinc

dyndunmeHT, MexxgyHapoaka

YTO OTBEYATb KJIMEHTAM B C/TOXHbBIX CNyyasx, NOTOMY 4TO nocne o6y4eHus Bce 3abbinochb
paspaen 3ajlaHue Ha NPO3BOH

BcAa pabota B 9K5

Bce cnoxHo, NoToMy 4TO He 6b1N0 NOCNeA0BaTENbHOIO U3yYeHUs, NPbiranu C TeMbl Ha TeMy

Fig. 23 Question 6 of the survey of the current employees for feedback about the
onboarding process they had
Source: [Compiled by the author of the final qualifying work]

Kakwue uyBcTBa U amouumn y Te6A BO3HUKaNW B nepBblil Mecsil| B Halleil KoMnaHum?

8 responses

0WHOYECTBO, HEMHOIO CTPecC
YCTanocTb U HENOHUMaHKWe

papocTb, MOTMBALMA K paboTe
cnokoncTeue

KenaHue paboTaTb U YYUTLCA

YTO MHOTO BCEro HOBOMO M MHTEPECHHOro
HenoHumaHwue

Bbino HemHoro pasapaxeHue, MOTOMY YTO XOTeN Y4UTbCA, HO 6b1N0 CNOXKHO

Fig. 24 Question 7 of the survey of the current employees for feedback about the
onboarding process they had

Source: [Compiled by the author of the final qualifying work]

64



Table with all translated into English answers from survey of the current employees for

feedback about the onboarding process they had:

Table 16

Translated into English answers from survey of the current employees for feedback about

How much do you rate
the informative value of
the
presentations/materials
that you were given when
you first joined the
company? (where 5 is

perfect and 1 is terrible)

Did you have enough
support from team
leaders/managers in your

first month in the

No

No

No

No

No

No

the onboarding process they had

What kind of training
format do you consider
the best during

adaptation?

With a specific schedule,
prepared materials in
advance + calls with the

team lead

With a specific schedule,
prepared materials in
advance + calls with the

team lead

With a specific schedule,
prepared materials in
advance + calls with the
team lead

Completely self-directed
learning without calls

with the team lead

With a specific schedule,
prepared materials in
advance + calls with the
team lead

Online calls with the
team lead

With a specific schedule,
prepared materials in
advance + calls with the
team lead

With a specific schedule,
prepared materials in
advance + calls with the
team lead

What information was
missing during your

adaptation, when you first

joined the company?

Everything was chaotic,
they just sent me links to
documents and told me to

figure it out

International

There wasn't enough
information about the
company and its services,
so | couldn't handle

objections

There was enough
information, in fact, there

was a lot of it

Where this information is
applied

Written scripts

How to change client
data, many internal
abbreviations, at first it
wasn't clear what they
meant (OMII, C3, I3HII,
etc.)

There was no
organization, | learned
about fulfillment only
after a month

What changes or
additions are needed
during the adaptation
period to make it better
for future new

employees?

A clear plan, schedule,
quick answers to
questions, understanding

what's next

Study only what is
important, | was given a
lot of unnecessary
information that wasn't
relevant to our

department

More details and
specifics, there was also

little practice

1 would like less
unnecessary information,
much of it is not needed
for the job later

Practice is needed
immediately on the
topics, not to go through
all the topics first and
then start working

More calls where the
team lead shows how to
respond to clients

Explain everything
thoroughly, not assuming
that a newcomer already
understands and knows
everything

A specific list of topics
would be helpful to study
systematically, rather
than everything ina
chaotic order

Source: [Compiled by the author of the final qualifying work]

What was the most
difficult information to
study and understand
during the first month in
the company?

IIVCK, 2K5, who to
contact for answers to

questions

Everything was unclear
because there was too

much information

Fulfillment, marketplace

Fulfillment, international

What to answer clients in
complex cases, because
everything was forgotten
after training

Section on call
assignments

All work in OKS5

Everything was
complicated because
there was no sequential

What feelings and
emotions did you have
during your first month in

our company?

Loneliness, a bit of stress

Fatigue and confusion

Joy, motivation to work

Calmness

Desire to work and learn

That there was a lot of
new and interesting

things

Confusion

There was some irritation
because | wanted to learn,

learning, we jumped from ' but it was difficult

topic to topic
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Survey of newcomers for application feedback:

Korza Tbl TONbKO OTKNMKHYNCS/OTKNUKHYNack Ha BakaHcuio, Te6s ouenusan yat 6ot |LJ Copy
B telegram. OueHu no 5 wkane yao6cTBO UCNoNb3oBaHKA 6oTa. (rae 5 naeansHo, a 1
y>acHo)

49 responses

60
40 42 (85.7%)
20
0 (0% 0 (0% 1(2%
. (0%) (0%) @%) 6 (12.2%)
1 2 3

Fig. 25 Question 1 of the survey newcomers for application feedback
Source: [Compiled by the author of the final qualifying work]

YTo Te6e NOHPaBUIOCh B KOMMYHMUKaLMKM ¢ yaT 60ToM B telegram

49 responses

Bce NOoHpaBuUNoOCb

Cpasy NoHsNa, 4TO KOMNaHuUA cneavuT 3a HOBbIMU TEXHOTIONUAMU U pasBuBaeTcAa
BbICTPO, MOXHO OTBETUTL Ha BONPOChI B Nto60€e Bpemst

BbITpble 0TBETbI, YeN0BEK OTBeYan 6bl Jonblue

ﬂoupaaunaCb AOCTYNHOCTb ¥ ONepaTuBHOCTb

BbicTpo npolen Bce BOMPOCH! M NONan Ha UHTEPBbIO C 60TOM

YTO MHe He HY)XHO 6b1s10 AONTO XAaTb OTBETa

BnepBble ¢ TaKUM CTONKHYNCA, 3TO 6b110 HEOBbIYHO

BblCTpOTa U Ka4yecTBO OTBETOB

Fig. 26 Question 2 of the survey newcomers for application feedback
Source: [Compiled by the author of the final qualifying work]
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YTo Tebe He MOHPABUNOCE B KOMMYHUKaLUM C yaT 60ToM B telegram

49 responses
Bce noHpaeunock
MHe Bce NoHpaBUNOCH
He 6bino Takoro
BCE NOHPaBUIOCH
MHe noHpaBunoch
He 6bino
MoHpaBunocob Bce
Bbino MHOro BONPOCOB, HO 3TO He 6onbluaa npo6nema

cHavana 60T HEMHOro AONT0 OTBeYan

Fig. 27 Question 3 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]

MepBbii 3Tan MHTEPBbLIO ¥ Te6s HbIN ¢ roNocoBbIM 60TOM. OueHu no 5 wkane IO copy
yAo6¢cTBO KOMMYHUKaLMK ¢ 60ToM. (rae 5 ugeanbHo, a 1 y»kacHo)

49 responses

60
40 44 (89.8%)
20
4 (8.2%
0 (0%) 0 (0%) 1(2%) (8.2%)
. | | |
1 2 3 4 5

Fig. 28 Question 4 of the survey newcomers for application feedback
Source: [Compiled by the author of the final qualifying work]
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Yo Tebe NoHpaBu/10Cb B KOMMYHUKaL U C roiIoCoOBbIM 60TOM Ha NepBOM 3aTane WHTEPBbIO

49 responses

Bce noHpaeunocb

A faXke CHayana He NOHANA, YTO 3TO 60T, HUYEM HE OTNINYAETCS OT YenoBeka
KakK 4yesnoBek

BbicTpo, He Hafo 6biNo XAaTh

Mo>HO 6b1n10 BbI6paTh Nto60e BpeMS AN UHTEPBbIO Kakoe MHe yA06HO

BoT 6b1n ApyXKENtO6HbIM

He 3ameTuna pa3HuLbl OT UHTEPBbLIO C YENIOBEKOM

Yro 51 BbI6Gpan HOYHOE BPeMs U 60T MHE NO3BOHUN

Kak yenosek, 3T0 MeHA yaAUBUIO

Fig. 29 Question 5 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]

Y7o Tebe He NOHPaBMAOCh B KOMMYHUKALIWM C FONIOCOBLIM 60TOM Ha NEepBOM 3Tane WHTepPBbIO

49 responses

Bce noHpaBunoch
MHe noHpaBunock
MHe BCe noHpaBunocb
He 6bino Takoro

Bce ycTpouno

He BosHuKano

BCE MNOHPaBUNOCh

OH He cMOr OTBETUTb Ha BCE MOM BOMPOCHI B KOHLE UHTePBbLH

Fig. 30 Question 6 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]
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Ha ckonbko Tbl oueHuBaelwb MHHOPMaATUBHOCTb Npe3eHTauuMin/matepnanos, IO copy
KOTopble Te6e gaganu, Korga Tbl TONLKO Npuwen/npuwna B kKomnaHuio? (rge 5
naeanbHo, a 1 y»acHo)

49 responses

60

46 (93.9%)

40

20

0 (?%) 0 ((lJ%) 0 (?%) 3(61%)

1 2 3 4 5

Fig. 31 Question 7 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]

BEbino nu y Tebs AOCTAaTOYMHO NOAAEPHKM CO CTOPOHLI TUMNKMAOB/PYKOBOAWTENEH B I_D Copy
MNepebiA MecAL B KOMNaHWW?

49 responses

® fa
@ Her

Fig. 32 Question 8 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]

Kakoit Hdpopmaumm He XBaTUIO BO BpeMA TBOEW afanTtauum, Koraa Tbl TONbKO npuien/npuwna
B KOMNaHuo?

49 responses

WUHdopmaumm 6b110 4OCTaTOYHO

BCEro XBaTuno

XxBaTtuno

MHe xBaTuno uHpopmauumn

Bbino xopoLuee o6y4eHue, cpasy NOHATHbI BCE HIOAHCbI paboTbl
MHe noHpaBunocb obyyeHue

Bcero x8aTuno, NOTOMY YTO O4eHb UHHOPMATUBHO

MHe Bce 6b110 NOHATHO

Bce noHpasunock

Fig. 33 Question 9 of the survey newcomers for application feedback
Source: [Compiled by the author of the final qualifying work]
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Kakue n3aMeHeHUa Unu AONONHEHUS HY)XHbI B MEPUOA aganTaumnu, YTobbl oH 6bin Nyylue Ans
6YAYLMX HOBBIX COTPYAHUKOB?

49 responses

Bce 6b1no NOHATHO

OHU He HYXHbI

He 6b110 HUKaKWX Npobnem

BCe 6bIN0 XOpOoLWo, Hevero 4o6aBuTb

He Mory npuayMatb

3aTpyaHAloch OTBETUTD, BCE 6bIN0 XOpOLWO
Bcero xsaTuno

Bce 6bin0 CTPYKTYPUPOBAHHO, He 3Hal0

fl 6bl HUMEro He MeHAN

Fig. 34 Question 10 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]

Kakan nHpopmMauua 6bina caman cnoxHas ANA U3yYeHus U NOHUMaHWA BO BPEMA NepBoro
MecsAla B KOMnaHun?

49 responses

He 6b1n10 CNOXHOK MHOpMaLUK

He 6b1no cnoxHocTei

MYCK, Ho no maTepuanam cTano Bce NOHATHO
BCe 6bLN0 NOHATHO

He 6b1no Takoro

Bce 6b1n10 NOHATHO U AOCTYMHO

Bce 6b1n10 NOHATHO, crnacu6o KceHnn n EkatepuHe
MHe Bce 6bIN0 NOHATHO

Bce cnoxHble Kecbl cpasy pasbupanu, NO3TOMY He 6b110 HUYEro Takoro

Fig. 35 Question 11 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]
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Kakue 4yyBCTBa U 3MOL MM Y Te6si BO3HWKANM B NEPBbI MEeCcsL, B HaLLEi KOMNaHUU?

49 responses

OuwylieHWe BAOXHOBEHUA

pagocTb

TOJIbKO MNOJIOXUTENbHbIE

PapocTtb, uto A MOry CTaTb YaCTb KOMaHAbI

Bbicokas MoTUMBaUUA K pa60Te

yOoOBNETBOPEHHOCTb, CHaCTbA

[oBepue, panocTb

onTUMU3M

YBneyeHHOCTb

Fig. 36 Question 12 of the survey newcomers for application feedback

Source: [Compiled by the author of the final qualifying work]

Table with all translated into English answers from survey newcomers for application
feedback:

Translated into English answers from survey newcomers for application feedback

When you first

The first stage of

responded to the

the interview

vacancy, you

was with a voice = What did you

were evaluated

What did you What did you bot. Rate the like about

by a telegram

text bot.

Rate th like about dislike about convenience of  communicating
ate the
communicating  communicating = communicating  with the voice

convenience of

with atelegram  with a telegram  with the botona ' bot at the first

using the bot on

text bot? text bot? scale of 5. stage of the

ascale of 5.

(where 5 is interview?

(where 5 is

perfectand 1 is

perfectand 1 is

terrible)

terrible)
| immediately
| didn't even
understood that
realize at first
the company
5 I liked 5 that it was a bot,
keeps up with
it didn't differ
new technologies
from a human.
and develops.
Quick, you can
5 answer questions - 5 Like a human.
atany time.
uick responses,
Q P ) Quick, no need
5 apersonwould  Nothing 5

to wait.
take longer.

What didn't you
like about
communicating
with a voice bot
at the first stage
of the interview?

I liked
everything

I liked
everything

How much do
you rate the

informative R
Did you have
value of the
) enough support
presentations/ma
. from team
terials that you
) leaders/managers
were given when )
o in your first
you first joined .
month in the
the company?
. company?
(where 5 is
perfectand 1 is
terrible)
5 Yes
5 Yes
5 Yes

What
information was
missing during
your adaptation,
when you first
joined the
company?

There was
enough of

everything

1 had enought of
that

Enough

What changes or
additions are
needed during
the adaptation
period to make it
better for future

new employees?

Everything was
good, nothing to
add

I can't think of
anything

I find it difficult
to answer,
everything was

good

What was the
most difficult
information to
study and
understand
during the first
month in the

company?

TIYCK, but the
materials made

everything clear

Everything was

clear

Nothing of that
sort

Table 17

What feelings
and emotions did
you have during
your first month
in our company?

Joy

Only positive

Joy that I can
become part of

the team
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I liked the
availability and
promptness.

Quickly went
through all the
questions and
got an interview
with the bot.

| didn't have to
wait long for a
response.

It was my first
time
encountering
this, it was

unusual.

The speed and
quality of
responses.

Usually, HRs
take a long time
to respond, but
the bot asked
questions
quickly and |
answered
immediately.

There were no
pauses, | went
through all the
questions in 10

minutes.

Quick responses
and an
immediate

interview.

I liked
everything.

That the
company keeps
up with the

times.

Quick feedback
from the bot
about the status
of my
application.

Instant

responses.

An interesting
experience with
atechnology |
had heard about

I liked it

It was perfect

I liked
everything

Cant say
anything bad

Nothing negative

I liked
everything

There were
many questions,
butitwasn'ta
big problem

I liked
everything

I liked
everything

At first, the bot

responded a bit
slowly

Nothing negative

Nothing to note

Everything went
perfectly, no
complaints

You could
choose any
convenient time
for the interview.

The bot was
friendly.

Didn't notice any
difference from
an interview
with a human.

I chose a night
time, and the bot

called me.

Like a human, it
surprised me.

I liked
everything.

1 liked that the
bot talked like a
human.

| went through
the chat bot
quickly.

I liked
everything.

It was my first
experience with
an interview in

this format.

Convenience and

simplicity.

I was surprised
at how it
recognized my
answers and
conducted the
dialogue like a

human.

Pleasant and
friendly tone of
the voice bot,
easy

communication.

It couldn't
answer all my
questions at the 5 Yes
end of the
interview
Nothing negative 5 Yes
I liked
. 5 Yes
everything
Everything was
ihing 5 Yes
satisfactory
I liked it 5 Yes
I liked
5 Yes
everything
I liked it 5 Yes
Everything was
iing 5 Yes
excellent
I liked
. 5 Yes
everything
There was
nothing I didn't 5 Yes
like
Everything was
simple and clear,
4 Yes
like talking to a
human
Everything was
good, productive 5 Yes
dialogue
No problems 5 Yes

Continuation of the Table 17

It was good

| cant say that |
needed more

| had enough
information

The training was
good,
immediately
understood all
the nuances of
the job

I liked the

training

There was
enough of
everything,
because it was

very informative

Everything was
clear to me

I liked
everything

There was
enough

information

1 don't even
know what else
could be added,
everything was
clear and
accessible

| was given all
the necessary
information,
there was enough
of everything

The company
structure was
clearly

presented, which

I don't know

There was

enough of

everything

Everything was

structured, |

don't know

I wouldn't

change anything

1 find it difficult
to answer

1 wouldn't
change anything

I don't think any
changes are
needed

I don't know

I wouldn't
change anything

Everything was

clear

Everything went
so smoothly that
I can't even think

of any changes

Everything was
clear and
accessible

Everything was
clear, thanks to
Ksenia and

Ekaterina

Everything was
clear to me

All complex
cases were
immediately
discussed, so
there was

nothing unclear

At first, there
were problems
with [TYCK, but
everything was
covered in the
training

Everything was
clear

Everything was
clear to me,
everything was
logical

We immediately
discussed all the
complex points,
s0 | can't say
there were
problems

Everything was
clear

TIYCK

Overall,
everything was
clear. Special
thanks for
recording the
lectures and the
opportunity to
listen to them
again and take
notes on the

main points

Thanks to the
team lead's
support,
everything was
clear

All information

was clear

High motivation
to work

Satisfaction,
happiness

Trust, joy

Optimism

Engagement

Only motivation

to work

Joy, desire to
work

Inspiration,
pride,
enthusiasm

Joy

Excitement, joy

Great desire to
work

Sense of
belonging to a
growing

company

Excitement
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but never

practiced.

The bot quickly
sent information.
Better than a
regular website

or app.

Time-saving, no
need to wait for
an HR response.

That the bot can
maintain a long-
term dialogue
and remember
previous

discussions.

That the bot
easily
understood me
and conducted
the dialogue.

The ability to
focus on my
answers without

time pressure.

Quickly
responded to me.

The bot was
friendly.

I liked
everything.

It was interesting
to try new
features or
capabilities.

Adequately and
quickly
responded to my
answers and

questions.

The bot was
clear and
understandable

in its messages.

I liked that the
bot was very
friendly and
understandable.

There were no

problems

The experience
of using the bot
was flawless

There were no

difficulties

There were no
reasons for
dissatisfaction

There was

nothing bad

There were no
difficulties or
delays

Nothing negative

There were no
problems, the bot
responded
immediately and
didn’t glitch

I liked
everything

I liked how the

bot works

I liked it

Flexibility in
choosing the

interview time.

The bot was
clear and easily
understood my
answers.

The bot was
attentive to my
answers and
asked clarifying
questions to
better understand
my experience

and skills.

Quick
recognition of
my words.

The bot sounded
natural, like a

human.

The interview
was comfortable.

No need to
adjust my
schedule, as |
chose the time
myself.

1 liked
everything.

It spoke like a
human.

Easy
communication,
convenient that it
was on

Telegram.

The convenience
of having the
interview at any
time suitable for
me, which is
especially
important given
my busy
schedule.

The bot quickly
responded and
moved to the

next stage.

Nothing

5 Yes
happened
Nothing negative 5 Yes
Nothing of that

5 Yes
sort happened
No negative

i 5 Yes
experiences
No complaints 5 Yes
I can't name a
single negative 5 Yes
aspect
- 5 Yes
Nothing negative 5 Yes
There were no
drawbacks, it
was a smooth 5 No
and productive
dialogue
Didn't notice
i 5 Yes

anything
It was well-
configured,
communicated

5 Yes
like a human, so
there were no
problems
| felt

5 Yes
comfortable

Continuation of the Table 17

helped me easily
adapt and
understand my
responsibilities

I had enough,
there was good
support from
experienced

colleagues

The information
was sufficient

Enough

| had enough of
everything, the
training was
productive

I don't know, |

had enough

When I arrived, |
had good support
and a lot of
information

The training was
informative and
understandable, |
don't know what
else to add

There was
enough
information

1 didn't have that
problem

There were no
problems with

information

The information

was sufficient

that could be

made

1 didn't
encounter any

problems

| don't see the
need for any
changes or
additions

I had enough
information

Everything was
very efficient, so
it's hard for me
to suggest any
changes or
additions

The entire
adaptation
process was
organized at a
high level

I can't think of
anything

I wouldn't
change anything

I would like
more individual

calls

I didn't have any
problems, so |
don't know what
could be added

No changes

needed

My adaptation
period exceeded

my expectations

Everything was
clear and
accessible thanks
to interactive
training and
educational

videos

| easily absorbed
the new
information

Everything was
well organized,
there were no
difficulties

Everything was
clear

There were no
difficulties

| easily absorbed
the new
information, |
don't know what

to say

Nothing was
particularly
difficult, a new
program JKS5,
but I quickly
figured it out

Everything was
clear

OKS, IMYCK

There was no
complex

information

Everything was
clear and
accessible thanks
to the clear

Inspiration

Enthusiasm

Interest

Pride in being
part of the team

Desire to achieve

success

Pride that | am
now insucha
team

Interest, passion

Admiration for
the
professionalism

of colleagues

Energy and joy

Joyful, positive

Joy from work

Excitement,
joyful feelings,
enthusiasm
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Quick, quality
responses.

It took little
time, unlike the
usual several
weeks.

That it
responded
quickly and the
dialogue was

logical.

Smooth
dialogue, other
bots sometimes
glitch, but this
one didn't.

How it
understood my
answers and

questions.

Everything was
clear from the
start due to
friendly and
open
communication.

No need to wait
long for answers

to my messages.

Response speed.

It responded
quickly and
adequately.

Went through all
the questions in

30 minutes.

I liked
everything

I really enjoyed
the
communication

There were no

problems

I can't name any
negatives

Everything was
convenient for
me

Nothing

Didn't notice
anything

I wanted to talk

to a human

Nothing

The bot
understood my
answers and
conducted the

dialogue.

It was
convenient that
the interview
took place over
the phone, no
need to travel.

First time in this
interview format,
interesting
experience, |

liked everything.

The bot
understood me
like a human.

How it
understood what
| was saying.

| liked that the
bot provided
additional
information
about the
company at the
end of the
interview and
answered all my
questions.

No difference

from a human.

Speech
recognition.

It understood
what | was
saying and
conducted the
dialogue like a

human.

The bot was very
easy to
communicate
with, making the
interview

pleasant.

There were no
bad moments

| actually really
liked the 5 Yes
communication

There were no

5 Yes
drawbacks
| can't name any
X 5 Yes
negatives
I can't name
anything 5 Yes
negative
5 Yes
I liked
. 5 Yes
everything
I liked how the
bot worked, it
5 Yes
communicated
adequately
I wanted to talk
4 Yes
to a human
I had no
5 Yes
problems

Continuation of the Table 17

| had enough

We had
informative
training and
adaptation, there
was a lot of
useful
information, it
was enough

There was a lot
of information,
everything was
enough,

everything was

clear

The adaptation
was quick, but
there was enough
information, 1
have no

complaints

For me,
everything was
enough, the
schedule was
organized
organically,
without anything
unnecessary

The adaptation
was good

I had no
difficulty
assimilating the
information
thanks to the
structured
training system
and feedback

There was
nothing lacking

Everything was
clear and

accessible

1 find it difficult
to answer,
everything was
well organized

No need to
change anything,
because
everything was
clear and
accessible

I don't know
what could be

changed

1 wouldn't
change anything
because
everything was
good in my
experience

No changes
needed

I don't know

I can't name
anything

I don't know

I liked the

adaptation

structure of the
training
programs and
modules

All complex
points were
immediately
discussed, so it

was clear

| had no
difficulties, all
lessons were
clear

There were no
difficulties

There was no
complex
information

It was easy for
me

I had no
difficulties, the
information was

presented clearly

None

1 easily mastered
all the
information

Everything was
clear from the
beginning

There were no
difficulties for

me

Only positive
expectations
from work

Gratitude for the
opportunities

Joy from
learning new
skills and from

the team

Desire to
contribute to the
common cause
and achieve
company goals

Satisfaction from
successfully
completing tasks

Only positive

emotions

Inspiration from
the opportunity
to work with
interesting

people

Feeling of joy
from the
prospects of
growth,
development,
and high salary

Feeling of

inspiration

Feeling of
gratitude for the
opportunity to
develop
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Comfortable and
quick Didn't notice
communication.

Everything was
No need to wait. ihing
perfect

The bot quickly
answered my
questions, saving
my time and I liked it
speeding up the

job search

process.

Intuitive and
easy to use and

communicate

with.

Clear and
structured Nothing

questions.

That the bot
doesn't ignore

my questions
There were no

and always

) problems
provides
information
quickly.
That the No, it was
company reliable and

generally uses  stable throughout
new technologies  the

is a big plus. communication

There were no
Doesn't ignore.  problems in

communication

Pleasant that the
bot could
provide answers
to my questions
instantly,
without needing
to wait fora
response or try to
contact an

operator.

Quick
completion of all

There were no

roblems
questions. P

The bot was
responsive and
made me feel

that my answers
were important.

Conversation
like with a

human.

The bot was
well-organized
and clear in its

responses.

Personalized
dialogue.

It immediately
gave feedback
on the interview.

Didn't make me

wait, saved time.

The bot was

responsive.

It perfectly
understood my
answers and
questions,
conducted the
dialogue like a
human.

It was one of the
friendliest
interviews.

| had the
interview at a
convenient time,

the bot was

Liked everything 5 Yes
I liked it 5 No
Everything was

_M 9 5 Yes
satisfactory
- 5 Yes

| can't point out

any negatives, 5 Yes
only positive
Didn't observe

5 Yes

any problems

No problems

5 Yes
arose
There were no
problems in 5 Yes
communication
No 5 Yes
There were no

4 Yes

problems

Continuation of the Table 17

The information

was sufficient

| had enough

There were no
problems

The information
was quite
sufficient

There was a lot
of information, |

had enough

1 had enough,
there was even
information
available about
the company's
key clients and
partners, which
helped to better
understand the
business model
and strategy

Ksenia provided
all additional
information

On the contrary,
special groups
were created in
Telegram for
support from

employees

All necessary
resources were

provided

No changes

needed

Everything was
clear

You already
provided the
resources for a

quick adaptation

They are not
needed. The
performance
evaluation
process was
transparent and
objective, which
helped in
understanding
expectations and

goals

It was well
organized, don't
change anything

They are not
needed

There were no
problems

I find it difficult
to answer, | was
satisfied with

everything in the

adaptation

process

No

There were no

problems

There were no
difficulties in
absorbing the
information

thanks to the
step-by-step and
sequential
learning

approach

All aspects of the
work were clear

and accessible

There were no
difficulties

Nothing super
difficult

Thanks to the
training, there
were no
difficulties

There were no
difficulties

Internal
programs

Satisfaction, joy,

motivation

Desire to start

working

Excitement from
the opportunity
to learn and
growina
dynamic and
innovative

environment

Energy and
inspiration from
the positive
atmosphere and
team enthusiasm

Feeling of
inspiration and
gratitude for
being accepted
into the team

Interest, desire to
learn something

new

Feeling of
inspiration

Inspiration from
the examples of

specific to SDEK  others' work

There were no
problems

Motivation

Uplifted from
support and
understanding
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Continuation of the Table 17

polite, so there

was no stress.

No need for There was .

- Pleasant Excitement,
additional enough o

o . atmosphere . ) . No changes There were no motivation from
5 authorization I liked it 5 ) I liked it 5 Yes information to o
. during the needed difficulties new
when using the ) ) understand .
interview. ) opportunities

bot. everything

Source: [Compiled by the author of the final qualifying work]

Interview transcription with CDEK franchise division owners for application
feedback

Me: Thank you both for taking the time to discuss the recent changes we've implemented
in our recruitment and onboarding processes. Could you start by sharing your overall
impressions of the new systems?

Owner 1: Sure, Katya. Overall, | think the new systems have made a significant positive
impact. The use of the Telegram text bot and the voice bot has streamlined our processes, and
we're definitely seeing the benefits in terms of cost and efficiency.

Me: That's great to hear. Could you elaborate on how these changes have impacted our
costs?

Owner 1: Absolutely. Previously, we were spending around 100000 rubles per month
just to fill a single vacancy. I don’t remember the exact number, but it’s around 100. Now, with
the new system, our monthly expenses have dropped to approximately 7000 rubles. This is a
substantial reduction, and it frees up resources that we can now allocate to other critical areas,
for example on guide.

Me: And what about the onboarding process?

Owner 1: The onboarding process has become much more efficient. Previously, it took
about a month to onboard new employees, but now we've condensed this into a 5 working days
training period followed by a 2 week adaptation period, totaling 15 working days. This not only
saves time but also ensures that new hires are ready to contribute effectively much sooner.

Owner 2: I can add that now newcomers don’t make expensive mistakes. With the new
structured onboarding process, we have managed to eliminate these mistakes, reducing our
penalty costs to zero. This has a direct positive impact on our finances.

Me: That's impressive. Have you noticed any changes in the satisfaction and engagement
of the new hires with the new systems in place?

Owner 1: Definitely. The feedback we've received from new hires has been positive.
They appreciate the structured and efficient onboarding process, and the use of the Telegram and
voice bots has made the initial stages of recruitment much smoother for them. This has led to

higher satisfaction and engagement levels among the new employees.
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Me: It's great to hear such positive feedback. Are there any areas you believe still need
improvement?

Owner 2: The current systems are performing well, I don’t think that we need to change
anything.

Me: Thank you both for your insights.

Owner 1 & Owner 2: Thank you, Katya.

Conversion on the HeadHunter from viewing vacancies to responses as of December
25, 2023:

CraTtucTuKa 3a 2 Hegenu

951 122 12,8%

MpocmoTpsl OTKNNKM KoHBepcusn

MocMoTpeTb Ha rpaduke

Fig. 37 Conversion on the HeadHunter from viewing vacancies to responses as of December
25, 2023. Part 1
Source: [Compiled by the author of the final qualifying work]

CtaTtucTuKa 3a 2 Hegienu

5156 1187 23,0%

[MpocMoTpbI OTKNVKN KoHBepcus

MocMoTpeThb Ha rpaduke

Fig. 38 Conversion on the HeadHunter from viewing vacancies to responses as of December
25, 2023. Part 2
Source: [Compiled by the author of the final qualifying work]
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CTaTUCTHKa 3a 2 Hepenn

1440 223 15,4%

[MpocMoTpsl OTKAKKHK KoHBepcus

MocMoTpeTb Ha rpaduke

Fig. 39 Conversion on the HeadHunter from viewing vacancies to responses as of December
25, 2023. Part 3
Source: [Compiled by the author of the final qualifying work]

CTaTucTUKa 3a 2 Heagenm

926 243 26,2%

MpocMoTpbl OTKNNKK KoHBepcusa

MocMoTpeTb Ha rpapuke

Fig. 40 Conversion on the HeadHunter from viewing vacancies to responses as of December
25, 2023. Part 4
Source: [Compiled by the author of the final qualifying work]

CTaTUCTUKa 3a 2 Hegenu

334 62 18,5%
MpocmoTpbl OTKAUKK KoHBepcus

[MocMOTpeTb Ha rpadurke

Fig. 41 Conversion on the HeadHunter from viewing vacancies to responses as of December
25, 2023. Part 5
Source: [Compiled by the author of the final qualifying work]
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A document stating that | independently developed, implemented and evaluated the
outcomes of implementation of instruments for recruitment and onboarding of employees

from Belarus in the CDEK franchise division.

-
@ CD=K
= CJ3K RU, Slumno, bak,

nocénok SAwmuo, 1, YAS]
Ten: +79626850795

23 mas 2024

CITPABKA

Hacrosimum noareepskaaem, uro Boponnna Exkarepina AnekcaHapoBHAa CaMOCTOATEIBHO
paszpaboTana, BHEIpUIIa M OLIEHNIIA Pe3yJIbTaT BHEAPEHNS HHCTPYMEHTOB Ul noadopa u
ajanTauun coTpyaHuKoB u3 benapycu Bo ¢panyaiisuarosom noapasaenennn CJADK, UII
S3pikoB Oner Hukonaesny, opuc komnaunn C/ADK RU, SAwnno, Bak, nocénok SAmmno, 1,
YASI. Dtu unctpymentsl Exarepuna ycnemHo BHegpuia B Haule (paH4aii3nHroBoe
noapasaenenne CIDK.

UII AzsikoB Oner Hukonaesuy, opuc komnannu C/AOK RU, Smmno, bk, nocénok SAummHo, 1,
YASI 10 ¢panuaiisunrosoe noapasaenenue komnanun CJI9K.

CnpaBka 1aHa JUist Pe0CTaBISHUS MO MecTy TpeOOoBaHMs.

@ CO=K

CDEK RU, Yashino, Back,
Yashino settlement, 1, YASI
Phone number: +79626850795

May 23, 2024
CERTIFICATE

This is to certify that Ms. Voronina Ekaterina has independently developed, implemented and
evaluated the outcomes of implementation of instruments for recruitment and onboarding of
employees from Belarus in the CDEK franchise division, for Sole Proprietor Yazykov Oleg
Nikolaevich, office of CDEK RU, Yashino, Back, Yashino settlement, 1, YASI1 is a franchise
division of CDEK. Ekaterina has successfully implemented these instruments in our CDEK
franchise division.

Sole Proprietor Yazykov Oleg Nikolaevich, office of CDEK RU, Yashino, Back, Yashino
settlement, 1, YASI is a franchise division of CDEK.

This certificate is issued for submission upon request.
S3pikoB Oner

Fig. 42 A document stating that I independently developed, implemented and evaluated the
outcomes of implementation of instruments for recruitment and onboarding of employees from
Belarus in the CDEK franchise division

Source: [Compiled by the author of the final qualifying work]
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