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A practical guide to
human-centered Al
workforce support in
home care

Home care agencies can reduce
administrative friction, support better
workforce experiences, and create more
time for the work only people can do.
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Introduction

The real opportunity for Al in home care

Al has the greatest value when it creates capacity for stronger human connection.

Home care has always depended on people. Caregivers build trust in clients’ homes.
Recruiters help candidates picture a future with an agency. Workforce teams solve
problems in real time. Administrators keep complex operations moving behind the scenes.
Technology can support each of these roles, but it can’t replace the judgment, empathy,
and relationships that make care possible.

That distinction matters as artificial intelligence moves from experiment to everyday
business conversation. Many home care leaders are interested in Al, but they’re also sorting
through a lot of noise. Some tools promise dramatic transformation. Some conversations
make Al sound like a shortcut for every operational challenge. Others focus so much on risk
that doing nothing can feel safer.

A better path sits between those extremes. Al can help agencies reduce repetitive work,
respond faster, organize information, and recognize patterns that are hard to see manually.
When those capabilities are tied to a clear business problem, reliable data, and accountable
people, they can improve both operational efficiency and the workforce experience.

-@- Guiding idea: Use Al to give people more time to do the things
=  that only people can do.

This guide explores where Al can help manage hiring and workforce support today, how to
keep people at the center of adoption, and what leaders should consider before choosing

a use case or vendor. The goal isn’t to chase the newest tool. It’s to make thoughtful choices
that reduce friction for the people delivering and supporting care.
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Chapter

The biggest Al
misconceptions
holding home care back

Moving past the hype starts with a clearer
understanding of what Al is and what it is not.

Al conversations often start with the technology itself.
Which platform should we buy? Which chatbot should we
approve? Which new feature should we turn on? Those
questions may matter eventually, but they’re rarely the
best place to begin.

The better starting point is the business problem. Where
are people losing time? Which handoffs create delays?
What repetitive work gets in the way of better candidate,
caregiver, or client experiences? Al becomes useful when

it supports a clear process and a meaningful outcome.

Al works best with a clear purpose

Al tools can be relatively simple to introduce, but getting meaningful value from them

still starts with a clear workflow, usable information, and people who understand the work.
A thoughtful approach doesn’t have to be complicated. Start with a defined problem,
test the technology in real situations, and adjust as you learn what works.

Al is not a replacement for people

Home care is a human-intensive business. Al may automate steps within a workflow, but
it shouldn’t take over the decisions and conversations that require empathy, context, or
professional judgment. The goal is to reduce the administrative work around those human
moments so teams have more capacity to show up well when it matters.

Al is more than a chatbot

Generative Al tools have made chat-based experiences familiar, but some of the most
valuable applications are less visible. Candidate outreach, interview coordination,
information retrieval, job posting support, and workforce communication can all happen
behind the scenes.
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Myth Reality

Al should handle the Al works best within a clearly
entire process once owned process, with human
itis turned on. review and measurable goals.

4 )
@ Questions to ask yourself
Are we starting with a real operational challenge or a tool we want to try?
Which parts of this process require human judgment or relationship-building?
Who will own the outcome after the technology is introduced?
- J
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Chapter 2

Where Al is delivering value today

The practical value often lives in the handoffs, wait times, and
repetitive coordination between important human moments.

For most agencies, the best opportunities aren’t the most futuristic.
They’re the everyday processes where speed, consistency, and access to
information can make work easier for staff, candidates, and caregivers.

Recruiting and candidate engagement

Caregiver candidates may apply to several employers in a short period of time.

A delayed response can mean losing a qualified applicant before a recruiter has
the chance to connect. Al-supported workflows can acknowledge an application
quickly, ask initial questions, share next steps, and help schedule an interview. That
lets recruiters spend more time on meaningful conversations instead of repetitive
coordination.

« Immediate application acknowledgment

* Application summaries and scoring to support recruiter review
« Initial pre-screening questions

 Interview scheduling and reminders

« Candidate status updates

« Rediscovery of candidates already in the applicant pool

« Al-assisted job description creation and updates

« Support for refreshing evergreen job postings

Workforce communication and administrative support

Workforce teams manage a steady stream of time-sensitive communication and
administrative follow-up. Al-supported workflows can help send routine updates,
collect basic information, route questions, and provide faster answers, while people
stay responsible for exceptions, individual circumstances, and final decisions.
« Routine workforce communication
« After-hours message intake or routing .
« Automated reminders and follow-ups
» Multilingual workforce communication

« Self-service answers for routine workforce questions
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Q Questions to ask yourself

Where do delays cause us to lose candidates or frustrate caregivers?
Which recurring tasks consume the most staff time?

What information do employees repeatedly need help finding?
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Chapter 3

A human-centered framework for Al

The right question is not whether a process can be automated.
It is how technology can improve the experience for the people involved.

Human-centered Al starts with the people affected by the workflow. That includes
the employee using the tool, the candidate or caregiver interacting with it, and
the leader accountable for the outcome. A process can become faster without
becoming better. The aim should be to improve both efficiency and experience.

Principle 1: Automate tasks, not relationships

Coordination work can often be automated without removing the personal
connection that builds trust. A system might coordinate interview times, send a
reminder, or collect basic information. A recruiter can then use the time saved to
prepare for a stronger conversation, set expectations, and answer questions.

» Good candidates for support: Interview coordination and reminders, routine
information collection, status updates, and organizing qualifications.

» Keep people responsible for: Final hiring decisions, assessing empathy or
character, sensitive employee conversations, and exceptions requiring context.

Principle 2: Keep humans in the loop

Human review creates accountability. It also provides a way to catch errors,
recognize edge cases, and understand why a system produced a result. This is
especially important in hiring, payroll, compliance, and other decisions that affect
someone’s work or livelihood.

Principle 3: Be transparent

Candidates and employees should have a clear experience when Al is involved.
Transparency can include identifying when someone is interacting with an
automated system, explaining available alternatives, and making it easy to reach
a person. Internally, teams should understand how Al is being used and have
appropriate visibility and control, whether that means managing instructions,
reviewing and editing outputs, or knowing when human review is needed.
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Principle 4: Measure the human outcome

Efficiency matters, but it shouldn’t be the only measure. Leaders should also consider whether
the process became easier to navigate, whether communication improved, whether staff
gained useful capacity, and whether candidates or caregivers still felt supported.

A useful test:

If the technology saves time internally but creates confusion, frustration, or distance for the
user, the process still needs work.

@ Questions to ask yourself

Which relationship-building moments should never be removed?
Can a candidate or caregiver reach a person when needed?

How will we learn whether the new process feels better, not just faster?
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Chapter 4

Choosing the right first Al project

[ Start small enough to learn, but meaningful enough to matter. ]

The first project sets expectations for everything that follows. A broad initiative can create
risk and make it hard to know what worked. A narrow pilot gives teams a clearer way to test
assumptions, build confidence, and improve before expanding.

@ A strong first use case is

« Narrow enough to define clearly

» Low risk compared with more consequential decisions
» Frequent enough to create meaningful value

» Repetitive and supported by clear rules

» Measurable from an agreed starting point

Q

Practical starting points

Applicant engagement:
Acknowledge applications, share next steps, and coordinate interview
follow-up while recruiters retain ownership of the relationship.

Interview coordination:
Reduce back-and-forth communication and send clear reminders without
replacing the interview itself.

Application review:
Use Al-generated application summaries to help recruiters review candidate
information quicker while keeping people responsible for hiring decisions.
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Define success before the pilot

A pilot should begin with a baseline and a small set of outcomes. For recruiting, that might
include response time, time to scheduled interview, completion rate, recruiter time spent on
administration, or candidate feedback. The right measures depend on the problem being
solved and what the agency can reliably track.

Quick win:

Choose one workflow, map the steps, and circle the delays, repeated data entry, and manual
handoffs where automation may create useful capacity.

Plan for onboarding and adjustment

Al-enabled workflows usually need configuration, testing, and refinement. Leaders should
expect to review edge cases, improve instructions, clean up information, and train the people
using the process. A pilot tests the full operating model, not just the technology.

Q Questions to ask yourself

Can we describe the problem in one sentence?
What baseline will we compare against?

Who can pause or change the workflow if the experience is not working?
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Chapter5

Why data readiness determines success

Al can recognize patterns and coordinate work only when the underlying
information is usable, relevant, and appropriately connected.

Home care operations often span multiple systems, spreadsheets, inboxes, and
individual knowledge. That fragmentation can make even a promising Al use
case difficult to implement. The information may exist, but it may not be current,
consistent, or available where the workflow needs it.

Hiring workflows show why context matters

Al-supported recruiting depends on accurate, connected candidate information.
A useful workflow may need to account for application status, pre-screening
responses, qualifications, location, availability, communication history, and where
the candidate is in the hiring process. If those details are missing or inconsistent,
automation can create confusion for recruiters and candidates instead of reducing
friction.

Context also changes as a candidate moves through the process. Someone who
does not respond to an initial message may still be interested later. A candidate
who needs a different interview time should not be treated the same as one who has
withdrawn. A system needs a way to capture those differences without turning one
interaction into a permanent assumption. That is where ongoing review, thoughtful
workflow design, and human judgment remain essential.

Y

A practical data readiness check

| ] Accuracy: Can teams trust the information?

| | Completeness: Is the context needed for action available?

| ] Consistency: Does the same information mean the same thing everywhere?
| | Access: Can the workflow reach approved sources?

|| Ownership: Who maintains quality over time?

| ] Permissions: Can each user and system access only what is needed?
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Do not wait for perfect data

Data readiness doesn’t require a complete transformation before any pilot can begin. It does
require honest boundaries. Start with a workflow where the needed information is understood
and manageable. Document known gaps. Limit what the system can do when required
context is missing. Use the pilot to improve both the process and the data supporting it.

Quick win:

Ask the person who performs the process every day to identify the undocumented information
they rely on. Their answers will reveal where a tool may struggle.

Q Questions to ask yourself

What information does this workflow need to make a useful recommendation?
Where is that information stored today?

How will incorrect or outdated information be corrected?
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Chapter 6

Governance, risk, and responsible Al

Responsible adoption protects people, information, and the trust
an agency has worked to build.

Al can create value, but it can also change how information moves, how ¢
decisions are influenced, and where risk enters a workflow. Governance

should shape the use case, vendor evaluation, pilot design, and ongoing

oversight from the beginning.

Understand the flow of information

Home care organizations work with sensitive workforce and client information.
Before using an Al-enabled solution, leaders need to know what data enters the
system, where it is stored, who can access it, and whether it is used to improve or
train other models. Consumer subscriptions should not be assumed to provide the
privacy, security, or audit protections required for business use.

O]

Questions to ask every vendor

1. What information does the solution collect, receive, or generate?

. Where is the information stored and processed?

. Is customer information used to train shared models?

. What contractual protections apply to sensitive information?

How are access, activity, and changes logged?

. Can our organization retrieve or delete its information?

How does the solution test for accuracy, bias, and unintended outcomes?

. When is human review required?

W O ® N oo N W N

How does the vendor communicate product or policy changes?
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Use extra care in hiring and employment decisions

Tools that organize applications or support screening can influence who advances through
hiring. Agencies should understand the criteria being used, test for unintended bias,
maintain appropriate records, and keep accountable people involved. Al should support
decisions based on relevant, job-related information, without using or inferring protected
characteristics or drawing conclusions about qualities such as empathy, character, or
emotional suitability from weak signals.

Build transparency into the experience

Transparency can strengthen trust with candidates, caregivers, and staff. Identify automated
interactions when appropriate, explain the tool’s purpose, and make it easy to reach a person.
Internally, document where Al is used, who owns it, and how concerns are resolved.

@l Questions to ask yourself

Do we know exactly what information the tool receives and where it goes?
Can we explain how a recommendation or output is produced?

Who is accountable for monitoring the workflow after launch?
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Conclusion

More time for what only people can do

The future of Al in home care will be shaped less by novelty and more by connected
experiences, trusted data, responsible execution, and measured learning.

The home care organizations that benefit most from Al won’t be the ones that adopt the most
tools. They’ll be the ones that choose the right problems, involve the right people, and stay
disciplined about the experience they’re creating.

That means beginning with a narrow and measurable use case, preparing the information
the workflow depends on, and keeping people accountable for consequential decisions. It
also means recognizing that speed and efficiency matter most when they support better
experiences for candidates, caregivers, clients, and staff.

As systems become more connected, Al may help agencies provide clearer answers, reduce
repeated steps, and surface patterns that prompt earlier support. Those signals should guide
better questions and human outreach, not replace judgment.

Al can help an agency acknowledge an applicant faster, coordinate an interview, retrieve an
answer, or recognize a trend. People still build trust, understand context, make judgment calls,
coach caregivers, and care for clients.

The most practical next step isn’t to create a sweeping Al strategy overnight. It is

to identify one recurring challenge where time is being lost, define what a better
experience should look like, and bring the people closest to the work into the process.
Start small, learn responsibly, and build from what works.
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Next step

Build a workforce experience
that works better for everyone

Connect hiring, workforce support, and the employee
experience around the needs of home care.

Viventium helps home care organizations simplify complex
workforce operations and create a more connected experience

across the employee journey.

Ready to explore practical ways to improve
hiring and workforce support?

Let’s talk about where your organization is experiencing friction and what
a more connected approach could look like.
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