










AI augmentation can improve accuracy
Augmentation can improve accuracy where AI is carefully integrated into 
workflow and accuracy is at least as good as human experts. 

In one study radiologists were evaluated with and without AI assistance across 
124 findings for Chest X-ray. Radiologists performed better on 80% of findings 
with no decrease for any finding. Efficiency evidence is more subtle.

Seah et al. Effect of a comprehensive deep-learning model on the accuracy of chest x-ray interpretation by 
radiologists. Lancet Digital Health, 3:e496-506, 2021.

Allocation better than augmentation if trust is not calibrated
The impact of augmentation — where a human agent performs a task with AI 
assistance — ultimately depends on human trust of AI systems. Two cognitive 
biases that pull in opposite directions.

Automation bias may lead users to accept AI output without appropriate 
critical review, reducing system accuracy. 
On the other hand, automation neglect may lead users to spend too much time 
reviewing AI output, reducing system efficiency. A recent economic study of 
radiology AI suggests it’s better to allocate cases to either human or AI agents.

Agrawal et al. Combining human expertise with artificial intelligence: experimental evidence from radiology. NBER 
Working Paper 31422, 2023.

Augmentation can improve 
productivity and knowledge 
sharing
Augmentation that integrates seamlessly 
with workflow can boost productivity. 

For instance, an AI assist tool for customer 
support agents improves productivity by 14% 
on average. The system uses custom LLMs to 
suggest chat responses and retrieves 
relevant documents for context. Interestingly, 
the improvement for lower-skilled agents is 
much higher at 30%. 

This suggests a knowledge sharing effect, 
helping new workers onboard and perform 
like an experienced agent. A knowledge-
sharing system perspective is a north star 
objective for simultaneously engaging new 
worker segments and building workforce 
capacity.

Brynjolfsson et al. Generative AI at work. NBER Working Paper 
31161, 2023.

https://doi.org/10.1016/S2589-7500(21)00106-0
https://doi.org/10.1016/S2589-7500(21)00106-0
https://www.nber.org/papers/w31422
https://www.nber.org/papers/w31161
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