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Overview

Setting: Technical customer support chat

» One of the top use cases for modern Al tools

Technology: Conversational customer support assistant

» Provides real-time recommendations for how to communicate

Empirical Design: Staggered roll-out in technical support for a large Fortune 500
software firm

» 3,000,000 conversations from 3,000 agents

Source: Erik Brynjolfsson, Danielle Li, and Lindsey Raymond (2024) “Generative Al at work” (MIT working paper)



Al tool provides text suggestions that the agent can use or
ignore

Visitor 0s ®

11:28:11 AM

Thank you for contacting [ lilMy name
is Chris and I'll be your guide today. To start,

may | have your name please? Open . Understand

11:31:12 AM

My name is Alex. I'm super frustrated, I've | completely understand, Alex! | can definitely assist you
had i Il d i h . ' " " . .
e o e 8 S8/ Ay with this! Can you please provide the email associated with

can't access their information on

or that the website isn't loading. | need this your account? b
fixed asap.

11:31:18 AM

It is nice to meet you, Alex. Happy to help you get this fixed

asap! To set expectations, what I'll do first is find your

account with us the system and then we can walk through
© B i U e [ ~ this step by step. Sound good? =

» Recommendations based on responses that are most correlated with
successful outcomes

» In this case: establishing a friendly, reassuring rapport.



Gains are evident in the raw data
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Highest returns for lowest skill agents
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Agent Skill at Al Deployment

» Pre-Al agent productivity: pre-Al index of chats per hour,
resolution rate, and customer satisfaction
» Conditional on agent tenure



Here’s what’s so interesting about this

- Workers weren’t just blindly copying the Al recommendations

- They were learning

. How do we know that?

- The Al “conked out” for a while
- The workers remained more productive



Now let me tell you about the second study

Another hard service-sector job: Policing

Training to 2,000 Chicago cops

. “Tools of thought” to avoid common thinking
~ errors dealing w/ hard interpersonal interactions

Source: Oeindrila Dube, Sandy Jo MacArthur and Anuj K Shah (2024)
“A cognitive view of policing,” University of Chicago Working Paper.






What are the results of this police training?

Impacts evaluated by a randomized
controlled trial

23% reduction In use of force

Source: Oeindrila Dube, Sandy Jo MacArthur and Anuj K Shah (2024)
“A cognitive view of policing,” University of Chicago Working Paper.



Here’s what these 2 studies tell me

- We’re overlooking role of Al to solve the biggest challenge 1n the

soclal sector

. That challenge: socially impactful training at scale



Here’s how I have been using this myself
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1 WiLL NOW GIWVE
YOU ALL OF My
INFORMATION
BEFORE YOU ASK
FOR IT,THEN ACT
OFFENDED WHEN
YOU ASK ME TO
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What skills needed for hardest (& least automatable) part of this job?

: \ \ AWE HECC .
coot o umeer Useful tool of thought: “Don’t catastrophize”
T, (2 A?ﬁ iﬁk Mind makes negative events seem even more negative

Once you’re aware of this you can anticipate & overcome it

IF I'DA KNOWN
£ & [ THISDBE SUCH A
G HASSLE,

| WOULDNT HAVE
CALLEDI!

Useful tool of thought: “Don’t personalize”

Mind prone to egocentric bias (he’s mad at me)
Think to yourself instead: What else might be going on to make this guy act like an asshole?
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( «2x  Useful tool of thought: “Don’t anchor”

Wy S ,, Mind prone to anchor on initial impression of person
e So pay extra attention to gathering evidence that disconfirms that anchor
o pay gathering
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Al now provides call center equivalent of
“force simulator” for police training

11:28:11 AM

Thank you for contacting [ My name
is Chris and I'll be your guide today. To start,

may | have your name please?
11:31:12 AM

My name is Alex. I'm super frustrated, I've | completely understand, Alex! | can definitely assist you
omers I . : : . . .

jnshpan m::"“ i Seyng they with this! Can you please provide the email associated with

or that the website isn't loading. | need this your account? h

fixed asap.

It is nice to meet you, Alex. Happy to help you get this fixed

asap! To set expectations, what I'll do first is find your

account with us the system and then we can walk through
© B i Y e [ | this step by step. Sound good? h

In the MIT study, call center workers probably learning so much (at super low marginal cost)
b/c Al gives them a chance to learn through experience (like the force simulator does for cops)
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Every job has components that are more versus less automatable
The better humans are at the most human parts of these jobs, less appealing automation looks

Al can (counter-intuitively) help us teach people these most human parts of these jobs

Can create an anti-poverty “double dividend”
1. Solve the challenge of training people in the most important skills of the future
2. Make automating away these jobs look less and less appealing
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