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Abstract

Firms are increasingly adopting an Al-human team for customer-facing decisions. An
Al algorithm provides the initial appraisal, which is then used by human managers to
make judgments. However, the Marketing literature is confined to the paradigm of
“algorithms replacing humans”. We address this gap and investigate (a) accountability
judgments (blame/credit for negative/positive outcomes), (b) ethical concerns of
scapegoating (human deflecting blame to Al) and capitalizing (human claiming more
credit than Al), and (c) support for Al-human teams. In four experimental studies in the
contexts of medical triage, tax filing and student grading, we found that the human
agent was assigned higher blame (credit) for negative (positive) outcomes when it
overrode (vs. followed) the Al appraisal. While we found no evidence for scapegoating
for negative outcomes, we found human agents capitalizing (claiming more credit than
Al) for positive outcomes. Participants were most supportive of Al-human teams after
positive outcomes and when the Al and human assessments were concordant. Negative
outcomes or conflicting assessments lowered the support for AlI-human teams.
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