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ABSTRACT 

 

The integration of AI chatbots with human agents in customer support, therefore, revolutionizes service delivery by 

offering a hybrid model that combines the efficiency of AI with the empathy and problem-solving skills possessed by 

humans. The purpose of this paper is to discuss how AI chatbots can aid human agents in complex customer service 

situations to improve responsiveness and accuracy in resolution. Focusing on routine tasks and the capability of 

providing real-time suggestions, AI chatbots free human agents to concentrate on more complex issues requiring 

empathy, judgment, and creativity. This article explores this synergy between human and AI capabilities by showing 

how a hybrid system can be much better at delivering customer satisfaction and operational efficiency compared to 

either purely human or AI-driven approaches. The case studies and the results of empirical analysis point to the fact 

that human-AI collaboration leads to a balanced, scalable, and adaptive framework of customer support, which 

paves the way for further development in the field. 

 

Keywords: Human-AI collaboration in customer support, AI chatbots, hybrid customer service, empathy in AI, 

problem-solving, customer satisfaction, operational efficiency, automation in customer service, and AI-human 

synergy. 

 

 

INTRODUCTION 
 

The increasing penetration of AI in customer support systems definitely marks a new direction of how organizations relate 

with customers. AI chatbots have been revolutionizing the traditional model of customer service with their ability to 

process huge volumes of information and answer very fast; In fact, they serve to bring instantaneous support and lower the 

response time. Nevertheless, while AI chatbots perform well in addressing the more routine queries, they do have 

limitations in dealing with complex or subtle customer needs. This limitation calls for a hybrid human-AI collaboration, 

where the strengths of AI speed, scalability, and data analysis are complemented by the unique capabilities of human agents 

empathy, judgment, and creative problem-solving [1], [3]. In the case of complex customer interactions, AI chatbots can 

offload human agents by doing pre-processing of information, suggesting possible solutions, and a automating repetitive 

tasks. This allows human agents to focus on the really intricate and emotionally charged issues [10] [12].This collaborative 

approach not only enhances operational efficiency but also improves customer satisfaction by ensuring a personalized and 

empathetic experience [7] [13]. For instance, AI can analyze customer sentiment through NLP and provide contextual 

insight to human agents for better issue resolution [8]. This interplay between AI-driven automation and human decision-

making can redefine customer support systems. On the one hand, AI brings consistency and availability; On the other hand, 

human agents bring adaptability and an understanding of each context's subtleties [2] [16]. Studies have proven that with 

the right design, a hybrid system is able to outperform both a human and an AI-driven approach in terms of customer 

satisfaction and service efficiency, harvesting the best of both worlds [5][9]. Such systems will be able to answer the 

changing expectations of customers who want both speed and a human touch in their interactions. This article tries to 

address the future of collaboration between human and AI in customer support, analyzing how AI chatbots complement 

human agents in providing the best and most seamless customer experience possible. By exploring what is considered a 

mostly AI-driven landscape through human empathy, judgment, and problem-solving, this research highlights the 

transformation that hybrid systems will incur on efficiency and customer satisfaction 

 

LITERATURE REVIEW 

 

Jarrahi, M. H.(2018):The integration of artificial intelligence (AI) in the decision-making processes of organizations is 

becoming increasingly critical for the future of work. The role of AI in decision support systems is fast changing from mere 

automation to collaborative partnership between humans and machines, hence leading to a symbiotic relationship that 
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enhances organizational efficiency. Although challenges of trust and accountability still remain in AI-human collaborations, 

it helps them optimize operations and minimize human error to improve the outcomes. The article presents the importance 

of understanding these dynamics in harvesting the full potential of AI for the strategic advantage of businesses. 

 

Nguyen, A. T., et al., (2018):Mixed-initiative fact-checking systems are designed to improve the accuracy and efficiency 

of verifying online information by finding human-AI partnerships in the design. This paper demonstrates how AI can 

actually help human experts in fact-checking, taking up repetitive tasks and furnishing insights so that the more complex 

decision-making can be done by humans alone. The study hence recommends developing intuitive AI systems to work 

alongside human experts for effectively handling rising demands posed by misinformation online [2]. 

 

Mou, Y., & Xu, K., (2017):The area of social interactions between humans and AI is a growing area of interest, especially 

from the media and communication industry. A comparison of the first human-human and human-AI social interactions 

shows a change in the perceived inequality between the roles of humans and AI. While AI may potentially bring 

improvement in communication and decision-making within a social context, it should be balanced with social equity to 

make sure that everybody will be included in the application of AI [3]. 

 

Chakraborti, T., & Kambhampati, S., (2018):The center for effective collaboration between AI and people is the mental 

models of humans. The research at hand is looking into algorithms that mimic the human mind, which can create the 

possibility for AI systems. The paper aims to create an efficient AI system that is ethically sound and truly embodies values 

similar to those that human beings hold in their thinking. 

 

Codella, N. C. F., et al.(2018):This article addresses the application of artificial intelligence in medical image analysis for 

melanoma classification. By using collaborative human-AI (CHAI) systems, AI models could provide aid to medical 

professionals while making more accurate diagnoses while still maintaining interpretability. The integration of AI in 

healthcare has evidenced improved clinical decision-making by providing evidence-based insights for improved patient 

outcomes. 

 

Shaik, M.(2019):The insurance industry is implementing intelligent automation to streamline claims processing and reduce 

operational costs while improving customer satisfaction. The research will investigate the application of AI in automating 

claim assessment, fraud detection, and policy management, innovations that are revolutionizing the insurance landscape. 

This study shows that AI can easily handle large datasets, which reduces processing time and increases the accuracy of 

decision-making. 

 

Van Doorn, J., et al(2017):The way firms interact with customers is changing due to the increase in automated social 

presence in service encounters. In this paper, an analysis has been done regarding the integration of AI and how it 

influences the perception of service quality and customer satisfaction in services. While automating service agents' social 

presence can create a better experience for customers, companies will still need the human touch in customer dealings. 

 

Key Objectives 

 

 Understand the Role of AI Chatbots in Assisting Human Agents: Discussed how AI chatbots can be used to assist 

human agents in providing repetitive answers, offering immediate answers, and providing real-time suggestions or 

solutions in more complex situations of customer services. The focus of emerging AI systems like TAI (Tangible AI 

Interfaces) has been on facilitating communication between humans and AI to improve efficiency in collaborative tasks 

[11]. 

 Examine hybrid-initiative approaches in which AI systems and human agents are dynamically collaborating to solve 

problems by utilizing their respective strengths. Creative and interactive AI systems [9] [15] demonstrate this. 

 Establish the Prerequisite of Human Empathy and Judgment: Discuss how human customer support agents uniquely 

bring empathy, nuanced judgment, and problem-solving capabilities to their practice that are presently unattainable in 

AI systems. Investigate how human-AI social interactions require thoughtful design to bridge these gaps and rebalance 



 
 International Journal of Enhanced Research in Science, Technology & Engineering 

ISSN: 2319-7463, Vol. 8 Issue 12, December-2019, Impact Factor: 4.059 

 
Page | 65 

responsibilities between humans and machines. [3][7] Based on previous studies, look into how human empathy may 

compensate for the speed and data-driven capabilities of AI, especially in emotionally sensitive situations and 

particularly in organizational frontlines [7] [10]. 

 Assess if Hybrid Systems are Effective: Discuss whether hybrid customer support systems, blending human and AI 

capabilities, can be more effective than either fully human-driven or AI-driven alone with regards to efficiency, 

customer satisfaction, and scalability. Organizational decision-making and operational efficiency have frequently 

raised the issue of human-AI symbiosis and acceptable collaboration. [1] [4]. 

 Review case studies and experimental models where AI chatbots are being integrated with human support systems, 

looking at the metrics of response time, problem resolution rates, and customer feedback [15] [16]. 

 Examine best practices for designing and implementing human-AI collaboration frameworks in customer support, 

including role delineation, trust building, and error management. Insights from human-AI teaming experiments in 

organizational and industrial applications [12] [8] can be utilized to guide the guidelines. Address ethical concerns and 

potential pitfalls, such as relying too much on AI, losing human touch, and privacy concerns, which are highlighted in 

the literature on AI-driven service systems [6][10] 

 

RESEARCH METHODOLOGY 

 

The paper utilizes both qualitative and quantitative methods to assess the effectiveness of hybrid human-AI systems in 

customer support, using a mixed-method approach. A literature review was conducted to comprehend the dynamics of the 

hybrid customer support system and the role of AI in customer service, emphasizing its capabilities and limitations in 

handling complex scenarios. Fundamental insights into the complementarity of AI chatbots with human agents in practical 

applications have been provided by key studies on human-AI symbiosis in decision-making [1] and mixed-initiative fact-

checking [2]. The experimental framework design was guided by research on automated social presence [7] and principles 

of human-AI interaction [13]. A hybrid system prototype was used where AI-driven chatbots were programmed to handle 

routine queries, while tasks that require empathy, judgment, and complex problem-solving were handled by human agents. 

The latter was informed by the principle of evidence-based decision-making in collaborative systems [4], and how AI can 

be integrated in customer service optimization [10]. An experimental design was utilized to measure three configurations: 

fully AI-driven support, fully human-driven support, and hybrid human-AI support. Furthermore, the performance was 

measured in terms of response time, accuracy, efficiency, and customer satisfaction. Qualitative interviews with customer 

service representatives were also held to better understand the perceived effectiveness and difficulty of the hybrid model. 

These interviews were underpinned by frameworks for designing human-AI partnerships [4] and improving user experience 

in co-creative processes [15]. The hybrid system's ability to combine the advantages of both AI and human agents was 

assessed using insights from media inequality in human-AI interactions [3] and the improvement of AI communication 

frameworks [11]. Data analysis involves statistical methods for evaluating performance metrics, supported by theoretical 

insights from the literature. The methodology ensures the comprehensiveness of the evaluation of hybrid human-AI systems 

in customer support and answers research questions on efficiency, customer satisfaction, and the balance between human 

and AI contributions. 

 

Data Analysis 

Hybrid human-AI systems have shown promise in boosting efficiency and customer satisfaction in a changing customer 

support environment. AI chatbots can assist human agents in handling routine inquiries, allowing them to concentrate on 

complex issues that require empathy, judgment, and problem-solving skills. AI has been shown to have a significant effect 

on response times and efficiency in handling high-volume tasks, while human agents bring emotional intelligence and 

nuanced decision-making to the table [7][10] [12].  

 

Moreover, research indicates that a hybrid approach, in which AI's data-driven insights are combined with human 

interaction, generally outperforms purely AI-driven systems in terms of customer satisfaction due to the personalization and 

empathy that human agents provide [16][9]. AI chatbots' ability to comprehend the context and sentiment of a user will 

likely make a positive impact on the overall customer support experience, filling in the gaps where human assistance fails. 

[15][6]. 
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Table.1. Real-Time Examples of Human-Ai Collaboration 

 

Company 
AI Technology 

Used 
Human Role Scenario 

AI-Human 

Interaction 
Outcome/Impact 

IBM 

Watson 

AI chatbot for 

customer service 

Handling 

complex issues 

Banking customer 

queries 

AI handles routine 

inquiries; humans 

resolve complex 

cases 

Faster resolution 

times and improved 

customer 

satisfaction [1], [2] 

Zendesk 
AI-powered 

virtual assistants 

Managing 

customer 

emotions 

E-commerce support 

AI handles FAQ; 

human agents step 

in for escalations 

Higher resolution 

accuracy and 

empathy in complex 

cases [5], [7] 

H&M 
AI chatbot for 

clothing support 

Personalized 

style advice 

Fashion retail 

support 

AI suggests outfits; 

humans give 

tailored styling 

advice 

Increased sales and 

customer 

engagement [10], 

[6] 

Sephora 
Sephora Virtual 

Artist (AI) 

Product 

recommendation 

Beauty product 

recommendations 

AI suggests 

products based on 

preferences; 

humans assist with 

in-store queries 

Boost in sales and 

personalized 

experience [8], [12] 

KLM 

Airlines 

AI chatbot 

(BlueBot) 

Emergency 

assistance 

Flight and booking 

issues 

AI provides flight 

updates; humans 

manage booking 

complications 

Reduced customer 

wait times and 

increased 

satisfaction [1], [13] 

Lyft 
AI-powered ride 

assignment 

Navigating 

complicated 

routes 

Customer ride 

support 

AI optimizes ride 

assignment; human 

agents assist with 

delays or issues 

Increased 

operational 

efficiency and 

customer 

satisfaction [15], 

[14] 

Mayo 

Clinic 
AI diagnostic tool 

Consultations and 

empathy 
Healthcare support 

AI offers initial 

diagnosis; humans 

deliver the 

diagnosis with 

empathy 

Improved patient 

care and accuracy in 

diagnoses [4], [3] 

Audi Virtual Assistant 
Customer query 

resolution 
Automotive support 

AI helps with 

technical inquiries; 

human agents 

address complex 

issues 

Reduced customer 

frustration and faster 

responses [8], [10] 

Vodafone 
AI chatbot for 

telecom support 

Billing dispute 

resolution 

Telecommunications 

support 

AI handles routine 

billing queries; 

human agents 

handle disputes 

Improved customer 

retention and dispute 

resolution [7], [12] 

Spotify 
AI playlist 

recommendations 

Personalized 

interaction 

Music 

recommendations 

AI curates playlists; 

humans suggest 

music based on 

personal tastes 

Increased user 

engagement and 

satisfaction [1], [9] 

American 

Express 

AI assistant for 

credit card issues 

Problem-solving 

for high-value 

clients 

Financial service 

support 

AI handles balance 

inquiries; humans 

address complex 

financial advice 

Enhanced client 

loyalty and 

personalized service 

[5], [14] 

Apple 

Support 
Siri (AI assistant) 

Product repair 

and support 
Apple device support 

AI handles 

troubleshooting; 

humans assist with 

Reduced service 

wait times and 

higher satisfaction 
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repairs or 

replacements 

[13], [9] 

Netflix 

AI 

recommendation 

engine 

Content selection 
Streaming service 

support 

AI suggests content 

based on 

preferences; human 

agents assist with 

account issues 

Increased 

subscriptions and 

user satisfaction [6], 

[8] 

HSBC 
AI-powered 

chatbots 
Fraud prevention 

Banking fraud 

detection 

AI detects 

suspicious activity; 

human agents 

validate and resolve 

cases 

Reduced fraud and 

enhanced customer 

trust [4], [12] 

Tesla 
AI navigation 

assistant 

Driving support 

and advice 
Automotive support 

AI provides route 

optimization; 

human agents assist 

with in-depth 

queries 

Improved driving 

experience and 

reduced service calls 

[10], [1] 

 

Real-time examples of how AI chatbots and human agents can work together to optimize customer support are presented in 

the following table. AI chatbots are the first point of contact for common queries and immediate solutions in both scenarios, 

while human agents are used for more complex problem-solving or personalized care. As depicted in the example from [7], 

AI-driven chatbots assist customers with basic account-related inquiries, such as checking balances or transaction histories, 

in banking. In cases where a customer requires assistance with an account dispute, a human agent takes over, utilizing their 

empathy and judgment to settle it. Similarly, AI chatbots in health care support appointment scheduling and general health 

information, as demonstrated by [5], but human agents are still needed for sensitive patient issues and personalized 

treatment suggestions. In retail, for example, AI chatbots simplify returns by directly responding to customers' return 

policy-related questions, while human agents handle more complicated issues, such as processing exceptions or dealing 

with complaints about the quality of a product [10]. Moreover, AI chatbots in telecommunications companies, such as [16], 

help customers with technical troubleshooting. However, in cases where a deeper diagnosis is needed, human agents apply 

their expertise to solve more complex issues. The examples above show how a hybrid system, in which the efficiency of AI 

and the empathy and decision-making ability of humans are combined, often results in better customer satisfaction and 

more effective service delivery [1] [13] [9]. By combining the speed of AI with human judgment, organizations can create a 

customer support experience that is more effective than either a fully human or fully AI-driven approach. 

 

Table.2.Case Studies To Explore The Future Of Human-Ai Collaboration 

 

Case Study 
AI Chatbot 

Technology 

Human Agent 

Role 

Customer 

Satisfaction 
Efficiency Reference 

Case 1: Bank 

Support 

AI-powered virtual 

assistant for account 

queries 

Agent resolves 

complex issues 

like fraud detection 

High customer 

satisfaction due to fast 

initial responses 

High efficiency 

with reduced call 

volume 

[7] 

Case 2: E-

commerce 

Returns 

AI for order tracking 

and return processing 

Human agents 

handle complex 

refund or policy 

issues 

Increased satisfaction 

due to personalized 

assistance 

Efficient 

processing with AI 

handling 80% of 

inquiries 

[8] 

Case 3: 

Telecom 

Services 

Chatbot for 

troubleshooting basic 

network issues 

Human agents 

handle technical 

escalation 

Improved satisfaction 

with reduced wait 

times 

High, chatbot 

resolves 70% of 

issues 

[9] 

Case 4: 

Healthcare 

Queries 

AI for appointment 

scheduling and 

medical information 

Agents assist with 

medical inquiries 

and sensitive 

discussions 

Very high, thanks to a 

blend of empathy and 

accuracy 

High, with reduced 

administrative load 
[10] 

Case 5: 

Online Retail 

AI chatbot for product 

recommendation and 

FAQs 

Humans assist with 

returns and product 

fit advice 

High satisfaction with 

personalized 

recommendations 

High efficiency, 

reducing time per 

case 

[13] 

Case 6: 

Financial 

AI chatbot for loan 

application tracking 

Human agents for 

loan approval or 

High, with an easier 

customer experience 

Moderate, efficient 

at initial stages 
[6] 
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Services financial advice 

Case 7: 

Insurance 

Chatbot for claim 

submission and status 

tracking 

Human agents 

handle claim 

disputes and 

approvals 

Moderate satisfaction 

due to reduced 

response time 

High, streamlining 

claim processes 
[12] 

Case 8: 

Airline 

Industry 

AI for ticket booking 

and delay information 

Human agents 

assist with 

rebooking and 

customer 

grievances 

Very high, due to fast 

service and human 

empathy 

High efficiency, 

bots handle simple 

tasks 

[5] 

Case 9: 

Government 

Services 

AI for answering 

public service queries 

Agents handle 

complex 

applications or 

legal inquiries 

High, thanks to clear 

information and 

human support 

High, AI 

streamlines basic 

tasks 

[14] 

Case 10: 

Retail 

Pharmacy 

AI chatbot for 

prescription refills 

Human agents for 

consultations and 

new prescriptions 

Moderate, increased 

by personalized 

service 

High, chatbot 

handles routine 

requests 

[16] 

Case 11: 

Airlines 

AI for providing real-

time baggage status 

Humans resolve 

lost luggage issues 

High satisfaction due 

to speed and empathy 
High efficiency [15] 

Case 12: Food 

Delivery 

AI for order tracking 

and menu inquiries 

Human agents 

assist with refunds 

or specific requests 

High satisfaction due 

to personalized 

support 

High, AI manages 

routine requests 
[17] 

Case 13: Car 

Rental 

AI chatbot for 

booking and car 

availability 

Humans assist with 

issues like 

insurance or 

vehicle selection 

Moderate satisfaction 

High, chatbot 

streamlines 

booking process 

[9] 

Case 14: Tech 

Support 

AI for basic 

troubleshooting and 

software updates 

Agents handle 

complex technical 

problems 

Very high, 

personalized support 

with expert help 

High efficiency 

with automation 
[13] 

Case 15: 

Travel 

Agency 

AI for destination 

recommendations and 

booking 

Human agents for 

customized travel 

planning 

Very high, as it blends 

efficiency with 

personalized service 

Very high 

efficiency, with AI 

streamlining 

bookings 

[8] 

Hybrid systems that combine the best features of  both AI chatbots and human agents have been presented by research on 

the future of human-AI collaboration in customer support. The AI Chatbot may assist human agents to handle routine 

inquiries, offering suggestions in real time or even pre-processing data; Human agents can focus more on complexand 

nuancedissues from customers. For instance, AI chatbots have been implemented in insurance claim processing, where they 

help gather information and build initial assessments before forwarding the customer to human agents for personalized 

service [6]. On the other hand, chatbots can reduce response times and offer support 24/7; still, they generally need human 

intervention to resolve those situations that demand empathy, judgment, or complex problem-solving [13]. The hybrid 

system's balance between AI automation and human involvement is one of its most significant features. AI chatbots are 

capable of performing simple and repetitive tasks in customer service scenarios, such as providing product information, 

processing returns, or tracking orders [7]. Human agents play a more significant role in complex dispute resolution cases, 

such as providing personalized recommendations or empathizing with customers' frustrations [15]. Moreover, it has been 

demonstrated that AI can empower human decision-making by providing agents with data-driven insights in real time, 

hence driving efficiency and delivering customer serviceexperiences more effectively [10]. In situations where customers 

need reassurance or an answer that requiresnuance, human empathy and judgment are essential. The ability of humans to 

read emotions and adjust their approach is something that AI chatbots may struggle with in a way that feels truly human. 

When emotional intelligence comes into play, the human touch can be a significant differentiator [12]. Such hybrid systems 

could exploit the precision and efficiency of AI systems and the empathy and problem-solving elements of human agents to 

perform better than traditional systems in terms of metrics related to customer experience and operational efficiency, driven 

solely by AI or human agents [9][8]. The team-oriented approach is expected to improve both the speed and quality of 

customer service interactions, leading to increased customer loyalty and satisfaction in the long run. 
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Table.3. Hybrid Human-Ai Collaboration In Customer Support 

 

Company 

Hybrid 

System 

Efficiency 

(Time to 

Resolve) 

Customer 

Satisfaction 

(CSAT Score) 

AI Support in 

Complex 

Scenarios 

Human 

Empathy in 

Problem 

Solving 

Cost 

Efficiency 

(Operational 

Cost) 

Performance 

in High 

Volume 

Periods 

IBM (AI, 

Watson) 

15% faster 

than human-

only support 

(15 mins) 

90% CSAT 

(AI + Human) 

AI assists in data-

heavy queries 

Humans 

handle 

emotional 

issues 

10% reduction 

in operational 

costs 

Improved 

handling during 

peak hours[1]  

Amazon 

(Alexa) 

20% faster 

than AI-only 

support (5 

mins) 

88% CSAT 

(Hybrid 

support) 

AI helps with 

tracking, 

inventory 

Human agents 

handle 

escalation 

12% reduction 

in support 

costs 

AI improves 

response time 

during sales 

events [10] 

Zendesk (AI 

Assist) 

30% reduction 

in resolution 

time 

85% CSAT 

(Hybrid 

AI/Agent 

support) 

AI resolves basic 

issues, human for 

complex cases 

Empathy in 

complex 

support 

scenarios 

15% cost 

savings with 

hybrid model 

Stronger during 

peak demand 

[6] 

Bank of 

America 

(Erica AI) 

25% faster 

resolutions vs 

AI-only (7 

mins) 

92% CSAT 

(Human + AI) 

AI handles 

queries like 

balance, 

payments 

Humans 

resolve 

disputes, 

advice 

18% cost 

savings due to 

AI support 

Human support 

essential during 

high transaction 

volumes [4] [7] 

Wells Fargo 

(AI chat) 

10% more 

efficient than 

human-only 

86% CSAT 

(Human-

assisted AI 

chat) 

AI resolves 

simple banking 

queries 

Humans 

provide 

judgment 

during issues 

8% savings in 

operations 

Efficient even 

during peak 

banking hours 

[16] 

LivePerson 

(AI & 

Human) 

20% faster 

than human-

only support 

91% CSAT 

(AI & Human 

hybrid) 

AI suggests 

solutions, human 

final touch 

Humans 

resolve 

complex or 

emotional 

cases 

20% reduction 

in costs with 

hybrid AI 

AI reduces wait 

time during 

peak sessions 

[14] 

Lufthansa 

(AI 

Assistants) 

25% faster 

response time 

87% CSAT 

(Hybrid AI + 

Human) 

AI helps with 

flight info, 

changes 

Humans for 

nuanced travel 

issues 

10% reduction 

in support 

costs 

Peak season 

support 

enhanced with 

hybrid AI [7] 

Macy's (AI 

Chatbot) 

15% faster 

than human-

only (10 mins) 

90% CSAT 

(AI and human 

hybrid) 

AI handles 

product inquiries 

Human agents 

resolve 

customer 

service issues 

9% reduction 

in staffing 

costs 

AI-driven 

systems help 

during peak 

shopping 

periods [8] 

Google (AI 

Assist) 

30% faster 

than human-

only (8 mins) 

95% CSAT 

(Human and 

AI) 

AI resolves 

search-related 

queries 

Humans 

handle more 

complex 

queries 

20% cost 

reduction via 

AI assist 

Great handling 

of peak search 

traffic [3] 

Delta 

Airlines (AI 

chatbot) 

22% 

improvement 

in resolution 

time 

84% CSAT 

(Human + AI 

collaboration) 

AI assists with 

flight status and 

check-in 

Human 

resolves 

disputes, 

cancellations 

12% cost 

saving due to 

AI support 

AI-enhanced 

during high-

volume flight 

bookings [7] 

H&M (AI 

chat) 

18% quicker 

than human-

only (12 mins) 

89% CSAT 

(Hybrid 

support) 

AI supports 

product queries 

Humans 

handle 

complex 

returns 

14% reduction 

in customer 

service costs 

AI maintains 

service quality 

during busy 

seasons [9] 

Spotify (AI 

Assistance) 

17% faster 

resolutions 

93% CSAT 

(Hybrid AI + 

Human) 

AI handles music 

recommendation 

Humans 

resolve issues 

like account 

10% savings 

in cost per 

transaction 

AI-driven 

assistance in 

busy hours 
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recovery 

Facebook 

(AI 

Customer 

Service) 

15% faster 

response times 

88% CSAT 

(Hybrid AI 

and Human) 

AI helps with 

account issues 

Human agents 

resolve 

security 

concerns 

8% cost 

saving through 

automation 

Efficient during 

peak user traffic 

Tesla (AI & 

Human) 

20% 

improvement 

over human-

only support 

94% CSAT 

(Hybrid 

support) 

AI assists in 

diagnostics 

Human 

expertise in 

car repairs 

15% 

operational 

cost savings 

Strong 

performance 

during high 

service 

demands 

Skype (AI + 

Human) 

12% faster 

than human-

only support 

91% CSAT 

(AI + Human) 

AI assists with 

troubleshooting 

Humans 

resolve 

connection 

issues 

10% cost 

savings via AI 

assist 

Handles surge 

in support 

during product 

launches [4] 

 

The comparison in effectiveness of the hybrid human-AI systems of customer support amongst companies, and how much 

better that scores over both pure human and pure AI-driven models. Companies using a hybrid system, as in having AI deal 

with simpler customer inquiries and handing over complicated or emotionally charged issues to human agents, have 

reported improvement by IBM, Amazon, and Wells Fargo in response time and customers' satisfaction with their 

deployment [1][2][7]. These hybrid systems save enormous amounts of money by reducing the requirement for large 

human support teams and increasing efficiency, especially during peak service periods [6][10][15]. In all, the combination 

of speed and data processing brought about by AI combined with human empathy and judgment results in better customer 

satisfaction and better overall performance compared to the use of either human agents or AI alone [12][14][16]. 

 
 

Fig.1.Benefits of Human -AI Collaboration [3] 

 

 
 

 

Fig.2.AI & Human Collboration [7]
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CONCLUSION 
 

The future of Human-AI collaboration in customer support is bright, since there is huge potential to optimize service 

delivery by joining the strengths of both AI chatbots and human agents. AI chatbots can help human agents with repetitive 

tasks, such as providing instant responses to common queries and gathering information to smooth the resolution of more 

complex issues. That will let human agents focus on cases that demand nuances in empathy, judgment, and critical 

problem-solving skills all Areas in which AI has limitations. In a hybrid human-AI system, an efficiency of AI can 

complement human empathy and intuition, leading to a more balanced and effective customer support experience. Such a 

system is likely to perform better on the customer satisfaction front compared to a purely human or AI-driven model, as it 

can respond faster yet still maintain a personal touch where needed. The area that is going to be of immense importance as 

AI evolves is its ability to support and augment human agents in improving customer service outcomes. 
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