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As AI becomes omnipresent, we interact with AI more and more on a daily basis
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1) https://paultan.org/  2) https://www.alluresecurity.com/  3) https://www.telekom.com/de/  4) https://www.varahealthcare.com/ 5) booking.com  6) https://www.apple.com/de/siri/

Allure Security – Protection against Phishing Attacks 2)

Henn na Hotel – Japenese Full Robot Hotel 5)

Autonomous Driving – Brake Assistant 1)

Vara – Breast Cancer Screening Platform 4)

GlasGo – Quality Management 3)

Intelligent Assistants like Siri 6)
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Even though AI continuously improves, there are still cases where AI fails 
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Uber Self-Driving Car 3) -
Killing pedestrian 

Amazon Recruiting Systems 2) -
Becoming Gender-Biased

1) https://techseen.com/  2) https://medium.com 3) https://www.bloomberg.com/news/ 

Microsoft’ Tay Chabot 1) –
Becoming Hitler-loving
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Successful human-AI interactions require a purposeful and considered design

Human-AI Interaction

Hey, when's my next appointment?

How long will it take me to get there?

…

…

Trigger

Direction 
and 

Channels
Frequency

Result

DependencyQuantity

Context

Transparency Anthropomorphism Personalization

Expectations Acceptance

Trust
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We distinguish five AI interaction types based on freedom of action and reciprocity

Human-AI Interaction

Reciprocity
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Informant

Colleague

AI as Versatile Helper

Guardian Angel

AI as Automaton
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Best Friend

AI as Partner
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What distinguishes good from bad
human-AI interactions

What are the relevant dimensions for
companies to design successful 

AI use cases

How will technological advances influence our 
interactions with AI solutions 

in the future

What are the differences between (technical) 
feasible and (socially) desirable AI use cases
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Personalization, social elements, task diversity and context understanding are increasing

Human-AI Interaction24 February 2020

Interaction Types Interaction Channels Anthropomorphism

Human-AI interactions are becoming more direct 
and therefore largely independent

of specific interaction channels

Look and feel of AI no longer needs to rely
so heavily on looking and functioning

like a human

The interaction types are developing
toward two extremes:

AI as automaton and AI as partner
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If you are interested in our study‘s results, please contact us 
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Silvana Hinsen
Senior Consultant for Technology 

Transformation at EY and PhD student at the 
University of Bayreuth
Tel. +49 160 939 25330

silvana.hinsen@de.ey.com

Jan Jöhnk
Research assistant at Fraunhofer FIT 

and PhD student at the University of Bayreuth 
Tel. +49 921 55 4714

jan.joehnk@fim-rc.de
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About the global EY organization
The global EY organization is a leader in assurance, tax, transaction and advisory services. 
We leverage our experience, knowledge and services to help build trust and confidence in 
the capital markets and in economies the world over. We are ideally equipped for this task 
— with well trained employees, strong teams, excellent services and outstanding client 
relations. Our global purpose is to drive progress and make a difference by building a better 
working world — for our people, for our clients and for our communities.

The global EY organization refers to all member firms of Ernst & Young Global Limited 
(EYG). Each EYG member firm is a separate legal entity and has no liability for another such 
entity’s acts or omissions. Ernst & Young Global Limited, a UK company limited by 
guarantee, does not provide services to clients. Information about how EY collects and uses 
personal data and a description of the rights individuals have under data protection 
legislation are available via ey.com/privacy. For more information about our organization, 
please visit ey.com.

In Germany, EY has 20 locations. In this publication, “EY” and “we” refer to all German 
member firms of Ernst & Young Global Limited.
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This presentation contains information in summary form and is therefore intended for general guidance only. Although 
prepared with utmost care this presentation is not intended to be a substitute for detailed research or the exercise of 
professional judgment. Therefore no liability for correctness, completeness and/or currentness will be assumed. It is 
solely the responsibility of the readers to decide whether and in what form the information made available is relevant for 
their purposes. Neither Ernst & Young GmbH Wirtschaftsprüfungsgesellschaft nor any other member of the global EY 
organization can accept any responsibility. On any specific matter, reference should be made to the appropriate advisor.
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