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Digital twins (DTs)

To what extent can AI agents replace human 
specialist in providing remote support to 

employees? 

Predictive maintenance & recovery

• Introducing the Configuration-User-Purpose (CUP) model
• Based on systematic literature review and expert interviews

• Remote support helps human employees when they cannot solve problems independently
• Experiments

• Assistance type: AI agents (DTs) vs. human specialists 
• Invocation type: proactive (AI agent or human specialist initiates support) vs. reactive 

(employee requests support)
• Hypotheses

• Both types of support may reduce feelings of employees’ autonomy and competence
• Human specialists’ support may feel more invasive in terms of monitoring
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