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The “black-box” nature of modern AI algorithms remains a significant obstacle to building strong human trust in 
AI systems.  By collaborating with a large fresh goods retailer, we conducted a large-scale field experiment, 
involving 230 brick-and-mortar stores and over 1,000 products (SKUs), to examine how the provision of model 
explanations and accuracy feedback affects human store managers’ trust in and subsequent use of the 
algorithmic advice on order quantities.  Model explanations are information disclosed to make the underlying 
logic of the algorithmic advice more transparent, while accuracy feedback is information indicating the 
algorithm’s historical performance in predicting actual sales quantities.  We randomly assigned all the stores 
into four conditions: i) no provision of extra information; ii) model explanations only; iii) accuracy feedback only; 
and iv) both model explanations and accuracy feedback. The results show that while providing model 
explanations only created a small positive effect, while providing accuracy feedback exerted a much larger 
positive effect on managers’ adoption of algorithmic advice, indicating accuracy feedback is much more 
influential than model explanations.  More interesting, providing both types of transparency information leads 
to an unexpected negative interaction effect.  Our findings bear novel and important implications for AI 
designers’ trust-building strategies in practice.
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